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Intended purpose

This guide provides details of the features provided by smartnumbers lite.

Intended audience

This guide is intended for users of smartnumbers lite.

Conventions used

This guide uses the following format for tips and additional information:

Additional information relating to the current section.
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1

I NTRODUCTION TO

SMARTNUMBERS

LITE
smartnumbers is a suite of next-generation voice services that enables an organisation to
improve an individual’s availability and working practices, in addition to promoting team
collaboration.
The smartnumbers lite service enables colleagues and contacts to communicate with you
using a single phone number, regardless of whether you are in your office, on the move, hotdesking, or working from home. The service not only improves your availability, but it also
promotes team collaboration when used in conjunction with the smartnumbers Team service,
in which each team has its own dedicated smartnumbers phone number.
Your service also includes Web Services, which integrate your phone with web-based tools
for visual call-control and management. These Web Services include visual announcement of
incoming and waiting calls, access to a click-to-dial contact directory, and visibility of teams
and colleagues' location and availability even when you are working remotely.

1.1

What you get with the smartnumbers lite service
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•

smartnumber: A phone number that customers and colleagues can call to talk to you
wherever you are. Set your location using your telephone handset or your personal
Web Services and smartnumbers will divert your calls directly to you.

•

Single voicemail: Your single mailbox number allows you to receive faxes and
voicemail messages and access them securely. You can also dial this phone number
to manage your personal settings wherever you are, for example, to change your
location, or to record a temporary greeting.

•

Team availability - Your smartnumber can be a member of one or more Virtual
Teams and Virtual Queues, and you can quickly toggle your availability to take Team
calls. The smartnumbers Administrator can define which Virtual Teams and Virtual
Queues that you are active in.

•

Web Services - Access your Web Services to view and manage all your calls and
voicemail services, manage your personal settings, and define how your service will
look and behave. You can find colleagues and customers on the directory with realtime presence information and fast communication buttons such as Dial, Record,
Text and Email for individuals or groups.
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•

1.2

1 Introduction to smartnumbers lite

Call Manager: Call Manager is a java applet window that pops to the front of your
desktop displaying details of incoming calls and providing quick access to frequentlyused functions. Up to four incoming calls can be managed with Call Manager,
including options to redirect the call to a Delegate or to voicemail.

Related Information
Your Web Services include a comprehensive online help system which gives a detailed
description of each page.
The appendices to this document include a phone button map, to aid you in navigating the
telephone menus, and a ‘How do I...?’ section which acts as a quick reference for common
tasks.
► For more information, see "Appendix A: Phone button map" on page 40 and see "Appendix
B: How do I...?" on page 41

1.3

Further Assistance
If you have a question that cannot be answered by this document or the smartnumbers online
help, please contact your customer support representative. Your support details are available
in the Welcome email you received.
Ensure that you have your smartnumber, ID and password to hand when you call the Service
Desk. Ideally, you should also have access to the internet while you make the call.

9030103 - v2-2
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2

G ETTING

STARTED WITH

SMARTNUMBERS LITE
This section describes the initial steps required to start using your smartnumbers lite service.
When you first use the service, you must:
•

Change your password: For security reasons, it is essential that you change your
password when you first log in to your smartnumbers service. The initial password is
sent to you as part of your Welcome information.
► For more information, see "Change your password" on page 8

•

Set your location: Set your location to ensure that you receive calls wherever you
are.
► For more information, see "Set your location" on page 9

•

Record your name and greetings: Record your name to ensure that callers know
they have reached the correct person's voicemail. It is also recommended that you
record an appropriate voicemail greeting.
► For more information, see "Configure voicemail messages" on page 22

•

Configure your mobile voicemail: Configure the divert settings on your mobile
phone to ensure all your messages are left in your smartnumbers mailbox.
► For more information, see "Configure your mobile" on page 24

2.1

Web Services
The data in each area changes depending on your settings, or the context of the page, but the
main navigational areas are the same throughout.
Toolbar
Menu bar

Main area

2.1.1 Advice on choosing a secure password
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•

Choose a code which is hard to guess.

•

Do not choose a combination of digits from your smartnumbers service.

•

Do not share this code with other services.

•

Ideally, you should change your password regularly.
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3

M ANAGE

YOUR PERSONAL
SETTINGS
Your smartnumbers service allows you to manage your personal settings either by using the
web or by using your telephone handset. Your personal settings define where you are,
whether you are available for calls or not, and how you want calls to you to be handled.

3.1

Log in to your service
In order to manage your settings and access your voicemail, you can log in to your mailbox
using a telephone handset, or log on to your Web Services through a web browser. The URL
or address of the Web Services is included within the Welcome email pack that was sent to
you.
All the commonly used functions are accessible through one or both of these services.

3.1.1 Log in to your mailbox
Log in to your mailbox to manage your settings and access your voicemail:
1. Dial your mailbox number.
This number was sent to you within the Welcome emails.
2. Press the

key.

If you do not press the

key then you will be given the option to leave a voicemail.

3. Enter your password when prompted.
The system plays your voicemail messages.

3.2

Change your password
To ensure security, we recommend that you change your password. You can change your
password using either your telephone handset or your Web Services.
Your new password cannot begin with zero.

3.2.1 To change your password using your Web Services
1. Log on to your Web Services.
The web address was sent to you as part of your Welcome email.
2. Click Security.
The Security page is displayed, showing the settings for your entry in the online
directory.
3. Click Change Password.

9030103 - v2-2
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The Change Password page is displayed.

4. Enter your current password in the Old Password text box.
5. Enter your new password in the New Password text box.
6. Enter your new password again in the Confirm Password text box.
7. Click Update.
The focus returns to the Security page.

3.2.2 To change your password using your handset
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press

to access the Mailbox Customisation menu.

3. Press

to access the Password menu.

4. Enter your new password.
5. Confirm your new password.
If your new password is valid, the system will confirm that your password has changed
and return you to the Mailbox Customisation menu.

3.3

Set your location
To receive calls wherever you are, you need to set your current location. It is important that
you update the system whenever your location changes, for example, if you leave your desk
and want calls to divert to your mobile. You can add phone numbers for several locations to
the system. The following locations are available:
Desk

your usual desk phone number

Mobile

your mobile phone number

Home

your home phone number

Temporary location
None (logout)

can be any dialable phone number at any location
not at any location

If your location is set to None, all calls will be diverted to voicemail, regardless of your other
settings. If you share a phone with another smartnumbers user, the system automatically
sets your location to None when another user logs on to the same phone number.

3.3.1 To set your location
1. Log on to your Web Services.
2. Navigate to your Contact page.
3. Ensure there is a phone number entered for your required location.
If the box is empty, enter a phone number.
4. Select your required location from the Location menu.

9030103 - v2-2
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5. Click Save.

3.3.2 To set your location using your telephone
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press
The system will tell you which location your calls are currently being diverted to.
3. Follow the prompts to change your location.
If you select a temporary location, the system will try to automatically detect the phone
number you are calling from, and add that as the temporary location phone number. Always
listen to the phone number you have set as your temporary location to ensure it is a valid,
dialable phone number.

3.3.3 To log out of your current location
When you log out of your current location, you ensure that your calls and message waiting
alerts are delivered to the correct handset and do not confuse colleagues who sit at the same
desk.
1. Log in to your service.
► For more information, see "Log in to your service" on page 8

3.4

2. Press

to access the Call Routing menu.

3. Press

to log out.

Add your personalised greeting
There are three types of greeting you can record:
•

Permanent greeting: The default greeting callers will hear when they are connected
to your voicemail.
► For more information, see "To record your permanent greeting using your handset"
on page 23

•

Temporary greeting: A greeting played to callers for a specified day, and deleted
during the night. This feature is useful for occasions when you know you will be
unavailable to take calls for a long period of time during the day and want to inform
callers of this. You can delete the greeting when it is no longer valid.
► For more information, see "To record a temporary greeting using your handset" on
page 23

•

Extended absence greeting: The greeting used when you are away for an extended
period and do not want to receive calls, or allow the caller to leave a voicemail
message. The system plays the extended absence greeting and then, if you have
defined a Delegate, prompts the caller to indicate whether or not they want to be
transferred to your Delegate. No voicemail message can be left by the caller.
► For more information, see "To record an extended absence greeting" on page 16

9030103 - v2-2
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Set your alerts
The system can automatically alert you whenever you receive a voicemail message or when
you receive a fax. You can be alerted in a number of ways:
•

Call to current location: The system will call the phone number entered for your
current location and play your new voicemail messages when you answer.

•

Send Text Message: The system will send a text message to your mobile phone.

•

Send Email: The system will send an email to your email address.

•

Message Waiting Light: Depending on the network and your handset's functionality,
a light will display on your handset when you receive a new message.

If you are unsure that your network supports this option, please contact the Service Desk.

•

Pager: The system will send an alert to your pager.

You can select any combination of alerts to ensure that you are informed of a new message
as soon as possible.

3.5.1 To set your alerts
1. Log on to your Web Services.
2. Navigate to your Services page.
3. Scroll down to the Message Alert Preferences section.
4. Select the alert types you require.
5. Click Save.

3.5.2 To set your alerts using your handset
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press

to access the Mailbox Customisation menu.

3. Press
to access the Message Alerts menu. The system will inform you of your
current alert options.
•

To select a call to your Current Location, press

•

To select an SMS alert, press

•

To select a Message Waiting Light alert, press

•

To select an Email alert, press

•

To select a Pager alert, press

The system will play your current settings.
4. To enable the alert, press

. To disable the alert, press

The system will return you to the Mailbox Customisation menu.

9030103 - v2-2
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Set your availability
Your smartnumbers service ensures that you receive calls whenever you are available.
However, should you be unable to receive calls for any reason, the system enables you to
configure how calls are answered. The following Availability options are available:
Available
Divert to voicemail
PC ring
Divert to delegate
No messages

you are available to take calls
your calls will be diverted to voicemail
your calls will ring at your PC (Call Manager)
your calls will be diverted to your delegate
callers will not be able to leave voicemail messages

3.6.1 To set calls to ring on your PC only
You need to have Call Manager running to receive alerts of incoming calls.

1. Log on to your Web Services.
2. Navigate to your Contact page.
3. Select PC Ring from the Availability menu.
4. Click Save.
The Summary page is displayed and your availability will be set to Delegate.

3.6.2 To direct calls to your voicemail
1. Log on to your Web Services.
2. Navigate to your Contact page.
3. Select Voice Mail from the Availability menu.
4. Click Save.
The Summary page is displayed and your availability will be set to Voice Mail.

3.6.3 To direct calls to your vociemail using your handset
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press

for the Call Routing menu.

The system will tell you the location to which your calls are currently routing.
3. Press

.

Your selection will be confirmed.
•

To hear your current temporary greeting, press

•

To record a new temporary greeting, explaining why you are unable to receive calls,
press

•

9030103 - v2-2

To delete your temporary greeting, press
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•

To return to the Call Routing menu, press

3.6.4 To direct calls to your Delegate
The Delegate must be another smartnumbers user.

1. Log on to your Web Services.
2. Navigate to your Contact page.
3. Select Delegate Calls from the Availability menu.
4. Click Save.
The Summary page is displayed and your availability will be set to Delegate.

3.6.5 To direct calls to your Delegate using your handset
1. Log in to your mailbox
► For more information, see "Log in to your mailbox" on page 8
2. Press
for the Call Routing menu, the system will tell you the location to which your
calls are currently routing.
3. Press
Your selection will be confirmed.
•

To hear your current Delegate, press

•

To change your Delegate, press

3.6.6 To get missed calls alerts
You can ensure that you are alerted to any calls that you do not answer, and any calls that get
diverted to your Delegate.
1. Log on to your Web Services.
2. Click the Services link in your menu bar.
3. Scroll down to the FindMe Service Preferences section.
4. Select Lost Calls.
5. Click Save.

3.6.7 To get missed calls alerts using your handset
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press

to access the Mailbox Customisation menu.

3. Press

to access the Call Reporting menu.

4. Press

to hear your Lost Call Reporting settings.

The system will tell you if Lost Call Reporting is enabled or disabled.
5. Press

9030103 - v2-2
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The system returns you to the Call Reporting menu.

The system will send you an SMS when any calls to your smartnumber go unanswered and
the caller hangs up before being transferred to voicemail.

3.6.8 To receive an alert when calls to you are answered by your Delegate
1. Log on to your Web Services.
2. Click the Services link in your menu bar.
3. Scroll down to the FindMe Service Preferences section.
4. Select Delegated Calls.
5. Click Save.

3.6.9 To receive an alert when calls to you are answered by your Delegate using your handset
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press

to access the Mailbox Customisation menu.

3. Press

to access the Call Reporting menu.

4. Press

to hear your Delegated Call Reporting settings.

The system will tell you if Delegated Call Reporting is enabled or disabled.
5. Press

to enable Delegated Call Reporting.

The system returns you to to the Call Reporting menu.
The system will send you an SMS when any calls to your smartnumber are answered by your
Delegate.

3.7

Set your team availability
You can make yourself available or unavailable to receive calls made to one or more teams. If
you make yourself available for team calls, you will be available for all teams you are a
member of and you will receive calls according to the settings of each team phone number.

3.7.1 To set your team status
1. Log on to your Web Services.
2. Navigate to your Contact page.
3. Scroll down to the Associates section.
4. To make yourself available for team calls, select the Available for Team Calls check
box.
5. To make yourself unavailable for team calls, deselect the Team Availability check
box.
6. Click Save.

3.7.2 To set your team status using your handset
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8

9030103 - v2-2
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2. Press
This transfers you to the Call Routing menu.
3. Press

to access the Team Availability menu.

The system will inform you of your current team availability settings.
•

To make yourself available for team calls, press

•

To make yourself unavailable for team calls, press

You will still receive calls made directly to your smartnumber.

3.8

Enable call introduction
Call introduction announces an incoming call so that you can choose whether to accept it or
not. When you answer the call, the system says:
"[Your name] there is a call for you. Press star to receive, or replace the handset."
If the system recognises the caller it will play the caller’s name. For example:
"Adam, there is a call from Lucy. Press star to receive, or replace the handset."
If calls are delegated to you, or if you are a member of a smartnumbers team, call introduction
informs you who the call is for, allowing you to respond accordingly. For example:
"There is a call for Adam from Lucy. Press star to receive, or replace the handset."
In a hot-desking environment, call introduction ensures calls are handled accordingly.
For additional security, you can select Call introduction with password, which requires
you to enter your password to receive the call.

3.8.1 To enable call introduction
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press

to access the Call Routing menu.

3. Press
to access the Call Introduction menu. The system will inform you of your
current call introduction setting.

3.9

•

To enable call introduction, press

•

To enable call introduction with password, press

•

To disable call introduction except for delegated calls, press

•

To disable call introduction completely, press

Set your extended absence greeting
The extended absence greeting is used when you are away for an extended period and do not
want to receive calls or allow callers to leave a voicemail message.

9030103 - v2-2
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When enabled, the system plays the extended absence greeting and then, if you have
defined a Delegate, prompts the caller to indicate whether or not they want to be transferred
to your Delegate. No voicemail message can be left by the caller.

3.9.1 To record an extended absence greeting
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press

to access the Mailbox Customisation menu.

3. Press

to access the Extended Absence Greeting menu.

4. Press
over.

to record your extended absence greeting, and

when the recording is

Wait until the system confirms the recording was successful.
The system returns you to the Extended Absence Greeting menu.

3.9.2 To enable an extended absence greeting
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press

to access the Mailbox Customisation menu.

3. Press

to access the Extended Absence Greeting menu.

4. Press

to enable extended absence.

The system will prompt you to record a greeting if you have not already done so.

3.9.3 To disable an extended absence greeting
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press

to access the Call Routing menu.

3. Select your current location to listen to the phone number, and confirm it is correct.
The extended absence greeting will be disabled.
► For more information, see "Set your location" on page 9

9030103 - v2-2
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M ANAGE C ONTACTS
You have access to the full directory of contacts via your Web Services. You can also add
your own contacts and define who has access to them.
You can manage your contacts to ensure they are accessed in the most convenient way for
you. Add contacts that you plan to call in the next few days to your Call List. Contacts that
you call often should be added to your Phone Book. Contacts that are only relevant to you
can be added to your Private contact list.

4.1

Add a contact
You can add contacts to the online directory. Any contacts added will be available to other
users within your company, and their details are displayed when they call you or any other
user. If you plan to contact them often, add them to your Phone Book.

4.1.1 To add a contact
1. Log on to your Web Services.
2. Navigate to the New Contact page.
3. Enter the contact's name and job details in the General section. These details are
displayed on the Search results page.
The Last name and Display name text boxes are obligatory. Display name is
automatically filled with the first name and last name, but can be edited.

4. Add any phone numbers you have for the contact to the Contact Details section.
5. Set the level of security for this contact in the Security Settings section.

9030103 - v2-2

•

Viewable by: This setting defines who can view this contact. The default setting is
Staff, which means that any user to the system can view this contact. If you select
Public, anyone with access to the directory will be able to view this contact. If you
select Private, only you will be able to view this contact and they will be added to
your Address Book - Private page.

•

Editable by: This setting defines who can edit this contact. The default setting is
Staff, which means that any user to the system can edit this contact. If you select
Public, anyone with access to the directory will be able to edit this contact. If you
select Private, only you will be able to edit this contact.

17

smartnumbers lite

4 Manage Contacts

We recommend that for general company contacts, both settings are left as Staff.

6. Add information about the contact's associates in the Directory area.
7. Enter any other information you have on the contact to the Related Information
section.
8. Click Save.
9. If you plan to call the contact often, click
Book.

to add your new contact to your Phone

4.1.2 Make a contact a VIP
There are some contacts that you may consider more important than others. The
smartnumbers service enables you to give these contacts a higher level of service by
ensuring that they can contact you no matter what your availability is set to.
This setting is particularly useful for high priority customers, as well as between managers
and their assistants.

To make a contact a VIP
1. Log on to your Web Services.
2. Enter the name of the contact you require in the Search box and click the Search
button
3. Select the contact you require from the results page. The contact's details are
displayed.
4. Click the Make VIP button
to add the contact to your VIP list. The VIP icon
is
displayed next to the contact's name along with the location and contactability icons.

To manage your VIP list
1. Log on to your Web Services.
2. Click the Address Book link.
3. Click VIPs to view a list of all the contacts you have set as VIPs.

4.2

•

To call any of the VIPs, click the Click to Dial button
next to the required
contact. The system calls your current location before connecting you to the
contact.

•

To remove a contact from your VIP list, select the field next to their details and
click Remove.

•

To remove all the contacts from your VIP list, select the field in the top right-hand
corner of the list, and click Remove.

Add a private contact
You can add contacts to the online directory, which will only be viewable by you.

4.2.1 To add a personal contact
1. Log on to your Web Services.
2. Navigate to the New Contact page.

9030103 - v2-2
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3. Enter the contact's name and job details in the General section. These details are
displayed on the Search results page.
4. Add any phone numbers you have for the contact to the Contact Details section.
5. Enter any other information you have on the contact to the Related Information
section.
6. In the Security Settings section, for Viewable by, select Private.
For Editable by, select Private.
7. Add information about the contact's associations in the Directory Settings section.
8. Click Save.

4.3

Find a contact's details
The system includes a fully-searchable online directory which lists all the users or teams
within your company and any contacts that have been added. This directory is accessible
from every page through the search box in the top right-hand corner of the screen.

4.3.1 To find a contact's details
1. Log on to your Web Services.
2. Click inside the search box at the top of the page.
3. Enter the name or phone number of the person whose details you require, and click the
Search button
The results of your search are displayed.
If there were no matches for your search criteria, the Advanced search page is displayed
allowing you to enter more detailed information to restrict your search.

4. At the results page, click the name of the contact you require.
The contact's details are displayed.

4.4

Call a contact
You can call a contact direct from within Web Services. You can call a contact from their
entry in the directory, or from Call Manager by entering their phone number and clicking Click
Dial

4.4.1 To call a contact
1. Log on to your Web Services.
2. Click inside the search box at the top of the page.
3. Enter the name or phone number of the person whose details you require, click the
Search button

or press Enter.

The results of your search are displayed.
If there were no matches for your search criteria, the Advanced search page is displayed,
allowing you to search again after entering more detailed information.

9030103 - v2-2
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4. On the results page, find the contact you wish to call and click Click Dial
their entry.

next to

The system calls your current location and, when you answer, puts you through to the
contact's current location.
5. To call a contact at a different location, click on either of the icons next to their name.
6. Select CallBack from the menu.

7. Select the location at which you would like to call them from the sub-menu.
The system will call your current location and, when you answer, put you through to
the location you selected.

4.4.2 To make a call using Call Manager
► For more information, see "Use Call Manager" on page 36
1. Log on to your Web Services.
2. Ensure that the Call Manager window is active.
3. Click inside the search box at the top of the page.
4. Enter the phone number you want to call and click Click Dial
5. Click Call.
The system will call your current location before connecting you to the phone number
you have called.

4.5

Create a group
Use groups to better organise and manage your contacts. You can add contacts to, and
remove them from, the group as well as allocating a group leader and administrator.
Once you have created a group you can send SMS messages to the group using your Web
Services. Every member of the group who has an SMS enabled phone number will receive
these messages.

4.5.1 To create a group
1. Log on to your Web Services.
2. Navigate to the New Group page.
3. Enter the group's name, leader and administrator in the General section.
By default, the Leader and Administrator elements are assigned to your name.

4. If required, you can record the group's name in the Recordings section.
5. Set the level of security for this group in the Security Settings section.
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•

Viewable by: This setting defines who can view this contact. The default setting is
Staff, this means that any user to the system can view this contact. If you select
Public, anyone with access to the directory will be able to view this contact. If you
select Private, only you will be able to view this contact and they will be added to your
Address Book - Private page.

•

Editable by: This setting defines who can edit this contact. The default setting is
Staff, this means that any user to the system can edit this contact. If you select
Public, anyone with access to the directory will be able to edit this contact. If you
select Private, only you will be able to edit this contact.

We recommend that for general company contacts, both settings are left as Staff.

6. Add contacts to the group in the Group Members section. You can make this group a
member of other groups under Group Memberships.
7. Enter any other information you would like to record for the group in the Related
Information section. This is displayed on the group's details page.
8. Click Save.

9030103 - v2-2

21

5

M ANAGE

YOUR MESSAGES

The smartnumbers service provides you with a mailbox which allows you to receive
voicemail messages and faxes. When you receive a new message, the system can alert you
in a number of ways.
► For more information, see "Set your alerts" on page 11

5.1

Configure voicemail messages
The service allows you to configure your voicemail settings. You can identify your mailbox to
callers by recording your name, as well as recording a permanent and a temporary greeting. In
addition, you can choose to have copies of your voicemail messages sent to you by email as
a .wav file. This allows you to archive your voicemail messages.

5.1.1 To record your name
1. Log on to your Web Services.
2. Click Recordings in the menu bar.
The Recordings page is displayed.
3. Next to Name Recording, click the Edit voice recording button
The system will call you at your current location and prompt you to record your name.
4. Record your name and wait until the system confirms that the recording was
successful.

5.1.2 To record your name using the handset
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press

to access the Mailbox Customisation menu.

3. Press

to access the Name menu.

4. Press

to record your name, and

when the recording is over.

Wait until the system confirms the recording was successful. The system returns you
to the Name menu.

5.1.3 To record your permanent greeting
1. Log on to your Web Services.
2. Click Recordings.
The Recordings page is displayed.
3. Next to Permanent Greeting, click the Edit voice recording button
The system will call you at your current location and prompt you to record your
permanent greeting.
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4. Record your greeting and press

when the recording is over.

Wait until the system confirms the recording was successful.

5.1.4 To record your permanent greeting using your handset
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press

to access the Mailbox Customisation menu.

3. Press

to access the Permanent Greeting menu.

4. Press

to record your permanent greeting, and

when the recording is over.

Wait until the system confirms the recording was successful. The system returns you
to the Permanent Greeting menu.

5.1.5 To record a temporary greeting
1. Log on to your Web Services.
2. Click Recordings.
The Recordings page is displayed.
3. Next to Today's Greeting, click the Edit voice recording button
The system will call you at your current location and prompt you to record your
temporary greeting for that day.
4. Record your greeting, and press

when the recording is over.

Wait until the system confirms the recording was successful.

5.1.6 To record a temporary greeting using your handset
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press

to access the Mailbox Customisation menu.

3. Press

to access the Temporary Greeting menu.

4. Press

to record your temporary greeting, and

when the recording is over.

Wait until the system confirms the recording was successful. The system returns you
to the Temporary Greeting menu.

5.1.7 To copy a voicemail message to an email address
1. Log on to your Web Services.
2. Navigate to your Services page.
3. Scroll down to Voice Mail Service Preferences.
4. Select Voice to Email.
5. Click Save.
Every new voicemail message you receive will be copied to your email address as an
email attachment in the .WAV format.
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Messages that have been forwarded to email will be classed as Read and therefore will not
display on the New Messages page.

5.1.8 To copy a voicemail message to an email address using your handset
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press

to access the Mailbox Customisation menu.

3. Press

to access the Message Delivery menu.

The system will inform you of your current settings.
4. Press

to access the Voice to Email menu.

5. Press

to automatically copy all new voicemail messages to your email address.

The system will return you to the Message Delivery menu.

5.2

Configure your mobile
To ensure callers use your smartnumber, turn off diverts to your mobile voicemail service.

5.2.1 To turn off diverts to your mobile voicemail service
1. On your mobile, dial #004*11# as if making a normal call, and press Call, Send, or
Talk.
2. Wait for a confirmation message, such as Success or Divert Deactivated.
3. Call your mobile from another phone.
You should not be transferred to voicemail.
► For more information, see "Check your mailbox" on page 24

5.3

Check your mailbox
You can check your mailbox for new messages via the Web Services or by using your
telephone handset.

5.3.1 To check mailbox for new messages using your Web Services
1. Log on to your Web Services.
2. Click the VMail link in the toolbar.
The New Messages page is displayed.
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3. Click the Play

button next to each of your new messages to listen to them.

4. Click the respective links to view, and listen to, saved and old messages.

5.3.2 To check mailbox for new messages using your handset
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. The system will now play your messages.
While the message is being played, you have the following options:
•

To hear the previous message, press

•

To leave a message for another user, press

•

To hear the next message, press

•

To rewind the current message by four seconds, press

•

To hear the time and date the message was left, press

•

To fast forward four seconds into the message, press

•

To action the message, press

•

To call the person who left the message, press

and follow the prompts

5.3.3 Respond to messages
You can respond to messages in one of two ways. You can either reply to the message
sender with a voicemail message, or you can call the message sender directly at their current
location.

Reply to a message sender with a voicemail message
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. When you hear the message you want to respond to, press
3. Press

to record your response to the message sender.

4. Record your response. Press

, or hang up, to end your recording.

Speak to a message sender
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
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2. When you hear the message you want to respond to, press
. The system will ask
you to hold while it tries to connect you to the message sender.
This feature is only available if the system recognises the caller’s phone number.

5.3.4 Forwarding messages
You can forward messages from your mailbox to other users, or to a team of users. When you
forward a message to another user, you can keep a copy of that message in your mailbox for
future reference.
You can divert messages to other users and remove the messages from your mailbox at the
same time.
You can also record annotations to messages before you forward them. For example:
"Hi Pam, this is Jane. I received this message but I think you are the best person to
deal with it. Could you call the customer back? Thanks."

To forward a message to another user or team
1. Log on to your Web Services.
2. Click the VMail link in the toolbar.
The New Messages page is displayed.
3. Select the messages to copy to another user or team by selecting the check box on
the right-hand side of the screen.
To copy all the displayed messages, select the check box on the right of the menu bar at the
top of the screen.

4. Click Copy, and select Copy to other from the drop-down.
The Recipients window is displayed.
5. Click
A Search window opens.
6. Enter the name or phone number of the user or team you would like to copy the
message to and click the Search button

.

7. When the results are displayed, click the Select button
you require. They will be added to the recipients list.

next to the user or team

8. When the recipients list is completed, close the Search window.
9. Click Copy below your recipient list to forward the message.
The recipients list disappears.

To forward a message to another user or team using your telephone
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. When you hear the message you want to forward, press
•
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•

To divert the message and remove it from your mailbox, press

3. Enter the number of the user or team to whom you would like to forward the message,
and press
recipient.

. If the user has a Name recording, this will be played to confirm the

The system returns you to the main menu.

To forward a message with an annotation
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. When you hear the message you want to forward, press
•

To forward the message with an annotation, and keep a copy of the message in
your mailbox, press

•

To divert the message with an annotation, and remove it from your mailbox, press

3. Enter the number of the user or team to whom you would like to forward the message,
and press
If the user has a Name recording, this will be played to confirm the recipient.
4. Record your annotation, and press
•

To send the message immediately, press

•

To listen to the message, press

•

To re-record your annotation, press

•

To add more to the end of the annotation, press

•

To mark the message as urgent, press

The system will return you to your mailbox.

5.3.5 Save messages
Your voicemail messages are automatically deleted after 30 days. To ensure that you do not
lose important voicemail messages, you can save messages in your mailbox.

To save a message to your voicemail box
1. Log on to your Web Services.
2. Click the VMail link in the toolbar. The New Messages page is displayed.
3. Select the message you want to save by selecting the check box on the right-hand
side of the screen.
To save all the displayed messages, select the check box on the right of the menu bar at the
top of the screen.

4. Click Save.
The New Messages page refreshes, displaying the messages that are still in your
mailbox.
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5. Click Saved Messages to view the voicemail archive and check that your message
has been saved.

To save a message to your voicemail box using your handset
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. When you hear a message you want to save, press
3. Press

to action that message.

to save the message.

The system returns you to your mailbox.

5.3.6 Archive messages
You can archive messages either in your voicemail box, or you can copy your messages to
your email inbox where they are received as attachments in a .wav file format.
You can either archive messages on an individual basis, or select to have all new messages
copied to your email address.

To archive messages to your email address
1. Log on to your Web Services.
2. Click the VMail link in the toolbar.
The New Messages page is displayed.
3. Select the message you want to copy to your email address by selecting the check
box on the right-hand side of the screen.
To delete all the displayed messages, select the check box on the right of the menu bar at the
top of the screen.

4. Click Archive.
A message is displayed confirming that the archive is complete.

To archive individual messages to your email address using your handset
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. When you hear a message you want to copy to your email address, press
that message.
3. Press

to action

to save the message.

The system returns you to your mailbox.

To automatically copy voicemail messages to your email address
1. Log on to your Web Services.
2. Navigate to your Services page.
3. Scroll down to Voice Mail Service Preferences.
4. Select Voice to Email.
5. Click Save.
Every new voicemail message you receive will be copied to your email address as an
email attachment in the .WAV format.
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Messages that have been forwarded to email will be classed as Read and therefore will not
display on the New Messages page.

To automatically copy voicemail messages to your email address using your handset
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press

to access the Mailbox Customisation menu.

3. Press

to access the Message Delivery menu.

The system will inform you of your current setting
4. Press

to access the Voice to Email menu.

5. Press

to automatically copy all new voicemail messages to your email address.

The system will return you to the Message Delivery menu.
This setting only applies to new messages

5.3.7 Delete messages
To ensure that your mailbox is kept current and the messages you require are easily
accessible, you can delete messages that you no longer need.

To delete messages
1. Log on to your Web Services.
2. Click the VMail link in the toolbar.
The New Messages page is displayed.
3. Select the message you want to delete by selecting the check box on the right-hand
side of the screen.
To delete all the displayed messages, select the check box on the right of the menu bar at the
top of the screen.

4. Click Delete.
The New Messages page refreshes, displaying the messages that are still in your
mailbox.

To delete messages using your handset
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. When you hear a message you want to delete, press
3. Press
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The system returns you to your mailbox.

5.4

Send a voicemail message
You can send a voicemail message to a contact or team, which they receive as a new
voicemail message in their mailbox. This is particularly useful for sending a message to every
member of a team, but only recording the message once.
You can only send voicemail messages to other users, or teams of users.

5.4.1 To send a voicemail message using your Web Services
1. Log on to your Web Services.
2. Click in the search box at the top of the page.
3. Enter the name or phone number of the person or group whose details you would like to
send a message to, and click the Search button
The results of your search are displayed.
If there were no matches for your search criteria, the Advanced search page is displayed
allowing you to enter more detailed information to restrict your search.

4. At the results page, click the name you require.
The contact's details are displayed.
5. At the contact's details page, click the Leave a Voicemail button
The system will call your current location and connect you to the mailbox you selected.
6. Leave a voicemail message and hang up when you have finished.

5.4.2 To send a voicemail message with your telephone
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press
The system requests the phone number of the person or group you are leaving a
voicemail message for.
3. Enter the smartnumber of the user or team and press
4. Leave a voicemail message after the tone.
5. When you have left the voicemail message, hang up.
To hear other options, press

5.5

Configure your fax settings
The system allows you to define how your faxes are handled. You can enter a number for a
fax machine you would like your faxes to be sent to, and also select whether you would like
your fax messages to be copied to your email address as a TIFF email attachment.
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5.5.1 To add fax numbers to your service
1. Log on to your Web Services.
2. Navigate to your Contact page.
3. Add the relevant numbers to the fax locations:
•

Office Fax number: The number of the most convenient fax machine to you in
your usual office.

•

Home Fax Number: The number of your home fax machine, if available.

•

Temporary Fax Number: The number of a fax machine you are accessing for a
temporary period. This is particularly useful when hot-desking, or on the move.

4. Click Save.

5.5.2 To receive copies of faxes as email attachments
This is the recommended option, as no charges are made to send the fax as an email
attachment.

1. Log on to your Web Services.
2. Navigate to your Contact page.
3. Under the Fax Locations menu, select Fax-to-email.
4. Click Save.
New faxes will be sent to the same email address as voicemail messages. To change
your email address, please contact the Service Desk.

5.5.3 To receive copies of faxes as email attachments using your handset
This is the recommended option, as no charges are made to send the fax as an email
attachment.
To change the email address, please contact the Service Desk.

1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press

to access the Mailbox Customisation menu.

3. Press

to access the Message Delivery menu.

The system will inform you of your current settings.
4. Press

to access the Voice to Email menu.

5. Press

to automatically copy all new voicemail messages to your email address.

The system will return you to the Message Delivery menu.

5.6

Access faxes
You can access your faxes in a number of ways: you can have your faxes sent to any of the
pre-defined locations you have set; you can access the faxes as attachments to emails sent
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to your email address; and you can access faxes from any fax machine.

5.6.1 To send faxes to a pre-defined location
1. Log on to your Web Services.
2. Navigate to your Contact page.
3. Select the fax location you would like from the list. Ensure that the fax number is
correct.
4. Click Save.

5.6.2 To send faxes to a pre-defined location using your telephone
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press

to access the Mailbox Customisation menu.

3. Press
to hear the Message Delivery menu. The system will inform you of your
current delivery settings.
4. Press

to access the Fax Forward menu:

•

To have faxes delivered to your office fax, press

•

To have faxes delivered to your home fax, press

•

To have faxes delivered to your temporary fax, press

If no fax number is entered for the location you select, you will be prompted to enter a fax
number. To add the phone number from which you are calling, press the

key.

5.6.3 To access faxes in the mailbox
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press

to access the Fax menu.

The system will play the details of the faxes in your mailbox.
3. When you hear the details of the fax you want to access, press
4. If you are calling from a fax machine, press
calling from.

to send the fax to the machine you are

5. If you would like the message to be sent to a fax machine convenient to where you are,
press
fax.

5.7

and enter the number of the machine to which you would like to deliver the

Manage faxes
The system enables you to manage your faxes. You can send faxes to another user, delete
unwanted faxes, and save important faxes in your mailbox or by archiving them as email
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attachments.

5.7.1 To copy a fax to another user
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press

to access the Fax menu.

The system will play the details of the faxes in your mailbox.
3. When you hear the details of the fax you want to copy to another user, press
access the Fax Action menu.
4. Press

to

to forward the fax.

5. Enter the number of the user to whom you would like to forward the fax, and press
If the user has a Name recording, this will be played to confirm the recipient.

5.7.2 To save faxes in your mailbox
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press

to access the Fax menu.

The system will play the details of the faxes in your mailbox.
3. When you hear the details of the fax you want to save, press
Action menu.
4. Press

to access the Fax

to save the fax.

5.7.3 To delete unwanted faxes
1. Log in to your mailbox.
► For more information, see "Log in to your mailbox" on page 8
2. Press

to access the Fax menu.

The system will play the details of the faxes in your mailbox.
3. When you hear the details of the fax you want to save, press
Action menu.
4. Press
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C USTOMISE W EB S ERVICES
You can customise your Web Services to ensure that your most commonly-used tools are
readily available to you.

6.1

Customise your Web Services
You can customise your Web Services Home page to ensure that you view the most relevant
pages to you as quickly as possible.

6.1.1 To change the page you see when you first log on
1. Log on to your Web Services.
2. Navigate to the Services page.
3. Select the page you would like to see when you first log on, from the Startup Page
drop-down.
4. Click Save.

6.2

Customise your toolbar
You can define which functions will be available to you at all times through the toolbar. You
can define which settings are shown on the toolbar for your normal Web Services, and when
you access Web Services using a PDA. The following options are available:
•

Set Location

•

Set Availability

•

Set Team Availability

•

Set Fax Location

•

Record Today's Greeting

•

Search Directory

The icons displayed reflect your current status.

6.2.1 To customise your toolbar
1. Log on to your Web Services.
2. Navigate to the Services page.
3. Select which functions you would like on your toolbar when you access your Web
Services from a laptop, or desktop computer.
4. Select which functions you would like to view on your toolbar when you access your
Web Services from your PDA from the PDA Preferences section.
This is a normally a smaller selection than the web view, to compensate for the smaller
screen.

5. Click Save.
9030103 - v2-2
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The functions you select will now be accessible via the toolbar on your Web Services.
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U SE C ALL M ANAGER
Call Manager is a java applet window which pops to the front of your desktop, displaying
details of incoming calls and providing quick access to frequently- used functions. Call
Manager is launched from your Web Services and is re-sizable.

In order to use Call Manager, please ensure pop-up blockers are disabled for your Web
Services.

You can also use Call Manager to control inbound and outbound calls.
► For more information, see "Control calls" on page 37

7.1

Change your location
You can change your location settings directly from Call Manager.
1. Click the Location button. This button displays the icon for your current location.
2. Select a new location from the list shown.

If you select a temporary location, a field is displayed for you to add a temporary phone
number. Click the Location button again to confirm your selection.

7.2

Change your availability
You can change your availability directly from Call Manager.
1. Click the Availability button, this displays the icon for your current availability.
2. Select a new availability setting from the list shown.
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3. Click the Availability button again to update your settings.

7.3

Change your greeting
You can change today's greeting directly from Call Manager.
1. Click the Record Greeting button
, the system will call you at your current
location and prompt you to record today's greeting.
2. Record your greeting, and press

to end the recording.

Wait for the system to confirm that the recording was successful before hanging up.

7.4

Search the directory
You can search the directory from Call Manager.
You can also access your Address book, giving you access to important or frequently called
contacts.

7.4.1 To search the directory
1. Enter a name or phone number in the Search box.
2. Click the Search button

or press Enter.

The search results are displayed in a new window.

7.4.2 To access the phonebook
•

Click the Address Book button
Your phone book opens in a new window.

7.5

Control calls
You can control incoming calls after you have answered using your phone handset or Call
Manager. When you have more than one call, Call Manager displays them as tabs.

7.5.1 To control inbound calls using your handset
After receiving a call to your smartnumber, you have the following options:
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7.5.2 To control calls using Call Manager
1. If you have more than one call, click the tab in Call Manager corresponding to the call
you wish to control.
The tabs display the caller’s name (if it is known by the system) or the CLI.

Tabs are only displayed if you have more than one caller.

2. Click an action button.
Action

Result

Hang up

Caller hears

Call disconnected

Disconnection tone

Accept

Call delivered to your current
location

You

Delegate

Call diverted to your Delegate

Your delegate

Voicemail

Call diverted to your voicemail

Your voicemail greeting

Call is placed on hold

Comfort message with options

Please Hold

7.5.3 To make an enquiry call with Call Manager
After receiving a call, you can make a second, enquiry call.
1. Click Please Hold to place the caller on hold. Follow the prompt to hang up.
2. Dial the phone number you wish to call. You can do this in numerous different ways:
•

Call the phone number using a telephone as normal.

•

Type the phone number in the Call Manager text box and click the Click Dial
button

•

. Answer your telephone when it rings and follow the prompts.

Search for the contact in the directory and click the Click Dial button
your telephone when it rings and follow the prompts.

. Answer

3. After completing the call, hang up.
4. Click Accept in the Call Manager.
Answer your telephone when it rings and you will be re-connected with the original
caller.
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R EPORTING
The smartnumbers services offer you the ability to analyse your call answering performance
using Management Information reports.

8.1

Management information reports
The smartnumbers Management Information reports provide a powerful tool for analysing the
performance of your business, measuring the customer calling experience and monitoring
how, over time, the service improves as adjustments are made to processes, people and
other resources. Reports are optionally available upon request via the Service Desk. They
are delivered automatically by email at agreed intervals to suit your schedule.
► For more information about Management Information reports visit
http://www.btsmartnumbers.com/reports.

8.2

Web Services call statistics
The Web Services call statistics allow you to see a log of all calls which involve you in some
way, whether you are the caller, the intended recipient, or the actual recipient. The statistics
include all missed calls, whether or not the caller left a voicemail message, and can also
provide a statistical summary as well as a detailed call log.
Made calls logged here have to be dialled through your service.

To access the Web Services call statistics, log on to your personal web portal and click
calls.
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A PPENDIX B: H OW DO I...?
The latest version of this guide as well as a troubleshooting/FAQ section can be found at:
http://support.smartnumbers.com
It is recommended that you check this web page before you call the Service Desk.
•

How do I know if I have a voicemail?
► For more information, see "Set your alerts" on page 11

•

How do I listen to voicemail?
► For more information, see "Check your mailbox" on page 24

•

How do I receive faxes to the office fax machine?
► For more information, see "Access faxes" on page 31

•

How do I divert calls to a new desk?
► For more information, see "Set your location" on page 9

•

How do I ensure that people who call me can speak to someone who can help them?
► For more information, see "Set your availability" on page 12

•

How do I change my password?
► For more information, see "Change your password" on page 8

•

How do I forward voicemail to someone else?
► For more information, see "Respond to messages" on page 25

•

How do I stop calls to a team of which I am a member?
► For more information, see "Set your team availability" on page 14

•

How do I get a contact's details?
► For more information, see "To find a contact's details" on page 19

•

How do I let people know I'm in a meeting?
► For more information, see "Add your personalised greeting" on page 10

•

How do I stop voicemail messages building up in my voicemail box if I am away for a
significant length of time?
► For more information, see "Set your extended absence greeting" on page 15

•

How do I ensure I always receive calls from selected people?
► For more information, see "To make a contact a VIP" on page 18
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