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Introduction

AT&T Office@Hand is a business phone system that
connects employees with one solution. It offers
enterprise-grade features, including auto receptionist,
multiple extensions, and more.

This guide will help system administrators set up and
access the following Office@Hand features:

e Auto-Receptionist

e Multi-level IVR (Auto-Attendant)
e Visual IVR Editor

e Company directory

e Company numbers

o Call groups

e Presence

e Call queues

e Call monitoring

e Call handling and forwarding

e Call recording on demand and automatic
e Audio conferencing

e Paging

e Hot Desking

e Reports

e Roles and Permissions

e User Groups

e Templates

e Multi-Account Access

e Corporate email as user ID

e Gmail (or G Suite) email as user ID
e Single sign-on
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How to Access Your Account

If you have created but not set up your
administrator account, see Appendix A: Express
Setup for Admins to learn how to set up your
account first. Log in to your online account at
https://service-officeathand.att.com. The default
method of account access is by using your main
Office@Hand phone number and password.

Email or Google as User ID

You may optionally configure users to log in with a
unique corporate email address or Google (Gmail or G
Suite) account. See Use a Corporate Email Address to
Log In and Use a Google Account to Log In.

Single Sign-on

If Single Sign-on is set up for your account, click Single
Sign-on at the bottom of the screen. Enter your email
address, then log in with your corporate credentials.
See in the Tools section of this guide.

TLS v1.0 and 1.1 Deprecation

Browsers and devices attempting to connect to
Office@Hand servers usinga TLS v1.0 or TLS v1.1
connection are rejected to protect customer privacy
and align with industry standards.

Account Validation

Account Validation is a security feature that helps
protect against fraudulent activity on your account.
You're asked for a security validation code when you
log in from an unrecognized computer for the first
time. You may need to check your phone or email for
the security code and enter it in the box before logging
in.

=

-
=
e

Direct, Fax or

AT&T Office@Hand

Sign In

Main Mumber

Remember me

&= Emai

@ Protect your account from identity theft and phishing

By subsoribing o andior using ATAT Offceand, you scknowiedge agresment in the ATAT's. %

18 ATAT Insellectual Propecty, A1 Rights Reserved

ATET and b ATAT loge are Fndimarks of ATAT sHctual Pragsy.

Account Validation

() Enable Accourt Validation (@O

Account Validation is a security measure that is provided 19
you by RingCentral to protect you from third-party phishing
attacks. What is Phishing?

RingCeniral strangly advises that you do not disable
this security featung on Your account.

Forgot Password?

Or Sign In ' With

& Google &) Single Sign-on

erms of Service

Aler

Once you enable Account Validation, you will not be able 1o daable it again
Account Validation wil not be availatée in the menw afier refrash the page.

e [N

Rithen tral
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Use a Corporate Email Address to
Log In

The Email as User ID feature allows users to log in
using a unique email address. When users log in to an
account, they receive a notification about the feature,
and can enable the feature by specifying a unique
email address.

This feature applies to accessing your Office@Hand
online account, Office@Hand Meetings, endpoints
such as the Office@Hand Mobile App and
Office@Hand for Desktop, and integration
applications. This feature can also be configured during
the Express Setup of your Office@Hand account.

For information on automatically provisioning users
from your corporate directory, see “Directory
Integration” on page 188.

If not already configured, enable the feature:

1. Log into your account using your Office@Hand
credentials.

2. Enable the feature as follows:
a.In the popup, select Enable now, and click OK.
b.Or, in User Settings, select Use email to log in.

3. Verify the uniqueness of the email address.

4. Edit any duplicate email addresses.

5. Click Save and log out.

To Log In Using Email as User ID:

1. In the login screen, click Email.

2. Enter the unique Email address and Password
that has been associated with your
Office@Hand account.

3. Click Sign In.

(

Sign In Sign In

o/ @
B Remember me

B Remember me

Sign In

Forgot Password?

’ Or Sign In With %, Phone & Google &) Single Sign-on

B4 Email G Google &) Single Sign-on

Forgot Password?

Or Sign In With
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Use a Google Account to Log In

The Google login feature allows users native support
for logging in using a Google email address and
password. This feature requires a unique Google email
address (Gmail or G Suite email). The admin configures
a Google email address when assigning an extension,
and verifies the uniqueness of the email address. By
default, users can log in with their Google email
address or Office@Hand credentials.

This feature applies to accessing your Office@Hand
online account, Office@Hand Meetings, endpoints such
as the Office@Hand Mobile App and Office@Hand for
Desktop, and integration applications. You can
configure Google Email addresses during the Express
Setup of your Office@Hand account.

If not already configured, set a Google email address.

1. Login using your Office@Hand credentials.

2. Select Users.

3. Select a user. The user settings page is displayed.

4. In the Email field, specify a unique email address.

5. Click Verify email uniqueness; resolve
duplicates.

6. Click Save and log out.

To Log In using Google:

1. Inthe login screen, click Google.

2. Enter your unique Gmail Email address and
Password.

Edit any duplicate email addresses.

Click Allow to allow the application access.

Sl

Sign In

B Remember me

Forgot Password?

In With

B3 Email G Google &) Single Sign-on

Google

One account. All of Google.

Sign in with your Google Account

e

dave richards@gmail.com

Password é

+ Stay signed in Forgot password?

Create account

One Google Account for everything Google
GMmBPOL ? B E

Google

One account. All of Google.

Sign in with your Google Account

.‘ Enter your email ‘

Find my account

Create account

One Google Account for everything Google
GMRPRODL *H E

- Office@Hand would like to:

& Know who you are on Google 0]
-
- View your email address ®

By clicking Allow, you allow this app and Google to Use your information in ac nce
with their respective terms of service. You can change this and other Azcol

Permissions at any time
o4 m
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Admin Homepage

When you log in as an administrator, you will be taken
to the Admin Portal which allows you access to admin-
only tools and configure account-wide phone system
settings. You can access your individual account
overview and settings from the My Extension page. At
the top of the screen, hover over Admin Portal and click
My Extension to switch to your individual user
homepage. .

Main Functions

There are a few main functions that administrators can
access from any online page. These functions are Do
Not Disturb, Conference, RingOut, and FaxOut.

Tool tips are available in the user interface.

Admin Portal

From the Admin Portal, admins see admin-only tools.
The Phone System tab is the main tab and landing page
that houses all of the main settings for the entire phone
system. Here, you have Company Info, Phone Numbers,
Auto-Receptionist, Groups, and Phones and Devices.
The Call Log, and Billing tabs display information about
your phone system. The Tools tab has more setup
options such as Session Timeout, IVR, and Templates.

My Extension

When you switch to the My Extension page, you will see
the standard user settings view of Overview, Messages,
Call Log, Contacts, Settings, and Tools. Click on Settings
toaccess your individual settings. The My Extension tab
houses the same settings a regular user has.

=

S ATaT Office@Hand

@ Dave v | (210)598-8284 Ext. 101 AdminPortal v GetHelp | Log Out

|Phune System Users Analylics Call Log Billing

Tools ~ I

B company info

Edit Business Hours

R Phone Numbers

O AutoReceptionist

‘% 0 Group(s) Tutorials
0 Other(s)
Change what callers hear

Phones & Devices

Set up call forwarding

Change company voicemail

.

~

Edit Company Call Handling & Greetings Set Caller ID

Set up notification for calls. veicemails. and faxes

Use departments

Get more help

Al 0 the ATET' Terms of Senvice.

@ Dave ~ | (856) 344-3908 Ext 101

AT&T Office@Hand
Messages Call Log Contacts Seftings Tools + I

Admin User

1
oo o

Company Call Handling & Greelings

Manage Users

Recent Messages. Recent Calls

il Delste @ Block

[] Prioity  From Message

1856) 250-0065

- CAMDEN NJ

® 041

) ® 040
CHATSWORTH GA

Manage Phones & Devices Manage Groups

Received Operation

Sat 08/07/2019 7-08 AM Download | Forward

Wed 08/28/2019 712 AM Download | Forward

Publish Company Info to Directary
Assistance

ﬁiﬁ&(tentral )

GetHelp | Log Out

a X AN o

Resources

2 Foedback
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Do Not Disturb

In the upper right of every page of your online account
is a small colored icon next to your name. This icon
displays your Do Not Disturb status. Click the icon to
toggle between statuses:
e Take all calls - you are available to take all
incoming calls.
e Do not accept any calls - you do not accept
any calls. All callers are sent to voicemail.

(

S AT8T Office@Hand

Phone System Users

E Company Info
‘? Phone Numbers

Q Auto-Receptionist
‘a 0 Group(s)
0 Other(s)

Phones & Devices

Analytics Call Log

Edit Business Hours

Tutorials
Change what callers hear
Set up call forwarding

Change company voicemail

Billing

® Dave v | (856) 344-3908 Ext 101 Get Help | Log Out

Tools +

Edit Company Call Handling & Greetings

Take all calls

Do not accept any calls

Set Caller ID

S N N

Publish Company Info to Directory
Assistance

1=}
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Audio Conference

Office@Hand customers can setup, host, and join
conference calls anytime, anywhere. Click the
Conference icon in the upper right corner of your
online account to get started.

Each customer receives a unique conference bridge
number, and each user on the phone system gets his or
her own host and participant access code so that you
and your team can hold independent conferences
whenever you want.

You also have the option to add the international dial-in
number in the invitation. Check the "l have
international participants" option and select the
needed countries in the list.

Each conference call can include up to 1000 attendees,
enabling you to hold large meetings and broadcasts.
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Launch the Conferencing Application

1.
2.

3.

Click the Conference icon.

A pop-up will appear with conference numbers

and settings.

a.View Dial-in numbers.

b.View Host and Participant codes.

c.If you have international participants, check
the box next to | have international
participants. Select international dial-in
numbers at the bottom of the pop-up.

d.Check the box next to Enable join before host
to allow participants to start a conference call
without a host.

e.Click Invite with Email to open an email with
prep-populated conference details - simply
enter participant emails and send.

f. Click Conference Commands to view
Conference Commands*.

Click Close.

*See Conference Commands on the next page.

(

@ Dave ~ | (856)344-3908 Ext. 101 ’1

8 |4 &

elp | Log Out

=)

Conference
Dial-in Number
(234) 203-2766
Host Participants
306-736-539 024-707-147

International Dial-In Numbers ©

None

Select

{ 1 Enable join before host

Conference Commands @

@ View

@ Cancel Invite with Email

Select International Dial-In Numbers

Search
Show All | Show Selected (0)

U Location ~
O  Argentina

O Australia

O Austria

O  Belgium

O Benin

0 Brazil

O  Bulgaria

0 canada

O chile

Total: 47 Show: 10

Dial-in Number

+54 (11) 52764009

+61 (2) 91589105

+43 (1) 2058077

+32 (2) 8971539

+229 61509968

+55 (11) 43806486

+359 (2) 9060900

+1(226) 7992629

+56 (44) 2081018

v <1234

Cancel

X

Q

>
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Conference Commands

For the Conferencing feature, the host and participants
have the same conference bridge number to dial into,
but their call control depends on the access codes that
they will use.

The Host has the full call control and can access the
conference commands in the table to the right.

Participants, on the other hand, have limited control of
the conference commands.

The commands are displayed with the conferencing
dial-in information.

Preventing Music-On-Hold

An on demand parameter can be configured to prevent
users from playing music-on-hold. When you request
support to enable this parameter for your account, and
a user with music on hold enabled joins a conference
bridge, the client is prevented from playing music-on-
hold during an explicit or implicit hold (such as
answering an incoming call). This feature allows other
participants on the bridge to continue without
disruption.

(

Conference Commands

Use your touch-tone dialpad keys to mute or block participants, record the call, and more.

Command

® ®
® ®

O
®

® ©® ©®
® @ © 6O

O,
®
©)

O,
©

Action

Caller Count
Keep track of how many people are on the call

Leave Conference
Lets the host hang up and end the call

Menu
Listen to the list of touchtone commands

Set Listening Modes

Press 1x: Mute callers - Callers can unmute with * # &
Press 2x: Mute callers - Listen only. Mo unmuting option
Press 3x Unmute callers - Opens the line again

Mute Host Line

Press once to MUTE
Press again to UNMUTE

Secure the Call

Press once to BLOCK all callers
Press again to CPEN the call

Hear sound when people Enter or Exit call

Press 1x: Turns OFF sound
Press 2x: Enter tone is ON Exit tone is OFF
Press 3x: Enter tone is OFF Exit tone is ON
Press 4 Turns ON sound

Record your conference

Press once to START recording
Press again to STOP recording



AT&T Office@Hand | Admin Guide | Getting Started 19

RingOut

RingOut enables one-touch calling from any phone or
Internet-enabled computer, allowing you to avoid
charges while making calls from any location, such as a
hotel room. You can make calls with your business
identity: show your Office@Hand business number as
your Caller ID from any location. The Office@Hand
system will call your phone first, then dial out to the
number you'd like to call to get you connected. Access
the RingOut icon from the upper right of every online
account page, or click any number in your online
account, including contacts, messages, or call logs.

1. Click the RingOut icon in the upper right corner.

2. A pop-up dialer will appear.

3. Dial a number or use your keyboard to type a
number into the text field. You can also choose
from recent calls or your contact list.

4. Select the From number you'd like to show as
your caller ID. You also have the option to
choose Custom phone number from the drop-
down menu and enter the desired number in the
text field below the drop-down menu.

5. Once you have entered From and To numbers,
the Call button will turn green.

6. Check the box next to Prompt me to press 1
before connecting the call if you'd like the
system to confirm that you would like to make
the call before you are connected. When the
system calls you, you will hear "Please press 1 to
connect." This protects you in case you mistyped
your own number, or if your voicemail picks up
too quickly.

7. Click the Call icon. The system first calls you.
When you answer (and press 1 as instructed if
you've selected this option), it then calls the
other number and connects you.

@ Dave | (550 555-0012 Ext. 101 vl Leg Out

S|SB

From

Rinsg0uat L
FingChut "
From

Custom Fhone Mumber
st Frae Shmie

[ary om. remr

#® Frompl me to press 1 before: comecing toe cal
Pt e s e 1 By (e T sl

L

4 5 6 4 5 6
o iy aH o
7 8 ] 7 a 9
PORS W WAYT PORS Yy
* o # * o a

From

Castm Fhone Mumber

Custom Phons Musbes

01 Frompt me 1o peess 1 before comecng e cal
o

Ringat

i G e 11 sy sateied e O e gy,
4 Yot raciacral wrelre o wrsms rore T cad 811
=
Recent Calls
Type Phone Number Date/Time Length
@ @ - To: Today 1:50 PM 00:00:00
@ [ To: Today 1:49 PM 00:00:00
Call Logs Cancel
A
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FaxOut

To quickly send a fax from your online account, click
the FaxOut icon located in the upper right corner. Fill
in the form with recipient's fax number and cover page
information, and attach or scan a document, which wiill
automatically be converted into a fax.

A wide variety of standard document types, including
word processing and spreadsheet and PDF documents,
are recognized by FaxOut. You can also send files from
Dropbox, Box or Google Drive with just a few clicks.

1. Click the FaxOut icon in the upper right corner.

2. Enter up to 50 recipients and add a cover page
message.

3. Attach files from Dropbox, Box, Google Drive or
your computer and authorize Office@Hand to
access your files (you have to do this only once).

4. Click Send Now and your fax is on its way.

@ Dave ~ | (210)555-0120 Ext. 101 Admin Portal ~ GetHelp | Log Out

S - &

2§

To @

"Jonny Test" (+1234567895)

Cover Page

[J Enable

Attach Files ©

A Google Drive

Browse

1234567.rtf

Schedule

0 ¥ Enable

Sendon = 10/17/2017 11:00 PM &

Send a Fax

1

@ Contacts Groups

Select contact 1o insert

Search Contact

Show All | Show Selacted (2)

= First Name -

) Jason

- a

Total: 8

Select Contacts

Last Name Fax

Business Fax: +6512345667

a Other Fax: +12052345688
a Other Fax: +12052345688
q Business Fax: +441132345678
q Business Fax: +441132345678

[Elusmasale +18662643332

Business Fax: +12051234

Business Fax: +1205346

Show: 10 % ¢
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Phone System

(
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Phone System

The Phone System tab is the main tab of the Admin
Portal. It houses all of the main settings for your entire
phone system. Here you will find settings for:

e Company Info

e Phone Numbers

e Auto-Receptionist

e Multi-Level Auto-Receptionist

e Groups

e Phones & Devices

On your Phone System page, you have Shortcuts that
allow you to quickly access commonly used functions
such as:

e Edit Company Business Hours

e Edit Company Call Handling and Greeting

e Set Company Caller ID

e Publish Company Info to Directory

Assistance

How do I...

If you need help setting up your phone system, check
out the How do ... section to watch short, helpful
videos.

S AT&T Office@Hanc

Prone System users Analytics Call Log 8illing Tools v

E Company Info
\f Phone Numbers

@ Dave v | (210)555-0120 Ext. 101 Admin Portal v GetHelp | Log Out
cee

Edit Business Hours Edit Company Call Handling & Greetings Set Caller ID Publish Company Info te Directory

O AutoReceptionist

‘% 0 Group(s) Tutorials
0 Other(s)
Change what callers hear
A L Set up call forwarding
Change company voicemail
Set up notification for calls, veicemails, and faxes

Use departments

Get more help

Assistance
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Company Info

The Company Info settings include Company Address,
Caller ID Name, and Directory Assistance. Select the
appropriate tab to access each section.

(

(@

Phone System Users

* E Company Info

‘f Phone Numbers

g Auto-Receptionist
&‘ 0 Group(s)
0 Other(s)

Phones & Devices

AT&T Ofﬁce@Hand @ Dave v | (210)555-0120 Ext. 101 Admin Portal v GetHelp | Log Out

Analylics Call Log Billing Tools ~ g & & F

¢

Company Address Caller ID Name Directory Assistance

Company Address information will be used for publishing to Directory Listing if this service is available for your

account.
Company Name () City
Company Address State/Province
Select A
Zip Code

Save
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Caller ID Name

Set your Company Caller ID to your company’s name so
that your customers will know who is calling when you
call them.

This name along with the phone number is displayed to
the called party whenever an outbound call is made
using the local number as the caller ID.

1.

wn

5.

From the Admin Portal, select the Phone System
tab.

Click Company Info.

Click Caller ID Name.

Enter your company name exactly the way you
want it to appear on Caller ID displays, for local
calls made from your main company phone
number. You can enter up to 15 characters.
Click Save.

Outbound Caller ID cannot be set for an individual
number or digital line. It is only available for local
numbers and not toll-free numbers.

(

’

—) . @ Dave v | (210)555-0120 Ext 101 [EGLSNEUS RN GetHolp | Log Qut

=  AT&T Office@Hand

Phone System Users Analytics Call Log Billing Tools ~ [l B AN =
q B company Info Company Address Caller ID Name Directory Assistance

Q Phone Numbers.

9O Auto-Receptionist

0 Group(s)
0 Other(s)

Phones & Devices

This name along with the phone number will be displayed to the called party whenever an outbound call is made using the local number as the caller ID. Max 15
characters. Note: Does not apply to toll-free numbers.

Enter your company name exactly the way you want it to
appear on Caller ID displays, for local calls made from your
main company phone number. You can enter up to 15
characters.

0 My Company
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Directory Assistance

Directory Assistance is a free and convenient way to
publish your business name, address, main number,
and main fax number to increase your company’s
visibility in local directory assistance listings.

For more information about Directory Listing, go to
Directory Listing Frequently Asked Questions.

To publish your information:

1.

ouhwLN

7.

From the Admin Portal, select the Phone
System tab.

Click Company Info.

Click Directory Assistance.

Enter your listing information.

Click Next.

Check the box next to “I agree to the terms of
service.”

Click Publish.

Allow five business days for your listing to appear. Edit
or delete your listing any time by following these same

steps.

= T&T Ofﬁce@Hand @ Dave ~ 1(210)555-0120 Ext. 101 & GetHelp | Log Out

W
Phone System  Users  Anaities  Calllog  Billng  Tools v

| Bl company into Company Address Caller 1D Name Directory Assistance

3 The following information will be submitted to Directory Assistance:

& Phone Numbers
Local Number: (210)555-0120

Q Auto-Receptionist Toll-Free Number: (888) 555- 8688
Fax (optional): @ I don't want my fax number listed

El 4 Group(s) Company Name () City

2 Other(s)

My Company San Mateo

Phones & Devices Company Address State/Province
31 W Hillsdale Blvd California v
Zip Code Email
94403 dave richards@example.com

Status: Unpublished

Note: If you change the details on this screen, the information will als be updated in the Company Address.

List your business phone number and address in Directory Assistance:

Features:
The following information will be submitted to Directory Assistance.

Local Number: (210)555-0120

Toll-Free Number: (888) 555-8888

Company Name & City

My Company San Mateo

Company Address State/Province

123 Main Street California

Zip Code Email

94403 dave richards@example.com

The terms of service for Directory Assistance can be found in the AT&T Office@Hand End User Licensing Agreement,
available at: http://support-officeathand.att.com/eula.

Please confirm that you agree o these terms by checking the box
0 @ | agree to the terme of service.

List your business phone number and address in Directory Assistance:

Features:

+ Publish your Site Name. Number and Address
= Enable potential customers to readily find your business

Leam More >
Back

=

KA N

1)
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Phone Numbers

The Phone Numbers tab allows you to view your
numbers by category of number, and add additional
numbers to your account.

The tabs contains these types of numbers:

e Company: numbers that will connect the
caller to the Auto-Receptionist.

e Assigned: numbers in your account assigned
specifically to an extension.

e Unassigned: numbers in your account not
assigned to any user.

e Transferred and Vanity: existing numbers
that have been transferred, and vanity
numbers to help customers remember your
business phone number.

e Common Phones: numbers that are
dedicated for use as phones for Hot Desking.
For more information, see See “Hot Desking”
on page 133.

(

((©

Phone System Users

E Company Info
‘# Phone Numbers

Q Auto-Receptionist
i%l 0 Group(s)
0 Other(s)

Phones & Devices

AT&T Office@Hand

Analytics Call Log Billing Tools ~ (SR %

Company Assigned Unassigned Transferred and Vanity Common Phones

Main Number: (210) 555-8284 Toll-Free: (888) 555-3110 Fax: (210) 660-5649

The Main Company Number will connect callers to the Auto-Receptionist. The Company Fax Number is the main fax number where your customers can send faxes

Search Numbers Q, All Locations ~ All Types. ~ 4+ Add Number A Forward Number
Number Name Location ~  Type Operation
(650)555-7777 CA Forwarded
O (650)555-8504 CA Forwarded
Total: 2 Show: 0 v

@ Dave ~ | (210)555-0120 Ext. 101 Admin Portal ~ GetHelp | Log Out

IF]
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Add Company Numbers

Adding additional company numbers to your
Office@Hand account is simple. Select from a list of
local numbers by city and area code, choose an
available toll-free number or create your own vanity
(personalized) number. You can also use an existing
number.

Each Office@Hand number can function as a voice and
fax line for incoming calls. This means that one number
can be used for both calls and faxing. This flexibility
allows you to maximize the use of your service.

To add a company number:

From the Admin Portal, select Phone System.

Click Phone Numbers.

Click Company.

Click Add Number to add a new number. Follow

these instructions for the type of number you

choose:

a. Local (Domestic): Provide the State/Province
and Area Code. Select one or more numbers
and click Add Numbers.

b.Toll-Free Number: Select the button for Toll-
Free Number and select a Toll-Free prefix.
Select one or more numbers and click Add
Numbers.

c.Vanity: Select the button for Vanity Number.
Enter a number that helps customers
remember your business phone number. Enter
the numbers or letters you wish to use and click
Search to see if it is available. Select a number
and click Add Numbers.

Click Next.

Assign the number as Auto-Receptionist or

Selected Extension.

Review any changes to your number plan.

Click Done.

HoLdbE

(M = -

o’
—)
—

Phone System Users

E Company Info

@ Phane Numbers

\_,oAT&T Office@Hand

Analytics

Call Log Billing Tools ~

Company Assigned Unassigned Transferred and Vanity

Main Number: (210) 555-8284 Toll-Free: (888) 555-3110

The Main Company Number will connect callers to the Aute-Receptionist. The Company Fax Number is the main fax number

g Auto-Recepticnist Search Numbers Q All Locations  ~ All Types ~
0 Group(s)
0 Cther(s)
Number Name Location
(650155 ca
Add Numbars. ®
1 SeectNumbers 2 AssgnioExl 3 SelctNuTRSTPln 4 Order Contrmaton
Salect Numbers
ke
Number Typs
Lacai Mumber -
Select StateProvince
Sokirt -
Carcel
Add Number x
ole 2 Assign (o Ex 3 Seloct Number Plan 4 Order Gonlirmation
Assign selected number to.
® Auto-Receplionist
Salectod Extension
-
Add Number x
 Seloct Numbors + Assign to Ext Seloct Number Plan 4 Order Confirmation
Review and Confirm Charges
Up to 1 additional numbors Permonth  $5.00"
* Does not inchide taxes and fees

@ Dave ~ | (210)555-0120 Ext. 101

Common Phones

~

Admin Portal v

Fax: (210) 660-5649

+ Add Number

Type

Forwarded

Forwarded

Show.

GetHelp | Log Out

ur customers can send faxes,

~ Forward Number
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Name or Label Definition

You can label phone numbers in a meaningful way to
help identify locations or users in your system. Larger
businesses with multiple locations and advanced call
handling rules might involve selecting from lists of
numbers. Many numbers may appear similar unless
they are renamed.

An admin can assign an alternative name to a particular
number using the following steps:

1.

2.
3.

5.

From the Admin Portal, select the Phone System
tab.
Click Phone Numbers.
Click the phone number to which you want to
apply alabel. The Direct Number window opens.
Enter the label text in the Name field.

e You can designate the kind of number by

using Number Type.

Click Save.

*This option is available for Enterprise users.

(

S ATaT Office@Hand

Phane System Users

B company inio

Q\? Phane Numbers

9 Auto-Receptionist

0 Group(s)
0 Other(s)

Phanes & Devices

< Back

¢

Delete Number

Analytics Call Log Billing Tools v o
Company Assigned Unassigned Transferred and Vanity Common Phones
Main Number: (210) 555-8284 Toll-Free: (888) 555-3110 Fax: (210) 660-5649

E:R

@ Dave v~ | (210)555-0120 Ext. 101 Admin Portal v GetHelp | Log Out

v ¥

The Main Company Number will connect callers to the Autc-Receptionist. The Company Fax Number is the main fax number where your customers can send faxes.

Search Numbers Q All Locations  ~ All Types v + Add Number ~ Forward Number
Number Name Location ~  Type
(650)555-7777 Alabama Office CA Forwarded
a (650) 555-0012 CA Branch cA Forwarded
Total: 2 Shaow: 10 v

Direct Number: (650)555-0012

Name

Phone Number: 1(650) 555-0012
Location: United States, Hayward, CA 0 Hayward Branch

Number Type (D

Voice and Fax v

Calls to this number will be connected to:

® Auto-Receptionist

© Extension

Cancel
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Add Assigned Numbers

Under Assigned, you will see all of the numbers
assigned to a user that have been set for your phone

@ Dave ~ | (210)555-0120 Ext. 101 Admin Portal ~ GetHelp | Log Qut

& ATST Office@Hanc

System. Phone System Users Analytics Call Log Billing Tools &) KN . Ie)
1. From the Admin Portal, select the Phone System
tab. E Company Info Company Assigned Unassigned Transferred and Vanity Common Phones

2.
3.
4

(

Click Phone Numbers.

Click Assigned.

Click Add Number to add a new number. Follow

these instructions for the type of number you

choose:

a. Local (Domestic): Provide the State/Province
and Area Code. Select one or more numbers
and click Add Numbers.

b.Toll-Free Number: Select the button for Toll-
Free Number and select a Toll-Free prefix.
Select one or more numbers and click Add
Numbers.

c.Vanity: Select the button for Vanity Number.
Enter a number that helps customers
remember your business phone number. Enter
the numbers or letters you wish to use and click
Search to see if it is available. Select a number
and click Add Numbers.

Click Next.

Assign the number as Auto-Receptionist or

Selected Extension.

Review any changes to your number plan.

Click Done.

q \# Phone Numbers

2 Auto-Receptionist

Search Numbers

All Types

&‘ 0 Group(s) Number
0 Other(s)
(210) 672-4088

Phones & Devices (205) 406-0306

v

Q All Locations ~ All Extensions  ~

Location v Assigned to

United States, Wetmore, TX Dave Richards

Alabaster, AL George Mc Lennon

1 Select Numbars

Saloct Numbers

Numbar Type

Loca! Numoer -

Select StatesPravinee

Salut

2 Assipnto et

Add Numbers x

3 Salact NumoarPlan 4 Onter Contrmaton

Gancal

Assign selected number to:

® Auto-Aecoptionist

‘Selecled Extension

~ Selct Numbers 2 Assign to Ext

Add Number =

3 Soloct Number Plan 4 Ordor Confirmation

Review and Confirm Charges:

Up to 1 addiional numbers

- Soloet Numbers + Assign to Ext

Add Number x

Soloct Number Plan

4 Order Confirmation

Pormonth  $5.00°

* Does nof includo taxes and foes

Back Dona.

These are numbers in your account assigned specifically to a user extension. From here you can add a phene number.

+ Add Number ~» Forward Number

Type

Direct

Desk Phone

Softphone

Show: 0 -
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Forward a Number

@ Dave v | (210)555-0120 Ext. 101 Admin Portal v GetHelp | Log Out

. . -
To maintain your phone number with your current t—:‘_-g AT&T Office@Hand

provider, and forward calls automatically to your =
o . Phone System Users Analytics Call Log Billing Tools v & B L =
Office@Hand account:

1. From the Admin Portal, select the Phone System
tab.

2. Click Phone' R Phone umber These are numbers in your account assigned specifically to a user extension. From here you can add a phone number

3. Click ASSigned. Search Numbers Q| Allocatons v | AllExtensions v + Add Number | |~ Forward Number

4. Click Forward Number. 9 AuoRecepionist 0 oty e AT O

5

6

E Company Info Company Assigned Unassigned Transferred and Vanity Common Phenes

. Enter an existing phone number and click Next.
. Select Auto-Receptionist, or Select Extension. 0 Groupts) HESES e R EE

0 Other(s)

Cl ICk NeXt- To maintain your phone number with your current provider, and forward calls automatically to your AT&T

7. Review the information about ordering Busy Call brones & Dices Office@Hand account
Handling and No Answer Call Handling from your
local telephone company, and local telephone
company charges.

8. Click Done. 0 Forward My Calls to AT&T Office@Hand x Cancel

~ Enter Existing Numbers 2 Assign to Ext 3 Confirmation

Existing Phone Number

Phone Number

Show: 10

“Your phone number will be added to AT&T Office@Hand account as forwarding number.

= (650) 555-1212 = AT&T Office@Hand

Inbound Calls If my line is BUSY or 1 DO NOT ANSWER ‘Auto-Receptionist
Forward calls from (650) 8551212 fox 0 Forward My Calls to AT&T Office@Hand x
® Auto-Receptionist
© Selected Extension  Enter Existing Numbers  Assignto Ext. 3 Confimation

Your AT&T Office@Hand phone system is now configured to accept calls from your (650) $55-1212 number.

In order for AT&T Office@Hand to answer your existing home or home: office telephone line. you will need to order Busy Call Handling and No Answer
Call Handling® from your local telephone company. Please print this screen for easy reference

Ordering Call Handling

1. Contact your local telephone company's Customer Senvice department and request that the telephone features Busy Call Handling and No Answer
Call Handling* be installed on your telephone fine.

2 Be sure fo indicate that you would like Fixed call handling, and not variable or basic.
3. Your telephons company will ask you 1o which number you would like your calis forwarded. This number is (210) 598-5284.

4, The telephone company must enter this forwarding number exactly as listed. including the "1" before the 210 number,in order for ATST Office@Hand
towork. Ask the Gustomer Service Representative to repeat the number back to you to verify that t was entsred into their system comectly

5. When ordering No Answer Call Handling, you must choose how many rings yeu would like to hear before your calls are forwarded to ATST
Office@Hand . You may chooss as many or as littie as you like, however we recommend that you set it to four (4) fings

*If the Customer Service Representative says these features are not available, ask fo speak to s supervisor. These features are avallable simost
everywhere in the US.

Telephone Company Charges

Vour local phone company may charge you a small activation fee and an ongoing monthly fee for these call handiing services. Please check with your phone,
company for details on these charges.

Print Done
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View Unassigned Numbers

Under Unassigned, you will see all of the numbers that

— . ave . S etHelp | Log Ou
have not yet been assigned to a user AT&T Office@Hand O mmme !
1. From the Admin Portal, select the Phone System FrneSisEm ses s Geltes - Bine el gos s E
. ’
tab.
2. Click Phone Numbers. B company info Company  Assigned Unassigned Transferred and Vanity Common Phanes
3. Click Unassigned. You can filter results by

Location a nd Type. M ‘? Phone Numbere These are all the numbers in your account that have not yet been assigned to a user.
4. Click a number to see more details. You can

Search Numbers Q All Locations  ~ All Types ~
o e
select Phone Properties to see more details in D AutoReceptionist
o o Number Location ~  Type
the Phones and Devices view.
0 Group(s) O (650) 491-0148 San Bruno, CA Desk Phone
0 Other(s)
(650) 491-0149 San Bruno, CA Desk Phone
PRI e (650) 491-0153 San Bruno, CA Unassigned User
(650) 515-0157 San Bruno, CA Desk Phone
(650) 515-0161 San Bruno, CA Unassigned User
Total: 21 Show: 10 v « 123

(
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View Transferred and Vanity Numbers

Under Transferred and Vanity Numbers, you see the
numbers that you have transferred from your previous
provider to AT&T Office@Hand, and your vanity
numbers to help customers remember your number.

1. From Admin Portal, select the Phone System tab.
2. Click Phone Numbers.
3. Click Transferred and Vanity Numbers. You can
filter results by Location and Type. Click a
number to see more details.
4. To transfer a number to Office@Hand select
Transfer Number.
a.Select a Local US Number or Toll Free Number.
b.Confirm that the transfer may incur charges to
your plan.

c.Answer the questions to verify that your
transfer meets requirements.

d.Enter the Billing Number and click Check to
verify that the number can be transferred.

e.Enter the numbers to be transferred, separated
by commas or semi-colons. Click Next.

f. Select a transfer date. The default date is the
earliest available transfer date. Click Next.

g.Map your transfer number to a temp number
you are going to replace, or add the transfer
number as an additional number. Click Next.

h.Confirm the transfer order.

i. Upload a signed Letter of Authorization (LOA).
Click Complete.

5. To forward calls from your number to
Office@Hand, select Forward my calls to AT&T
Office@Hand. Enter your existing phone
number. Select whether to forward the calls to
the company auto-receptionist or an extension.
You receive a confirmation.

(

@ Phone Numbers

\_\?%AT&T Office@Hand

Phone System Users Analytics Call Log

Company Assigned

B company info

Search
Q Auto-Receptionist

Transfer Orders

0 Group(s)
0 Other(s)

fi!

Billing Tools ~

Unassigned Transferred and Vanity

Q

@ Dave v | (210)555-0120 Ext. 101

Admin Portal v

Common Phones

GetHelp | Log Out

These are all the numbers that have been transfered from your previous provider to AT&T Office@Hand, as well as Vanity Numbers that can help customers
remember business phone numbers

o # Transfer Numbers

Status Order Number Date Created - Date Completed
Phones & Devices L] 813456645 01/20/2016 01/20/2016
o 813456345 04/07/2016 NA
© 813456234 04/20/2016 NA
Transfer Numbers: Select Number Type 3 Confirmation 2

Transfer my number to ATAT Office@Hand. @

Select Number Type
@ Local US Number
© Toll Free Number

Cancel

Transfer Numbers: Pre-Check

and this will cause exira monthly fee

Cancel

Enter number

Are the numbers you are transferring ACTIVE with your current Service Provider?

® ves O No

On numbers porting complation your Additianal Numbars plan may ba changed

oK

Transfer Numbers: Enter Numbers

Billing Telephone Number ()

| want to transfer my Billing Telephone Number

Enter numbers

Do you have the latest bill ready to be uploaded for the number you are transferring?

® Yes O No

Do you currently have DSL/Broadband on any of the numbers you are transferring?

Yes ® No
Are you transferring more than one local number?

Yes ® No
Do you currently have any open orders with your current Service Provider?
O Yes ® No
Ave you transferring all of your numbers from your current Service Provider?
® Yes @ No

Have you received your AT&T Office@Hand phones?

® Yes O No

you would like to transfer ©

Separate numbers by commas or semicolons

We make every eifort o transfer your number fo ATET Office@Hand in a timely
the fime of your transfer dapends on the cooperation and release of the telaphor

service provider

Transfeming existing numbers is defined and regulated by the Federal Com

ications Gommission (FCC)

However, the actual transier and
et from your current telephone

Business SMS ( availsble on your service plan) acfivation could take up fo 5 additionsl business days sffer your number is

ir d

This is the first step required fo check if your felephone number is ransferrable to AT&T Office@Hand

Visit here to learr

' more about felephone number transferring.

Back
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View Common Phones

Common phones are shared between users. With Hot
Desking, users can log in to a Shared AT&T
Office@Hand desk phone remotely, and use it like it's
their own—with access to their personal extension,
saved settings, voicemail, and more.

Under Common Phones, you will see all of the numbers
that have been assigned for hot desking.

1.

2.
3

(

From the Admin Portal, select the Phone System
tab.

Click Phone Numbers.

Click Common Phones. You can filter results by
Location and Type.

Click a number to see more details. You can
select Phone Properties to see more details in
the Phones and Devices view.

(0

Phone System Users

E Company Info

m \? Phone Numbers

9O Auto-Receptonist
‘ﬁ 4 Group(s)
2 Other(s)

Phones & Devices

WT&T Office@Hand

Analytics  Call Log

Company Assigned

Billing

Unassigned

Tools ~

Transferred and Vanity

@ Dave ~ (210)555-0120 Ext 101

Common Phones

]

Get Help | Log Out

Common phones are shared between users. With Hot Desking, users can log in to a Shared AT&T Office@Hand desk phone remotely, and use it like it's their own—
with access to their personal extension, saved settings, voicemail, and more.

Search Numbers

Number

(650) 555-5654

Total: 1

Q

All Locations

Location

Woodside, CA

Showr

10
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Auto-Receptionist

(
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Auto-Receptionist Settings

e
=

Create your own Auto-Receptionist for your phone =

system. Customize your options for effective call
management, for example: choose your company hours,
set your company greeting, define rules for call
handling and more.

4

Phone System Users

E Company Info

Note: The Auto-Receptionist defaults to IVR Mode:
single level. You can change the IVR mode to multi-level
for a more intricate IVR menu. Once the settings are
changed to multi-level IVR mode, options are slightly
different. For more information see Multi-Level Auto-
Receptionist.

\# Phone Numbers.

*Q Auto-Receptionist

0 Group(s)
0 Other(s)

. . . . . IE ones evices
Manage Auto-Receptionist with Multi-Site Support Ll e

When you have enabled Office@Hand Multi-Site
Support, the user interface displays the auto-
receptionist for each of the sites’ auto-receptionist with
individual business hours, custom rules, IVR settings
and regional settings. For more information on
Office@Hand Multi-Site Support, see Multi-Site
Settings. To create a new site, see Create a New Site.

0 Group(s)
0 Other(s)

Phones & Devices

(

AT&T Office@Hand

@ Dave ~ | (210)555-0120 Ext. 101

Analytics Call Log Billing Toals v

Create your own Auto-Receptionist for your Phone System. Customize your options for effective call management.

General Sattings IVR Manus IVR Editor Prompts Library
~v Company Hours

24 hours

~v IVR Settings

Operator Ext.: Dave Richards, Ext. 101

~v Dial-by-Name Directory
On

~v Call Receording

On-demand: On
Automatic: Off

~ Regional Settings

Time Zone: (GMT-08:00) Pacific Time (US & Canada)

Create your own Auto-Receptionist for your Phone System. Customize your options for effective call management. Learn More

General Settings IVR Menus IVR Editor Prompts Library
Search sites.
Bt Name/Type Belmont Office
Main Site
v~ Site Hours
30001 Belmont Office
24 hours
30002 Denvor Office
s IVR Settings
30003 East Coast Regional Center
Site Fax/SMS Recipient: Chariton Ho, Ext. 101
30004 Warehouse Florida
~~ Regional Settings
30005 Canada Toronto
Time Zone: (GMT-08:00) Pacific Time (US & Canada)
30006 Califonia Shop

SRR

Single Level

Multi-level

AN

JUNTLO  GetHelp | Log Out

o)
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Company Business Hours

Customize your company's business hours. You can
specify the opening and closing time for each day of the
week or select 24 hours. This establishes the settings
for the Business Hours and After Hours tabs in other
settings areas (such as call queue settings and user
settings).

1. From the Admin Portal, select the Phone
System tab.
2. Click Auto-Receptionist.
3. Select Company Hours.
4. Set your Company Hours to:
a. 24 hours to have incoming calls handled the
same way all the time.
b.Custom hours lets you specify hours for each
day of the week. You can also set separate call-
handling rules and greetings for Business
Hours and After Hours.
To copy hours from one day to all weekdays, or
to the entire week, select Copy Settings to
Weekdays or Copy Settings to All Days.
5. Click Save.

(

@ Dave ~ | (210)555-0120 Ext. 101 Get Help | Log Out

S AT8T Office@Hand

Phone System Users Analytics Call Log Billing Tools v @ B LN =)

¢

E Company Info Create your own Auto-Receptionist for your Phone System. Customize your opfions for effective call management.

General Settings IVR Menus IVR Editor Promps Library Single Level v
\? Phone Numbers
o/\ Company Hours
2 Auto-Receptionist
Set Your Company's Business Hours

Select either 24 Hours if you want incoming calls handled the same way all the time, every day, or Custom Hours if you want incoming calls handled differently when
EI 4 Group(s) your business is open and when it's closed.
2 Oiher(s)
@ 24 hours / 7 days a week & © Custom hours @

Phones & Devices

Cancel

~ IVR Settings
‘Operator Ext.: Dave Richards, Ext. 101

~ Dial-by-Name Directory

On

~ Call Recording

On-demand: On
Automatic: Off

~ Regional Settings
Time Zone: (GMT-08-00) Pacific Time (US & Canada)
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Company Call Handling

The Auto-Receptionist greets callers with a recorded
message when they call your company. Your Auto-
Receptionist is initially set to play a default greeting
with your company name using text-to-speech
technology. You can set a custom greeting by recording
through your phone or computer or by uploading a
sound file. You can also connect the Auto-Receptionist
callsdirectlytoanextensionofyourchoice.

Set Call Handling:

1. From the Admin Portal, select the Phone System
tab.

2. Click Auto-Receptionist.

3. Click IVR Menus and select one of them. The IVR
Details pop-up appears.

4. Click Call Handling.

5. Click Add Key. The Key Press Assignment pop-

up appears.
6. Set the Key Press.
7. Select a Connect to action.
e Transfer to voicemail of
e Connect to dial-by-name directory
e External transfer
8. Then select to whom the setting will apply.
o All
¢ [VR Menus
e Users
e Groups
e Others
9. Select Users.
10. Click Save.

You can learn more about visual IVR settings in “Visual
IVR Editor” on page 54.
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General Settings IVR Menus IVR Editor Prompts Library
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d D AuoRaceponist Before you can switch your company call handing to Mutti-Level IVR, you must first add and set up your IVR Menu

r 0 Groupts) Name ~  Numbers Ext.  Language
0 Other(s)
o Extreme Vision (213) 2678167 1002 English (U.S.)
T B Teres Three Hands Down (408) 3924027 1003 English (US)
s)
< Back Extreme Vision (Ext. 1002)
< Back
| Extension Info Extension Number
1002 Extension Info
Prompt Menu Name
Extreme Vision HERR
0 e Fs
Direct Number I
Key Press Assignment
Extreme Vision
o Key Press @ Action
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Search Q| Extensions: All Exten... ~
Select Name v Ext. Type
0 (e} Dave Brown 101 User
o Three Hands Down 1003 IVR Menu
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Total: 3 Show: | 10 H I I

@ B AN

@ Validate Menus + New VR Menu

Operation

Add Number | Delste

Add Number | Delste

Add Number | Delete

Key Presses

No key is configured

0 Add Key

=]

Generic Key Presses

Department

Cancel

Extreme Vision (Ext. 1002)
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Company Greeting and Menu

The Company Greeting provides additional call
handling options, including hearing the Default
greeting and recording a Custom greeting.

Set a Company Greeting

1. From the Admin Portal, select the Phone System
tab.
2. Click Auto-Receptionist.
3. Click IVR Settings. Company Greeting appears
under IVR Settings.
4. Click Edit under Company Greeting. The
Company Hours Greeting pop-up appears.
5. Set the Incoming Calls During Company Hours
will to one of these:
e Play company greeting
e Bypass greeting to go to extension
6. For Set Greeting
a. Default: Select Default and set the language
the greeting for View In.
b.Custom: Select Custom to set your custom
recording:
e Follow the directions for “Recording
Greetings and Messages” on page 63.
7. Under If caller enters no action, choose Connect
to an operator or Disconnect
8. Click Done.

(

& Dave v | (210)555-0120 Ext. 101 & GetHelp | Log Ou

Phone System Users Analytics Call Log Billing Tools v o K . B

& ATaT Office@tHand

E Company Info Create your own Auto-Receptionist for your Phone System. Customize your options for effective call management.

General Settings IVR Menus IVR Editor Prompis Library Single Level v
\1.* Phone Numbers
~ Company Hours
24 hours
g Auto-Receptionist
Company Hours Greeting x
0 . IVR Settings
El 4 Group(s)
2 Other(s) 9 Incoming Calls During Company Hours will
Company Greetin _ . - . .
pany 9 @ Play company greeting (O Bypass greeting to go to extension
How to handle incoming calls during business hours
Phones & Devices Set Greeting
Com| i
pany Hours Greeting Custom .
Play company greeting
» 00:00/00:00 ) m— Press » tolisten and @ to re-record your custom greeting.
If caller enters no action: Disconnect
> 00:00/0000 o)) emm— e
Edit
) If Caller Enters no Action
Custom Answering Rules i .
@® Connect to operator () (O Disconnect (@)
You can create custom rules for special routing during holidays, specific time of
Custom Rule
Cancel
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Zero Dialing

Directly routes calls to a specified destination. Three
options let you designate the call handling when the
caller dials zero within your IVR.

(@

Phone Sys':em Users

E Company Info

To set zero dialing,

1. From the Admin Portal, select the Phone System
tab.

Select Auto-Receptionist.

Select IVR Settings.

4. Scroll down and click Zero Dialing.

\1.* Phone Numbers

wn

O suto-Recaptionist

Select one of three options: 4 Groupis) 0
e Connect to Company Greeting
e Do Nothing ,
System ignores any ‘O’ dialed by caller and s
continues uninterrupted. This applies
regardless of the number of times the caller
dials ‘0’

e Connect to Extension
Choose from Connect to Operator or

Connect to Extension

2 Other(s)

If you choose Connect to Extension, the
system prompts you for an extension
number.

Removal of the destination extension:

A warning shows that the extension being
removed is in use for 0-dial handling and you
are given the option to cancel the removal.

When an extension is removed, the O-dial
option defaults to the company greeting.
5. Click Save.

=
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Analytics Call Log Billing

& Dave ~ | (210)555-0120 Ext 101

Toals v

Create your own Auto-Receptionist for your Phone System. Customize your options for effective call management

General Settings IVR Menus IVR Editor Prompts Library

~ Company Hours

24 hours

~ IVR Settings

General IVR Settings

Operator Extension (0) &
Dave Richards, Ext 101

Select Extension

o Zero Dialing @

‘When listening to User or Group Extension greeting, press 0 will do as per the selected option below.

& Connect to Company Greeting
& Do nothing
@ Connect to Extension

@® Operator

© Specific Extension

GetHelp | Log

]
o

Single Level

Cancel

AN
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On-demand Call Recording

On-demand Call Recording makes it easy for
Office@Hand users to record calls they make or
receive. When you enable On-demand Call Recording,
users can activate it by pressing *9 on their phone’s dial
pad.

Note: State and federal laws require that your callers
hear a call-recording notification before and after a call
is recorded. As an administrator, you need to ensure
your company's call recording procedures comply with
federal and state laws; neither AT&T nor RingCentral
are responsible for your company’s compliance.

Choose an On-demand Call Recording Announcement

This explains how to select a particular recording
announcement once On-demand call recording is
enabled.

1. From the Admin Portal, select the Phone System
tab.
2. Select Auto-Receptionist.
3. Click Call Recording. Slide the button on for On-
demand Call Recording.
4. Click Edit to change,
e Announcement on Start
e Click Set Greeting and choose Default or
Custom.
e Click Done.
e Announcement on Stop
Click Set Greeting and choose Default or
Custom.
Click View in, choose the language for
viewing the message text.
5. Click Done.
6. Click Save.

To enable On-demand call recording, see page 41.
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¥ Phone Numbers

d 9 AutoReceptionist

E& 4 Group(s)
2 Other(s)

~ Company Hours

24 hours

* IVR Settings

Operator Ext.: Dave Richards, E

' Dial-by-Name Directory
Phones & Devices on

~ Call Recording

On-demand Call Recordin:

Announcement on Stop

Announcement on Start x

Set Greeting

Custom v

Press » tolisten and e to re-record your custom greeting

» 00:00/00:00 of)) emm—m @@

Cancel

Set Greeting

Default N
View In ©
English (U.S.) N

“This call has been recorded "

» 00:00/00:00 o)) @

Cancel

Enable On-demand Call Recording

Enable your users torecord calls at any time by pressing (*) () on a phone dial pad.

Announcement on Start

»

Edit

Q

Automatic Call Recording

Announcement on Stop

00:0070000 ) e >

@ Edit

__ | Enable Automatic Call Recording

000010000 ) e

Enable this option if you want to automaticaly record all calls to a specific user or group extension. Recordings are saved in your Call Log.

Certain state and federal call recording las apply to the use of this call recording feature by you and all users associated with your account. In some states, you and
each user associated with your account is required to obtain consent from all parties to record a phone call By using the RingCentral call recording feature, you and
each user associated with your account are required and must agree to maintain compliance with all appiicable state and federal laws and regulations.

On behalf of your organization, you agree to nolify all users associated with your account of their obligation to comply with all applicable state and federal laws and

reguiations.

You and each user associated with your account understand and agree that each of you are solely liable for compliance of such laws and regulations, and under no
circumstances shall RingCentral or AT&T be responsible or held liable for such compliance.

Cancel
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Enable On-demand Call Recording Announcement

To enable the on-demand call recording feature:

1.

2.
3.
4

From the Admin Portal, select the Phone System
tab.

Select Auto-Receptionist.

Click Call Recording.

Move the slider button to the right next to,
Enable On-demand Call Recording.

Click Save.

S AT8T Office@Hand

@ Dave ~ | (210)555-0120 Ext 101

Phone System Users Analytics Call Log Billing Tools ~

E Company Info
\? Phone Numbers

m O auto-Receptionist

4 Group(s)
2 Other(s)

Phones & Devices

3 4
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Create your own Auto-Receptionist for your Phone System. Customize your opfions for effeclive call management.

General Settings IVR Menus IVR Editor Prompis Library

~ Company Hours

24 hours

~ IVR Settings

Operator Ext - Dave Richards, Ext. 101

~ Dial-by-Name Directory
On

. Call Recording

QOn-demand Call Recording

Enable On-demand Call Recording

Enable your users to record calls at any time by pressing (*) (9) on a phone dial pad

Automatic Call Recording

Enable Automatic Call Recording

Enable this option if you want to automatically record all calls to a specific user or group extension. Recordings are saved in your Call Log.

Get Help | Log Out

SN

Single Level

t

Q

Cancel
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Automatic Call Recording*

Automatic Call Recording allows you to record
incoming and outgoing calls automatically. You can also
play back the recordings or download the recorded call
logs for sales and support training, compliance, etc.

NOTE: State and federal laws require that your callers hear
a call-recording notification before and after a call is
recorded. As an administrator, you need to make sure your
company's call recording procedures comply with federal
and state laws; neither AT&T nor RingCentral are
responsible for your company’s compliance.

Choose an Automatic Call Recording Announcement
First enable automatic call recording. See page 43.

1. From the Admin Portal, select the Phone System
tab.
Select Auto-Receptionist.
Click Call Recording.
e Click to enable Automatic Call Recording.
e Confirm your agreement to the laws.
Click boxes for the desired options:
e Play periodic tones for outbound calls
e Play Call Recording Announcement for
Outbound Calls
e Allow mute in auto call recording

2.
3.

You can also listen to your recording announcement or
specify extensions to record.
5. Click Edit to select the call recording
announcement and select an option:
o Select Default to use the provided greeting.
e Select Custom to record a greeting.
6. Click Done.
7. Click Save.
*This option is available for Office Premium and Enterprise
only.

Ao’
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General Settings IVR Menus IVR Editor Prompis Library

~+ Company Hours

24 hours

~ IVR Settings
Operator Ext.: Dave Richards, Ext. 101

* Dial-by-Name Directory
On

~ Call Recording

©On-demand Call Recording

Enable On-demand Call Recording

Confirmation 3

Certain state and federal call recording laws apply to the use of this call
recording feature by you and all users associated with your account. In some
states, you and each user associated with your account is required to obtain
consent from all parties to record a phone call. By using the RingCentral call
recording feature, you and each user associated with your account are required
and must agree to maintain compliance with al applicable state and federal
laws and regulations

On behalf of your organization, you agree to notify all users associated with
your acgount of their obiigation to comply with all applicable state and federal
laws and regulations

You and each user associaled with yeur account understand and agree that
each of you are solely liable for compliance of such laws and regulations, and
under no circumstances shall RingCentral or ATST be responsible or held liable
for such compliance.

-

Enable your users to record calls at any fime by pressing (%) (9) on a phone dial pad

Automatic Call Recording

@ Enable Automatic Call Recording

Enable this option if you want to automaically record all calis to a specific user or group extension. Recordings are s|

0@ Play periodic tones for outbound calls (&
© Play Call Recording Announcement for Outbound Calls ©

0 Edit

© Allow mute in auto call recording &

Extensions to Record
0

Call Recording Announcement
» 00:00/00:00 o)) em—

Edit

Certain state and federal call recording laws apply to the use of this call recording feature by you and all users asso
each user associaled with your account is required to obtain consent from al parties to record a phone call. By usin

Call Recording Announcement

Set Greeting

Custom

Phone Computer Microphone Importing

Call me at

Enter a new number

Q

Cancel

each user associated with your account are fequired and must agree to maintain compiiance with all appiicable stat

ST TEOETAT TS AT TEg A

On behalf of your organization, you agree to nolify all users associated with your account of their obligation to comply with all applicable state and federal laws and

regulations.

You and each user associated with your account understand and agree that each of you are solely liable for compliance of such laws and regulations, and under no

circumstances shall RingCentral or AT&T be responsible or held liable for such compliance.

Cancel

<

ATET Office@Hand will call you to record your custom greeting over the phone:
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Enable an Automatic Call Recording Announcement

To enable the automatic call recording feature:

1.

2.
3.
4

From the Admin Portal, select the Phone System
tab.

Select Auto-Receptionist.

Click Call Recording.

Slide the button on for Automatic Call
Recording.

Click Save.

e’
_—) - @ Dave v | (856) 344-3908 Ext 104 Get Help | Log Out
= AT&T Office@Hand
Phone System Users Analytics Call Log Billing Tools = o O LW =)
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0 Automatic Call Recording

Enable Automatic Call Recording

Enable this optien if you want to automatically record all calls to a specific user or group extension. Recordings are saved in your Call Log. e
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Planning for Interactive Voice
Response (IVR)

In the Office@Hand system, you can create a multi-
level IVR as an additional option to the Auto-
Receptionist. It extends the Auto-Receptionist menu
with more powerful and efficient call handling.

Layout Your Multi-level IVR Plan

The Office@Hand Multi-level IVR facility supports up
to 250 menus for each account you create. It provides
callers with options to self-select how they can reach a
person or a department in your company. The first step
in creating a multi-level IVR menu is to lay out a call-

routing plan similar to the examples shown on this page.

Single-Location IVR Use Case

A local dentist office provides services to both English-
and Spanish-speaking customers. The dental office IT
Manager configures the phone routing system with
identical prompts in two languages.

Multiple-Locations IVR Use Case

A nationwide furniture retailer has 5 stores located in
San Francisco, Chicago, New York, Dallas, and Miami.
The IT Manager sets up a toll-free number for the
automated attendant system that can route incoming
calls to the proper stores in the entire retail chain.

(

English ij-erafmr
{IVR Menu) 0 (Extension)
Appointment D
(Call Queue)

{Announceme

{Announcement Only)

menu ag Billing

(BOO) 555-1212 ({Extension)

Multi-Level IVR, single location use case: bilingual dentist office

Operatar Store Hours
- - . (Extension 1001) [Announcement Only)
Dial an extension any time.

San Francisco store
[IVR Meniu)
415-555-1222

(800) 555-1212

Multi-Level IVR, multiple location use case: nationwide furniture retailer
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Switch to Multi-level IVR Mode

. . . e’
As an option, you can change your Auto-Receptionist \._3 AT&T Office@Hand

from a single-level to a multi-level IVR to serve users at
multiple locations or to provide callers with multi-
lingual menus.

Phone System Users

B company info

1. From the Admin Portal, select the Phone System
tab.

2. Click Auto-Receptionist.

3. On the Auto-Receptionist panel, click the Single gl A
Level button Multi-level. A pop-up will appear
with a warning message. By switching to multi-
level IVR mode, all of your company call handling
settings will be discarded.

\43 Phene Numbers

El 0 Group(s)
0 Other(s)

Confirm that you wish to proceed. Phones & Devices
4. Click Continue to confirm switching to multi-
level IVR.

5. The Switch to Multi-level IVR pop-up appears.
Do one of the following:
e Enter a top level menu in the Select the top
level menu to connect to search field.
e Select the button next to one of the listed
Names.
6. Click Save.

NOTE: Because your call handling settings are
discarded, you will need to reset your call handling
settings.

NOTE: Your IT department should validate and test
the IVR configuration to ensure the routing and
prompts in a root menu work well before connecting
them to the Auto-Receptionist.

For more details, see “IVR Menus” on page 51.

(
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Create your own Auto-Receptionist for your Phone System. Customize your options for effective call management.
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24 hours

~ IVR Settings

IVR Menus

Operator Ext.: Dave Richards, Ext. 101

v Dial-by-Name Directory

On

~ Call Recording

On-demand: On

IVR Editor

ingle Level v
Single Level
S e

G Switch to Mult-level IVR x

Warning: By switching to Mulfi-level VR mode, all of your existing

company call handling settings will be discarded. Please confirm that
you wish to proceed.

Q

ic: Off

~ Regional

Time Zone: (G|

Select the lop level menu to connect lo:

Search

Select

Total: 3

Name

IVR Menu 1001

IVR Menu 1002

IVR Menu 1003

Caneel
x

Switch to Multi-level IVR

Show | 26 v 1 Cancel
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Set General IVR Settings

When you have set multi-level IVR mode, you can see
general IVR settings from the Auto-Receptionist menu.

To set general IVR settings:

1. From the Admin Portal, select the Phone System
tab.

Select Auto-Receptionist.

Select IVR Settings.

Scroll down to General IVR Settings.

Under General IVR Settings, select options:

e Configure the actions for the general
navigation keys. When callers press # (hash/
pound) or * (star/asterisk), the following
actions are available:

e Repeat menu greeting

e Return to root menu

e Return to previous menu

o [f the caller enters no action after the prompt
is played three times, the following actions
are available:

e Disconnect: The call will be disconnected.

e Connect directly to an extension: The caller
is routed to the extension you specify.

6. Click Save.

uhN

(

S AT Office@Hand

Phone System

E ‘Company Info

\# Phone Numbers

Q DO Auto-Receptionist

Eﬁ 4 Group(s)
2 Other(s)

Phones & Devices

Users Analytics

& Dave -~ | (210) 598-8284 Ext. 101

Call Log Billing Tools v = B

Create your own Auto-Receptionist for your Phone System. Customize your options for effective call management.

General Settings IVR Menus IVR Editor Prompis Library Single Level
~ Company Hours
24 hours
0 ~ IVR Settings

Company Greeting

How to handle incoming calls during business hours.

Company Hours Greeting After Hours Greeting

Play company greeting After Hours call handling go info effect when your business is
closed. The Business Hours is currently set to 24 hours a day.

» 00:00/ 00:00 1)) — To change business hours, go to Auto-Receptionist > Company

Hours.
If caller enters no action: Disconnect

Edit

Custom Answering Rules

‘You can create custom rules for special routing during holidays, specific time of the day (e.g. lunch break) or for special callers.

Custom Rule

o General VR Settings

Specify general navigation keys. All the menus will follow these settings unless you ovenwite them on an individual men level
Press # Press *

Repeal menu greeling v Retum to previous menu v

If caller enters no action after the prompt played 3 times.
) Connect to extension

@ Disconnect the call
Zero Dialing @
‘When listening to User or Group Extension greeting, press 0 will do as per the selected option below.

@ Connect to Company Greeting
© Do nothing
© Connect to Extension

Cancel

AN
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IVR Tool*

Office@Hand provides additional IVR tools to help you
create and manage your IVR Menus. Auto-Receptionist
consists of three parts that help you configure your IVR:
IVR Menus, IVR Editor, Prompts Library.

Use the IVR tool to:
e Configure IVR menus with the Visual IVR
Editor
e Import prompt recordings
e Record prompts
e Import and export XML files

Note: Any change on the IVR menu overwrites the
imported XML file. It is suggested that you export and
save a new XML file after making changes.

Access the IVR Tool by using the following steps:

1. From the Admin Portal, select the Phone System
tab.

2. Select Auto-Receptionist.

3. Select the IVR Editor tab.

*Available for Office Premium and Enterprise users only.

(
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Create your own Auto-Rect for your Phone System. Customize your options for effective call management.

General Settings IVR Menus IVR Editor Prompts Library

XML Editor
You can create your IVR menus in XML for quick deployment or bulk changes. To get started, you can download sample IVR xml files

Download Sample IVR XML Files

Single Level IVR Multi-level IVR

Import XML file Export IVR XML File

1 Import Export

Visual IVR Editor

The Visual IVR Editor lets you configure your Multi-Level IVR using an easy-to-use graphic interface.

Launch Visual IVR Editer

Admin Portal ~

Rt

GetHelp | Log Out
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Import or Export XML Files

In the XML section, you can import and export XML =,
files for your IVR. Your IVR Menus are validated by =
Office@Hand once you import an XML file. Phone System  Users
Download a Sample XML File 0

E Company Info

1. From the Admin Portal, click the Phone System
tab. @

. . . Phone Numbers
2. Click Auto-Receptionist.
3. Click the IVR Editor tab. the XML Editor displays. Q ruosesions
4. Under Download Sample IVR XML Files,

e Click Single Level IVR, or P

e Click Multi-level IVR 20arts

The sample XML file is downloaded in your browser.

Phones & Devices

(

AT&T Office@Hand

Analytics Call Log Billing Tools v

Create your own Auto-Receptionist for your ystem. Customize your options for effective call management.
General Setfings IVR Menus IVR Editor Prompts Library
XML Editor

‘You can create your IVR menus in XML for quick deployment or bulk changes. To get started, you can download sample IVR xmi files

Download Sample VR XML Files

Single Level IVR. Multi-level IVR

Import XML file Expert IVR XML File

1 Import Export

Visual IVR Editor

The Visual IVR Editor lats you configure your Multi-Leve! IVR using an easy-fo-use graphic inferface.

Launch Visual IVR Editor

& Dave ~ | (210)555-0120 Ext. 101 Admin Portal ~
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Export an XML File

1.

N

(

From the Admin Portal, click the Phone System
tab.

Click Auto-Receptionist.

Click the IVR Editor tab. The XML Editor
displays.

Under Export IVR XML File, click Export. The
sample XML file is exported to your browser.

-'
—
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4 Group(s)
2 Other(s)
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General Seffings IVR Menus IVR Editor Prompts Library
XML Editor

“You can create your IVR menus in XML for quick deployment or bulk changes. To get started, you can download sample IVR xmi files

Download Sample IVR XML Files

Single Level IVR Multi-level IVR

Import XML file Export IVR XML File

1 Import Export

Visual IVR Editor

The Visual IVR Editor lets you configure your Multi-Level VR using an easy-to-use graphic interface.

Launch Visual IVR Editor
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Import an XML File

1. From the Admin Portal, click the Phone System -
tab. = AT&T Office@Hand

@ Dave ~ | (210)555-0120 Bxt 101 Admin Portal ~ GetHelp | Log Out

2. Click Auto-Receptionist. . "
. . . . Phone System Users Analytics Call Log Billing Tools ~ <l 5. %, 5]
3. Click the IVR Editor tab. the XML Editor displays. -
4. Under Import XML file, click Import to browse
and |Ocate the XML ﬁle then C”Ck Import. E T Create your own Auto-Receptionist for your ystem. Customize your options for effective call management.
General Setfings IVR Menus IVR Editor Prompts Library

Office@Hand detects configuration issues as soon as € oo s

you click Import. You can manually fix the errors in the XML Editor
XML file and upload it again or you can click Accept and 9| D sutoReceptionist You can craate your IVR menus in XML for quick deployment or bulk changes. To get startsd, you can download sample IVR xm filss
Continue to manually fix the errors using your

Office@Hand online account. - N ;gﬁsz(ss;) single Level VR | | Multi-lsvel IVR

Import XML file Export IVR XML File

Download Sample IVR XML Files

Phones & Dewmo X Import Export

Visual IVR Editor

The Visual IVR Editor lets you configure your Multi-Level IVR using an easy-io-use graphic interface.

Launch Visual IVR Editor

(
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IVR Menus

Office@Hand offers various tools to help manage and
create IVR (interactive voice response) menus.
Administrators can add new IVR menus as shown in the
following instructions, use the Visual IVR Editor, or
import an XML file.

Add an IVR Menu Group

1. From the Admin Portal, select the Phone System
tab.

2. Click Auto-Receptionist.

3. Click the IVR Menus tab.

4. Click New IVR Menu button The Add IVR Menu
pop-up appears.

5. Enter the Extension Number and Extension
Name.

6. Click Save.

The new IVR Menu appears listed under the IVR Menus
tab.Configure an IVR Menu

After you have created an IVR Menu, configure the
Extension Info, Direct Numbers, Prompt, and Call
Handling.

-
_—)
=

Phaone System Users

E Company Info

\f Phone Numbers

Q D AuioRecsptionist
ﬁi 4 Group(s)
2 Other(s)

Phones & Devices

AT&T Office@Hand

(S N

+ New IVR Menu

Analytics Call Log Billing Tools ~
Create your own Auto-Re for your Phone System. Customize your options for effective call management.
General Setfings IVR Menus IVR Editor Prompts Library
Search Q @ Validate Menus
Beiore you can switch your company call handling to Multi-Level IVR, you must first add and set up your IVR Menu
Name ~ Numbers Ext. Language
IVR Menu 1001 1001 English (U.S.)
IVR Menu 1002
Add IVR Menu X

IVR Menu 1003

Extension Number

1004

G’*Exlension Name

Total: 3 IVR Menu 1004

Cancel

& Dave -(210)555-0120:284 Ext. 101 & GetHelp | Log Out

B
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Configure Extension Info

After y.ou select an existing IVR Menu, edit your = AT&T Ofﬁce@Hand © Dave v | (856)288-1981 Ext. 101 & GetHelp | Log Out
extension number, name, or delete your menu. =

1.

2.
3.
4

(

Phone System Users Analytics Call Log Billing Tools ~ (=l

From the Admin Portal, select the Phone System —6
tab.

Click Auto-Receptionist. B compery o
C|ick the IVR Menus tab. . General Settings IVR Menus IVR Editor Prompts Library
Select an existing IVR Menus. The Extension Info S oo s

IVR Details pop-up appears.

Enter the Extension Number and Extension

Name. Name ~  Numbers Ext.  Language

. . 0 Group(s)
e |f you would like to delete this IVR menu, B oomers 4 mr

Create your own Autc—Rch{ for your Phone System. Customize your options for effective call management

Search Q @ Validate Menus

4 L auto-Receptioist Before you can switch your company call handling to Multi-Level IVR, you must first add and set up your IVR Menu

. (310) 203-5458 1001 English (U.S.)
click Delete Menu.
ClICk Save. KqBack IVR Menu 1001 (Ext. 1001)
| Extension Info Extension Number
1001
Prompt

Menu Name

IVR Menu 1001

Key Presses
Direct Number

(310) 203-5458
(310) 856-9872
(310) 856-9906

Add

Delete IVR Menu

o (N
+ New IVR Menu
Operation

Add Number | Delete

=)
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Add a Direct Number

To add a direct number for an [IVR menu:

=

From the Admin Portal, select the Phone System

tab.

Click Auto-Receptionist.

Click the IVR Menus tab.

Click an existing IVR Menu.

Click Direct Numbers.

Click Add Direct Number.

Select one of the number types from the

dropdown menu. Follow these instructions for

the type of number you choose:

a. Local (Domestic): Select Local (Domestic).
Provide the State/Province and Area Code and
Select Number.

b.Toll-Free: Select Toll-Free Number. Select a
Toll-Free prefix and a number from the drop-
down menu.

c.Vanity: Select Vanity. Choose a number that
helps customers remember your business
phone number. Enter the numbers or letters
you wish to use and click Search to see if it is
available.

8. Click Next when finished choosing your number.

Proceed to the completion of your order

Nowuhwn

(

@ Dave ~ | (210)555-0120 - Ext. 101 & GetHelp | Log Qut

e,
S  AT&T Office@Hand
Phone System Users Analytics Call Log Billing Tools ~ = B L 1o}
E Company Info Create your own Auto-Re for your Phone System. Customize your options for effective call management.
General Settings IVR Menus IVR Editor Prompts Library

\.# Phone Numbers

Search Q @ Validate Menus + New IVR Menu

Auto-Receptionist
¢ Em Before you can switch your company call handling to Multi-Level IVR, you must first add and set up your IVR Menu

Name Extension Number

4 Group(s) Extension Info

2 Other(s)
OIVR Menu 1001

Phones & Devices

1001

et Menu Name

IVR Menu 1002
IVR Menu 1001

IVR Menu 1003 Key Presses

Direct Number

Add

Add Direct Numbes

1 Selecthumbers 2 SelectNumberPlen 3 Oider Contimaton

Select Numbers

Bumber Type

Total- 3
i

Lol Nusnber

Selaet StataFrovines

- A

Cancet
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Visual IVR Editor

The Visual IVR Editor lets you configure your Multi-
level IVR using an easy-to-use graphical interface. Add
menus and assign to extensions with just a few clicks.

Launch the Visual Editor

1. From the Admin Portal, select the Phone System
tab.

2. Click Auto-Receptionist.

3. Click the IVR Editor tab.

4. Click Launch Visual IVR Editor. The Visual IVR
Editor opens in a new browser tab.

(

((©

Phone System Users

E_ Company Info

“: Phone Numbers

d D AutoReceptionist

‘?‘ 4 Group(s)
2 Other(s)

Phones & Devices

AT&T Office@Hand

@ Dave ~ | (210)555-0120 Ext. 101

Analytics Call Log Billing Tools -

Create your own Auto-Receptionist for your Peﬁem. Customize your options for effective call management.

General Setfings IVR Menus IVR Editor Prompts Library

XML Editor

You can create your VR menus in XML for quick deployment or bulk changes. To get started, you can download sample VR xml files.

Download Sample IVR XML Files

Single Level IVR Wult-level IVR
Import XML file Export IVR XML File
I Import Export

Visual IVR Editor

The Visual IVR Editor lets you configure your Multi-Level IVR using an easy-to-use graphic interface.

o Launch Visual IVR Editor

Admin Portal v

a0

GetHelp | Log Qut
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Create a New IVR Menu

Use these steps to create a new IVR menu with the
visual editor.

1. Open the Visual IVR Editor in auto-receptionist.

2. Inthe new tab, you will see your Visual IVR
Editor. On this page, you will have a New Tree
waiting to be created. You have the option to
create a new IVR from this screen, or open an
existing IVR and edit it in the Visual IVR Editor.
a.In the upper-left corner of the screen you have

icons for Open Existing Menu, Save, Validate,
and Clear Workspace.

3. Inthe upper-right corner you have a search bar,
an information drop-down menu with options
for Take a Tour and Learn More, and when you
are viewing an IVR menu, you will see zoom in
and out buttons.

You can click Next to navigate through the welcome
instructions in the Visual IVR Editor.

(¢

55

Visual IVR Editor

The Visual IVR Editor lets you configure your Multi-Level IVR using an easy-to-use graphic interface.

omum:h Visual IVR Editor

Visual IVR Editor

- | Q Search

Welcome to the Visual IVR Editor

Creating and editing your IVR is fast and easy with the Visual Manu Editor,

S aronages

[ o ek - .
s

Skip ° Next
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4. Click the Phone icon to start a new tree.
5. Your new tree will be automatically assigned a ,
name and extension number. Vel VR Faror Visual IVR Editor
6. Click .the name or extension number to edit the IVR 1001
text field and enter your preferred name and
extension. Press enter when you are finished and A~
the title will change automatically. 0‘\,‘:) (N
7. Hover over your new IVR menu to see more )
options. Click icon to start a new tree
8. Click “+" to add sub-items to your tree. Sub-items 0:_ IVR 1001
include: 1001
a.New Menu: Create a new IVR menu as an
option within your tree.
b.Existing Menu: Choose an existing IVR menu Visual IVR Editar Visual IVR Editor Visual IVR Editor
from a different IVR tree.
c.External Transfer: Include an external number IVR 1001 IVR 1001
in your tree. ¢
d.Directory: Attach your company’s dial-by- % (%
name directory to your tree.
e.Voicemail: Give the option to leave a voicemail. & o
f. fr);t:nsmn. Add a specific extension to your 0 5. '1\33110010 o %E:W -

_ 0_ et
8 2. 46
:

Existing Menu

Visual IVR Editor

9 IVR 1001

.
“ @ Voicemail

(%) Extension

External Transfer

Directory

& VR 1001
V1001

Directory &' Name & Name

Extension Extension

(¢
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9. As you add sub-items to your tree, they will
appear in the Visual IVR Editor. Once you have

added your items to your menu, hover over an Menu Settings )
item to edit it and see more options. Each menu \
has its own settings. For some items you will see a San Francisco Office

“+" and “...” and other items will only have the

. 1004
trash can icon.

4% SanFran.

a.IVR Menus 1004 Select Language:

e Click the IVR name and extension text fields %

to edit them. q English (U.5) ¥
e Click “+” to add sub-items to your tree.
e Click “.." to open the menu for Settings and

Delete. Select Prompt File >
e Click Settings to edit your IVR Menu settings

. . . Generic Key Presses
just as you would edit them in the IVR Group . .
settings. San Francisco Office Use Default Sefiings: [

Use Textto Speech:

e Click Delete to delete this item. Press #

Repeat menu greeting

Press =:
Return to previous menu

If caller enters no action after the prompt played 3

4% SanFran.. times:
1004 Call will disconnect
Cancel | | Save
LF Seftings
[ Delete

(¢
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(¢

b.External Transfer
e Click the phone number text field to enter
the external transfer number of your choice.
e Click the trash can icon to delete this item.
c.Directory
e No further configuration is needed.
e Click the trash can icon to delete this item.
d.Voicemail
o Click the name or extension text fields to
open a menu to choose an existing user’s
extension.
o Click the trash can icon to delete this item.
e.Extension
e Click the name or extension text fields to
open a menu to choose an existing user’s
extension.
e Click the trash can icon to delete this item.
e You can also change the order and key press
of an item by click on the existing number and
typing a new number.
e Click out to save.

_ San Francisco Office

<% SanFran._.
1004
Mew Menu
'R
o8/
' Existing Menu
£
l External Transfer
\f"f
Directory
P . :
| e Voicemail
A
Extension
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Edit an Existing IVR Menu with the Visual IVR Editor

1.

2.

(¢

From the Admin Portal, launch the Visual Editor,
then click the Open Existing Menu icon.

Click on an existing menu to see a preview of the
menu.

Click Open to be able to edit the menu in the
Visual IVR Editor.

After editing your menu, click the Validate icon
to check your IVR menu.

Click the Save icon once you are done editing to
save your IVR.

59

Q Search

g CA Sales menu
1003

»  Main Menu

S 1001

g US Sales menu
1002

Directory

Visual IVR Editor

Q search

Main Menu | 1001

2o Main e
1001

650)5. 102

12
Sales
13
Shinping Shipping
114 4

Directory Directory

' Extemal a5 \oicema

Operat
103
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Prompts
Prompt recordlngs gUIde Ca”erS Wlth InStrUCtlons on ‘-.-." AT&T Ofﬁce Hand @ Dave v | (210)555-0120 Ext. 101 Admin Portal v GetHelp | Log Out
keys to press. Prompts can be pre-uploaded and saved = @
to the Prompt Library, which you can then set up as ProneSysem  Users  Anaics  Callog  Bilng ook 5 & o @
prompts using the IVR Tool. —0
There are tWO prompt mOd es: aUdiO and teXt_tO_ E Company Info Create your own Auto-Receptionist for your Phone System Cusl@uuruplinns for effective call management.
SpeeCh' General Settings IVR Menus IVR Editor Prompts Library
e Audio prompts are voice recorded. & Phons Numbers
e Text-to-speech prompts are written by you, Search Prompts a 2 import Prompts || A Record Pramps

Prompt recerdings guide callers with instructions on keys to press. Prompts can be pre-uploaded and saved to the Prompt Library, which you can use as prompts.
using the VR Tool.

then Office@Hand’s automated system reads d 8 Ao Recepions
the prompt to your callers.
Note: An IVR menu can function independently from

the Auto-Receptionist, so it does not have to be set up 0ot
for an Auto- Receptionist greeting. Prompt Name v Usedin REEL AR *
Phones & Devices o P Custom Greeting o Prompt Name
Record an Audio Prompt
(] P customgreeting.wav IVR Menu 1002, Ext. 1002
To record a new audio prompt for your system, Pone  Computer Microphone
1. From the Admin Portal, select the Phone System ATT Offce@Hand il cal you t recordyour promt aver e phane.
tab. Call me at
2. Click Auto-Receptionist. Enter 3 new rumber
3. Select the Prompts Library tab.
4. Click Record Prompts. The Record Prompt pop- Total 0
up appears.
5. Enter a name for your prompt in the Prompt
Name field.

6. Select one of these methods to record a prompt
and follow the on-screen instructions:
e Phone (record over the phone)
e Computer Microphone.

Follow the remaining on screen instructions to record
your prompt.

=
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Select Prompt Mode: Audio
To select a previously recorded audio prompt, do the - e s £ 1o & T
following: = AT&T Office@Hand @ LE0E e L
. Phone System Users Analytics Call Lo Billin: Tools ~ 5 R
1. From the Admin Portal, select the Phone System ;s o ’ v
tab.
2. Click AutO-Receptionist' E Company Info Creata your own Auto-Res for your Phone System. Customize your options for effective call management.
3. Click the IVR MenuS tab. . General Settings IVR Menus IVR Editor Prompts Library
4. Select an existing IVR Menu. The Extension Info RS
Search Q @ Validate Menus + MNew IVR Menu
appears. dg Auto-Receplionist Befor witch Il handling to Multi-Level IVR, it first add and set IVR M
5. Click Prompt. The IVR Prompt pop_up appears. re you can switch your company call handiing to Mulli-Level . You must first a and sel up your lenu.
6. Under Prompt mode, select the button next to 3, 4o Name * Numbers B Language
. 2 Other(s]
AL‘IdIO. . (5) o IVR Menu 1001 1001 English (U.S.) Etension Info Prompt Mode
7. Click Select from Prompt Library. ® Aullc © Tedtospeeen
. . Phones & Devices IVR Menu 1002 1002 English (U.S.)
8. The Select Prompt pop-up appears with a list of ﬂ — Select Prompt
pre-uploaded prompts. ose.edmmm x [gisn o sec
9. Select the button next to the prompt you'd like to Key Presses
Set Search Prompts Q
10. Click Select. P v Usedin
You can listen to your new prompt by dialing into the ® b Main Menump3
Y p pt by g
extension and re-recording it until you are satisfied. b Sales Menumed sow | 7

Y

Total: 0 Show: | 25 v Cancel
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Select Prompt Mode: Text-to-Speech

. , -
Office@Hand’s text-to-speech utility converts the text -, ATST Office@Hand o bave 12105 01204 £ 1 cotri | Logout
greeting you typed into a voice file and saves it to the =
IVR Prompt Library. Set an IVR prompt using text-to- Phons System  Users  Analyics  Calllog  Bilng  Took 5 & W B
speech. The text you enter must contain only letters, —4N
digits’ space’ Commas’ and periOds' NO speCiaI symbOIS' Create your own Auto-Re for your Phone System. Customize your options for effective call management.
[(§ ”n [(§ ”n [(§ ) wyn E EECEID
Use the words “hash” or “pound” or “star” instead of “# Conorn Setnge WMo Rt Promets Loy
Or o if needed' Q* Phone Numbers
Search Q [ i
To set up a text-to-speech prompt for an IVR menu: B Volieto Mont | I
2 G Gl Before you can switch your company call handling to Multi-Level IVR, you must first add and set up your IVR Menu.
1. From the Admin Portal, select the Phone System
tab. ﬁ‘ 4 Group(s) Name ~ Numbers Ext. Language
. . . 2 Other(s)
. IC uto- | ISt. IVR Menu 1001 1001 English (U.S.)
2. Click Auto-Receptionist
3. Click the IVR Menus tab. _
o 4. . Phones & Devices
4. Select an existing IVR Menu. The Extension Info Promp Mode
Extension Info
appeal‘S. o @ Audio ® Texttospeech
5. Click Prompt. The IVR Prompt pop-up appears. @} ot Text
6. Ul’lder Prompt mode, Select the button next tO Please define greeting here.
TeXt to SpeeCh. . . EylEEsE Please use the words "hash” or "pound”or "star” instead of "#" or ™"
7. Inthe box for Text: type your desired greeting ifnesdiad
and connection instructions for your callers. 8
8. Click Save.
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Recording Greetings and Messages
Sever.al tasks require a!dmins to record messages or = ATRT Office@Hand @ome | om0 (R SetHer | Logou
greetings for your Office@Hand system. These steps =
. . Phone System Users Analytics Call Lo Billing Tools v Sl e

explain how to do the following: ! ’ ’ N A

e Record Over the Phone

° Record Using the Computer Microphone E Company Info Create your own Auto-Receptionist for your Phone Systsm. Cuslooul options for effective call management.

° |mp0rt a WAV or MP3 flle General Settings IVR Menus IVR Editor Prompts Library

& Phone Numbers EEEE—— o

Prompt recerdings guide callers with instructions on keys to press. Prompts can be pre-uploaded and saved to the Prompt Library, which you can use as prompis
using the IVR Tool.

Import a WAV ﬁle for Your IVR Prompt Search Prompts Q T Import Prompts. 1 Record Prompts
e*g Auto-Receptionist

In the Prompts section, you can import or record your
IVR prompts and edit prompts that have already been s
imported. To import a WAV file, do the following:

Prompt Name ~  UsedIn
1. From the Admin Portal, click the Phone System PRO1ES S0 5y Cuctom Grecting
tab' o P customgreeting wav IVR Menu 1002, Ext. 1002
2. Click Auto-Receptionist.

w

Click the Prompts Library tab.
4. Click the Import Prompts button.

A browser appears.
e Navigate to the prompt file location. Totl 0 Show | 35 v
e Select the file and click Open.

(
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Record a Prompt over the Phone

Account admins and users with permissions can create
a custom audio prompt. One way to create this prompt
is to record the prompt using your Office@Hand phone.

1. From the Admin Portal, click the Phone System
tab.

Click Auto-Receptionist.

Click Prompts Library.

Click Record Prompts.

ron

The Record Prompt pop-up appears.

Enter a name in the text field next to Prompt Name.
5. Select the Phone tab.

e Next to Call me at, enter a phone number.

e Click the Call Now button, and Office@Hand
will call you to record your message. Record
your IVR prompt over your phone when
prompted.

6. Review the prompt and click Done.

(

@ Dave ~ | (210)555-0120 Ext 101 Admin Portal v GetHelp | Log Out

S AT Office@Hanc

Phone System Users Analytics Call Log Billing Tools v (=) B LN

o

E Company Info Create your own Auto-Receptionist for your Phone System. Cust ‘our optiens for effective call management.

General Settings IVR Menus IVR Editor Prompts Library
\# Phone Numbers Q

Search Prompts Q 2 Import Prompts ¥ Record Prompts
Q Auto-Receptionist | . o X . .
Prompt recordings guide callers with instructions on keys to press. Prompts can be pre-uploaded and saved to the Prompt Library, which you can use as prompts
using the IVR Tool
0 Group(s)
Record Prompt X Record Prompt x
0 Other(s) P B
0 Prompt Name Prompt Name
Phones & Devices @ Voicemail Voicemail
= Phone Computer Microphone R » 00070000 4) * @
AT&T Office@Hand will call you to record your prompt over the phone. Your prompt was recorded and successfully activated.
Call me at
)
650-555-7000

Call Now

Total: 0 - Show: | 25 v
Cancel
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Record a Prompt Using Your Computer Microphone

Account admins and users with permissions can create
a custom audio prompt. One way to create this prompt
is to record the prompt using your computer

microphone.

1. From the Admin Portal, click the Phone System
tab.

2. Click Auto-Receptionist.

3. Click Prompts Library.

4. Click Record Prompts.

A pop-up will appear.

5. Inthe Record Prompt window, enter a name for
your prompt. Ensure that a microphone is
connected to your computer and click Record
Using Computer Microphone.

Click Allow if Office@Hand asks to record

through your computer.)

6. The Record Prompt pop-up appears.

a. When ready, click the red Record button to
record or re-record your IVR prompt through
your computer microphone.

b.Click the Play button to listen to your prompt
and then click the Record button to re-record
your IVR prompt.

c.Click the Download button to and save your
recording to your computer.

7. Click Done.

(

S AT Office@Hand

Phone System Users

E Company Info

'& Phone Numbers.

dg Auto-Receptionist

I 0 Groupls)
0 Other(s)

Phones & Devices

@ Dave v~ | (210)555-0120 Ext. 101 Admin Portal v GetHelp | Log Out

Analytics Call Log Billing Tools v SR W T

Create your own Aute-Receptionist for your Phone System. Custs ‘our options for effective call management.

General Settings IVR Menus IVR Editor Prompts Library

Search Prompts Q T Import Prompts ¥ Record Prompts
Prompt recordings guide callers with instructions on keys to press. Prompts can be pre-upleaded and saved to the Prompt Library, which you can use as prompts
using the IVR Tool.

Record Prompt x Record Prompt x
@ Prompt Name Prompt Name

a p | Voicemal Voicemail
. Phone Computer Microphone @ - 000010000 49 o)

Total: 0

Please connect to the microphone to record your greeting.

Cancel

Your prompt was recorded and successfully activated

Show:

25
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Custom Rules

Custom rules let you manage call handling enabling you
to create efficient processes and streamline your work
flow.

When your call enters the Office@Hand system it is
filtered through any conditions you have set, for
example Caller ID, Dialed Number, or Date and Time.
You can also apply business hours or after hours
conditions to incoming calls. These conditions are
passed to the destination phone or voicemail.

Once you create a custom rule, be sure to test the rule
to verify it works as you expect.

(¢

Custom Conditions

How advanced call handling works

Call comes in

N

sl Caller ID @  Match —

mmm \L

h Dialed Number @ | Match —>

b

Q oetcandTime @ Match —

\:

= .
'1,% Business Hours

) After Hours

Custom Rule Applied

LlE Phone

QO voicemail
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Create a Custom Rule

Additionally, any previously-created rules are listed in
the pop-up that appears.

1. From the Admin Portal, click the Phone System
tab.

2. Click Auto-Receptionist.

3. Under the General Settings tab, click IVR
Settings.

4. Under Custom Answering Rules, click Custom
Rule.

5. Click Add Rule. The Custom Answering Rule

pop-up appears.

Instructions continue on the following pages.

—

—, . @ Dave ~ | (210)598-8284 Ext 101 GetHelp | Log Out
&=  AT&T Office@Hand
Phone System Users Analytics Call Log Billing Tools v~ = N AN B

>

E Company Info Create your own Auto-Receptionist for your Phone System. Customize your options for effective call management.

General Settings IVR Menus IVR Editor Prompts Library single Level v
R enone numbers
~ Company Hours

24 hours
2 Auto-Receptionist

0 . IVR Settings

Company Greeting

Eﬁ 4 Group(s)
2 Other(s)

How to handle incoming calls during business hours.

Phones & Devices

Company Hours Greeting After Hours Greeting
Play company greeting After Hours call handling go into effect when your business is
closed. The Business Hours is currently sef to 24 hours a day.
» 00:00 / 00:00 1)) — To change business hours, go to Auto-Receptionist = Company
Hours.

If caller enters no action: Disconnect

Edit

Custom Answering Rules

You can create custom rules for special routing during holidays, specific time of the day (e.g. lunch break) or for special callers.

0 Custom Rule

Custom Answering Rule

Multi-condition advanced call handling rules offer powerful call management capabilities using conditions based on time of day, date range, incoming caller 1D and
called number. Please carefully test the call flows based on the rules set to ensure that the calls are being handled as expected.
0 + Add Rule

Learn more about advanced call handling
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6. Enter the Rule Name.

7. Click Next.
8. Click one of the answering rule conditions:
e CallerID

e Called Number
e Date and/or Time.

Instructions continue on the following pages.

(¢

Enter a descriptive name for the rule.

Your Rule Name

1 Name Rule

(} My Rule 1

Custom Answering Rule

2 Define Conditions

3 Define Call Handling

Q

»-[J Caller ID
None

(] Called Number
MNone

> Date and/or Time
MNone

v Name Rule

Custom Answering Rule

2 Define Conditions

3 Define Call Handling
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Custom Rule Condition - Caller ID

. . Custom Answering Rule x
Caller ID - applies the rule according to phone numbers .
you specify. Be sure the specified number is caller ID y ,
bl d + Name Rule 2 Define Conditions 3 Define Call Handling
enabled.
Follow the previous steps, “Custom Rules” on page 66, 0@ Caller ID ”~
then: Caller ID rules apply to calls coming from specific phone numbers. You can create a list of phone numbers to be used for this setting. (Numbers selected must be
using Caller ID.)
1. Click the answering rule conditions, CallerID. When [ receive calls from callers specified below
2. Enter the phone number or contact name and Type Phone Number or Contact Name (D
pr_ess Add. ) 9‘ 650-555-1212 ‘
3. Click Next. the Custom Answering Rule pop-up
appears. Go to “Custom Rule Call Handling
T » O called Number ~
Definitions” on page 72. None
) Date and/or Time A

None e

(¢
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Custom Rule Condition - Called Number

Custom A Rul x
Called Number applies the rule to the phone number usiom Answenng e
dialed' + Name Rule 2 Define Conditions 3 Define Call Handling
From the previous steps, then:
O calleriD ~
1. Click the answering rule condition, Called None
Number. -
2. Click the check box Select Number. The Select 0 | © called Number ~

Number pop-up appears.
Click the Select Number button.
Click Save.

Click Next. Go to “Custom Rule Call Handling e

Definitions” on page 72.

Called Number rules are based on the phone number the caller dialed: for example, a phone number you are using for a customer promotion campaign.

When Selected Company Number(s) is Called:

e w

[ Date and/or Time ~
None

Select Number x

| Search Q,

@ Phone Number ~ Name

'&o (650) 555-0012

Total: 1 Show: | 10 ¥ < 1 > Cancel Save

(¢
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Custom Rule Condition - Date and/or Time

This condition applies rules based on a time of day, Custom Answering Rule
week, or date range.
+ Name Rule 2 Define Conditions 3 Define Call Handling
1. Click the answering rule condition, Date and/or
Tlme' [ calleriD
2. Select When this role Should be Active. None
3. Click Next. Go to “Custom Rule Call Handling
Definitions” on page 72. O called Number
MNone

0@ Date and/or Time

Date and/or Time rules apply based on a time of the day and week every week, or on a specific date range.

9 Select When This Rule Should be Active: (O

® Weekly Schedule O Specific Date Range
Cf Sunday

C, Monday

C, Tuesday

Cf Wednesday

C, Thursday

() Friday

Cf Saturday

(
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Custom Rule Call Handling Definitions

From setting a rule condition, now define the call
handling for that rule.

1. Select Action to Take When Incoming Calls
Match This Rule:

e Choose to Play Company Greeting or Bypass
greeting to go to extension.

e Set Greeting - Choose Default or Custom.
The default greeting is shown in the window.
Select Custom to create your own.

e If Caller Enters no Action - Choose whether
the call is routed to the operator or
disconnected if the caller does not enter an
action.

2. Click Done.

(¢

Custom Answering Rule

+ Name Rule + Define Conditions 3 Define Call Handling

Select Action to Take When Incoming Calls Match This Rule:

@ Play company greeting @ Bypass greeting to go to extension

Set Greeting

‘ Default r
View In @

‘ English (U.S.) v

"Thank you for calling RingCentral. If you know your party’s extension you may
dial it at any time. For the Operator press 0. For the Dial-By-Name directory press
9"

» 00:00 /0000 o)) m—

If Caller Enters no Action
@ Connect to operator () @ Disconnect (@
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Call Groups

Office@Hand offers many different types of groups for your phone
system needs.

Call Queues are different from extensions. Call queues increase the
efficiency of your company by directing the calls to the right employees.
Call queues can support up to 25 calls waiting in a call queue.

Paging Only groups enable real-time one-way broadcasting through
multiple desk phones and overhead paging devices.

Shared Lines allow calls made to one phone number to be answered by
multiple phones. Answered calls can easily be handed off to other phones
sharing the same phone number. This feature is commonly required in
many industries, such as retail, restaurant, warehouse, etc.

Park Locations are private locations for your employees to park and pick
up calls. Create up to 100 park locations for different groups of users in
your phone system.

Call Monitoring allows you to set of permissions that allow specific users
to monitor the calls of other users. Available for Premium and Enterprise
users only.

Other - Message-Only Extensions allow you to create a dedicated
extension specifically for receiving voice messages. All calls routed to this
extension will be automatically directed to the extension's voicemail box.

Other - Announcements-Only Extensions allow you to create a dedicated
extension specifically for playing an announcement. All callers routed to
this extension will only hear a recorded announcement/greeting.
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Call Queues

Create a call queue when you want a specific group of
users (such as Sales, Support, or Billing) to share
incoming calls. Each call queue can have an extension
or direct (local or toll-free) number of its own. You can
define specific business hours for each call queue and
set up email or text message notifications of any
missed calls or voicemails.

Add a Call Queue Group

1. From the Admin Portal, select the Phone
System tab.

Click Groups.

Click the Call Queues tab.

Click the New Call Queue button.

Enter an Extension Number, Extension Name,
and Manager Email.

Click Save.

Select the users you'd like to add to the group
from the list of available members.

8. Click Save.

e

No

(

|‘-u." - ave v 555- & et Hel og Out
= AT&T Ofﬁce@Hand @ D | (210) 0120 Ext 101 GetHelp | Log Out

Phone System Users Analytics Call Log Billing Tools = B .

E Company Info ocal\ Queues Paging Only Shared Lines Park Locations Call Monitoring Others.

Create a call queue when you want a specific group of users to share incoming calls, such as a sales, billing, or customer support department.

Search Q 0 + New Call Queue

\# Phone Numbers:

9 Auto-Receptionist

Status Name ~  Numbers Ext Msg. Members Availability &
ﬁ; 4 Group(s) [] Group 1 1 0ro 170
2 Other(s)
(-] IT Helpdesk 10 0r0 110
Phones & Devices (] Marketing Cal Queue 9 0ro 110

Add Call Queue
1 Add Call Queue 2 Select Users

0 Group Details

Extension Name

Extension Number

1

Manager's Email

Total: 1

1

Add Call Queue

Add Call Queue 2 Select Users

Select the members of the department, then click Done > Activate the Call Queue

Search Department
Show All | Show Selected (2)
= Name v Ext Department
DH Test PDS 102
@  Joe Stephens 103 Purchasing
@ Matthew Smith 104 Purchasing
Something1234 Newd 321 0
Total: 4 1 Back

x



AT&T Office@Hand | Admin Guide | Call Groups 76

Configure a Call Queue

After you have created a Call Queue, you can
configure the Call Queue Info, Direct Numbers,
Greeting, Call Handling, and Messages & Notifications.
The phone system supports more than 10 call queue
agents ringing simultaneously. This setting needs to be
first enabled in the admin interface. Admin users can
set the number of simultaneously ringing call queues to
25 or 50. Note: Only agents with 2 active phones in
call forwarding can be added to queues with higher
limits (25 or 50).
Call Queue Info

1. From the Admin Portal, select the Phone

System tab.

2. Click Groups.

3. Click the Call Queues tab.

4. Select an existing Call Queue (Customer Support
in this example). If you don’t have any existing
Call Queues, go to the previous page to learn
how to create one.

Select Call Queue Details.
Edit the group’s settings in General and Settings:
a. Extension Number
b.Group Name

c.Record Group Name
d.Company Name
e.Contact Phone

f. Manager Email

g.Status

h.Regional Settings

i. Business Hours

j. Address

7. Click Save.

ouw

=
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Add a Direct Number
1. From the Admin Portal, select the Phone System

& Dave ~ | (210)555-0120 Ext 101 GetHelp | Log Qut

& AT&T Office@tHand

tab.
2. C”Ck GrOUpS. Phone Systam Users Analytics Call Log Billing Tools ~ =l B L
3. Click the Call Queues tab. .
4. Select an existing Call Queue. oc‘m e o v .
. . T T ueues aging Only ared Lines arl ons all Monitoring ers
5. Click Direct Numbers. B company o
6. C”Ck Add Dil‘eCt N U mbe I‘. \# Create a call queue when you want a specific group of users to share incoming calls, such as a sales, billing, or customer support department
. Phone Numbers
7. Select the State/Province .and Area code then - . S
select from one of the available numbers. Fy—
8. Click Next. Status  Name Group 1 (Ext. 1) *
9. Follow the prompts to purchase your new P o, o
number‘ El 2 Other(s) ~ Call Queue Details
] IT Helpdesk
Phones & Devices o h'amemgo Direct Numbers
+ Add Direct Number
Number ~  Type
(650) 555-1212 Direct
Add Direct Number x

(

1 Select Numbers

Select State/Province

0 California

2 Select Number Plan 3 Order Confirmation

Select Area Code

Select s

Cancel
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Call Queue Greetings

If you would like your callers to hear a recorded
greeting before being connected to a call group, turn
on the Call Queue greeting.

Set a Call Queue Greeting

1.

PN LA WN

Select the Phone System tab.

Click Groups.

Click the Call Queues tab.

Select an existing Call Queue.

Click Greeting & Hold Music.

Select the button next to On.

Click Set Greeting.

Choose your preferred type of greeting.

a. Default

b.Custom - set your custom recording:
e Record Over the Phone

Next to Call me at, choose a phone number
from the menu if you have saved numbers
or enter a phone number. Click Call Now;

Office@Hand calls you to record a message.

Record Using Computer Microphone
Click Allow if Office@Hand asks to record
through your computer. The Microphone
Test and Record settings appear. When
ready, click the red Record button to record
your greeting through a computer
microphone. Stop and listen to the
playback.

Import

Browse for a WAV or MP3 file. Click
Attach.

9. Click Edit under Audio While Connecting to

=

select the audio callers hear during business
hours while waiting for a connection.

o
— - @ Dave v | (210)555-0120 Ext. 101 GetHelp | Log Out
— AT&T Office@Hand
Phone System Users Analytics Call Log Billing Tools ~ = &e . B
E Company Info Call Queues Paging Only Shared Lines Park Locations Call Monitoring Others

\# Phone Numbers

Search

D Auto-Receptionist
Status

4 Group(s) 0 L
2 Other(s)
L]

Phones & Devices [+]

Create a call queue when you want a specific group of users to share incoming calls, such as a sales, billing, or customer support department.

=} -+ New Call Queus
X
Name ~ Group 1 (Ext. 1)
Group 1
Greeting & Hold Music
IT Helpdesk
Business Hours After Hours Blocked Calls

Marketing Call Queve

Call Queue Greeting @ Audio While Connecting @
[ Enable @ Enable
Default Music: Acoustic
> 00:00/00:00 o)) em— »> 00:00/00:00 o) em—

Default Greeting: "Thank you for calling Edit
Group 1. Please wait while we connect you

to the next available agent Interrupt Audio @

o Edit @ Nover B

Hold Music (@

Set Greeting

Default

ViewIn @

English (US.)

available agent™”

>

0 Call Queue Greeting x Call Queue Greeting x

“Thank you for calling Group 1. Please wait while we connect you to the next

Set Greeting

v Custom v

Phone Computer Microphone Importing @

RingCentral will call you to record your custom greeting over the pheone.

Call me at

Enter a new number
00:00/00:00 o)) ——

Gancel

Cancel
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10.

11.

Choose under Interrupt Audio how often the
audio is interrupted by a prompt. If you choose
an interrupt time, you can then choose a
standard Interrupt Prompt, such as "Thank you
for holding. Please continue to stay on the line,"
or record or upload your own custom prompt.
Click Save.
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Call Handling

Choose how you'd like each call queue to handle
incoming calls. Set the order in which the calls will be
transferred to the members of the call queue, choose
the audio while connecting, hold music, and hold time
here.

1. From the Admin Portal, select the Phone
System tab.

Click Groups.

Click the Call Queues tab.

Click the name of the Call Queue to configure.
Select Call Handling & Members to edit your call
handling settings.

On the Business Hours tab, select how which
calls will be transferred to department members:

e

o

a.Rotating - in order by extension number
b.Simultaneous - on all department extensions
c.Sequential - set a defined order
7. Choose how to handle callers who are on hold in
the Wait Settings tab. Tool tips in the product
interface help you configure hold times.
8. Click Save.
Note: If you would like after-hour call handling to take
effect when your business is closed, configure the
business hours for the extension, and complete the
settings on the After Hours tabs.

(

—
1 @ Dave ~ | (210)555-0120 Ext. 101
== AT&T Office@Hand
Phone System Users Analytics Call Log Billing Tools v =i B
E Company Info Call Queues Paging Only Shared Lines Park Locations Call Monitoring Others
4 Create a call gueue when you want a specific group of users to share incoming calls, such as a sales, billing, or customer support department.
\ Phone Numbers.
searh 0 ~ Call Handling & Members
2 Auto-Receptionist
Status Name
Business Hours After Hours Advanced Wait Settings Overflow
m 4 Group(s) o o Group 1 _—
2 Other(s) _
© IT Helpdesi! Decide How Calls Get Transferred to Group Members (@
Rotating ~ ~+ Add Call Queue Member
Phones & Devices [} Marketing Call Que
Order Name Ext.
David Black 103
David Brown 101
Tuan Nguyen 104
Vu Nguyen 102

Cancel

Total: 1

.

GetHelp | Log Out

=l
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Messages & Notifications

In this section, set your message recipient, voicemail
greeting, and notifications. Office@Hand allows each
Call Queue to have separate voicemails to greet
unanswered calls, as well as allows you to set a
recipient for these voicemails.

Set a Voicemail Greeting
1. From the Admin Portal, select the Phone

System tab.

Click Groups.

Click the Call Queues tab.

Select a Call Queue.

Click Messages and Notifications.

Click Edit under Voicemail Greeting.

Choose your preferred type of greeting.

a. Default - Select the button next to Default.

b.Custom - Select the button next to Custom
and select how you'd like to set your custom
recording:

e Record Over the Phone
Next to Call me at, choose a phone number
from the drop-down menu if you have
saved numbers or type a phone number in
the text field. Click the Call Now button,
and Office@Hand will call you to record
your message.

e Record Using Computer Microphone
Click Allow if Office@Hand asks to record
through your computer. The Microphone
Test and Record settings will appear. When
ready, click the red Record button to record
your greeting through your computer
microphone. Stop the recording and listen
to the playback.

e Import
Browse for a WAV or MP3 file you want to
use. Click Attach.

8. Click Save.

Nouhrown

=

S AT&T Office@Hand

®

@ Dave ~ | (210)555-0120 - Ext. 101 Get Help | Log Out

Phona System Users Analytics Call Leg Billing Tools a B
a ~ Messages & Notifications
E Company Info Call Quaues Paging Only
Business Hours. After Hours Settings

$ Create a call queue when you want a specifi

\. Phone Numbers:
Search Q Voicemail Greeting Message Recipient
Default Ext. 1, This call queue
2 Auto-Receptionist
Status Name ~ N Selact Extensi
> 00:00700:00 o)) mmm— elect Extension
4 Group(s) o ° Group 1
2 Other(s) 0 Edit
(] IT Helpdesk
Phones & Devices (] Marketing Call Queue
Cancel
Voicemail Greeting x Voicemail Greeting x
Set Greeting Set Greeting
Default A . Custom A
ViewlIn (O Phone Computer Microphone Importing
English (U.S) v

"All of our agents are busy helping other customers. At the tone, please record
your message. When you've finished recording, you may hang up or press the
# key for more options.”

> 0000/ 0000 o)) em—

Cancel

RingCentral will call you to record your custom greeting over the phone.

Call me at

Enter a new number

Cancel

.

=l
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Message Recipient

After you have set your Voicemail Greeting, you can
set which users or call queues are to receive the

messages.

1. From the Admin Portal, select the Phone
System tab.

2. Click Groups.

3. Click the Call Queues tab.

4. Select a Call Queue (Customer Support in this
example).

5. Click Messages and Notifications.

6. Click Select Extension under Message
Recipient.

7. Adialog box shows a list of members who you
can select to receive messages for this Call
Queue. Select the button next to the recipient.

8. Click Done, then click Save.

Note: If you have set custom Company hours, follow
these steps for both the Business Hours and After
hours tabs.

(

AT&T Office@Hand

((C

Phone System Users. Analytics Call Log Billing Tools

v

@ Dave v | (210)555-0120 Ext 101

A Messages & Notifications
E Company Info Call Queues Paging Only

3 Create a call queue when you want a specifi
\. Phone Numbers

Search Q

O Auto-Rsceptonist
Status Name ~ N

Business Hours

Voicemail Greeting

Default

After Hours

Settings

Message Recipient
Ext. 1, This call queue

0000 /0000 o)) semm— OSele:l Extension

GetHelp | Log Out

LN F

»
(ETTE o L] Group 1
2 Other(s) Edit
-] IT Helpdesk
Phones & Devices L Marketing Call Queue
Cancel
6 Select Message Recipient x
Search Q All Extensions ~
Select Name v Ext Type Department
Q David Black 103 User
Q David Brown 101 User Coporate
O] Shared Lines Group 1 2 Shared Line
Q Tuan Nguyen 104 User
Q Vu Nguyen 102 User
Total: 10 Show: 10 Cancel
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Notifications

As an

administrator, you can set up notifications to be

sent to your phone or email when voicemails, faxes,
missed calls, and text messages are received for each
call queue.

1.

Nouhsown

9.

Note:
these
hours

(

From the Admin Portal, select the Phone

System tab.

Click Groups.

Click the Call Queues tab.

Select a Call Queue.

Click Messages and Notifications.

Click the Settings tab.

Click Edit under Notifications. A dialog appears

with options for notifications to a recipient of

your choice when voicemail messages or faxes

are received, or calls missed.

Set your notification settings

a. Configure your Basic Settings that control the
notification recipient and the default behavior
for each type of notification.

b.You can optionally set your Advanced
Settings. These settings allows you to
customize your notifications settings, including
the content and recipient for each type of
notification.

Click Save.

If you have set custom business hours, follow
steps for both the Business Hours and After
tabs.

=
— i
= AT&T Office@Hand
Phone System Users Analytics Call Leg Billing Tools v
E Company Info Call Quauss Paging Cnly Shared Lines Park Locations

3 Create a call queue when you
\ Phone Numbers ~ Messages & Notifications

Search

D Auto-Receptionist
Status

4 Group(s) os

2 Cther(s)
L]

Phones & Devices Q@

Total: 1

Business Hours

Name

Group 1 Notifications

IT Helpdesk 0 Edit

After Hours

@ Dave v | (210)555-0120 Ext 101

Call Monitoring Others

Settings

Voicemail to Text ()

()On

GetHelp | Log Out

k|
-~
o

Marketing Call Queue

Voicemail Messages

Received Faxes

Missed Calls

Received Text Messages

Send Notifications to

Email

example@example.com

Phone Number

Select Carrier

My carrier is not listed (D

@ Notifications

By Email

4085551212

By SMS

@

@

L4

Basic Seftings v

)

Canee!
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Configurable Information Display

@ Dave v | (856)344-3908 Ext. 101 ﬁ GetHelp | Log Out

Billing Tools ~

Administrators can assign text labels to incoming IVR % AT&T Office@Hand

and Call Queue phone numbers and configure which =

call information is displayed on endpoints so queue renoren e e ol

members know how to greet callers. Additionally, 6 9

queue call information can be uniformly displayed Bl eomzmins CallQueues  Pagng Only  SharedLines  Park Locations  Call Monitorng  Others
across all endpoints (hard phones & soft clients), -

benefiting users who use hard phones and soft clients & Prono Numbers

together. -

9 Auto-Receptionist

Status Name

Add a Direct Number to a Call Queue
2 Group(s)
== OOQhe:)(s) o © Marketing

1. From the Admin Portal, select the Phone

System tab. ° ==
2. Choose Groups/Others from the sidebar. e s b
3. Select the Call Queues tab.
4. Click on a list entry.
5. Choose the Direct Numbers tab from the new
menu tabs and select Add Direct Number to add
a new number.
6. Select Edit on the entry you want to update.
7. Anew window appears with details of the listing.
Enter your preferred name of 15 character or =t
fewer in the Name field.
Click Save. ¢

Call queue information is not displayed when a call is
forwarded using a custom advanced answering rule.

When information is not configured, a blank space may
instead be displayed.

When a Caller ID name or number is blocked,
anonymous, or not included by the service provider
“Unknown” may display instead.

=

Q
Marketing (Ext. 4)
v Call Queue Details
0 ~ Direct Numbers
Number v Type Name
(424) 295-7157 Direct Tortoise Flight
(424) 295-7218 Direct
Direct Number: (424) 295-7157
Name
Phone Number: (424) 2957157
Location: United States. Malibu, CA 0 Tortoise Flight

Number Type @

Voice and Fax

[

Calls to this number will be connected to:

O Auto-Receptionist
@ Extension

Marketing, Ext. 4

‘Select Extension

=)

Create a call queue when you want a specific group of users to share incoming calls, such as a sales, billing, or customer support department.

8o AN

+ New Call Queue

< Add Direct Number

Operation

122
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Configure Call Queue Display Settings

To configure your call queue display settings,

1.

Nowuhwn

o

From the Admin Portal, select the Phone System
tab.

Select Groups/Others from the sidebar.

Select Call Queues.

Choose an entry from the list to modify.

Select Call Handling & Members.

Click the Display Settings tab.

In the Call Information displayed fields, enter the
Queue Name and Caller ID name.

Click Save.

(@

Phone System Users

o

E Company Info

\# Phone Numbers

9 Auto-Receptionist

2 Group(s)
0 Other(s)

Phones & Devices

Analytics

AT&T Office@Hand

Call Log Billing

Q

Call Queues Paging Only

Create a call queue when you want a specific group of users to share incoming calls, such as a sales, billing, or customer support department.

Search

Status

Name Q

Marketing

Sales

Q

Tools ~

Shared Lines

o

@ Dave v | (856) 344-3908 Ext. 101 Admin Portal v GetHelp | Log Out

Park Locations Call Monitoring Others

Marketing (Ext. 4)

v Call Queue Details

~ Direct Numbers

v Greeting & Hold Music
~~ Call Handling & Members

Q

Business Hours After Hours Wait Settings Display Settings

o

A%

+ New Call Queue

Call information displayed: @ ‘ Queue Name

@ CallerlD Name

Cancel

=)
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Paging Only

Paging Only groups enable real-time one-way
broadcasting through multiple desk phones and
overhead paging devices. Paging Only groups are great
for a variety of locations such as warehouse/shipping
centers, retail stores, schools and hospitals, among
others.

You can page using a special phone with a paging soft-
key, or by dialing *84 from your digital desk phone or
from your VolP calling enabled mobile phone.

Add a Paging Only Group

1. From the Admin Portal, select the Phone
System tab.

Click Groups.

Click the Paging Only tab.

Click New Paging Only.

Enter the Group Name and Extension Number.
Click Save.

couhrwN

(

S ATaT Office@Hand

Phone System Users

B companyInio

\# Phone Numbers

O AutoReceptionist

0 Groupi(s)
0 Other(s)

Phones & Devices

@ Dave v | (210)555-0120 Ext. 101 Admin Portal ~

Analytics Call Log Billing Tools ~

Call Queues Paging Only Shared Lines Park Locations Call Monitoring Others

Paging Only groups enable real-time one-way broadcasting through multiple desk phones and overhead paging devices.

Search a

Status Name ~  Devices Ext.
(] Paging Only 1 Cisco SPA-303 Desk Phone 5
(] Support 0 Add Paging Group x
Group Name
Extension Number
1
Total: 0 Show:

Cancel

GetHelp | Log Out

+ New Paging Only
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Configure a Paging Only Group ’

After the paging group is set up, select the devices to

. . . . Q - @ Dave v | (210)555-0120 Ext. 101 Admin Portal GetHelp | Log Out
receive pages from the list of paging devices and user g, AT&T Office@Hand [l

phones capable Of dOIng SO. Phone System Users Analytics Call Log Billing Tools ~ o B L 9 15}
1. From the Admin Portal, select the Phone T_
System tab. B companyinfo CallQueues  PagingOnly  SharedLines  ParkLocations  Call Monitoring  Others
2. Click Groups.
3' Click the Paging Only tab' \# Bhone Numbers Paging Only groups enable real-time ene-way broadcasting through multiple desk phones and overhead paging devices.
4. Select a Paging Only group. Search Q|| couwreen . + NewPaging Oy
5. Click Paging Only Details. O Ao Rocaptonist @“ g ooty et
a. Edit your group’s name and extension. S
bCIiCk Save I o o g o Extension Number Group Name
. A X X 0 Other(s) 3 Group 1
6. Click Paging. Paging-capable devices are ©  supen o
displayed on the Devices to Receive Page tab. o & Do Eratied
You can filter the list of devices by User Phones —
or Paging Devices.
a.Select up to 25 devices to receive pages. Canca
b.Click Save.
7. Click the Users Allowed to Page this Group tab. G ) o Fne o
You can filter the list of users by department.  Paging Only Detals Do R P Usies Aot P 1 G
a. Select the users who are to be allowed to ) I
-~ Paging Search 2 All Departments  ~
page.
Show All | Show Selected (0)
b,CIiCk SaVe, 0 Devices to Receive Page Users Allowed to Page this Group
] Name v Ext Department
Only-Paging capable phones are displayed in the list. You can select up lo 25 devices.
=] David Black 103
All Phone Types  ~
©  David Brown 0 Coporate
Show All | Show Selected (0)
©  VuNguyen 102
Phone Type Phone Name v Ext -
Total 9 Show: 0 v

Cancel

(
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Shared Lines

H ‘-.J 3 ave v - imin Portal v el ot
The Shared Lines feature allows calls made to one &  AT&T Office@Hand @ Dave ~ | (210)555-0120 £t 101 |ECRINGEEIEY  GotHol | Log Out
phone number to be answered by up to 16 phones as a =

designated group. Multiple groups of shared lines can FhoneSygtem  Users  Anaes  Callleg  Biling  Tools @ & LT
be set up. Answered calls can easily be handed off to T
other phones sharing the same phone number. i —— Cal Queuss  PagingOmy  SharedLines  ParkLoceions  Call Monitoring  Others
Add a Shared Lines Group & Prone s The Shared Lines feature allows calls made to one phone number o be answered by up to 16 phones within a designated group
1. From the Admin Portal tab, select Phone Search @ O‘ + New Sharad Line
System. D AutoReceptionist
2. Click Groups. Status Name v Numbers Ext. Msg.
3. Click the Shared Lines tab. & 0550 ©  shaedines 20)6200631 4 010
4. Click New Shared Line.
5. Enter an Extension number, Group Name, and Add Snaed Loe -
Manager Email for the Shared Lines group. e fperes Cswe  Thwine e e 5 Sewkies § Cosrate
6. Click Next. OMMLWH oumwm
7. In Add Shared Lines, make one of the following ® Donst @ lmaiona
selections: ot 2 vow (25 3
a.Select New Phone Number, enter the number s s

of phone lines, and the State, and Area Code,
and then click Add. :
b.Select Existing Phone Number and select
numbers from your Office@Hand numbers. e I
8. Follow the prompts to complete the ordering of

the phone numbers and devices.
9. Click Save.
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Configure a Shared Lines Group

Configure the Shared Lines group’s name, password,
business hours, and regional settings. You can also
apply an existing template to the group.

Info

Edit your extension number, name, and delete your
menu.

1.

Hon

ow

7.

(

From the Admin Portal, select the Phone
System tab.

Click Groups.

ClicktheSharedLinestab.

Click a Shared Line from the list. If you do not
have a Shared List listed, see the previous page
for instructions on how to create a shared line.
Select Shared Line Details.

Edit the group’s settings in General and Settings:

a. Extension Number
b.Group Name
c.Record Group Name
d.Manager Email
e.Business Hours

f. Regional Settings
g.Status (read-only)
h.Regional Settings

i. Business Hours

j. Shared Line Devices
Click Save.

S AT&T Office@Hand

Phone System Users

E Company Info

& Phone Numbers

Q Auto-Receptionist

‘;‘ 0 Group(s)
0 Other(s)

Analytics

4 2

Call Log

Call Queues Paging

Billing

Only

Shared Lines

Tools ~

Park Locations

© Dave v | (210)555-0120 Ext. 101  [RITIIRBRS GetHelp | Log Out

Call Monitoring

Others

The Shared Lines feature allows calls made to ane phone number to be answered by up to 16 phones within a designated group

Search

Status Name

shared fine 1

0/\ Shared Line Details
Phones & Devices

General Seltings

Extension Number

2
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Add a

Direct Number

To add a direct number to a shared lines group:

1.

Nowuhwn

8.
9.
10.

From the Admin Portal, select the Phone System

tab.

Click Groups.

Click the Shared Lines tab.

Select an existing Shared Lines group.

Click Direct Numbers.

Click Add Direct Number.

Follow the following instructions for the type of

number you choose:

a. Local (Domestic) - Provide the State/Province
and Area Code and Select number.

b.Toll-Free - Select the button for Toll-Free and
select a Toll-Free prefix. Select one or more
numbers and click Add Numbers.

c.Vanity - Select the button for Vanity. Enter a
number that helps customers remember your
business phone number. Enter the numbers or
letters you wish to use and click Search to see
if it is available. Select a number and click Add
Numbers.

Click Next.

Review and confirm the order.

Click Done.

o
—) . @ Dave v | (210)555-0120 Ext 101 [EEGOINNLERY GetHelp | Log Out
= AT&T Office@Hand
Phone System Users Analytics Call Log Billing Tools ~ & B AN &
B company infa Call Queues Paging Only Shared Lines Park Locations Call Monitoring Others

The Shared Lines feature allows calls made to one phone number to be answered by up to 16 phones within a designated group.
\# Phone Numbers

Search Q + New Shared Line
Q Auto-Receptionist
Status Name ~  Numbers Ext. Msg.
0 Group(s) o © shared line 1 (209) 620-0431 8 0ig
0 Otherfs)

Shared Lines Group 1 (Ext. 2)

Phones & Devices

~~ Shared Line Details

0/\ Direct Numbers
Total: 2 Show: | 25 v
@ -+ Add Direct Number
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Set Greeting

You can set a default greeting, or record a custom

greeting for the group.

From Admin Portal, select Phone System tab.

Click Groups.

Click the Shared Lines tab.

Select an existing Shared Lines group.

Select Greeting.

Under Shared Line Greeting, check Enable if

you'd like a greeting.

Click Edit to set your greeting.

8. A pop-up will appear displaying the current
Voicemail Greeting. Choose your preferred type
of greeting.

a. Default - Select the button next to Default.
b.Custom - Select the button next to Custom
and select how you'd like to set your custom
recording:
e Record Over the Phone
Next to Call me at, choose a phone number
from the drop-down menu if you have
saved numbers or type a phone number in
the text field. Click the Call Now button,
and Office@Hand will call you to record
your message.
e Record Using Computer Microphone
Click Allow if Office@Hand asks to record
through your computer. The Microphone
Test and Record settings appear. When
ready, click the red Record button to record
your company greeting through your
computer microphone. Stop the recording
and listen to the playback.

S

N

AT&T Office@Hand

((©

Phone System Users. Analytics Call Log Billing Toals v~

¢

E Company Info Call Queues Paging Only Shared Lines Park Locations Call Monitoring Others

The Shared Lines feature allows calls mads mo/\ Greeting

Search Q
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Cancel
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e Import
Browse for a WAV or MP3 file you want to
use. Click Attach.
9. Click Done.
10. Click Save.

(
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Set Custom Music on Hold
You can customize Music on Hold for shared lines to
tailor the caller's waiting experience. The Music on
Hold options include:
e Ringtones.
e Predefined music: Acoustic, Beautiful, Classical,
Corporate, Country, Holiday, Latin, Modern Jazz,
Nature, Reggae, World.
e Upload custom file in WAV or MP3 format.

To set up custom Music on Hold:

From Admin Portal, select Phone System tab.
Click Groups.

Click the Shared Lines tab.

Select an existing Shared Lines group.

Select Greeting.

Under Hold Music, check Enable.

Click Edit to customize your Music on Hold.
Select the audio type and select or upload music.
. Click Done.

10. Click Save.

VONOUAWN
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Cancel
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Call Handling

The Shared Lines Group Call Handling section allows
you to review or change each option for handling
incoming calls for both Business Hours and After
Hours. You can also set a customized call handling rule
under the Advanced settings.

1. From the Admin Portal, select the Phone System

tab.

Click Groups.

Click the Shared Lines tab.

Select an existing Shared Lines group.

Click Call Handling.

Under When all lines are busy forward calls to,

click Edit.

a. Select the button next to the call destination

you'd like to set.

b.Click Done.

7. Under Number of seconds to wait before
forwarding unanswered calls use the drop-down
menu to choose a value between 10 and 80
seconds.

8. Click Save.

oA LN

Note: If you would like after-hour call handling to take
effect when your business is closed, configure the
business hours for the extension, and complete the
settings on the After Hours tabs.

(

@ Dave ~ | (210)555-0120 Ext. 101 Admin Portal v GetHelp | Log Out
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The Shared Lines feature allows calls made to one phone number to be answered by up to 16 phones within a designated group.
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Outbound Caller ID

Set up an outbound caller ID for the group, or use
individual numbers as caller IDs for each line.

@ Dave v | {210)555-0120 Ext. 101 Admin Portal v GetHelp | Log Qut

S AT8T Office@Hand

1. From the Admin Portal, select the Phone System Y G E
tab.
2. Click Groups. B company info Call Queuss Paging Only Shared Lines Park Locations Call Monitoring Others
3. Click the Shared Lines tab.
4. Select an existing Shared Lines group. AZ Fhone Numbers The Shered Lnes fectureallens &2l gpareq Lines Group 1 (Ext.2) *
5. Click Outbound Caller ID. Search ¢ ared Lins
6. Choose whether you'd like to use the one @ AutoRecoptons 0 ~ Outbound Caller ID
number as the caller ID for the entire group or if s R
YOU,d like to use individual lines. S 0 o o Decide what phone number you want to display as your Caller ID number for outgoing calls. ©
a. Group - Select Group from the menu. Click e (6 i — Atemate CalarD
Edit and choose a number to display as your Growp . Not.spcifed
caller ID for outbound calls. Fhones & Beices (650) 204-3148 - Main Number Edit
b.Individual Lines - Select Individual Lines. Edi
7. Click Save.
Total: 2 Cancel
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Messages & Notifications

Set up a group voicemail and notification options, such
as your voicemail greeting, and message recipients and
notifications for messages, missed calls, and faxes.

Voicemail Greeting

1.

Nouhsown

8.

=

From the Admin Portal, select the Phone System

tab.

Click Groups.

Click the Shared Lines tab.

Select an existing Shared Lines group.

Click Messages & Notifications.

Click Edit under Voicemail Greeting.

Choose your preferred type of greeting.

a. Default - Select the button next to Default.

b.Custom - Select the button next to Custom
and select how you'd like to set your custom
recording:

e Record Over the Phone
Next to Call me at, choose a phone number
from the drop-down menu if you have
saved numbers or type a phone number in
the text field. Click the Call Now button,
and Office@Hand will call you to record
your message.

e Record Using Computer Microphone
Click Allow if Office@Hand asks to record
through your computer. The Microphone
Test and Record settings will appear. When
ready, click the red Record button to record
your company greeting through your
computer microphone. Stop the recording
and listen to the playback.

e Import
Browse for a WAV or MP3 file you want to
use. Click Attach.

Click Save.

o
— . @ Dave ~ | (210)555-0120 Ext. 101 [NGIR RS GetHelp | Log Out
= AT&T Office@Hand
Phone System Users Analytics Call Log Billing Tools ~ al B Q_ =
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The Shared Lines feature allows calls made to one phone number to be answered by up to 16 phones within a designated group
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Message Recipient

After you have set your voicemail greeting, you can set
which users or groups are to receive the messages.

1. From the Admin Portal, select the Phone
System tab.

Click Groups.

Click the Shared Lines tab.

Select an existing Shared Lines group.

Click Messages & Notifications.

Under Take messages, select Enable.

Click Message Recipient. A pop-up will appear
with a list of recipients.

In the Select Message Recipient dialog box,
select a message recipient from the available list
of extensions and click Done.

9. Click Save.

Nouhsown

©

(
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The Shared Lines feature allows calls made to one phone number to be answered by up to 16 phones within a designated group
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Notifications

Choose who will receive notifications for voicemail
messages and how they will receive them.

1.

Nouhsown

©

(

From the Admin Portal, select the Phone

System tab.

Click Groups.

Click the Shared Lines tab.

Select an existing Shared Lines group.

Click Messages & Notifications.

Click the Settings tab.

Click Notifications. A pop-up will appear with

notification options.

Set your notification settings.

a. Configure your Basic Settings that control the
notification recipient and the default behavior
for each type of notification.

b.You can optionally set your Advanced
Settings. These settings allows you to
customize your notifications settings, including
the content and recipient for each type of
notification.

Click Save.
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Park Location

Use Park Location groups to create a private location
in which specific users can park and pick up calls. Once
users have been added to the group, the park location
can be added to the user’s Presence on a desk phone
or HUD on the Office@Hand Phone desktop
application. You can have up to 100 park locations in
your phone system

Add a
1.

2.
3.
4

5.
6.

Note:
time.

Park Location

From the Admin Portal tab, select Phone
System.

Click Groups.

Click the Park Locations tab.

Click New Park Location.

The Add Park Location pop-up appears.

Enter the Group Name and Extension Number.
Click Save.

Only one call can be parked in each location at a

& ATaT Office@Hanc

Phone System Users

E Company Info
\:E Phane Numbers.
Q Auto-Receptionist
‘% 0 Group(s)

0 Other(s)

Phones & Devices

Analytics Call Log Billing Tools ~

Call Queues Paging Only Shared Lines Park Locations Call Monitoring

A group specifying users who can park calls for each other on a dedicated extension.
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Configure a Park Location

After you create a Park Location, you can edit its
information and add or remove users to it.

Info
1.

wn

(

From the Admin Portal, select the Phone
System tab.

Click Groups.

Click the Park Location tab.

Select a Park Location (Park Location 1001 in
this example).

Click Park Location Details.

Edit your Extension Number and Park Location
Name. If you'd like to delete this extension, click
Delete Park Location.

Click Save.

S AT8T Office@Hand
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2 Auto-Receptionist

Analytics

Call Log Billing

Call Queues Paging Only

@ Dave v~ | (210) 555-0120Ext. 101 Admin Portal v

Tools ~

Q

Shared Lines Park Locations Call Monitoring

A group specifying users who can park calls for each other on a dedicated extension.

Search

Status

0 Groupis) o (]
0 Other(s)
]

Phones & Devices

Total: 2

Q

Name

Park Location 10001

Park Location 10002

Park Test (Ext. 10001)

-~ Park Location Details

Extension Number

10001

Status

Enabled

Disable

=1
Others
Group Name
Park Test
Cancel

GetHelp | Log Out



AT&T Office@Hand | Admin Guide | Call Groups 101

Add Users to a Park Location

To add users to a park location:

1.

Hon

From the Admin Portal, select the Phone
System tab.

Click Groups.

Click the Park Location tab.

Select a Park Location (Park Location 1001 in
this example).

Click Location Members.

Select users who can park phone calls to this
extension and receive parked calls. Note that
when removing users the list, the user phones
may require a reboot.

Click Save.

@ Dave ~ | (210) 555-0120Ext. 101 Admin Portal v GetHelp | Log Out
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Call Monitoring Group*

Call monitoring groups all authorized users to access
calls made by other users in real time. These functions
provide training, coaching, and QA tools for
supervisors or other levels of the management team.
They can also help improve teams’ performance and
productivity. The following actions are available for
authorized users in a call monitoring group: Monitor,
Whisper, Barge, and Take Over.

To set up call monitoring, you'll need to create a call
monitoring group and configure it. The system
prompts you to select the users who will have
permission to monitor, and lastly, select the users who
can be monitored.

After creating a call monitoring group, users who have
the permission to monitor others’ calls will use the
touch tones on their phones to access the call
monitoring features. These users will select a current
call in progress on their phones then press the touch
tone for the action they'd like to take.

You must have a supported device with presence
capabilities to use this feature.

Supported Devices:

e Polycom VVX 310
e Polycom VVX 410
e Polycom VVX 500
e Cisco SPA 303

e Cisco SPA 508G

e Cisco SPA 514G

e Cisco SPA 525G2

{((

To

Take Over

Silently listen in on a
call

Speak only to the
employee without the
caller on the other
end hearing

Join the call so all
parties can
communicate with
each other

Take over the call
entirely and release
the employee from
the call

uch
ne
Supervisors/QA *80

to monitor
performance

Provide support *81
to users to help

them handle a

call

Help facilitate *82
discussion

between all

parties

Allow the *83
supervisor to

handle a call

and allow the

employee to

continue other

tasks
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Add a Call Monitoring Group*
1. From the Admin Portal, select the Phone — AT&T Offi @ Dove + | (210)555-0120 Ext 101 GetHelp | Log Out
’ N— ce@Hand
System tab. = @

2‘ C”Ck Groups. Phone System Users Analytics Call Log Billing Tools v =] B . e

3. Click the Call Monitoring tab.

4‘ ClICk NeW Ca" Monltorlng‘ E Company Info Call Queues Paging Only Shared Lines Park Locations Call Menitoring Others

5. Enter a Group Name. -

6‘ C”Ck Next‘ A group that defines a set of permissions allowing users to monitor the calls of other users.

. . & phone Numbers

7. Select the users that can monitor this group. - o & New Call Monitring

8. Click Next. O AutoReceptionist

9. Select the users that can be monitored by this Name v Usersthatcan mg o

gI’OUp. 0 Group(s) Call Monitoring Group 1 Sandra Brown (Ext] 1 Ovfne Grous Name 2 Selectusers atcan monkar 3 Select users that can e monkamed

10. Click Save. I —
Note: The users who will be doing the monitoring (for e & Devces S 2
example, supervisors) can add the users who will be
getting monitored (for example, agents) in his or her QCEHMD"M"QG'M . U ?
desk phone Presence appearance. The desk phone S . om0 R et
may need to be rebooted after these settings have S
been changed. Jo— .
*Available for Office Premium and Enterprise users only. 7 el ; — = e
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Configure a Call Monitoring Group

After you create your Call Monitoring Group, you can
edit the group members and set up Presence for
members of the group.

1. From the Admin Portal, select the Phone
System tab.

Click Groups.

Click the Call Monitoring tab.

Select a Call Monitoring group.

Click Call Monitoring Details to edit the Group
Name or delete the group.

Click Group Members to edit the users that can
monitor others or can be monitored.

uhN

o

(
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Message-Only Extensions

Create an extension dedicated to receiving messages.
All calls routed to this extension will automatically be
directed to the extension’s voicemail box.

Add a Message-Only Extension

1. From the Admin Portal, select the Phone

System tab.

Click Groups.

Click the Others tab.

4. Click New Message-Only Extension.
The Add Messages-Only Extension pop-up
appears.

5. Enter the Extension Name, Extension Number,
and Email.

6. Click Save.

wn

{((

Action Description Touch
Tone

Take Over

Silently listen inon a
call

Speak only to the
employee without the
caller on the other
end hearing

Join the call so all
parties can
communicate with
each other

Take over the call
entirely and release
the employee from
the call

Supervisors/QA “8
to monitor

performance

Provide support *81
to users to help

them handle a

call

Help facilitate *82
discussion

between all

parties

Allow the *83
supervisor to

handle a call

and allow the

employee to

continue other

tasks
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Configure a Message-Only Extension

After you've created a Message-Only Extension
configure the extension info, direct numbers, and
messages and notifications.

Extension Info

Edit your extension number, name, and delete your
menu.

1. From the Admin Portal, select the Phone
System tab.

Click Groups.

Click the Others tab.

Select an existing Message-Only Extension.
Click Message-Only Extension Details to view
or edit the following settings on the General or
Settings tabs:

a. Extension Number

b.Extension Name

c.Record Extension Name

d.Company Name

e.Contact Phone

f. Email

g.Status

h.Regional Settings

6. Click Save.

uhoN
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Add a Direct Number

To add a direct number to a message-only extension:

1.

Nowuhwn

8.

From the Admin Portal, select the Phone
System tab.

Click Groups.

Click the Other tab.

Select an existing Message-Only Extension.
Select the Direct Numbers tab.

Click Add Direct Number.

Select the State/Province and Area code then
select a number from the drop-down menu.

Click Next when finished choosing your number.

Follow the prompts to purchase your new number.

(
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Messages & Notifications

Set the voicemail greeting to use for your Message-
Only Extension.

@ Dave v | (210)555-0120 Ext. 101

Admin Portal v

GetHelp | Log Qut
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AT&T Office@Hand

Phone System Users Analytics Call Log Billing Tools v =1 S . 1)

Set a Voicemail Greeting

1.

Nouhsown

8.

=

From the Admin Portal, select the Phone System

tab.

Click Groups.

Click the Other tab.

Select an existing Message-Only Extension.

Click Messages & Notifications.

Click Edit under Voicemail Greeting.

Choose your preferred type of greeting.

a. Default - Select the button next to Default.

b.Custom - Select the button next to Custom
and select how you'd like to set your custom
recording:

e Record Over the Phone
Next to Call me at, choose a phone number
from the drop-down menu if you have
saved numbers or type a phone number in
the text field. Click the Call Now button,
and Office@Hand will call you to record
your message.

e Record Using Computer Microphone
Click Allow if Office@Hand asks to record
through your computer. The Microphone
Test and Record settings will appear. When
ready, click the red Record button to record
your company greeting through your
computer microphone. Stop the recording
and listen to the playback.

e Import
Browse for a WAV or MP3 file you want to
use. Click Attach.

Click Save.

E Company Info

R Phone Numbers

Search

Q Auto-Receptionist

Status

0 Group(s)
0 Other(s) e

Phones & Devices, )

0\ Messages & Notifications

General Seftings

Voicemail Greeting
Default

» 00:00/00:00 o) m—

OEdit

Call Queues

Paging Only Shared Lines Park Locations

Set up Message-Only Extensions and Announcement-Only Extensions.

Q| | Extension Type v

Type Name ~  Numbers

Announcements-Only E... Announcements Only

Messages-Only Extension Shared Line - message .

Message Recipient
Ext. 4, This extension

Select Extension

Q

Cancel

Q

Call Monitoring Others

+ New Message-Only Extension

0 Voicemail Greeting x

Set Greeting

Default v

ViewIn @

English (U S ) v
"Your call has been forwarded to the voicemail for Message-Only Extension 1
No one is available to take your call. At the tone, please record your message.

When you've finished recording, you may hang up or press the # key for more
options "

> 00°00/ 0000 o)) eem—

Cancel
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Message Recipient

. . . — in Portal ~ el 01
Aft?r you have set your v0|cema|I.greet|ng, you can set S ATRT Office@Hand © Dave ~ | (210)555-0120 Ext. 101 AdmmF’-r‘l GetHelp | Log Out
which users or groups are to receive the messages. =

Phone System Users Analytics Call Log Billing Tools v a Oe o IE)
To set a message recipient: —6— e
1. From the Admin Portal, select the Phone B company info Call Queues Paging Only Shared Lines Park Locations Gall Monitoring Others

System tab.
Click Groups.
Click the Other tab. . AutoRacapon

Select an existing Message-Only Extension. - S Typo Name © Numbors B Mg

Click Messages & Notifications. 4*‘ o

Set up Message-Only ons and Only

Q3 Phone Numbers

Search © | Extension Type v + New Message-Only Extension  +

couhwn

Click Select Extension under Message Bl @ . owE A o e
Recipient.

. P . . .. [[E] Phones & Devices o° v oy £t hared L . 0o
7. Adialog appear with a list of recipients. Select SssegesOnly Stenzen Shard Lne -messege - ' :

the button next to the extension you'd like to set o S
as the recipient. Click Done. @Mesmm""""“"""s —

8. Click Save. N - S
General Setlings
. e
Voicemail Greeting Message Recipient
Default Ext. 4. This extension - -
r vse
> 00:00/ 0000 o)) em—m 0 Select Extension
E “
— s
Edit

Cancel et s

(
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Notifications

Choose who will receive notifications for voicemail
messages and how they will receive them.

1. From the Admin Portal, select the Phone

System tab.
2. Click Groups.
3. Click the Other tab.
4. Select an existing Message-Only Extension

(Voicemail in this example).

Click Messages & Notifications.

Click the Settings tab.

Click Notifications. A pop-up will appear with
notification options.

8. Set your notification settings.

a. Configure your Basic Settings that control the
notification recipient and the default behavior
for each type of notification.

b.You can optionally set your Advanced
Settings. These settings allows you to
customize your notifications settings, including
the content and recipient for each type of
notification.

9. Click Save.

No

¢ @@

% AT&T Office@Hand

@ Dave ~ | (210)555-0120 Ext. 101 Admin Portal v GetHelp | Log Out

Phone System Users Analytics Ccall Log Billing Tools v a & & ¥
B @i Call Queues  PagingOnly ~ Sharedlines  Parklocations  Call Monitoring  Others
Set up Message-Only jons and Only
RH#  Phone Numbers
Search Q|| Extension Type v + New Message-Only Extension | +
O AutoReceptionist
Status Type Name v Numbers Ext. Msg.
0 Group(s) 0 Notifications
0 Gther(s) -] Al Only E... A Only
Basic Sefting:
iz Dev‘wo ) Messsges-Only Extension  Shared Line - message ... By Email By SMS

~~ Messages &Glcatlons

General Settings

Notifications Voicemail to Text (O

Edit @ on

Voicemail Messages

Recsived Faxes

Missed Calls

Received Text Messages

Send Notifications fo

example@example com

Phone Number

Select Carrier

My cartier is not listed O
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Announcement-Only Extensions

Create an extension that only plays an announcement
for your callers. All callers routed to this extension hear
a recorded announcement such as a holiday closure
announcement. Add an Announcements-Only
Extension.

1. From the Admin Portal, select the Phone
System tab.

2. Click Groups.

3. Click the Others tab.

4. Select New Announcements-Only Extension
from the menu.
The Add Announcements-Only Extension pop-
up appears.

5. Enter the Extension Name, Extension Number,
and Email.

6. Click Save.

(

_—) .
= AT&T Office@Hand
Phone System Users Analytics Call Log Billing Tools v
E Company Info Call Queues Paging Only Shared Lines Park Locations

Set up Message-Only Extensions and Announcemeant-Only Extensions.
'&F Phone Numbers

Search Q Extension Type ~
g Auto-Receptionist
Status Type Name ~  Numbers
0 Group(s)
0 Other(s) -] A Only E... A Only
Phenes & Devices [>] Messages-Only Extension Shared Line - message ...

Total: 2

@ Dave ~ | (210)555-0120 Ext. 101 Admin Portal v GetHelp | Log Out

[STRN-N

Call Monitoring Others,

+ New Message-Only Extension

Ext. Msg.

N

0 Add Message-Only Extension

Extension Name
Extension Number

4

Email

Cancel

&)
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Extension Info

Edit your extension number, name, and delete your
menu.

1.

2.
3.
4

(

From the Admin Portal, select the Phone
System tab.

Click Groups.

Click the Other tab.

Select an existing Announcements-Only
Extension (Office Address and Hours in this
example).

Click Announcement-Only Extension Details to
view or edit the following settings on the
General or Settings tabs:

a. Extension Number

b.Extension Name

c.Company Name

d.Contact Phone

e.Email

f. Regional Settings

Click Save.

=, ) ave . sttielp | Log Ou
AT&T Ofﬁce@Hand @ D: | (210) 555-0120 Ext. 101 Ady Portal GetHelp | Log Out

Phone System Users Analytics Call Log Billing Tools v
E Company Info Call Queues Paging Only Shared Lines Park Locations Call Monitoring Others
Set up Message-Only ons and Only
R Phone Numbers
Search €L | Extension Type ~
9 AutoRecepiionist
Status Type Name ~  Numbers Ext. Msg.
2 0 Group(s)
0 Other(s) ] Announcements-Only E... Anno
Announcement-Only Extension Details
[E] Phones & Devices ® Messages Ony Exienson Shared General Settings

Extension Number
5

Total: 2 Company Name

Email

example@example.com

Delete Group

oL N F

+ New Message-Only Extension |~

+ New Message-Only Extension

+ New Announcement-Only Extension

Extension Name

Announcement-Only Extension 1

Contact Phone

Status @
Not Activated

Resend Invite

Q

Cancel
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Add a Direct Number

To add a direct number for your Announcement-Only
Extension:

1. From the Admin Portal, select the Phone System
tab.

2. Click Groups.

3. Click the Other tab.

4. Select an existing Announcement-Only
Extension (Office Address and Hours in this
example).

5. Click Direct Number.

6. Click Add Direct Number.

7. Select the State/Province and Area code then
select a number from the drop-down menu.

8. Click Next when finished choosing your number.

Follow the prompts to purchase your new number.

(

& AT&T Office@Hand

Phone System Users Call Log Billing Tools ~

6_

B company info

Analytics

Call Queues Paging Only Shared Lines Park Locations

Set up Message-Only Extensions and Announcement-Only Extensions.
H#  Phone Numbers

Search O | | Extension Type v

O Auto-Receptionist
Swtus  Type Name v

T, 0Grouis)
0 Other(s) Oe

Phones & Devices °

Numbers

Announcements-Only

Messages-Only Exten

0 . Direct Numbers

Total: 2

@ Dave v | (210)555-0120 Ext. 101 Admin Portal ~ GstHelp | Log Qut

a9 L N F

Call Monitoring Others
+ New Message-Only Extension | ~
+ New Message-Only Extension
Ext. Msg, + New Announcement-Only Extension

x

Announcement-Only Extension 1 (Ext. 5)

~ Announcement-Only Extension Details

0 + Add Dirsct Number

1 Select Numbers

Select State/Province

Select v

0 Add Direct Number X

2 Select Number Plan

3 Order Confirmation

Select Area Code

Select v

Q

Cancel
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Set an Announcement

To set an announcement:

1.

Eal SN

Now»

From the Admin Portal, select the Phone System

tab.

Click Groups.

Click the Other tab.

Select an existing Announcement-Only

Extension (Office Address and Hours in this

example).

Click Announcement.

Click Edit under Announcement Greeting.

The interface displays the current greeting.

Choose your preferred type of greeting.

a. Default - Select the button next to Default.

b.Custom - Select the button next to Custom
and select how you'd like to set your custom
recording:

e Record Over the Phone
Next to Call me at, choose a phone number
from the drop-down menu if you have
saved numbers or type a phone number in
the text field. Click the Call Now button,
and Office@Hand will call you to record
your message.

e Record Using Computer Microphone
Click Allow if Office@Hand asks to record
through your computer. The Microphone
Test and Record settings will appear. When
ready, click the red Record button to record
your announcement through your
computer microphone. Stop the recording
and listen to the playback.

e [Import
Browse for a WAV or MP3 file you want to
use. Click Attach.

8. Click Save.

=

((©

AT&T Office@Hand

Phone System Users Analytics Call Log Billing Tools ~

¢

B companyinfo CallQueves  Paging Only Shared Lines

‘Setup Message-Only i and

Park Locations

Only

& Phone Numbers

Search @ | | Extension Type ~

O AutoReceptionist

Status Type Name

0 Group(s)

~  Numbers

0 Other(s) -] A Only E... A

0 P"”“ES&D‘“‘“’“OQ Messages-Only Extension Shared

0 Announcement Greeting

Default
> 00:00/00:00 o)) em—

Default Gresting: “No one s available to take your
call. Thank you for calling. Goodbye!”

o Edit

Only

Line - message ...

Q

Cancel

@ Dave v~ | (210)555-0120 Ext. 101 Admin Portal v GetHelp | Log Out

1=

SR N
Call Menitoring Others
+ New Message-Only Extension |~
+ New Message-Only Extension
Ext. Msg. + New Announcement-Only Extension
14 0/0
17 0/0
? Announcement Greeting »
Set Greeting
Default v
Viewin @
English (U.S.) v
"No one is available to take your call. Thank you for calling. Goodbye!”
> 00:00/0000 o)) e—

Cancel
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Phones & Devices

This section provides you a view of all phones that are
associated with your Office@Hand account. You can
add phones and devices from this section as well.

User Phones, Devices, Unassigned
To view and edit devices on your account:

1. From the Admin Portal, select the Phone System
tab.
2. Click Phones & Devices.
3. Click onthe tabs at the top of the middle panel to
see:
a.User Phones
b.Common Phones
c.Paging Devices
d.Shared Lines
e.Unassigned
4. Click on a device to view and edit details.

Search Devices

You can search or filter the phones or devices by
specifying search text, status, or device, and selecting
the search icon. The search displays results for devices
meeting the search criteria in the device category.

Add a Device

You can add a phone or device by clicking Add Device in
the upper right. See the next pages for more detailed
instructions.

=

Phones & Devices

E Company Info

\# Phone Numbers

Status
Q Auto-Receptionist

0 Group(s)
‘;‘ 0 Other(s) o ®

e © o o

Total 5

User Phones

Search User Phones Q

-' :
= AT&T Office@Hand
Phone System Users Analytics Call Log Billing Tools

Common Area Phones Paging Devices

Device v Assigned

Existing device Dave Richards
Cisco SPA-303 Desk Phone New User1
Cisco SPA-303 Desk Phone Jane Smith
RingCentral for Desktop John Smith
RingCentral for Desktop Donald Harrison

Yealink SIP-T21P Basic IP Phone George Mc Lennon

Shared Lines

Status. M Device

@ Dave v | (210) 555-0120 Ext. 101 Admin Portal ~ GetHelp | Log Out

(SR AN

Unassigned

v . + Add Device

Serial No.

NiA

NA
CCQ16422G0G
LMRC&163
N/A

00156589673A

Show: 25 v
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Add a User Phone

TO add a user phone: .&, AT&T Ofﬁce@Hand @ Dave ~ | (210)555-0120 Ext. 101 LGN ERM GetHelp | Log Out
1. From the Admin Portal, select the Phone System cronesysem s Anaics  Callog  Bina oo < 5 s W w
tab.

2. Click Phones & Devices.

3. Click Add Device. H company info User Phones Common Area Phones Paging Devices Shared Lines Unassigned

4. Select a user to assign the phone to. :

5 Se|ect a phone to buy ‘4.;; Ermzhlmbes Search User Phones Q Status ~ Device ~ 0 ~+ Add Device

Instructions continue on the next page.

Status Device ~  Assigned Serial No.
D Auto-Receptionist
) o Buy User Phone X
i;i g g’:"z(i) ) 1 Select User 2 Buy Phones 3 Emergency Address 4 Shipping Address 5 Confirmation
er(s
o .
Search Q Department hd
Phones & Devices
(2 4 .
Select Name v Ext Department
]
@ Dave Richards 101
-
oBuy User Phone x
+ Select User 2 Buy Pnones 3 Emergency Address 4 Shipping Address 5 Confirmation
Select a Device Order: 1 Device (max 2)
Recently Bought Desktop Phones Other Phones QtD  liem Price Cancel
-

Cisco SPA-525G2 1 Cisco SPA-525G2 Desk Phone $279.00 W

Desk Phone

Price: $278.00

Cisco SPA-525G2 Desk Phone Purchase - §279.00

An advanced executive phone with Addto

speakermhone, blustooth, WiF, high-
resolution color display, and more. HD-
voice capable for ultra-clear audio.
Includes power adapter.

- High-resolution color display for easy call-
handling and additional features inciuding
photo display

Blustooth conneclivity enables use of the
phone as a headset for a mobile phone
WIFi connectiviy sliminates the nesd for
an ethemet cable

Five line keys — easily manage upto 5.
simultaneous calls

Integrated Power over Ethemet (PoE)

support Subtotal:  5279.00
« Integraled 2-port ethernet switch so you
can connect a PC or other device in *Excludes taxes, fees andlor shipping

addition to the phone

Download Datashest
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6. Register your Emergency Address.
a.Select the address from the drop-down menu.
b.Select one or more devices.
c.Click Assign to Selected or Assign to All.
d.Click Next.
7. Specify your Shipping Address.
a. Enter or select an address from the menu.
b.Select one or more devices.
c.Create a shipping group to apply to certain
devices you are ordering, or select Ship All
Items to this Address.
d.Click Next.
8. Review your changes and Confirm.

Note: If you have exceeded your device spending limit
for your current billing cycle, your transaction will fail
and you will see a message warning you that your order
has been put on hold. The warning message states:
“Your selections exceed the allowable maximum
equipment value that can be placed on your bill (for this
billing cycle). Your order has been put on hold. Please
call us at AT&T Advanced Solutions customer care at
(866) 563-4703.” You can call the number on the
warning message to resolve the issue.

(

(6 2

- Select User

Select Emergency Address

Select Emergency Address

= Device -

= Cisco 8PA-525G2 Desk Phone

Buy User Phone

Davis Drive, Belmont, California, CA, 94002, United States

~ Buy Phones 3 Emergency Address 4 Shipping Address 5 Confimation
Customer Name
~ New
Emergency Address

Shipping: Ground

One fime charges total*:

o Buy User Phone x
~ Select User ~ Buy Phones ~ Emergency Address 4 Shipping Address 5 Confirmation
Shipping Address ship Attention To Shipping Option
100 MILI PLZ, SAN ANTONIO, TX, . ~ | Edit | New GROUND (5T b... ~
Device ¥ Phone Number
Total: 0
Shipping Groups
Devices Address ~  Ship Attention To Shipping Option Cost
1 100 MILI PLZ, SAN ANTONIO, TX, 7820 GROUND (5-7 busin._.~ $12.00
Shipping Cost Total: ~ $12.00
0 Buy User Phone x
v Select User ~ Buy Phones ~ Emergency Address ~ Shipping Address 5 Confirmation
Review and confirm charges:
Cisco SPA-525G2 Desk Phone $279.00

(one time charge)

§12.00

(one time charge)

$291.00

*Does not include taxes and fees

Back

Confirm
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Add an Unassigned Phone

To add an unassigned phone:

1. From the Admin Portal, select the Phone System

tab.

S AT8T Office@Hand

Phone System Users Analytics Call Leg Billing Tools ~

© Dave v | (210) 555-0120Ext. 101 [ECITMCISERN  GeiHelp | Log Out

Click Phones & Devices.
Click the Unassigned tab.
Click Add Device.

Select a phone to buy.

Instructions continue on the next page.

B company info User Phones Common Area Phanes Paging Devices Shared Lines  Unassigned
\# Phone Numbers Search Unassigned Q| | Device - Area Code v 0+ Add Device
D Auto-Receptionist
a Status Device ~  Serial No.
0 Group(s) [ ] Cisco SPA-303 Desk Phone (650) 763-0149 NA
0 Gther(s)
) Cisco SPA-303 Desk Phone (650) 515-0171 NA
[} Phones & Devices SE-) Cisco SPA-303 Desk Phone (650) 763-0171 NA
) Cisco SPA-303 Desk Phone (650) 491-0148 NA
0 Buy Unassigned Phone x
1 Buy Phones 2 Shipping Address 3 Confirmation
Select a Device Order: 1 Device (max 50)
Showr: 25 v
Recently Bought Desktop Phonas arm  Iem Price
1 Cisco SPA-525G2 Desk Phone $279.00 B

Cisco SPA-62562
Desk Phone
Prics: 5270.00

Cisco SPA-525G2 Desk Phone

An advanced executive phone with
speakerphone, bluetooth, WiFi, high-
resolution color display, and more. HD-
voice capable for ultra-clear audio.
Includes power adapter.

« High-resolution color display for easy call-
handling and addifional features including
photo display

« Bluetooth connectivity enables use of the
phone as a headset for a mobile phone

+ WIFi connectivity eiiminates the need for
an efheme cable

Five e keys — easily manage up to 5

simultaneous calls

« Integrated Power over Ethemet (PoE)
support

+ Integrated 2-port sthemet switch so you

can connect a PG or other device in

addition to the phone

Dovnload Datashest

Yealink T42$ Gigabit
Business Phone
Prics: $142.00

Purchase - $279.00

Subtotal: §279.00

*Excludes taxes, fees andior shipping



http://success.ringcentral.com/articles/RC_Knowledge_Article/6960?priority=10&retURL=/apex/RCSupportPortalSearchNew&type=FAQ&id=kA280000000GwMVCA0&Title=Reports+OverviewopFeatures_10
http://netstorage.ringcentral.com/guides/mobile_app_guide.pdf
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6. Specify your Shipping Address.
a. Enter or select an address from the menu.
b.Select one or more devices.
c.Create a shipping group to apply to certain
devices you are ordering, or select Ship All
Items to this Address.
d.Click Next.
7. Review your changes and Confirm.

Note: If you have exceeded your device spending limit
for your current billing cycle, your transaction will fail
and you will see a message warning you that your order
has been put on hold. The warning message states:
“Your selections exceed the allowable maximum
equipment value that can be placed on your bill (for this
billing cycle). Your order has been put on hold. Please
call us at AT&T Advanced Solutions customer care at
(866) 563-4703.” You can call the number on the
warning message to resolve the issue.

(

6

Shipping Address
100 MILI PLZ, SAN ANTONIO, TX, ...

Device

Total: 0

Shipping Groups

Devices Address

Buy Unassigned Phone

+ Buy Phones - Shipping Address 3 Confirmation

Ship Attention To Shipping Option
Edit | New GROUND (5-Th... ~

g Phone Number

~  Ship Attention To shipping Option Cost

1 100 MILI' PLZ, SAN ANTONIO, TX, 7820... ... GROUND (57 busin... $12.00

Shipping Cost Total:  $12.00

7 4

Review and confirm charges:

Cisco SPA-525G2 Desk Phone

Shipping: Ground

Buy Unassigned Phone

« Buy Phones ~ Shipping Address 3 Confirmation

(one time

(one time

One time charges total*:

$279.00
charge)

§12.00
charge)

5291.00

* Does not include taxes and fees

Back
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Add a Paging Device

To add a paging device:

1.

NoU A WN

From the Admin Portal, select the Phone System
tab.

Click Phones & Devices.

Click the Paging Devices tab.

Click Add Device.

Enter the paging device nickname.

View the provisioning information for the device.
Click Done to add the device to your system.

S AT&T Office@Hand

Phone System  Users

¢

B comeany e

& prone Numbers

D Auto-Receptionist

5 Group(s)
2 Otnerts)

Phones & Devices

Analytics  Calllog  Biling  Tools v
User Phones Common Area Phones [Paging Devices ‘Shared Lines Unassigned
Search Paging Devices Q | | Status -

O staws Name v Assigned Groups

Warehouse Paging Device

@ Dave ~ | (210) 598-8284 Ext 101

=

GetHelp | Log Out

8.

L

o + Add Device

(5 4

Add Paging Device

1 Device Nickname 2 Provisioning Info

The following paging devices are supported by AT&T Office@Hand:

- CyherData SIP-enabled IP V2 Paging Speaker
- CyberData SIP-enabled IP V2 Paging Amplifier

Paging Device Nickname

Warehouse Paging Device

Cancel

N

(6 4

Add Paging Device

+ Device Nickname 2 Provisioning Info

Provisioning information for CyberData paging devices

CyberData paging devices need to be programmed with the information given below to make
them fully functional when assigned to paging group.

Step 1

Open a web browser session to the CyberData device. Please consult the vendor
documentation for details on haw to determine the IP address of your devica and how to enter
the relevant login credentials.

step2
Navigate to the Networking page and confirm that the device is configured for DHCP operation

Step3
Navigate to the SIP Cofiguration page and enter the following settings in the appropriate fields
and Click "Save”. The device may reboot.

SIP Domain sip.uat ringeentral.com
Remote SIP port 5060

Local SIP port 5060

Outbound Proxy sip111.uat ringeentral com
‘Outbound Proxy Port 5090

User Name 12105985284'800479897006
Authorization 1D 800479897006

Password RKJUAGTY
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Add a Common Phone

A common phone is only available for hot desking, and
enables any employee to log in to a shared phone that
adopts the user’s phone settings. For more information
on managing common phones, see Hot Desking.

1. From the Admin Portal, select the Phone System
tab.
Click Phones & Devices.
Click the Common Area Phones tab.
Click Add Device.
Select a phone to buy.
Register your Emergency Address.
a. Select the address from the drop-down menu.
b.Select one or more devices.
c.Click Assign to Selected or Assign to All.
d.Click Next.
7. Specify your Shipping Address.
a. Enter or select an address from the menu.
b.Select one or more devices.
c.Create a shipping group to apply to certain
devices you are ordering, or select Ship All
Items to this Address.
d.Click Next.
8. Review your changes and Confirm.

oA LnN

(

2

S AT8T Office@Hend

Phone System Users

B companyino

Analytics Call Log Billing Tools v

User Phones Common Area Phones Paging Devices Shared Lines

. ¢
\# EeB RS Search Common Area Phones  Q Status ~ Type

D AutoReceptionist

@ Dave v | (210)555-0120 Ext. 101

Admin Portal v GetHelp | Log Out

g
5

I
l

Unassigned

~ Device ~

0 + Add Device

Status Type Device Name +  Phone Number Serial No. Operation

0 Group(s)

0 Other(s) [+ ] Hot Desk Polycom VVX410 Common Phone Polycom VVX (650) 446-5654 NA

0 Buy Hot Desk Phone X
Phones & Devices
1 Buy Phones 2 Emergency Address 3 Shipping Address A Confirmation
Select a Device Order: 1 Device (max 50)
Recently Bought Desktop Phones Qm Item Price
1 Polycom VVX-311 Gigabit Ethernet Ph...  $169.00 7]

Polycom VVX-411
Color Gigabit
Ethernet Phone
Price: 5210.00
Purchase - §169 00

Add fo Cart

Polycom VVX-311
Gigabit Ethernet
Phone

Frice: $160.00

Polycom VWX-311 Gigabit
Ethernet Phone

Buy Hot Desk Phone

6 4

~ Buy Phones 2 Emergency Address 3 Shipping Address 4 Confirmation

Select Emergency Address. Customer Name

999 Baker Way, Ste 500, San Mateo, CA, 944 ~ | New John Smith

(=] Device ~  Emergency Address

0 Polycom VVX-311 Gigabit Ethernet P.. 999 Baker Way, Ste 500, San Mateo, CA, 94404, United States

Total: 1 Back

Subtotal:  $169.00

*Excludes taxes, fees andior shipping

Cancel Next
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HD Voice*

HD Voice enables higher fidelity voice transmission
that offers a more lifelike communication experience.
You can enable the HD Voice option for your devices
from your online account.

1. From the Admin Portal, select the Settings tab.
2. Click Phones & Devices.

3. Under User Phones, select a phone.

4

Under Phone Details, check the box next to Use

HD Voice if possible.
5. Click Save.

Primary beneficiaries are users calling another

extension in their account. Secondary beneficiaries are

users calling other Office@Hand users. Supported

devices include the following desk phones that support
the OPUS codec (both devices must support the codec):

e  Polycom IP 335/450/550/560/650/670

e  PolycomVVX 101/201/310/410/500/600
e  Polycom IP 5000/6000/7000 Conf. Phones
e VYealink T21P/T42G/T42S5/T46S/W52P/
W56P

e  Cisco SPA 303/508G/509G/514G/525G/
525G2

You can also use HD Voice on:

Office@Hand for Desktop (Windows, Mac)
Office@Hand mobile app (iOS, Android)

@ Phones & Devices

S AT&T Office@Hanc

Phone System Users Analytics Call Log Billing Tools v
B company info User Phones Common Area Phones Paging Devices
q* i Search User Phones Q Status ~
Status Device ~  Assigned
Q Auto-Receptionist
5] Cisco SPA-303 Desk Phone Dave Richards

@ Dave v | (210) 555-0120 Ext. 101

Shared Lines Unassigned

Device ~

Serial No.

N/A

Admin Portal ~ GetHelp | Log Out

s

EX

AN

+ Add Device

Operation

&‘ 0 Group(s)
0 Other(s) Device: Cisco SPA-525G2 Desk Phone
Serial Number: N/A (©

Assigned Type: User Phone

Status

Order in Progress

s

Check Progress

Assigned To

User
Dave Richards - Ext. 101

Edit User

Default Area Code &

210

Bandwidth Settings (O

Data Usage

High

v
o ¥ Use HD Voice if possible

Emergency Address &

Emergency Address.

Edit Address

Name ©

Dave Richards Cisco SPA-525G2 Desk Phone

Expansion Modules

0

999 Baker Way, Ste 500, San Mateo, CA, 94404, United States

Cancel

Q

=)
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Enabling Video Calls

You can enable video on internal point-to-point calls in
your Office@Hand account. Supported devices include
the Polycom VVX 601/600 and 501/500 (supporting
detachable cameras for video calling). Phones with
video support include video codecs with audio for all
outbound calls. No new firmware is required for the
Polycom phones to enable video.

This feature is available as a on-demand feature for
Premium and Ultimate tiers. Contact AT&T Advanced
Solutions to ask about this feature.

To enable video:

From the Admin Portal, select Phone System.
Click Phones & Devices.

Under User Phones, select a supported phone.
Check the box next to Enable Video Calling.
Click Save.

AL RE

Note: you can enable video calling for multiple devices
by multi-selecting the Polycom devices in the list and
enabling video calling in bulk.

The phone will be resynchronized to make and receive
video calls with similarly configured devices within your
Office@Hand account.

For information about placing video calls, see the
Office@Hand User Guide.

(

—
S, 3 @ Dave ~ | (210)555-0120 Ext. 101 Admin Portal v GetHelp | Log Out
— AT&T Office@Hand
Phone System Users Analytics. Call Log Billing Tools ~ o ) . 5]
B companyinio User Phones Common Area Phanes Paging Devices Shared Lines Unassigned
'é]: Phone Numbers Search User Phones Q Status v Device v + Add Davice
Status Device ~  Assigned Serial No. Operation
Q Auto-Receptionist
5] Dave Richards Polycom VWX-501 Col Dave Richards N/A
0 Group(s)
0 Other(s) < Back Polycom VVX501

d Phones & Device

JE

Device: Polycom VX501
Serial Number: N/A ©
Assigned Type: User Phone
# Enable video calling
Status.

Order in Progress

Check Progress

Assigned To

User
Dave Richards - Ext. 101

Edit User

Default Area Code ©

210

Bandwidth Settings &

Data Usage
High v

¥ Use HD Voice if possible

Emergency Address ©
Emergency Address

Edit Address

Name (O

Dave Richards Polycom VWX-501 Color Touchscreen

Expansien Modules

0 v

Cancel

Save
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Bulk Device Update

For enterprise customers managing a large number of
devices, the Bulk Device Update feature provides an
ability to configure the settings of multiple IP devices in
a single file upload.

Contact support to enable this on-demand feature.

To perform a bulk device update:

From the Admin Portal, select Phone System.
Click Phones & Devices.

Expand the more menu.

Select Edit Device Configuration.

Download the template.

Fill out the template with these settings:
eAssigned Ext #: only for user-type phones

SuUuh LR

Edit Devica Configuration *

You have 1 Device to edit.

¥ you already have a filed out templabe ploase procsed to Stop 3.

Saep 1: Gei Templsie
Sand Emall to

Download  or

Siep 2: FIll Out Tempiaie

Siep 3 Upload File

ITDOMART: Hoifing SerAons in bulk mary tiggar all o soma of your devices 10
roboot.

T Browse

eDevice Name
eDefault Area Code (US/CAN only)
eData Usage + HD Voice
eE911 Address
eCaller ID
eDisplay Ext # (for Polycom VVX only)
7. Upload the template. Note devices may reboot.

———————
B Bt 4

ey Hm-—.—.m"
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Assisted Provisioning

You can provision supported third-party devices with
your service.

1.

uhoN

(

From the Admin Portal, select the Phone System
tab.

Click Phones & Devices.

Select the device that needs to be provisioned.
Click Setup and Provision.

Select your phone model. If you have selected:
a. Cisco/Linksys IP Devices: select this tab and

Select the phone model from the list of choices.
Proceed with the steps on the following pages.

b.Polycom IP Phones: select this tab and Select
the phone model from the list of choices.

Proceed with the steps on the following pages.

c.Yealink IP Phones: select this tab and Select
the phone model from the list of choices.
Proceed with the steps on the following pages.

d.Other Phones: select this tab and Select an
existing phone. The next window displays the
SIP Configuration or information needed for
manual provisioning. Contact your device
manufacturer to know how to configure your
device using these configurations.

Setup & Provisioning

1 Select Device

3 Finish

In addition to the devices AT&T Office@Hand sells pre-provisioned, AT&T Ofiice@Hand supports assisted provisioning for additional models. If your model is not
available via assisted provisioning, AT&T Office@Hand may have documented how to manually configure it. Please see the office devices page for more information.

Select your phone model to begin:

Cisco/ Linksys IP Devices

¥ F ~

Cigco Linksys 2102 ATA

Select

Cisco 5PA-504G Desk
Phone

Select

Cisco SPA-525G2 Desk
Phone

Select

Polycom IP Phones

i
s

‘Yealink IF Phones

Cisco Linksys PAP2T
ATA

Select

Cisco SPA-508G Desk
Phone

Select

Cisco SPAB2EG
Advanced Executive
Color IP Phone

Select

Other Phones

Cisco 5PA-122 ATA

Select

Cisco 5PA-509G Desk
Phone

Select

Cisco 5PA-303 Desk
Phone

Select

Cisco SPA-514G Desk
Phone

Select

Cancel
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Yealink Configuration
To configure a Yealink device:

1. Follow the instructions to reset the phone’s
existing configuration through the phone’s Web
interface, or the desktop phone interface.

2. Enter login credentials when prompted by the
Web interface. These are the administrator
credentials to your phone. The default
credentials are admin/admin. If you do not know
your credentials, contact your phone vendor.

3. Enter the phone’'s MAC Address from the rear of
the base station, or from the display of the
desktop phone interface.

4. Click Next.

Setup & Provisioning x

-+ Select Device 2 Provisioning 3 Finish

MNext you'll need to reset the existing configuration via the Web interface:

1. Press the OK bution on the Phone GUI, or press the [Menu] = [Status] in order to obtain the IP address of the deckiop IP phone.

2. Enter this IP address into the address bar of your web browser and press the Enter key. Login to the web interface of the deskiop
IP phone.

3. Click on the "Settings" tab and then click on the "Upgrade” menu option.

4. Locate the "Reset to Factory” item and click the "Reset to factory” button.

Or you can reset the existing configuration via the Phone GUI:

1. Long press OK button for 5 seconds.

2. Type in the administrator password.

3. Press the "Yes" to trigger the factory reset.
MNote: The web interface of the deskiop IP phone will prompt you for login credentials - these are the administrator credentials fo your
phone and you must know it to continue. By default it is admin/admin. If you do not know your login/password you may need to contact the

vendor of the phone

We'll need to know the MAC address of your desktop IP phone. To obtain this number, turn the desktop IP Phone over and look for the
alphanumeric number labeled as MAC address and enter it below.

MAC Address: (&)

*You can also obtain the MAC address through the display of the deskiop phone GUI. Onthe
deskiop phone press OK or press the [Menu]=[Status].
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Yealink Configuration (continued)

Setup & Provisioning x
5. A confirmation indicates that your device has
been provisioned successfully. The phone will v SelectDevice v Provisioning 3 Finish
reboot and provision itself with Office@Hand on
reboot. Click Done. 1. Access Web Interface

Mext you'll need to peint your desktop IP phone to RingCentral for configuration information. Login via web interface of the deskiop IP
phone. You will be prompted for a login/password credentials - this are the administrator credentials to your phone and you must know it to
continue. By default these are admin/admin. If you do not know your login/password you may need fo contact the vendor of the phone.

2. Configure Provisioning Server

In the deskiop IP phone web interface, click the "Setting” tab, and then select "Auto Provision” menu option. Locate "Provisioning server”
field and enter hitps://yp.uat.ringcentral.com/provisioning/yealink/T425.

3. Save and Apply Config

Ensure that the "User Name' and ‘Password' fields are blank. Mow click [Confirm] to save the configuration. Click [Autoprovision Now] to to
get your RingCentral settings provisioned to your phone. The phone will reboot.

Configuration is now complete. Your phone should now be rebooting and will provision itself with RingCenfral on reboot. If you are having
trouble you can try this wizard again, double-checking the MAC address and that the provisioning URL was entered correctly
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Cisco/Linksys IP Devices
To configure a Cisco/Linksys IP device:

1. Reset the phone to defaults prior to provisioning
to remove any unnecessary settings that may
cause failure of provisioning. Refer to your
manual on how to reset the phone to defaults.

2. Enterthe IP Address of the device as instructed
and click Next. Office@Hand locates and
provisions your device.

3. Follow the instructions to complete the
provisioning of your phone. Once you complete
the configuration and save it, the phone will
reboot and provision itself with Office@Hand on
reboot. Click Done.

130

Setup & Provisioning

~ Emergency Address + Select Device 3 Provisioning 4 Finish

Assisted Cisco / Linksys IP Device Provisioning
In order to automatically provision your Linksys ATA or IP Phone, we need your device's IP address.
To get this information from your IP Phone, please follow these instructions:
1. Press the Menu button on the face of your phone.
2. Press 9 to access the Network screen
3. Press 2 to see your Current IP address.
To get this information from your ATA adapter, please follow these instructions:
1. Plug in both the Power and Ethernet cables
2. Plug in your telephene using standard phone cable.
3. Pick up the handset (you will not hear a dial tone) and dial ==
4 At the configuration menu, dial 110
5. Your device's Current IP address will be read to you.

Otherwise see information in your IP Device's User Guide

Using your web browser. open |P address read to you. IP phone web page will be displayed
Click on "Admin” and then on "Advanced" links.

Open "Provisioning” tab and make sure that "Provision Enable” was set to "Yes" (if set to "No”, switch it to "Yes" and click "Submit All

Changes")

Flease enter the address as it is read to you:

Mote: this computer and the IP device must be on the same network for the initial provisioning process.

Click Next to provision your phone. Your phone may reset during this process.

Back
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Polycom

To configure a Polycom device:

1.

(¢

Reset the existing device configuration following
the instructions. Once your phone has finished
rebooting, click ‘Next Step.’

Enter the administrator password to your phone
when prompted. By default it is 456. The default
credentials are admin/admin. If you do not know
your password, contact your phone vendor.
Enter the phone’s serial number or MAC Address
from the rear of the phone, which may be the
number above the barcode. Click Next.

Follow the instructions to complete the
provisioning of your phone. Once you complete
the configuration and save it, the phone will
reboot and provision itself with Office@Hand on
reboot. Click Done.

Setup & Provisioning

~ Emergency Address + Select Device 3 Provisioning 4 Finish

Next you'll need to reset the existing configuration. On your phone, select the "Menu' key or softkey, then Seftings = Advanced = Admin

Settings = Reset to Default = Reset Local Config. Select Yes to confirm. Once your phone has finished rebooting, click ‘Mext Step'.

Mote: When you select "Advanced’ you will be prompted for a password - this is the administator password to your phone and you must
know it to continue. By default it is 456. If you do not know your password you may need to contact the vendor of the phone.

We'll need to know the serial number or MAC address of your phone. To obtain this number, turn the phone over and look for the
alphanumeric number labeled as serial number or mac address, or often simply the number above the barcode, and enter it below.

MAC Address: &)

Can't find it?

On newer Polycom devices, you can also get the serial number through the phone menu.
Select Menu, then Status, then Platform, then Phone. It will be listed as "S/N'. Menu
sfructure can vary slightly from phone to phone.

Back
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Hot Desking

Hot desking* enables any employee to login to a shared
phone that adopts the user’s phone settings. Employees
who travel from different offices can share the same
common phone and desk while keeping their own
extension profiles and voicemail access. The admin can
view and manage the common phones for hot desking
from the Devices tab.

Hot desking is only available for extensions with digital
lines. Host phones will not support any inbound or
outbound calling without a guest user logged in (except
emergency calls).

Common Phone Setup
Hot Desking is required to be set up on a common
phone. You can either purchase a new common phone,
or convert an existing unassigned Polycom VVX 310,
VVX 410, VVX 500, or other supported phone, to a
common phone. See these sections:

e Add a Common Phone

e Convert an Unassigned Phone to a Common

Phone

Convert an Unassigned Phone to a Common
Phone

Converting an unassigned phone to a common phone
makes that phone only available for use in hot desking.
No minutes are included for any type of calls.

To convert an unassigned phone to a common phone:
1. From the Admin Portal, select the Phone System

tab.

Click Phones & Devices.

Click the Unassigned tab.

Select an unassigned phone.

In Phone Details, select Convert to Common

Phone.

uhLN

Follow the instructions to complete the conversion.
*Available for Office Premium and Enterprise only.

Ao’

=

S AT8T Office@Hanc

Phone System Users Analytics Call Lag Billing Tools v
E Company Info User Phones Common Area Phones Paging Devices
\# e e S Search Unassigned Q Device v
9 AutoReceptionist
[m] Status Device
l%l 0 Group(s) o © Cisco SPA-303 Desk Phone
0 Other(s)
( -] Cisco SPA-303 Desk Phone
q Phones & Devices e Cisco SPA-303 Desk Phone
0o Cisco SPA-303 Desk Phone
Device: Polycom VVX311
Sarial Number: N/A
Assigned Type: Unassigned Phone
Status
Order in Progress
Check Progress

@ Dave ~ | (210) 555-0120 Ext. 101 Admin Portal GetHelp | Log Qut

Shared Lines Unassigned

Area Code v
~  Serial No.
(650) 763-0149 NA
(650) 515-0171 NA
(650) 763-0171 NIA
(650) 491-0148 NA
Name

Cisco SPA-303 Desk Phone

This device has not b‘xop yet

Sets&Assgn  Or £ Convertto Common Phona

=l

EN

-+ Add Device

Operation

=)
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Log out a Common Phone

You can |Og out the Currently IOggEd in user from the .&, AT&T Ofﬁce@Hand @ Dave v | (210)555-0120 Ext. 101  [REU R GetHelp | LogOut
common phone. =
Phone System Users Analytics Call Log Billing Tools v o B LN 15y

To log out a common phone: —6-

1. From the Admin POI"taL select the Phone System B company info User Phones Common Area Phones Paging Devices Shared Lines Unassigned

tab. E—

2‘ ClICk Phones & DeViceS. \f Phone Numbers Search Common Area Phones  Q Status. ~ Type ~ Device v -4 Add Device

3. Click the Common Area Phones tab.

4. Check the box next to a common phone. 8 AuoRecepionis G Logout

5. Above the COlUmnS, select LOgOUt. @  Status Type Device Name ~  Phone Number Serial No. Operation

0 Group(s)
You are informed that if the user is on a call, the user % 90t 0 . rotpesk POBOMVMATD  CommoaPhonsPooemVc.  ejessost N
will be logged out after the call ends.
Phanes & Devices
Total: 2 Show: 25 v

(
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Set the Hot Desking Session Timeout

The hot desking session timeout specifies the time
period when guest users will be logged out from phone
endpoints. The default session timeout is 12 hours.

No Timeout

Certain enterprises with a mobile workforce may use
the ‘Never’ value for the timeout to configure that all
hot desk sessions in the account will not timeout. When
using this option, the hot desk session can only be
logged out by a user from the phone.

Set the Timeout
To set session time out for all common phones:

1. From the Admin Portal, select the Tools tab.
2. Select Hot Desk Session Timeout.
3. Set the session timeout from the menu.

To configure no timeouts, select the Never value.

4. Click Save.

é AT&T Office@Hand

Phonge System Users

E Company Info
\:E: Phone Numbers
2 Auto-Receptionist

5 Group(s)
2 Other(s)

Hot Desk Session Timeout

0 Hot Desk user logout after

12 hours

Analytics

Edit Business Hours 9 Hot Desk Session Timeout

Tutorials

44

Call Log

Billing

?

Tools ~

| Meetings
Archiver
Appearance

Session Timeout

| Single Sign-on
Directory Integration

HIPAA Setting
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User Management

This section describes user settings actions that only
admins can perform.

Users

with Extensions

View your users and their extension information as well
as any unassigned extensions on your account:

1.
2.

From the Admin Portal, select the Users tab.
Click Users with Extensions to view the users on
your account.

Select a user.

View or edit the settings for the selected user.
See the AT&T Office@Hand User Guide for more
information about user settings.

Unassigned Extensions

View unassigned extensions and assign an extension to
a new user:

1.
2.

(

From the Admin Portal, select the Users tab.
Click Unassigned Extensions to view the
unassigned extensions on your account.
Select an extension.

Enter information about the user that the
extension will be assigned to. Click Save and
Enable to add the user to your phone system.

S AT&T Office@Hand

Phone System Users Analytics Call Log Billing Tools v
6 9 Analytics
| @ User list Users With i L
m Roles Search Users Q  Statws
Deparment
@ User groups
E Templates [J  Status Name ~  Number
[] Dave Richards (... (210) 672-4088
] Chris McDonald (209)813-0213
0 ] Debbie Smith (200) 736-0285
(209) 813-0286
(760) 854-0139
[>] Harry McDonald (209) 753-0223
[>] Jess Jones (209) 736-0241
Totat: 1
-
=, .
= AT&T Office@Hand
S—
Phone System Users  Analics  Call Log Billing Tools

ab

| @ userist Users With Extensions
2 roes Search Users Q
Name ~
@) user groups
0 EXt. with Existing Phone
) rempiates Ext. with Cisco SPA-303 Desk Phone

Ext with Cisco SPA-303 Desk Phone

Ext with Cisco SPA-303 Desk Phone

Total: 5

Unassigned Extensions

Serial No.

Roles

1015

1004

101

5035

@ Dave v | (210)555-0120 Ext. 101

Admin Portal v GetHelp | LogOut

SR

- + Add User | | L Download User List
Roles Department Msg. Operation &
Super Admin
0ro Resend Invite | Delete
3/3 Disable
ora Resend Invite | Delete
/0 Resend Invite | Delete
Show: 25 v

@ Dave ~ (210) 555-0120 Ext. 101 & GetHelp | LogOut

[N

+ Add User

Number Operation
(210) 807-7251
(650) 257-8542

(650) 257-8542

(650) 257-8542

Show: 25 v
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Add User Extensions and Phones

You'll want to add new users to your Office@Hand
account as your business grows. As an administrator,
you may also need to edit existing user phone settings,
assign extensions, and set up new users.

Add Users with Phone Devices
To add users with phone devices:

1. From the Admin Portal, select the Users tab.

2. Click the Add User (+) icon. A pop-up window will
appear with steps for adding your extension.

3. On the Add Users with Phones tab, choose the

number of users you'd like to add, the phone

numbers you'd like to add for them, and the

phones you'd like to add. Click Add. Repeat as

needed to add additional users with a different

area code or phone device type.

When complete click Next. Follow the prompts

for your shipping address and billing information

then review and submit your order.

Account Type Restrictions in Adding Users

If your account is registered as an Individual
Responsibility User (IRU), you are restricted to adding a
maximum of 20 users through the Admin Portal.

If you would like to add more users above this limit, you
can do so by contacting AT&T Advanced Solutions
customer care.

(

S AT8T Office@Hand

Phone System Users

@ User groups

@ Templates

®

(210) 555-0120 Ext. 101 Admin Portal ~ GetHelp | Log Out

@ Dave ~ |

Analytics Call Log Billing Tools v [l B
Users With Extensions Unassigned Extensions
Search Users Q Status ~ Roles ~ 9+ Add User 4 Download User List
Departmant ~
é Add Users X
1 Add Users 2 Shipping Address 3 Confirmation
Add Users With Phones ‘Add Users Without Phones
Account Status
Your plan: Up 1o 3 Usels - Need more? — Change Flan Used: 2 Shared lines already setup: 0 Available: 1 - Acd below
*You can add multiple users at a time if they will all use the same area code.
Tota| Quantity Area Code v Device Phone Charges
1 650 - Atherton, Palo Alto Cisco 8PA-525G2 Desk Phone $279.00 (1 X $279.00) - one-time
1 California v 650 - Atherton, Palo Alto v Select a Device... >
One Time Charges Quantity Sub-total*
Phones 1 $279.00
Recurring Charges Sub-total®
Paid Users with Phones 1x%0.00 $0.00
Today's Estimated Total*: $279.00
Total charges to not include taxes, fees and prorates. o

AN

™

™

W
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Add Users without Phones

To add users without a phone assigned:

1.
2.
3

v s

Note:

From the Admin Portal, select the Users tab.
Click the Unassigned Extensions tab.

Click the Add User (+) icon. A pop-up window will
appear with steps for adding your extension.
Select the Add Users without Phones tab.
Choose the number of users you'd like to add and
the phone numbers you'd like to add for them.
Click Add. Repeat as needed to add additional
users with a different area code.

When complete click Next. Follow the prompts
for your shipping address and billing information
then review and submit your order.

Users without phones can receive caller ID only

on incoming calls, while users with phones can also
receive called ID on outbound call.

Account Type Restrictions in Adding Users

If your account is registered as an Individual
Responsibility User (IRU), you are restricted to adding a
maximum of 20 users through the Admin Portal.

If you would like to add more users above this limit, you
can do so by contacting AT&T Advanced Solutions
customer care.

(

((©

Phone System Users Analylics

AT&T Office@Hand

@ Dave v (210) 555-0120 Ext. 101

Call Log Billing Tools ~

GetHelp | Log Cut

Q
®

-~
l

@ User list Users With Extensions Unassigned Extensions
& Roes searen sers Q 0 + Add User
Name ~  Serial No. Number
@ User groups
Ext R
Add Users
B Templates Ex

Sl

1

Add Users With Phones

Quantity

1 Add Users 2 Shipping Address 3 Confirmation

Add Users Without Phones

. You can add multiple users at a time if they will all use the same area code.

Area Code ~  Device Phone Charges
650 - Atherton, Palo Alto Cisco SPA-525G2 Desk Phone $279.00 (1 X $279.00) - one-time
650 - Atherton, Palo Alto ‘Yealink T42S Gigabit Busines... $149.00 (1 X $149.00) - one-time
650 - Atherton, Palo Alto
California v 650 - Atherton, Palo Alto v

One Time Charges

Fhones

Recurring Charges

Paid Users with Phones

Users without Phones(with numbers)

Today's Estimated Total*:

Quantity Sub-total*

2 $428.00
Sub-total*

2% 50.00 50.00
1x§0.00 $0.00
$428.00

*Total charges do not include taxes, fees and prorates.

Cancel
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Manage Users and Extensions

In the Users List, you can manage users and extensions.

Export a User List

You can export a list of users and extensions in
Microsoft Excel file format. You can use this feature to
create a company directory or to perform an audit of
users.

1. From the Admin Portal, select the Users tab.

2. To download a list of users and extensions for
audit, click Download User List.

3. View the file in Microsoft Excel.

(

(C

Phone System Users

| @ Userlist
& Roles
@ User groups.

B Templates

Analytics

Users With Extensions

Search Users

Department

[w] Status

Total 1

AT&T Office@Hand

Call Log Billing

Q

v

Name v

Dave Richards (..

Chris McDonald

Debbie Smith

Harry McDenald

Jess Jones

Tools v

Unassigned Extensions

Status

Number

(210) 672-4088

(200)813-0213

(200) 736-0286
(209) 813-0286
(760)854-0139

(209) 753-0223

(209) 736-0241

Roles

101

1015

1004

1011

5035

@ Dave ~ | (210)555-0120 Ext. 101

Roles Department

Super Admin

373

0/0

0ro

Msg.

0/0

Show:

Admin Portal v GetHelp | Log Out

+ Add User

25

4 Download User List

Operation &

Resend Invite | Delete

Disable

Resend Invite | Delete

Resend Invite | Delete
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Account Lockout

This feature allows an admin to see user account status
and remove the lock on an account. Customer admins
can use this feature to resolve end user account
lockout issues by allowing the admin to unlock the
account without a password change. An account under
lockout displays a lock icon in the Status column.

To change the lockout condition,

1. From the Admin portal, select the Users tab.

2. Select Users With Extensions, which populates
with a list of users and their phone and status
details.

3. Find the locked user by locating the lock icon in
the Status column and click Unlock in the
Operation column.

4. A popup displays and asks you to confirm that
you want to unlock. Select Unlock.

(

S ATaT Office@Hand

Phone System Users

| @ User list

& Roles

@ User groups

@ Templates

Analytics Call Log Billing Tools ~
Q
Users With Extensions Unassigned Extensions
Search Users Q. Status v Roles
Department ~
W Delete = Resend Invite [ Apply Templates
O Status  Name v~ Number Ext.
] Dave Brown (Super Admin) ~ (209) 813-1560 101
O 8 James McTavish (209) 8131852 104
O o Jennifer Entwood
o e Kim Adagaio
o o Monica Sanborn

@ Dave v | (856) 344-3908 Ext. 101 ﬁ GetHelp | Log Out

v =+ Add User

Roles Department Msg.

Super Ad. 10/13

Standard (... o/0

Unlock User

Are you sure you want to unlock James McTavish?

Cancel

3 Y AN

L Download User List

Operation

v

Unlock | Delete
| Delete

| Delete

| Delete

1=l

o §
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Bulk Edit User Information

You can efficiently make changes for multiple usersin a
single action. You export a template and add your user
information into the template for import to
Office@Hand.

This feature is available for accounts with two or more
users, and is not available to accounts that are using
Active Directory.

To edit user information in bulk:

From the Admin Portal, select the Users tab.
Click Edit User Information.

Click Download or enter an email address and
click Send.

1.
2.
3

4. Fill out the template with the user information.
5. Click Browse and upload the user file.
6. Confirm that you will overwrite all the user data.

((

((©

Phone System

@ Dave ~ | (210) 555-0120 Ext. 101 Admin'Portal ~ GetHelp | Log Out

AN

AT&T Office@Hand

Users Analytics Call Log Billing Tools v (w1 8 T

Users With Extensions Unassigned Extensions

o Roles Search Users Q Status v Roles v + Add User L Download User List
Department v . . # Edit User Information
Edit User Information x
@ User groups
You have 4 Users to edit.
Template: (]  Status Name Msg. Operation &
@ Smplates If you already have a filled out template please proceed to Step 3.
(] Step 1: Get Template
Download | or | Enter email address Send
0/0 Resend Invite | Delete
Step 2: Fill Out T lats
S5 ep & P but femplate Disable
i, & ° Step 3: Upload Fil
y — tep 3: i
Ugy- 8B 1u- A& ©p 2 Upload Hile
Paste
. ¥ - O-A-
1 Browse Resend Invite | Delete
Clipboard R Font I8
Resend Invite | Delete
Cancel

o your account

Edit User Information - Confirmation

remove the entire item from the list

You are about to make changes for all users in the file. This will overwrite
current values. Are you sure you want to proceed?

Mailbox 1D Extension __First Name h name " Lonaet Prione

Required | Req Optional
101 | Dave | Dave Richards _[ 16505651212 [|=°
Sheet1 | Sheet2 | Sheetd | (3) o »

H @ o - L + 70%
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User Settings
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Users Settings

Admins have the ability to edit the following settings
for users in the phone system:
° User Information
Phones & Numbers
Screening, Greeting, & Hold Music
Call Handling & Forwarding
Messages & Notifications
Outbound Caller ID
Outbound Fax Settings

Learn more about each of these settings in the AT&T
Office@Hand User Guide.

Administrators will use the Users section to access and
edit these settings.

1. From the Admin Portal, select the Users tab.
2. Selecta user.
3. On the user settings pane,
e Select the extension, for example, Ext. 105,
then the category to edit.
4. On the user settings pane,
e Select Outbound Calls/Faxes, then the
category to edit.

S AT&T Office@Hanc

Phone System Users

(@) Userlist

= Roles

@ User groups

@ Templates

Analytics Call Log Billing Tools v

Users With Extensions Unassigned Extensions

Search Users Q Status v Roles ~

Department  ~
T Delete ~ Enable % Disable % Resend Invite = Apply Templates
= Status Name Sa ith
0 @ Audrey Guglinelli

Ext™105 Outbound Calls/Faxes
[ ] Joe Stephens
= ® Josllen Brown ~ User Details
0oe Matthew Smith ~ Phones & Numbers
[] Sam Smith

~ Screening, Greeting & Hold Music

<

Call Handling & Forwarding

~ Messages & Notifications

@ Dave ~ | (210)555-0120 Ext. 101 Admin Portal v GetHelp | Log Out

a & N F

+ Add User L Download User List
x
Ext 105 Outbound Calls/Faxes
~ Caller ID

~ Fax Settings


http://netstorage.ringcentral.com/guides/office_user_guide.pdf
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User Details

Click on User Details to view and edit the selected
user’s information. From this menu, you can edit a
user's extension, name, recording, phone numbers,
email address, job title, department, roles, user groups,
hours, password, and regional settings.

Custom Fields

Custom Fields in User Details is an on-demand feature
that allows company administrators to create fields in
User Details which can be used to store company-
specific data or unique identifiers. For customers that
maintain employee or user records across multiple
systems, custom fields allow them to add data to the
users in their account which can be used to cross-
reference data sets between disparate systems.

To enable this on-demand feature, contact support.
For information on creating custom fields, see “Create
a Custom Field” on page 146.

(

Bob Miller

Ext. 104 Qutbound Calls/Faxes

.« User Details

General Settings & Permissions

First Name

Bob

Last Name

Miller

Job Title

QA Engineer

Extension Number

104

Mobile Phone

Password

Change Password

Record User Name (@
Bob Miller (Default)

Edit

Department

Quality Assurance

Contact Phone @

Email
bob.miller@example.com
[# Use emailtologin (D

Verify Email Uniqueness

Bob Miller

Ext. 104 Outbound Calls/Faxes

’ ~ User Details

General Settings & Parmissions

Regional Settings
GMT-08:00, English (U.S.)

Edit
Roles (@)
Manager

Edit
Template

Apply

Cancel Save

User Hours

Custom
Edit
User Groups
Call Queue 1, sales group 1
Edit
Schedule Meetings for Me
0 users selected

Edit
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Create a Custom Field

You can create up to five custom fields in User Details.
These fields are visible to the user in that user’s details.

To create or edit custom fields in User Details:

From the Admin Portal, select the Tools tab.
Select Custom Fields.

Click Add Custom Field.

Enter the Custom field name.

Click Save.

uhONE

Delete a Custom Field

Deleting a field permanently removes information
stored in the field for all users and is not recoverable. It
is strongly recommended that you download / save
your user information prior to deleting this field. To
proceed, follow the steps below.

1. From the Admin Portal, select the Tools tab.

2. Select Custom Fields.

3. Select the custom field from the list.

4. Click Remove.

5. Read the disclaimer, then click Yes if you agree.

This feature is available on-demand at no additional
cost. Contact RingCentral Support to enable this
feature on your account.

Phona Systam

Numbar

Usars Anayhcs

Custom fisld nama

Employee 1D

Call Log

Billing

Tools

Custom Fields

-+ Add Custorn Field

Oparation

Remove | Renams
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Phones & Numbers

Click Phones & Numbers to view and edit the selected
user's phone numbers and phone settings. You can add
a direct number for this user, add a phone, download/
activate apps, change presence and intercom settings,

and view and edit conference settings.

(

. John Smith

Ext. 150 Outbound Calls/Faxes

~ User Details

- Phones & Numbers

Numbers Phones

Number v

(208) 337-3083

(860) 446-0747

John Smith

Ext. 150 Qutbound Calls/Faxes

~ User Details

-~ Phones & Numbers

Numbers Phones

Phone Nickname v

John Smith Polycom VVX-311 Gigabit

Cisco SPA-122 ATA

Super Admin @

+ Add Direct Number

Type

Direct

Direct

~+ Add Phone

Phone Type

Polycom VWX311

Existing Phone

© Presence

Number

(650) 682.0533

(205) 538-0301

Super Admin @

g Intercom

®
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Screening, Greeting & Hold Music

. A Screening, Greeting & Hold Music ’ ~ Screening, Greeting & Hold Music
Click Screening, Greeting & Hold Music to view and
. ) . f . User H After H Blocked Call User Hi After H Blocked Call
edit the selected user’s greeting, call screening options, serfiouts - Afterriours - Blocked Calls sertours - AfterHours - Blocked Galls
connecting message, audio while connecting, hold User Gresting © ol scrvening © iock option ©
music, and blocked call settings © Enatle © Enablo Spociccals and faxos .
y .
Connecting Message © Audio While Connecting ® Only block these numbers or area codes
@ Enable @ Enable
Phone Numbers or Area Codes Name (Optional)
Custom Music: Acoustic
> 00:00/00:00 o)) e > 0000/ 00:00 o)) emmm—m— Callers will hear
I'm sorry. The number you dialed can not be reached from your calling area. Goodbye.
it Music or Ringtone callers will hear while
connecting > 00:00/00:00 o)) emmm—m—
Edit cat
Hold Music ®
@ Enable Block calls with no caller ID

Music: Acoustic Block option

» 00:00/00:00 o)) emm— None v

Edit
Block calls from pay phones

@ Enable block calls from pay phones

Callers will hear
I'm sorry, the number you dialed cannot accept calls from payphones at this time. Please try your call again
later. Goodbye:

» 00:00/00:00 o)) mm—m—

Edit
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Call Handling & Forwarding

Click Call Handling & Forwarding to view and edit the
selected user’s call handling, call forwarding, ring group,
additional phones, ring pattern, incoming call, and call
flip settings.

Setting Call Forwarding on the Phone Hardware

You can enable and disable call forward options on

some equipment, such as Poncom® VVX® phones. The
ability to ability to enable call forwarding on the phone
hardware must be enabled in your account. Some
limitations apply:

o If the call forward is configured on the phone
hardware, the forwarding will not be indicated in
the Office@Hand system.

e The Call Forward on Busy menu option is not
supported.

e The Call Forward selection on the phone setup
between multiple devices is restricted to run only
three times.

A 911 call back, if received on the user’s phone with Call
Forward enabled is forwarded to the destination.

Messages & Notifications

Click Messages & Notifications to view and edit the
selected user’s voicemail settings, voicemail greeting,
message recipient, messages, and notification settings.

’/\ Call Handling & Forwarding
User Hours After Hours Settings

Incoming Calls Forward in this Order

«s+ Sequentially v @

& Create Ring Group % Ungroup

[) Order Active RingFor (®

T €@
1 () 1Ring /5 Secs

g 2 () 4 Rings / 20 Secs

#0003 () 4 Rings / 20 Secs

4 4 Rings / 20 Secs

5 4 Rings / 20 Secs

6 4 Rings / 20 Secs

./\ Messages & Notifications
User Hours After Hours Settings

Take Messages

¥ Enable

Voicemail Greeting
Default

» 00:00/00:00 o)) smm—m

Edit

Custom Rules

<+ Add Call Forwarding Phone

Name

Admin's Desktop App

v My Desktop App & ...

v Bob Miller Cisco SP...

v | Bob Miller VVX-311

v Home
v Mobile
v Work

Message Recipient
Ext. 104, This extension

Select Extension

Number

N/A

NIA

(209) 538-2244

(205) 538-0122

Phone Number

Phone Number

Phone Number
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Outbound Caller ID

Click Outbound Caller ID to view and edit the selected
user’s outbound caller ID numbers.

. ~ Caller ID

Decide what phone number you want to display as your Caller ID number for outgoing calls. @

./\ Fax Settings

Cover Page Info

This information will be printed on your fax cover page

Outbound Fax Settings

Click Outbound Fax Settings to view and edit the
selected user’s fax cover page settings and fax via
email settings. For information about setting a custom
callback number on the fax cover page, see “Fax Cover
Page: Setting a Custom Phone Number” on page 151.

By Phone

Desktop App
(866) 200-8330 - Main Number

Edit
Bob Miller Cisco SPA-122 ATA
(866) 200-8330 - Main Number

Edit

By Feature

RingOut from Web
(866) 200-8330 - Main Number

Edit

Call Flip

(866) 200-8330 - Main Number
Edit

Additional Desktop App

(866) 200-8330 - Main Number
Edit

Alternate Caller ID

Net-specified

Edit

Internal calls

@ Display my extension number for internal calls. (2

Bob Miller VVX-311
(866) 200-8330 - Main Number

Edit

RingMe {Outgoing to Caller)
(866) 200-8330 - Main Number

Edit

Fax Number

(866) 200-8330 - Main Number

Edit

‘Common Phone

(866) 200-8330 - Main Number

Edit

Company

Street Address

e.g. 120 1st St SW

City

e.g. Alabaster

Zip Code

e.g. 35007

Fax Number
(866) 200-8330 - Main Number

Edit

Faxes Sent via Email

To enable sending faxes via email from additional email addresses, enter them here. To send a fax via
email, send the fax via faxnumber@rcfax.com

‘Omit cover page when email subject is blank (3

D On  ® Of

Email Addresses

Email addresses permitted to send faxes

user@mycompany.com

Country

United States

Apartment / Suite #

e.g. App. 25

State/Province

Select State/Province

Cover Page
Contempo

Select
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Fax Cover Page: Setting a Custom Phone
Number

The fax cover page can also be customized with a
callback number that can be configured to company
numbers or numbers assigned to the fax sender. This
gives the sender an option to provide the fax recipient
with a way to call the sender directly rather than
dialing the main number and navigating its menus.

To use the fax cover sheet with a custom number

1. From the Admin Portal, select the Users tab

2. From the list of names, choose the user for
whom you want to designate a custom cover
page phone number.

3. Choose the Outbound Calls/Faxes tab.

4. Select Fax Settings.

5. Beneath the Phone Number field, select Edit.

6. A pop-up appears with a list of available

numbers. Click the button beside the number
you want the cover page to show.
7. Click Done.

(

—
S, - @ Dave ~ | (856) 344-3908 Ext 101 Get Help | Log Out
= AT&T Office@Hand
=
Phone System Users Analytics Call Log Billing Tools ~ (=) B t. i
| @ User list Users With Extensions Unassigned Extensions
= Roles Search Users Q Status v Roles v —+ Add User 4 Download User List
=
Department ~
@ User groups
i Delete % Resend {3 Apply Templates
x
(D) Templates O | Status | Name M James McTavish
L] Dave Brown (Super Admin)
Ext. 104 Outbound Calls/Faxes Notifications
o o James McTavish
~ Galler ID
o e Jennifer Entwood
O @ Kim Adaggio < > ~ Fax Settings
Cover Page Info
Seloct Number « This information will be printed on your fax cover page
Company Country
Salect a phone number you want to display a5 the Phone Number on your Cover Page
United States “'|
Type v
Street Address Additional address (Optional) @
Select  Mumber ~ Type
e.g 120 1st St SW &g Suite 500 or Building A, Floor 3
Nono
866) 803-7470 ompany Number City State/Province
O (09 3881302 sditional Numbar e.g. Alabaster Select State/Province ‘V|
G’ @ (@) 8131852 aditional Number Zip Code
o e.g. 35007
Total: 17 B
° = ! Conest Phone Number (@ Cover Page
(856) 344-3908 - Local Company Number Contempo
0 Edit Select

Fax Number

(856) 344-3908 - Local Company Number

Edit
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Roles and Permissions
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Manage Roles and Permissions

Roles and permissions allow you to enforce your
company security policy by providing a flexible, role-
based access control in your Office@Hand phone
system.

You can delegate access to certain areas without giving
full admin access, or by retaining control over certain
areas. You can use templates and bulk upload options
to efficiently apply roles among users across an
organization.

Predefined Roles

You can grant access privileges by assigning users one
of seven predefined roles. These roles cannot be
modified.
eSuper Admin: Complete system administrator level
access.
ePhone System Admin: Phone System settings access
plus full access to user level settings.
oBilling Admin: Full access to billing functions, user
level settings, international dialing, features plus
analytics features.
eUser Admin: Full access to user administration (self
and others), international dialing, system features/
apps.
eManager: Provide users with all capabilities of
Standard (International) along with access to key
functions such as Reports and Company Call Log.
eStandard (International): Full access to user level
settings, access to features plus international
dialing.
eStandard: Full access to user level settings, access to
features and no international dialing.

=
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Custom Roles

You can create custom roles to meet your business -, :
) L.J, A Ofﬁce@Hand @ Dave v | (210)555-0120 Ext. 101 Admin Portal ~ GetHelp | Log Out
needs. When creating a custom role you select an =

existing role as a Starting pOint, and select the Phone System USers Analytics  Call Log Billing Tools v 8 4 \ T
permissions to be assigned to the role. —

@ useriis Roles give admins the ability to control what users can do within the system. A role is a collection of permissions which could be based on a job function

ASSign USGFS tO a ROle Standard (International) is assigned to new users by default.
To assign users to a role: d& - Search oles a + New Rale

1. From the Admin Portal, select the Users tab. R . | peseripion
2. Click Roles. &) i
. Billing Admin Predefined Billing functions plus Standard International and Manager functions.

3. Select one of the roles to assign users to.
4' Click the Assign USerS tab tO VieW the users B Templates Manager Predefined Company reporting functionality plus Standard International

CUrrently assigned tO the rOle. Phone System Admin Predefined Full phone system access plus Standard International
5. Click ASSign User. 0 Standard Predefined User level access without international dialing access.
6. Alist of users and their currently assigned roles is Standard (ntematonsl) Predeined User level access with inemational diaing access

d ISp l ayed ° . Super Admin Predefined Full system access.

Select the users to assign to the role.

User Admin Predefined User management functions for all users plus Standard Intemational along with..

Click Assign.
The users’ roles are assigned and the new role - oo | 25 3
assignments are displayed in the User list.

0 0N

-
— . @ Dave ~ (210)555-0120 Bxt 101 [ERNUTNCVEIREEN  GetHelp | Log Out
= AT&T Office@Hand e e

Phone System  Users  Analytics  Calllog  Biling  Tools ~ g & N F

< Back Standard

Overview Search | | Department v 0 + Assion User
Q Assigned Users
Name ~ Number Ext. Department

(
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Modify a User’s Role

You can modify a user’s role by editing the user’s
settings page.

1. From the Admin Portal, select the Users tab.

2. Click the user whose role you will modify.
3. Click the Edit button next to Role.

4. Select therole.

5. Click Save.

— .
= AT2T Office@Hand
—
Phone System Users Analytics CallLog Billing
| ® Userlist Users With Extensians

& Roles Search Users

=

Department
@ User groups
B Templates [  Status Name

(2 2

b
Qo

Total- 1

Dave Richards (...

Tools v

Unassigned Extensions

Q Status

~  Number

Chris McDenald (209) 813-0213

Chris McDonald

Ext. 180032

Outbound Cslis/Faxes

~ User Details

(210) 672-4088

Genersl

Settings & Permissions

Regional Settings

GMT-07:00, English (U.S.)

Edit

Roles (9

Solutions Engineering

Template

Apply

@ Dave v | (210)555-0120 Ext. 101

Roles v

Ext. Roles Department

101 Super Admin

1015

Meetings

User Hours

24 hours.
gt
User Groups
steves group
gt
Schedule Meetings for Me
0 users selected

Edit

Admin Portal v GetHelp | Log Out

+ Add User

Msg.

4+ Download User List

Operation &

Resend Invite | Delete

Disable

Resend Invite | Delete

Resend Invite | Delete
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Create a New Role
To create a new custom role:

1. From the Admin Portal, select the Users tab.

2. Click the Roles panel.

3. Click New Role. to launch the Create New Role
wizard.

=)
= A

Phane System Users

®

User list

Roles

User groups

Templates

Office@Hand

Analytics Call Log

Billing

Tools v

@ Dave v | (210)555-0120 Ext. 101 Admin Portal ~ GetHelp | Log Out

a8 N T

Roles give admins the ability to contrel what users can de within the system. Arole is a collection of permissions which could be based on a job function.
Standard (International) is assigned to new users by default.

Search Roles

Role Name

Billing Admin

Manager

Phone System Admin

Standard

Standard (Intemational)

Super Admin

User Admin

Total 7

Q

~  TypeofRole

Predefined

Predefined

Predefined

Predefined

Predefined

Predefined

Predefined

0 + New Role

Description
Billing functions plus Standard International and Manager functions
Company reporting functionality plus Standard International

Full phone system access plus Standard International

User level access without international dialing access.

User level access with international dialing access.

Full system access

User management functions for all users plus Standard Intemational along with..

Showr: 2% v
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Step 1: Select Role:

Select a role to use as a starting point. The permissions
included in the starting role are displayed. You will be
able to modify these permissions when creating the
role.

Step 2: Describe Role

Enter a Name for the role and a Description of the
permissions of the role.

157

Create New Role

1 Select Role 2 Describe Role 3 Permissions
Select a role to use as a starting point
© Super Admin Description
(0 Phaone System Admin . X - . ) .
Provide users with all capabilities of Standard (International) along with ability
© Standard (Intemational) to manage billing, user mgmt functions & Reports
@) Billing Admin
() User Admin
Permissions
() Standard
General
oM
- Manager Overview, Messages, Call Log, Contacts, Standard User Tools
User Settings
Call Handling & Forwarding
Messages & Notifications
Outbound Caller ID
Outbound Fax Settings
Phones & Numbers
Screening, Greeting & Hold Music
User Info
Billing
Create New Role
+ Select Role 2 Describe Role 3 Permissions
Name

Billing and Phone System Admin

Description

Provides access to biling settings, and limited phone system seltings

Cancel
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Step 3: Permissions

Select the permissions for the role by adding to or
removing permissions as required.

The role is created and appears in the list on the Roles
panel. To assign users to the role, see “Assign Users to
a Role” on page 154.

Call Log permission names are aligned with existing
permission names to make finding and assigning the
desired permission easier. Additionally, a “Company
Call Log - View Only” permission has been added to
enable Administrators to assign the ability to view the
company Call Log to other Users without granting full
access.

((

Create New Role

~ Select Role ~ Describe Role 3 Permissions

Select permissions to be assigned to new rale

« General

« Overview, Messages, Call Log, Contacts, Standard User Tools

(]

User Settings

(]

Call Handling & Forwarding

@

Messages & Motifications

Outbound Caller ID

(]

(]

Qutbound Fax Settings

Phones & Numbers

(]

@

Screening, Greeting & Hold Music

User Info

(]

0]

Phone System

=

Auto Receptionist

®

Company Numbers & Info

@

Groups

Phones & Devices

(]
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Setting a Custom Default Role

For ease of use, you can create a custom role and then
set that role as the default role assigned to all newly-
created users. To create your custom role, see “Create
a New Role” on page 156.

If you

do not set a default role, all newly-created users

are automatically set to the Standard (International)

role.

1
2.
3.
4

From the Admin Portal, click Users.
Click Roles.

Select the custom role you created.
Click the check box, Set as Default.

159

© Dave ~ | (210)555-0120 Ext. 101 & GetHelp | LogOut

-
—_— .
= KA Office@Hand
=
Phone System Users Analytics Call Log Billing Tools v a O AN =T
@ userlist Roles give admins the ability to control what users can do within the system. A role is a collection of permissions which could be based on a job function
Standard (International) is assigned to new users by default.
d—.' Em Search Roles Q ~+ New Rale
Role Name ~  Type of Role Description
@ User groups
Billing Admin Predefined Billing functions plus Standard International and Manager functions
B Templates 0 Company Defauit Role Custom Company reporting ity plus Standard
Phone System Admin Predefined Full phone system access plus Standard International.
Standard Predefined User level access without intemational dialing access.
Standard (International) Predefined User level access with international dialing access.
Super Admin Predefined Full system access.
User Admin Predefined User management functions for all users plus Standard Intemational along with
Total: 7 Show: | 25 v
< Back Company Default Role # Edit
FoEmiEr Name Description

Assigned Users

Company Default Role

Type of Role: Custom (
Set as Default

This custom role is assigned to all newly-created users.
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User Groups
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Manage User Groups*

A User Group is a grouping of users based on an
organization hierarchy. A user group is managed by a
user group manager who can access and modify group
members' settings and view their call logs and reports.
The account administrator controls who gets access to
view or create user groups.

The account administrator can create multiple groups
as required for your organization. A flat, non-nested
group structure is supported. Users may belong to
multiple groups. For example, for a director with two
team managers (and their team members) reporting to
the director, you might create three user groups: one
group for each of the team managers, and an overall
group for the director that includes all the members.

When a user is assigned to be a user group manager, the
user automatically inherits certain permissions. These

permissions work in conjunction with the role assigned
to the user in the Roles section of user administration.
You must ensure that the primary role has the correct
permissions so that user access is controlled when the
user is given user group manager access.

* Available for Office Premium and Enterprise only.

(

&S AT8T Office@Hend

Phone System Users Analytics Call Log Billing Tools v

A user group gives a group manager access to its members’ settings and call logs.

@ User list

Search Groups Q
& Rolss

Name ~  Manager

@ User groups Call Center Operations Jan Smith

Cuslomer Support John Anderson

B Templates

Sales Operations Dave Richards

Total: 3

IR N

-+ New Group

Description
Reporting and user settings for call center.
User setlings and call log access for the customer support team.

Sales process and reporting.

Show: | 25 v <« 1

@ Dave ~ | (210) 555-0120 Ext. 101 Admin Portal v GetHelp | Log Out

=)
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User Group Management Tasks

The tasks involved in managing user groups include:

e Assigning Users to User Groups: See the Templates
section in user management to streamline assigning
users to user groups. Do this using the User Groups
option in Templates. See “Templates” on page 167.

oViewing and modifying User Settings: See the User
Settings section, in the user management User List
to view and modify the settings assigned to a group
member, including the roles and user groups in the
User Details section. See “Users Settings” on
page 144.

e Accessing Reports for your group members:
Office@Hand Reports help admins and user group
managers optimize the phone system by presenting
usage analysis and trending metrics in an easy-to-
read graphical format. When logged in as a user
group manager, you can see your group members’
data only. See “Analytics” on page 174.
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Create a User Group

When you create a user group, you d.escribe the group, G.'a, AT, Ofﬁce@Hand @ Dave v | (210)555-0120 Ext 101 |WELINIUERGN  GotHelp | Log Out
add members to the groups, and assign a group =
manager WhO can mOdify membersl Settings and VieW Phone System Users Analytics Call Log Billing Tools v o B L =
their call logs.
1. From the Admin Portal, click the Users tab. ® Usertit A user group gives a group manager access 1o its members' settings and call logs. e
2. Click User Groups. You will see a list of existing e ot . "+ e Group
user groups, if any. & Roes
3. Click Create (if no user groups exist), or click Name v Manager Description
New Group q@ User groups Call Center Operations Jan Smith Reporting and user settings for call center.
4' Er!ter a Name and Descrlptlon for the user group Customer Support John Anderson User settings and call log access for the customer support team,
5. Click Next. =) Tomplatee
Create User Group *
1 Describe User Group 2 Add Members 3 Select Group Manager

o Name

‘ Sales Operations

Description

Sales process and reporting

Cancel

(
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9.

Add members to the user group. Search by
department or all departments, and check to
select the users.

Click Next.

Select a member of the user group to be the user
group manager. (The manager must be a member
of the user group).

Click Done.

The user group is created and a confirmation message is
displayed. The user group’s name and manager are
displayed in the User Groups view.

Create User Group

v Describe User Group 2 Add Members 3 Select Group Manager
Search Users Q All Departments ~
Show All | Show Selected (3)
2} Name v  Ext Roles Department
) Dave Richards 101 Super Admin
W Jan Smith 102 Standard (International)
) John Anderson 103 Standard (International)
Total: 3 Show: 25 v <1 > Cancel &
Create User Group x
v Describe User Group ~ Add Members 3 Select Group Manager
Search Users Q All Departments ~
The group manager will have access to the settings and call logs of the group members.
Select Name v  Ext Roles Department
® Dave Richards 101 Super Admin
Jan Smith 102 Standard (International)
John Anderson 103 Standard (International)
Total: 3 Show: 26 v < 1 > Cancel

User Group Created

Congratulations! The user group, Sales Operations has been created

successfully.
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Edit a User Group

To edit or delete an existing user group:

PO E

ow

From the Admin Portal, click the Users tab.
Click User Groups.

Select an existing group from the list.

On the Overview page, click Edit to change the
name or description of the user group. To change
the manager of the user group, click Change,
select a new manager, and click Done.

Click Save to save the group’s changes.

On the Members page, add to or remove
members from the group as needed. To add a
member click Add Member, select members to
be added, and click Add.

To delete a user group, click Delete and confirm the
deletion. Deleting a group will result in members being
removed from the group and the group manager losing
some privileges.

(

((©

AT

Phone System Users

@ userlist

@ Templates

< Back

éom

0 Members

3 @ Dave v | (210) 555-0120 Ext. 101 GetHelp | Log Out
Office@Hand

Analytics Call Log Billing Tools v a

A user group gives a group manager access 1o its members' settings and call logs.

Search Groups
Name ~  Manager Description
Call Center Operations Jan Smith Reporting and user settings for call center.
Customer Support John Anderson User setlings and call log access for the customer support team.
0 Sales Operations Dave Richards Sales process and reporting.

Sales Operations

Name Description

Sales Operations Sales process and reporting.

Group Manager
Dave Richards | Ext 101

Change

Note: The group manager is entitled to access settings
and call logs of all group members

Delete Cancel &

A N

-+ New Group

=l
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Templates &
L)
Office@Hand Templates will save you time and = AT&T Office@Hand  Dave | (856)200-1681 Ext. 101 GetHep | Log Out
repetitive manual effort by streamlining your =
administrative routine. Create or edit the template for Phone System  Users  Analics  Calllog  Biling  Teols ~ g & & 7

all settings for a user and apply it to users as you need.

. @ User list User Seftings Call Handling

Create a Template for User Settings

1. From the Admin Portal, click the Users tab. & roes fempletes can be apaled o mullple sers at once

2. Click TemplateS. Search Templates Q 0 + Add User Setiings Template

3. Click Add Template. ® veergrowe

4. Enter a New Template Name. i Delte

5. Click Save. q O Name Created Last modified N Operation

) Templates

Create a new template or select one from the list. A O Happy Halloween iy | Doloto
new panel pops up on the right with options you can Add User Settings Template x
set for the template, grouped into categories of Bl | oo
settings for Inbound calling, Outbound calling, and O Flowerfic Enter a name for your tempiate y | Delele
Notifications. For each group of settings, you can G New Template Name

Total: 4

specify whether the settings override each users’
settings by checking Override User Settings.

Tortoise Flight

Cancel
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Inbound

Template Information

Edit the name of your template and see the last time it
was modified and when it was created.

User Details

Settings and Permissions:

¢ Regional Settings: Specify regional settings for
users such as timezone and time format

e Roles: Select the role to be applied to the users.
Roles give admins the ability to control what
users can do within the system. A role is a
collection of permissions which could be based
on a job function.

¢ Confirmation Message duration.

e User Hours: Set user hours to 24 hours or
Specify hours.

e User Groups: Specify the user groups where the
user is to have membership.

¢ Job Title

Phones

e Emergency Address: Provide a physical address
for First Responders.

e Bandwidth Settings: To improve the quality of
your calls, you can set how much network
bandwidth to use for calls: High Bandwidth gives
you better sound quality, but calls can become
choppy when it is not available, Low Bandwidth
give you lower sound quality, but ensures no
interruptions during your conversation.

Tortoise Flight

.Inhound Cutbound Motifications
“ Template Information
~ User Details
~ Phones
~ Screening, Greeting & Hold Music
~ Call Handling & Forwarding

~ Messages

Delete Template

Cancel
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Screening, Greeting, & Hold Music

e User Greeting: Turn on this option when you want the system to
answer the call with a recorded welcome message so callers know
they've reached the right person. This is not a personal voicemail
announcement.

e Connecting Message: Set a recorded message you want callers to
hear to let them know the call will now be transferred to your line.

e Hold Music: Turn on this option when you want callers to hear
music whenever you put a call on hold.

e Call Screening: Turn on this option when you want callers to
announce their name before continuing to connect the call. This
option lets you identify the caller so you can pick up the call
immediately. After turning on this option, go to Call Handling &
Forwarding > Settings > Incoming Call Information to set your
preferences.

e Audio While Connecting: Incoming callers will hear the music
selection that is configured with this setting. The music selection
callers will hear when they are placed on hold can be set in the Hold
music selection. Note that the Audio While Connecting setting is
applied on a rule basis, whereas the Hold Music setting is applied for
all calls.

Call Handling & Forwarding
e User Hours: Specify whether to notify your Desktop app(s) and
smartphone(s) before forwarding the incoming call to your desk
phones and forwarding numbers, and specify a wait time.
e After Hours: Customize business hours.
e Settings
- Display Number: Choose whether you want the Incoming Caller
ID or Called Number to display.
- Play Announcement: Choose options for when to play
announcement before connecting.

Messages
e User Hours:

- Take Messages: Allow or deny users to take voicemail messages;
specify a default or custom voicemail greeting.

- Voicemail Greetings: Specify a default voicemail greeting.

- Message Recipient: Choose whether to override user’s settings,
select users at This Extension to be included as message
recipients when applying the template, or select a specific
extension.

e After Hours: Customize business hours.



AT&T Office@Hand | Admin Guide | Templates 170

Outbound

Click the Outbound tab to configure settings for Tortoise Flight
outbound calls such as caller ID and fax settings.

Caller ID

Specify caller ID settings by phone or by feature. If you
select Toll-Free number or Blocked as your Default
Caller ID for any of your endpoints/calling features, « caller ID
you can also select an alternate local number to use in
case we detect that your call will not go through.
Choose which phone number will display as Caller ID
for outgoing calls:
e By Phone
e By Feature
- RingOut from Web
- Call Flip
- Mobile App
- Delegated Caller ID
- RingMe (Outgoing to Caller)
- Fax Number
- Common Phone
- Alternate Caller ID

Inbound Outbound

v Fax Settings

Fax Settings

Specify fax settings including fax cover page
information and settings for faxes sent through email.

Delete Template

Maotifications

Cancel
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Notifications

Choose how to be notified about voicemail messages
missed calls, fax transmission results and received text
messages.

Determine notification rules for:
¢ Voicemail Messages
e Received Faxes
e Missed Calls
e Fax Transmission Results
e Received Text Messages

Tortoise Flight ,

Inbound Outbound Notifications

Voicemail Messages

] Notify by Email
[ Include attachment with email

Mark message as read once emailed

Received Faxes

B4 Notify by Email
[ Include attachment with email

Mark message as read once emailed

Missed Calls

O Notify by Email

Fax Transmission Results

B Notify by Email

Received Text Messages

[ Notify by Email

[] Override User Settings

Delete Template

Cancel
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Create a Template for Call Handling Settings E
@ Dave v | (856)288-1981 Ext. 101 GetHelp | Log Out

From the Admin Portal, click the Users tab. S ATaT Office@Hand
Click Templates. o
Click Call Handling
Click Add Call Handling Template. @ Vot User Setngs Cal Handing
Enter a New Template Name. e
Click Next. Al . o

. L. . Search Templates Q + Add Call Handling Template
Specify the caller ID or date conditions that will
trigger the application of this template.
Click Next. 9' ) Tempites name Created ” i Opersten

Phone System Users Analytics Call Log Billing Tools + (=] S AN I°)

NouhsownE

i Delete

0

Specify the action to take when incoming calls Add Gall Handing Template x
match this rule.
10. Click Save.

1 Name Template 2 Define Conditions 3 Define Call Handling

@ Enter a descriptive name for your template.

New Template Name

‘Weekend schedule
Back

Add Call Handling Template x
 Name Template 2 Define Conditions 3 Define Call Handling
0 () Caller ID ~
None
() Date and/or Time v
Nore e
Back
‘Add Call Handling Template x
v Name Template « Define Conditions 3 Define Call Handling

0 Select action to take when incoming calls match this rule

© Forward Calls © Take Messages

@ Enable
@ Take Messages Only @
Voicemail Greeting Message Recipient
© Play Announcement Only @ Default @ This Extension @
© Unconditional Forwarding @ S 0000/0000 ) © Specific Extension
Edit @

Back Save

(
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Apply a Template to Users

R e

(

From the Admin Portal, click the Users tab.
Select a number of users.

Click Apply Templates.

Select a template to apply.

Click Apply Template.

Click Yes to confirm that you are about to make
settings changes for all the selected user(s). This
will overwrite any configuration the user might
have done previously.

S AT8T Office@Hand

Phone System Users

@ userist

& Roles

®

User groups

&

Templates

.;

Total: 12

Show: | 25 v

Cancel Apply Template

Analylics Call Log Billing Tools v
Users With Extensions Unassigned Extensions
Search Users Q Status v Roles v ~+ Add User
Department w
W Delete « Enable X Disable = Resend Invite ) Apoply Templates
= Status  Name ~  Number Ext. Roles Department Msg.
It} (] Bob Miller (205) 538-0122... 104 Manager Quality Assurance (]
2] (] Debbie Smith 105 User Admin 0/0
Select Template
Search Q Type ~
Name ~  Type
All Saints Day Call Handling
Bastille day Call Handling
Billing User Settings
Lunch Time Call Handling
Sample User Settings
Xmas Patry User Settings

@ Dave ~ | (210)555-0120 Ext. 101 Admin Portal v GetHelp | Log Out

g & N F

4 Download User List

Show: 25 v <1 >
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Analytics Portal & aroreend (¢
The Office@Hand Analytics Portal allows you to G Prones & Devices . .
. . . . . . w Perlmemance Repont
access real-time and historical metrics including call et
H H - ormuance Fepart E a8 sy
quality, users’ calling performance, and hard phones e
Status B Comgany Numbers
You can use the data from portal to determine: S R
ethe quality of your company calls; improvements 5 LveRaports S s e
eif queue/group users handle calls as expected Tt = [
. . . [E1 Meetings Dashbcand
ewhether you need more users to minimize the
number of missed calls © Qualiy of Service
ethe current status of your queue
Additionally, Enterprise Edition accounts can access a
Device Status report. o
For more information see these guides: e i S e i e
Office@Hand QoS Reports User Guide :
e Office@Hand Performance Reports User Guide o . ; :
e Office@Hand Device Status Reports User Guide - : " : : -
() s Device Status Report
- B « Currently Offline

Current Snapshot Geolocation Map

Subscriptions

[5] Live Reports

[5] Meetings Dashboard

3 Quality of Service

Total Devices

7 0

#niine 0ffine

Locations with Problematic Devices Total 0 Locations

% Gealocation /1P % Total Davices offine 2 Offina in Last 72 Haurs

No Data Avallable

(¢
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Live Reports

Live Reports provides on-demand access to reports on
inbound and outbound calls close to real-time, which
can be displayed on dashboards. It helps an IT admin
optimize the advantages of the phone system by
presenting usage analyses and trending metrics in an
easy to read graphical representation. This feature
requires an add-on license.
e Over 30 metrics for both inbound and
outbound calls are supported.
e Real-time reporting on queues
e Easy to manage dashboards
e Drag and drop widgets
e Service Level identification and
management.
e Show data for queue level visibility, such as
customers waiting, SLA, and AHT
e Show data for agent level visibility, such as
status, talk time, hold time, transfer rate, and
call count.
e Data export capabilities.

To access Live Reports:

1. From the Admin Portal, select the Analytics tab.
A new window opens with the AT&T
Dashboard.

2. From the AT&T Dashboard, choose Live
Reports.

(

S ATST Office@Hand

Phone System Users Analytics Call Log Billing Tools «

E Company Info

Edit Business Hours

‘? Phone Numbers

g Auto-Receptionist

2 Group(s) Tutorials

0 Other{s)

Change what callers hear

Phones & Devices

Set up call forwarding

Change company voicemail

(©

ATET Office@Hand <

Company Numbers Live Reports

" %

T
evice Status Call Center Summary Report ~

Live Reports

i

Call Volume - Inbound
Performance Reports

a
@ Quality of Service O

‘Subscriptions

Q

Total Inbound Calls

0 0

Abandoned VM Redirects

Call Center - Queue Mo...

0

Calls Waiting

Edit Company Call Handling & Greetings

o o +

Call Volume - Outbound

0

Answered Outbound Calls

0

Unanswered Qutbound Calls

Call Center - Agents Co...

5

@ Dave ~ | (856) 344-3908 Ext. 101

Set Caller ID

Call Center - Service Le...

No Calls

Target 80% in 20 secs
Calls: None

GetHelp | Log Qut

Publish Company Info to Directory
Assistance

TZ: Us/Pacific Dave Brown

Expand

Call Center - Queue Calls

0 0 0
Queued With A... On Hold
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Call Log

The Call Log reports inbound and outbound calls and
faxes for the company number and specified
extensions. The Call Log is available as a Simple view
which concisely summarizes the calls, and as a
Detailed view, which shows additional call record
details.

You can filter the call log records by number, time
period, call direction or type of call (inbound or
outbound). Select your filter criteria, and click Apply to
refresh the log. In Delivery Settings, you can set
delivery of the call log to an email address on a daily,
weekly, or monthly basis, on a specified day.

In the Type column you can see the type of calls. In the
Recording column, you can see if the call has been
recorded. Click the play icon to hear a recording.

« Inbound Call
]
"’ Outbound Call

A} Missed Call
L—i

Administrators can enable the bad call quality indicator
for a given account. After this feature is enabled, the
Quality column is displayed. In the Quality column you
will see thumbs down icons for calls that were
connected. Click the white thumbs down if you were
not satisfied with the quality of a call.

» Listen to a call recording

To mark as a bad call, click "+

Confirmed marked as bad call "

Ao’

=

(@

Phone System

Simple

AT&T Office@
Users Analytics Call Log
Detalled
Search Numbers a @ Last 7 days
v | Types of Call

Call Direction

Reset u

& Dedete

) Block

Type Phone Number

To:(650) 444-5567

To:(650) 555-6678

To:(650) 444-5567

® Add Contact

® Add Contact

® Add Contact

Billing

Tools ~

Date / Time

Today 3:57 PM

Today 3:57 PM

Today 3:57 PM

@ Dave ~ | (210)555-8284 Ext. 101 Admin Portal ~ GetHelp | Log Qut

Recording

Action

VolP Call

VolP Call

VolIP Call

4 Download & Delivery Settings

Call connected

Call connected

Call connected

=

B

Length

0:00:05

0:00:10

0:00:10

.

=)
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Adjustable Column Width

Column widths can be adjusted to see more data.
Hover over any column break and drag the column to
the desired width.

(

S AT8T Office@Henc

Phone System

Simple

Search Mumbers

Users

Detailed

W Delete
O Type
(=
(=
O
o
o

@ Block

Analytics Call Log

Q

Phone Number

® | Last7days

4

Name

From:(800) 743-5002 @ Add Contact

From:{800) 743-5002 ® Add Contact

From:{800) 743-5002 ® Add Contact

From:{800) 743-5002 ® Add Contact

From:(800) 743-5002  (® Add Contact

Billing Tools +

Date / Time

09/22/2019 9:08 PM

09/22/2019 9:07 PM

09/22/2019 9:07 PM

09/22/2019 9:07 PM

09/22/2019 9:07 PM

Mare v

Recording

@ Dave v | (856) 344-3908 Ext. 101 Get Help | Log Out

Action

Phone Call

Phone Call

Phone Call

Phone Call

Phene Call

Result

Missed

Missed

Missed

Missed

Missed

4 Download

Length

0:00:06

0-00-:06

0-:00-07

0-00-:06

0:00:00

& Delivery Settings

<

Page 2

>

=)
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Billing
The Billing tab houses menus for managing your Service
Plan, International Calling, and Contracts. View and

edit your service plan, payment information, and
international calling plans here.

Note: Billing is an Admin function only. This option will
not be available to standard users.

Service Plan
To view or change your service plan:

1. From the Admin Portal, select the Billing tab.
2. Click Service Plan to view your plan details.
3. Click Change Edition.

a. Follow the instructions on the pop-up to
change editions or learn more about different
editions.

b.Click OK.

4. Click Change Billing Cycle.

a.View options for monthly or yearly
subscriptions.

b.Select the button next to the plan you'd like.

c.Click Next.

d.Review your order and click Confirm.

(

& ATaT Office@Hand

@ Chris ~ 1(210) 555-0120 Ext. 101 JENLLYS IR GetHelp | Log Out

Phone System Users. Analfics  all Log Billing Tools v @

Change Edition
Click to learn more about the advanced Editions and their features. To change
Service Plan Sarvice Pian Edition, please contact AT&T Advanced Solutions customer care at (866) 563-
4703,
@ Overview
Caling
Edition Auto-Purchase
Standard Plan - Anousl Contract $100.00 Caling Credits P:

[ contracts Expires on 10/18/2014 o
0 B @

Change Plan

Billing Pian 1 Select Plan 2 Order Confirmation

Users, up 1o 8 - $200.00mon
2 Assigned Users & 0 Unassigned Users
© Shared Lines @

6 Available

Cnange Pian
o @ Up to 2 users

Your current plan: Up to 2 users - $115.00/month

- $115.00/month

- $172.50/month

- $230.00/month

- 5287 50/month

Select new plan (Maximum Up to 100 users): @

Cancel

3 Confirmed

Usage Info © Up to 3 users
10 »
Included Toll Free Credits © Tol-Froe Usege © Upto 4 users
1,000 minsimon 0 mins
Inchuded Toll Free Credits expires on 12/17/2018 @ Up to 5 users
Change Plan x
+ Select Plan 2 Order Confirmation 3 Confirmed

Review and confirm your new plan:

Users
Upto3 $172.50
(Per menth)

* Does not include taxes and f

Back
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Other Service Plan Options
To view options for billing history and auto-purchase:

Q - Chris ~ | (210) 555-0120 Ext. 101 QLT =R GetHelp | Log Qut
1. From the Admin Portal, select the Billing tab. = ATET Office@Hand o ’ - o
2. Click Service Plan. Phone System  Users  Analylics  Calllog  Biling  Tools v 8 & W T
3. Click Auto-Purchase. -
a. Select the button next to the Calling Credits . .
Package you wish to purchase.
b.Click Save. @ marsons Overview
4. Click Cancel Service Plan. cetne Ediion Auto-Purchase
a. If you would like to cancel your service plan, Ererae Fen £20.00 Callna Credis Packaae
follow the instructions on the pop-up. Frene e 0 =
b.Click Close. Siing Fian
@ Auto-Purchase x

Users, up to 2 - $115.00/mon
1 Assigned Users & 0 Unassigned Users
0 Shared Lines (O

1 Available

Change Plan

Usage Info

Included Toll Free Credits ()
10,000 mins/mon

Included Toll Free Credits expires on US@
Purchased Calling Credits (O

$0.00

Additional Services

Included Local Numbers, up to 2 - Free

(Assigned 0 of 2)

ocancel Service Plan

‘With Auto Purchase you should never run out of Calling Credits for Inbound Toll-Free and International calls. The selected
package will be automatically purchased when you run low on Calling Credits, thus preventing any interruption of service:
Purchased funds will roll over month to month for up to 12 months. These credits are forfeited 365 days from the date of
the last Calling Package Purchase. The price of international calls will vary according to the applicable international rate.
Calling Credits Package

@ $20.00

© $100.00

Cancel

Cancel Service Plan x

Are you sure you want to cancel your AT&T Office@Hand Enterprise Plan Service Plan for
(650)

If you cancel your service plan, your AT&T Office@Hand account will be deleted and the following information will no
longer be retrievable:

= All messages and faxes currently stored in your online account

s All Settings (Customized Greetings, Music on Hold, Answering Rules, Extensions, etc )

« All of your Call Logs

= All of the entries in your AT&T Office@Hand Contacts

If you wiould like to save any of this information, you should download and/or export it from your account before you cancel
‘Once your account is cancelled, your ATAT Office@Hand phone number(s) will be immediately disconnected.

In order to finalize your cancellation, please call 1-866-733-0810 or 1-925-264-3226 (outside US) for assistance in
account verification and secure termination of your service plan. Thank you for using AT&T Office@Hai




AT&T Office@Hand | Admin Guide | Billing 183

International Calling

To enable, disable, and view international calling rates:

1. From the Admin Portal, select the Billing tab.
2. Click International Calling.

a. If International Calling is not enabled, click
Enable International Calling to enable it. You
can disable international calling completely by
clicking Disable International Calling.

3. View the countries international calling is
available to and the price for each country.

4. Turn calling to a specific country on or off by
selecting Enable or Disable.

((

((©

AT&T Office@Hand

Phone System Users Analytics Call Log Billing

[ Sovis Plan @cmnmmw

[~ —— Search Q
Calling
Enable X Disable

0 Staws  Destination®
[] Alghanistan
] Aighanistan
(] Albania
(] Albania
L] Ngeria
L] Agaria
L] Algeria
[ American Samoa

Tools ~

@ Chris ~ | (210) 555-0120 Ext. 101 GetHelp | Log Out

= 8. L F
Profix Call Rate Operation
937 $3.08 Disable
93 $3.05 Disable
38567 $1.38 Disable
355 $1.19 Digable
213 49¢ Disable

213675, 213676, 213606, 213697, 213698, 21369 ‘kom [~

213549, 21355, 21356, 213650, 21366, 21379, 21 56¢ Digable |~

1684 are Disable
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Contracts

The Contracts menu allows you to see the status of
your Office@Hand contracts, including the contract
Status, Start Date, Term, and Minimum Commitment
Value, and to filter and sort the contracts.

To view contracts:

From the Admin Portal, select the Billing tab.
Click Contracts.

Filter the list of contracts by Status.

Sort the contracts by the available columns.

HodbE

((

(@

Phone System

AT&T Office@Hand

Analytics Call Leg

[£3] Sservice Plan o Status v

@

q.gm.

Status

Expired on 10/19/2014

Expired on 11/10/2016

Expired on 10/18/2018

Current

Future

Future

Billing Tools

Contract

11182013 -

11872015 -

10/19/2017 -

11/18/2018 -

1118/2024 -

11/18/2026 -

1018/2014

111772016

10/18/2018

111872020

1171772026

11/17/2028

Start Date

1182013

1182015

10/1922017

11872018

1/182024

111872026

& Chris ~ | {210} 555-0120 Ext. 101 GetHelp | Log Out

~  Term

1 Year

1 Year

1 Year

2 Years

2 Years

2 Years

o)
b

[
o

Minimum Commitment Value

8 Users

2 Users

4 Users

4 Users

4 Users

6 Users
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Tools

In the Admin Portal, the Tools tab houses many important features for
your company's phone system.

Tools -

Account Settings Service Console

Appearance Audit Trail

Directory Integration
v nteg Meetings

HIFAA Settin
B Meetings Reports

Multi-Site Settings

Apps
Single Sign-on

Archiver Beta
Session Timeout

Hot Desk Session Timeout

Appearance lets you add your company logo to your Office@Hand online
account. You can also link your company logo to your company’s website
for smoother navigation. To learn more about this, see “Appearance” on
page 187.

Directory Integration2 see allows lets you automatically provision users
from your Active Directory or G Suite corporate directory into
Office@Hand. To learn more about this, see “Directory Integration” on
page 188.

HIPAA Setting is a functionality designed to delete information to help
you maintain compliance with HIPAA or other privacy laws. To learn more
about the HIPAA setting, see “HIPAA Setting” on page 189.

(

Multi-Site Settings allows you to configure and manage your different
office locations under one account. To learn more about this, see
“Directory Integration” on page 188.

Single Sign-On1 lets employees in a company access multiple applications
with one set of credentials. To learn more about this, see “Single Sign-on”
on page 202.

Session Timeout lets you configure a session timeout for all users. To learn
more about this, see “Session Timeout” on page 205.

Audit Trail allows a Super Admin or a user assigned a Billing Admin role to
track changes on the account, generate a report, see changes made by
other admins, and detect failed logins and locked accounts. To learn more
about this, see “Service Console” on page 207.

Hot Desk Session Timeout specifies the time period when guest users will
be logged out from phone endpoints, or sets no timeout for enterprises
with mobile workforces. To learn more about this, see “Set the Hot
Desking Session Timeout” on page 135.

Meeting Reports includes tools for Office@Hand Meetings, such as
reports to help optimize the operation of Office@Hand Meetings by
presenting usage analysis and trending metrics in an easy-to-read
graphical format. To learn more about this, see, “Meetings” on page 211.

Archiver Beta lets you securely save your messages and recorded calls
automatically and easily search the stored data at any time from within
your Dropbox account to quickly retrieve the records. To learn more
about this, see “Archiver Beta” on page 212.

Outbound Call Prefix is a feature of the Enterprise Dial Plan that allows
you to configure a prefix to help users explicitly indicate when dialing an
internal extension versus an external call. To learn more about this, see
“Directory Integration” on page 188.

1 Single Sign-On available for Office Premium and Enterprise users only
2 Active Directory available for Office Premium and Enterprise users only



AT&T Office@Hand | Admin Guide | Tools Menu 187

Account Settings

Appearance

Add your company logo to your Office@Hand online
account for a custom look. Take one step further and
link your company logo to your company’s website for
easy navigation.

To upload and link an image:

1. From the Admin Portal, select the Tools tab.

2. Click Appearance.

3. Click Browse to browse your computer for an
image to upload and select the file you want to
use. The file must meet the requirements of a
maximum dimension of W800 x H120, 600KB,
and must be a JPG, GIF, or PNG format.

4. Enter the URL that will be opened when a user
clicks on your image.

5. Click Save.

View your logo in your online account and click the
image to test that you can access the URL.

(

— .
= AT&T Office@Hand o
Phone System  Users  Analics  Calllog  Biling  Tools v
Meetings
B company info Archiver

0 Appearance

‘:E Phone Numbers. Session Timeout

Edit Business Hours & Greetings

Hot Desk Session Timeout
Auto-Receptionist
Q HieReteptons Single Sign-on

Directory Integration
Tutorials

0 Group(s)
‘;‘ 0 Other(s) HIPAA Setting

Appearance

Add a logo to your AT&T Office@Hand Service Site

0 Upload a logo (O
Maximum with WS800 x H120, 600KB, only support jpg, .gif, and _png format.

Browse

Set URL on Logo
Set URL to load when user clicks on logo.

hitps:/iwww.example.com

Reset to Default = &
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@ Dave v | (210)555-0120 Ext. 101

Set Caller ID
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Directory Integration

Directory Integration lets you automatically provision

users from your corporate directory into Office@Hand.

Active Directory

Office@Hand integrates with Microsoft Active
Directory to let you automatically provision users from
Active Directory to Office@Hand.

The service leverages Okta so you can perform an
initial import from Active Directory to Office@Hand,
and to synchronize Active Directory and Office@Hand
on user status. Users are automatically enabled or
disabled in Office@Hand as they join or move around
your organization.

For more details on integrating Office@Hand with
Active Directory, click here for the Active Directory
Implementation Guide.

To set up the integration service:

From the Admin Portal, click the Tools tab.
Click Directory Integration.

Select Active Directory.

Click Enable Active Directory.

If you are not already an Okta member, sign up
for Okta by selecting Become Okta Member.
Configure in Okta the settings for integration
with Active Directory, and save the settings in
Okta. The provisioning process starts.

uhONE

o

Review the provisioning results. You will receive an
email containing the provisioning results, including a
summary and report. If required, edit the extensions of
provisioned users in User Management in the Admin
Portal.

=

& AT8T Office@Hand

Phone System Users Analytics Call Log Billing

E Company Info

Edit Business Hours

#  Phone Numbers

D AutoRecepionist

0 @ Dave ~ | (210)555-0120 Ext. 101 Admin Portal ~ GetHelp | Log Out

Tools ~

| Meetings

Archiver
Appearance
Session Timeout

Hot Desk Session Timeout * Greetings Set Caller ID

| Single Sign-on

ODirecmry Integration
‘% 0 Group(s) Tutorials

0 Other(s)

Directory Integration

Directory Integration lets you automatically provision users from your corporate directory into Office@Hand. Select your corporate directory provider to import users from

Select Directory Provider (&)

@ Active Directory

¢

ATET Office@Hand Active Directory Integration service lets you autematically provision users from Microsoft Active Directory / LDAP to Office@Hand. Okta syncs

HIPAA Setting

Active Directory / LDAP and Office@Hand on users status, so users are automatically enabled / disabled in Office@Hand as they join or move around your

organisation. Connect Office@Hand user management to your Active Directory / LDAP with Okta. Enabling Active Directory / LDAP integration with Office@Hand is

simple, wizard driven process.

Learn more >

Okta Setup

Step 1: For your Active Directory to provision comectly, all email addresses should be unigue within your account. Please verify there are no duplicales to continue.

Enable Active Directory

Step2: Sign up become an Okla member.

Become Okta Member

randomly assigned after provision configuration.

Review Provision Results

$ 999

After provisioning is completed, you can review the resuits in the Okta Report section. An email with the provisioning results (including a summary and report) will also

I you are an Okta Customer, please login into your Olda domain URL.

Step 3: Configure Office@Hand Active Directory Integration settings in Okta. After saving changes, provisioning will start.

Please note: If you would like pre-assigned extensions, please make sure the correct extensions are in the Active Directory / LDAP. Otherwise, extensions are

be sent after provisioning. You will able to review successful provisioning results and any errors that may occur in the email

Managing Provisioned users

If you would like to edit extensions of the provisioned users, you can do so in the undefined's User management page.

S N

Publish Company Info to Directory
Assistance

=


https://netstorage.ringcentral.com/guides/ad_integration_guide.pdf
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HIPAA Setting

The HIPAA Setting (HS) is a functionality designed to
delete information, in support of your HIPAA
compliance efforts. Activation of the setting does not
guarantee you will be compliant with HIPAA or any
other privacy law, including European data privacy
regulations. It is your responsibility to determine
whether your data privacy and security measures
comply with applicable law.

Note: You must be the Account administrator to have
access to this setting. If you have more than one
account with AT&T Office@Hand, the setting must be
activated for each account.

To turn on the HIPAA setting, f

From the Admin Portal, go to Tools.
Select the HIPAA entry.

Click the Activate HIPAA Setting box.
Click Accept & Save.

IMPORTANT: When activated, this setting will enforce
temporary-only storage of the customer's RingCentral
Office voice and fax messages and voice messages for
a maximum of 30 days. Data will not be saved in AT&T
Office@Hand back-ups and cannot be retrieved.

Ao E

The following will take effect once this setting is
activated:
e Automatic forwarding of messages to email
as an attachment is disabled.
e RingCentral Contact Center data will not be
automatically deleted.

e Automatically delete the following types of
data after 30 days:

e RingCentral Office data

S AT8T Office@Hanc

Phone System

B company info
&# Phone Numbers
g Auto-Receptionist

0 Group(s)
0 Other(s)

3 2

@ Dave ~ | (210)555-0120 Ext. 101

\'¢

Users Analytics Call Log Billing Tools v

| Mestings
Archiver

Appearance

Edit Business Hours

Session Timeout

 Greetings Set Caller ID

Hot Desk Session Timeout
| Single Sign-on

Directory Integration

0 HIPAA Setting

Tutorials

@ Activate HIPAA Setting

The RingCentral HIPAA Setting (*HS”) is a functionality designed to delete information, in support of your HIPAA compliance efforts. Activation of the setting does not
guarantee you will be compliant with HIPAA or any other privacy law, including European data privacy requlations. It is your responsibility to determine whether your
data privacy and security measures comply with applicable law. If you have more than one account with RingCentral, you must activate the setting for each account.
Please review the follewing information before aclivating this feature, as it may affect the functionality of your system and the refention of your data by RingCentral.

« Carefully review data stored in your RingCentral account. Once activated, the following types of data WILL be permanently deleted after 30 days: RingCentral

Office data; RingCentral Fax data; RingCeniral Professional account data; voice recordings, voicemail, facsimile, Short Message Service (SMS), Multimedia
Message Service (MMS), and Glip data including content, time and date of messages, texi messages, tasks, notes, files, images, links, events, call activities,
and/or posts from third party integrated applications. Data deleted pursuant to the HS terms are not recoverable from RingCentral backups.

« RingCeniral Contact Center data WILL NOT be automatically deleted

+ The RingCentral HS also afiects certain functionality within RingCeniral Office and RingCentral Contact Center. The following features will be disabled once HS

has been activated: message notification emails from Glip; attachment of voicemail, facsimile, SMS and MMS content to message nofification emails sent to you
by RingCentral.

« Your account will be upgraded to leverage the Secure Voice feature. This feature uses ceriain encryption techniques to safeguard voice communications. You

may need to adjust your firewall seffings to avoid disruption. Please review the Preparing your Network for Secure Vioice white paper for details.

Admin Portal v

GetHelp | Log Out

Publish Company Info to Directory
Assistance
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e RingCentral Fax data

e RingCentral Professional account data
e Voice recordings

e Voicemail

e Faxes

e Short Message Service (SMS)

e Multimedia Message Service (MMS)

e Glip data including content, time and date of
messages, text messages, tasks, notes,
images, links, events, call activities, and/or
posts from 3rd-party integrated applications.

e Session Timer - Automatically log out the
account access if it has been idle.

e Secure Voice - TLS/SRTP secure call on desk
phones, RingCentral Phone, and RingCentral
Phone or Mobile.
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Multi-Site Settings

Multi-Site Support provides a management solution
for customers with multiple branch locations. Multi-
Site Support is available for Office@Hand Office
Premium and Ultimate users with Multi-Level IVR
enabled.

Accounts configured with multi-site support can
enable the Site Code feature to define a dial plan for
intra-site and inter-site calling. This feature allows the
administrator to allocate account user or group
extensions for defined sites.

To enable Multi-Level IVR mode, configure the dial-by-
name directory, create at least one IVR menu and
enable the feature in Auto-Receptionist.

To enable your account to support multiple sites:

1. From the Admin Portal, click the Tools tab.

2. Click Multi-Site Settings.

3. Check the box beside Enable account support
for multiple sites.

4. Configure site codes, if required for your dialing
plan. See Manage a Dial-Plan Across Sites.

Your online account can now create and configure
multiple sites. Site filters are available on pages with
site assets to allow you to view the list of assets by
sites.

For more information on Multi-Site support, see:
e Create a New Site
e Manage a Dial-Plan Across Sites

e Move Assets Across Sites

=

((©

AT&T Ofﬁce@Hand ¢ & Dave v | (210)555-0120

Phone System Users Analytics Call Log Billing Tools

Directory Integration
Multi-Site Settings

HIPAA Setting

m) Enable account support for multiple sites 9 Mult-Site Settings

Multi-Site feature should be enabled ONLY for accounts in Multi-Level IVR mode

Site Codes

Enabling Site Codes allows you to define a dial plan for intra- and inter-site calling. Extensions use the format of

[site code]-[short extension number]. Users within a site can call each other using the short extension number and dial the full
extension number to reach users in other sites.

Site Codes

Disabled

OEnab\e Site Codes Get Template Upload Template

Admin Portal ~

GetHelp | Log Out
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Create a New Site

RingCentral Multi-Site support allows you to provision
independent account configurations for your individual
sites, to enable you to uniquely register and manage
each site from your account. Once Multi-Site Support
is enabled, you can create additional sites as needed.

To create a site:

1.

2.
3

(

From the Admin Portal, click the Phone System
tab.

On the Company Info page, click New Site.

On the Site Info page, enter the Site Name, Site
Address, and Site Extension. Or, you may click
Select Site under Copy Settings from" to copy
settings from another site. Click Next to
proceed.

On the Site Settings page, configure the
Regional Settings and Business hours. Click Next
to proceed.

Assign Numbers to the Site. You may assign
existing numbers or add (and purchase) new
direct numbers. Click Next to proceed.

Phone System|  Users

|

\* Phone Numbers.

Search sites

General Info
8 wunoReceptonist
Site Name
& ool
2 ther(s)
Site Extension
20014

[I:] Phones & Devices.

Jo 2 SteSetings 3 Number(s)

Regicnal Settings

Time Zone

(GMT-08:00) Pacific Time (US & Canada)

Home Country Code
United States (1)

Greetings Language ()
English (US.)

Business Hours

@ 24 hours /7 days a week @

St inio ,s“eo 3 Humbert)

01 Sielnfo 2 Site Settings 3 Number(s)

Custom hours @

New Site

4 Galler ID Name 5 VA Meny

Address
Site Address

Pleasa select

Copy Settings from @
Select Site

Please assign new or existing phone numbers to the site. You may skip the step by proceeding 1o next step,

Existing Numbers (0) New Numbers (0)

Saarch CU| | Al Locations

Show All | Show Selected (0)

Number Location ~
(289) 275-1345 Canada, Ancaster, ON

(916) B36-8652 United States, Antelope, CA
(916) 636-8819 United States, Amelope, CA
(804) 323-4865 United States, Baldwin, FL
(240) 317-2654. United States, Barwyn, MO
(619) 220-2356 United States, Bonita, CA

Total: 17

New Site
4 CalerDName 5 IVAManu 6 CostCenterCode 7 Summary
Time Format
® 12h(AWPM) O 24h
User Language ©
English (U.5.)
Regonal Format
United States
New Site
4 CallerDName 5 IVAMenu 6 CostCenterCode 7 Summary
Assigned to Ext. Type
Auto-Recsptionist Diract
Owen Wison 8070 Diract
James Franco 8069 Diract
Chis Stoecker 104 Direct
Auto-Receptionist Diract
TestQ 1 Diract
e Back

6 Cost Center Code

2 =

x

7 Summary



AT&T Office@Hand | Admin Guide | Tools Menu 193

6. On the Caller ID Name page, enter the
Outbound Caller ID Name.

7. Menu page, select an Existing IVR or a New IVR.

8. On the Cost Center Code page, select the site's
cost center code. For more information on Cost
Center Codes, see Cost Center Management.

On the Summary page, you will be notified that the site
is created successfully. Click Done. You can view or

edit site information within Phone System > Company.

(

New Site

+ Sita Info - Site Settings v No 4 Caller ID Name 5 IVR Menu & Cost Center Code. 7 Summary

This name along with the phone number will be displayed 10 the called party whenever an outbound cal is made using the local number
as the caller ID. Max 15 characlers. Note: Does not apply to toll-free numbers.

Enter the name you want the caller D to be displayed for this site. If skipped, site’s caller ID name will be set 10 be the same as

company's caller D name.

Outbound Caller ID Name:

New Site

- Sile Info  Sile Seftings + Number(s) + Galler o 5 IVR Menu & Gost Genter Gode 7 Summary

Please assign Existing or New VR

Existing IVA New IVR

Search

Total: 15

Name v Numbers

Belmant Main 1010

‘Chicago IVR

Denver IVR

VR Menu 1008

VR Menu 1007

VR Menu 1008

VR Menu 1012 TB

VR Menu 1015

Magic_Land_IVR 1004

Main IVR

c12o

New Site

1010

1008

1002

1008

1008

1012

1015

Language

English (U.S)

English (U.S)

English (U.S)

English (U.S)

English (U.S)

English (U.S)

English (U.S.)

English (U.S)

English (U.S)

English (U.S)

 Site Info ~ Site Seftings - Number(s) ~ Caller ID Name v “0 6 Cost Center Code 7 Summary

Cost Center Code Learn More

Bast coast ~ | New

Back
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Manage a Dial-Plan Across Sites

Site Codes Site Codes

Accounts configured with multi-site support can
enable the Site Code feature to define a dial plan for -
intra-site and inter-site calling. This allows users within S Ao bt f St o ot s et
a site to call each other using a short extension
number, and users between sites to use a full
extension number, consisting of a site code plus the
short extension.

1 Extension Number Length 2 Provision Site Codes 3 Adjust Extension Numbers
2 Provision Site Codes 3 Adgust Exten

2 1 Site Name Site Code Short Site Ext.  Full Site Ext
Number Number

To set up your multi-site dial-plan:

From the Admin Portal, click the Tools tab.
Click Multi-Site Settings.

Verify that multi-site support is enabled.

In the Extension Number Length window, select
an appropriate digit length for the short
extension and the site code. The values must fall - :
within the limits of the full extension number . oz

Site Codes

rPobdR

length, per the maximum extension length of
five digits.* Click Next.

5. In the Provision Site Codes window, the system
will suggest site codes for all sites, per selected

lengths for site code and short extension. The s o e it Dompon e L
User and Group extension per site will be Ot _~ J e _~
allocated per site code selected. Click Next.

6. In the Adjust Extension Numbers window, R “. o T
Existing extensions that have more digits than e e —
enabled with site code need to be adjusted or - O

use system suggestions. Click Done.

Extensions in the Users with Extensions view display a
site code plus a short extension. For example: Site
Code: 11, Short Ext. #: 001, and Full-Ext #: 11001.
Note: a maximum extension length of six digits is
available on-demand for certain international cases.

=
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Move Assets Across Sites

The Change Site function of Multi-Site Support allows
you to move selected Users, IVR Menus, and Call
Queues to another site. This feature allows for
individual or bulk movement of Users, IVR Menus, and
Call Queues between sites.

Move Users Across Sites
To move users between sites:

1. From the Admin Portal, click the Users tab.

2. On the User list tab, check the box of the users
you want to assign to a different site, and click
Change Site.

3. Select the site then click Change Site. Note: You
may check the option to Adjust time and
regional settings to the settings of the new site?
to apply it to the moved users.

Phone System

Search Q

Site
| © Chicago
| New Site 1
NewSite
Orlando
San Jose

Xiamen

Total: 14 Show: | 256 &

W e | [ome  ~|[om - + Abd e
[s! ~ Sites  ~
2. Roles
© Delete + Enable ¥ Disable T ResendInvite [ Apply Te 2 2 Change Site

@ e =  Status Name ~  Number Ext. Roles Department  Site Msg.
[ Sdot4 Prod...  (650) 437-5... 101 Super Admin Company

E Ternplates
-] Andrew White  (813) 228-1... 8072  Standard(l.. T MagicLand 0/0
[] Brian Bolan... (323)388-4... 8057  Super Admin  Solutions E.. SoCal (Dont...
[+ Charlene Lin 8071 Standard (... New Land o/0

Select Site X

« 1

| I [ Adjust time and reglonal settings 1o the settings of the new site? I

4 Download User List
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Move IVR Menus across Sites
To move IVR menus between sites:

1. From the Admin Portal, click the Phone System
tab, and click Auto Receptionist.

2. Click the IVR Menus tab. Select from the list of
IVR Menus and click Change Site.

3. Select the site then click Change Site.

((

General Settings IVA Menus VA Editor Prompts Library

E Gompany Info

Search Q Language ~

‘f Phone Numbers

Sites w

l?l Earep) = Name ~  Numbers Ext. Language

' Beimont Main 1010 1010 English {U.5.)

Search Q

Site w

| © Chicago
New Site 1
) NewSite
Orlanda

San Jose

Xiamen

Total: 14 Show: |26 & < 1 »

Phone System Users
Create your own Auto-Receptionist for your Phone System. Customize your options for effective call management. Leam More

@ Validate Manus

Before you can switch your company call handling 1o Multi-Level IVR, you must first add and set up your IVR Menu. Leam More

Site

Company

-+ New IVR Manu
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Move Call Queues Across Sites
To move call queues between sites:

1. From the Admin Portal, click the Phone System
tab, and click Groups.

2. On the Call Queues tab select the Call Queues
that you want to move, and click Change Site.

3. Select the site then click Change Site. Note: You
may check the option to Adjust time and
regional settings to the settings of the new site?
to apply it to the moved Call Queue.

Call Queues Paging Only Shared Lines Park Locations Call Manitoring Others

Phone System
Create a call queue when you want a spacific group of users to share incoming calls, such as a sales, billing, or customer support depariment. Learn More

M Company Info
Search

= Sites v + New Call Queue
‘f Phane Numbe 2 & Change Site
=  Status Name Site Numbers Ext. Msg. Members Availability @ ~
B fuio-Receptionist
El ] Denver Test Queue Derver 3 0/0 2/0
o3y B Gl T
2 Otherls) Select Site x
S nE T Search Q
Site v
| @ Chicago
| New Site 1
| NewSite
Orlando
San Jose
Kiamen
Total: 14 Show: | 25 & ¢ 1 »

| I () Adjust time and regional setings 1o the sattings of the new site? I
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Configure an Enterprise Dial Plan

Office@Hand supports enterprise dialing plans for
customers who require 6 to 8-digit extension lengths.
These plans add an optional Outbound Call Prefix
when using 7 and 8-digit extensions to help users
indicate when they are dialing internal extensions
versus external numbers. Multi-Site customers can
configure Site Codes and Short Extensions. Review the
decision tree for selecting a plan, and contact
Office@Hand support to enable this on-demand
feature.

For more information, see:
eMaximum Extension Length
eQutbound Call Prefix
oSite Codes
oSite Codes Template

Maximum Extension Length

When enabled for your account, this feature increases
the maximum extension length from 6 to 8 digits. This
feature is ideal for enterprises with more than 1,000
users. The enablement of this feature requires a reboot
of your phones (active calls are not affected).

Requirements for Maximum Extension Length

To help reduce conflicts, the Default Area Code (DAC)
feature is disabled. To reach external destinations,
users must dial full external numbers. For example,
6505551212 or 16505551212).

If there is an overlap between internal and external
numbers, enable an Outbound Call Prefix. Once
enabled, configure the feature in your online account.
For more information see Outbound Call Prefix.

=

Whach dial plan is right

for my company?
User-based dialing is
Do you h?“’ —MNo—w used. Site Codes are
muliple Sites? dissbied
Yes

Are maost calls
originaled from a site
to ather phones/users
within the same site?
{&.g. Intra-Site)?

Use Lser-based
dialing. Leave Site
Codes disabled.

Arg exLENsSIons
assigned o cations?
(e.g. cashier,
hatel registration,
reatment room)?

I User changes Sile,
i5 it ok to change their
extansion?

Use Ste-based

dialing. Enable
Site Codes,
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Outbound Call Prefix

Set an optional Outbound Call Prefix when using 7 and
8-digit extensions to help users indicate when they are
dialing internal extensions versus external numbers.
The admin enables the feature, and specifies a prefix.

To set an Outbound Call Prefix:

1. From the Admin Portal, click the Tools tab, and
click Outbound Call Prefix.

2. Choose Use outgoing call prefix.

3. Select a single digit that users will dial before
dialing an external number. For example, if the
Default Area Code is set to 650, dialing the
Outbound Call Prefix (e.g., 9), followed by a local
external number (e.g., 9 555 1212), routes the
call to 650 555-1212.

4. Click Validate and Save.

All phones reboot when changing this setting. Active
calls are not affected.

Resolve Extension Conflicts

You are prompted to change any extensions that start
with the selected prefix digit. Review the conflicts and
adjust the extensions.

Additionally, if Site Codes are enabled, you are
prompted to change any Site Codes or Short
Extensions that start with the selected prefix digit.

Outbound Call Prefix
When the maximum extension length is set to 7- or 8-digits, internal extensions may overlap with local external numbers. Enable
the Outbound Call Prefix option to select a single digit that users will dial before dialing an external number,

For example, if the Default Area Code is set to 850, dialing the Outbound Call Prefix (e.g. 8) followed by a local external number
(e.. 9 777 4444) will route the call to 650 777 4444,

All phones will reboot when enabling/changing this setting. Active calls will not be affected.

() Use outgoing call prefix

8 3 Validate & Save

Outbound Call Prefix
1 Adjust Extensions

When Outbound Call Prefix is enabled, existing Exlensions that begin with the specified Outbound Call Prefix digit must be re-numberad.

Ext. Name Target Site Ext. number Type of Conflict

RLZ-31520 New Company 905 Extension starts with Qutbound Call P...

New ext.
number

102
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Site Codes

The Enterprise Dial Plan expands the lengths of Site
Codes and Short Extensions to a maximum of 6 (site
codes) or 7 (short extension numbers). You can easily
configure Site Codes by providing a configuration
template so that you define company-wide dial plan
changes offline can and implement them quickly.

This feature is suited for enterprises with 1,000+ sites
which require Site Code lengths of 4 or more digits, or
1,000+ users per site which require Short Extension
lengths of 4 or more digits. Customers may also prefer
to configure Site Codes offline using a template.

The maximum extension length is the value configured
for your account when you enabled the feature with
Office@Hand support. For instructions on configuring
site codes, see Manage a Dial-Plan Across Sites.

(¢

SGile Codeas ®

1 Extension Mumber Length 2 Provizion Site Codes 3 Adjust Extension Mumbears

Max Extenslon Length: 8 (D

Site Code Lengih (1)

3

Short Extenslon Humber Longth (D

]



AT&T Office@Hand | Admin Guide | Tools Menu 201

Site Codes Template

The Site Codes template allows you to configure site Multi-Site Seftings

codes and short extension dial plans offline. By

assigning a site code to every site, all the extensions in @) Enable scouunt support for matiols stes

the sites will be in the format of [site code]-[short- MG ot could b arablod GRLY for secoutts in Mt Livel VR mods
extension-number]. Users can dial the short-extension

number to reach another user in the same site, or a

full-extension number to reach users in the other sites. She y
To Conﬁgure and Upload the temp|ate: By assagring a silo coce o every sie, al the mdensions in the sies will be in the lermat of [sio code]dsnon adension numbaer].
Usars. can dial short eodension number bo resch ancther user in the same ste or full exteraicon number o reach wsens i S ot
1. Enable Multi-Site in Tools > Multi-Site Settings. e,
2. Select Get Template (in the Site Codes section).
3. Specify the site code and short extension Site Codes: Disabled
lengths. A dynamic template, based on the bt St e R A

specified lengths, is generated and downloaded
locally.
4. Review and make changes to the template:

Check the “Beginning of Site Data” and

“Beginning of Extension Data” sections. Update Get Template X

and review the proposed codes or numbers.

Confirm no conflicts are detected, such as length Max Extansion Length: 8 ©
too short or too long, duplicate site codes or
short extensions, duplicate full extensions, or a
site code or short extension that starts with the 2
Outbound Call Prefix.

5. Select Upload Template to enable Site Codes. If
any errors are found, you are prompted to make 4
changes.

Site Code Length (1)

Short Extension Number Length (1

Cancel Download
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Single Sign-on

Single Sign-on allows employees in a company to
access multiple applications with one set of
credentials. You can work with AT&T Office@Hand
Customer Support to set up Single Sign-on for your

Office@Hand services, or you can set it up by yourself.

1. From the Admin Portal, click the Tools tab.
2. Click Single Sign-on.
3. Choose an option to set up SSO:
e Set up SSO by yourself: use the self-service
Ul to configure the Service Provider (SP)
settings. Perform the steps in Set up Single
Sign-On by Yourself.

Contact Customer Support: use Office@Hand
Customer Support to configure the Service Provider
(SP) settings. Click the View Detail link, and perform
the steps in Contact Support to Enable SSO

*Available for Premium and Enterprise users only.

(

—
e, . @ Dave v | (210)555-0120 Ext 101 (LTSRN GetHelp | Log Out
= AT&T Office@Hand
Phone System Users Analytics Call Log Billing Tools ~ o B . T
Meetings
E Company Info Archiver
Appearance
\# Phone Numbers Session Timeout

Edit Business Hours \ Greetings Set Caller ID Publish Company Info to Directory

Assistance

Hot Desk Session Timeout

Auto-Receptionist
Q uto-Receptionist osingleSignrun

Directery Integration
0 Group(s) Tutorials
0 Other(s) HIPAA Setting

Single Sign-on (SSO)

AT&T Office@Hand Single Sign-on (SSO) service lets your company authenticate your Office@Hand users through your company-level network login credentials.
About Office@Hand SSO service. Learn More

For the first time setup, please finish the configuration in order to tum on 880 for your company.

o SS0 Configuration

Choose one of the options below to set up SSO for your company

Set up SSO by yourself Contact Customer Support
Step 1: Upload identity provider metadata file and certificate., Customer support number

Set Up Contact Office®Hand customer support to set up SSO

Step 2: Export Service Provider metadata and import tinto View Dtall

your Federation Server.

Enable SSO

Please finish the configuration in order to turn on SSO for your company.
Enable SSO Service
Identity Provider Entity ID $50 unique ID

None None
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Set up Single Sign-On by Yourself

To set up SSO by yourself, upload your Identity
Provider (IdP) SAML metadata, make sure the attribute
is mapped correctly, and download the metadata for
importing it into your Federation Server:

1.

6.

In the Set up SSO by yourself box, click Set Up
to set up SSO for the first time, or Edit to change
your configuration.

Upload the Identity Provider metadata from
either a local file or an URL from your IdP. If the
IDP entity ID has already been used by another
account, you need to contact support for
manually configuration.

Once uploaded, the information will be parsed
from the metadata and displayed automatically.
Select the attribute in your metadata which
should be mapped to email on Office@Hand.
The Map Email Attribute To menu lists all the
attributes parsed from the IdP metadata.

If the metadata already contains the certificate
information, it will show in the list. Otherwise,
add the certificates manually. You can add
multiple certificates, but only the ones ordered
as Primary and Secondary certificates will be
used. Click Save.

Click Download to export the Service Provider
metadata and import it into your Federation
Server to complete the configuration.

Check Enable SSO Service.

Click Save.

(

5SSO0 Configuration

Choose one of the options below to set up SSO for your company.

Set up SSO by yourself

Set up Single Sign-on

In order to set up SSO properly, pleass upload your identity Provider (IDP) SAML metadata first, and then make sure the

aftribute is mapped correctly.

@ Upload IDP metadata

Please upload a valid SAML metadata file.

Step 1: Upload identity provider metadata file and certificate. Upload Metadata by

0591 Up

Upload with file

Browse

Step 2: Export Service Provider metadata and import it into

your Federation Server.

5 4

Enable SSO
Enable SSO Service

Identity Provider Entity ID
http://www.okta.com/fgeuigrh TGEfjdn

Allow users to log in with SSO

S5S0 General Information
Identity Provider Entity ID
Mone

Connection Type
Browser S50

SAML Bindings
HNone

o Attribute Mapping

‘Connection Protocol
SAML 20

Browser S50 SAML Profile

IDP-initiated SSO and SP-iniliated S50

Please make sure the email atiribute is mapped fo the comect value in the metadata.

Map Email Attribute to

Mone

0 Certificate Management

Please upload cerfificate and st the primary one.

1 Upload

Order Subject DN
SS0 unique ID
Email

Signature Algorithm

Mo result Please upload metadata file first

Expires

Cancel



AT&T Office@Hand | Admin Guide | Tools Menu 204

Contact Support to Enable SSO

This section describes how you prepare the request,
and contact AT&T Office@Hand Customer Support to
configure the Service Provider (SP) settings required to
enable SSO on your IDP server:

1.

5.

In the Contact Customer Support box click the
View Detail link, and perform the steps as
described.

Get your SAML 2.0 metadata details from your
Identity Provider (IDP), such as PingFederate,
Okta, or a homegrown IdP.

Click Office@Hand customer support number
and call support to request Single Sign-on setup
assistance. A support member will ask for your
SAML 2.0 metadata file and answer your Single
Sign-On questions.

You will receive an email from support
containing your SAML 2.0 SP metadata. Import
the metadata into your IdP server to complete
the configuration on your IdP.

Check Enable SSO Service.

Click Save.

(

SS0 Configuration

Choose one of the options below to set up SSO for your company.

Set up SSO by yourself

Step 1: Upload identity provider metadata file and certificate

Set Up

Step 2: Export Service Provider metadata and import it into
your Federation Server

4 2

O

Contact Support to Enable SSO x

Please follow the steps below for the request.

Step 1. Prepare IDP SAML 2.0 medadata

To set up SSO, we need your SAML 2.0 metadata details from an Identity
Provider (IDP), like PingFederate, Okta, or a homegrown IDP.

SAML 2.0 Reference

Sample SAML 2.0 metadata

0 Step 2. Call RingCentral Office@Hand from AT&T Customer Support

Call Office@Hand Customer Support and request Single Sign-on setup
assistance

A Support member will ask for your SAML 2.0 metadata file and answer your
Single Sign-on questions

Find your Office@Hand customer support number

Step 3. Import SAML 2.0 Service Provider (SP) metadata

You will receive an email from Office@Hand Customer Support containing
SAML 2.0 SP metadata. You need to import this data into your Federation
Server

Enable SSO

Enable SSO Service

Identity Provider Entity ID

http:/Awww.okta.com/fgeuigrh TGEfjdn Email

Allow users to log in with SS0

Vi

S$S0 unique ID

Contact Customer Support

Customer support number

Ca?)ﬂice@Hand customer support to set up SSO
lew Detail
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Session Timeout

Session Timeout lets an administrator customize the
length of time a user can be inactive before being
automatically logged out.

1. From the Admin Portal, select the Tools menu.

2. Select Session Timeout

3. From the drop down menu, choose a length of
time for the system to remain active.

4. Click Save.

(

S AT8T Office@Hand

Phone System Users Analytics Call Log

Billing Tools ~

0 Session Timeout

Log users out when they are inactive for

@ Dave ~ | (856) 344-3908 Ext. 101 & GetHelp | Log Out

=l

0 30 minutes

15 minutes
30 minutes

1 hour

4 hours
8 hours

24 hours

3.

.

=l
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Hot Desk Session Timeout

The hot desking session timeout specifies the time
period when guest users will be logged out from phone
endpoints. The default session timeout is 12 hours.

No Timeout

Certain enterprises with a mobile workforce may use
the ‘Never’ value for the timeout to configure that all
hot desk sessions in the account will not timeout.
When using this option, the hot desk session can only
be logged out by a user from the phone.

Set the Timeout
To set session time out for all common phones:

1. From the Admin Portal, select the Tools tab.
2. Select Hot Desk Session Timeout.
3. Set the session timeout from the menu.
To configure no timeouts, select the Never
value.
4. Click Save.

S AT8T Office@Hand

Phone System

Users

E Company Info

\# Phone Numbers

Q Auto-Receptionist

&

0 Group(s)
0 Other(s)

Analytics Call Log Billing Tools v
Meetings
Archiver

Appearance
Session Timeout
Edit Business Hours 0 Hot Desk Session Timeout « Greetings Set Caller ID
Single Sign-on Hot Desk Session Timeout
Directory Integration
Tutorials Hot Desk user logout after

HIPAA Setting

Publish Company Info to Directory

‘ 12 hours

=]

4

[SEA

Assistance

AN

@ Dave ~ | (210)555-0120 Ext. 101 Admin Portal v GetHelp | Log OQut

5]
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Service Console

Audit Trail

Find and capture changes made by users that affect
system events, configuration, and user accounts.
Admins can see the changes made to the software
without the need to contact Office@Hand support.

A search tool is added so you can find information
without digging through service logs or reports. You
can check the latest system changes, add corrective
actions, see changes made by other administrators
troubleshoot an issue, and detect failed logins or
locked accounts. Only the Super Admin, the Billing
Admin or those roles assigned a custom role that
enables Audit Trail, have access to the Audit Trail log
function.

This feature provides the admin with an efficient way
to control systems. It is enabled for all customers
automatically. To disable, you must contact support.

Access Audit Trail

1. From the Admin Portal, select the Tools tab.
2. Select Tools > Audit Trail.

S AT8T Office@Hand

Phone System

Search

Date / Time

05/23/2018 3:40 PM
05/23/2018 3:38 PM

05/22/2018 9:34 PM

05/22/2018 9:33 PM

Users Analytics

Q Last 7 days

- Change made by

John Smith, Ext. 101

John Smith, Ext. 101

John Smith, Ext. 101

John Smith, Ext. 101

Call Log Billing

Change made to

Unassigned

John Smith, Ext. 10

Sales, Ext. 401

Company

Tools +

Meetings

Archiver

@ John ~ | (415) 366-8220 Ext. 101 GetHelp | LogOut

Appearance

B Audit Trai

Session Timeout

Hot Desk

Session Timeout

Single Sign-on

Directory Integration > Users

Sroups

\uto-
Receptionist > General
Settings

O

Change details

Deleted Unassigned Ext.

Successfully logged in

Business Hours changed from 24 hours / 7 days a week to Custom

Company Business Hours changed from Custom to Custom
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Audit Trail Report Details

Audit Trail captures changes to the following events:

Each

System events

Successful/failed login and locked accounts

Phone System

Company Info, Company Address, Directory
Assistance, Caller ID,

Phone numbers: company and assigned

Auto-Receptionist: general settings, IVR menus.

Phones & Devices: user phones, common area
phones, paging devices, shared lines.

Users:

User lists, Roles

Call Queues:

Add, update, rename, or delete a Call Queue,

extension detail changes, call handling settings,

greetings, message settings, notification settings,

changes made to hours, overflow setting

changes, custom answering rule settings.

event that is captured reports these details:
Date/Time - changes logged using Coordinated
Universal Time (UTC) and displayed based on
logged-in user’s regional timezone setting.
Changes made by - person who made the change.
Role*- permission level of person who made the

change.

Change made to - indicates which item was

changed.

Item affected - indicates the configuration that

was changed.

* Indi

Change details - description of the change.
Endpoint*- application name.
IP Address*- application IP address.

cates these report fields are only available in a

downloaded comma-delimited (CSV) log file.

=
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Search Capability

You can search records that provide report details by time periods: Today,
Yesterday, Last 7 days, Last 30 days, Last 60 days, Last 90 days.

Audit Trail
Search Q Last 7 days 5| More ~
All Change by
Today < Juns - 2018 ? < July - 2018 ?
= 'y Su Mo Tu We Th Fr Sa Su Mo Tu We Th Fr 5a
Resat Apply Yesterday
27 28 28 30 31 1 2 12
) o Last 7 days 3 4 5 8 7 &8 8 g 2
e - TS M o1z 13 14 15 16 |15 18
Last 30 days 17 18 18 20 21 22 23 22 22 24 25 25 28
072018 824 AM John Smitl ged

24 25 2@ 27 B D O30 20303 o1 I3 4
Last 80 days S oL -

07/18/2015 1:30 FM John Smitl ged

Last 90 days=

TR 101 PM Jdohn Smith P 1M1 Jdphn Smith Pt 101 Swstam Fuanis = | nnin Surrassfully Inoned

Search by Change

You can also search by specific change, such as a change made by a user
(Change by) or a change made to (Change to) a particular extension. This
can be done by selecting one of these options in the menu. When you
select Change by or Change to, a list of extensions is displayed for you to
choose which one of these is affected.

Q Last 7 days | Mo~

0w
11}
[
=]
=

All Change by All ltems Affected w

Res=t Apply

Change to

=

Search by Items Affected

The Items Affected menu lets you select the specific event items that can

be searched. You can either select from this list or choose All.

Q Last 7 days

75
1]
]
=]
)

All Change by All
Resst Apply
Date i/ Time ~ Change made by

071182018 B:24 AM John Smith, Ext 101

07/18/2018 1:30 FM John Smith, Ext 101

]

Changes to

Change made to

John Smith, Ext 1|

John Smith, Ext 1|

More ~
ltems Affected v
Search Q
&)
[ System Evenis Chang
[} Legin Success/Failed Suoce
[] Phone System
[] Company Info Succe

[ Phone Numbers
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Downloading an Audit Trail Report -
o ) et o foumd i o = AT&T Office@Hand ® John ~ | (000) 000-0000 Ext. 000 Get Hep | LogOut
nce you have searched and found information in =
. . . . . Fh Syst U Analyti Call L Billi Tools = [~} A8 v
Audit Trail, you can download an Audit Trail report in e TR e Rl e R
CSV format.
Audit Trail
From the Admin Portal,
1. From the Admin Portal, select the Tools tab. Q| | Last7days B Morev 4 Download
2. Select Tools > Audit Trail. .
. . eset ply
3. Do an Audit Trail search.
4 When‘ y'ou WOUld |I|'(e to ‘generate a‘ CSV flle Date | Time ~ Change made by Change made to Item affected Change detsils
containing the Audit Trail result, click the i i _
Download button_ 07/18/2018 12:37 PM Something1 Mew, Ext. 1101 Something1 MNew, Ext. 1101 Ezsgt:g::;:;;:: Login Successfully logged in
A Confirmation window appears. o _
071772018 410 PM Something1 New, Ext. 1101  Something1 New. Ext. 1101  System Events > Login Successfully logged in
5. To confirm, click Download. SucoessiFsiled

(
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Meetings

Meetings Reports

Meetings Reports helps administrators optimize the
operation of Office@Hand Meetings by presenting
usage analysis and trending metrics in an easy-to-read
graphical format. You can view the following reports:

e Daily Report: provides metrics for each day in the
specified month, including the number of new

users, meetings, participants, and meeting minutes.

e Active Hosts: two types of reports are available:
you can sort by Meetings or by users. Provides
metrics for a specified range of dates, including
meeting topics, participants, and meeting duration.

e Inactive Users: provides information about inactive
Meetings users.

Click Export to export a report.

(

S ATaT Office@Hand

Phone System Users Analytics Call Log Billing Tools ~ @ B .
Usage Reports
(® Meetings Reports
Daily

Show daily number of new users, meetings, participants and meeting minutes in a month

Active Hosts

eetings, participants and meeting minutes within a specified time range.

Inactive Hosts

Show the users who are not active during a period.

Reports - Usage Reports ~ Daily
(@ Mestings Reports

Aug. 2019 (UTC) Exportas CSV File

Date New Users Meetings Participants Meeting Minutes

2019-08-01 ] 0 0 i}

2019-08-02 0 0 o i}

2019-08-03 0 [} 0 0o

Reports - Usage Reports ~ Active Hosts
@ Mestings Reports
From: 10/24/2019 To:  10/25/2019
Maximum report duration: T Month
The report displays information for mestings that ended ot least 30 minutes ago.
Export as CSV File
User Email Meetings Participants Meeting Minutes
Reports Usage Reports Inactive Hosts
G Meetings Reports

From: 10/24/2019 To: 10/25/2019 Export

Moximum report duration: 1 Month

Name (Original Name) Client Version Last Login Creation Time

5.0.91409.0502 (android) Aug 24,2019 9:43 PM Aug 23, 2019 3:37 PM

tcetsupport@att.com
a1566539871146@rc.glip.com Aug 23, 2019 3:37 PM

173843104 Oct 24, 2019 12:47 PM

@ Dave v | (856)288-1981 Ext. 101 Get Help | Log Out

1=l
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Apps

Archiver Beta

Office@Hand Archiver makes archiving important
communications data simple and convenient through
the seamless integration of SFTP, or Dropbox or
Google Drive cloud storage with your Office@Hand
service.

With Office@Hand Archiver, you can securely save
your messages and recorded calls automatically and
easily search the stored data at any time from within
your account to quickly retrieve the records you want.

Configure Office@Hand Archiver

1. From the Admin Portal, select the Tools tab.

2. Click Archiver and log in to the tool with your
Office@Hand or Salesforce credentials.

3. The Accounts tab displays the connection status

of your accounts. Click Connect and enter the

credentials to connect Office@Hand to your

Dropbox, Google Drive, or SFTP account.

Click Sync Options.

When connected to an account, you can enable

or disable data backup from Office@Hand to the

account by selecting Enable Backup.

oA

Office@Hand Archiver will run the job on an
hourly basis and archive to Dropbox, Google
Drive, or SFTP all of the extensions’ call
recordings generated within the hour before last
Archiver job run.

Select the types of Data to backup. By default, Call
Recordings are backed up for admins and users. Users

can select for their own extensions whether to backup
Call Recordings, Voice Mails, SMS and/or Fax.

Ao’

=

Phone System Users

Analytics

E Company Info

& Phone Numbers

Call Log

S AT Office@Hand

Billing

Edit Business Hours

Q Auto-Receptionist

‘;‘ 0 Group(s)
0 Other(s)

Accounts Sync Options

o Select Account To Connect

Dropbox
Not connected

Not connected
‘ Google Drive
Not connected

Accounts OSync Options
0 Data to backup

Tutorials

Logs

Logs

Tools ~

Meetings

9 Archiver

Appearance

Session Timeout

Hot Desk Session Timeout
Single Sign-on

Directory Integration

HIPAA Setting

@ Dave v | (210)555-0120 Ext. 101 Admin Portal v GetHelp | Log Out

¢ Greetings

CONNECT

CONNECT

CONNECT

Set Caller ID

0 Enable Backup
-/

Publish Company Info to Directory
Assistance
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Account Federation

Account Federation (account linking) is a solution that
provides a set of features to support customers who
are split across different accounts, and allows account
users to find one another across accounts on all
endpoints. Large customers may have this split
because of a limit of number of users per account, or
business needs for having different accounts or billing.

Accounts are linked into a federation that includes:

e The ability to create accounts in multiple
tiers, allowing for a mix-and-match of certain
feature sets.

e A consolidated company directory.

e Non-metered extension-to-extension and
direct number dialing support in the
federation.

Before setting up Account Federation:

1. Contact support to request access to the
Account Federation feature. Support will help
evaluate if your account qualifies for the feature.

2. The support agent enables the Account
Federation feature and adds your linked
accounts within your online account.

3. Unique extensions in the federation are
preferred. If extensions are not unique, the
support agent may be able to update the
extensions number of the linked account for you
by applying a template.

4. When the Account Federation setup is complete
all the account users can find one another across
accounts on all endpoints.
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Setting up Account Federation

Account Federation provides the administrator a list of
linked accounts. To access Account Federation:

1. From the Admin Portal, click the Tools tab.

2. Click Account Linking.

3. Your list of linked accounts is displayed.
Federated Name helps differentiate one account
from another.

(

& ATaT Office@Hand

Phone System

newAcctFed

User ID

400153147008
400162283006
400153147014

400162286228

Users

Analytics

Company Name

RINGCENTRAL
RINGCENTRAL
RINGCENTRAL

RINGCENTRAL

Call Log

Billing

@ Dave ~ | (210) 555-0120 Ext. 101

Tools =

Meetings

Archiver

Appearance
Federat Session Timeout Number
; HotDesk Session Timeout
Account Linking

AoctFed Single Sign-on sred120
AcciFedi Directory Integration 5724119
AcctFed001 +12106724724
AcctFed002 +12106724141

Linked Date

05/15/2017

05/15/2017

05/15/2017

05/15/2017

Admin Portal ~ GetHelp | Log Out

QJ I

Exts Duplicating with
current account

No

No

No

No
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Appendix A: Express Setup for Admins
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Welcome to Office@Hand

Welcome to the Office@Hand business phone system.
Once you have purchased the system, you'll receive an
email to activate.

If this is your first login, it will take about 25 minutes to
initially set up your account. As the administrator you'll
be able to add users during the Express Setup or after
you complete these steps. You will set up user profiles,
set the company greeting, operator extension, and My
Info profile. You'll also verify your regional setting,
provide emergency calling location, and setup how you
would like phone calls to be routed.

Note: If you leave the Express Setup without finishing, the
changes you have made might not be saved.

Activate Your Account

You will receive a Welcome Email after you have
purchased an Office@Hand system.

To start your setup,
1. Open the email message.

The Welcome message appears.
2. To begin your set up, do one of the following:
e Click Set Up Account
e Copy the link into your browser

The setup instructions continue on the following page.

((

S AT8T Office@Hand

Your account now ready

Dear service representative,
Congratulations! Your account is now active and ready to use!
Your account number is: (210) 555-8284.

A customer implementation service representative will call you within the next 48 hours to
schedule a convenient time to provide an overview of all the advanced features. This service,
provided to you at no extra charge, will help you set up your company preferences and assist with
efficiently porting your existing business numbers to AT&T Office@Hand. If you would like to speak
to a customer implementation service representative now, please call 888-380-1758.

Alternatively you can set up your new business phone system at any time with easy to use, self
service features online or through the AT&T Office@Hand mobile app for select smartphones.

Set Up Account

Or copy-and-paste this ink into your browser
https:/iwww-att. com/web/setup/?hash=D22A0F009356510B9D19A42459D699519135B9

Set up and take the following steps:
1. Identify your users and departments

2. Configure your company greeting and operator extension
3. Decide on how calls will be forwarded to your depariments and users

To learn more about AT&T Office@Hand click here. For technical assistance please call AT&T
Advanced Solutions customer care at (866) 563-4703.

Thank you for using AT&T Office@Hand!

RingCentral
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Your Account Security

After clicking Activate Account, authentication begins
with a mobile app verification.

1. Click the I'm not a robot box, then Next.

A message informs you that you'll be receiving a

phone call providing you with a verification code.

2. Enter the verification code.
3. Click Next.

Mobile Number Verification

Use for authentication of your mobile phone number

Maobile Number
(650) 555-0012 |
;

D 'm not a robot e
reCAPTCHA

Privacy - Temns

BN

Mobile Number

Mobile Number Verification

Use for authentication of your mobile phone number

@ (650) 555-0012 s

Verification code
.{ XX X X |
i h idn't ring? Ti in?
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A window opens for you to enter three account security
settings:

e A password

e A PIN (Personal Identification Number)

e A Security Question and Answer

Create Your Password

Passwords and Security Questions on your online
account maintain your account's confidentiality and
privacy. The PIN is used to verify the User's identity
when checking voicemail. The Security Question and
Answer is requested by the agent when contacting
Customer Support.

Follow the on-screen prompts. For each security
setting, certain requirements must be met. For your
convenience, these requirements are listed next to the
setting as you enter the information.

Note: If your extension is configured as a Google tagged
account, your Express Setup will have different setup
options.

1. Create your Password.

Follow the requirements listed next to the Pass-
word and Confirm Password fields. A green
check mark indicates when you have met a
requirement and all requirements must be met
for the password to be accepted.

2. After you Confirm Password, press Continue.

Your Account Security
N E
| |
1) Login
Use to login to your account
.F‘asswnrdt [ Letter, number, special characier, min & characters, no spaces
Confirm \ Please input the password again

Password:

& 0

(2) CreatePIN

@:1 Security Question and Answer

Password Criteria
@ Atleast one letter (|atin character)
@ At least one number (0-9)
® Non-sequential, Non-repeating
® No account information

@ One upper case letter or special
character (L@, 5,2)

@ Length 8-32 characters
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Set Your PIN
The next step in Your Account Security is to set your N
PIN.

1. Creat PIN. '
reate your Your Account Security

Follow the requirements listed next to the PIN

fields. A green check mark indicates when you

have met a requirement. All requirements must )
be met before the PIN is accepted. @ Login

You'll need this PIN when checking voicemail.
2. Press Continue.

) Create PIN

Used to check your voicemail messages via the phone

e
I.

./ Y
[N
1

e | 610 digits

.ConfirmPlN: | Please input the PIN again

& ==

'@:i' Security Question and Answer

Pin Criteria
® Only digits
@ Non repeating
@ Non sequential

@ Length 6-10 digits
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Set Your Security Question and Answer

The last step in Your Account Security is to select a
Security Question and Answer.

Note: You may be asked for your Security Question and
Answer each time you contact AT&T customer support.
Keep a record of the question and answer for future
reference.

1. Select one of the questions listed in the Security
Question and Answer menu.

2. Enter your answer to the security Question in
the Answer field.
Note: Your answer must be at least four letters.

3. Press Continue.

Should you lose your password, PIN, or Security
Question, see this Knowledge Base article, “Changing a
User’s Password, Pin, or Security Question.”

Your Account Security

@ Login

@ Create PIN

(? I Security Question and Answer

Used to reset your password or to identify your account when centacting
customer service

Question: | What was your high school mascot? ‘ e |

. Answer. | Husky |
4



https://success.ringcentral.com/articles/RC_Knowledge_Article/New-Password-Reset-Tool
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Your Company Account is now ready for setup

The next steps include setting up basic details about
your company, users, call greeting and operator.

Your company’s main number was assigned by
Office@Hand at the time of purchase in System Setup.
At that time, your company number and fax number
could have been changed. You can change the company
and fax number by logging into your account after
setup and navigating to the Settings > Phone System
configuration tab.

e Click Next.

Your account is now active and ready for setup

4

nool_,
noojoo [ )
E— g g ...\ o o j‘
Company Info Review

Complete basic details about your company
and users, and select your company
call greeting and operator.

. Next
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Setting up Users

In this step, you'll complete information about your
users.
e Assign user extensions
e Enable users to change their own extension
settings
e Assign an operator
e Add users to the dial-by-name directory

Before you click Set Up Now, have information ready,
such as, first and last names, email addresses, contact
numbers, for each user.

Note: If you click Skip This Step, the setup continues
to “Company Greeting” on page 224.

As you set up users, each of them will be sent a
“Welcome Email” so they can begin setting up their
extension.

e Click Set Up Now.

‘ Company Info > ® My Info @ Review

Users Company Greeting Operator

Iy

Complete these fields for your users so that:

You can assign an extension for them
They can setup their own extension settings
You can assign them to be the operator

Callers can reach them by the dial-by-name directory
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Set up User Profiles
In this step, you'll assign your users to a device.

When purchasing the Office@Hand service, a number
of phones or lines were bought for your account. Here
you'll enter the details for those phones purchased.

Enter the details for each of your users. This
information is used for the company directory. Except
where noted, this information is set by the
administrator.
e First Name
e Last Name
e Email
e Enable Email to log in - The email address
entered must be used for only one person and
cannot be associated with more than one
person or phone number.

If Use email to log in is not checked, the user can only
log in with their phone number.
e Contact Number
e Extension
e Direct Number
e Scroll down to complete each User Details
profile. Any User you do not assign at this
time can be added to the system later. Go to
the Users tab in the Admin Portal and click
Add User.

When you are finished, scroll down and click Next.

User Details
All Users Assigned (1) Unassigned (9) Q,
1 First Name: Julie
Last Name: Fielding
Email: julie fielding@example.com

Contact Number:

Extension:

Phone Assigned:

Direct Number,

Use email to log in

(650) 555-0012

101

Polycom VVX311

(650) 555-0012
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Company Greeting

In this step, you'll set the greeting callers will hear when
they dial your company‘s main number.

The default company greeting is shown in text below
the playback controls. You can either use the default
greeting or customize it.

If you choose to record a custom greeting, it can be
recorded now or later.

To skip this step now and record it later, click Keep
Default and go to “Set the Operator Extension” on
page 225.

To customize your company greeting, click Customize.

Select RECORD OVER THE PHONE or IMPORT.

e To RECORD OVER THE PHONIE, follow the
on-screen instructions to record your
greeting. When you are finished, click Next.

e To IMPORT a .WAV or .MP3 file, click
IMPORT, then browse and attach the
filename.

When you are finished, click Next.

‘ Company Info > @ My Info CL  Review

Users Company Greeting Operator

AT

Company Greeting

Which greeting would you like callers to hear when they dial your company number?

> 00:00 / 00:00 )

“Thank you for calling Company Name.
if you know your party's extension you may dial it at any
time.
For the Operator press 0.
For the Dial-By-Name directory press 9."

Customize ‘ Keep Default
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Set the Operator Extension

When callers dial your company number and press O,
the call is routed to the extension you designate.

‘ Company Info @ My Info @ Review
Extension 101 is the Operator extension by default.
You may reassign the Operator extension to other
numbers in the system. Users Company Greeting Operator
Note: Extension 101 has specific account authority.
1. Select Customize or Keep Default.
e To change the Operator Extension, click
Change Operator, then select a different B
extension number. \
e You can also reassign the operator extension
after setup. C)

2. Click Keep Default.

Operator Extension

When callers dial your company number and press 0, by default they will be routed to:

Julie Fielding

Ext 101

Change Operator ‘ Keep Default

Skip This Step
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Verify My Info Profile

For this step, you'll make sure that your own
information is correct.

1. Verify your information.
If it not correct, update it.

e The name shown in your My Info will appear
in your company directory for others to
contact you.

e Select Use email to log in to enable login to
your account using a unique corporate email
address.

If Use email to log in is not checked, you can only log in
with your phone number.

The email address must be used for only one person and
cannot be associated with more than one person or
phone number.

2. Scroll down to Regional Settings.

1

@ Company Info

My Info

My Info
First Name:
Last Name:

Email:

Contact Mumber:

Extension Number.

Company Number.

Direct Number.

> @ My Info > @L Review

Call Forwarding Voicemail Greeting

Julie

Fielding
juliefielding@example.com
() Use email to log in

+1 (650) 555-0012

101

(650) 555-0012

(650) 555-0012
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Check or Reset your Regional Settings

3. Verify Regional Settings specified for your
account. These are: Country, Time Format, and
Time Zone. )

4. Click Continue. Regional Settings

Country. United States (1)
. Time Format: @ 12h (AM/PM) 24h
Time Zone: (GMT-08:00) Pacific Time (US & Cana...

o=N

’
2
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Emergency Calling - Registered Location

The Emergency Calling - Registered Location is the
physical location of your phone that is using the digital 3 Emergency Calling - Registered Location Print
line. Emergency dispatchers (Emergency Call Service)
will send first responders to this exact location.

Emergency Service dispatchers will send emergency first responders to this exact

. . . location. Where will you be using this phone?
For more information, see the Knowledgebase article,

“Updating the Emergency Address.” . Name
1. Fill in the Emergency Calling - Registered

United States s
Location form.
e Enter your name Str
e Enter your country
e Enter your address Apartment/Suite

e Enter your state
e Enter your postal zip code
2. Read the agreement describing Emergency
Calling - Registered Location.
3. Click Agree and Continue. Zip code

AT&T OFFICE@HAND SERVICE e911 service operates differently than traditional
911 service. We are required by the FCC to advise you of the circumstances under
which 911 may not be available or may be in some way limited by comparison to
traditional 911 service. Such circumstances include:

(1) Internet Connection Failure. If the connection to the Internet over which your I
AT&T OFFICE@HAND SERVICE VolP service is provided were interrupted, you
would not have access to AT&T OFFICE@HAND SERVICE VolP service during
that interruption and therefore would not have access to 911 service during that
interruption.

(2) Number Flexibility & Service Portability. Traditional 911 service automatically
sends your 911 call to the appropriate local emergency responder, or Public

e Fnind: MOCADN honod an ssor talonbone sombor Tood#innal

By clicking "Agree and Continue” below, you confirm that you have read, agree to
and understand how €911 service for AT&T OFFICE@HAND SERVICE differs from
traditional 911 and that you agree to maintain your registered location based on
your current address

& =X

((


https://www.ringcentral.com/legal/emergency-services.html
https://www.ringcentral.com/legal/emergency-services.html
https://success.ringcentral.com/articles/RC_Knowledge_Article/How-to-update-your-E911-address
https://success.ringcentral.com/articles/RC_Knowledge_Article/How-to-update-your-E911-address
https://success.ringcentral.com/articles/RC_Knowledge_Article/How-to-update-your-E911-address
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My Info > Call Forwarding

As a user, you can set up call forwarding rules for your
extension. You can add up to 10 forwarding numbers
for each extension assigned to you and set calls to ring
sequentially or simultaneously.

In this step you'll enable call forwarding to another
number. First, note the phone extensions to which you
might want to forward your calls.

You can either skip this step or set your phone to route
your calls to another phone.

e To omit this step, click Ring only my primary
phone. Then go to “My Info > Voicemail” on
page 232.

e To add desk phones or a home phone (not
mobile phone, see note) to which you can
forward calls, click Yes, add phones.

e Click Yes, add phones.

Note: If you intend to use the Office@Hand mobile app,
do not enter the mobile number using these steps. The
mobile app’s function is integrated into the
Office@Hand system.

I\Z" Company Info > @ My Info > Q. Review

My Info Call Forwarding Voicemail Greeting

Call Forwarding

You ordered a desk phone with AT&T Office@Hand. All incoming calls will
ring this phone. Would you like to add other phones to receive calls when
you are away from your desk?

Primary Phone:

1= A

D

ATET Office@Hand Fhone

Skip This Step

Ring only my primary phone
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Select additional devices (if any) you would like to ring
when you receive an incoming call to your business

number. Any purchased phone or your home number — )
can be selected. (") Company Info @ My Info @\ Review
1. Select the phone to which the forwarded call will
be sent. My Info Call Forwarding Voicemail Greeting

2. Enter the number of the selected phone.
Continue adding phones, by clicking Add
Additional Phones as needed.

3. Click Next.

< Add Phones Tof2

Please select which additional phones you would like to receive calls

@ 1= roycomvvxat (650) 555-0012

. (+) Add Additional Phones

*

Skip This Step
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Call Handling - Simultaneously or Sequentially

1. Select whether the forwarded phones ring
Simultaneously or Sequentially.

e Select Simultaneously if you prefer the call
to ring on all forwarded phones at the same
time. Because of different networks, ringing
to some devices, such as mobile devices may
be delayed.

e Select Sequentially if you prefer the call to
ring on forwarded phones in a sequential
order. Arrange the forwarding order by
dragging up or down.

2. Click Save.

The setup instructions continue on the following page.

"}' Company Info > @ My Info >

() Review

My Info Call Forwardin WVoicemail Greeting

Call Handling

Which order would you like your devices to answer incoming calls?

Simultaneously @ Seguentially

&

Polycom VWX311
it [B50) 555-0012

0| Home
1L (650) 555-0010

-

Skip This Step

[~

[&]

(]
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My Info > Voicemail

Now, set up the message your callers will hear when
Office@Hand forwards your calls to Voicemail. In this
case, this is the voicemail for extension 101.

You can choose the default voicemail greeting or you
can select “Custom” to record or import your greeting.
See the default greeting text shown below the playback
button.

To keep the default greeting, follow these steps:
o Click Default.

To keep the default, follow these steps:
e Click Save and skip to “Review Your
Company Settings” on page 233.

Record or Import a Voicemail Custom Greeting

1. To record or import a new greeting, click
Custom.

Record your greeting over the phone, orimport a
custom greeting.

e To record your message over the phone, click
RECORD OVER THE PHONE, enter a
number in Call me at field and click Call.

e To import a previously recorded message,
click IMPORT and follow the instructions.
(Use an .MP3 or WAV formatted file.)

2. Click Save.

@ Company Info > @ My Info > @L Review

My Info Call Forwarding Voicemail Greeting

Voicemail

. @ Default Custom

If you do not answer the call on any of the phones you specified, the caller
will be transferred to your voicemail. Please select your voicemail greeting:

Your call has been forwarded 1o the voicemail for Julie Fielding. No one is available 1o
take your call. At the tane, please recard your message. When yourve finished
recording, you may hang up or press the # key for mare options.

4 } 00:00/00:00 of) em——

o I

Skip This Step
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Review Your Company Settings

In this step, you'll review the settings set up. Check that
these are correct. Continue scrolling to check or adjust

all of the settings: i -
Company's Settings ﬁ

e Company Settings

e Company Greeting ©
e Users

e Operator
e The Operator Settings

° Ca” Handling Company Number
. . (650) 555-0012 (%)
e Voicemail ( :)

My Company

—~——g——

Continue to final step.

Company Info

If all settings are correct, click Confirm Setup.

@ Voicemail

Default

» ——————————  00:00/00:00 of) e—

st
“Your cail has been forwarded to the voicemail for Julie Fielding
No one is available to take your call. At the tone, please record your

message. When you've finished recording, you may hang up or press
the # key for more options.”

o ==

((
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Use Office@Hand Anywhere

Collaborate with co-workers and manage your phone
system from any device. Apps are available for
download that expand your ability to collaborate with
others using Office@Hand applications.

e You can download apps by clicking on this
page.

e For more information about apps you can
use with Office@Hand, see the Office@Hand
User Guide.

e Click Finish.

Continue to the following page.

(¢

Use AT&T Office@Hand Anywhere

Collaborate with coworkers and manage your phone system from any device

Free Smartphone App Free Desktop App

Accessibility away from your desk Accessibility on your computer

App for iPhone Office@Hand for Windows

App for Android
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Congratulations!

You have completed the initial setup of your
Office@Hand business phone system.

e Click Go to My Account to access your
account and view additional settings and
configuration options.

e Click Go to My Account.

In the following pages, you'll log in to your Office@Hand
account.

Congratulations!

You've just completed the initial setup for your AT&T Office{@Hand phone.

View additional settings, configuration options, and access your
full account to the AT&T Office@Hand website.

Go to My Account
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Sign In
The Office@Hand Sign In screen appears.

1. Enter your Office@Hand phone number and
your password.
e |f you have an external phone number
assigned, enter it here.

o |f you have only an extension assigned, enter
the company’s main Office@Hand phone
number, your extension, and then your
password.

2. Click Sign In.

You can sign-in with a valid Email, Google Gmail (or G
Suite), or via Single Sign-on.

e To log in with Email, log in with your
corporate email account.

e To log in with Google, your account must
have been set up with a valid Google gmail
address and password. The administrator
configures a Google email address when
assigning an extension and verifies the
uniqueness of the email address. By default,
users can log in with their Google email
address. Click Google and enter your gmail
address and password.

e To log in with Single Sign-on, click Single
Sign-on at the bottom of the screen and enter
your email address on the following screen,
then log in with your corporate credentials.
Note: Single Sign-on must be enabled for your
account by your system administrator.

(¢

= :
—= AT&T Office@Hand
Sign In
(650)-555-0012
101 @

[J Remember me

Forgot Password?

Or Sign In With

£ Email 5 Google & Single Sign-on
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The Admin Portal

Your Office@Hand Admin Portal opens. Take a tour of
your Admin Portal page:

1.

The Admin Portal button lets you toggle
between the admin interface or the user
interface, My Extension.

Get Help lets you find answers to most of your
questions or request Support.

Menu tabs lead you to a tab-specific menu on the
left. Each tab has a different menu list. For
example, the menu list for Phone System tab is
Company Info, Phone Numbers, Auto-
Receptionist, Groups-Others, and Phones and
Devices.

Company Shortcuts provide buttons to
frequently accessed settings.

Tutorials lists available admin-specific videos.
Check the Billing tab for questions relating to
your account.

e’
=

T&T Office@Hand

Phone System Users Tools ~

E Company Info o

'a: Phane Numbers

Analytics Call Log Billing

Edit Business Hours

2 Auto-Recepticnist

OTulona\s

Change what callers hear

m 0 Group(s)

0 Other(s)
(T £ (B Set up call forwarding
Change company voicemail
Set up notification for calls, veicemails, and faxes
Use departments

Get more help

& O

Edit Company Call Handling & Greetings

@ Dave v | (210)555-0120 Ex| 1 Admin Portal ~ GetHelp | Log Out

Publish Company Info to Directory
Assistance

Set Caller ID
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Appendix B: Bulk Purchase/Upload

(
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Introduction

Office@Hand streamlines large-customer on-boarding
with bulk purchase, upload, and activation for up to
1000 users at a time.

Let's say a customer is doing a major expansion of sales
offices in multiple cities and wants to add hundreds of
users and purchase hundreds of phones for them.

Bulk Purchase of Users

In the Admin Portal, select the Users tab. Then select
Add User. The Account Status section in the panel
shows your current plan.

Select the tab Add Users with Phones (or Add Users
without phones). Enter the number of users who will be
in a specific area code and assigned a specific model of
phone. Click Select State/Province and then the Area
Code or City for the phone numbers for these users.

Click Select a Device in the Device menu. Review the
phone devices listed. Click Select next to the phone
type to be purchased for these users. Click Add to add
the users (and selected devices), then review the order
summary.

(

Add Users

1 Add Users 2 Shipping Address 3 Confirmation

Add Users With Fhones Add Users Without Fhones

Account Status

Your plan: Up fo 3 Users - Need more? — Change Plan Used: 2 Shared lines already setup: 0 Available: 1 - Add below

You can add multiple users at a time if they will all use the same area code.

Quantity Area Code ~  Device Phone Charges
1 650 - Atherton, Palo Alto Cisco SPA-525G2 Desk Phone §279.00 (1 X $279.00) - one-time
1 California v G50 - Atherton, Palo Alto A Seleci a Device... >
One Time Charges Guantity
Phones 1

Recurring Charges
Paid Users with Phones 1x50.00

Today's Estimated Total™:

*Total charges do not include faxes, fees and prorales.

Cancel

Sub-total*
$279.00
Sub-total*
$0.00
$279.00

Next
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Repeat this process to add users in a different area
code, or to add users with a different phone model:
Enter the number of users, select the state and area
code or city, then select amodel of telephone. Click Add
each time.

Now click the tab Add Users without Phones if you
want to add any users without a phone. Select a
location (State/Province and Area Code/City), and click
Add.

Repeat this process until all the users, with or without
phones, in various area codes, and assigned various
phones, have been ordered.

Review the order summary for accuracy. Your order
summary shows the running total of recurring or
monthly charges for users, and the one-time charges for
phone devices.

When ready, click Next. (If the city or area code you
selected for a group of users doesn't have enough
phone numbers available for this order, you will get a
pop-up error message at this point. Click Edit to select
another city or area code. (Or contact your sales
representative if you're having trouble.)

If your billing plan has reached its limit for user, you will
receive a message indicating the limit has been reached
and asking you if you want to upgrade your plan to
support the users you want to add.

(

Add Users

1 Add Users 2 Shipping Address

Add Users With Phones Add Users Without Phones

ou can add multiple users at a time if they will all use the same area code.

Quantity Area Code ~  Device
1 650 - Atherten, Palo Alto Cizco SPA-525G2 Desk Phone
1 650 - Atherton, Palo Alto Yealink T42S5 Gigabit Busines. ..
1 650 - Atherton, Palo Alto
1 California v 650 - Atherton, Palo Alto

3 Confirmation

Phone Charges

$279.00 (1 X $279.00) - one-time

$149.00 (1 X $149.00) - one-time

One Time Charges

Phones

Recurring Charges

Paid Users with Phones

Users without Phones(with numbers)

Today's Estimated Total*:

Quantity
2

2% 50.00

1x$0.00

*Total charges do not include faxes, fees and prorafes

Cancel

Add

Sub-total*
F428.00
Sub-total*
F0.00
$0.00
$428.00

Next
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On the Shipping page, check and if necessary update
the account information displayed, including the
shipping address if you ordered phones.

Please allow five to seven days for Ground delivery.
Note: Each order can be delivered to only one address.
To deliver phones to several addresses, enter separate
orders for each address.

Click Next. On the Confirmation screen you will have a
chance to review your itemized and total phone order.
The order total may not include taxes and fees.

Click the Back button if you want to revise your order. If
satisfied, click Confirm.

An email confirmation of your order will be sent to the
email address for your account.

(

Shipping Address
100 MILAR PLZ, SAN ANTONIO, TX, _..

Area Code

Total: 0

Shipping Groups

Devices Address

Add Users

~ Add Users 2 Shipping Address

Ship Attention To
~ | Edit | New

Device

w Ship Attention To

2 100 MILAR PLZ, SAN ANTONIO, TX, 7820...

3 Confirmation

Shipping Option
GROUND (5T b... ~

Shipping Option Cost

GROUND (5-7 busin._.  $14.21

Shipping Cost Total:  $14.21

Back

Next
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Bulk Upload of User Information

A customer who wishes to activate a large number of
purchased users at once should contact their sales
agent for assistance.

Rather than entering users' information one user at a
time, the sales agent can use a template file to upload
and activate up to a thousand users at a time.

The sales agent accesses the customer account through
the sales administrative screen, and can review the
account with the customer.

The agent's template file will contain all the Unassigned
User phone numbers and extensions currently in the
customer account.

The customer must provide the data on the users to
assign to each number or extension: user name and
email address, and for users who will be assigned direct
lines, E911 emergency location information such as
street address.

The sales agent can assist the customer in providing the
right data. The customer can send this data to the sales
agent to be transferred into the template and make
necessary edits. Or the sales agent can email the
Template to the customer to be filled out and returned.
The template contains instructions for proper use.

Edit User Information

You have 1 User to edit.

[T you already have a filled out template please proceed to Step 3.

Step 1: Get Template

Download | or | Enter email address

Step 2: Fill Qut Template

Step 3: Upload File

T Browse

Cancel
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Activation of Users

The sales agent checks the finished template to ensure
that the customer's users are assigned to the area
codes and direct lines or extensions desired by the
customer. The sales agent will also ensure that users
with direct lines provide the required E911 address
information.

Once the template is completed and checked it is
uploaded into the system for processing. The system
generates a preview, with problem areas highlighted on
the screen in red, and an Errors column spelling out the
problem with any field that needs to be corrected.

Common errors include missing required information;
bad email addresses (usually typos); using a postbox
address where a street address is required; and
duplicate extensions.

The customer or the agent downloads the file, corrects
the problems, and re-uploads the file. (Don't edit out
the Errors columns; that will be handled automatically.)
Once the template has been processed and checked,
and found to be correct, the Activation process begins.

The sales agent will enter one or more email addresses
that will be notified when the processing is done. An
activation email will be sent to the email address on file.
The activation email will allow the user to create a pin,
password and security question to activate the
extension.
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Appendix C: Multi-Account Access

(
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Account Management Portal

The Multi-Account Access feature centralizes access
for customers with multiple Office@Hand accounts,
and allows them to link all their accounts in the
accounts management portal. It allows company
admins to access their Office@Hand accounts from a
single log in. It also allows administrators to view
services for all accounts from a single location.

The Multi-Account Access feature increases the
efficiency of multiple account management for those
administrators who manage multiple accounts, or who
support multiple clients. From the management portal,
you can easily switch from one account to another. The
portal provides a consolidated view of all accounts,
while they remain separate entities.

To access the management portal:

1. Go to accounts-officeathand.att.com.
2. Enter credentials for an account.Click Log In.

(¢

_/é Multi-Account Access x \D

&« C 0 | @ Secure | https://accounts-officeathand.att.com/#/login

& AT&T Office@Hand

Accounts Management Portal

Have a AT&T Office@Hand Account?

By subscribing to andfor using AT&T Office@Hand, you acknowledge agreement to the AT&T's Terms of Service.

@ 2018 AT&T Intellectual Property. All Rights Reserved
ATA&T and the AT&T logo are trademarks of AT&T Intellectual Property.

Sign In

Direct, Fax or Main Number
Extension (Optional) @
Password

Forgot Password?

Or Sign In With

B4 Email G Google &) Single Sign-on

Powere

RingCentral
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Manage Linked Accounts

You can manage any number of accounts from the
account management portal. Each page in the portal
can display up to 20 linked accounts, and different
pages are identified by page numbers.

To add accounts to the portal:

1. Click Link Account.

2. Enter credentials of the account.
3. Click Log In.

4. Repeat for each account to add.

To unlink an account:

1. Select one or more account(s).
2. Click Unlink selected account.
3. The account is removed from the view.

To edit the account name with descriptive text:

1. Click the Edit icon beside the account.
2. Enter the new Account Name.
3. Press Enter.

To search for an account, enter text in the search field.

To scroll between pages, click controls at bottom right.

Access Accounts

The account management portal allows you easily
launch the Admin Portal for any of your accounts,
avoiding the complexity of logging in to multiple
accounts.

To trigger a login to an account:

1. Click Open beside the account.

2. A new browser tab is launched and you are
automatically logged into the Admin Portal for
the account.

Manage your account as normal.

Ao’

=

S AT8T Office@Hand

Manage Linked Accounts

Manage all the AT&T Office@Hand accounts that you have access to.

. Search Q

(J Account Name Main Number Owner

’ (O New York 2 (888) 846-0010 John Smith
(O Chicago (866) 410-0001 Rachel Richards
O London +44 (118) 250-0001 Michael Hl'é"'“!ll
(0 Canada (587) 404-0140 Charlie Lee
(O San Francisco (866) 410-0004 Abby Brown
O Leek +44 (118) 762-0008 Jennifer Albertson
O

Austin (888) 846-0010 Francisco Mendoza

Total: 1998

John Smith | Logout

’ & Link Account

Ext. Service Status &

102 ©

101 Inbound Call
Outbound Call

301
Desk Phones

101 RingCentral for Desktop

ice.ri l.com

101 service.ringcentral.co
Inbound Fax

301 QutboundFax
Inbound SMS

101
Qutbound SMS
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View Service Status

The account management tool reports status for the Inbound Call (]
following services:
e Inbound Calls Outbound Call °
e Outbound Calls % 2
e Desk Phones Desk Phones ]
* Office@Hand for Desktop RingCentral for Desktop ()
e service.officeathand.com
¢ Inbound Fax service.ringcentral.com %)
e Outbound Fax
e Inbound SMS Inbound Fax -
e Outbound SMS
. . . OutboundFax -
Service status is refreshed automatically every three warning message
minutes. Service status details and the date of the last Inbound SMS o
refresh are displayed when you hover. To manually 12/14/2015, 6:48 pm
refresh the service status, select the Refresh icon: Outbound SMS (]
C Last refreshed on 12/14/2015, 6:46 pm

An abnormal service status results in the display of an
error reason when you hover on the status. The
following statuses are reported:

o Green: the service is available.
o Yellow: there is an error related to the service.
° Red: the service is unavailable.

Grey: service status has not been reported.
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