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End-User Features:   All end users are provided with the features described in this 

section.  

 

Alternate Numbers 
 Enables users to have up to ten phone numbers and/or extensions assigned to them.  A standard ringtone is 

used for incoming calls to the primary phone number; users have the option to choose a distinctive ringtone 

for calls to their additional phone numbers.  For outgoing calls from the user, the primary phone number is 

displayed as the calling line identity. 

 

Analog Hotline 
 You can configure an analog telephone connected to an Analog Telephone Adaptor (ATA) to automatically 

call a pre-configured telephone number when taken off-hook. When configured, the telephone only makes 

calls to one number and cannot be used to call any other number. This feature is useful for building entrances, 

emergency lines in common areas, and limited access guest offices. 

 

Anonymous Call Rejection 
 Allows users to reject calls from anonymous parties who have explicitly restricted their Caller ID.  When a 

user activates the service (via a simple web interface), callers without identification will be informed that the 

user is not accepting calls.  The user’s phone will not ring and the user sees or hears no indication of the 

attempted call.  This service does not apply to calls from within the business 

 

Business Continuity 
 Allows users to designate and configure a location (e.g., a mobile phone) to which calls should be redirected 

when the main device (e.g., the primary landline phone) is unreachable. 

 

Barge-In 
 Allows a user to be bridged bridged into another user's call in progress.  Barge-in is enabled using the *33 

feature access code, or the BARGE button in the Receptionist Console.     

 

Call Forwarding Always 
 Allows users to redirect all incoming calls to another phone number.  Users may activate and deactivate the 

service by dialing a feature access code or configuring the service via their web interface.  If activated, the 

user must specify the forwarding number.  A status indicator on the user’s personal web interface identifies 

whether this service is enabled. 
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Call Forwarding Busy 
 Enables users to redirect calls to another destination when an incoming call encounters a busy condition.  

Users may activate and deactivate the service by dialing a feature access code or configuring the service via 

their web interface.  If activated, the user must specify the forwarding number. 

 

Call Forwarding No Answer 
 Enables users to redirect calls to another destination when an incoming call is not answered within a specified 

number of rings.  Users may activate and deactivate the service by dialing a feature access code or 

configuring the service via their web interface.  If activated, the user must specify the forwarding number and 

the preferred number of rings before forwarding. 

 

Call Forwarding Selective 
 Enables users to define criteria that cause certain incoming calls to be redirected to another destination.  If an 

incoming call meets the user-specified criteria, the call is redirected to the specified destination.  The user 

controls the service via a web interface, which provides the ability to set the forwarding destination address 

and the criteria sets that determine which calls require forwarding.  A criteria set is based on incoming calling 

line identity, time of day, and day of week. 

 

Call Hold and Resume 
 Allows a user to place an existing call on hold for an extended period of time, and then retrieve the call to 

resume conversation.  While the calling party is on hold, the user can choose to make a consultation call to 

another party. 

 

Call Notify 
 You can get an email notification when you receive a call that meets criteria you define. You can define 

criteria to include calls from any number or be a list of up to 12 phone numbers or digit patterns, a specified 

time schedule, and a specified holiday schedule. All criteria for an entry must be true for the e-mail to be sent. 

A valid e-mail address must be entered before Call Notify can be used. 

 

Call Park and Retrieve  
 Enables a user to hold a call and to retrieve it from another phone within a predefined group of users.   To 

“park” a call, the user presses the flash hook and dials the Call Park feature access code.  To retrieve the call, 

the user may choose any other phone within the predefined group of users, dial the Call Retrieve feature 

access code, followed by the user’s extension.  The call is retrieved and connected to the user.   
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Call Return 
 Enables users to dial the last party that called, whether or not the call was answered, by dialing the Call 

Return feature access code.   

 

Call Transfer 
 Allows users to transfer a call to a specified destination.  Call transfer can be “blind,” use third-party 

consultation, or use three-way consultation.  

o With Blind Call Transfer, the user transfers an active call to a specific destination without consulting 

the destination party.  

o With Transfer with Third-party Consultation, the user consults with the add-on party (i.e., announces 

the intent to transfer a call) before transferring a call to the add-on party. 

o With Transfer with Three-Way Consultation, the user initiates a three-way call with both the original 

caller and an add-on party before transferring the caller to the add-on party. 

 

Call Waiting 
 Enables a user to answer an incoming call while already engaged in a previous call.  When a second call is 

received, the user is informed via a call waiting tone.  To answer the waiting call and place the original party 

on hold, the user simply presses the flash hook.  By pressing the flash hook a second time, the user reconnects 

to the original party and holds the waiting party.  The feature completes when any party hangs up.   

  

Calling Name  ID 
 Provides the calling name for incoming calls. 

  

Conference 
 Allows a user to create ad-hoc conferences with multiple parties.  The user initiates a call then connects up to 

six total participants in conference (including the caller). 

 

 Directed Call Pickup 
 Enables a user to answer a call directed to another phone in within a predefined group of users by dialing the 

feature access code, followed by the extension of the ringing phone.   

 

Do Not Disturb 
 Allows users to set their phones as unavailable, resulting in a busy tone for incoming calls.  Can be 

activated/deactivated by dialing a feature access code or configuring the service via web interface.  A status 

indicator on the personal web interface identifies when the feature is enabled. 
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Extension Dialing 
 Allows users to dial extensions only (instead of full phone numbers) to call other members of their business 

group. 

 

External Calling Line ID 
 Delivers an external caller’s identity (i.e., name and phone number) to a Virtual Communications Express 

user via the phone and the personal web interface. Identity information is delivered to the web interface and 

the phone only if the information is available and has not been blocked by the caller. 
 

Group Paging 
 Allows a user to set up a one-way call to a group of up to 20 target users by dialing a number or extension.  

The Group Paging service makes a simultaneous call to all the assigned targets and announces to the 

originator that the system is ready for paging.  The originator’s message is heard through the speakers of the 

phones without the target users having to take any action.  After speaking, the originator ends the page by 

hanging up the call. 

 
Hoteling 

 Enables a user’s phone profile (phone number, features, and calling plan) to be temporarily loaded onto a 

shared (host) phone. It is comprised of two features: Hoteling Host and Hoteling Guest that work together to 

allow an Administrator to designate specific phones (hosts) that users (guests) can temporarily log into and 

use as their own phone. When a guest logs in to a host phone, their user profile is automatically transferred to 

the device. The host device then becomes the user’s primary device while they are logged into it.   

 The Hoteling feature feature is useful for mobile users who frequently work in different offices to retain  the 

functionality of their main desk phone with the same features. It is also useful in a call center environment 

where a site may have a limited number of phones but need their employees to share their phones over 

multiple shifts while being able to maintain a specific profile acting as their agent identity in the call center. 
 

Internal Calling Line ID  
 Provides an internal caller’s identity (i.e., name and phone number) to a Virtual Communications Express 

user via the phone and personal web interface.  Identity information is delivered to the web interface and the 

phone only if the information is available and has not been blocked by the caller. 

 

Last Number Redial 
 Enables users to redial the last number they called by clicking the Redial button on their dashboard or by 

dialing a feature access code. 
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Monitoring 
 Allows users to monitor the telephony presence of other users within their business by way of an indicator 

light that appears as a line appearance button on the phone.   

 

Multiple Line Appearances 
 Allows a user to allocate more than one button on their phone to display their primary line.  This is useful if 

you want to put an existing call on hold in order to pick up another incoming call without using the scroll 

keys on your phone.  The administrator can select the number of line appearances for the primary line that the 

phone displays. The maximum number of  line appearances displayed on the phone is determined by the 

number of buttons  or softkeys the model supports. The maximum is four per station (Shared Call 

Appearances only display one line appearance for the shared station, regardless of the MLA configuration for 

the primary device). 

 

Office Anywhere 
 Office Anywhere is a mobility feature supporting the following functions on the phone of your choice (e.g., 

your personal mobile phone): 

1. Receive calls on your Office Anywhere phone (for example, your mobile phone) when a caller dials your 

office phone number. 

2. Place calls from your Office Anywhere phone using your business calling line ID versus your mobile 

phone caller ID. 

3. “Pull” calls from your Office Anywhere phone to your office phone while on an active call. 

4. “Push” calls from your office phone to your Office Anywhere phone while on an active call. 

 

Outbound Caller ID Blocking 
 Enables a user to block delivery of his/her identity to the called party.  The user activates/deactivates the 

service via a web interface.  If activated, the users’s identity is blocked for all calls; however, users can 

choose to allow delivery of their Calling Line ID on a per-call basis by entering the Calling Line ID Delivery 

feature access code.  Once the call is complete, ID blocking is restored. 

 

Outbound Calling Plan 
 Enables administrators to allow or block certain call types on a site-by-site basis.  Includes control to 

allow/block the following: 
i. Calls originating from administrator’s site directly 

1. Long Distance 

2. International Long Distance 

3. Operator Assistance 

4. Directory Assistance 
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ii. Calls originated outside administrator’s site (i.e., transferred or forwarded) 

1. Long Distance 

2. International Long Distance 

3. Operator Assistance 

4. Directory Assistance 

 

Priority Alert 
 Allows your phone to ring with a different cadence based on pre-defined criteria. You can use this feature to 

be notified when a specific number is calling or when a call is from inside or outside your company. The 

criteria for each Priority Alert entry can be a list of up to 12 phone numbers or digit patterns, a specified time 

schedule, and a specified holiday schedule. 

 

Push-to-Talk 
 Allows users to leverage their Virtual Communications Express phones as intercoms, facilitating instant 

communication between extensions. Administrators can customize the feature by establishing white/black 

lists and defining if calls established using the feature are one or two-way.  

 

Selective Call Rejection 
 Permits a user to define criteria that cause certain incoming calls to be blocked.  If an incoming call meets 

specified criteria, the call is blocked and the caller informed that the user is not accepting calls.  The user 

controls the service and establishes criteria sets via a web interface.  A criteria set is based on incoming 

calling line identity, time of day, and day of week. 

 

Shared Call Appearance 
 Enables a user to show their line on phones used by other end users.  Full functionality to place and receive 

calls is provided from any phone on which their line is shared.  Call appearances can be shared on up to 35 

additional phones. 

 

Simultaneous Ring 
 Enables users to have multiple phones ring simultaneously when any calls are received on their Virtual 

Communications Express phone number. For example, calls to a user’s desk phone could also ring the user’s 

mobile phone. 

 

Unified Messaging: 

 Voice Messaging 

i. Enables users to record messages for incoming calls that are not answered within a specified number 

of rings, receive busy treatment, or are transferred directly to voice mail.  Incoming callers are given 
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the option to review and change their message and get a warning tone if their message is about to 

reach the maximum configured length. 

ii. Users can configure the service via their personal web portal or by calling into their voice portal from 

any phone.  The personal web portal enables users to control whether their voice mail messages are 

delivered to their e-mail account as .wav attachments and/or to the voice messaging system repository 

for retrieval from a phone.  Users can also set their password and elect to give callers the option of 

connecting to an attendant by pressing 0. 

 

 By accessing the voice portal from any phone, users can listen to, save, and delete each message, as well as 

move to the previous or next message.  During the playback of a message, users may skip forward, skip back, 

or pause. 

 Voice Message Waiting Indicator 

i. A stutter tone is provided via the telephone when new messages reside in the user’s voice mailbox, 

along with a visual indicator on the phone. 

 Voice Messaging Notification 

i. Informs users of new voice messages via e-mail, text  message to a cell phone, or an indication on the 

user’s phone.  The user activates/deactivates the feature via a web interface. 

 Voice Messaging to E-mail 

i. Enables users to have their voice messages delivered as .wav file attachments to a specified e-mail 

address.  If available, the caller’s name and number are also included in the e-mail subject line. 
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Group Features: Each Virtual Communications Express customer receives one 

instance of both features described in this section. 

Auto Attendant  
 The Auto Attendant serves as an automated receptionist that answers the phone and provides a personalized 

message to callers, with options for connecting to the operator, dialing by name or extension, or connecting 

to up to nine configurable extensions (e.g., 1 = Marketing, 2 = Sales, and so on).  Configuration via the web 

interface also allows administrators to modify hours of operation, with different options available for hours 

that the company is open or closed.  Group administrators use their voice portal to record auto attendant 

greetings.  For example, a message can be left remotely to indicate that the office has been closed due to 

inclement weather.  In addition, end users can record their names for playback when a caller dials by name 

or extension. 

 A group can have multiple Auto Attendants configured, either individually (e.g., customer service with 

separate business hours) or integrated into a multi-level Auto Attendant (e.g., an enterprise’s main Auto 

Attendant is configured to seamlessly route to the Auto Attendant of a particular department or location). 

 

Hunt Group 
 Distribute incoming calls across a subset of employees.  Group administrators can choose from any of the following 

“hunt” schemes, each of which rings the specified phones in a different manner: 

 Regular – sends calls to users in the order established by an administrator.  Incoming calls go to the first 

available person on the list, always starting with the first contact on the list. 

 Simultaneous – rings all of the users in the group at the same time; the first user to answer the ringing phone 

is connected. 

 Group administrators can also establish a No Answer Policy to redirect calls to the next agent if they aren’t 

answered within a specific number of rings by the previous agent.  If all idle phones have been visited once without 

answer, there are two options for handling the call:  forward call to an external number, or give the call a 

Temporarily Unavailable treatment, which can trigger a service such as voice mail. 

 

Music on Hold 
 The ability to assign and configure the music incoming callers hear when they are placed on hold. There are two 

options for assigning Music on Hold: 

- Default:  The system-standard Music on Hold.  

- Custom:  This option supports the upload of a customized Music on Hold file.  All custom Music on 

Hold files must be in .wav file format. 
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Optional Features:  The following features are available with Virtual 

Communications Express at an additional charge. 

  

Auto Attendant  
 Additional Auto Attendants are available for each site. 

 

Hunt Group   
 Additional Hunt Groups are available for each site. 

 

Call Queue 
 The Hunt Group functionality is enhanced with queuing.   Call queues provide an automated “answer” for all 

calls, with customizable greetings, comfort messages, and hold music for the caller to hear while held in a 

network-based call queue until an agent (i.e., an assigned user) answers the call.  Call Queue reporting also 

provides visibility into the calling activity for each queue. 

 

Desktop Softphone  
 The Desktop softphone allows the use of an Apple or Windows based PC as an endpoint of the Virtual 

Communications Express service, enabling customers to always appear to be calling from their business 

regardless of their actual location. 

  

o Placing Outbound Calls: When making calls, the PC must be connected to the Internet, and the soft-

phone application must be running. Calls look just like a call made from their business desk phone. The 

VCE desktop softphone has access to the enterprise directory as well as contacts imported from the users 

Outlook (2007 or 2010).  

o Receiving Inbound Calls: By using this service, the customer can configure the solution so that calls 

to their VCE number can ring their office line and softphone simultaneously if the PC is connected to the 

Internet, and the application is running. Inbound call features such as do not disturb, call waiting, call 

forwarding, etc. can be configured and managed via the soft-phone.  

o Push and Pull Active Calls: Active calls may be seamlessly transferred between the office phone and 

softphone. The service allows the user to "Pull" calls from their softphone to their office phone while on 

an active call. The user can also "Push" calls from their office phone to their softphone while on an active 

call.  

The softphone’s ability to provide good call quality will be highly dependent on the computer’s connection to 

the internet, as well as the application load concurrently running on the computer. Headset selection will also 

have an impact on call quality. 
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Mobile  
 The Mobile App allows the use of an Apple or Android smartphone as an endpoint of the Virtual 

Communications Express service, allowing single number reach and enabling customers to always appear to 

be calling from their business regardless of their actual location. 

o Placing Outbound Calls: When making calls, the end-user will be able to place calls using the user's 

"Business Identity" - that is, their My Phone number. This makes the call look just like a call made from 

their business desk phone. The VCE Mobile Client has access to the enterprise directory as well as 

contacts on the mobile device.  

o Receiving Inbound Calls: By using this service, the customer can configure the solution so that calls to 

their Business Identity can ring their office line and mobile phone simultaneously. Inbound call features 

such as do not disturb, call waiting, call forwarding, etc. can be configured and managed via the client. 

This mobility allows users on the go to configure features that best suit their current needs.  

o Push and Pull Active Calls: Active calls may be seamlessly transferred between the office phone and 

mobile phone. The service allows the user to "Pull" calls from their Office Anywhere phone to their office 

phone while on an active call. The user can also "Push" calls from their office phone to their Office 

Anywhere phone while on an active call. 

The client’s ability to deliver the call over either voice or data network will ensure customers can have good 

voice quality, while enabling them to effectively manage their wireless device voice and data costs. 

Phone-to-Phone High Definition Video Calling 
 The Polycom® VVX® Camera is a high-quality USB video camera, designed as an easy add-on device that 

complements the Polycom VVX 500 or VVX 600 desktop phones.   

o Polycom HD Video resolution (720p, 30 fps) with H.264 compression 

o Camera lens shutter for privacy 

o Adjustable angle camera 

o USB plug and play 

Receptionist  
 The Receptionist Console is a browser-based application ideal for operators, receptionists and executive 

assistants to ease handling high volumes of incoming calls.  The app provides a feature-rich console with real-

time availability status of monitored phone users, to quickly get callers to the right person or department, with 

a number of transfer options to fit different situations.  Calls can be placed on hold, or parked and picked up 

from any phone and the Directed Call Pickup feature allows a receptionist to answer others’ phone lines, in 

their absence. 

Stand Alone Voicemail  
 The stand-alone voicemail box provides all the benefits of a unified messaging mailbox described above, 

however, it is not assigned to an individual user, but instead can be shared by a group of users allowing 

common access to the store of messages. 
 


