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Welcome
Thank you for choosing Universe from Firstcom Europe.

As an Administrator the proper functioning of your organization’s Universe communications system is in
your hands, but we are here to help. There is a separate User Guide for Universe that is also available.

This guide will provide you with a reference for the wide range of features available on our Unified
Communications platform and how you can allocate numbers and features to different Users in your
organization to you so that your company’s telecommunications experience is both convenient and
productive.

Unified communications services are developing rapidly and we are always upgrading our product so there
may be some slight differences between the details here and your user experience.

We would be delighted if you could give us feedback and make recommendations as to how we could work
better with you.

If you need any further help, please give us a call on the numbers below.

Kind Regards,
The Firstcom Team

Email: info@firstcom.co.uk
Phone: +44 333023 7000

Contact Details:

Sales: 03330237000 option 1 sales@firstcom.co.uk
Support: 03330237000 option 2 support@firstcom.co.uk
Accounts: 03330237000 option3 accounts@firstcom.co.uk
NumberPorting: 0333023 7000 option4 numberporting@firstcom.co.uk
Version 1.5 Apr-2022
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What is Universe?

Universe is a cloud-based telecommunications system that can be used by a range of devices- mobile,
computer or desk phone. It provides access to advanced voice calls, PBX functions such as queuing and IVRs
and well as online chatting, video conferencing and content sharing, all in the cloud.

Getting Started as an Administrator

i All Users are allocated phone numbers and services by Firstcom. Each User will have been sent their
own Username and Password. If any numbers are to be ported from other operators, this will be done

for you by Firstcom. Your phones will have been configured by Firstcom and are ready to be allocated to
your end Users by you.

ii. As an Administrator you will have access to screens that your Users do not.
iii. Loginto the self-service portal at www.selfcare.voip.co.uk

iv. Bookmark the selfcare portal address above in your browser such as Google or Yahoo on your
Bookmarks or Favorites bar for convenience.

V. Enter the username (your email) and password provided in the ‘Welcome to Universe’ email. When you
log in for the first time, you will see either five or six main menu headings at the top of the portal,
depending on your choice of features.

vi. If you select the down arrow on the top right-hand side of the screen near your name, the drop-down
menu will allow you to swap to administrator view”.

Swap to administrator view

My Profile
0 & :

Devices Services 1one book .2 Mee Space Logout

Events Tony Robinson e

UKU - Fixed Mobile Freephone

Outgoing call é 12:09 17/08/2020

Adam C J

Duration

5hrs 9min
00:14:11

Meetings this week

11:53 17/08/2020 9 Incoming call

Adam C Name Starting Join

Duration Firstcom Mission Statement
Not answered Discussion

" Linked In Training and Discussion Tue, Aug 18, 11:00

Tue, Aug 18, 10:00 LAl

Version 1.5 Apr-2022
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4, My Company
i. Products

Having selected Administrator view you will see the following screen;

Tony Robinson

My Company

ﬁ My Company

MUSIC-ON-HOLD

PR ‘) Assigned 5 Assigned 1
Resources Mot assigned 0 Not assigned 0
NUMEERS o Total 5 Total i
DEVICES [
SUBSCRIPTIONS o=
SUTETET GNE a SUBSCRIPTIONS ==
Assigned 1 Active 5
PHONE BOOK =]
Mot assigned : IMax a
SHORT NUMBERS :
Total 2 Inactive 3
CALLERID A
CALL PICKUP GROUPS &,
1]

MEETING SPACE

3 100GB

This screen tells you the products that your company has purchased and which of the products have been
assigned and which Users are active.

Version 1.5 Apr-2022
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ii. Numbers

a. Byselecting “Numbers” you will see the following screen. By using the drop down arrows on the right,
you will be able to change the phone numbers belonging to each member of staff.

b. To Addanew member of staff go to the My Users icon at the top of the screen.

ﬂ My Company J Numbers

PRODUCTS » _

‘ 10 v ‘ numbers per page Search Q
Resources
Number A Assignedto

NUMBERS g ‘
_ EE 01372 363939 [ Clare Moss v

DEVICES ]

g 01737304099 [ Tony Robinson v

SUBSCRIPTIONS -

HIONEROOK a EE 03330233217 [ Universe VR v

SHORT NUMBERS EE 03330233218 [ Universe Conference v

CALLERID E EE 03330233219 | Universe Fax v |

CALL PICKUP GROUPS &

w | e ||| e
MUSIC-ON-HOLD (1)
MEETING SPACE ¥l

c.  Note thatif a member of staff Call Forwards his number in the User interface it may explain why the
routing is not as intended by the Administrator.

Version 1.5 Apr-2022
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iii. Devices

a. The Devices screen allows the Administrator to allocate different handsets to different Users by use of the
drop down arrow on the right-hand side.

My Company My IVRs My Fax My Conference

E My Company D Devices

PRODUCTS e —

’> | 10 v ‘devices per page Search Q
Resources
Name A Type Hardware identification Assigned to
NUMBERS o —
L_J Device 2193 Yealink W52P 00:15:65:F6:F7:47 ‘ Tony Robinson BA \ n

SUBSCRIPTIONS 8 .

PHONE BOOK =]

SHORT NUMBERS

CALLERID 2]

CALL PICKUP GROUPS =

MUSIC-ON-HOLD (1)

MEETING SPACE Pl

b. The MAC addresses in “Hardware identification” are assigned by Firstcom and each headset (or services
such as Microsoft Teams) is assigned to the Users you choose.

¢. You can add Users to the drop down list by My Users => Add New

d. Cisco and Yealink devices supplied by Firstcom come ready for service and assigning a User is all you need
to do. If you have chosen a different phone model or wish to register a third-party softphone then you will
require an IP device to be added to your account.

e. Once an IP device is assigned to a User - you must click the padlock to the right-hand side to create an
email to be sent to the User. This email will have the User name and password required to register a SIP
device or third party soft phone. The email will also contain the domain “universe.voip.co.uk” which is also
required to register to Universe. If you have any issues or would like to add a device into Universe please
get in touch with your account manager or accounts@firstcom.co.uk.

Version 1.5 Apr-2022
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iv. Subscriptions

The subscriptions (minute bundles) are listed here for each of the different Users. In this example one of the
subscriptions has been allocated and one has not. Once allocated for a particular billing period it cannot be
changed for that billing period (in this case until 01/09/2020)

My Company

E My Compary E Subscriptions
PRODUCTS _—
‘> | 10 v |subscripﬂons per page Search Q
Resources
Subscription 4 Locked Assigned to
NUMBERS = —
B Universe Office 1000 Locked until 01/09/2020 Tor
DEVICES
D = Universe Office 1000 ‘ Not assigned 5
SUBSCRIPTIONS 25
AR
PHONE BOOK (=]
SHORT NUMBERS
CALLERID A
CALL PICKUP GROUPS EL R
MUSIC-ON-HOLD o
MEETING SPACE <
Version 1.5 Apr-2022
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v. Phone Book

a. The Company phone book is controlled by the Administrator. The individual Users can build their own
phone books, but they automatically receive all the contacts from the Administrator’s phone book as well.
No User can modify or delete the Company contacts.

b. Administrators can upload bulk contacts using the Upload contacts button. This requires your contacts to
be on an Excel spreadsheet in the format indicated when you select this option.

Usage

E My Company E Phone book
PRODUCTS »
Create contact + Upload contacts & Deleteall Wl
Resources
| 10 v }contacts per page Search Q
NUMBERS »
First Last A Company
DEVICES D name name Number E-mail Company  contact
an Fi
BHBSCRIEHEE - John Cahill 03330237014 'rf};om H
PHONE BOOK =) =
N;een Feeney +447769973147 eileen.feeney@viacliniccouk  Via Clinic ﬂ
SHORT NUMBERS any;
CALLERID E Antony Robinson +441372304099 tony.robinson@viaclinic.couk  Robinson E
T
CALL PICKUP GROUPS & \A‘;;‘;er Robinson +447970099827 tonyrobinson@viacliniccouk  ViaClinic [
MUSIC-ON-HOLD ©

MEETING SPACE

%

Version 1.5 Apr-2022
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vi. Short Numbers

a. Short numbers allow Users to be called by colleagues on Universe with only 3 or 4 digit dialing.

b. Short Numbers can be added to the list by selecting “+” and then typing the number in the “Add short
number” field.

You are however unable to add in any emergency services numbers including 999, 111, 911, 101 and 102

d. Once you have added in a new number you can assign it to a User by selecting the drop down and then
choosing the User that you would like to assign it to.

Tony Robinson

(= e Jll @

My IVRs My Fax My Conference ay My Statistics Usage

H My Company Short numbers
PRODUCTS »
| Add shortnumber |
Resources
10 v |short numbers per page | Search Q
NUMBERS o
MNumber 4 Assigned to
DEVICES 0
1234 ( Fony Robinson - n
SUBSCRIPTIONS =
1250 [ clare Moss N © |
PHONE BOOK (=]
we o« 1w oae
SHORT NUMBERS
CALLERID A
CALL PICKUP GROUPS &,
MUSIC-ON-HOLD o
MEETING SPACE &

Version 1.5 Apr-2022
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vii. CallerID

a. Once inthe caller ID window you will see a display of all the numbers in your account. You can then choose
which number you would like to become your main pilot number (each Universe account must have a main
pilot number selected).

b. The company number section allows you to select which numbers you would like to be available to every
User to display as a caller ID on their outbound calls. Simply select the radio button for “company number”
for the numbers that you would like all Users to access as caller IDs.

¢. The “Main Pilot” will be available for all Users, irrespective of the other choices made.

Tony Robinson

o )54 =) o) ull (7]

My Usars My IVRs My Fax My Conference My WallDisplay My Statistics Usage

E My Compary E Caller IDs
PRODUCTS
‘) numbers per page Search Q
Resaources
MNumber Main pilot number + Company number
NUMBERS o
EfR 01572363959 ® @ on
DEVICES 0
EE 01737 304095 0 Off
AR S
SUBSCRIPTIONS —
PLHONE BOOK a EE oassozaazy ) off ()
SHORT NUMBERS EE 03330233218 O off ()
CALLERID B EE 03330233219 o) off ()
CALL PICKUP GROUPS = -
= ¢ 5 @
MUSIC-ON-HOLD o
MEETING SPACE ¥
Version 1.5 Apr-2022
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viii. Call Pickup Groups

a. The Call Pickup Group feature allows Universe Users to pick up incoming calls from other members of
their group, or as a second option, any call to the company to any group. This is only available for fixed
handsets.

= For members of a particular groupthe User can associate the Programmable Key (Quick Dial)
button on an IP Phone such as Cisco, to a certain group. This allows Universe to notify a phone User
when a call is waiting to be picked up from that group

=  Forany call in the company to a number that is in any groupsimply dial *8

b. Forthe Administrator to create a pickup group, select “Create Call Pickup Group” on the right-hand side of
the screen. You will then be directed to a page that allows you to select the members of that group from
the list of Universe Users.

Tony Robinson =

Q IL'I l'lll ﬂ

My Users My [VRs My Fax My Conference My WallDisplay My Statistics Usage

H My Company :{g Call Pickup Groups

PRODUCTS »

Create a Call Pickup Group 4
Resources
Call Pickup Groups per page | Search (o}
NUMBERS o
Name &
DEVICES 0
SUBSCRIPTIONS =
o« 1 a  ow»

PHONE BOOK =]

SHORT NUMBERS

CALLERID A

CALL PICKUP GROUPS L

MUSIC-ON-HOLD

MEETING SPACE <

Version 1.5 Apr-2022
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c. Toprepare your phone for the Call Pickup group. Go to User View =>Devices => Select phone => Edit =>
select Button => Select group => Save

MY DEVICES 0 Device name Call time Hardware identification

Device 5179 25 00:76:86:CF:96:D2

Part of OneNumber

©-

Keys

N (R | =
[ ] [CarlosR } [ Mark J ] [~ |
[ ] Jean Pierre } [ Sufian U ] [~ |
& [ ] | | ==
e | | (e | =
\ - = ==

Configure button

Type a number for this button

Enter nurnber

ar

Assign a colleague to this button

| choose auser

ar

Assizn a contact from your phonebook to this button

| Choase a contact from phonebook

ar

Enter or exit an agent group you are a member of Pickup calls for a group when pressing this button
when pressing this button
| Choase a group v | | Choose a group v |

Gome © corve e §

d. Tocreate an Agent Group in the Queue function of an IVR, drag the relevant module of the IVR top line
into the working space and click on the module. From here you will see “Agent Group”. Note that external
numbers can be part of an Agent Group but cannot pick up calls if they are not Universe Users.

Version 1.5 Apr-2022
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e. When creating a group, you must give your group a name, the more descriptive and shorter the better. The
group name will be shown, when you configure the Programmable Key button on your phone as explained
above. So, make it recognizable and brief. “Name” of the group is mandatory as well as adding at least one
User to the group.

f. You can change the members of a call pick up group, once created, by selecting the Edit button
g. Note:

= All Agent Groups are automatically Call Pickup Groups.

=  AUser can be a member of several groups

h. Make sure you Save your new group or edited group before leaving the page

iX. Music On Hold

a. Here you can select the music that you would like to play to a caller when they are put on hold. You can
select from the options available. We currently do not support custom on hold music. If you select Silence,
then callers on hold will hear nothing. Selected music shows in dark blue, other options are greyed out.

b. This selection applies to all Users of your Universe

2

My [VRs My Fax My Conference

ﬂ My Company 0 Music-on-hold
PRODUCTS »
AMBIENT PULSE
Resources ASDFT LANDSCAPE OF RELAXING AND ATMOSPHERIC SOUNDSCAPES.
NUMBERS J ATMOSPHERIC JAZZ
DEVICES |
SUBSCRIPTIONS =
PHONE BOOK B
RISE TO POWER
SHORT NUMBERS DRAMATIC ORCHESTRAL MUSIC WITH CHOIR AND BIG BMOTIONS.
CALLERID A

li

MUSIC-ON-HOLD SILENCE

NOWAITING MUSIC OR TONES.
MEETING SPACE

!

WAITING TONE

A NORMAL TELEPHONE WAITING TONE

Version 1.5 Apr-2022
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5. My Users

a. By selecting My Users, all the Users associated with your company’s subscription are listed. By selecting
the “Users in Phonebook” button (right-hand side) you can see who is in the phonebook and add or
subtract Users.

b. Ifyou select “Switch to User” you, as Administrator can go into a User’s settings and change these.

= r 8 = L all @

Iy Company My Users My [VRs My Fax My Conference My WallDisplay My Statistics Usage

28 Users 288 Users
MY USERS F10)
Users in phonebook &
]
ADD NEW -t
10 ¥ |users per page ‘Search ‘ Q
Mame 4 Department Role Edit
e Clare Moss User
e Firstcom Support Firstcom Support Administrator
e Tony Robinson Administrator
an @ al @ »w

By selecting Edit it is possible to allocate “Rights” to Users as indicated in the screen shot below. In this
particular case the User has access to Usage and Statistics for the company. If you make changes to a User,
you must select “Update User”.

d. Ascanbeseeninthediagram, it is possible to make another User an Administrator for different functions
including Administrator of the Company Users

o

B = P & % all @

My Company | MyUsers My IVRs My Fax My Conference  MyWallDisplay My Statistics Usage

288 Users =_¢ Clare Moss
MY USERS 28 ) .
First name Last name Title Department
ADD NEW a*' Clare Moss Title Department
Timezone Language E-mail
| United Kingdom (London) - | ‘ English = clare.moss@viaclinic.co.uk
P Richts

WEB USER

EMABLES THE USER TO LOGON TO UNIVERSE

IVR ADMINISTRATOR
ADMINISTRATION OF THE COMPANY VRS
FAXADMINISTRATOR MY COMPANY

VIEW AND SENDFAX ADMINISTRATION OF THE COMPANY TELEPHONY

MY USERS SERVICES

Version 1.5 Apr-2022
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e. Please note: it is not possible to remove the ‘My Users’ right from your own User account and it is not
possible to remove the ‘Web User’ right from any User.

6. MyIVRs

i. Overview

a. By Selecting My IVRs you can see all the IVRs that are stored in your service

b. You can Assign Numbers for your IVR in the My Company => Numbers, section of the Administration
menu.

¢. The number of IVRs you have listed depends on how many you have purchased

2 §o =) LN Lud aill @

My Company My Usars My IVRs My Fax My Conference My WallDisplay My Statistics Usage

¥ IvR R
MY IVRS g
10 = |IVRs per page |5ear(h Q
RECORDINGS &
Name A Assigned numbers.
B Universe VR —
« 1 E2

d. Tocreate an IVR use the modules listed on the screen once you have selected “Edit IVR”

Q D =
® P 5
Play sound Hangup Record ‘Opening hours Calendar Send SMS Jumpto VR
5 ¥ ok =
Menu C‘allﬂulw FrEﬁ)( routing Queue C‘aII number Pin Send email

e. Follow these rules when making your graphical User interface;

= Touse one of the modules, pull the function icon into the blank “working space” from the top two
rows (above). A menu will appear on the right-hand side of your screen

= Tomove a module once in the working space, place your cursor on the picture in the function,
(not just inside the function outline)

=  The Start function must always begin an IVR

= Tomove the whole IVR with all functions together to a different part of your working space,
select a clear space and move the cursor

= Tojoin functions, select the edge of a function and join it to another with arrows
= Todelete afunction, highlight it a press the delete button on your keyboard

= Saveyour IVR after any changes. Each module must be saved using the Save Module button and
then the whole IVR must be saved by pressing the Save IVR button. We recommend pressing the
Save IVR button every time you press a Save Module button.

Version 1.5 Apr-2022
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ii. Editingthe IVR.

rope

To edit the IVR, click Services in the top menu then in the list of services select the Edit IVR button which is
next to your Universe IVR. Once pressed a new window will pop up. This window is the IVR editor. At the top
of this window you will see a variety of modules with icons. Each module is used for a specific task, below is an
explanation of each option and how to create and edit IVRs.

Name Symbol Description
Play sound @ Puts asound in the IVR or a message. It is possible to upload a sound file, which may be a
voice or to use the text to voice function. When using text to voice, do not allow any
Play sound symbols other than commas and full stops, or the read out will not be clear except for
code. For example, to create a pause for 3 seconds use <break time="3s"/>
Hang Up % Ends the call
Hangup
Record Allows the “A” party to leave a recording. Note these voicemails are not sent via email as
= the personal recordings are. Instead they are stored in the My IVRs => Recordings
Recore section. Access for other employees must be granted for this by the Administrator if
considered necessary.
Opening ® In this function the administrator can define the opening hours for each day of the week
Hours _
Opening hours
Calendar oo The calendar allows days that are selected, to go through a separate routing (such as
voicemail), e.g. when a call is received on a holiday such as Christmas day The “Open”
Calender option is for calls made outside these days
Send SMS = The SMS function sends a message to a number that you specify with a message that you
L{ specify.
Send SMS
JumptoIVR I’Q This allows the caller to be directed to another specified IVR
Jumpto VR
Menu ﬁ'Z‘E. The menu allows you to add a prompt (text to voice) at the beginning of the call or a sound
a file. Then choose the voice you would like to use and write the Speech Text. The “timeout”
e is the maximum time that can lapse before either repeating the prompt or going to No
Choice.
Call flow Call flow allows you to change the flow from one branch of the IVR or another. Different

o

Callflow

Call Flows can be selected from the User View => Me=> IVR Flows

Prefix Routing

N

Prefix routing allows incoming calls to be directed according to the incoming CLI. Note
that when specifying the Prefix range, the country code must be used without the “+” sign

Prefxrouting or the “00”. So, for example UK calls require 44 before the other numbers in the prefix
Queue 88 Allows groups of customer service representatives (CSRs) to answer calls from a queue.
& The distribution of calls to the CSRs can be Round Robin in a defined order, Random or
Quee Ring All
Call number %/;'I Calls a number that you specify. Does not have to be a Universe number
Call number
Pin sz By defining certain PIN codes, it is possible to allow only certain callers to access parts of
the IVR
Pin
Send Email Sends an email to an email address you specify

=7
Send emai

Version 1.5 Apr-2022
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Play a Sound.

This module is used to play a sound to the caller on the line. To select this option and edit it you must click,
hold, and drag it into the blank workspace. Once dragged into the space the side editor will pop up on the
right-hand side, this editor is used to change the setting of the play a sound option.

Playback Type: This is presented as a dropdown and allows you to choose between a (.wav) file and a text to
speech prompt.

Prompt Voice: Also presented as a dropdown, this allows you to choose the voice of your sound prompt, this
option is only visible when prompt is selected.

Speech Text: This is a field that allows you to type in the text for the prompt to read out. The system
understands punctuation and emojis. Simply type in the message that you would like to be read out but
beware it does not understand all punctuation or symbols which will stop the text to speech function. When
using text to voice, do not allow any symbols other than commas and full stops, or the read out may not work,
except for particular codes. (For example, to create a pause for 3 seconds use <break time="3s"/>)

Underneath this option is a play example button, this gives you the option to listen back to your prompt text
and to your selected prompt voice.

Soundfile: This will only appear if you have selected Soundfile as the playback type. Here a dropdown will be
displayed, you are able to select the file that you would like to play using this dropdown. Underneath the drop
down you will see the following buttons: Play example, Download, Upload (.wav) and Delete. If you would like
to hear the sound file you have selected then please press “Play Example”, if you would like to download the
selected sound file please press “Download”. To delete the sound file from the system please press the Delete
button.

To upload a new sound file please click the upload (.wav) button. The file must be in a .wav format and must be
smaller than 128kbps. Once uploaded the file will automatically be selected in the dropdown. Just double
check that this is the case before pressing save. At the bottom of the window is the Save Module button. This
must be pressed every time you make a change to this module.

Hangup

Simply drag this into the working space when you would like a call to end. There are no options for this
module.

Record
This module is the module that either;

= creates call recordings of conversations or

= stores voicemailsin the IVR.
To activate Record, drag in this module to the working space. Once dragged in the editor window on the right-
hand side will pop up. You will see two options in here; Name of recordings and Voicemail mode.
Name of recordings will simply change the name of the recording in the services mailbox.

Voicemail mode will determine if the recording module is being used for recording a call or for voicemail.

To activate call recording, move the voicemail slider. Once renamed and unticked remember to save the
module by pressing Save module. Now all calls to this number will be recorded. The recorded conversations
will appear in the My IVRs => Recordings menu along with the Voicemails
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To activate voicemail simply do exactly the same as above but leave Voicemail mode ticked. Remember to
save the module too.

Opening Hours.

This module allows the system to route calls depending on if your business is open or closed. To add this
module into your IVR drag it down from the top menu into the working space. Once dragged, the side editor
will pop up on the right. Here you can select which days you are open by clicking the checkbox next to the
specific day and then fill out the hours you are open from and when you close. Once completed hit “Save
Module”

Calendar.

This module allows the system to route calls depending on a series of dates specified. To add this into your
IVR simply drag it from the top menu down to the working space. Once dragged the side editor will pop out on
the right, here you will see the following options and buttons:

Period: This is the start date and end date of this specific period.

Period Name: the name for your specific period.

Port: The label for the direction in which the calendar will move the call flow.
Delete: An option to delete the period.

Add: The option to add in a period. Once you have entered in the details that you need and the periods you
require, simply hit Save Module to save your settings.

SMS

This module is used to send somebody an SMS notification. This service will cost per SMS, please refer to your
tariff sheet for pricing per SMS. To use this simply drag it into the space. Once dragged the side editor on the
right will pop open, here you will see a field for Recipient and for Message. Simply type in the mobile number
that you would like to send an SMS to and then add in the message that you would like to send to that number.
If you use #cli in your text, the current number that phoned into the IVR will be displayed to your chosen
recipient. When you are happy with your message and the text, press Save Module.

JumptoIVR

This module is used to send callers on this IVR to another IVR. To use this in your IVR drag it into the working
space. Once dragged in, the editor on the right will pop up. In here you can select the other IVR that you would
like to jump to. Once selected press Save Module. You will require more than one purchased IVR service to
use this. To acquire additional IVRs for your account please contact your account manager or
accounts@firstcom.co.uk

Menu

This module is designed to present callers with options they can select on the keypad of their devices. To use
amenu inyour IVR, simply drag it into the working space. Once dragged the editor will pop up on the right.
Here you will see the following options:

Playback Type: This is presented as a dropdown and allows you to choose between a (.wav) file and a text to
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speech prompt.

Prompt Voice: Also presented as a dropdown, this allows you to choose the voice of your sound prompt, this
option is only visible when prompt is selected.

Speech Text: This is a field that allows you to type in the text for the prompt to read out. The system
understands punctuation and emojis. Simply type in the message that you would like to be read out. Do not
allow any symbols other than commas and full stops. Underneath this optionis a play example button, this
gives you the option to listen back to your prompt text and to your selected prompt voice.

Soundfile: This will only appear if you have selected Soundfile as the playback type. Here a dropdown will be
displayed, you are able to select the file that you would like to play using this drop down. Underneath the
drop down you will see the following buttons:

Play example, Download, Upload (.wav) and Delete. If you would like to hear the sound file you have selected
then please press play example, if you would like to download the selected sound file please press download
and to delete the sound file from the system please press the delete button. To upload a new sound file
please click the upload (.wav) button. The file must be in a.wav format and must be smaller than 128kbps.
Once uploaded the file will automatically be selected in the dropdown. Just double check that this is the case
before pressing save.

Timeout: The number in seconds that the menu will wait for a User’s input before it is timed out.

At timeout: The choice in the form of dropdown to repeat the prompt or send the User to No choice in the
menu. Once you have configured your menu press Save Module.

Call flow

This module is designed to allow you to change call flow options within the IVR into a different direction by
using multiple ports. To use this module, simply drag it into the working space. Once dragged the side editor
on the right will pop in allowing you to set up your Call flow. In the side editor you will see the following
fields;

Flow name: The name for this particular Callflow.
Active Port: The port that you would like active for now.

Port Names: The identifier you would like to use for every port. Simply fill in these details and press Save
Module to set up Call flow.

Prefix Routing.

This module allows you to route numbers through to a different area of your IVR based on the calling
number prefix. To use this module simply drag it into the space. Once dragged the side editor on the right will
pop up, here you are able to set up your prefixes. There are 16 different options you can have at any time and
to add an option in all you need to do is type in the new prefix. Once configured, press Save Module to get it
working. Note that when specifying the Prefix range, the country code must be used without the “+” sign or
the “00”. So, for example UK calls require 44 before the other numbers in the prefix

Queue.

This module allows you to add Users into a queue for them to receive specific calls. To use this module simply
dragit into the working space. Once dragged, the side editor will open on the right-hand side. Here you will
see the following fields:
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Agent group: This is where you can select the group of customer service representatives that you would like
this module to call.

Edit: Pressing the button will allow you to edit the Users that are currently assigned to that specific group.
When pressed a new window will open, this is the group’s window. You can then change the elements that you
need here.

Create Group: By pressing this button a new window will open. On the left-hand side of this window you will
see the Users that are in your Universe system. On the right-hand side you will see the Users that are
currently active in the specified Queue. To add in a User to the queue simply drag them from the left-hand
side panel over to the right-hand side panel. On the right-hand side you will also notice two arrows, one
pointing up and one pointing down. These arrows control the priority group that the User is in, pressing down
/ up will move the Users between priority groups. Priority one is called first, if no one answers priority two is
then called and so on.

Underneath the Users and members section there is an add external field and a configuration section. To add
in an external number, that is not part of Universe to the queue you can add it in here, you will however be
charged as per your tariff sheet for the calls that are made to that external number from the IVR service. In
the configuration section you can change the name of the queue, the strategy of the queue and the wrap up
time of the queue.

Agent Strategy allows you to choose between three call routing methods; Ring All, Round Robin and Random.
If you select Ring All, all the members of the group will be called when the queue is rung. If you select Round
Robin then one User will be rung first if no answer the next one will be called, etc.

Wrap-up time is the time in seconds in which the system will wait before it presents a new call to the agent
again after a call has finished. Once a User has been placed in a group it will appear in their main Universe
page. Once you have set up the queue in the way in which you would like, press the save or save and close
button.

Delete: This will delete the group selected.

Prompt Voice: Also presented as a dropdown, this allows you to choose the voice of your sound prompt, this
option is only visible when prompt is selected.

Waiting indication: This is presented as a drop down and allows you to choose between Music on Hold and
Ringing. Music on hold will play the hold music you have selected in the Music on Hold section of My
Company.

Agent Call Time: In seconds this is the amount of time an agent’s phone will ring, before moving to either
another agent or the next part of the IVR.

Max Queue Length: This is the total number of people allowed to be queuing at any given time.

Max Wait Time: This is the time in seconds that you would like the User to wait on hold for before sending
them to the next part of the IVR.

External Caller ID: Displayed as a drop down, this allows you to display the incoming caller’s caller id or the
IVR number on the agents’ devices. Once you have configured your queue, press Save Module.

Call Number

This module allows you to call a specific number. To use this module simply drag it into the space. Once
dragged, the side editor will open on the right-hand side. Here you will see the destination which is the
number that you would like to call, and the caller id drop down. In this drop down you can select whether or
not you would like the receiver of this call to see the IVR number or the CLI of the caller. When selected
simply press Save Module to save. By calling a number not on Universe you will be charged as per your tariff
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sheet for the calls that are made to that external number.

PIN

This module allows you set up a pin protected area within your IVR. To use this module simply drag it into the
working space. Once dragged, the side editor will open on the right-hand side. Here you will see the following
fields: Approval Type: This allows you to choose between a list type within this module or an external HTTP
list.

PIN codes: This will display all the PINS currently in use, with the option to delete them on the right-hand side.

New PIN and Code Length: This is where you can add in a new pin to the list. Type the pin on the left and
select its length on the right. Pins can only contain numerical digits. Press the add button to add the Pin into
the list.

PIN Service URL: This is for the external HTTP service, its where you can add in a link to the external service.
Once confirmed press the Save Module button.

. Send Email

This module is used to send somebody an email notification. To use this simply drag it into the working space.
Once dragged the side editor on the right will pop open, here you will see a field for Recipient and for
Message. Simply type in the subject and email address that you would like to send an email to and then add in
the message that you would like to send to that number. If you use #cli in your text, the current number that
phoned into the IVR will be displayed to your chosen recipient. When you are happy with your message and
the text, press Save Module.

Naming your IVR

Now that you have created your IVR you need to name it. In the top right of the IVR window you will see a
field with an IVR name, and a button called Save IVR. Simply rename the IVR to something that makes sense
to you and then press the Save IVR button to make it live.
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IVR Example - Joe’s Plumbers
IVR Overview

7.
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Filtering the incoming calls - Joe’s Plumbers

The calls go the to the prefix routing module
where the prefix of the caller determines
where the call goes. Joe has used prefix 1, 2,
3 and 4 for UK originating mobile and fixed
calls.

These calls then move to the Call Flow
module and progress through the IVR
through either Port A or Port B, specified by
the Administrator of the IVR.

Calls made from overseas or suspicious
numbers go to the No Match option and end
up with a Voicemail asking the caller to leave
their contact details. Calls where the CLI is
blocked “Private” will also go to No Match

Opening Hours and Holidays - Joe’s Plumbers

Prefix routing

Prefix 1IH
Prefic 2 H
Prefix 3 H
Prefix 4 H
Prefix 31
Prefi sl
Prefi 71
Prefix &
Prefix 21
Erefix 100
Frefix 111
Erefix 121
Brefix 131
Erefix 1210
Erefix 1510
Erefix 161

Mo match I-

i

:/f‘[ﬁ Callflow

Y [

A
BN
] |
=]

=

Play sound

l

2]

Fecord

Joe is open for business from 8:30am to 4:30pm. He is closed for Easter and for Christmas. On the holidays
he decides to receive an SMS that will notify him of the CLI of the calling party and encourage them to leave

amessage.

If the call arrives after hours, it is sent to the Priority Callers part of the IVR, below.

® Opening hours

Open
Closed
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iv. Priority Callers - Joe's Plumbers

F‘Iagr sound
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71 Accepted
&l |
] |
on \
#1 —~

E AT

L Mo choice IJ m @ 7|
Record %

Play sound Call number

Rejected

Those calling after hours are greeted with a message and asked to make some choices. If they have taken out
the “After Hours Service” product, then they select option 1 in the menu and then they enter a PIN and are
directed straight to Joe’s mobile.

If they select option 1 but do not have a current PIN, then they are directed back to the message and menu
again.

Those customers that do not have an “After Hours Service” are invited to leave a voicemail.
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v. Callers during working hours on working days - Joe’s Plumbers

i .’

{EE Menu
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_j—p- @ m 'g‘g% Customer Service
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] | Play sound ER
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on | Record
£1
“1
Mo choice i @ AE
Play sound send email Record

—
55 ® \\4

Record Plzy sound Call number

Those callers on working days and working hours are greeted with four options.

Option 1is for Emergencies and sends the calls to a queue which contains his wife and the company’s
secretary to ensure it is answered. If it is not, the call is sent to Joe’s mobile phone

Option 2 is for Installations. These calls are recorded so that Joe can get to them when he gets a chance

Option 3is for Drainage problems. In this case Joe has decided that he needs to be notified of the call and so
when a caller leaves a voicemail message, an email is sent to his phone and computer

Option 4 is for Accounts. Joe’s wife does his financial accounts, and each call is recorded automatically. The
call is sent directly to her phone
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8. My Fax

It is possible to send a fax with Universe.

e Either select “Upload PDF” and choose the file you wish to fax drop the document in to the box
indicated

e Tousethe “drop it here”, feature resize the window your file is displayed in and press WIN + ARROW
down. Then drop the file you wish to fax into the box

e Enter the fax number you want to send to and then “Send Fax”

e Once you have done this you can monitor progress. Under the Status Heading you will see the words

“Put In Queue”, “Connected”, “Sent”

e |tispossible to cancel the sending of a fax at 2 stages. Firstly, if you find you have selected the wrong
document in the Send fax progress area, simply click on the Clear icon. If you have already clicked on
‘Send fax’ then it will show at the top of the ‘Outgoing faxes’ list, so click on the ‘Cancel fax’ icon to
stop it trying to send.

e Itisagood ideato press the refresh button on your computer to check on progress

e Tosee Faxes that have been sent to you, select the “Received Faxes” tab

2
My Users

Ll

ey Wall Display

Usage

My Statistics

r

Ity Company My [VRs My Conference

E Fax Send fax
SEND FAX
RECEIVED FAXES [}

Upload FDF

-ordropit here-

Qutgoing faxes

Search Q
From Recipient Sent + Status  Filename
03330233219 02080825725  11:1301/07/201% Sent Badge-Proof-1001534 Rachel.pdf
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9. My Conference

Universe has an inbound conferencing facility. Attendees for the call, dial a number and may be given a PIN
code to allow access, depending on the Administrator’s decision as PINs can be switched on or off. Callers
hear music when they access the conference number and when on the call, each new attendee is joining
creates a small sound.

=  Tofind out the number of the conference, look at My Company and then Numbers. You will see
your conference number specified

= |InMy Conference, Administrators have the ability to set the PIN for attendees to use so that no
unwanted guests attend. You must slide the slider to the On position first if you wish to create a
PIN where one did not exist previously.

= Do not forget to save your PIN if it is changed

= Callers to the Conference are asked to enter the PIN having dialed your Conference number,
followed by the # key. They then hear music

= Every new caller joining creates two beeps on the call to announce their entry

8 [ al @

My Company vy ] My IVRs My Faxc ‘ My Conference My WallDisplay My Statistics Usage

®, Conference ®, Conference
MY CONFERENCE -,
Na = PIN COdE PI N CDdE
| Universe Conference | ‘ PIN code ‘ Off

10. My Wall Display

Wall Display shows in real time the number of callers that are calling your IVR and some statistics about the
service that your call handling is providing. It is an optional extra on Universe and it is possible to undertake a
14-day free trial. To purchase the product please speak to your service provider or call 0333 023 7000.

i. TopRowlcons

Move your cursor to the top of the screen and an additional menu will appear. The icons at the top of the
screen give options for presentation of the information about incoming calls. The orange icons are the ones
that have been selected.

» Ll My Queues

a. MyQueues

On the right hand of the icon bar is a menu called “My Queues”. Here you select the IVR that you wish to
select for the Wall Display module. Start with the My Queues icon and choose the IVR you wish to see
incoming call information about. In the picture below Customer Service has been selected.
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alls ay Tony Robinson (trial version : 4 days left) = i l L% = Ll MyQueues ~

AVERAGE WAIT TIME MAX WAIT TIME ANSWERED CALLS LOST CALLS

@  Clinic2

00:36 00:52 PR —

@  Sales

AVERAGE TALK TIME

00:13

5 TestRingAll

il CUSTOMER SERVICE (ROUND ROBIN) e

0 7/4 00:36 o

O O O

03330237060 TONY ROBINSON 07970099827

AVAILABLE AVAILABLE AVAILARLE

b. Otherlcons

List View - Selecting this icon changes the agents (in this case “03330237000", “Tony
Robinson” and “ 07970099827”) into a vertical list. Above they are presented in “Tiled
View”

Tiled View - Presents the operators in a tiled view as above

Brightness - The background of the screen can be grey or white, depending on whether
this option is selected

Overall Statistics - This gives information on; Average Talk Time, Average Wait Time,
Answered Calls, Lost Calls, Total Calls

Queue Statistics - This provides information about Calls Waiting in the queue, the calls
that are Answered or Lost, Average Wait time in the Queue and the Maximum Waiting
Time

Waiting Calls - This tells you the phone numbers of callers waiting and the amount of
time they have been waiting.

Unavailable Agents - This gives a list of agents that are not currently available to answer
calls because they have taken themselves off the IVR in their User View => Me => Group
Membership. If this icon is not selected the Administrator does not see these
“unavailable” Agents. See screen shot below. The first call into the IVR indicates who is
available and who is not.
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In the picture below there are two agents available and one that is not.

inson (trial version : 4 days left)

AVERAGE TALK TIME AVERAGE WAIT TIME MAX WAIT TIME ANSWERED CALLS LOST CALLS TOTALCALLS

00:00 00:00 00:00

[l CUSTOMER SERVICE (ROUND ROBIN)

0 0/1 00:00 00:00

03330237050 TONY ROBINSON 07970099827

AVAILABLE UNAVAILABLE AVAILABLE

11. My Statistics
a. Dashboard

In My Statistics you can see the incoming call stats for a period that you specify. Go to My Statistics => Select
an agent group => Select a Time frame (at the bottom of the screen) and the dashboard below will appear.

Ivhy Statistics Usage

Jlll statistics

|5—v|\‘tems per page Search Q
Agent group 4 Being shown
Clinic2 w
Customer Service @
Meeting Space w
Test Ring All =

MAXWAIT TIME TOTALWAIT TIME AVERAGE WAITTIME AVERAGE TALK TIME

00:52 04:17 00:36 00:13

| Past 7 days

This gives an overview of the Waiting time in the queue for calls (Maximum and Total and Average), the
Answered Calls, Lost Calls and Average Talk Time.
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b. Charts

Below the Dashboard are two charts

rope

= Thetop chart gives the number of answered and lost calls by day.
*  The bottom chart gives the ATT (Average Talk Time) and AWT (Average Wait Time) by day.

| Past 7 days ¥ |

Generate report &
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r
&
B
4
2
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&
25102090
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25127202

¢. Generate Reports

At the top of the screen shot above is a button to Generate Reports. This produces an excel spread sheet with

each call listed by date

* Time of Entry in Queue (day, month, and time)

= Time in Queue (Seconds)

»  Talk Time (Seconds)

=  Result (Answered or Abandoned)

= Agent Group (e.g. Customer Service)
*  Number in Queue Upon Entry (Caller)
=  Agent
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12. Usage
a. The Usage function gives the statistics for both incoming and outgoing calls according to the following
criteria;

= Select User and / or Service - either one agent from your company or an IVR
= Select Device Type - All, Fixed or Mobile
= Select Datatype - All, Voice, Data, SMS, or MMS
= Destination Type - All, International (outgoing) National (Outgoing) or Incoming
* FromDate - YYYY-MM-DD
= ToDate- YYYY-MM-DD

b. Then select Get Usage and the results according to your criteria will appear below

c. ToReset your criteria, press the Reset button

d. Thereis an option to Download the information in spreadsheet form

e. Note that charges are provided call by call an in total

ﬁ Usage

Select user and/or service Select devicetype Select datatype

[Care x| [iobile | [ voice x|

Select destinationtype Fromdate Todate

[incoming x| 2020-11-19 2020-11-25

Mame Device Destination A-number Dest. No. Call Type Category Started Qty. Billed Price Call Direction
Clare Incoming call to user 07508115 01372 3639 Incoming Speech 19-Nov-202009:12:56 00:05:22 £0.00 Incoming
Clare . Incoming call to user 07771623™* 01372 3639. Incoming Speech 19-Mov-2020 10:40:16 00:02:33 £0.00 Incoming
Clare Incoming call to user 07801235 01372 3639 Incoming Speech 19-Mov-202011:25:34 00:03:05 £0.00 Incoming
Clare Incoming call to user 07301238 01372 3639 Incoming Speech 19-Nov-202011:31:00 00:03:53 £0.00 Incoming
Clare Incoming call to user 07785242 01372 34635 Incoming Speech 19-Mov-202013:14:42 00:00:57 £0.00 Incoming
Clare Incoming call to user 07944142 01372 3639 Incoming Speech 19-Nov-2020 14:24:15 00:00:45 £0.00 Incoming
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