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LOGGING IN
To log in, enter your username and password at the main login page then submit.

MAIN PAGE
Once successfully logged in, the billing home page
will be displayed. The left-hand menu lists the
various sections of the website (the default home
page is set to ‘view my bills’).
The following sections will explain each menu item in
further detail. Some of the options may not appear
on your version – please contact your provider for
more information.

The hierarchy of your organisation is displayed in a
tree-format under the ‘My Organisation’ heading. The
tree is expandable/collapsible and clicking on any
level will display further information on the main
page.

1.

ACCOUNT ADMINISTRATION

The top right-hand menu contains the administrative options:
My Account – take you to the home page.
Settings - change your account password (see below).
Log Out
Help - will bring up the document you are reading now.

VIEW MY BILLS
Your company’s invoices are displayed along with a summary of the information
contained within. If an invoice is displaying as ‘unbilled’ in the Invoice Number
column it means that the invoice has not yet been issued and is liable to change
before the point of delivery.
To open the invoice in more detail just click on the invoice number.

The invoice is then broken down into further detail, as shown in the below image.
The call charges and the service charges are shown separately. Both of these, as
well as their respective amounts, are clickable fields.
From here you can also download the invoice or reports.
2.

Call charges are broken down into categories and call types. You can decide exactly what data
is displayed on-screen. In the example demonstrated by the following images ordinary voice
calls have been selected, which are then broken down further into more specific call categories.

Mobile is then chosen…

The mobile calls would then be broken down by provider or, in the case of international calls,
country. You can navigate back one, or as many steps as desired, by clicking on the path bar
above the displayed data. This is true throughout the application.

3.

Selecting any of these will provide you with an itemised breakdown of the chosen call type (next
image). Depending on volume this may run across several pages, which can be navigated by
using the arrows at the foot of each page. The number of data displayed can also be increased
(or decreased), using the ‘results per page’ option.

4.

Also from the invoice front page, clicking on ‘service charges’ will give you a breakdown of
individual service charges per invoice, and are broken down by frequency.

This example shows a breakdown of the monthly charges:

CREATE A REPORT
The reports section allows you to run a range of pre-configured reports:

5.

To run a report select the required name from the drop-down menu, as well as the billing period.
Each report is available in PDF, CSV, or EXCEL format.

The below image shows an example of the Call Type Analysis report in PDF format. These
reports can be saved in the same way as with any document using the aforementioned formats.
In this example, the calls to the non-geographic numbers (0800, 0845, 0870) represent inbound
calls made.

6.

ANALYSE CALLS
The call analysis section allows you to search through the calls based on specified
criteria:

You select which month you want to see from the ‘Period’ drop-down. Clicking on the search
button will return the data in an itemised format. If you use more than one of the fields, all criteria
must be met. The next image shows an example of all calls costing more than £10 in a specified
billing period. The reported results can be downloaded in a CSV document.

7.

LOG A FAULT
If you suspect a fault on one of your lines, you are able to report this directly.
Differing access levels are available to your provider when creating your account. Depending on
your configuration, you may not see all of the following options when logging faults.
Step 1 – Type in the telephone number and the corresponding postcode (i.e. the postcode which
matches the location of the telephone number) will be populated automatically.

The line details will be shown in the next screen. If this is not the case, use the
‘lookup’ feature.

8.

The fault can be reported as occurring with the line itself, or one of its network and calling
features (e.g. Call Waiting, Call Minder, etc.)

If you have chosen line fault he next step is to perform a line test. This can take up to a minute
to complete, but it may only take a few seconds.

9.

In the instance of a line test failing (i.e. detecting a fault), select the ‘Nature of
Fault’ and the line test result you wish to report on.

The main logging screen follows – it’s been broken down into sections below. As much accurate
information as possible should be provided in order to help resolve the fault.
Fault details offers an opportunity
to add any extra information about
the nature of the fault. The ‘fault
type’ will be remembered from the
previous step, but can still be
changed at this point.

10.

The site refers to the location of
the actual line.
The access details and hazard
notes are mandatory fields, but
can be filled with ‘n/a’ or ‘none’ if
there is no information to be
provided here.

In the illustrated example, a Temp
Call Divert is being placed,
however there is also the option
of Busy Out Line. A Temp Call
Divert will redirect any traffic from
the faulty number to the number
provided here. Once the fault is
cleared, the divert will be removed
automatically. Both divert
options are chargeable to
activate.
In the case of a multi-line, a BusyOut Line will direct all incoming
traffic on the faulty line to the
other numbers on the installation,
thus providing an uninterrupted
service. It is not imperative to
provide a routing option, so ‘none’
also appears in the drop-down
menu.
The ‘Expedite’ option will
invariably incur a high additional
charge. Use of this feature
enables you to have the fault
cleared within a shorter
timeframe.
Please contact your service
provider for information on this,
as well as Auth. Band charges.

11.
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12.

Once the relevant information has
been provided, the fault can be
submitted (or aborted). You may
wish to book an appointment
before submitting – see the
following steps.
Depending on the nature of the fault, it may not be deemed necessary to book an appointment
(as outlined in the below image).

Click on ‘Get Available Slots’, then simply select the desired appoinment time from the
resulting list.

If you select to log a fault relating to a network and calling feature, select the nature of the fault
and the relevant feature from the drop-down list.
If there is no PIN on the feature, leave this field blank.

13.

This will take you to the fault details page, from where the process is the same as with logging a
line fault.
MANAGE FAULTS
Manage Faults provides an overview of all faults, whether in creation or closed.

Clicking on the Fault Summary column will open the fault details screen (containing the
information you have submitted).

The Action History is displayed below the fault details. You can track the progress of your fault
here, reading chronologically from the bottom upwards. Confirmation/acceptance of the fault,
the fault reference number, appointment confirmations, fault rejections, and several other status
updates can be followed here.

14.

Depending on the status of the fault, the following options may be available:

‘Edit’ allows you to change a limited amount of the submitted information. The fault is then resubmitted. There will be a stage where the fault has progressed too far and any amendment
would be rejected.
If you cancel a fault, you must wait the cancellation to be ‘complete’ before logging anything else
on the same telephone number.

15.

‘Escalate’ gives you the opportunity to select a reason from a drop-down, as well as adding
a note to be submitted as part of the escalation. It is then placed in an escalation queue.
Reasons for escalation are:
 Fault not cleared in time.
 No response.
 Appointment missed, next available appointment is too far out
 Fault resurrected, next available appointment is too far out
 Task is still waiting to be issued to the Engineer
 Task has been assigned to Engineer but no updates
 Task has been progressed by the Engineer (i.e. engineer started work, but was unable to
complete the task)

In the example illustrated below, the line test has not detected any fault. This does not prevent
you from logging the issue with your service provider, who will investigate further and take
responsibility for booking an engineer appointment if they deem it necessary. If the line test
finds a fault related to ‘customer apparatus’, the same process will apply.

15.

Sometimes you will be required to respond to an update. This will be outlined in the history.
When the fault is deemed to be cleared, you will receive the action ‘Response Required - Fault
Report Cleared’ and the following options below the fault details screen:

Ton confirm that the fault has been cleared, use ‘Confirm Clear’ and select one of the two
options from the drop-down and add any notes you may wish to add.

If you are not satisfied that the fault has been fixed, use ‘Reject Clear’ and select the relevant
reason from the drop-down menu.

VIEW MY PHONE NUMBERS
This sections lists all telephone numbers assigned to your organisation. Clicking on one of the
site names from the left-hand menu will list all numbers for that site only.

16.

You are also able to view the fault status alongside the number. Any open faults against that
number can be viewed from here, and there is also a log function (see the previous section with
regards to logging line faults).

User Names (and descriptions) may also be assigned to a number, by clicking on the number
and using the edit function. There is a drop-down feature that allows you to select a user-name
from the list. Please see the following section for more

17.

MANAGE USERS
This section is only relevant if you wish to attribute a user to an extension number. A list of
extensions may appear within the user section and these details may be modified, or new usernames may be added. Once defined, departments (see Manage Departments) may also be
assigned to a user-name:

Click on the ‘Add New User’ button and fill out the required data. After insertion, the user can be
assigned to a number (see View my Telephone Numbers).

Once added, the user information can be edited or deleted at any time.
MANAGE EALERTS
eAlerts are triggered when a match is made between your call records and certain criteria you
have pre-specified. For example, you may want to know if one of your staff makes a call costing
more than £5.00 to a mobile. If you set up an eAlert forthis event, an email will be automatically
sent if it finds any such calls. The frequency of the eAlerts will depend on your service provider,
who will be able to provide further information.
An example of the eAlerts screen, with several scenarios already defined:

18.

Clicking on ‘New’ begins the process of setting up a new scenario. The next step is to give it a
name, and to specify the email address to which you wish any eAlerts to be sent:

Next, you will want to add the specifications for the eAlert. This is done by clicking on ‘new item’:

19.

From here, the you are able to add the criteria for the eAlert. It can be as detailed as required.
The following search options are available (if you use more than one, all criteria must be met):
 Calls costing more than a threshold value.
 The called number starts with a particular string of digits.
 The called number is included in a list (see creating lists).
 If the called number is added to a list it will allow you to exclude certain numbers from the
eAlert search, e.g. you may wish to be alerted to calls made to mobiles costing more than a
certain amount but excluding calls made to their own staff mobiles.
 ‘Calls made on’ option allows you to define their eAlert to include calls made on certain days
e.g. weekends.
 ‘Calls NOT made between’ allows you to set a time range to exclude calls made between
these times from the eAlert, e.g. 8:00–18:00.
 ‘Calls longer than’ allows you be alerted to calls which have durations greater than this
parameter (in minutes).
 Calls made from a certain CLI.
 Calls made from a certain extension.
 Calls to a certain type of number e.g. Premium.
 Maximum daily bill, e.g. £100, allows you to set a spend threshold to alert you when the
telephony spend for a day exceeds a particular value.
 Calls made from a particular site.

You can restrict the scope of the search by using number lists. These can be created and stored
through the main eAlerts page, by clicking on ‘edit number lists’.
From the number list page, the next step is to click on ‘New’:
20.

Once the list has been named, click ‘Save’:

After adding and saving the item, the number list will appear in the drop-down menu when using
either ‘Called number in list’ or ‘Called number not in list’ in the eAlerts setup screen.

21.

The eAlert can be viewed at any time. The first step is to select the required report from the main
eAlerts window then, on the following screen, the item summary:

To trigger the report, click on the ‘Report’ button, then select the relevant billing period from the
drop down menu:

22.

The selected data will be displayed in an itemised format:

MANAGE DEPARTMENTS
Departments or cost centres can be entered as appropriate for your business, and are
entered in much the same way as the users, by navigating to the relevant section. This
enables you to analyse departmental spend in the reports section.

Having added these user administration and departmental details,
you will noticed that the expandable company details tree on the
left-hand side of the application has been updated with the new
department information.

23.
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