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1. Access

1.1 Web Administrator Portal Access:
Using a web browser access the following url:
https://www.admin.phoneiqg.co

Credentials:

Email address used to signup

Password
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<. PhonelQ

Login to your account

Password

Login

Forgot your password?

1.2 Forgot my password:
To restore your password:
a) Enter your email address.
b) Click in the forgot my password option in the login screen.
c) Check your email inbox for an automatic email with a link to restore
your password.
d) Choose a new password.

e) Login with the new credentials.




2. Locations

Description:
Locations allow administrators to easily group departments, users, call flows,
phone numbers, devices and more. Locations can represent the different offi-
ce locations of a business and provide different configuration options like:

a) Country: Defines the dialing plan for the users within the location.
b) Time Zone: Sets the default time zone for call flows within the location.
c) Language: Sets the language for the default voicemail greetings.

)
d) Emergency Services: If enabled for the account, it allows to setup the

default E911 address for that location.

It is required to have at least one location within the account.

2.1 Create New Location:
Within the admin portal, under the locations app, select the option “Add New

Location”.
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Once selected, complete the following form with the corresponding data.

Departments:
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Location

Name® Time Zone

Buenos Aires (UTC-03:00) City of Buenos Ai... *

Default voicemail greeting Country

English v Argentina

State/Region:

Buenos Aires

3. Departments

Description:
Departments allow administrators to group users into teams. Departments are

created within a location.

3.1 Create Department
In order to create a department, select the option departments within the desi-
red location and click the button create department.

Complete the form with the departments name.

Once created you can assign users to the available departments from the users

view within a location. Users can only be assigned to one department.




Departments are not required.
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4. Users

Description:
Users have two system roles:

Admin: Can access both the end user apps and administrator portal

Agent: Can only access the end user apps.




4.1 Create users
a) Access the users view, within the desired location.
b) Click on create user.
c) Complete the form with the following information: First Name, Last
Name, Email, Extension Number, Department (optional), Role, Call Re-
cording and Call Handling rules when the user is unavailable.
d) If the account has personal numbers enabled for each user, choose a

personal phone number.
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* Users will receive an automatic email with a link to setup up their password
and download the corresponding apps.
Apps can be manually downloaded from the following

URL: https://www.phoneiqg.co/apps




4.2 Edit User:

To edit a user, click on a user within the users view.

4.3 Delete User:

To delete a user, visit the users view within the desired location and hover the
cursor over the user. A menu menu located on the right handside will appear

and when clicked will prompt the option to change password.
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4.4 Restore a Users Password:
To restore the password of a user, visit the users view within the desired location
and hover the cursor over the user. A menu menu located on the right handsi-

de will appear and when clicked will prompt the option to change password.
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5. Desk Phones:

Description:
Desk phone can be created, managed and provisioned from within the ad-
ministrator portal, under the locations app and the “Devices” view. PhonelQ
offers two type of devices:

User Phones: Desk Phones assigned to individual users.

Shared Devices: Desk Phones that are not assigned to specific users, but ra-

ther are commonly used within conference rooms, reception areas, etc.

Desk Phones can be provisioned in two ways:

Automatic Provisioning: If the brand and model of the Desk Phone is
listed within the fully supported device list, administrators will be able to
provision them automatically using PhonelQ’s provisioning URL, requi-
ring no manual input or configuration.

Manual Provisioning: If the brand and model of the Desk Phone is not
listed within the fully supported device list but is a fully compliant SIP de-
vice, administrators will be able to manually provision the device using

the SIP credentials prompted by the system.

5.1 User Phones:

In order to create user phones, the creation of users is required. Users will be
able to handle calls from their PC and mobile by default using PhonelQ's apps,

administrators can also assign Desk Phones when required.

a) Access the Devices View within the desired location and click on “User
Phones”

b) Select the option “Add Device”.

c) Select brand and model (if the Desk Phone’s brand and model is not
within the fully supported device list, select the option “other”.

d) Select the user to whom which the device should be assigned and the
Mac Address of the device (only in case the device is part of the fully su-

pported device list).
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e) Once created, administrators should provision the phone in order to
make it work (visit section 5.3 and 5.4 for automatic and manual provisio-

ning instructions.
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MAC address: 001422012345

e m

5.2 Shared Devices:

Shared Devices can be created by assigning a Name and an Extension Num-
bers. These devices don't have a voicemail box nor they provide access to the

different Unified Communications Apps.
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f) Access the Devices View within the desired location and click on “Sha-
red Devices”

g) Select the option “Add Device”.

h) Select brand and model (if the Desk Phone’s brand and model is not
within the fully supported device list, select the option “other”).

i) Assign a Nickname to the Device, Extension Number and Mac Address
of the device (only in case the device is part of the fully supported device
list).

j) Once created, administrators should provision the phone in order to
make it work (visit section 5.3 and 5.4 for automatic and manual provisio-

ning instructions.
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Shared device

Please select the brand and moded of your IP Phane. If your P Phone brand Hlclmeme:
“other”

isnat listed below,

Reception

Select your device brand; Select your device model;
ealirik

IP Phene MAC address:

[ Q01565407054
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Previous

5.3 Automatic Provisioning:
For Desk Phones that are part of the fully supported device list, automatic pro-
visioning is available. Yealink devices should be added to the Yealink RPS ser-

vice, if they weren't added please contact support@phoneiqg.co and request

them to be added before provisioning starts.
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a) Create a device in PhonelQ with a valid 12 digit mac address (usually
found on the back of desk phones).

b) Connect the phone to the public internet.

c) If the Phone wasn't added to the Yealink RPS service, find the private IP
address of the phone using the Desk Phone’s physical display.

d) Enter the private IP address into your PC's web browser (note that the
pc and phone should be within the same network).

e) Login to the Desk Phone using the credentials for your account. The
username is “admin” and the password can be found in PhonelQ’s admin
portal, under the settings app and company settings tab, click on the eye

! "

to see your account'’s “provisioning password”.

f) Once you have access to the desk phone’s web interface, visit the set-
tings tab and select the “Auto Provision” view.

g) Enter the PhonelQ’s provisioning URL in the “Server URL" field and se-
lect the option “Autoprovision now” - http://app.phoneiq.co:9090/Prov/
Credentials

h) Once this initial phase of provisioning is completed, reboot the phone

to start Phase 2 of the provisioning process.

i) Once rebooted the desk phone will be ready to use.

Yealink IP PHONE
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% 192,.168.5,135

2. MAC: 00:15:65:84:62:79

3. Firm

ware: 45.80.0.20
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Shared device
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Shared device

Mickname: Entension number:

Reception 5005

1P Phene MAC address:

| oo1sesecrose

Login Enterprise IP phone SIP-T28P

Username  admin

Password =~ eeee-
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5.4 Manual Provisioning:
For Desk Phones that are not part of the fully supported device list but are fully

SIP compliant, manual provisioning is available.

a) Create a device in PhonelQ with the brand and model selected as “Other”.
b) Once the device is created, copy the SIP credentials (SIP Username,
Password and Domain).

c) Connect the phone to the public internet.

d) Using the Desk Phone’s physical display, find the private IP address of
the phone.

j) Enter the private IP address into your PC’'s web browser (note that the
pc and phone should be within the same network).

k) Login to the Desk Phone using the Desk Phone credentials, usually they
are "admin” for both username and password, we highly recommend ad-
ministrators change these default credentials for all desk phones that not
using the Automatic Provisioning system.

|) Complete the following fields from within the Desk Phones web inter-
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face and click provision: Label (Name for the account), Display Name
(The name for the SIP account, will probably show on the phone’s physi-
cal display), Register Name (SIP Username), User Name (SIP Username),
Password (SIP Password), Server Host (SIP Domain).

m) Provision the device and check that it has successfully registered with

PhonelQ's telecom platform.
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User phone

Please select the brand and model of your |P Phone. If your IP Phone brand
and model is not listed below, please select "other"”

Select your device brand: Select your device model:

Other Other
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Register Status

Line Acthve

Labet

Display Name
Register Name

Uiser Name

Password

Enable Outhound Frowy Server
Dutbound Proxy Sersr
Transport

NAT

STLIN Server
SIPServer 1 )
Server Host

Server Expires
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6. Phone Numbers:

Description:

The Phone Numbers view will display all Phone Numbers assigned to either
the location or users within the location. Administrators should select a spe-
cific Phone Number as the “Default Caller ID” for all users within a location. If
users don’t manually change their caller ID, or the location hasn’t been set so
that users have their personal number as the default caller ID, the default ca-
ller ID will be the number presented to callee’s by default. Administrators will
be able to port existing numbers by emailing support at support@phoneiq.co,
and specifying the Number, Carrier, Country, Area Code in the request. Num-
ber Porting Requests will be review by our team and will be either approved
or rejected based on Countries and Carriers. Administrators can also buy new

phone numbers, which will be provisioned and fully operational instantly.

6.1 Buying a new phone number:

In the Phone Numbers view, within the locations app, select the option “"Buy
Number”. Once selected, choose the Country, Number Type (Local, National,
Toll Free) and Area Code if applicable and perform a search. Available Num-
bers will appear within the search results, allowing you to select the number
you prefer. If the country selected doesn’t support automated provisioning,

please select the Request Number option and our support will provision the

number usually within 20 minutes during regular business hours.




6.2 Deleting an existing phone number:
In the Phone Numbers view, within the locations app, hover the cursor over the

desired number. Click on the arrow menu on the right handside and select the

option delete.

n
T @
4
1]

= D oo ® @ sinow
== n'_ Rindesseio: rehuncen TR
st Carin () .-"'—‘ i Mot Caitiy Uerigtian:
R

6.3 Modifying the location’s default caller ID:
a) In the Phone Numbers view, within the locations app, click on the num-

ber you want to set as the default caller ID for all users assigned to that

location.

b) Choose the option “Make this number your default caller ID” and press

save.

Note that this procedure might take some time to process based on the num-

ber of users assigned to the location.
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Number info

Number Country
+13346001212 s

Description

Slipport Line

CalleriD &
Make this number your caller 1D @D
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6.4 Phone Number Description:
Administrators can add descriptions to phone numbers, making it easier to
both them and end users to recognize specific phone numbers like: Support,

Sales, Main Line, etc. In order to change a Phone Number’s description:

a) Access the Phone Numbers view, within the locations app and click on

the number you want to edit.

b) On the Phone Number form edit the description and click save.
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/. Ring Groups:

Description:

Ring Groups allow administrators to group multiple users under one particular
extension, making their devices ring using either a cascading or simultaneous
strategy. Ring Groups are ideal for non call center environments, where more

sophisticated call distribution technology is required.

7.1 Create Ring Group:

a) Access the Ring Groups & Call Queues view, within the locations app,

and select “Ring Groups”
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b) Select the option create ring group.

c) Assign a name, users and the extension number to the ring group.

d) Select if you want to record inbound calls to the ring groups extension
number.

e) For missed calls choose between busy tone or voicemail, if voicemail
is select decide which agent should receive the voicemail.

f) On the advanced tab select the call distribution strategy, choose be-

tween cascading or simultaneous ring.
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7.2 Delete Ring Group:
To delete a Ring Group access the Ring Group view, hover the cursor over the

desired ring group, click on the menu located on the right handside and select

the option delete.
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8. Call Queues

Description:

Call Queues allow the administrator to group users under one extension, pro-
viding advanced call center technology to handle automated call distribution.
Call Queues should be used for teams such as support, inbound sales, among

others, that often manage a significant volume of inbound phone calls.

8.1 Create Call Queue:

a) Access the Ring Groups & Call Queues view, within the locations app,
and select “Call Queues”.

b) Select the option create Call Queue.

c) Assign a Name, Extension Number and Users.

d) Default Music: Is the music on hold. Callers will listen to this music whi-
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le they wait for an agent to respond. Audio files should be MP3 or WAV
and should not exceed 5MB.

e) Call Distribution Strategy: Calls can be distributed among agents using
Round Robin or Most Idle strategy.

f) Wrap Up Time: is the time in seconds that an agent has to complete
their after call work.

g) Agent Ring Timeout: the amount of time in seconds the devices of an
agent will ring before moving to the next agent.

h) Max. Number of Calls: The maximum number of calls allowed within a
specific queue. When the number of calls is exceeded, calls will move on
to the next step defined in a call flow.

i) Max. Hold Time: The maximum time in seconds a call will remain on
hold before exiting the queue and moving on to the next step defined in
a call flow.

j) Service Level: The percentage of calls answered within a specific time
frame defined in seconds by the administrator. For example an adminis-
trator might define that his service level target is to answer 85% of calls
within the first 20 seconds.

k) Allow callers to enter the queue even if no agents are available: This
option will allow calls to be enqueued although there are no agents log-
ged in.

|) Call Recording Enabled: Record all inbound calls to the queue.
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8.2 Delete Call Queue:

To delete a Call Queue access the Call Queues view, hover the cursor over the
desired call queue, click on the menu located on the right handside and select

the option delete.

9. Call Flows

Description:
Call Flows are used to route inbound phone calls. Call flows can be very sim-
ple or highly complex. One or multiple Phone Numbers can be assigned to a

specific call flow and administrators can create as many call flows as they want.

9.1 Create Call Flow:

a) Access the Call Flows view, within the locations app.

b) Select the option Create Call Flow.

c) Complete the form by assigning a Name, Time Zone, Phone Numbers
and selecting if you want to record all inbound calls.

d) Once the call flow is created, select the option to add business hours.

You can create as many business hour rules as you need.

e) Once the business hours are added, drag and drop the different call
flow actions from the right hand side menu into the corresponding slot
(no slot should be left blank).

f) Once all business hours have been configured, administrators should
proceed to setup routing rules for all unspecified hours.

g) Once all slots have been filled with call flow actions, click save.
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9.2 Edit Call Flow:

a) To edit the name, time zone, assigned phone numbers or call recor-

ding settings click on the call flow you want to edit and choose the op-

tion “Info. & Numbers”.

b) To edit the call flow routing rules, change the actions in the different

slots and click save.
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9.3 Delete Call Flow:

To delete a Call Flow access the Call Flows view, hover the cursor over the
desired call flow, click on the menu located on the right handside and select

the option delete.
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9.4 Call Flow Actions:

9.4.1 Phone Menu:

A phone menu is the set of instructions that you normally hear when you con-

nect via phone with a company “press 1 for sales, press 2 for support”. Exten-

sion dialing is enabled by default.

a) Greeting: The menu greeting is used to provide instructions to the ca-

ller. Administrators can choose between pre recorded audio files (limited

Menu greeting

] o

Text to speech Upload file
like a robot mp3 or wav

Menu options

)

2

+ Add menu option

Do you want to repeat the menu back?

0 Time(s)

Language prompt for this menu

English v

If the caller didn't enter an option

Enable wrong option message @

to 5 MB, MP3 or Wav format) or text to
speech audio in multiple languages.
b) Options: Are the different set of
menu options defined to route calls.
Menu options can range from 0 to 9
and allow to configure any call flow
action.

c) Repeat Greeting: The amount of ti-
mes you want to repeat the message
if the caller hasn’t entered a valid op-
tion.

Prompts Language: The language
used in automatic messages, e.g.: in-
valid entry, etc.

d) If the caller didn’t enter an option:
Defines the call flow action when the
caller hasn't selected a valid option.
e) Enable wrong option message:
Plays an audio stating that the option

selected is not valid.
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9.4.2 Dial:

Allows callers to be connected to users, ring groups and other call flows.

[=] ]
Menu greeting Dial
|. '?J Q Jane Doe >4
Text to speech Upload file
like a robot mp3 or wav

Menu options

E‘ u Dial X | ®

+ Add menu option

9.4.3 Call Forwarding:
Allows callers to be connected with external Phone Numbers via an outbound

call (calls will be treated as regular outbound calls and might have a cost).

[=] [=]
Menu greeting Call Forwarding
.. 'ETF' Phone number:
Text to speech Upload file =
like a robot mp3 or wav = +*1 v 5551234567

Menu options

1 " C—> Call Forwarding X ‘@

—_—

+ Add menu option
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9.4.4 Call Queue:
Allows callers to be connected to call queues. If the call is not answered further

call flow actions can be configured, for example a voicemail box.

Menu greeting o Call Queue
,, T @ Customer Service b §
Text to speech Upload file
like a robot mp3 or wav Then
% Hang Up b4

Menu options

——

‘ 1 | &)  callQueue X | ®

+ Add menu option

9.4.5 Voicemail:
Allows callers to be connected to a voicemail box so they can leave a message.
Agents will receive the message via their apps, desk phone or email. Adminis-

trators can setup custom greetings using text to speech or audio files.

[=] [=]
Menu greeting Voicemail greeting
: Text to speech:
& T -
Tk s speech Upload file Spanish ES - Woman v
like a robot mp3 or wav
Thank you for calling us. Our office hours are
Monday through Friday from 9 amto 6 pm
Menu options Eastern Time. Please leave a message and we
will get back to you soon.
.
[ 1 ‘ QO  Voicemail X | X

+ Add menu option

0 Jane Doe X
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9.4.6 Greeting:

Allows callers to be connected to an audio file. Administrators can choose be-
tween pre recorded audio files (limited to 5 MB, MP3 or Wav format) or text to

speech audio in multiple languages.

Menu greeting Greeting Dial

I@' o Text to speech: Q ane Die %%
Text to speech Upload file Ehpintiosiisn N
like a robot mp3 or wav
Hello and thank you for ealling Phonel Q. If
you know the extension of the party you are
Menu options trying to reach, you may dial it at any time.

1 ©, Greeting X |

+ Add menu option
P Then

Rz Dial X

9.4.7 Pivot:

Pivot allows companies to build custom IVR's that connect to external systems
in order to route calls based on data like order number, customer number, etc.
Pivot systems can be built using XML or JSON and should be hosted in URL's

that PhonelQ can reach.

Menu greeting Pivot
) oo Voice URL
Text to speech Upload file
like a robot mp3 or wav
Menu options
‘ 1 ‘ N Pivot |

+ Add menu option

9.4.8 Hangup:
Ends the call.
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10. Automatic Call Recording

Description:
PhonelQ offers automatic call recording for both outbound and inbound pho-

ne calls. Automatic call recording can be configured at different levels.

10.1 User Level Call Recordings:

Administrators can set automatic call recording at a user level, with options to
record all calls, inbound only or outbound only. To enable automatic call recor-
dings navigate to the users view within a location and select a user. In the Edit

User form set the call recording option to the desired value.
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First Name™ Last Name™:

Jane Doe

Emall™: Extension™ @

janedoe@phoneig.co 1001

Department: Role*:

Agent

Record calls: If unavailable

All ' Voicemail

None

Inbound

Qutbound

All

10.2 Call Flow Call Recordings:

Administrators can set automatic call recording at a call flow level to record in-
bound calls. To enable automatic call recordings navigate to the call flows view
within a location and select a call flow. Click on the Info & Numbers boton and

set the call recording option to the desired value.

3




10.3 Call Queue Recordings:

Administrators can set automatic call recording at a call queue level to record
inbound calls. To enable automatic call recordings navigate to the call queues
view view within a location and select a queue. Click on the advanced tab and

set the call recording option to the desired value.

10.4 Ring Group Recordings:

Administrators can set automatic call recording at a ring group level to record
inbound calls. To enable automatic call recordings navigate to the ring groups
view view within a location and select a ring group. Set the call recording op-

tion to the desired value.

10.5 Call Recording Management:
Administrators will be able to listen and manage call recordings from the call
logs app in the administrator portal.
a) Select the desired filters and press search.
b) Once the CDR's (call detail records) are shown, press on the play but-
ton to listen to the recording.
c) Call recordings can be downloaded by clicking on the 3 dots menu
while listening to a recording,
d) Call recordings can be archived by hovering over a specific CDR and
clicking on the right hand side menu. An option to archive will be pre-
sented. Archived recordings can be recovered by contacting support@

phoneiqg.co, if the recording is requested within the storage time frame.
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Play Recording Audio
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11. Call Logs

Description:
The app Call Logs allows administrators to easily find for phone call related
CDR'’s within the system while providing powerful filters and options to per-
form advanced searches.

11.1 Search by Location:

Allows administrators to search for

Search by phone calls associated to users and

phone numbers from a specific loca-

Locations User
== tion.
= Custom Search
GallLogs Location 11 2 S
.2 Search by Phone Num-
( Phone Number ber:
Livi
‘ Queue Allows administrators to search for
Ueey phone calls that originated or termi-
Integrations nated on a specific PhonelQ phone
All P P
number.
Date
Billing From:
E 2018/12/06 11.3 Search by User:
To: Allows administrators to search for
Settings
2019/03/11 phone calls received or made by a
specific user.
11.4 Search by Queue:

Allows administrators to search for
phone calls associated to a specific

call queue.

11.5 Custom Search:
Allows administrators to search for phone calls related to a specific phone
number or contact name. A search box is provided were administrators can

type in the name or number and perform the search.
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11.6 Standard Filters:

Direction: Specifies the direction of the call (Outbound, Inbound, Missed).
Type: Specifies if the call is internal or external (PSTN).

Date: The range of dates to perform the search.

11.7 Export to Excel:

Allows administrators to download the phone call activity as an excel file.

ece
—
€ C =
-‘ @ Andres Denis
Search by User Call Logs Filter by name or number.., v
Locatiorn. Vser
Mame/MNumber Date Duration Call Cost Rec  Acw
=
= 4 —.
B seorcnuser ) +14177202455  Mar8th, 12:28 00:00:00 0 &)
Call Logs @ Andres Denis -
= | +14177202455 Mar Bth, 12:09 00:00:00 0 =)
i Direction
e A . | +14177202455 Mar Bth, 12:05 00:00:00 0
Type +14177202455 Mar 8th, 12:01 00:00:00 0
Inbegrations Al =
n +14177202455 Mar 8th, 11:59 00:00:00 0
Date =
&g From: ) 14177202455 Mar Bth, 11:59 00:02:58 0 ® &
2018/12/06 2
= +14177202455 Mar 8th, 11:53 00:00:00 0 ®
Setting =
Ao | +14177202455  MarBth, 11:49 00:00:05 0 ® =
| +14177202455 Mar 8th, 11:49 00:00:00 0 ® =
€0 +14177202455 Mar Bth, 11:43 00:00:00 0
Test2000 IsLead..  Mar 8th, 11:31 00:00:00 0 =
Test2000 Isead..  Mar Bth, 10:03 00:00:00 0 =
Test2000 IsLead...  Mar 8th, 10:03 00:00:00 0 '\‘_g.
| Test2000 IsLead..  Mar 8th, 10:03 00:00:00 0 f;;
e ) Test2000 Iskead...  Mar 7th, 17:19 00:00:00 0 =
3 )

12. Music on Hold:

Description:
Allows to change the default music callers listen to when they are put on hold.
This setting works at an account level and can’t be changed for different loca-

tions.
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12.1 Changing Music on Hold (MOH):

From the “settings” app, select the tab “company settings” and click on the bu-
tton "upload file” under the option Music on Hold. Select an MP3 or Wav file no

larger than 5MB. Once uploaded click on the button Save Changes.

00
€3 C =

‘:‘ e John Doe  ~~
Loeatigns

et Admin Profile
{Ea‘\ﬂ:] Mame: Headquarters
Call Logs
Change Password Country: Unéted States
s
S Integrations Dev Address:

n Phone:

Integratians

B Currency: Us Dallar

Billing
May Missed Calls: () 100

E

Settings Tima Zone |UTC) Coordinated Universal Time
Music on hold: default ¥
Pravisioning User: admin
Provisioning Password:  sssss @

@ Hyou are not satisfied with youwr service and want to cancel your subscription, click here to contact ene of our administrators.
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