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SPECIAL NOTES: 

 
** Tested Browsers include:  Google Chrome, Internet Explorer, Firefox and Safari. 

 

** To access the Console, enter the IP Address of the LAN where your PBX is connected 

followed by a “/” slash and your extension (ie: 192.168.168.1/xxx).  You will be prompted 
for a user name which is your extension number and a password (the password is what 

you have set up for your extension). 

 

** If using Internet Explorer, ensure that the Compatibility View is disabled.  If this feature 

is turned on, please deactivate by clicking the icon displayed below: 
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1.0 Main Screen Description: 
 

  
 

1. Voicemail – takes you directly into your voicemail system options. 

2. Conference Bridge – allows you to place yourself directly into your own Conference 

Bridge or if you have a participant call you directly you can use the “transfer” icon 
and then the “conference bridge” icon in order to transfer them directly into the 
conference without them having to enter a PIN #.  This feature would be useful if a 

participant inadvertently calls your extension rather than the bridge to join the 

conference call. 

3. Page – allows you to Page All (Handsets and Overhead Paging) – if overhead paging 

is enabled. 

4. Dial Pad – area where you can enter extensions or outbound call numbers from 

your screen.  Numbers can be cut and pasted into this area for outbound dialing.  

Non numeric characters will be ignored. 
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5. Dial - Once you have entered the extensions/number to call via the Dial Pad, press 

the Dial icon and your call will dial automatically through your handset.  This Dial 

button is also the “Transfer” button if you are transferring a call to an outside 
number. 

6. Erase – allows you to correct any errors you may make when dialing an 

extension/number. By holding down the erase button it will erase all. 

7. Send DTMF – allows you to send DTMF digits to IVRs.  For example, if you call 519-

489-6700, connect to the Auto Attendant and then enter the extension you wish to 

speak with and click the send DTMF icon you will be connected to that extension. 

8. Extensions – allows you to view “All” Extensions if required.  If you do not require an 
“All” Extensions view you will also have the Option to view “Busy” Extensions or just 
the Extensions that you select to watch when you set up your console (buddies). 

9. Parking – allows you to view all calls which are “Parked” in the system.  This view will 
show you the position of the call, the caller id, and which extension parked the call.  

You will see a number notification icon which tells you how many calls are parked.  

Additionally, you can “retrieve” parked calls from this screen. 

10. Conference – provides a view of all participants on your bridge with options of Mute, 

Retrieve and Hang up. 

11. History – allows you to view Call History by using the “to” and “from” date fields.  Also 
allow you to add particular call info to your Directory and “click to dial” functionality. 

12. Directory – allows you to view people in your Directory for ease of dialling.  This tab 

will also allow you to add new contacts to your Directory and “click to dial” 
functionality.  

13. Voicemail – allows you to view all undeleted messages and provide you the ability to 

listen to them again if needed.  It also allows you to delete a message or messages 

or delete “all” messages. 

14. Search Field – allows you to enter either the characters of a name of a person in 

your company to find their extension number or an extension number for easy look 

up. 

15. Sorting Area – allows you to sort extensions by name or extension.  By clicking on 

“ext” it will sort in ascending order of extension numbers; by clicking on “name” it will 
sort by first, then last name. 

16. Active calls display - Shows you who you are on calls with, have on hold or new 

incoming calls. 
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17. “Pinned” extension example (Ext. 137, 138, 139, 153 and 202 have been “pinned”) 
meaning those included in your “buddy” group.  

18. Message Waiting Indicator – this indicator will flash red if you have an unread 

voicemail message. 

19. Future Use – This icon will be used in future releases of the feature. 

20. Help will download the most current user guide. 

 

 

 

To Set Up your “Buddy” list of Extensions using the “Pin” icon: 
1. From the Main Screen select the “All” Option box.  
2. As you scroll over each extension you will notice a       icon. 

3. If you wish to select the extension to be added to your “buddy” list click on the        
icon.  Once you do this, the icon will change and appear as       which indicates that 

they are now a part of your “buddy” list. 
 

When viewing your Extension Tab you will be able to tell the status of calls per 

extension via coloured triangles: 

- Solid Black:   Extension is on a Call          

- Flashing Red:  Extension has a Call on Hold 

- Solid Blue:   Extension that you are on a Call with 

- Flashing Green:  Incoming Call to that Extension 

 

To make more room on your screen for the Console view you can “remove” the menu that 
shows the various tabs that you have access to by pressing the       icon in the top right 

hand corner of the screen. 

 

 

To retrieve your menu if needed, press the  icon 
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To Expand your Console Screen to view additional Extensions   
If you have a large number of extensions that you need to view or you view “all” and have 
more than 23 extensions on your system and do not want to use the search or scroll 

features, you can expand your view by clicking on the “+” sign found mid-way down the 

display page.  By clicking on this, another panel appear that will allow you to view an 

additional 23 extensions.  You have the ability to expand to up to 4 panels which will 

provide you the view of up to 92 extensions at one time.  In order to fit all panels in your 

screen viewing area you may need to reduce the view by using the “Ctrl –“ keys.   
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Note: 

To reduce your panel view, click 

on the “-“ or “remove panel” icon. 
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2.0 How to Answer an Incoming Call: 

 
 

NOTE:  Please use the green handset icon on the console display to answer inbound calls.  If a call is 

instead picked up via the handset of the desk phone, the situation could arise where more than one 

call is active on the phone itself.  This would in turn render auto-answering on the phone impossible, 

and may lead to confusion.  We therefore recommend that all call management should be 

handled on the console and not on the phone itself. 

 

2.1 How to End a Call: 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

During an incoming call to your 

extension you will hear a one ring 

notification (browser dependent) 

through your console followed by 

ringing on your desk phone.  

 

To answer an incoming call, click the     

Answer icon       on the display.  Once 

you have clicked the icon your desk 

phone will answer the call via the 

speakerphone. You do have the option 

of picking up the handset and dis-

engaging the speakerphone to speak 

with the caller on your handset. A 

headset can also be incorporated into 

your handset for an easier way of 

picking up calls. 

To end a call, click the End Call     

icon      on the display.  You can also 

end a call by hanging up your desk 

phone or by pressing the “end call” 
soft key on your desk phone. 
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3.0 How to Transfer a Call to an Extension or Voicemail:  

  
Example of how to Cancel a Transfer: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

When you answer an incoming call you 

will see four icons to the right of the 

incoming caller id.  To transfer a call to 

an extension click the Transfer     icon     

and then move your cursor over to the 

extension you wish to transfer the call 

to.  By doing this you will notice a two 

icons appear to the right of the 

extension. Click the Transfer to 

Extension icon       beside the extension 

in order to complete the transfer.  If 

you do not have the extension that you 

wish to transfer to in your display list 

you can search for the extension by 

entering a name or an extension 

number into the searchable box 

located at the top of the Extension Tab 

view. You can also select “All” and sort 

by extension number or name.  If for 

any reason you need to cancel the 

transfer before sending it, click the 

Cancel Transfer icon        and the caller 

will return to you.  

 

TO TRANSFER DIRECTLY TO 

VOICEMAIL: 

Follow the same steps as above but 

click on the Transfer to Voicemail      

icon   rather than the Transfer to 

Extension icon. 
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3.1 How to Transfer a Call to an Outside Number:  

 

 

4.0 How to move between Active Calls:  

  
NOTE:  Please use the green handset icon on the console display to answer inbound calls.  If a call is instead 

picked up via the handset of the desk phone, the situation could arise where more than one call is active on the 

phone itself.  This would in turn render auto-answering on the phone impossible, and may lead to 

confusion.  We therefore recommend that all call management should be handled on the console and not on 

the phone itself.  

The black moving arrow that points to 

the right indicates that you are on with 

the person who called. When another 

call comes in while you are on the call it 

will be appear with a green moving 

arrow (as per example).  When you 

move your cursor over the next 

incoming call it will display four options 

for that call (Answer, Hold, Park, End 

Call).  If you decide to pick up the 

second call that is ringing in by selecting 

the Answer icon       beside the number, 

it will place the first call on hold 

automatically. You will be able to move 

between calls via the icons on the 

screen or transfer a call if required. 

When you answer an incoming call and 

select the Transfer     icon as per the 

screen shot on the page prior, you can 

then enter an outside number to 

transfer to in the area above the dial 

pad.  Once the number has been 

entered, click the Transfer To       icon 

to complete the transfer or press the 

enter key on your computer keyboard. 

If you make an error while entering a 

number you can use the Erase        icon 

to erase digits.  If for any reason you 

need to cancel the transfer before 

sending it, click the Cancel Transfer             

icon and the caller will return to you. 
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5.0 How to Park a Call:  

  
 

 

 

Example of a “parked” call coming back        Number of Parked Calls Notification: 

   
 

5.1 How to Pick up a Parked Call 

   

When on a call click the Park icon       to 

“park” a call.  Listen for the parked position 

and then page the information (ie: call on 

Line 1, etc…).  The call will be placed into the 
“Parking” Tab (see Section 5.1 on next page).  
It will display the position of the call, the 

caller id, the caller name (where applicable) 

and show the extension that parked the call.  

The “Parking” Tab will also display a number 
which will tell you how many calls are in a 

Parked state.  If the Parked call goes 

unanswered it will ring back to the extension 

that originally parked the call and display the 

word “PARK” in front of the incoming caller’s 
id so that they are aware that it is a “parked” 
call coming back. You will also hear one ring 

through the console as a notification 

(Browser Dependent).  

After parking a call, or if you are paged to 

pick up a parked call, select the “Parking” 
Tab to view the calls that are “parked”.  
Locate the call that you wish to “unpark” and 
click the Retrieve    icon        to retrieve the 

call. 
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6.0 How to Send a Call directly to Voicemail 

 
 

Example of how to cancel a Transfer 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

When you are on a call you will see four 

icons to the right of the incoming caller id.  

To transfer a call directly into an 

extension’s voicemail box, first click the 
Transfer icon       and then move your 

cursor over to the extension you wish to 

transfer the call to.  By doing this you will 

see two icons appear to the right of the 

extension. Click the Transfer to Voicemail 

icon        beside the extension in order to 

complete the transfer to voicemail. If you 

do not have the extension that you wish to 

transfer to in your display list you can 

search for the extension by entering a 

name or an extension number in the 

searchable box located above the title “Ext 
Name”. If for any reason you need to 
cancel the transfer before sending it, press 

the Cancel Transfer icon        and the caller 

will return to you. 
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7.0 How to Place a Call on Hold 
 

 

 

7.1 View of Display with a Call on Hold 

 

 

When a call is placed on hold, the 

“Hold” icon colour changes to green 
and you will see a red moving arrow 

that points to the right.  You will also 

note that you no longer have the “Park” 
option icon on the screen.  A “hold” 
sound notification will play every 60 

seconds through your computer to 

remind you that you have placed a 

caller on hold (Browser Dependent). To 

release the call from the “hold” 
position, click the Release icon    .  

While the call is on hold you also have 

the option to Transfer their call or Hang 

Up. 

When you are on a call you will see 

four icons to the right of the incoming 

caller id (Park, Hold, Transfer, End 

Call).  To place the call on hold, click 

the Hold icon    .  This will place the 

caller on hold.  The screen will appear 

as per the display below in Section 7.1.    
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8.0 How to Send a Call into Your Conference Bridge  
(Note: Conference Bridge for your extension must be enabled) 
 

 
 

8.1 Options when in Your Conference Bridge  
 

 

When you are on a call you will see 

four icons to the right of the incoming 

caller id (Park, Hold, Transfer, End 

Call).  To transfer the call into your 

conference bridge, first click the 

Transfer icon    and then click the 

Conference Bridge icon          .   This 

will transfer the caller directly into 

your conference bridge without the 

caller having to enter a PIN number.   

When you wish to enter the 

Conference Bridge, click the 

Conference Bridge  icon           to 

enter. 

When you are in the Conference Bridge 

you have options of Muting a caller(s), 

taking a caller(s) out of the bridge or 

Hanging Up on a caller(s). Click the 

Conference Bridge Tab to view callers in 

your bridge.  

To Mute a caller(s), click the Mute     

icon    .  To take a caller(s) out of the 

bridge click the Retrieve icon    and the 

caller will appear in your active “call” list 
to the left of the Conference Tab.  To 

Hang Up on a caller or callers click the 

End Call icon      .  One possible reason 

for taking a caller(s) out of the bridge may 

be to speak directly with them without 

others in the bridge hearing.  If you do 

this, you will need to ensure that you also 

remove yourself from the bridge by 

clicking the Retrieve icon        .            
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9.0 How to Dial an Extension (2 options) 

 
 

Example #2 – How to Dial an Extension 

 

There are options for how you can 

dial an extension.  The first 

example shows that this can be 

done by entering the extension 

number in the area above the dial 

pad via the number pad on your 

computer keyboard or by selecting 

the numbers on the keypad of your 

screen display.  To complete the 

call, click the Dial icon         or press 

the enter button on your computer 

keyboard.  If you make an error in 

entering a digit press the Erase 

icon           .      

The other alternative to dialling an 

extension is to locate the extension 

of the person that you wish to 

connect to from the Extension List.  

Once you have located the 

extension, move your cursor over 

it.  You will see a Call Extension     

icon      .  By clicking on the icon it 

will dial the extension.  
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9.1 How to Make an Outgoing Call 
 

 

 

9.2 How to Make an Outgoing Call to an Auto Attendant 

and Selecting an Extension 
 

 

There are options for how you can 

dial an outside number.  This can 

be done by either entering the 

number in the area above the dial 

pad via the number pad on your 

computer keyboard or by selecting 

the numbers on the keypad of your 

screen display.  To complete the 

call, either click the Dial icon           

or press the enter button on your 

keyboard.  If you make an error in 

entering a digit in the phone 

number click the Erase icon          . 

 

Once you have connected to the 

number dialed it will appear in your 

display.  You can now enter the 

extension of the person you wish to 

connect to by either entering the 

extension number in the area above 

the dial pad via the number pad on 

your computer keyboard or by 

selecting the numbers on the 

keypad of your screen.   

 

Once the extension has been 

entered you can either click the Send 

DTMF   icon         to connect or press 

the “enter” key on your computer 
keyboard. 



 

16 

 

 

 

 

10.0 To Enter an Extension’s Voicemail without Ringing 
 

 

11.0 How to Access Your Voicemail Box 

 

 

To enter a co-worker’s voicemail 
box to leave a message without 

requiring their phone to ring, select 

the extension from your extension 

list by hovering over it with your 

mouse and then click the Call 

Voicemail icon        .                                  

This will take you directly into that 

extension’s voicemail box. 
 

To access your voicemail box via 

the console, click the Voicemail 

icon           . 

 

You will be required to pick up your 

handset and enter your login 

credentials in order to retrieve your 

voicemail or change your 

unavailable or temporary 

greetings. 
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12.0 How to Page (3 Options) 

 

13.0 How to Pick up an Incoming Call on another Extension 

using Pick Up Groups 

 

Information for Administrator’s on How to Set up these Pickup Groups can be found on the NEWT Portal. 

There are three options for Paging:   

One is to Page All which includes 

handsets and overhead paging (if 

enabled).  To do so, click the Page All 

icon          and speak through your 

handset.         

 

If you need to page ONLY through the 

handsets, enter 77007 in your dial pad 

followed by the Dial icon        and speak 

through your handset. 

 

If you need to page ONLY the 

overhead pager (if enabled), enter 

77009 in your dial pad followed by the 

Dial icon       and speak through your 

handset. 

 

If you are required to pick up other 

individuals or groups calls within your 

office you will have been placed into a 

pick up group by your administrator.  

Your administrator will have informed 

you of whose extensions you will be able 

to pick up calls for from the console on 

your screen.   

In order to pick up a call from another’s 
extension you will need to do the 

following:   

1. Watch for a green flashing 

triangle beside the extension 

which indicates that they have 

an incoming call 

2. Move your mouse to the right of 

the extension that has the 

incoming call and click on the      

Pick Up icon        in order to take 

that extension’s call. 
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14.0 History  

 

 

 

 

 

 

 

 

 

 

 

 

The History Tab provides you with a 

list of inbound calls, outbound calls 

and missed calls for your extension. 

You can select a date range in order 

to provide you with history 

information between certain dates or 

on a particular day. You can also use 

the Search box to search for phone 

numbers or extensions within your 

call history.  This tab also provides 

you with “click to dial” functionality (as 
shown further below). 

1.   A green arrow indicates an  

      outbound call. 

2.   A blue arrow indicates an inbound  

      call. 

3.   A black arrow with a red handset  

      indicates a missed call. 
 

 

When you hover your mouse over an inbound call or 

an outbound call you will notice the following:   

 

1. A green handset:  If selected, this will dial the 

number or extension. 

2.  A blue triangle (if call recording is enabled on 

the system): If selected, this will playback the 

recorded call. 

      

The History Tab will also allow you to search by 

extension or phone number for ease of looking up an 

inbound call, an outbound call or a missed call. 
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Adding Contacts (from your History Tab): 

In your History Tab you will notice an “Add 

Contact” icon that you can click on in order to 
add this individual to your Directory. 

By clicking on the “Add Contact” icon you will 
notice a section at the bottom of the page 

where you can enter your contact’s first and 
last name or you can choose to enter a 

company name if desired.  Clicking on “Save”, 
will add this contact to your Directory Tab. 
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15.0 Directory 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Adding New Contacts 

To add a New Contact into your Directory who 

is not in your History Tab, select the “new 
contact” icon. 
A section will appear at the bottom of your 

page where you can enter the Contact Number 

and first/ last name (or company name if 

desired). 

Once you have entered the information, click 

the “ ” button.

Dialing, Editing & Deleting Contacts: 
While in your Directory Tab you will notice two 

icons: 

1. “Dial” which you can click in order to dial 

that contact 

2. “Edit Contact” icon which you can select 
in order to edit information for the 

contact (ie: name or number change). 

3. To delete a contact open the contact’s 
information by clicking on the “Edit” 
icon.  Click on the “Delete” option.  You 
will be asked if you are sure you want to 

delete and if so, click on yes. 

 

You can also use the Search field to search for a 

specific extension or phone number in order to 

dial it. 
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NOTE: The Console Directory is not integrated with the Polycom desk phone Directory and 

are therefore two separate directories.  In other words, adding a Contact to the 

Console will not auto-populate the same entry into the desk phone.   
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16.0  Voicemail 

 

 

 

 

 

 

 

 

The Voicemail Tab allows the user to 

visually select, play and delete single or 

multiple voicemail messages at one time 

rather than having to listen to them on 

their handset and delete them one at a 

time. This tab will also show you how 

many “new” messages you have by 
placing a number in the Voicemail Tab. 

When you have new messages you will 

also notice a red flashing indicator light 

on the top left hand portion of your 

console.  Once you have listened to all 

new messages the light will go out.   

 

In order to listen to or playback the 

message, move your cursor over the 

item you would like to listen to.   

 

You will notice a        icon.  By clicking on 

this icon you will have the ability to listen 

to your message via your computer.  

Bolded items are new messages that 

have not yet been listened to.  Once you 

listen to them they will no longer appear 

in a bold text. 

 

You will also notice an “Edit” option box.  
By selecting this box you will be given 

three options:  Cancel, Select All and 

Delete.  

 

Cancel will take you back to the Edit 

Screen.  Select All will select all 

messages and place a checkmark beside 

each of them.  Delete will delete either a 

particular message or messages or all 

messages depending on what you have 

chosen. 
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17.0  What’s New 
January through June, 2014 – ACD Tab for Agents 

The Attendant/Desktop Console has been enhanced to now include an ACD Tab for Agents 

who are part of a queue or multiple queues. 

 

The enhancements made include: 

 Status Section  (Logged In/Logged Out Status and Agent Work State) 

 View of Callers Waiting in Queue with colour coding and “real-time” length of how 

long a caller has been waiting in a queue 

 Administrator “Login Details” per Agent reporting update (will now show the various 
states of an Agent in the report) 

 

 

When an Agent accesses their own individual User Interface Tab they will now have the 

ability to Log in and Log out directly from the console screen.  Figure 1 on the next page 

shows the two options via the drop down selection. 

 

The Agent will also have the ability to choose what state they are in.  Figure 2 on the next 

page shows the available options of: 

 Accepting Calls (available to take calls) 

 Wrapping Up (if pre-set wrap up time for the queue is not enough for the Agent to 

Wrap Up, they can put themselves into this state until they have completed their 

wrap up) 

 On Outbound Calls (not available to take incoming calls as they are currently in the 

process of making outbound calls) 

 On Break (away from their desk and not available to take calls) 
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Status Section (Logged In/Logged Out and Agent Work State) 
 

Figure 1 (Log in/Log out Options): 

 
 

 

Figure 2 (Options for Work States): 
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If an Agent places themselves into a “Wrapping Up” state, an “On Outbound Calls” state or 
an “On Break” state the Administrator’s Monitor view will show the Agent’s Extension and 
any Queues that the Agent is a part of in a purple colour to indicate this.  Once the Agent 

puts themselves back into an “Accepting Calls” state this colour will disappear. 
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View of Callers Waiting in Queue 

 
Figure 3 below displays an Agent who is “Logged In” and in an “Accepting Calls” state.  The 
call highlighted in green is the call that the agent is currently engaged in.  It shows the 

Queue that they called in on, Caller id, Caller Name and Dialed Number (the number that 

the caller dialed in to). 

 

Figure 3 also displays two additional lines in yellow.  These are callers that are waiting in 

the queue.  Since this Agent is a part of multiple queues they will see callers that are waiting 

in both Queue #001 and Queue #002.  Under the Wait column a “real time” timer will show 

how long the caller has been waiting in the queue. 

 

When the Agent completes their current call, the wrap up time for the queue that they just 

completed a call in will take effect.  Once the wrap up time has expired, the Agent’s 
handset/console will ring with the next caller waiting in queue. 

 

 

Figure 3: 
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Wait Timer in Display 
 

Figure 4 displays that the Agent is on a Call (as noted via the green highlighted line) and 

that there is a caller waiting in Queue #002 and has been waiting for 12 seconds and a 

caller waiting in Queue #001 who has been waiting for 45 seconds.   

 

Figure 4: 
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Administrator “Login Details” per Agent 
Figure 5 displays the additional types of states per Agent that can now be seen when an 

Administrator accesses “Login Details” for reporting purposes.  This report is enhanced by 
showing the various states that an Agent has put themselves in to for the time period 

selected, as opposed to just and “in” or “out” state.  The figure below shows Login Details 

for Agents 100, 103 and 300. 

 

 

Figure 5: 
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September, 2015 – Disable Ring Tone on Console 

 

NEWT Desktop Console 
Disable Ring Tone on Console (on incoming call) 

 

Users now have the ability to disable the ring tone on their console that they would 

normally hear to notify them of an incoming call.  In order to do so the user must click on 

the green bell icon       . Once clicked, the icon will change to a red colour      and the console 

ring tone will be disabled.  Upon an incoming call, users will then only hear an audible ring 

tone through their Polycom handset or headset (if enabled).  

 

 

 

 

 


