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1.1 What's included with EnQue

The EnQue products come shipped with the following items.

1. The EnQue Unit

&

AC Power Adapter (Warning: never use any other Power Adapter other than
the one provided with the EnQue.)

9 pin Serial Cable

6' RJ-11 Telephone Cable - (2)

Software CD (This contains the configuration software and documentation)
Quick Reference Cards - (Local Extension Use)

EnQue Start Guide

S

EnQue Memory Card (optional purchase for EnQue 4 models)

If any of these items are missing, please contact your reseller.

The EnQue Line jacks are sensitive to high voltage spikes from lightning. If you live in
an area where electrical storms occur regularly, we recommend that you protect
EnQue by plugging the telephone cords coming from the EnQue line jacks to a surge
protection device connected to the incoming telephone lines.

When you first receive EnQue and live in an area with cold temperatures, do not plug
EnQue into a power outlet until the system has warmed to room temperature.
Otherwise condensation could build up on the electronics and cause damage when
powered up.

1.0 Installing EnQuel




1.2  Front Panel Descriptions

EnQue's front panel consists of a power button ("Power") and 5 LED lights that do
more than let you know EnQue is plugged in and turned on.

What do the LED lights tell you?

Power

Line1 Line2 Daia Lined Lined

LED light: State Description
Line 1 On Solid Line 1 is currently in use.

Pulsing Slowly  The Line 1 caller is on hold.

Flickering Line 1 is ringing.

Quick Pulse Line 1 is engaged by another device on the line.
Line 2 On Solid Line 2 is currently in use.

Pulsing Slowly  The Line 2 caller is on hold.

Flickering Line 2 is ringing.

Quick Pulse Line 2 is engaged by another device on the line.
Power / Data On Solid EnQue is powered on.

Flickering The PC connected (via Serial or USB) to

EnQue is either sending or retrieving
information from EnQue.

Pulsing Slowly ~ Global Message Waiting Indicator (optional).
Line 3" On Solid Line 3 is currently in use.

Pulsing Slowly  The Line 3 caller is on hold.

Flickering Line 3 is ringing.

Quick Pulse Line 3 is engaged by another device on the line.
Line 4* On Solid Line 4 is currently in use.

Pulsing Slowly  The Line 4 caller is on hold.

Flickering Line 4 is ringing.

Quick Pulse Line 4 is engaged by another device on the line.

“Line 3 and 4 lights apply to EnQue 4 models
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1.3  Back Panel Descriptions

Before connecting all your phones and lines to EnQue, you may want to pro-
ceed with configuring the unit first. (See section 2.1) This will minimize the  dis-
ruption time for your telephone lines while setting up the system.

1.3.1 The EnQue 2

00 FHRRmED @ &

=L1A2 Barial

Jacks/Ports

What to plug in

MUSIC

PA

El, E2, E3, E4

L1/L2, L2

USB

Plug in a radio, CD player, PC soundcard or any other
device that emits an audio signal if you wish to use
EnQue's Music-on-Hold feature. This is a 1/8" (3.5
mm) phono jack. Mono cables are recommended.

Connect to a PA. system if you wish to use the external
paging feature. This is a 1/8" (3.5 mm) phono jack.
Mono cables are recommended.

Plug in any analog device that uses a standard (RJ-11)
telephone jack, such as: telephones, answering
machines, fax machines, internal or external PC
modems. Once these devices are plugged in EnQue will
recognize them as Ext. 111, Ext. 112, Ext. 113, or Ext.
114. Consider connecting the receptionist’s phone to
Extension 114 as this will allow for calls to be received or
made through Line 1 of EnQue.

This is where you plug in your telephone lines (RJ-11).
If you have 2 lines out of 1 phone jack, you can plug into
the L1/L.2 jack. Use a surge prolector if you live in an
area prone to lightning strikes.

Use the USB port if your PG supports USB connectivity. If
you use the USB port, you cannot use the serial port
simultaneously. Windows 2000/XP currently not
supported for USB connectivity.

1.0
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SERIAL Attach the supplied serial cable (RS232) that connects
EnQue to your PC. If you use the serial port you
cannot use the USB port simultaneously.

POWER Plug the supplied AC Power Adapter in here. Rating:
16VAC 1.1 A output. Do not use any other power adapter
as this may cause damage.

By default, EnQue is set to Serial connection. To activate USB connection, dial
F391E3 from an extension then reset EnQue. To return to Serial connection, dial 3

903 and reset EnQue.

The ‘PF’ box in between E4 and L1/L2 represents power failure support. In the event
of a power failure or loss of power to EnQuue, Extension 114 will be able to receive
calls and make calls on Line 1.

1.3.2 The EnQue 4

0k 0000 OO ———

MEMORY SLOT

ES5 E6 E7 E8 L3/L4 L4
00 IO mI] & oEe
MUSIC  PA El E2 E3  Eldecececscienecse SERIAL POWER
Jacks/Ports What to plug in
MUSIC Plug in a radio, CD player, PC soundcard or any other

device that emits an audio signal if you wish to use
EnQue's Music-on-Hold feature. This is a 1/8" (3.5 mm)
phono jack. Mono cables are recommended. If you have
multiple EnQue units on a LAN, you will need to provide
a music source to each EnQue.

PA Connect to a PA. system if you wish to use the external
paging feature. This is a 1/8" (3.5 mm) phono jack.
Mono cables are recommended. If you have multiple
EnQue units on a LAN, you will need to provide a con-
nection from each EnQue to the PA Amplifier.
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LAN PORT

E1-E8

L1/12, 12, L3/14, L4

USB

SERIAL

MEMORY SLOT

POWER

You can connect to an Ethernet hub using a Category
5 cable with RJ-45 connectors. This will support
configuration across the LAN. If you have 2 or more
EnQue 4 units, you can ‘network’ them and they will
function as a single system. There are 3 LEDs next to
the LAN port. The top LED is on when a link has been
established with any EnQue or PC running EnQue
software. The 2nd LED is on when data is being
received and the 3rd LED is on when data is being
transmitted.

Plug in any analog device that uses a standard (RJ-11)
telephone jack, such as: telephones, fax machines, inter-
nal or external PC modems, etc. EnQue identifies the
extensions as 1x1 to 1x8. (x represents the unit ID num-
ber assigned to that EnQue unit). By default all EnQue
units are shipped with a unit ID = 1. This means the
extensions are 111 to 118. If it had unit ID 2 then they
would be 121 to 128. For details on selting up 2 or
more units on a LAN to operatle as ‘networked’ units,
Dplease see section 1.5.

This is where you plug in your telephone lines (RJ-11).
If you have 2 lines out of 1 phone jack, you can plug into
the 1/2 and 3/4 jacks. Use a surge protector if you live
in an area prone lo lightning strikes.

Use the USB port if your PG supports USB connectivity. If
you use the USB port, you cannot use the serial port
simultaneously. Windows 2000/XP currently not
supported for USB connectivity.

Attach the supplied serial cable (RS232) to connect
EnQue to your PC.

Memory expansion slot. Used to expand internal
memory for voicemail and Auto Attendant messages.
EnQue Memory cards can be purchased from your local
EnQue reseller. Simply place the memory card in the slot
and EnQue will automatically detect and start using the
extra memory within 20 seconds.

Plug the supplied AC Power Adapter in here. Rating:
16VAC 1.1 A output. Do not use any other power adapter
as this may cause damage.

1.0
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By default, EnQue is set to Serial connection. To activate USB connection, dial
F391E3 from an extension then reset EnQue. To return to Serial connection, dial 73
90F3 and reset EnQue. No commands are required to use the LAN connection.

The ‘PF" box in between E4 and L1/L2 represents power failure support. In the event of
a power failure or loss of power to EnQue, Extension 114 will be able to receive calls
and make calls on Line 1.

1.4  Plugging into the Back Panel

1.4.1 Attaching telephone lines to EnQue line jacks

You can connect your telephone lines from the wall jack(s) to the EnQue Line jacks
with the phone cables provided. Take note of which telephone line is connected to
which Line Jack on EnQue - this information will be used in the configuration
section. In order to minimize disruption to your business, you may want to configure
EnQue first before connecting it to your lines and phones.

We recommend that you connect surge protectors between EnQue and your telephone
lines to protect against lightning damage.

1.4.2 Attaching phones and other devices to EnQue extension
jacks

You can connect any analog device (regular telephone, cordless phone, fax machine,
answering machine, modem) to EnQue's extension jacks. Multiple devices can be
connected to each extension jack by 'chaining' them together or using a line splitter.

7o Attach a Single Line Corded or Cordless Telephone, Fax Machine or Answering
Machine:
Connect your single line analog telephone or fax machine to one of EnQue's
extension jacks (E1 to E4 for the EnQue 2 and E1 to E8 for the EnQue 4) just as
you would if you were plugging them into a standard telephone wall jack.

10 Attach a Two-line Telephone:
Option # 1 (Use it as one EnQue extension.)

Disregard the telephone's Line 2 jack (plug-in). Connect the telephone's Line 1
plug-in to any one of EnQue's extension jacks. You will still be able to access both
telephone lines in the same manner as if you were using a single line telephone
attached to EnQue.
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Option # 2 (Use it as two EnQue extensions.)

You could use your two-line telephone as two separate EnQue extensions.

Connect the telephone's Line 1 and Line 2 plug-ins to two separate extension
jacks.

Most two-line phones have separate plug-ins for two incoming telephone lines (Line 1
and Line 2). If your two-line telephone does not have separate plug-ins, you can use
a "Line 1/Line 2" line splitter to separate the two lines. Download the Quick Guide at
www.engeniustech.com for more detailed examples on connecting multi-line phones.

To Attach an Internal or External Modem:

Simply plug the modem's telephone cable into one of EnQue's extension jacks.
Your modem is now a EnQue extension and will be able to access all lines and
take advantage of EnQue's call routing features.

If you would like to use a telephone on the same extension as your modem,
simply plug the telephone's cable into the modem's telephone jack. (Most
modems have a telephone jack, located beside the 'Line In' jack.)

You do not have to attach a PC to EnQue (via the Serial or USB ports) for your
modem to be functional.

If you don’t want to change your dial up settings for the modem, you will need
to enable Direct Line Access for the extension associated to the modem. See
section 2.3.1.4 for more details on configuring Direct Line Access.

1.4.3 Connecting Devices to the Music and PA Jacks

The Music jack is designed to support any audio source (CD player, radio, tape player,
sound card etc.) for playing music or messages to callers while on hold. Simply
connect the audio source via its headphone output to the Music jack. The Music jack
requires a 1/8” (3.5mm) phono connector. If you have more than one EnQue
connected to a LAN, you will need to provide audio to all the Music jacks on each
EnQue.

The PA jack can be connected to a PA System for external paging or to an
amplification system to screen voicemail or to use as a line simulator. The PA jack
requires a 1/8” (3.5mm) phono connector. If you have more than one EnQue
connected to a LAN, you will need to provide a connection from each EnQue to the
PA system.

1.0 Installing EnQuel
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1.4.4 Connecting EnQue to a PC

There are four ways to connect EnQue directly to your PG for configuration - Serial,
USB (Windows XP, 2000 excluded), Ethernet (LAN port), and remotely using a dial

up modem.
Serial: Use the provided serial cable (RS232) to connect EnQue to an open
COM port on your PC.
USB: Use a USB cable to connect EnQue to an available USB port on your
PC or USB hub.

Ethernet: With the EnQue 4 models, EnQue can be configured using a PC con-
nected to the same LAN as your EnQue units. EnQue cannot be con-
figured from the Internet.

Modem:  Using a PG with a dial up modem and running the EnQue configu-
ration software, you can choose to call EnQue from anywhere in the
world then connect and configure the system.

1.4.4.1 Connecting EnQue to a PC using a Serial cable

If you have an available Serial port, then connect EnQue to your PC using the Serial
cable provided with EnQue. By default, EnQue is shipped with the Serial port enabled
and the USB port disabled so you do not have to do anything to get it working using
the Serial port.

If you were previously using USB and are switching back to Serial connection, then
you will need to switch EnQue back to Serial mode. Pick up a phone connected to
one of EnQue’s local extensions and dial £73 to enter command mode. If you have an
administrator password enabled, enter the password. Dial 90 then F-3 to enable the
Serial connection. Next, turn EnQue off then back on again to activate the Serial
connection.

TalkSwitch Preferences x|

— Communication Setup

Select the method to be uzed for communicating with T alkSwitch.

Connection: ISeriaI.r'USB Fart j M

Azsociation: IEDM2 j
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When you run the EnQue software, you will need to select ‘PC Connection’ to select
Serial as the connection then select the COM port associated to this physical Serial
port on your PC.

Make sure you do not have any other communications programs running at the
same time you want to use the EnQue configuration software. These may include
Palm Pilot, Hot Sync, TalkWorks, Digital Camera software. These programs tend to
‘hold” onto COM ports and not make them available for any other programs.

If you are having problems communicating with EnQue, please check the
Troubleshooting section of the manual.

1.4.4.2 Connecting EnQue to a PC using a USB cable

If you have an available USB port and cable and are not running Windows 2000 or
XP on your PG, then connect EnQue to the PC using the USB cable*. Next, pick up a

phone connected to one of EnQue’s local extensions and dial £73 to enter command
mode. If you have an administrator password enabled, enter the password. Dial

91then [73 to activate the USB connection. Next, turn EnQue off then back on again
to activate the USB drivers.

T alkSwitch Preferences x|

— Communication Setup

Select the method to be uzed for communicating with T allS witch,

Connection: ISeriaIa’USB Port j M

Azzociation: II:EIM2 ﬂ

Make sure you do not have any other communications programs running at the
same time you want to use the EnQue configuration software. These may include
Palm Pilot, Hot Sync, TalkWorks, Digital Camera software. These programs tend to
‘hold” onto COM ports and not make them available for any other programs.

* USB cable not provided.
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1.4.4.3 Connecting EnQue to a LAN
If you want to connect multiple EnQue unils to a LAN, please see section 1.5

To connect EnQue to a LAN for configuration purposes, simply use a standard
Category 5 cable with RJ45 connectors on either end. Once EnQue is connected to the
hub, the top LED will light only when a computer running the EnQue software
establishes a connection with EnQue. This LED lets you know EnQue and your PC are
able to communicate.

When you run the EnQue software, you will need to select ‘PC Connection’ to select
LAN as the connection then select the LAN adapter on your PC. You do not have to
enter any commands from a local extension on EnQue to enable LAN connectivity.
Make sure all your EnQue units have the same firmware version.

TalkSwitch Preferences

r— Communication Setup

Select the method to be uged for communicating with T alkSwitch,

Connection: I Local srea Metwark [LaM) j
Azzociation: ISelect LAM Adapter j
Connect | E it |

If you are running Windows XP, please make sure you are not using Windows 98
compatibility mode. Anytime EnQue is being configured, it is ‘locked’ so that no
other computer or person using a phone can make configuration changes at the
same time. If you leave the software open for longer than 1 hour, EnQue will
automatically unlock itself to allow configuration changes.

1.4.4.4 Connecting to EnQue from a remote location using a modem

EnQue can be configured remotely using any PC with 2 modem and EnQue software
installed.

To configure remotely using a modem, you should first ensure that you have at least
version 2.39 of the firmware loaded on EnQue. Next, using the software that matches
the firmware, click on ‘PC connection’ after running the software.

Select ‘Remotely using a modem’ for the connection then the associated COM port
for that modem.
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TalkSwitch Preferences  X|

— Communication Setup

Select the method to be uzed for communicating with T alk Switch,

Connection: I Remaotely using a modem ﬂ
Azgociation: IEDM1 j
Cannect Exit |

Next, click connect and another screen will appear where you will need to enter the
phone number for one of the lines connected to EnQue. In order for the modem to
establish a connection, an Auto Attendant needs to answer on the line you are dialing
in on. If you do not have an Auto Attendant set to answer on any of the lines, EnQue
will answer with a generic greeting after 15 rings so that you can still get into the
system to access voicemail or make configuration changes.

Modem Connection Ed

TalkSwitch phone number; |1'SDD'555'1 234

If & prefix is required before the phone number, use a
commal,] to insert a 2 second pauge after the prefis,
Example: 9,555-1234

Connect I Cancel

Once you have entered the phone number, click ‘Connect’. The EnQue software will
now try to communicate with your modem to establish a connection. The following
screen should appear after it has successfully dialed the phone number to EnQue.
Follow the instructions on the screen.

Connecting to TalkSwitch. .. X

E stablighing connection with T alkSwitch...
Prezs the '"0F button after you hear the Auto Attendant answer,
If the number being dialed does not hawve an Auto Attendant

configured to answer the line, T alkSwitch will anzwer the call
with a genenic greeting after 15 rings.

: Cancel |
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1.4.4.5 Connecting to EnQue from a local extension using a modem

EnQue can be configured locally using any PC with a modem connected to EnQue
and has the EnQue software installed. Version 2.39 of the software and version 2.39
of the firmware support modem connectivity.

Run the EnQue software then click on ‘PC connection’. Select ‘Locally using a
modem’ for the connection then the associated COM port for that modem.

T alkSwitch Preferences x|

— Communication Setup

Select the method to be uzed for communicating with T allS witch,

Connection: I Locally connected using & madem j

Azzociation: |I:EIM1 ﬂ

Coninect E it |

No phone number is required as the modem is connected to a EnQue extension. The
connection should be established very quickly.

a}a 1.5 Using 2 or more EnQue units on a LAN

Networked If you have only one EnQue unit, ignore this section and proceed to Section 2.

1.5.1 Connecting 2 or more EnQue units to a LAN

Option 1 - Connect to switch or switched hub in coexistence with your PCs.

We recommend integrating your phone system into your existing LAN with a switched
hub. A switch or switched hub provides direct communication between EnQue units,
thus keeping the EnQue voice over LAN data isolated from other data on the network.

Connect up to four EnQue units (2 are shown on the following page) to the LAN
switch or switched hub.

. 12 |EnQue User Manual



EnQue (unit ID 1) EnQue (unit ID 2)

Switch or
Switched Hub

Make sure a computer is connected to the
phone system either via the LAN or directly from the computer to the EnQue through
the USB or Serial port.

Option 2 - Connect to regular hub dedicated to EnQue units

If you don't have a switch we suggest you use a small hub on a dedicated LAN to
network the EnQue units. You can connect a computer to this hub for EnQue
configuration purposes, as this hub should not be shared with heavy LAN traffic.

EnQue (unit ID 1)
EnQue (unit ID 2)

yaEt I —
a'l ';._iﬁé- ﬂ!'_ *' - - (S e
AL : TARRRR O sl
\ 1 T =5
Hub !
1|
. T
e, ~- hd- 0 Nh
= —a

Connect up to four EnQue units (2 are shown here) to the LAN hub.
Make sure a computer is connected to the phone system either via the LAN or directly
from the computer to the EnQue through the USB or Serial port.
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Option 3 - Connect 2 units together via an Ethernet cross-over cable.

If you plan to network only two EnQue units, it is possible to network them via a LAN
crossover cable.

Connect the two EnQue units with a crossover cable. Make sure you are using a
crossover cable and not a regular LAN cable - see diagram below for details on how

to verify a crossover cable.

EnQue (unit ID 2)
EnQue (unit ID 1)

Crossover Cable

Make sure a computer is connected to the phone system either via the USB or Serial

pOI'T.
)
= Q0
g s
1G] Q
D
S g s g
S 1A= Sl1=21l=
~N AN Y o N o Nmm—lﬁ\ol\_oo
Hjngi ’ 1 rHjrgn]i
s ‘| :} k\ k\ \| ,
[
W ppatt
100N g
Sl oLt
:, |
= [=- _E_

Crossover cable:
The ends are different. Pins 1 & 3 are
reversed, and pins 2 & 6 are reversed.

Straight through cable:
Notice how both ends are identical
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1.5.2 Setting the Unit ID for the first time

When units are shipped from the manufacturer, they are all programmed with Unit
ID 1. If two or more units are placed on the same LAN and 2 or more have the same
Unit ID number, then there will be a conflict. EnQue identifies this conflict by
flashing all the Line lights on the front panel of the units that have the conflict.

To resolve the conflict, you need to assign a different Unit ID to one or more of the
units. Pick up a telephone handset connected to one of the extension jacks on the
EnQue unit that you want to assign a different Unit ID. You will immediately hear a
system prompt indicating that there is a conflict and a new Unit ID needs to be
chosen. Select an available Unit ID between 2 and 4 (odds are that you are keeping
the Unit ID of the 1st unit set to 1).

Next, the system should indicate that the update was successful and the front panel
lights should stop flashing after several seconds. When none of the front panel ‘Line’
lights are flashing, then all units are ready for network use.

No IP configuring is required since EnQue units do not use the TCP/IP protocol. EnQue
units cannot communicate with any other units beyond the LAN. If you need to
configure remotely, you can use the remote modem option to connect from a remote
location.

1.5.3 Changing the Unit ID

If you need to change the Unit ID of any EnQue system, you can first press F73 from
a Local Extension to enter command mode, enter a password if necessary, then dial
0 0F3. The system will respond with the Unit ID of that particular EnQue. To change
the Unit ID, use any of the following commands once in command mode:

Unit ID DTMF Command
1 0163
2 0263
3 03F3
4 043

1.5.4 Unit IDs and how they affect system extension numbers

When more than one EnQue is connected to a LAN and they operate in networked
mode, several of the extensions and voicemail have different numbers based on the
Unit ID assigned to the EnQue unit they belong to.
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The extensions and voice mailboxes affected by the new numbering system are listed

in the following table.
Unit ID 1 Unit ID 2 Unit ID 3 Unit ID 4

Local Extensions 111-118 121-128 131-138 141-148
Remote Extensions 211-218 221-228 231-238 241-248

Local Mailboxes 111-118 121-128 131-138 141-148
Remote Mailboxes 211-218 221-228 231-238 241-248
General Mailboxes 410-419 420-429 430-439 440-449

As you may have noticed, none of the Extension Ring Groups are affected since they
are global to the entire system. It doesn’t matter if there is one or four EnQue units
on a LAN, there will always be 10 Extension Ring Groups with the extension numbers
300-309.

1.5.5 Keeping track of the lines and extensions

To keep track of the extensions and lines connected to each EnQue, you may want to
label each unit with it’s respective Unit ID. This will simplify matters when it comes
to adding or removing extensions and lines.

In the event the EnQue units are located in a room away from the extensions and you
need to identify which unit is which, there is a utility in the configuration software
that will allow you to identify each unit by flashing the lights on the front panel.
When the configuration software is opened, you can check details of the EnQue units
on the LAN by clicking on the ‘LAN Details’ button.

In the pop up window, you can select a Unit ID, then click the Identify button to have
the lights flash on that unit. The lights will stop flashing when you click ‘finished’ or
5 minutes have elapsed.

1.5.6 Optimizing the system for networked use

EnQue is designed to be as robust as possible for the price point. Keeping this in
mind, there is a limitation as to how many calls can be placed across the LAN from
each unit. This is known in the industry as a blocking architecture.

Each EnQue unit can support up to 6 simultaneous calls through it’s LAN port. This
technique allows the systems to work as they should more than 99% of the time since
it is rare that more than 6 calls would need to cross from one unit to 1 or more other
units simultaneously. With the current design, this means that a total of 12 calls
(using 4 units) can run simultaneously across the LAN.
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As an example, if 2 units are connected on a LAN, 4 calls can come into all four lines
on one unit and be directed across the LAN to the other unit’s extensions or lines
while 2 intercom calls can also cross the LAN. In the event that an inbound call
cannot be directed across the LAN because all paths are blocked, EnQue will handle
the call according to the ‘Busy at extension’ Call Cascade option for the selected
extension. (See sections 2.3.3.4, 2.3.3.5, 2.3.3.6)

EnQue has been designed to operate optimally when in a networked state. Here are a
few items that have been designed for better network use:

Configuration Settings:

All units are ‘cloned’ with identical settings. In the event that another unit has
‘disappeared’ off the network (adapter unplugged, LAN connection disconnected,
LAN failure etc...), the system can still handle the calls according to the settings
programmed at other extensions that belong to EnQue units not visible to the
unit handling the call. In the event an extension or voice mailbox cannot be
reached, the caller will hear the following system prompt: ‘“The extension you are
trying to reach is currently unavailable, please try again later.”

Outgoing Line Hunt Groups

By default, when 2 or more units are on a LAN, the system tries placing calls out
on the same EnQue unit the call originates. This avoids using a line across the
LAN on another unit which helps to minimize the LAN traffic and optimizes the
opportunity for all inbound calls to connect across the LAN if required.

Auto Attendants

There are a total of 9 Auto Attendants that are shared by all units on the LAN.
When an Auto Attendant is recorded on any unit, it is then automatically copied
to all other units on the LAN. This design minimizes LAN traffic and also provides
functionality back-up in case a unit or multiple units have ‘disappeared’ off the
network (adapter unplugged, LAN connection disconnected, LAN failure etc...). In
this event, all systems can still answer inbound calls with the same Auto
Attendant messages).

Voicemail

All Local Extension and Remote Extension voicemail data is stored on the unit
where the extensions normally reside. For example, all greetings, directory names
and voicemail messages for extensions 121-128, 221-228 and mailboxes 420-429
are stored on the EnQue with Unit ID 2. If a unit is completely filled with
voicemail messages, new messages will not be stored on other units. The system
will simply not accept anymore messages for mailboxes belonging to that unit. If
you need more memory, EnQue Memory Cards can be purchased from your
reseller. You can also use the Voicemail Memory Manager to view the memory
usage of each EnQue unit and each mailbox.
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Configuring
ue

En

2.1 Installing the EnQue Configuration Software

Insert the EnQue CD into your CD drive. The Install program will automatically
launch. If the software does not launch automatically, you can use Windows Explorer
to explore your CD-ROM drive. Double-click the Setup.exe file then follow the
instructions on the screen. If you are installing on a Windows XP machine, do not
enable Windows 98 compatibility mode for the EnQue software.

Configuration software system requirements:
PC running Windows 95/98/ME/XP*/2000*
40 MB free hard disk space
64 MB RAM
An available Serial, Ethernet or USB port (Required for Firmware updates)

800 x 600 minimum video resolution

If you are having problems retrieving the settings from EnQue, please check the
Troubleshooting section of the manual.

* USB not currently supported for Windows 2000 or Windows XP. You will need to use the serial or
LAN connection for configuration purposes.
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2.2 Control Center

After installation is complete, double-click the TalkSwitch icon. Once the software is
open, the following screen will appear. This is the Control Center for the TalkSwitch
software.

PC Connection

PC Connection:

This opens up the PC Connection dialog which allows you to choose the correct
COM port when connecting EnQue to the PC using Serial or USB. You can also
select to configure using a modem or if you have a EnQue 4, you can configure
using a LAN.

Configure:
Choosing Configure brings up the configuration software. (see section 2.3)
Note: You cannot configure EnQue by phone while the software is open.
Monitor:

Choosing Monitor brings up the EnQue Monitor window. The Monitor allows you
to 'see' a graphical representation of the calls as they flow to and from EnQue and
its extensions and lines. This feature is useful as a diagnostic tool when testing
your EnQue settings. You should choose ‘Normal’ as the mode of operation
unless you are using EnQue as a Line Simulator for a demo.

Flash Upgrade:
This activates the EnQue Firmware Update procedure. Follow the instructions
accordingly.

About:

Displays useful information including the EnQue software, firmware and
hardware version numbers.
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2.3 Configuration
From the Control Center choose Configure. The following screen will appear:

The configuration screen consists of 4 parts:

TalkSwitch Configuration
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1. Menu Items
2. Configuration Navigation
Controls what is displayed in the configuration window.
3. Configuration Window
Displays configuration tabs.
4. iGuide Window

Displays helpful information about what is displayed in the
configuration window.
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Menu Items - File
Retrieve settings:

Retrieves settings from EnQue connected to the PC.
Open File...

Opens existing configuration files from the PC. Default configuration files
are included with the software. The software also backs up to a file called
“LastSavedConfig.dat” every time you save settings to TalkSwitch.

Save to TalkSwitch

Saves the current configuration.

Save to file...
Saves the current configuration to a file.
Exit

Closes the Configuration and returns to the Control Center.

Menu Items - Setup
Set active mode

Changes the current mode of operation.

Add Local Extension

Allows you to easily configure a new Local Extension.
Add Remote Extension

Allows you to easily configure a new Remote Extension.
Add Ring Group

Allows you to easily configure a new Ring Group.

Defaults...

The feature brings up a dialog box which allows you to change the current
information in the Configuration window to its defaults, or change the whole
configuration to its defaults.

Menu Items - Utilities

Memory Usage:

Displays a dialog box showing internal memory usage for Voicemail or Auto
Attendant messages.
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Voicemail Manager:

Displays a dialog box giving you options to check the status of all voicemail,
delete a mailbox password, and reset mailboxes to factory default.

Terminal Window:

Provides a terminal interface for troubleshooting purposes. Useful for
diagnostics.

Menu Items - Help
Support on the Web:

Launches your browser and directs you to our support site.

About TalkSwitch:

Displays the software version number, firmware version number and Copyright
information.

Configuration Navigation

The Configuration Navigation organizes all the configuration topics within folders.
The following is a brief description of each configuration folder:

About TalkSwitch
This tab displays version information about the software, firmware and
hardware. It also displays memory usage with details about voicemail messages
and Auto Attendants.

System Information
This folder allows you to configure the system setup. This includes activating
lines, extensions and music-on-hold.

Voicemail
This folder allows you to configure each individual voice mailbox and also some
global settings for the voicemail system.

Call Handling

This folder allows you to configure how you want incoming calls to be handled.
It allows you to setup your Auto Attendants and individual call handling for each
line and distinctive ring number for both operating modes.

Call Back / Call Bridge Settings

EnQue’s Call Back and Call Bridge features are configured from this folder. Both
of these features can reduce your company expenses by reducing long distance
costs.
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Options

In this folder, advanced settings are configured including the Administrator
password, audio controls, troubleshooting and various operating options.

Configuration considerations when connecting multiple units to a LAN.

When 2 or more units are connected to a LAN and are setup for network use, you will
have the ability to configure all units connected to the LAN via the Serial or USB
connection to one of the EnQue units, or using a PC connected to the same LAN as
the EnQue units.

When 2 or more EnQue units are connected to the same LAN, they are designed to act
like a single phone system. For example if you have 2 EnQue units connected on the
same LAN, the system will now function as a single system supporting 8 lines, 16
local extensions and 16 remote extensions.

You will notice that on some of the configuration pages, there will be up to 4 tabs
across the top that allow you to select each EnQue in the group depending on how
many are connected to the LAN. This is the primary difference between configuring
1 unit and multiple units.

TalkSwitch Configuration
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Sections of the configuration that have multiple tabs for each unit:

System Information
Telephone Lines
Local Extensions
Remote Extensions

Voicemail
Local Ext. Voicemail
Remote Ext. Voicemail
General Voicemail

Call Handling
Telephone Lines
Local Extensions
Remote Extensions

Call Back / Call Bridge
Auto Call Back

Options
Audio Controls

Important:

- Anywhere in this manual where there are details specific to the use of
-

a} EnQue in a networked configuration, you will see the icon to the left.

Networked

For people using only 1 EnQue unit, you can ignore any of the

comments associated with this icon.

2.0
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2.3.1 System Information
2.3.1.1 Telephone Lines

This section tells EnQue about the lines or VoIP ports plugged into its back panel.
Simply select a line and fill in the information. For each line there is a status
message (“Line detected at initialization”) indicating if EnQue detected a line
plugged into the associated line port. If a line is plugged into a line port and is not
detected, check your telephone line, and then choose File>Retrieve settings to
update the screen.
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If networked, you will need to configure the options for all the units. At the

m}’-ﬁ top of the page, you will notice the tabs for up to 4 EnQue units labeled
Not ‘EnQue 1/, ‘EnQue 2/, efc...

Networked

Connection type:
Select what’s connected to the Line jack on EnQue. Selecting VoIP means that
you have a VoIP device plugged into the jack. This will now enable callers to select
250-299 from a local extension or auto attendant to speed dial a VoIP location.

In the “Phone numbers” section.

Enter the 'main’ telephone number for the appropriate line connected to EnQue.
Enable the Distinctive Ring Numbers 1 and/or 2 if you have this service on the
current line and wish to have incoming calls handled 'differently' on the basis of
the distinctive ring. If you want Distinctive Ring numbers handled the same way
as your 'Main' number, do not place a check mark in the box.
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Next, enter the 'Distinctive Ring' telephone number for each of the Distinctive
Ring numbers associated to this line. Distinctive Ring 1 corresponds to any
double ring pattern. Distinctive Ring 2 corresponds to any triple ring pattern.

In the “Telephone company services” section:

Select any of the Telephone Company Services that you currently have for each
line. The following is an explanation of each service and the impact of selecting
each option with respect to how EnQue handles calls. For definitions and details
on how to use these features with EnQue, see Appendix B.

3-Way Calling/Conference:

EnQue can work with either service to forward calls to Remote
Extensions or other external phone numbers while using the same
line (Same Line Connect). You can also use this service as an option
for bridging calls to external numbers when calling into EnQue from
the outside. If you find that you are having difficulties with line levels
when forwarding calls to Remote Extensions or using Call Bridge, you
should use 3-way calling to forward calls as a solution.

Transfer and Clear (Centrex/Plexar transfer):
EnQue can clear the line after forwarding a call to a Remote
Extension if your telephone line supports this feature. If you enable
this feature without actually having the service, callers will be
disconnected after the call is forwarded to the Remote Extension.

Call Waiting:
Check this box if you have Call Waiting service on the current line. It
is recommended that you remove this service from your line(s) since
there is no way for EnQue to handle a second call on the same line
while it is handling the first call. You may want to instead consider
adding the Hunt/Rollover service to your lines.

Caller ID:
Check this box if the current line provides Caller ID information.
EnQue will pass along the Caller ID information to selected exten-
sions. Also, EnQue can use the time information provided by Caller ID
to update EnQue’s internal clock. (see section 2.3.5.4).

Telephone Company Voicemail:
Check this box if you are subscribed to a Telephone Company
Voicemail service.

Hunt/Rollover/Busy Forwarding:
Check this box if the current line is associated with a Line Hunt or
Line Rollover service from the Telephone Company. In general, any
lines that belong to a Hunt/Rollover group should be configured to
handle calls the same way.
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In the “Calibration” section:

After you have configured the lines, it is recommended that you calibrate the
lines. Completing this procedure optimizes your telephone line volume levels for
the Call Bridge and Call Forwarding (with Remote Extensions) features.

Note: Only lines that are detected can be calibrated.

2.3.1.2 Line Hunt Groups

There are a total of 9 Line Hunt Groups for controlling oztbound call line selections.
These Line Hunt Groups are used by the Local and Remote Extensions, and when
using the Call Bridge feature. Each Hunt Group can support several line choices and
will attempt to grab an available line in the order that they are listed (Lines to hunt)
for that Hunt group. 7hese settings have no effect on incoming calls.
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The default setup:
Hunt Group 9: selects any available line
Hunt Group 81:  selects Line 1
Hunt Group 82:  selects Line 2
Hunt Group 83:  selects Line 3 (for the EnQue 4 only)
Hunt Group 84:  selects Line 4 (for the EnQue 4 only)
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First select a Line Hunt Group then name the group(s) if desired.

Under Set Line Hunt Group, select the lines you wish to add to the Hunt Group from
the left column 'Lines available', then click the '>>" button to move it to the right
column 'Lines to hunt'. Repeat this process for the other Hunt Groups. Lines will be
hunted in the order they are listed from top to bottom.

If units are networked, you will notice the option ‘Hunt lines on same unit

=
ﬁ}m first’ is visible and checked by default. This feature helps optimize how
Networked

EnQue uses lines for outgoing calls. It is recommended that you keep this
option engaged if you want to minimize ‘blocking’. Blocking can occur if
too many calls are placed across the LAN simultaneously. EnQue systems
can support up to 6 calls simultaneously. The likelihood of a call being
blocked is very small for most people. In the event the system is loaded
with calls and an inbound call cannot be directed across the LAN, the
call will be handled according to the busy call cascade settings.

2.3.1.3 Fax Information

The information in this tab helps configure EnQue to handle faxes.
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If you have a dedicated fax line or a Distinctive Ring number for faxing associated to
a line, please choose this ‘Fax number’ in the list. If you don’t have a line dedicated
for inbound faxing, select ‘none’.

If you do not see your fax number in the list, make sure you have activated the
appropriate line or Distinctive Ring number in the Telephone Lines section under
System Information.

Next, select the extension number where you have your fax device connected. For
example if you have your fax machine connected to E8 on the rear of the EnQue,
then select extension number 118.

If your fax machine is connected to E8 on a EnQue with Unit ID 2, then the

=

=
a} fax extension number is 128. If you have a dedicated fax line or number,
Networked

your fax machine should be connected to an extension jack on the same
EnQue unit where the fax line/number is connected.

By default, when both a dedicated line and fax extension have been selected for the
first time, the software automatically configures the incoming call handling
properties for that line to ring only the fax extension you specified on this page.

2.3.1.4 Local Extensions

Local Extensions are phones or devices connected to any of the extension jacks at the
back of EnQue. See sections 1.3 and 1.4 for more details on connectivity.
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@~ | [lfyou have 2 or more EnQue units connected on a LAN, you will be able
to select the tabs associated to each unit and see the extensions
Networked associated to that unit. If a EnQue 4 unit has a Unit ID of 2, then the
Local Extensions will be 121 to 128. The second digit for all Local and

Remote extensions, Local, Remote and General voicemail represents the
Unit ID of the associated EnQue unit.

Select any of the extensions that you wish to configure.

Local Extensions are by default activated with the associated Voice mailbox. Voice
mailboxes for each Local Extension can be de-activated in the Voicemail section in
the System Information folder.

Last Name / First Name:

Enter the first and last name of the person associated to the extension. The last
name is required if the person is to be included in the ‘Dial by Name’ directory
listing used at the Auto Attendant level. The person using that extension must
also record their name for the directory. Instructions for recording the name are
listed in the interface. Whatever name is entered will appear on the Caller ID of
another Local Extension during an intercom call.

Direct Line Access:

Direct line access allows you to configure the extension to access a specific Hunt
Group automatically for outbound calls when the extension goes off hook. For
example, you may have a fax machine connected to this extension and don’t
want to reprogram the speed dial phone numbers. In this case you would select
‘Direct line access' and choose the appropriate Hunt Group. As soon as the fax
goes off hook, EnQue will hunt the specified lines for an available line. This
feature is also useful if you want to avoid dialing any digits for accessing a line.

Warning: When using Direct Line Access, telephone company line dialtone is first
available when picking up the handset. The following features are only available from
EnQue internal dialtone: Intercom Calling, Hold Retrieve, Line Hunt Groups, Voicemail
Retrieval/Access, Call Pick Up, PA. Access, Parked Call Retrieval, Do Not Disturb
functions and entering Command Mode. To obtain internal dialtone from an extension
which has Direct Line Access enabled, dial Flash after going off hook.

Hunt Group Access:

This is used if you want to permit or restrict specific Hunt Group access to the
extension. Click the button and simply organize the appropriate Line Hunt
Groups that are permitted for this extension. (All extensions are defaulted to have
no restrictions.)
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2.3.1.5 Remote Extensions

With EnQue's Remote Extensions, you can have calls forwarded directly from your
home/office to any phone number you choose. Your cell phone, pager or any out-of-
office number becomes a 'Remote Extension' of your office system. You can have
calls forwarded directly or screen callers. If you are unavailable or choose not to
accept calls, they can be transferred back to your office (e.g. to voicemail or another
extension) or forwarded to another out-of-office telephone number (e.g. to a
business partner's cell phone) depending upon the Cascade configuration.

For details on how to use Remote Extensions, see section 3.3
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EnQue assigns a Remote Extension number to each call forwarding telephone
number. Calls can then be forwarded by the Auto Attendant or transferred by someone
in your office simply by dialing the Remote Extension number. There are 8 Remote
Extensions available per EnQue unit.

If a EnQue has Unit ID 2, then the Remote Extension numbers are 221 -
Nomorked | 228.

Choose a Remote Extension to configure. After you have activated a Remote
Extension, you must enter a phone number in order for the extension to be
considered active and usable by the system.
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Remote phone number:
Enter the phone number of the Remote Extension (note: no specific prefixes are
required - put the number in just as though you were dialing it from a regular
phone). You may use the following in the space provided: digits 0 - 9, space,
comma, dash, # and *. Once a number has been entered, the rest of the options
in this section will become ‘ungreyed’.

Last Name / First Name:
Enter the first and last name of the person associated to the extension. The last
name is required if the person is to be included in the ‘Dial by Name’ directory
listing used at the Auto Attendant level. The person using that extension must
also record their name for the directory. Instructions for recording the name are
listed in the interface.

Connect using:
Select the Line Hunt Group that EnQue will use to connect to that Remote
Extension. For example if you have an inexpensive long distance carrier setup for
the lines in Hunt Group 84, you may want to use this Hunt Group for your long
distance Remote Extensions.

Use Same Line Connect

Enabling this option allows incoming calls, when forwarded to the Remote
Extension, to use the same line in which the originating call came in. Using this
feature allows only one line to be used when forwarding incoming calls to a
Remote Extension. This feature can only be used when the line that the
originating call came in on has the 3-Way Calling/Conference or Transfer service
(Centrex/Plexar). If the line does not have any of these services, the call will be
forwarded using the Hunt Group chosen in the “Connect using:” section.

If you have a ‘Transfer and clear’ service on your line(s) and want to have EnQue
clear lines after forwarding calls to Remote Extensions, you will need to enable
‘Centrex/Plexar transfer’ on the Miscellaneous tab under ‘Options’. If your
service requires the remote end to answer the call before the transfer can be made,
then you should use ‘play accept/reject prompt’ or ‘play caller’s name first’
screening option set on the ‘Answered at ext.” in the Remote Extension section
under Call Handling.

Note: Remote Extensions do not have the ability to manually transfer calls
when using ‘Same Line Connect’.

When using Same Line Connect, callers will hear silence while they are on hold since
the callers are on hold at the Telephone Company and not at EnQue. If you want
callers to hear music while they are on hold for calls forwarded to Remote Extensions,
do not use Same Line Connect. It's best to experiment with different settings in order
to decide what works best for your configuration.
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2.3.1.6 Extension Ring Groups

There are a total of 10 Extension Ring Groups available for your use. Ring Groups
are extensions 300 to 309. By default, extension 300 is configured to ring all
extensions.

TalkSwitch Configuration
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Different uses for Extension Ring Groups:

Example 1: You are the president of a company and you don't want to handle
calls from the general public, yet you want to be alerted when your important
colleagues try to contact you. Your regular Local Extension may be 111 for most
people, but you can also configure a Ring Group such as extension Ring Group
300 to ring your extension with a different ring pattern. You then tell your
colleagues to always choose extension 300 at the Auto Attendant or ask to be
transferred to extension 300 when speaking to someone in the office. Now
without being subscribed to Caller ID, you can tell just by how your phone rings
if you consider the caller to be important or not.

Example 2: You have a company with several departments . You may want to
configure Extension Ring Group 300 for the Sales Department, in which case it
will ring extensions 111, 112, 113, and 114. You may want to also set up Ring
Group 301 for Technical Support, in which case it will ring extensions 115 and
116.

. 34 |EnQue User Manual



First select an Extension Ring Group (300-309) that you would like to configure and
activate it. You will notice that a Ring Group must have extensions listed in the
‘Extensions to ring’ section to allow access to the other information on the tab. If
desired, name the extension in the 'Ring Group name' space.

Ring pattern:
Choose how you want the phone(s) to ring for the Ring Group.

In the “Set Ring Group” section:

To configure, select each extension that you wish to add to that Ring Group from
the left column 'Extensions available', then click '>>' to move it to the right
column 'Extensions to ring'. Repeat this process for each of the Extension Ring
Groups activated. If you wish to remove an extension from a Ring Group,
highlight that extension in the right column then click the '<<" button.

Extensions available:

This is the list of available extensions from which the Extension Ring Group
may be built. Only active extensions will be available to add to the Ring
Group.

Extensions to ring:

This is the list of extensions that will ring when the Extension Ring Group is
selected from the Auto Attendant or Local Extension. All extensions listed will
ring simultaneously when this Ring Group is dialed from an extension or at
the Auto Attendant.
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2.3.1.7 On-hold/ Ringback

If you wish to have callers listen to music or advertising while they are on hold, you
will need to enable Music-on-hold in this tab.
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On-Hold Settings:
If you have a music source connected to the MUSIC jack, then you can select the
‘play music’ option. Otherwise leave the option set to play a ‘double beep” when
callers are placed on hold.

Ringback Settings:
If you notice that you are unable to check voicemail frequently, then you may
need to free up resources by selecting ‘Simulated Ring’. Newer EnQue 2 models
will support this option

Transfer Settings:
Select the option that best suits your environment and system configuration.

Note: If you connect a music source to the Music jack and do not enable Music-on-
hold, the caller will hear both music and a beep sound when on hold. Also when the
caller makes a selection at the Auto Attendant to go to an extension that has call
screening enabled, they will hear both ringing and music.

@@=~ | If you have more than one unit connected to the LAN, you will need to
-
a} provide a music source to all units with lines connected. A 1/8” audio

Networked

splitter can usually be obtained at most electronics stores.
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2.3.2 Voicemail

This section deals with the internal voicemail system included with EnQue. It allows
you to activate Local, Remote and General mailboxes and change global settings to
the voicemail system. For details on how to use voicemail, see section 3.4.

2.3.2.1 Local Extension Voicemail

By default, all Local Extensions are activated with the associated voice mailbox. If
you want to use this mailbox for informational purposes only and prevent callers
from recording messages, then check the 'Play announcement only' box.
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Remote Phone Notification:

If you want to be notified at another location when new messages arrive, you
can use Remote Phone Notification. Simply enter the phone number of the
cell phone or location where you want to be notified.

Notification Settings:

Detailed instructions are provided for how you may want EnQue to handle
notification calls being considered successful or requiring another attempt.
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Pager Notification:

Use Pager Notification if you want to be notified by pager when new messages
arrive. Simply activate the feature then enter the pager phone number and
the numeric message to be displayed on the pager.

Dial notification phone number...

These parameters control which Hunt Group is used for both the Remote
Phone and Pager Notification calls. It also allows you to adjust the number
of rings before it will abort the attempt then follow the parameters listed in
the next section.

If attempt unsuccessful...

These parameters control how many times EnQue will try to notify the
Remote Phone or Pager before it will abort the entire notification attempt.
You can also specify the time interval between attempts.

2.3.2.2 Remote Extension Voicemail

Remote Extension voicemail is similar in features to the Local Extension voicemail.
If you want to use this mailbox for informational purposes only and prevent callers
from recording messages, then check the 'Play announcement only' box.
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Remote Phone Notification:

If you want to be notified at another location when new messages arrive, you
can use Remote Phone Notification. Simply enter the phone number of the
cell phone or location where you want to be notified.

Notification Settings:

Detailed instructions are provided for how you may want EnQue to handle
notification calls being considered successful or requiring another attempt.

Pager Notification:

Use Pager Notification if you want to be notified by pager when new mes-
sages arrive. Simply activate the feature then enter the pager phone number
and the numeric message to be displayed on the pager. See following page
for screen shot of the pager notification options.

Dial notification phone number...

These parameters control which Hunt Group is used for both the Remote
Phone and Pager Notification calls. It also allows you to adjust the number
of rings before it will abort the attempt then follow the parameters listed in
the next section.

If attempt unsuccessful...

These parameters control how many times EnQue will try to notify the
Remote Phone or Pager before it will abort the entire notification attempt.
You can also specify the time interval between attempts.

2.3.2.3 General Voicemail
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General Voicemail is similar in features to both Local and Remote Extension
Voicemail. If you want to use this mailbox for informational purposes only and
prevent callers from recording messages, then check the 'Play announcement only'
box.
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Remote Phone Notification:

If you want to be notified at another location when new messages arrive, you
can use Remote Phone Notification. Simply enter the phone number of the
cell phone or location where you want to be notified.

Notification Settings:

Detailed instructions are provided for how you may want EnQue to
handle notification calls being considered successful or requiring another
attempt.

Pager Notification:

Use Pager Notification if you want to be notified by pager when new messages
arrive. Simply activate the feature then enter the pager phone number and
the numeric message to be displayed on the pager. See following page for
screen shot of the pager notification options.
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Dial notification phone number...

These parameters control which Hunt Group is used for both the Remote
Phone and Pager Notification calls. It also allows you to adjust the number

of rings before it will abort the attempt then follow the parameters listed in
the next section.

If attempt unsuccessful...

These parameters control how many times EnQue will try to notify the
Remote Phone or Pager before it will abort the entire notification attempt.
You can also specify the time interval between attempts.

2.3.2.4 Global Settings

Any changes made to Global Settings will affect all system voice mailboxes.
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Global Message Waiting Indicator:
This option can be useful if you only use one or a couple of voice mailboxes.
Anytime a new message is left in any active voice mailbox, the Power/Data
light will pulse very slowly to indicate that there is at least one new message
in one of the mailboxes. Once all new messages have been heard, this light
will return to the default state of being on solid.

Mailbox Settings:

The first option controls the order that messages are played back when
listening to voicemail. The default setting plays messages back starting with
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the newest message and working back to the oldest messages. This setting is
convenient since many people store several saved messages and don't want to
skip through these messages every time they want to listen to newer messages.
The 2nd control can be adjusted so that you can have the system page or call
your remote phone for every new message received in voicemail or only the
1st new message received in voicemail.

Automatically remove blank and short messages:
Enable this option if you tend to get several messages where callers hang up
rather than leave messages. The advantage of not clearing the short messages
is that employees can listen to the Caller ID information played at the end of
the message to identify callers*.

*Caller ID service required from your telephone company.

View Mailbox Data:

Details are provided for each voice mailbox and announcement. This tool is
useful for better managing the voicemail resources of the system.
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2.3.3 Call Handling
2.3.3.1 Modes

The use of Modes allows you to run different call handling configurations at different
times. For example, you may want calls handled one way during business hours and
another way for non-business hours. Modes can be switched either manually or
automatically with the use of Automatic Mode Switching,.
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Name the modes if desired. The labels will be displayed elsewhere in the
configuration software whenever modes are used.

To use the Automatic Mode Switching feature, you must first activate it by clicking
'Use Automatic Mode Switching'. Next, set the start times for each mode. If you want
EnQue to change modes more than twice in one day, you can activate up to two extra
mode changes for that day.

If you do not want to use Automatic Mode Switching, you can still switch modes
manually in the software or through any telephone using touch tone commands.
Enter command mode by dialing F73 then your password if required. Next, dial any
of the following commands followed by F-3 to confirm.

31 Changes EnQue to mode 1
32 Changes EnQue to mode 2
30 EnQue tells you what mode it currently is using
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2.3.3.2 Auto Attendant

The purpose of the Auto Attendant is to greet callers and instruct them as to which
number(s) they should press on their telephone keypad to reach a particular
extension, person, message, or department. Callers can also directly dial Local
Extensions (1xx), Remote Extensions (2xx), Extension Ring Groups (300-309),
Voicemail (both leave messages and access messages), access Call Back, access Call
Bridge and enter Command mode for making changes to the system configuration.

*400 series mailboxes can be dialed at the Auto Attendant without having to press €3
first. This can be useful for providing ‘virtual” extensions associated to a mailbox for
telecommuters or other part-time staff.

A total of 9 different Auto Attendants can be recorded or loaded with a combined
total time of 25 minutes (shared with voicemail, but can be expanded on the EnQue
4 using EnQue Memory cards). You do not have to use or record all 9 Auto

Attendants.
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When 2 or more units are networked, they share the same 9 Auto
Attendants. When an Auto Attendant message is recorded on any EnQue
unit, it is automatically copied to all the other EnQue units on the same

—
-
—
-
P
-

Networked

LAN. This feature helps reduce network traffic and allows any system to
continue functioning even if another unit loses power or is disconnected
from the LAN.

. 44 |EnQue User Manual



The Auto Attendants can be recorded from any Local Extension or remotely using
touch tone commands.

Recording Auto Attendant messages using touch tone commands:

Pick up any Local Extension or dial into EnQue and at the Auto Attendant
enter command mode by pressing 3. If you have the Administrator password
enabled, you need to enter this password. Next, begin entering the proper
touch tone commands listed on the next page. After entering a command,

you will need to press [73 to confirm the entry before entering another com-

mand or exiting command mode. To exit command mode, press EJ or hang

up.

Auto Attendant Record message Playback message  Erase message
1 41 51 041
2 42 52 042
3 43 53 043
4 44 54 044
5 45 55 045
6 46 56 046
7 47 57 047
8 48 58 048
9 49 59 049

Example: Recording and playing back Auto Attendant

1. Press £73 to enter command mode, then dial 4 1 F33.

2. After the tone, record your Auto Attendant message. Press [ when you have

finished.

3. Press 5 1 [73 to listen to your recording.

Note: If you have the Administrator password enabled, you will need to enter this
password after you hit [73 the first time to enter command mode.

Recording Auto Attendants from an out-of-office phone:

1. Dial into EnQue and wait for the Auto Attendant message.

2. Once the Auto Attendant is playing, use the same keypad commands as you
would from a EnQue extension (in the 'Recording Auto Attendants using
touch tone commands:' section). If you have Password Protection enabled,
you will be prompted for your password.
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In the “At the Aulo Altendant, perform the following actions:” section:

If the caller selects '0':

In general, the ‘0’ option is used to direct callers to a receptionist. You may
want to configure this option to ring a Local Extension. For an after hours
auto attendant, you might want to use this option for forwarding to a Remote
Extension for emergency purposes or simply direct callers to a voice mailbox.

If the caller selects '1','2",'3", '4' or '5":
If the caller presses '1', '2', '3', '4' or '5' at the specified Auto Attendant,
EnQue can perform one of several actions. You may wonder how a caller can
press just a single digit like ‘1’ or dial extension ‘111 at the Auto Attendant
and the system understand what it is supposed to do. EnQue waits 1.5 seconds

for another digit after receiving the first digit. If another digit is not received,
then EnQue will follow the action set for the digit ‘1°.

If a caller selects one of the single digit options, you can configure to direct
the call to one of the following options:

- perform no action: 1f you don’t want to use a particular option, then set it
to perform no action.

- go o voice mailbox: You can configure any single digit option to send a
caller immediately to voicemail. Select the appropriate mailbox or ‘new’ to
create a new mailbox if required.

- o 1o local extension: 1f you are a small company, sometimes it is useful to
provide a single digit option to ring an extension as opposed to 3 digits.

- 8o o remote ext.: 1f you are a small company, sometimes it is useful to
provide a single digit option to ring an extension as opposed to 3 digits.

- go to ring group: 1f you are a small company, sometimes it is useful to
provide a single digit option to ring an extension as opposed to 3 digits.

- 8o to aulo attendant: EnQue can direct callers to multiple levels of
auto attendants. For example, you might want to use your main auto
attendant to provide language options such as “press 1 for english, 2 for
spanish.” Then you configure option 1 to go to auto attendant 2 (english
version) and option 2 to go to auto attendant 3 (spanish version).

- queue at ring group: Some might consider this feature to be equivalent to
AGCD. It can be useful for businesses that want to direct calls to a group of
employees and keep callers on hold until 2 member of the ring group is free
to take the call.

- play announcement: Announcements are useful for providing directions,
business hours or other information. You can inform callers that they can

press €3 to return to the previous greeting,

- go to directory: 1f you want callers to be able to locate employee extension
numbers by last name, then enable this option for one of the selections.
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If a fax call is detected:

If EnQue detects a fax call (by CNG detection), it has the ability to route it to
a Local or Remote Extension or if you do not want to use fax detection, you
can have EnQue perform no action when detecting a fax call.

After the Auto Attendant has finished playing and no selection has been
made within x seconds:

If no selection is detected at the specified Auto Attendant, EnQue can route the
call to any Local or Remote Extension, Ring Group, Voice
mailbox, Auto Attendant, Announcement, dial by name directory, queue the
caller or simply hang up. This feature is included in case someone does not
have a touch-tone phone or if it is a fax call where the calling fax machine
does not emit a CNG tone. It can also be used to forward calls immediately
after the Auto Attendant answers the call. You will notice that you can speci-
fy the length of time after the Auto Attendant has finished playing before it
performs the ‘no selection’ action.

Fax calls are detected by what's called a CNG tone. If a fax machine sends this tone
while trying to establish a connection to a fax machine connected to EnQue, EnQue
will handle the call accordingly. Not all fax machines emit a CNG tone, and as a result
EnQue will not be able to detect the fax call and route it to the fax machine. To
guarantee the reception of every fax, we recommend the use of a ‘Distinctive Ring
Number’ added to one of your lines for fax calls. EnQue can then handle every fax call
consistently.

The digits 6, 7, 8 and 9 are not available as programmable options since they are
used for other system features:

If 6 is dialed:

If you press ‘6’ at the Auto Attendant, you will be able to configure and use
Auto and Prompted Call Back. See section 2.3.4 for more details about con-
figuring Call Back and section 3.7.2 for details on how to use Call Back.

If 7 is dialed:

This digit is used to precede PBX extensions of another Centrex or PBX sys-
tem. If EnQue is not connected to another system, then you need not worry
about this setting. If EnQue is connected to a PBX system, then see section
2.3.5.4 for more details.

If 80 - 88, or 9 is dialed:

If you press ‘80 - 88 or 9’ at the Auto Attendant, you will access Call Bridge if
it has been permitted. See section 2.3.4.3 for more details on configuring Call
Bridge and section 3.7.1 for details on how to use Call Bridge.
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Utilities for Auto Attendants:

Record Instructions

Selecting this button displays a dialog box

. . . Recond Auto Attendant E|
showing the instructions on how to record
. Instructi i d this Auto Attendant usi
and playback an Auto Attendant using a anastension talephonet

telephone. No adjustments are required for Step1
the recording VOlume as EnQue Pick up an extension handset and dial # to

enter ;Ummand mode. If required, enter the
automatically adjusts the recording Administrator Pazsword followed by the # key.

i 3 s Step 2
volume for optimal recordings. If you find Diel 1 the # and a th toe, record your
that the playback of your Auto Attendant e e e B BB e

messages are too low, you can adjust the
playback volume on the Audio Controls
page located under ‘Options’.

Step 3
To play back the message. dial 51 then #.

Step 4

I ou are satizfied with the recording. simply
hang up. If you would like ta re-record the
message, iepeat steps 2 and 3

Load Auto Attendant

Selecting this button displays a

dialog box with instructions

on how to load an Auto Auto Attendant messages can be loaded into TalkSwitch using a PC.
These meszages must be rec:lorded uzing B KHz, 8 bit, Mono, u-law

Attendant USiIlg a pre—I'ECOI'dEd format and zaved as a .wav file.
wav file. If you want to have

Load Auto Attendant

Auto Attendants professionally e
recorded, make sure you
specify that the files need to be
8KHz, 8bit, mono, and saved
as a mu-law format wav file.
Erase Instructions
Selectmg .thls buj[ton dls.plays a dlalOg Erase Auto Attendant Message E|
box showing the instructions on how to
. Instructions to erase thiz Auto Attendant
erase an Auto Attendant using a message using an extersion telephone:
telephone. It is a good idea to erase any Step 1
unused Auto Attendants since they share Pick up an extension handset and dial # to enter
. . command maode. If required, enter the
the same memory as voicemail. Admiristrator Passward followsd by the # key.
Step 2
Dial 041 then .
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View Auto Attendant Memory Usage

Selecting this button displays the

amount of time used by all of the Auto
Attendants. This feature helps you keep
track of memory usage as you may have
unused Auto Attendant messages that
can be deleted to free up more memory.

fubo Atterclark | Time used |
20 g,
33 gec.
20 s
33 .
0 sec.
0 s
¥ o,
0 sec.
4 s

D T N e T —

Total time: Lsed by Suto Atterdants Tmin 57 s
Total ime used by Voicamai Omir. 11 sec.

Torine wized by Cal B ack Disctony O O
Tiokal lime semairing Zmn 38 s

Fafiesh Data | EE . R

2.3.3.3 Telephone Lines

This section deals with how EnQue will handle incoming calls based on the
incoming line and ring cadence (distinctive ring numbers).

TalkSwitch Configuration

e Sebp Ltibes ek
Aboul TakSeich Telaphons Linet
& System |nfomation
sl on ool v Busineies H
5- Cal Handin —_ an meorng ¢ usinesss Hooes =
i | =B
et Atterdant s & Plyluodllendart |1 wf | dlwlmg =
= .
Local Eersions Fiing asteraione: orly [no Aulo Aterda is pliyed)
Remate Exensions T Exlensians to fing on an incoming oall
Exlension Airg Gioups e bl thes Ak Afsndant ansvers
& Cal Back)
M Bt Ol e Espension: [Do ot irgl Euenzions to ing

" AT

Adist Sequerce

Holer The sstersnns: thal ing on neomng cals do nol
Tobow thek respectsee Cad Cascade seltng:

Siect the Local Estenisions pou would Bz o ring on an incoming call IF you canfiguie thiz fine to plap an Sulo Atterdamk, e you can selzot the Locsl
Exterons 1o ing bebons the Aulo Allendant anivees. || you iegues oadan exermons 10 ing i & squeris, 8. 0ne exlerson irg: il then sratber on the
2nd nirg. chick the: "Adpst Sequence” bulion 1o configuare: sach of e selecled extersans:
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First select a line to configure then the appropriate mode you want EnQue to use
these settings. If you entered the phone number in the Telephone Lines section under
System Information, then the number will appear on the corresponding button.

Play Auto Attendant:

If you wish to have the Auto Attendant answer calls to give callers options, select
the appropriate Auto Attendant and number of rings before the Auto Attendant
answers . The caller will always hear one more ring than the number of rings you
select since EnQue uses the first ring to determine the ring type and support Caller
ID information.

Ring extensions only (no Auto Attendant is played):

If you don’t want the Auto Attendant to answer calls on this line, then select this
option. By default all the Local Extensions are set to ring immediately during an
inbound call. If you select this option, 70 Call Cascade actions (such as
voicemail) can be performed. 1f you require a ‘fall through’ sequence such as
going to a voice mailbox, you can configure this line to have an Auto Attendant
answer after X rings then perform an action configured for that Auto Attendant.

If you call in on any line, EnQue will answer after 15 rings with a generic Auto
Attendant so that you can still access the system to make configuration changes,
change modes, access voicemail, or dial extensions.

What if I want calls to go to voicemail?

If you want calls to go to a voice mailbox after a certain amount of rings, then
you need an Auto Attendant to answer and have calls simply go to a particular
voice mailbox.

Solution: Set Auto Attendant 9 to answer calls after ‘X’ number of rings, and select
the extensions you want to ring before the Auto Attendant answers. Next,
configure Auto Attendant 9 as follows:

1) Make sure nothing has been recorded for Auto Attendant 9. At internal dial
tone, you can dial # + (password if required) 049# to ensure nothing is there.

2) Configure the ‘If no selection is made after ‘x’ seconds’ option to go to the
voice mailbox you desire and select ‘0 seconds’ for the timing.

Now when callers call in and you don’t answer within the number of rings
programmed, the call will be answered by Auto Attendant 9. Since nothing has
been recorded, the call will immediately go to the specified voice mailbox. Be as
creative as you like!

(See the previous section for details on configuring Auto Attendants)

The next section controls how the extensions will ring before the Auto Attendant
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answers the call.

e If you have chosen the Auto Attendant to answer calls immediately, this
section does not require configuration and will be greyed out.

e If the Auto Attendant is set to answer after 1 or more rings, then you can con-
figure when specific extensions will ring before the Auto Attendant answers.

e If no Auto Attendant is chosen to answer on the specified line, then you can
configure when specific extensi