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Overview

Introduction

RingCentral is a cloud communications system that delivers unified teammessaging, collaboration, and

videomeetings, coupled with unified voice, fax, and text for businesses of all sizes.

This guide will help system administrators set up and access the following RingCentral features.

Accessing your account

To log in to your online account, follow these steps:

1. Navigate toRingCentral Admin Portal.

2. Enter your email or RingCentral phone number.

3. ClickNext.

4. If you entered your phone number, select your country

from the dropdownmenu and enter your extension

number (optional) and password.

5. If you entered your email, enter your password.

6. Click Sign in.

Unified Login

If you have both RingCentral and RingCentral app credentials which use the same email address, youwill use

RingCentral credentials for logging in to all endpoints.

Email or Google as user ID

Youmay optionally configure users to log in with a unique corporate email address or Google (Gmail or G

Suite) account.

The Google login feature provides users native support for logging in using a Google email address and

password. This feature requires a unique Google email address (Gmail or G Suite email). The admin

configures a Google email address when assigning an extension, and verifies the uniqueness of the email

address. By default, users can log in with their Google email address or other RingCentral credentials.

© 2023 RingCentral, Inc. All Rights Reserved
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This feature applies to accessing your RingCentral online account through endpoints such as RingCentral

app, integration plug-ins for Chrome, and theMultiple Account Access portal. You can configure Google

Email addresses during the Express Setup of your RingCentral account.

If not already configured, set a Google email address using the following steps:

1. Navigate toRingCentral Admin Portal.

2. Log in using your RingCentral credentials.

3. Select Users > User List > Users with Extensions.

4. Select a user from the list.

5. OnUser Details > General tab, enter the Google email in the Email field.

6. ClickVerify email uniqueness. Resolve duplicates.

7. Click Save.

To log in using Google, follow these steps:

1. Navigate toRingCentral Admin Portal.

2. ClickGoogle.

3. If you have logged in before using your Google credentials, select your Google account from the

login page to log in automatically.

OR

If this is your first time logging in, clickUse another account on the Sign in with Googlewindow.

4. Enter your Google email address or phone number.

5. ClickNext.

6. Enter your password.

7. ClickNext to navigate to a page requesting access to your Google account.

8. ClickAllow to finish logging in to your online account.

© 2023 RingCentral, Inc. All Rights Reserved
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Single sign-on

Single Sign-on allows employees in a company to access multiple applications with one set of credentials.

You canwork with RingCentral Customer Support to set up Single Sign-on for your RingCentral services, or

you can set it up by yourself.

OnWindows-based systems, Single-Sign-on supports the optional use of your company’s Kerberos network

authentication service to authenticate clients.

RingCentral also integrates with Google SSO, which allows G Suite customers to use the Google SSO service

(offered as part of G Suite IDaaS) to sign in to RingCentral. Google lists RingCentral as an approved SSO app

in their SAML apps catalog. As described here, you can configure RingCentral for SSO in the G Suite Admin

Console and configure the RingCentral SSO.

To log in using single sign-on, follow these steps:

1. Click theMore tab from theAdmin Portal.
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2. On the left-hand side, click Security and Compliance.

3. Click Single Sign-on.

4. Choose an option to set up SSO:

a. Set up SSO by yourself:Use the self-service UI to configure the Service Provider (SP)

settings. Perform the steps in Set up Single Sign-On by Yourself.

b. Contact Customer Support:Use RingCentral Customer Support to configure the Service

Provider (SP) settings. Click theViewDetail link, and perform the steps in Contact Support

to Enable SSO.

Note: Available for RingCentral Premium andUltimate users only.

Account Validation

© 2023 RingCentral, Inc. All Rights Reserved



RingCentral RingEX |Admin Guide | Getting Started

16

Account Validation is a security feature that helps protect against fraudulent activity on your account, by

prompting for a security validation codewhen you log in from a new or unrecognized computer.
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Admin homepage

When you log in as an administrator, you can access the Admin Portal for admin-only tools and configuration

of account-wide phone system settings. You can access your individual account overview and settings from

theMy Extension page. At the top of the screen, hover overAdmin Portal and clickMy Extension to switch to

your individual user homepage.

Admin Portal

From theAdmin Portal, admins can see admin-only tools:

● TheHome tab contains shortcuts for commonly used functions. You can also access several tutorial

videos from this page. Additionally, you can click on a link to access the AppGallery andDeveloper

Portal, with quick links to integrate Google, Office 365, and Salesforce.

● TheUsers tab allows you to view andmanage users, and edit user permissions.

● The Phone System tab houses all of themain settings for the entire phone system. Here, you have

Company Info, Phone Numbers, Auto-Receptionist, Groups, Phones & Devices, and Emergency Calling.

● TheMeetings tab is where you can see information and configure settings related to yourmeetings.

Here, you have RecordingManagement, Rooms,Webinar Settings,Meetings Settings,H.323/SIP Room

Connector,Downloads, and Video Service.

● TheReports tab contains the Call Log,Meetings Reports, and Analytics.

● TheBilling tab displays information about your account, including Service Plan, Licenses & Inventory,

Usage, Calling Rates, Purchase,Meetings, andDevice Orders.

● TheMore tab hasmore setup options, including Service Console, Account Settings, Security and

Compliance, and Apps and Resources.

● In addition, you can see shortcuts to edit settings for Company,Users, Phone Numbers, Phones &

Devices,Groups, and Billing.
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MyExtension

When you switch to theMyExtension page, you can see the standard user settings view ofOverview,

Messages, Call Log, Contacts, Settings, andMore. Click on Settings to access your individual settings. TheMy

Extension tab houses the same settings as a regular user has.
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Enterprise Portal

Federated accounts management is donewith Enterprise Portal, which allows administrators to provision,

manage, and search across multiple Ringcentral accounts configuredwith Federation. This featuremakes

administration easier for very large accounts and companies withmultiple accounts by consolidating

management into a single view.

Enabling Enterprise Portal

The Enterprise Portal is not enabled by default in an existing federation. One of the users in federation has

to become the first Enterprise Super Admin, so that this user can go to the Enterprise Portal and share

access to other Enterprise admins.

To enable the Enterprise Portal and assign the first admin:

1. From theAdmin Portal, click theAccounts tab at the top left.

2. Click the Enable button next to Enterprise Portal.

3. Browse or search, then select the user.

4. Click Save.

Accessing Enterprise Portal

The Enterprise Portal is accessible via RingCentral Admin Portal. If you have access to Enterprise Portal, it

will be the default landing page after login. To access accounts quickly, click Enterprise Portal at the top

right and click the name of the account.

Searching for accounts

The Federation name is at the top left of the page. To search for an account:

1. Select of the following categories:

● Users

● Numbers

● Groups

● IVRs

● Sites

2. Type in the name, phone number, extension number, email, etc., in the search field.

3. Click the search icon.

The search results appear at the bottom of the page and you can further refine your search by choosing an

option from the dropdownmenus.

© 2023 RingCentral, Inc. All Rights Reserved
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Adding admins to federated accounts

1. Click theAdmins tab at the top left.

2. Click the +Add button. TheAddAdminwindow appears.

3. Browse or search, then select the user(s) you’d like to add as admin(s). ClickNext.

4. UnderCopy Access From, select a user to copy their existing admin access.

OR

Select an option under Enterprise Portal Role to assign this role to the new admin/s.

5. Assign the account you’d like them to have access to.

6. ClickAdd

Managing Enterprise admins

You canmodify an admin’s access to the Enterprise Portal or remove their access to it.

1. Click theAdmins tab at the top left.

2. Click the three-dotMore icon underActions.

3. Select Edit access or Remove.

.
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Product help

The user interface provides in-product help about themost frequently used features to help you gain quick

understanding of the features. Help includes:

● Tooltip: Icons that display in-product help text to help you successfully configure the feature.

● LearnMore: Links that navigate to relevant Knowledge Base articles on theRingCentral support

portal for more detailed feature information.

© 2023 RingCentral, Inc. All Rights Reserved
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Audio conference

RingCentral customers can set up, host, and join conference calls anytime, anywhere. Click the circles

Conference icon in the upper right-hand side of your online account to get started.

Each customer receives a conference bridge number, and each user on the phone system gets his or her own

host and participant access code so that you and your team can hold independent conferences at any time.

You can also add an international dial-in number to the invitation. Click the Select button, and then check

the countries to be included from the list.

Each conference call can include up to 1000 attendees, enabling you to hold largemeetings and broadcasts.

Launching the conferencing app

To launch the conferencing app, click the circles Conference icon to view and set the following:

1. Click the circles Conference iconwithin theApp launcher.

2. A windowwill appear with conference numbers and settings.

a. View the Dial-in number

b. ViewHost and Participant codes

c. If you have international participants, click on Select under International Dial-In Numbers.

Select international dial-in numbers. ClickDone

d. Check the box next to Enable join before host to allow participants to start a conference

call without a host.

e. ClickView underConference Commands to view the touch-tone dialpad keys you can use

during your conference call.

f. Click Invite with Email to open an email with pre-populated conference details. Enter

participant details and send.

© 2023 RingCentral, Inc. All Rights Reserved



RingCentral RingEX |Admin Guide | Getting Started

24

Conference commands

For the Conferencing feature, the host and participants have the same conference bridge number to dial in

to, but their call control depends on the access codes that they will use.

● TheHost has full call control and can access the conference commands shown.

● Participants have limited control of the conference commands.

The commands are displayedwith the conferencing dial-in information.
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RingOut

RingOut enables one-touch calling from any phone or internet-enabled computer, allowing you tomake calls

using your business caller ID from any location, such as a hotel room. The RingOut icon is located in theApp

launcher in the upper right of every online account page.

1. Click theApp launcher next to your profile icon in the upper right-hand side and selectRingOut.

2. TheRingOut dialerwindowwill appear.

3. In the From field, enter the phone number of your current location (for example, your mobile

number).

4. In the To field, enter the number youwant to call. Click theClock button to choose from among

your recent calls, or theAdd button to choose from your contact list.

5. Once you have entered From and To numbers, theCall buttonwill turn green.

6. Check the box next to Promptme to press 1 before connecting the call if you’d like the system to

confirm that you’d like tomake the call before you are connected.When the system calls you, you

will hear "Hello. To connect this call, press one." This message protects you in case youmistyped your

own number, or if your voicemail picks up too quickly.

7. Click theCall icon. The system first calls you.When you answer (and press 1 as instructed if you’ve

selected this option), it then calls the other number and connects you.
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FaxOut

To quickly send a fax from your online account, click the FaxOut icon located in the upper right corner. Fill in

the formwith the recipient's fax number and cover page information, and attach a document.

FaxOut recognizes a wide variety of standard document types, including word processing and spreadsheet

and PDF documents. Send files fromDropbox, Box, or Google Drive with just a few clicks.

1. Click theApp launcher next to your profile icon in the upper right-hand side and select the FaxOut
icon.

2. Enter up to 50 recipients.
a. Search and choose Contacts or Groups.
b. Click Insert.

3. Select your cover page and add amessage.
4. Attach files fromDropbox, Box, Google Drive, or your computer and authorize RingCentral to

access your files (you have to do this only once).
a. Click SendNow.

OR
b. To enable scheduling, select Enable and select a time for Send on.
c. Click Schedule.
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Managing email-to-fax compliance

Customers who do not have the proper security parameters for their email service create the following

risk/concerns:

● Email can easily be spoofed, allowing amalicious actor to impersonate customers and send faxes
from customers email-to-fax

● E2F are pay per usage and result in large bills or sending to numbers that charge us
● Risk of potential fines from regulatory bodies

Company-level administrators can enable security measures to protect admins and users from using

non-compliant email addresses.

1. Go toMore > Account Settings > General Settings.

2. Toggle the switch on or off next toAllow this account to send faxes using Email-to-fax.

3. Tick the box that confirms your email domainmeets required security settings.

4. Click Turn on.
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When an administrator or user attempts to add an email address under Faxes Sent via Email, they will see a

legal disclaimer.

Setting up the Forward all calls feature

The Forward all calls feature allows you to easily forward all your incoming calls when you’re unable to

answer. You can forward incoming calls to a voicemail, coworker, external number, call queue,
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announcement, IVRmenu, or other locations. You can also schedule the time period when the incoming calls

should be forwarded.

1. Go to the Admin Portal and sign in.

2. Click your profile at the top right.

3. Turn on the toggle for Forward all calls.

4. Click the button next to one of the options underWhere would you like to forward your calls?. Click

Showmore options to see the complete list.

5. Check the box for Specify start and end dates to set start and/or end dates or times (optional). This

feature is useful for forwarding calls around your break or vacation schedule.

6. Click Save.

© 2023 RingCentral, Inc. All Rights Reserved
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A banner will appear at the top of the RingCentral Admin Portal page to remind youwhen your calls are

forwarded. You can click Edit in the banner tomodify your call forwarding settings or click Turn off to stop

forwarding your calls.

Where to forward your calls

● Voicemail: Forward calls to your voicemail box. You can play and customize your voicemail greeting.

● Coworker: Forward calls to a coworker. Type the coworker’s name or extension number in the

search box, then click on the desired coworker.

● External number: Forward calls to an external number, such as an answering service.

● Announcement: Play an announcement. You can play and customize the greeting.

● Call queue: Forward calls to a call queue. Type the call queue name or extension number in the

search box, then click on the desired call queue.

● Delegated line: Forward calls to a delegated line. Type the delegated line name or extension number

in the search box, then click on the desired delegated line.

● Shared line: Forward calls to a shared line. Type the shared line name or extension number in the

search box, then click on the desired shared line.

● Limited extension: Forward calls to a limited extension. Type the limited extension name or

extension number in the search box, then click on the desired limited extension.

● IVRmenu: Forward calls to an IVRmenu. Type the IVRmenu name or extension number in the

search box, then click on the IVRmenu line.

Note:

● To use the Forward all calls features, theUser Settings - Call handling permission is required. If the

user doesn’t have this required permission, the Forward all calls feature won’t be available to them.

Formore information, go to List of User Permissions.

● When Forward all calls andDoNot Disturb (DND) are both turned on, calls will be forwarded

according to your Forward all calls settings.
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Home tab

TheHome tab contains shortcuts for quick access to commonly used functions. Here, youwill find links to

the following:

● Company
● Users
● PhoneNumbers
● Phones &Devices
● Groups
● Billing

Click Support at the top right to access theRingCentral support site.

In the Tutorials section of the Home page, you canwatch short helpful videos if you need help setting up

your phone system.

TheApps section on the upper right-hand side contains a link to theAppGallery, where you can view the

available apps you can integrate with your RingCentral phone system.

In theResources section on the lower right-hand side, you can find external links to the following sites

relevant to your RingCentral account:

● Community
● Blog
● Open aWebCase
● RingCentral University
● Service Status
● What’s New
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Managing users

This section describes user setting actions that can be performed by administrators such as viewing

extensions, adding users, and editing user information. Let's take a closer look at these admin functions

Viewing users with extensions

1. From theAdmin Portal, click theUsers tab.

2. ClickUsers with Extensions underUser List.

3. Select a user.

4. View or edit the settings for the selected user.
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Customizing columns in Users with Extensions list

1. From theAdmin Portal, click theUsers tab.

2. On theUsers with Extensions page, click the three-dotMoremenu at the far right, then click

Customize Columns.

3. Check or uncheck the boxes for columns that youwant to show or hide.

4. Click Save.

The following columns are available:

● Status: User status. This column is always shown by default.

● Name: User name. This column is always shown by default.

● Number: User phone numbers.

● Ext.: User extension.

● Roles: User role with role scope.

● Department: Department where User belongs to.

● Email: User email.

● Msg.: Number of User messages.

You can use the search function to easily find users. You can search by using first and/or last name, phone

number, extension, or email address. Click the filter icon to find users via their Status,Roles, orDepartment.

Note: If the Email column is hidden, you can still perform a search using your email address, or a partial A

email string. For example, if the email is user@ringcentral.com, you can search using user, user@, user@ring,

etc. However, searching for the email domain will not yield any results as you can’t perform a search based

on keywords belonging to the email address.

Viewing unassigned extensions

View unassigned extensions, assign an extension to a user, or delete an unused extension.

1. From theAdmin Portal, select theUsers tab.

2. UnderUser List, clickUnassigned Extensions.

3. To assign the extension:

a. Select an extension.

b. Select a SetupOption, which includes Send invite, Activate by assigning credentials, and

Activate later. Enter information about the user that the extension will be assigned to.

c. Click Save or Save and Enable to add the user to your phone system.

4. To delete an unassigned extension:

a. UnderActions, click the three dotMore icon at the far right of the extension.

b. ClickDelete to delete the extension.

© 2023 RingCentral, Inc. All Rights Reserved



RingCentral RingEX |Admin Guide | Users

34

The user interface shown is for accounts with two ormore users. Accounts with one user will see a different

interface.
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Adding users with devices

1. From theAdmin Portal, navigate toUsers > User List > Users with Extensions.

2. ClickAddUser. TheAddUserswindow appears.

3. Select a Location from the dropdown list inOffice User type, then click Select. By default, location is

based on the home country of the account.

4. Fill in the basic information about the user.Require unique email IDs is checked by default. You can

uncheck it if you don’t want this option. Note that if this is unchecked, users cannot be invited by

email.

5. If you’d like to addmore users, enter the number on the field provided, then clickAdd. You can add

up to 24more users (25 users at a time). Youmay also click the duplicate icon at the far right to
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create a new row to add a user and retain the selection details, except for first name, last name, and

email.

6. Make a selection under Phone. Options include RingCentral app, Inventory phone, Purchase phone, and

Bring your own device. RingCentral app is selected automatically.

Note: For older RingCentral accounts, youwill have the RingCentral Phone as your softphone

device type instead of RingCentral App.

7. If you selected Inventory phone, choose the desk phone that you’d like to assign to the user. If you

selected Purchase phone, choose the device you’d like to purchase. Use the search bar or set filters to

narrow down devices based on your specific requirements.

8. Click Select underNumber. Select a number from theNumber Inventory tab, which has the

numbers reserved for your account. ClickNumbers to assign a new number. Select the State, Area

Code, and a number. ClickDone. If you're an admin with purchasing permissions, you can add new

users and see the charges. If you don't have purchasing permissions, you'll be blocked andwill need

to contact your billing admin for addingmore licenses.

9. Select, edit, or add shipping address if you’ve selected Purchase Phone under Phone. You can ship

purchased devices to a single or multiple addresses.

10. ClickNext.
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Setting up users

After the final step in Adding users with devices, youwill see the following Setup options to onboard the

User:

● Send invite: Set up a user by sending a welcome email with an activation link.

● Activate by assigning credentials: Set up and activate a user by assigning credentials. No

welcome email will be sent.

● Activate later: Set up a user now but activate at a later time. Nowelcome email or

notifications will be sent.

Sending invite to a user

1. Select Send Invite under Setup options.

2. Click on Edit Role underAssigned Role if you want to change the permissions of the user. By

default, a user is set to have Standard User (International).

3. ClickNext. TheAddUsers - Confirmwindow appears.

4. Review the charges and check the acknowledgment box at the bottom.

5. ClickNext.

Activating by assigning credentials to a user

1. Select Activate by assigning credentials under SetupOption.

2. Fill in the info underCredential.

a. Password

b. Reenter Password

c. PIN

d. Reenter PIN

e. Security Question

f. Answer

Note that these are all required fields.

3. Check the box for Temporary Password to prompt users to reset the passwordwhen they sign in for

the first time (optional).

4. Under Emergency Address, clickAdd beside the name of users with devices.

5. Fill in the info for the emergency address.

6. Read and understand the important notes about emergency calling service, check the box to

acknowledge, then click I Accept.

7. Click on Edit Role underAssigned Role if you want to change the permissions of the user. By

default, a user is set to have Standard User (International).

8. ClickNext. If you clickNextwithout doing Steps 4-6, there will be a prompt forMissing Emergency

Address. Youmay clickBack to Add Emergency Address orYes to continue without an emergency
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address. If you don’t add an emergency address at this point, user(s) will be required to add their

emergency address when they log in to their RingCentral online account or RingCentral app.

9. Review the charges and check the acknowledgment box at the bottom.

10. ClickNext.

Activating user at a later time

1. Select Activate later under SetupOption.

2. Click on Edit Role underAssigned Role if you want to change the permissions of the user. By

default, a user is set to have Standard User (International).

3. ClickNext. TheAddUsers - Confirmwindow appears.

4. Review the charges and check the acknowledgement box at the bottom.

5. ClickNext.

Adding free users (without a device and a number)

1. From theAdmin Portal, navigate toUsers > User List > Users with Extensions.

2. ClickAddUser. TheAddUserswindow appears.

3. Click Select inMobile User type.
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4. Fill in the basic information about the user.Require unique email IDs is checked by default. You can

uncheck it if you don’t want this option. Note that if this is unchecked, users cannot be invited by

email.

5. If you’d like to addmore users, enter the number on the field provided, then clickAdd. You can add

up to 24more users (25 users at a time). Youmay also click the duplicate icon at the far right to

create a new row to add a user. ClickNext.
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Setting up free users

After the final step in Adding users without devices, youwill see the following setup options to onboard the

User:

● Send invite: Set up a user by sending a welcome email with an activation link.

● Activate by assigning credentials: Set up and activate a user by assigning credentials. Nowelcome

email will be sent.

● Activate later: Set up a user now but activate at a later time. Nowelcome email or notifications will

be sent.

Sending invite to a user

1. Select Send Invite under SetupOption.

2. Click on Edit Role underAssigned Role if you want to change the permissions of the user. By

default, a user is set to have Standard User (International).

3. Click Submit.

Activating by assigning credentials to a user

1. Select Activate by assigning credentials under SetupOption.

2. Fill in the info underCredential.

● Password

● Reenter Password

● PIN

● Reenter PIN

● Security Question

● Answer
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Note that these are all required fields.

3. Check the box for Temporary Password to prompt users to reset the passwordwhen they sign in for

the first time (optional).

4. Click on Edit Role underAssigned Role if you want to change the permissions of the user. By

default, a user is set to have Standard User (International).

5. Click Submit.

Activating user at a later time

1. Select Activate later under SetupOption.

2. Click on Edit Role underAssigned Role if you want to change the permissions of the user. By

default, a user is set to have Standard User (International).

3. Click Submit.
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Deleting users and reassigning phone numbers

When deleting a user or extension assignedwith a phone number, you specify whether to return the

number to your number inventory or reassign the number. When reassigning a number you can choose to

reassign to an extension, or to auto-receptionist , audio conferencing, or RingCentral Meetings. Reassigning

a numbermay require a license. If your account does not have a license, additional costs may apply.

1. Click theUsers tab from theAdmin Portal.

2. ChooseUser List >UsersWith Extensions.

3. ClickDelete opposite the disabled user extension. TheDelete userwindowwill appear.

4. In PhoneNumbers, selectMove to number inventory or Reassign.

5. In theReassign numberwindow, choose where to reassign the number.

6. ClickDelete user and reassign number. You receive amessage confirming the action.

When deletingmultiple users, some numbers may not be reassigned to the number inventory. For example,

BYOC gateway numbers, forwarded numbers, and AU13 numbers may not be reassigned to the number

inventory andwill be assigned by default to the auto-receptionist.
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Resetting and assigning a user

You can use theReset and Assign feature to reset a former user’s settings and assign the extension to a new

user for quicker onboarding. Only disabled extensions have the option to be reset.

1. Click theUsers tab from theAdmin Portal.Users with Extensions is the default selection under

User List.

2. Click on the three-dotMore icon at the far right of any entry with a redDisabledmarker in the

Status column. Only disabled extensions have the option to be reset to a new user.

3. SelectReset and Assign. TheReset and Assignwindowwill appear.

4. Check the boxes to the left of each entry that youwant to activate for the user you are reassigning.

5. ClickNext to access theAssign NewUser page.

6. Choose setup options, and enter the name and any other profile details youwant to change for the

new user being assigned to the extension.

7. ClickReset and Assign.

A green notification banner confirms successful reassignment, along with a confirmation email to the admin.

You can also confirm results inAudit Trail.
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Copying and assigning existing user settings using an unassigned extension

1. From theAdmin Portal, navigate toUsers > User List > Users with Extensions.

2. Select the user youwant to copy and click theMore button under theActions column at the far

right.

3. Select Copy and Assign.

4. On theCopy and Assignwindow, chooseUse unassigned extension. ClickNext.

5. Select one of the following tabs:

○ Users with Devices: Select this option if youwant to assign a device or a DigitalLine to the

new user. Select the device, then clickNext.

○ Users without Devices: Select this option if you don’t want to assign a device or a

DigitalLine to the new user. Select the extension, then clickNext.
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6. Select the settings youwant to be copied. Any settings not selected will be set to default. ClickNext.

7. Choose a SetupOption. Options include Send invite, Activate by assigning credentials, and Activate

later.

8. ClickCopy and Assign.
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Exporting a user list

Exporting a User List

You can export a list of users and extensions inMicrosoft Excel file format. You can use this feature to create

a company directory or to perform an audit of users.

1. Click theUsers tab from theAdmin Portal.

2. ClickDownload User List to download a list of users and extensions for audit.

3. View the file inMicrosoft Excel.
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Bulk adding and editing users

1. Go to the Admin Portal and sign in.

2. Go toUsers > User List > Users with Extensions.

3. ClickAddUsers in Bulk.

4. ClickDownload template.

5. Choose the values youwant to include in the template and select the file format.

6. Enter your email to receive the template, and then clickDownload.

© 2023 RingCentral, Inc. All Rights Reserved

https://service.ringcentral.com/


RingCentral RingEX |Admin Guide | Users

50

7. Fill out the template with your users’ information. Learnmore.

8. After entering the required template information, clickBrowse to upload the template file. It may

take up to an hour to process the file.

9. SelectDo your users have unique emails? if you require users to have unique email addresses. This

optionmay be available only when youwant to activate users at a later time or by assigning

credentials.

10. Select the SetupOption. You can select the following options:

a. Send invite: Set up a user by sending a welcome email with an activation link.

b. Activate by assigning credentials: Set up and activate a user by assigning credentials. No

welcome email will be sent.

c. Activate later: Set up a user now but activate at a later time. Nowelcome email or

notifications will be sent.

11. An email will be sent to the Super Admin, and the results will be announced in a fewminutes. Enter

the email addresses in the field that youwant the upload result email to be sent.

12. Click Save.
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Note: Import will fail if a Contact Name on your list has the following symbols: <, >, /, ". Before importing,

avoid using these four symbols in the First Name and Surname fields from the CSV file. The uploadwill not

be successful when one of these symbols is used. An email notification will be sent to the added email

address(es) without the .xls file, which will indicate the reason(s) why it failed.

Bulk enabling unassigned extensions

1. Go to the Admin Portal and sign in.

2. Go to Users > Unassigned Extensions.

3. Click Bulk Enable Extensions.

4. ClickDownload template.

5. Choose the values youwant to include in the template and select the file format.

6. Enter your email to receive the template, and then clickDownload.
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7. Fill out the template. Learnmore

8. After entering the required template information, clickBrowse to upload the template file. It may

take up to an hour to process the file. Any updates made to license assignments during this timemay

not be reflected in the file.

9. SelectDo your users have unique emails? if you require users to have unique email addresses. This

optionmay be available only when youwant to activate users at a later time or by assigning

credentials.

10. Select the SetupOption. You can select the following options:

a. Send invite: Set up a user by sending a welcome email with an activation link.

b. Activate by assigning credentials: Set up and activate a user by assigning credentials. No

welcome email will be sent.

c. Activate later: Set up a user now but activate at a later time. Nowelcome email or

notifications will be sent.

11. An email will be sent to the Super Admin, and the results will be announced in a fewminutes. Enter

the email addresses in the field that youwant the upload result email to be sent.
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12. Click Save.

Note: Import will fail if a Contact Name on your list has the following symbols: <, >, /, ". Before importing,

avoid using these four symbols in the First Name and Surname fields from the CSV file. The uploadwill not

be successful when one of these symbols is used. An email notification will be sent to the added email

address(es) without the .xls file, which will indicate the reason(s) why it failed.

Activating by assigning credentials to a user

1. Select Activate by assigning credentials under SetupOption.

2. Fill in the info underCredential:

○ Password

○ Reenter Password

○ PIN

○ Reenter PIN

○ Security Question

○ Answer

Note that these are all required fields.

3. Check the box for Temporary Password to prompt users to reset the passwordwhen they sign in for

the first time (optional).

Upgrading user licenses to RingEX in bulk

You can upgrademultiple users fromVideo Pro licenses to RingEX licenses at the same time:
1. Go to the Admin Portal and sign in.
2. Go toUsers > Users with Extensions.
3. Click the three-dotMore icon at the top right and chooseUpgrade to RingEX licenses in

bulk from the dropdown.
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4. ClickDownload template. Open the bulk upgrade template file, enter the required
information, and save. To learnmore, visit Editing a template to add assigned extensions in
bulk.

5. ClickUpload file to upload the template you’ve filled out.
6. Enter your email address to receive a processing report when the upload finishes.
7. Click Submit.
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Converting a virtual extension to a digital line

To convert a virtual extension to a digital line:

1. Click theUsers tab from theAdmin Portal.

2. Select a user to convert with a direct inward dialing (DID) number but without a digital line.

3. Click Phones &Numbers.

4. Click Phones.

5. ClickAdd Phone.

6. In theAddUser Phoneswindow:

a. SelectDomestic or International as the location.

b. Select a phone for the user on the Select Devices screen (this phonemay be either a

softphone or a physical phone).

c. Click Existing Number on the Select Number screen. Select the DID (number) from the

user you are trying to convert.

d. Select your emergency address on theAdd Emergency Address screen.

e. Complete the wizard.

Note:On the checkout screen, youwill see a charge for the digital line and a credit for the DID. Youwill not

see a credit for virtual extensions that are Active User Extensions, as those are post-billed.
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Managing User Settings

Admins can edit the following user settings:
● User Details
● Phones &Numbers
● Screening, Greeting &HoldMusic
● Call Handling & Forwarding
● Messages
● Outbound Caller ID
● Outbound Fax Settings
● Notifications

Administrators access and edit settings through the Users panel.

1. From theAdmin Portal, select theUsers tab
2. Click the name of the user
3. On the user settings pane

○ Select a category to edit (for example,Outbound Calls/Faxes)

UnderOutbound Calls/Faxes, click the category to edit (Caller ID or Fax Settings)
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User details

Click onUser Details to view and edit the selected user’s information. From this menu, you can edit the role

assigned to a user, as well as a user’s extension, name, recording, phone numbers, email address, job title,

department, hours, password, and regional settings. You can alsomanage the single sign-on policy for your

users here.

Managing single sign-on policy

Admins canmanage the single sign-on (SSO) policy at the user level.When SSO is enabled on the account, it

controls the SSO login for all users on the account.

When Enforce SSO is enabled on the account, a user-level setting will be available to provide exceptions for

users that admins would want to allow to use their RingCentral credentials for authentication. The user

extension setting for SSO option is turned on by default when Enforce SSO is enabled on the account level.

Admins can also enforce SSO at a later time for these users that have already set their RingCentral

credentials during onboarding.
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Before you can change the SSO policy at the user extension level, ensure first that you have configured the

SSO settings and have enabled the SSO service on your account. For more information, navigate to Single

sign-on.

Tomanage SSO policy at the user extension level:

1. Click theUsers tab from theAdmin Portal.

2. ClickUser List.

3. Search the name of the user or browser through the list ofUsers with Extensions. You can also use

the filter and search by Status,Roles,Department, and Sites. Click the name of the user.

4. ClickUser Details.

5. Click Settings & Permissions.

6. Check the box next to Enforce SSO under Single Sign-on.

Admins can alsomanage the SSO policy via templates. To learnmore, navigate toManaging templates.
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Hiding users from your CompanyDirectory

CompanyDirectory Control enables admins to take control of the company contacts shown on employees'

clients. Through this feature, you can hide specific contacts in your company directory from being seen in

the RingCentral app.

Note: Other users can still contact hidden users by directly dialing the number or by entering the email

when creating a newmessage.

For more information about checking your company contacts, visit Managing your company contacts in the

RingCentral app desktop andweb.

1. From theQuick Access home page, clickManage Users under theUsers column. Alternatively, you

can navigate toUsers > User List > Users with Extensions.

2. Select the user youwant tomanage.

3. ClickUser Details.

4. Tick or untick the checkbox for Include User in CompanyDirectory.

Once a user is hidden, they cannot be directly contacted through phone, message, or video via the

RingCentral app. However, other users can still call a hidden user by directly dialing the number or

messaging them by directly typing their email when creating a newmessage.

Unpublishing user’s non-extension numbers

Once the direct number, contact phone, or mobile phone number of a user is unpublished, the hidden

number will not be shown in the user’s profile in the RingCentral app. The hidden number cannot be

searched and contacted through phone.

However, other users can still call the hidden number by directly dialing the exact phone number.

1. From theQuick Access home page, clickManage Users under theUsers column. Alternatively, you

can navigate toUsers > User List > Users with Extensions.

2. Select the user youwant tomanage.

3. Click Phones andDevices.

4. ClickUnpublish on the non-extension number/s youwant to hide.
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5. Alternatively, you can unpublish contact andmobile phones viaUser Details > General.

6. Untick the checkbox for Publish in CompanyDirectory below the number/s youwant to hide.
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Phones &Numbers

Click Phones &Numbers to view and edit the selected user’s phone numbers and phone settings. You can

add a direct number for this user, add a phone, download/activate apps, change presence and intercom

settings, and view and edit conference settings.
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Primary Number

Admins and users can set a direct number as a user’s primary number displayed across different endpoints,

namely Admin Portal, RingCentral desktop app, and RingCentral mobile app.

An admin with user management permissions would be able to set this on behalf of other users. A user

would be able to set this on their profile.

To set a user’s primary number:

1. Click theUsers tab from theAdmin Portal.

2. Click the name of the user whose primary number youwant to set to underUsers with Extensions.

3. Click Phones &Numbers.

4. Click Edit under Primary Number.

5. Select the number youwant to set as a primary number.

6. ClickApply.
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Screening, Greeting &HoldMusic

Click Screening, Greeting &HoldMusic to view and edit the selected user’s greeting, call screening options,

connectingmessage, audio while connecting, holdmusic, and blocked call settings.
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Call Handling and Voicemail

ClickCall Handling and Voicemail to view and edit the selected user’s call handling, call forwarding, ring
group, additional phones, ring pattern, incoming call, and call flip settings.

You can enable and disable call forward options on some equipment, such as Polycom®VVX®phones. The
ability to enable call forwarding on the phone hardwaremust be enabled in your account. Some limitations
apply:

● If the call forward is configured on the phone hardware, the forwarding will not be indicated in the
RingCentral system.

● The Call Forward selection on the phone setup betweenmultiple devices is restricted to run only
three times.

● If a user receives an E911 callback, and Call Forward is enabled on the user’s phone, the configured
destination will receive the E911 call.
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Learnmore about call handling.

Setting a voicemail greeting

Admins can set up the voicemail greeting feature on behalf of another user.

1. Go to the Admin Portal and sign in.

2. Go toUsers > Users with Extensions.

3. Click on the user's name. (Don’t check the box next to the user’s name).

4. SelectCall Forwarding and Voicemail.

5. UnderWorkHours, scroll down toMissed Calls and select Send to voicemail from the dropdown.

6. Click Play to listen to your current greeting.

7. Click Edit if you want to record a custom greeting. Learn how

8. If youwant to remove your custom greeting and use the default greeting, click Edit, then select

Default.

9. By default, voicemails are saved in the user’s voicemail box. To save their voicemails in a different

voicemail box, select Specific Extension under Select voicemail box and choose from the list of

extensions.

10. Click Save.

Setting up the Forward all calls feature

The Forward all calls feature allows you to easily forward all your incoming calls when you’re unable to

answer. You can forward incoming calls to a voicemail, coworker, external number, call queue,

announcement, IVRmenu, or other locations. You can also schedule the time period when the incoming calls

should be forwarded.

Admins can set up the Forward all calls feature on behalf of another user.

1. Go to the Admin Portal and sign in.

2. Go toUsers > User List > Users with Extensions, then select the relevant user extension.

3. ClickCall Handling.

4. Turn on the toggle for Forward all calls.
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5. Select one of the options underWhere would you like to forward your calls?. Click Showmore

options to see the complete list.

6. Check the box for Specify start and end dates to set a start and/or end date or time (optional). This

feature is useful for forwarding calls around a break or vacation schedule.

7. Click Save.

Admins will see a banner at the top of theCall Handling section for the selected user when the Forward all

calls feature is turned on.
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Where to forward your calls

● Voicemail: Forward calls to your voicemail box. You can play and customize your voicemail greeting.

● Coworker: Forward calls to a coworker. Type the coworker’s name or extension number in the

search box, then click on the desired coworker.

● External number: Forward calls to an external number, such as an answering service.

● Announcement: Play an announcement. You can play and customize the greeting.

● Call queue: Forward calls to a call queue. Type the call queue name or extension number in the

search box, then click on the desired call queue.

● Delegated line: Forward calls to a delegated line. Type the delegated line name or extension number

in the search box, then click on the desired delegated line.

● Shared line: Forward calls to a shared line. Type the shared line name or extension number in the

search box, then click on the desired shared line.

● Limited extension: Forward calls to a limited extension. Type the limited extension name or

extension number in the search box, then click on the desired limited extension.

● IVRmenu: Forward calls to an IVRmenu. Type the IVRmenu name or extension number in the

search box, then click on the IVRmenu line.

Note:

● To use the Forward all calls features, theUser Settings - Call handling permission is required. If the

user doesn’t have this required permission, the Forward all calls feature won’t be available to them.

Formore information, go to List of User Permissions.

When Forward all calls andDoNot Disturb (DND) are both turned on, calls will be forwarded according to

your Forward all calls settings.

© 2023 RingCentral, Inc. All Rights Reserved

https://support.ringcentral.com/article/Permissions-List-and-Details.html#user_settings


RingCentral RingEX |Admin Guide | Users

68

Outbound Calls/Faxes

In the user settings pane, click theOutbound Calls/ Faxes tab to configure settings for caller ID and fax.

Outbound Caller ID

ClickCaller ID to view and edit the selected user’s outbound caller ID numbers.
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Outbound Fax settings

Click Fax Settings to view and edit the selected user’s fax cover page settings and fax via email settings.
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Bulk adding or editing users

1. Log in as an administrator to the RingCentral online account.

2. From theAdmin Portal, navigate toUsers > User List > Users with Extensions.

3. ClickBulk User Update. This will open theAssign Userswindow.

4. Choose a SetupOption. Options include Send invite, Activate by assigning credentials, and Activate

later.

5. The option forUsers require unique email IDs is checked by default. If you’ve selected Send invite

under SetupOption, you are unable to uncheck this box. If you’ve selected either Activate by

assigning credentials or Activate later, you can uncheck theUsers require unique email IDs if you

don’t want this option.

Note: If this is unchecked, users cannot be invited by email and you have to select another setup

option.

6. Select a File Format. Options include ExcelWorkbook (.xls) and ExcelWorkbook (.xlsx).

7. Enter your email address in the Send Email to field, and click Send.

8. ClickOK on theAlertwindow that says the template file is sent.

9. Check your email and download the template. Read the instructions carefully and fill out the

template with your users’ information. Save the file once you’re done.

10. ClickBrowse underUpload File. Locate the Excel file containing your users’ info, clickOpen, and

then clickUpload.

Setting up users

After the final step in adding a user extension, youwill see the following setup options to onboard the user.

● Send invite: Set up a user by sending a welcome email with an activation link.

● Activate by assigning credentials: Set up and activate a user by assigning credentials. Nowelcome

email will be sent.
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● Activate later: Set up a user now, but activate at a later time. Nowelcome email or notifications will

be sent.

Activating by assigning credentials to a user

1. Select Activate by assigning credentials under SetupOption.

2. Fill in the info underCredential:

○ Password

○ Reenter Password

○ PIN

○ Reenter PIN

○ Security Question

○ Answer

Note that these are all required fields.

3. Check the box for Temporary Password to prompt users to reset the passwordwhen they sign in for

the first time (optional).
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Managing roles and permissions

Roles and permissions enforce your company security policy by providing flexible, role-based access to your

RingCentral phone system. You can delegate access to certain areas without giving full admin access, or by

retaining control over certain areas. You can use templates and bulk upload options to efficiently apply roles

among users across an organization.

Predefined roles

You can grant access privileges by assigning users one of the seven predefined roles:

● Super Admin: Complete system administrator-level access.

● Phone SystemAdmin: Phone System settings access plus full access to user-level settings.

● Billing Admin: Full access to billing functions, user-level settings, international dialing, and some

analytics features.

● User Admin: Full access to user administration (self and others), international dialing, and system

features/apps.

● Manager: Provide users with all capabilities of Standard (International) along with access to key

functions such as Reports and Company Call Log.

● Standard (International): User level access with international dialing access.

● Standard: User level access without international dialing access.

Note: Predefined roles cannot bemodified.

Custom roles

You can create custom roles tomeet your business needs.When creating a custom role you select an existing role as a
starting point, and select permissions to be assigned to the role. To create a custom role, clickNewRole.

Note: This feature is available only to RingCentral RingEX Premium andUltimate with two ormore users in
the US, Canada, and UK.

Assigning users to a role

To assign users to a role: From theAdmin Portal, select theUsers tab.

1. ClickRoles.

2. Select one of the roles to assign users.

3. Click theAssigned Users tab to view the users currently assigned to the selected role.

4. ClickAssign User. A list of users and their currently assigned roles is displayed.

5. Select the users to assign to the role.

6. ClickAssign.
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The users’ roles are assigned and displayed in the Users list assignments are displayed in theUsers list.

Note: TheNewRole option is available for RingEX Premium andUltimate users only.
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Modifying a user’s role

You canmodify a user’s role by editing the user’s page.

1. Click theUsers tab from theAdmin Portal.

2. Click the user whose role youwill modify.

3. ClickUser Details.

4. Click Settings & Permissions.

5. Click the Edit button underRoles.

6. Select the role.

7. Click Save.
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Creating a new role

To create a new, custom role:

1. Click theUsers tab from theAdmin Portal.

2. Click theRoles panel.

3. ClickNewRole.

4. Select a role to use as a template, or starting point, then click Next. TheCreate NewRolewindow

appears.

5. Enter theName andDescription for the new role, then clickNext.

6. Set the permissions for the new role.

7. ClickCreate Role.

Note: This option is available for RingEX Premium andUltimate only.
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Setting a default role

For ease of use, you can create a custom role and then set that role as the default role assigned to all

newly-created users.

If you do not set a default role, all newly-created users are automatically set to the Standard (International)

role.

1. Create your custom role.

2. ClickUsers from theAdmin Portal.

3. ClickRoles.

4. Select the custom role you created.

5. Click Edit.

6. Click the checkbox Set as Default.

7. Click Save.

Note: You can also select one of the predefined roles to be the default role.
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Managing user groups

ARingCentral User Group associates users based on organization hierarchy. A group is managed by a user
groupmanager who accesses andmodifies groupmembers' settings and views their call logs. The account
administrator controls who gets access to view or create user groups.

The account administrator creates multiple groups as required for your organization. A flat, non-nested
group structure is supported. Users may belong tomultiple groups. For example, for a director with two
teammanagers (and their teammembers), youmight create three user groups: one group for each of the
teammanagers, and an overall group for the director that includes all reportingmembers.

When a user is assigned to be a user groupmanager, the user automatically inherits certain permissions.
These permissions work in conjunction with the role assigned to the user in the Roles section of user
administration. Youmust ensure that the primary role has the correct permissions so that user access is
controlled when the user is given user groupmanager access.

Note: This feature is available for RingCentral RingEX Premium andUltimate only.
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The tasks involved inmanaging user groups include:

● Assigning Users to User Groups: The Templates section in user management allows the account

administrator to streamline the assignment of users to user groups. This assignment is performed in

the User Groups option in Templates.

● Viewing andmodifying User Settings: TheUser Settings sections, accessed from the User List in

user management, allows the user groupmanager to view andmodify the settings assigned to a

member of their group, including the roles and user groups in the User Details section.

● Accessing Reports for your groupmembers: TheReports section helps admins and user group

managers optimize the phone system by presenting usage analysis and trendingmetrics in an

easy-to-read graphical format.When logged in as a user groupmanager, you can see your group

members’ data only.

Creating a user group

When you create a user group, you organize a group of users by addingmembers to the group and assigning

a groupmanager who canmodify members’ settings and view their call logs. Themanager must at minimum

have User Admin role and permission to access the groupmanager interface.

1. Click theUsers tab from theAdmin Portal.

2. ClickUser Groups. Youwill see a list of existing user groups if any.

3. ClickCreate (if no user groups exist), or clickNewGroup.

4. Enter aName andDescription for the user group.

5. ClickNext.
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6. Addmembers to the user group. Search by department or all departments, and check to select the

users.

7. ClickNext.

8. Select a member of the user group to be the user groupmanager. (Themanager must be amember

of the user group).

9. ClickDone.

The user group is created, and a confirmationmessage is displayed. The user group’s name andmanager are

displayed in the User Groups view.
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Editing or deleting a user group

To edit an existing user group:

1. Click theUsers tab from theAdmin Portal.

2. ClickUser Groups.

3. Select an existing group from the list.

4. On theOverview page, click Edit to change the name or description of the user group. To change

themanager of the user group, clickChange, select a newmanager, and clickDone.

5. Click Save to save the group’s changes.

6. On theMembers page, add or removemembers from the group as needed. To add amember click

AddMember, select members to be added, and clickAdd.

To delete a user group, clickDelete and confirm the deletion. Deleting a groupwill result in members being

removed from the group and the groupmanager losing some privileges.
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Managing templates

RingCentral Templates will save you time and repetitivemanual effort by streamlining your administrative

routine. There are two types of templates, one for user settings and another for specifying call handling

rules. Create a template and apply it to users as you need.

Creating a template for user settings

To create a template for user settings, follow these steps:

1. Click theUsers tab from theAdmin Portal.

2. Click Templates >User Settings.

3. ClickAddUser Settings Template.

4. Enter aNewTemplate Name.

5. Click Save.
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6. Select a template from the left pane. You see options you can set for this template in the right panel,

grouped into categories of settings for Inbound andOutbound calling andNotifications. For each

group of settings, you can specify whether the settings override each users’ settings by checking

Override User Settings.

7. Configure Template Information settings. UnderNewTemplate Name, edit the name of your

template and see the last time it wasmodified andwhen it was created.

8. ConfigureUser Details settings:

a. Regional Settings: Select regional settings for users such as time zone and time format.

b. User Hours: Set user hours to 24 hours or specify hours.

c. Roles: Select the role to be applied to the users. Roles give admins the ability to control

what users can dowithin the system. A role is a collection of permissions that could be

based on a job function.

d. User Groups: Select the user groups where the user is to have amembership.

e. Site: Select site (applicable tomulti-site accounts).
f. ConfirmationMessage: Specify how long the confirmationmessage will appear after a

successful operation is finished. You have the option to disable this feature.
g. Job Title: Specify the job title.
h. Single-Sign on: Enforce SSO for users on the account.
i. Video Service: Select themeetings service youwant to use in your web portal, RingCentral

app, and integrations.
j. Receive Communications fromRingCentral: Select if users receive voicemail messages

fromRingCentral on product education.
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9. Configure Phones settings.

a. Appearance: Select extensions to display on desk phones and softphones.

b. Permissions: Select users permitted to answer calls of the other extensions.

c. Emergency Address: Provide a physical address for first responders.

d. Bandwidth Settings: To improve the quality of your calls, you can set howmuch network

bandwidth to use for calls:

● High Bandwidth - gives you better sound quality but calls can become choppywhen

it's not available.

● Low Bandwidth - gives you lower sound quality but ensures no interruptions during

your conversation.
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10. Configure Screen, Greeting, andHoldMusic settings.

a. User Greeting: Turn on this option when youwant the system to answer the call with a

recordedwelcomemessage, so callers know they've reached the right person. This is not a

personal voicemail announcement.

b. Call Screening: Turn on this option when youwant callers to announce their name before

continuing to connect the call. This option lets you identify the caller so you can pick up the

call immediately. After turning on this option, go to Call Forwarding and Voicemail >

Settings > Incoming Call Information to set your preferences.

c. ConnectingMessage: Set a recordedmessage youwant callers to hear to let them know

the call will now be transferred to your line.

d. AudioWhile Connecting: Incoming callers will hear themusic selection that is configured

with this setting. Themusic selection callers will hear when they are placed on hold can be

set in the Holdmusic selection. Note that theAudioWhile Connecting setting is applied on

a rule basis, whereas theHoldMusic setting is applied for all calls.

e. HoldMusic: Turn on this option when youwant callers to hear music whenever you put a

call on hold.
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11. ConfigureCall Forwarding and Voicemail settings. UnderDesktop &Mobile Apps, specify whether
to notify your Desktop and apps before forwarding the incoming call to your desk phones and
forwarding numbers, and specify a wait time.
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12. ConfigureMessages settings.

a. TakeMessages: Allow or deny users to take voicemail messages; specify a default or custom

voicemail greeting.

b. Voicemail Greeting: Specify a default voicemail greeting.

c. Message Recipient: Select the recipient of voicemail messages.

d. This extension: Select users to be included asmessage recipients when applying a template.

e. Specific extension: Select an extension to be the recipient of voicemail messages.
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13. Click theOutbound tab to configure settings for outbound calls such as caller ID and fax settings.

a. Caller ID: Specify caller ID settings by phone or by feature. If you select Toll-Free number or

Blocked as your Default Caller ID for any of your endpoints/calling features, you can also

select an alternate local number to use in case we detect that your call will not go through.

b. Fax Settings: Specify fax settings including fax cover page information and settings for

faxes sent through email.

© 2023 RingCentral, Inc. All Rights Reserved



RingCentral RingEX |Admin Guide | Templates

90

14. Click theNotifications tab to configure the notifications settings. Select each of the following if you

want to be notified by email.

a. Voicemail Messages

b. Received Faxes

c. Missed Calls

d. Fax Transmission Results

e. Received TextMessages

15. Click Save.
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Creating a template for Call Handling settings

1. Click theUsers tab from theAdmin Portal.

2. Click Templates.

3. ClickCall Handling.

4. ClickAdd Call Handling Template.

5. Enter aNewTemplate Name.

6. ClickNext.

7. Specify the caller ID or date conditions that will trigger the application of this template.

8. ClickNext.

9. Specify the action to take when incoming calls match this rule.

10. Click Save.
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Applying a template to users

There are several ways to apply a template to users.

Applying a template via Users List

1. Click theUsers tab from theAdmin Portal.

2. Select the number of users.

3. ClickApply Templates.

4. Select a template to apply.

5. ClickApply Template.

6. ClickContinue to confirm that you are about tomake settings changes for all the selected user(s).

This will overwrite any configuration the user might have done previously.

7. An email will be sent to youwhen it’s completed. Youmay choose to notify active users of the

change by email and also addmore recipients. ClickApply Template.
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Applying a template via User Settings under Templates

1. Go toUsers > Templates > User Settings.

2. Click themore icon opposite the Template that needs to be applied to User/s and selectApply.

3. Select the Users who should be assigned to the selected template on the Apply Template pop-up

window.

4. ClickApply.

5. ClickContinue on the prompt to confirm that the template will be applied to the selected Users.

6. An email will be sent when the template application is complete. You can tick on the box to notify

only active users. You can also enter additional recipients in the box. ClickApply Templatewhen

done.

Applying a template via User Details

1. Go toUsers > User with Extensions.

2. Select a user to whom youwant to apply a template.

3. Go toUser Details > Settings & Permissions.

4. ClickApply under Template.
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5. Select a Template from the popupwindow.

6. ClickApply Template.

Managing the Phone System

The Phone System tab houses all of themain settings for your entire phone system. Here youwill find

settings for:

● Company Info

● PhoneNumbers

● Auto-Receptionist

● Multi-Level Auto-Receptionist

● Groups

● Phones &Devices

● Emergency Calling

● Automatic Location Updates
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Company Info

Your account may be a single-site account or may contain multiple sites when you have enabled RingCentral

Multi-Site Support.With a single-site account, the Company Info page displays the settings for your account,

including Company Address, Caller IDName, andDirectory Assistance. Select the appropriate tab to access

each section.

Managing Sites withMulti-Site Support

When you have enabled RingCentral Multi-Site Support, the user interface displays each of the configured

sites in your account and allows you to create a new site (by selectingNew Site orBulk Site Create) or edit

the information for any of your existing sites (by selecting the site from the list). Site filter controls are also

available from pages that contain site assets.
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Company address

Set your Company Address information for the default company name and your company address for a

Directory Listing (if available for your account).

1. Click the Phone System tab from theAdmin Portal.

2. ClickCompany Info.

3. ClickCompany Address.

4. Enter yourCompanyName andCompany AddresswithCity, State, and Zip Code.

5. Click Save.

© 2023 RingCentral, Inc. All Rights Reserved



RingCentral RingEX |Admin Guide | Phone System

97

Caller IDName

Set your Company Caller ID to your company’s name so that your customers will knowwho is calling them.

This name, along with the phone number, is displayed to the called party whenever an outbound call is made

using the local number as the caller ID.

1. Click the Phone System tab from theAdmin Portal.

2. ClickCompany Info.

3. ClickCaller IDName.

4. Enter your company name exactly the way youwant it to appear on Caller ID displays, for local calls

made from yourmain company phone number. You can enter up to 15 characters.

5. Click Save.

Note: Outbound Caller ID cannot be set for an individual number or digital line. It is only available for local

numbers and not toll-free numbers.
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Directory Assistance

Directory Assistance is a free and convenient way to publish your business name, address, main number, and

main fax number to increase your company’s visibility in local directory assistance listings. For more

information about Directory Listing, see Directory Listing Frequently AskedQuestions. To publish your

information:

1. Click the Phone System tab from theAdmin Portal.

2. ClickCompany Info.

3. ClickDirectory Assistance.

4. Enter your listing information.

5. ClickNext.

6. Check the box next to I agree to the terms of service.

7. Click Publish.

Note: Allow five business days for your listing to appear. Edit or delete your listing any time by following

these same steps.
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PhoneNumbers

The PhoneNumbers tab allows you to view your numbers by category of number, and add additional

numbers to your account.

The tabs contain these types of numbers:

● All Numbers: Includes all numbers in your account.

● Numbers in Use: Numbers currently assigned to an extension or a device.

● Number Inventory: Numbers that are not assigned to a user extension or device.

● Transferred and Vanity: Existing numbers that have been transferred, and vanity numbers to help

customers remember your business phone number.
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Adding company numbers

Each RingCentral number can function as a voice and fax line for incoming calls. This means that one number

can be used for both calls and faxing tomaximize the use of your service.

1. Click the Phone System tab from theAdmin Portal.

2. Click PhoneNumbers.

3. ClickAll Numbers.

4. ClickAddNumber.

5. Select a Location and follow these instructions for theNumber Type you choose:

● Local Number: Provide the State andArea Code. Select one ormore numbers and clickAdd

Numbers.

● Toll-Free Number: Select a toll-free prefix. Note that there is a $30 one-time setup fee per

number if you select 800 as your toll-free prefix. Select one ormore numbers and clickAdd

Numbers.

● Vanity Number: Enter a number that helps customers remember your business phone

number. Click Search to check availability. Select a number and clickAddNumbers.

6. ClickNext.

7. SelectAuto-Receptionist to assign the number as a company number.

8. ClickNext.

9. Review any changes to your number plan. Check the acknowledgment box.

10. ClickNext.
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Adding assigned numbers

Under Numbers in Use, youwill see all of the numbers assigned to a user that has been set for your phone

system. From here, you can add a number.

1. Click the Phone System tab from theAdmin Portal.

2. Click PhoneNumbers.

3. ClickNumbers in Use.

4. ClickAddNumber.

5. Select a Location and follow these instructions for theNumber Type you choose:

● Local Number: Provide the State andArea Code. Select one ormore numbers and clickAdd

Numbers.

● Toll-Free Number: Select a toll-free prefix. Note that there is a $30 one-time setup fee per

number if you select 800 as your toll-free prefix. Select one ormore numbers and clickAdd

Numbers.

● Vanity Number: Enter a number that helps customers remember your business phone

number. Click Search to check availability. Select a number and clickAddNumbers.

6. ClickNext.

7. Select Extension to assign the number, and then select the extension youwant to assign it to.

8. ClickNext.

9. Review any changes to your number plan. Check the acknowledgment box.

10. ClickNext.
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Forwarding a number

You canmaintain your phone number with your current provider and forward calls automatically to your

RingCentral account.

1. Click the Phone System tab from theAdmin Portal.

2. Click PhoneNumbers.

3. ClickAll Numbers.

4. Click themore three-dot icon besideAddNumber.

5. Select Forward Number.

6. Enter your existing phone number and clickNext.

7. Select where youwould want to forward the calls to. The options areAuto-Receptionist and

Extension. If you selected Extension, select an extension.

8. ClickNext.

9. Review the information about orderingBusy Call Handling andNoAnswer Call Handling from your

local telephone company, and the local telephone company charges.

10. ClickDone.
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Forwarding calls to your RingCentral number

You can forward calls from a third-party number to your RingCentral number. To use your forwarded

number as your outbound caller ID, you’ll need to submit certain documents to RingCentral.

1. Go to the Admin Portal and sign in.

2. Click Phone System > PhoneNumbers > All Numbers or Numbers in Use.

3. Click the three-dotMore icon at the right, then selectAdd substitute caller ID/forwarded number

(for countries that support substitute caller ID) or ForwardNumber (for countries that don’t

support substitute caller ID).

4. In the PhoneNumber field, enter the number youwant to add as a substitute caller ID and/or

forwarded number, then clickNext.

Note: Supported phone numbers include local, mobile, and toll-free numbers. An international

numbermay not be used as a substitute caller ID or forwarded number.
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● Substitute caller ID:Maintain your phone number with your current provider and use it as

your RingCentral account’s outbound caller ID.

○ Note: You cannot use mobile numbers as substitute caller IDs when forwarding

mobile number calls to RingCentral. Please reach out to support to have themobile

numbers enabled.

● Forwarded number: Maintain your phone number with your current provider, andwhen it’s

busy or there’s no answer, forward calls to your RingCentral account.

5. On the left, choose whether to forward your calls toAuto-Receptionist or Extension, then click

Next.

● Auto-Receptionist: Can be used as an outbound caller ID for all extensions that will be

enabled when you submit the required documents.

● Extension: Can be used as an outbound caller ID only for the selected extension when you

submit the required documents. If you select Extension, click the Select Extension button,

then select the extension to which youwant to forward your calls in the Select Extension

window. Click Selectwhen done. The extension’s call handling and forwarding rules will be

implemented.
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6. Verify the ownership of your substitute caller ID number by contacting RingCentral support to

provide the following documents:

a. TheOutbound Caller ID Substitution Agreement for RingCentral RingEX.

(Download this agreement as a PDF.) You need your RingCentral user ID to fill out

this form.

b. A copy of themost recent bill that demonstrates ownership of your substitute

caller ID number(s).

c. A CSV file of the list of relevant phone numbers, listed in E.164 format.

d. ClickNextwhen done.

7. Before clickingDone in the Set up forwarding section, note that you’ll need to order Busy Call

Handling andNoAnswer Call Handling from your local telephone company so that RingCentral can

answer your existing home or home office telephone line.
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Ordering Call Handling

a. Contact your local telephone company’s customer service department and request thatBusy Call

Handling andNoAnswer Call Handling* be installed on your telephone line.

b. Explain that youwould like Fixed call handling, not variable or basic.

c. Your telephone companywill ask youwhich number youwant your calls forwarded to. For the

number to work with RingCentral, the telephone companymust enter this forwarding number

exactly as listed, including the 1 before the area code. Ask the representative to verify the number.

d. When orderingNoAnswer Call Handling, youmust choose howmany rings youwant to hear

before your calls are forwarded to RingCentral. Youmay choose asmany or as few as you like.We

recommend setting it to four (4) rings.

*If the customer service representative says these features are unavailable, ask to speak to a supervisor. These

features are available almost everywhere in the US.

Telephone company charges

Your local phone companymay charge you an activation fee and/or an ongoingmonthly fee for adding these

services. Check with your phone company for details about such charges.
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Naming phone numbers

Admins can assign phone numbers with “nicknames” for reference or organization purposes. This allows

them to efficiently search by their name in the PhoneNumbers tab.

1. Click the Phone System tab from theAdmin Portal.

2. Click PhoneNumbers.

3. ClickNumbers in Use.

4. Click the number that youwant to assign a name to.

5. Enter a name on theName field.

6. Click Save.
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Viewing unassigned numbers

Under Number Inventory, youwill see all the numbers that are not assigned to a user extension or a device.

1. Click the Phone System tab from theAdmin Portal.

2. Click PhoneNumbers.

3. ClickNumber Inventory.

4. Filter the numbers by Locations and Sites.

5. Click a number to seemore information.

You can view phone properties in the Phones &Devices tab.
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You can see unassigned numbers that have a device under All Numbers andNumbers in Use by filtering

them.

1. Click the Phone System tab from theAdmin Portal.

2. Click PhoneNumbers.

3. ClickAll Number orNumbers in Use.

4. Click the filter icon beside the search bar.

5. Click Types.

6. SelectUnassigned Extension.
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Viewing transferred and vanity numbers

Under Transferred and Vanity, youwill see the numbers that you have transferred, as well as vanity

numbers.

1. Click the Phone System tab from theAdmin Portal.

2. Click PhoneNumbers.

3. Click Transferred and Vanity. Select Transfer Orders, International NumberOrders, or Pending

Vanity Numbers. Click a number to seemore details.

4. To transfer a number to RingCentral, select Transfer Numbers under Transfer Orders. SelectUS or

US territory Local Number,US or US territory Toll-Free Number,Canadian Number, or

International Number. Complete the process.
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Viewing number blocks

Many RingCentral customers are based in the EU, UK, and other geographical areas outside of North

America. These countries and other geographical areas have regulations and lengthy processes for

telephone number acquisition.

Companies acquire additional numbers, more than the current need, to account for their growing business.

This results in a need to store the extra numbers not currently in use, especially when they port numbers

from other phone providers over to RingCentral. These numbers can be in contiguous sequences (or number

blocks), or they can be stragglers.

With this feature, customers can store these “held numbers” on their accounts without having to pay a

reserved number fee* and easily assign them to users or lines as that need arises.

*While there isn’t a billing license fee for “held numbers” in number blocks storage (not in use), we plan to introduce a

nominal license fee in 2023. Number blocks that are in use will follow the current pricing structure.”

Viewing number blocks via filter

1. Go to the Admin Portal and sign in.

2. Go to Phone System > PhoneNumbers, then select any of these tabs:

○ All Numbers

○ Numbers in Use

○ Number Inventory

3. Click the filter funnel icon.

4. Select a number block on theNumber Block filter.
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Note:

● TheNumber Block filter andNumber Block column are only available if the account has a number

block.

● The numbers on theNumber Inventory tab are not assigned to a user extension or device. Numbers

in a number block don’t have a number license yet. A standard license fee will be chargedwhen they

are assigned.

Viewing number blocks via Transferred tab

1. Go to the Admin Portal and sign in.

2. Go to Phone System > PhoneNumbers > Transferred.

3. Select theNumber Blocks tab. You’ll see a list of the number blocks in your account.
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Viewing block details
1. Go to the Admin Portal and sign in.

2. Go to Phone System > PhoneNumbers > Transferred.

3. Select theNumber Blocks tab. You’ll see a list of the number blocks in your account.

4. Click on aBlock ID to view all the numbers in this block. You can change the blockName on the

upper-right side of this page.

Setting up auto number blocks

You can hold numbers with auto block creation without having to pay reserved number fees. Numbers will

be easily and readily available for use.

● Auto enabled for new sign-ups

● Disabled by default for existing accounts

● No charge until number is assigned to an extension

● Cannot delete numbers in Admin Portal

Global office customers with US/CAN numbers can place their US numbers in a Block via SCP, with the help

of the Porting Team.
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Auto-Receptionist

Create your own auto-receptionist for your phone system. Customize your options for effective call

management. For example, choose your company hours, set your company greeting, define rules for call

handling, andmore.

Note: The auto-receptionist defaults to IVRMode: single level. You can change the IVRmode tomulti-level

for amore intricate IVRmenu. Once the settings are changed tomulti-level IVRmode, options are slightly

different.

When you have enabled RingCentral Multi-Site Support, the user interface displays the auto-receptionist

for each of the sites’ auto-receptionist with individual business hours, custom rules, IVR settings, and

regional settings.
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Company business hours

Customize your company's business hours. You can specify the opening and closing time for each day of the

week or select 24 hours. This establishes the settings for theBusiness Hours andAfter Hours tabs in other

settings areas (such as call queue settings and user settings).

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.

3. ClickGeneral Settings.

4. SelectCompanyHours.

5. Set your CompanyHours to:

a. 24 hours to have incoming calls handled the sameway all the time.

b. Custom hours lets you specify hours for each day of the week. You can also set separate

call-handling rules and greetings for Business Hours and After Hours. To copy hours from

one day to all weekdays, or to the entire week, selectCopy toWeekdays orCopy to All

Days.

6. Click Save.

Note: If you have global companies, select first which level to which the site you're configuring should belong

to by selecting from theMulti-level dropdownmenu in the upper right.
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Company call handling

Company Call Handling provides call handling options for single-level IVR accounts. This controls what

callers hear when they dial your company number/s during business or after hours. You can configure

separate settings for business hours and after hours.

There is also an option for accounts with a single-level IVR setting to forward all company calls when

needed, such as during holidays, manual closures, or emergencies. Incoming calls can be forwarded to a

company greeting, announcement, voicemail, coworker, call queue, or shared line. You can set the time

period when the incoming calls should be forwarded.

1. From theAdmin Portal, navigate to Phone System >Auto-Receptionist > General Settings.

2. Click IVR Settings.Company Call Handling appears.

3. Select Forward all company calls if you want this option, and specify

a. Where calls should be forwarded.

b. Start and end times for forwarding.

c. Review the company greeting and click Save.

4. UnderBusiness Hours andAfter Hours, select one of the following:

● Company Greeting: Sends the call to company greeting. Callers may hear options where

they want to be connected to.

● User Extension: Sends the call to a User extension.

● Call Queue Group: Sends the call to a Call Queue Group.

● Shared Line: Sends the call to a Shared Line.

● Voicemail: Sends the call to aMessage-only Extension.

● Announcement: Sends the call to an Announcement-only Extension.

● Limited Extension: Sends the call to a Limited Extension.

Learnmore about Company call handling.

Company greeting

1. From theAdmin Portal, navigate to Phone System >Auto-Receptionist > General Settings.

2. Click IVR Settings.Company Call Handling appears.

3. UnderBusiness Hours andAfter Hours, selectCompany Greeting.

4. Click Edit under Play company greeting. TheCompanyHours Greetingwindowwill appear.
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5. For Set Greeting, select:

● Default: Plays system default greeting.

● Custom: Plays your custom recording. Select one of the following to record your greeting:

○ Phone: Choose a phone number from the dropdownmenu if you have saved

numbers or select Enter a new number and type the phone number in theCall me at

field. Click theCall Now button and RingCentral will call you to record your

greeting.

○ ComputerMicrophone: ClickAllow if RingCentral asks to use yourmicrophone.

TheMicrophone Test and Record settings will appear.When ready, click the red

record button to record your greeting through your computer microphone. Stop

the recording and listen to the playback. Click the arrow up to upload your

recording.

○ Importing: Browse for aWAV orMP3 file youwant to use. ClickOpen.

6. Under If Caller Enters no Action, select Connect to operator orDisconnect.

7. ClickDone.

8. Click Save.
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Regional Settings

Set your timezone inRegional Settings. Typically, your timezone is linked to the area code of yourmain

company number. For example, for area code 650 (California), the time zone defaults to Pacific Time. If you

are not physically located in your area code, youmaywant to change your timezone. You can also set the

following Regional Settings:

● Time Zone

● Time Format

● HomeCountry Code

● User Language

● Greetings Language

● Regional Format

To configure regional settings:

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.

3. ClickGeneral Settings.

4. ClickRegional Settings.

5. UnderRegional Settings, select options:

● Select your Time Zone.

● Select Time Format as 12hr or 24hr.

● Select yourHomeCountry Code.

● Select yourUser Language as the default language used for all accounts and notifications.

● Select theGreetings Language as the default language youwant to use for phone greetings.

● SelectRegional Format as the format used to show date, time, currency, and other

numbers.

6. Click Save.
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Dial-by-name directory

TheDial-by-Name section allows you to enable callers to search your phone system by users’ first or last

names using their dialpad keys. To Configure the Dial-By-NameDirectory:

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.

3. ClickGeneral Settings.

4. ClickDial-by-NameDirectory.

5. UnderDial-by-NameDirectory, set the slider button toOn. Select options for dialing by name:

● By default, all extensions are included in the directory.

● To limit included extensions, under Extensions in Directory, click Edit. Then select the

extensions youwant to include in the Dial-by-NameDirectory.

6. ClickDone.
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Operator extension

Select the extension to use for the operator, which receives all calls andmessages by default. The operator

extension is 101 by default.

Note: Use caution when changing this setting, as the operator is the default call recipient when no other

extension is dialed.

To reset theOperator Extension:

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.

3. ClickGeneral Settings.

4. Click IVR Settings.

5. UnderGeneral IVR Settings, click Select Extension. TheOperator Extensionwindow appears.

6. Select the extension for the operator.

7. ClickDone.

8. Click Save.

The assignedOperator Extension will now appear under IVR Settings heading.
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Zero dialing

Directly routes calls to a specified destination. Three options let you designate the call handling when the
caller dials zero within your IVR.

To set zero dialing:

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.
3. ClickGeneral Settings.
4. Click IVR Settings.
5. Scroll down and click Zero Dialing.
6. Select one of three options:

● Connect toCompany Greeting.
● DoNothing: the system ignores any ‘0’ dialed by the caller and continues uninterrupted.

This applies regardless of the number of times the caller dials ‘0’.
● Connect to Extension: choose fromOperator or Specific Extension.

7. For multi-site accounts, youmay configure different or multiple operators on a per-location basis.
8. Click Save.

Note:When deleting an extension, a warning shows that if the extension is selected for zero dialing
connection, deleting the extension will result in zero dialings by callers to be connected to Company
Greeting.

© 2023 RingCentral, Inc. All Rights Reserved



RingCentral RingEX |Admin Guide | Auto-Receptionist

129

Name or label definitions

You can label phone numbers in ameaningful way to help identify locations or users in your system*. Larger

businesses withmultiple locations and advanced call handling rules might involve selecting from lists of

numbers. Many numbers may appear similar unless they are renamed. An admin can assign an alternative

name to a particular number using the following steps:

1. Click the Phone System tab from theAdmin Portal.

2. Click PhoneNumbers.
3. ClickCompany.
4. Click the phone number to which youwant to apply a label.
5. Enter the label text in theName field. You can designate the kind of number by usingNumber Type.
6. Click Save.

Note: This option is available for RingCentral Ultimate users.
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On-demand call recording

On-demand Call Recordingmakes it easy for RingCentral users to record calls theymake or receive.When
you enableOn-demand Call Recording, users can activate it by pressing *9 on their phone’s dialpad.

Note: State and federal laws require that your callers hear a call-recording notification before and after a
call is recorded. As an administrator, you need to ensure your company's call recording procedures comply
with federal and state laws; RingCentral is not responsible for your company’s compliance.

Choosing an on-demand call recording announcement

This explains how to select a particular recording announcement onceOn-demand call recording is enabled.

1. Click the Phone System tab from theAdmin Portal.

2. SelectAuto-Receptionist.
3. ClickGeneral Settings.
4. ClickCall Recording. Slide the button on forOn-demand Call Recording.
5. Click Edit to change:

a. Announcement on Start
● Click Set Greeting and chooseDefault orCustom.
● ClickView In, choose the language for viewing themessage text.

b. Announcement on Stop
● Click Set Greeting and chooseDefault orCustom.
● ClickView in, choose the language for viewing themessage text.

6. ClickDone.
7. Click Save.
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Enabling on-demand call recording announcement

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.
3. ClickGeneral Settings.
4. ClickCall Recording.
5. Move the slider button to the right next to, Enable On-demand Call Recording.
6. Click Save.
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Interactive Voice Response (IVR)

In the RingCentral system, you can create amulti-level IVR as an additional option for the

Auto-Receptionist. It extends the Auto-Receptionist menuwithmore powerful and efficient call handling.

Multi-level IVR options

Single-location IVR example

A local dentist office provides services to both English- and Spanish-speaking customers. The dental office IT

Manager configures the phone routing systemwith identical prompts in two languages.

Multiple-location IVR example

A nationwide furniture retailer has five stores located in San Francisco, Chicago, New York, Dallas, and

Miami. The ITManager sets up a toll-free number for the automated attendant system that can route

incoming calls to the proper stores in the entire retail chain.
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Switching tomulti-level IVRmode

As an option, you can change your Auto-Receptionist from a single-level to amulti-level IVR to serve users

at multiple locations or to provide callers withmultilingual menus.

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.
3. ClickGeneral Settings.
4. Click the Single Level button and selectMulti-level. The Switch toMulti-level IVRwindowwill

appear with a warningmessage. By switching tomulti-level IVRmode, all of your company call
handling settings will be discarded.

5. Confirm that youwish to proceed.
6. ClickContinue to confirm switching tomulti-level IVR.
7. The Switch toMulti-level IVRwindow appears. Do one of the following:

● Enter a top-level menu in the Select the top level menu to connect to the search field.
● Select the button next to one of the listedNames.

8. Click Save.

Because your call handling settings are discarded, youwill need to reset them. Your IT department should
validate and test the IVR configuration to ensure the routing and prompts in a root menuwork well before
connecting them to the Auto-Receptionist.
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Managing general IVR settings

When you have set multi-level IVRmode, you can seeGeneral IVR Settings from the Auto-Receptionist

menu. To set general IVR settings:

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.
3. ClickGeneral Settings.
4. Select IVR Settings.
5. Scroll down toGeneral IVR Settings.
6. UnderGeneral IVR Settings, select options:

a. Configure the actions for the general navigation keys.When callers press # (hash/ pound) or
* (star/asterisk), the following actions are available:

● Repeatmenu greeting.
● Return to rootmenu.
● Return to previousmenu.

b. If the caller enters no action after the prompt is played three times, the following actions
are available:

● Disconnect: The call will be disconnected.
● Connect to extension: The caller is routed to the extension you specify.

7. Click Save.
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IVR Editor

RingCentral provides additional IVR tools to help you create andmanage your IVRMenus.

Auto-Receptionist consists of three parts that help you configure your IVR: IVRMenus, IVR Editor, Prompts

Library. Use the IVR tool to:

● Configure IVRmenus with the Visual IVR Editor

● Import prompt recordings

● Record prompts

● Import and export XML files

Note: Any change on the IVRmenu overwrites the imported XML file. It is suggested that you export and

save a newXML file after making changes.

Access the IVR Tool by using the following steps:

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.

3. Click IVR Editor.
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IVRmenus

RingCentral offers various tools to helpmanage and create IVR (interactive voice response) menus.

Administrators can add new IVRmenus as shown in the following instructions, use the Visual IVR Editor, or

import an XML file.

Adding an IVRmenu group

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.

3. Click IVRMenus.

4. Click theNew IVRMenu button. TheAdd IVRMenuwindowwill appear.

5. Enter the Extension Number and Extension Name.

6. Click Save.

The new IVRMenu appears listed under IVRMenus.

Note: Available for RingEX Premium andUltimate users only.
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Configuring an IVRmenu

After you have created an IVRMenu, you can now configure the Extension Info, Direct Numbers, Prompt,

and Call Handling.

Configuring extension info

After you select an existing IVRMenu, edit your extension number, name, or delete yourmenu.

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.

3. Click IVRMenus.

4. Select an existing IVRMenu.

5. Enter the Extension Number, Extension Name, and set the Language.

● ClickAdd if you would like to add aDirect Number.

● If youwould like to delete this IVRmenu, clickDelete IVRMenu.

6. Click Save.
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Adding Key Presses

Before you can switch your company call handling tomulti-level IVR, youmust first add and set-up your IVR

menu. The Auto-Receptionist greets callers with a recordedmessage when they call your company. Your

Auto- Receptionist is initially set to play a default greeting with your company name using text-to-speech

technology. You can set a custom greeting by recording through your phone or computer or by uploading a

sound file. You can also connect the Auto-Receptionist calls directly to an extension of your choice.

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.

3. Click IVRMenus. To add a new IVRMenu, clickNew IVRMenu, fill in the fields for Extension

Number and Extension Name, and then click Save.

4. ClickKey Presses.

5. ClickAddKey. TheKey Press Assignmentwindow appears.

6. Set theKey Press.

7. Select aConnect to action:

a. Transfer to voicemail of

b. Connect to Dial-by-name directory

c. External transfer

8. Select to whom the setting will apply:

a. All extensions

b. Users

c. IVRmenu

d. Others

e. Groups

9. SelectUsers.

10. Click Save.
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Adding a direct number

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.

3. Click IVRMenus.

4. Click an existing IVRMenu.

5. ClickAdd underDirect Number.

6. Select a Location and follow these instructions for theNumber Type you choose:

a. Local Number: Provide the State and Area Code. Select one ormore numbers.

b. Toll-Free Number: Select Toll-Free Number and select a Toll-Free prefix. Select one ormore

numbers.

c. Vanity Number: Select Vanity. Enter a number that helps customers remember your

business phone number. Click Search to check availability. Select a number.

7. ClickAddNumbers.

8. ClickNextwhen finished choosing your number.
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Visual IVR Editor

The Visual IVR Editor lets you configure yourMulti-level IVR using an easy-to-use graphical interface. Add

menus and assign to extensions with just a few clicks. To launch the visual editor, follow these steps:

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.

3. Click IVR Editor.

4. Click Launch Visual IVR Editor. The Visual IVR Editor opens in a new browser tab.

Creating a new IVRmenu or open an existing IVRmenu

Follow these steps to create a new IVRmenuwith the visual editor.

1. In the new tab, youwill see yourVisual IVR Editor. On this page, youwill have aNewTreewaiting to

be created. You have the option to create a new IVR from this screen, or open an existing IVR and

edit it in the Visual IVR Editor.

a. In the upper-left corner of the screen you have icons forOpen ExistingMenu, Save,

Validate, andClearWorkspace.

2. In the upper-right corner, you have a search bar, an information dropdownmenuwith options for

Take a Tour and LearnMore, and when you are viewing an IVRmenu, youwill see zoom in and out

buttons.
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3. Click the Phone icon to start a new tree.

4. Your new tree will be automatically assigned a name and extension number.

5. Click the name or extension number to edit the text field and enter your preferred name and

extension. Press enter when you are finished and the title will change automatically.

6. Hover over your new IVRmenu to seemore options.

7. Click “+” to add sub-items to your tree. Sub-items include:

a. NewMenu:Create a new IVRmenu as an option within your tree.

b. ExistingMenu:Choose an existing IVRmenu from a different IVR tree.

c. External Transfer: Include an external number in your tree.

d. Directory:Attach your company’s dial-by-name directory to your tree.

e. Voicemail:Give the option to leave a voicemail.

f. Extension: Add a specific extension to your tree.
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8. As you add sub-items to your tree, they will appear in the Visual IVR Editor. Once you have added

your items to yourmenu, hover over an item to edit it and seemore options. For some items youwill
see a “+” and “…” and other itemswill only have the trash can icon.

9. Click the IVR name and extension text fields to edit them.
10. Click “+” to add sub-items to your tree.
11. Click “…” to open themenu for Settings,Duplicate, andDelete.
12. Click Settings to edit your IVRMenu settings just as youwould edit them in the IVRGroup settings.
13. ClickDelete to delete this item.
14. To save the configuration, click Save at the top left corner.
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Editing an existing IVRmenuwith the visual IVR editor

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.
3. Click IVR Editor.
4. Launch the Visual Editor, then click theOpen ExistingMenu icon.
5. Click on an existingmenu to see a preview of themenu.
6. ClickOpen to be able to edit themenu in the Visual IVR Editor.
7. After editing yourmenu, click theValidate icon.
8. to check your IVRmenu.
9. Click the Save icon once you are done editing to save your IVR.
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Prompt recordings

Prompt recordings guide callers with instructions on keys to press. Prompts can be pre-uploaded and saved
to the Prompts Library, which you can then set up as prompts using the IVR Tool.

There are two promptmodes: audio and text-to-speech.

● Audio prompts are voice recorded
● Text-to-speech prompts are written by you, then RingCentral’s automated system reads the prompt

to your callers.

Note: An IVRmenu can function independently from the Auto-Receptionist, so it does not have to be set up
for an Auto-Receptionist greeting.

Recording an audio prompt

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.
3. Click Prompts Library.
4. ClickRecord Prompts. TheRecord Promptwindowwill appear.
5. Enter a name for your prompt in the Prompt Name field.
6. Select one of these promptmethods and follow the on-screen instructions:

● Phone
● ComputerMicrophone

7. Follow the remaining on-screen instructions to record your prompt.

© 2023 RingCentral, Inc. All Rights Reserved



RingCentral RingEX |Admin Guide | Auto-Receptionist

148

Selecting audio promptmode

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.
3. Click IVRMenus.
4. Select an existing IVRMenu. The Extension Infowill appear.
5. Click Prompt.
6. Under Promptmode, select the button next toAudio.
7. Click Select under Select Prompt. The Select Promptwindow appears with a list of pre-uploaded

prompts.
8. Select the button next to the prompt you’d like to set.
9. Click Select.
10. Click Save.

You can listen to your new prompt by dialing into the extension.
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Selecting text-to-speech promptmode

RingCentral's text-to-speech utility converts the text greeting you typed into a voice file and saves it to the

IVR Prompt Library. Set an IVR prompt using text-to-speech. The text you enter must contain only letters,

digits, space, commas, and periods. No special symbols. Use the words “hash” or “pound” or “star” instead of

“#” or “*” if needed.

To set up a text-to-speech prompt for an IVRmenu:

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.
3. Click IVRMenus.
4. Select an existing IVRMenu. The Extension Infowill appear.
5. Click Prompt.
6. Under Promptmode, select the button next to Text to speech.
7. In the box for Text, type your desired greeting and connection instructions for your callers.
8. Click Save.
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Importing or exporting XML files

In the XML section, you can import and export XML files for your IVR. Your IVRMenus are validated by

RingCentral once you import an XML file.

Downloading a sample XML file

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.

3. Click IVR Editor. The XML Editor displays.

4. UnderDownload Sample IVRXML Files,

● Click Single Level IVR.

OR

● ClickMulti-level IVR.

The sample XML file is downloaded to your browser.
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Exporting an XML file

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.

3. Click IVR Editor. TheXML Editor displays.

4. Under Export IVR XML File, click Export. The sample XML file is exported to your browser.

Importing an XML file

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.

3. Click IVR Editor. TheXML Editor displays.

4. Under Import XML file, click Import to browse and locate the XML file. Then click Import.

RingCentral detects configuration issues as soon as you click Import. You canmanually fix the errors in the

XML file and upload it again or you can click Accept and Continue tomanually fix the errors using your

RingCentral Online account.
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Recording greetings andmessages

Several tasks require admins to recordmessages or greetings for your RingCentral system. These steps

explain how to do the following:

● RecordOver the Phone

● Record Using the ComputerMicrophone

● Import aWAV orMP3 file

Importing aWAVfile for your IVR prompt

In the Prompts section, you can import or record your IVR prompts and edit prompts that have already been

imported. To import aWAV file, do the following:

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.
3. Click Prompts Library.
4. Click the Import Prompts button.
5. Navigate to the prompt file location.
6. Select the file and clickOpen.
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Recording a prompt over the phone

Account admins and users with permissions can create a custom audio prompt. Oneway to create this

prompt is to record the prompt using your phone.

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.
3. Click Prompts Library.
4. ClickRecord Prompts.
5. TheRecord Promptwindow appears.
6. Enter a name in the text field next to Prompt Name.
7. Click Phone.

● In theCall me at field, choose a phone number from the drop-downmenu if you have saved
numbers or type a phone number in the text field.

● Click theCall Now button, and RingCentral will call you to record yourmessage. Record
your IVR prompt over your phonewhen prompted.

8. ClickDone.
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Recording a prompt using your computermicrophone

Account admins and users with permissions can create a custom audio prompt. Oneway to create this

prompt is to record the prompt using your computer microphone.

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.
3. Click Prompts Library.
4. ClickRecord Prompts.
5. TheRecord Promptwindowwill appear.
6. Enter a name for your prompt,
7. ClickComputerMicrophone. ClickAllow if RingCentral asks to record through your computer.
8. TheRecord Promptwindowwill appear

● When ready, click the redRecord button to record or re-record your IVR prompt through
your computer microphone.

● Click the Play button to listen to your prompt and then click the Record button to re-record
your IVR prompt.

● Click theUpload button to save your recording to the Prompts Library.
9. ClickDone.
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Company custom rules

Company custom rules allow you to create different call experiences for incoming callers.

When an incoming call is received that matches any custom rule conditions you have set, for example, Caller

ID, Dialed Number, or Date and Time, you can apply different call handling, such as playing the company

greeting, ringing a user extension, call queue, or shared line, or send the call to voicemail.

After you create a custom rule, be sure to test the rule to verify that it works as intended.

Creating a custom rule

1. Click the Phone System tab from theAdmin Portal.

2. Navigate toAuto-Receptionist > General Settings. Select a site if you have amulti-site account.

3. Click IVR Settings.

4. UnderCustomAnswering Rules, clickAdd CustomRule or Edit CustomRule.

5. ClickAdd Rule.
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6. Enter Your Rule Name, then click Next.

7. Define the call conditions, then click Next.

Continue to the following pages according to the rule condition(s) that youwant to apply.
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Custom answering rule conditions

Custom rule condition - Caller ID

Caller ID applies the rule according to the phone numbers you specify. Be sure the specified number is caller

ID enabled.

1. Click the checkbox next toCallerID.

2. Enter the phone number or contact name and clickAdd.

3. ClickNext.

4. Define the call handling action to be performedwhen the conditions aremet. Call handling options

include Company Greeting, User Extension, Call Queue Group, Shared Line, Voicemail, and

Announcement.

5. Click Save.
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Custom rule condition - Called Number

Called Number applies the rule to the phone number dialed.

1. Click the checkbox next toCalled Number.

2. Click Select Number, then select a number.

3. ClickDone, and then clickNext.

4. Define the call handling action to be performedwhen the conditions aremet. Call handling options

include Company Greeting, User Extension, Call Queue Group, Shared Line, Voicemail, and

Announcement.
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5. Click Save.

Custom rule condition - Date and/or Time

This condition applies rules based on a time of day, week, or date range.

1. Click the checkbox next toDate and/or Time.

2. Configure one of the following under SelectWhen This Rule Should be Active.

● Weekly Schedule: Select the specific day of the week and a specific time to apply the

custom rule.

● Specific Date Range: Designate the dates when the custom rule begins and ends.

3. ClickNext.
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4. Define the call handling action to be performedwhen the conditions aremet. Call handling options

include Company Greeting, User Extension, Call Queue Group, Shared Line, Voicemail, and

Announcement.

5. Click Save.
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Custom answering rule call handling actions

● Company Greeting: Plays your company greeting. You can customize the company greeting as

needed.

● User Extension: Routes calls to a user extension.

● Call Queue Group: Routes calls to a call queue.

● Shared Line: Routes calls to a shared line.

● Voicemail: Routes calls to a voicemail box (message-only extension).

● Announcement: Routes calls to an announcement-only extension.

Note: Customers with the RingCentral RingEX Essentials plan will not see the Shared Line option since they

don’t get it with their package.

Custom answering rule list

All created custom answering rules are listed when you follow these steps:

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto-Receptionist.

3. ClickGeneral Settings.

4. Click IVR Settings.

5. UnderCustomAnswering Rules, click Edit CustomRule.

To add a custom rule, clickAdd Rule. Follow the instructions on the previous pages. To validate the list of

created rules clickValidate. To edit an existing rule, click Edit.

© 2023 RingCentral, Inc. All Rights Reserved



RingCentral RingEX |Admin Guide | Call queues

162

Call groups

RingCentral offers different types of groups for your phone system needs. Let’s take a closer look at these

groups:

● Call Queues are different from extensions. Call queues increase the efficiency of your company by

directing the calls to the right employees. Call queues can support up to 25 calls waiting in a call

queue. Queue overflow can be enabled to extend your call queue.

● PagingOnly groups enable real-time one-way broadcasting throughmultiple desk phones and

overhead paging devices

● Shared Lines allow calls made to one phone number to be answered bymultiple phones. Answered

calls can easily be handed off to other phones sharing the same phone number.

Note: Paging only and Shared lines are not available for on-line accounts.

● Park Locations are private locations for your employees to park and pick up calls. Create up to 100

park locations for different groups of users in your phone system.

● Call Monitoring allows you to set permissions that allow specific users tomonitor the calls of other

users.

Note: This feature is only available for RingEX Premium andUltimate users only.

● Call Pickup Groups allow groupmembers to answer each other’s calls from their own devices..

● Message-Only Extensions allow you to create a dedicated extension specifically for receiving voice

messages. All calls routed to this extension are automatically directed to the extension's voicemail

box.

● Announcements-Only Extensions allow you to create a dedicated extension specifically for playing

an announcement. All callers that are routed to this extension will only hear a recorded

announcement/greeting.

● Limited Extensions allow you to create an extension installed in a common area (meeting rooms or

in hotel rooms) for anyonewho has the need to access basic inbound/outbound calling capabilities.
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Call queues

Create a call queuewhen youwant a specific group of users (such as Sales, Support, or Billing) to share

incoming calls. Each call queue can have an extension or direct (local or toll-free) number of its own. You can

define specific business hours for each call queue and set up email or text message notifications of any

missed calls or voicemails.

Adding a call queue group

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickCall Queues.

4. Click theNewCall Queue button. TheAdd Call Queuewindowwill appear.

5. Enter aGroupName and Extension Number.

6. Click Select Call Queue (optional) if you’d like to copy the settings from an existing call queue.

● Select the button next to the call queue name.

● ClickDone.

7. ClickNext.

8. Configure the following options:

a. If you’d like to have several managers for the call queue, select the button for Select

Managers FromUser List.

● Enter a PIN, then re-enter it on the fields provided.

● Select managers and specify their permissions.

● ClickNext.

b. If you’d like to have onemanager for the call queue, selectUseManager’s Email.

● Enter the email on theManager’s Email field.

● ClickNext.

9. Select the users you’d like to add to the group from theCall QueueMembers list.

10. ClickDone.
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Configuring a call queue

After you have created a Call Queue, you can configure the Call QueueDetails, Direct Numbers, Greeting,

Call Handling, Pickup settings, andMessages &Notifications.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickCall Queues.

4. Select an existingCall Queue. If you don’t have any existing call queues, go to the previous page to

learn how to create one.

5. Edit your settings:

a. Call QueueDetails

● Extension Number

● GroupName

● Record GroupName

● CompanyName

● Contact Phone

● Manager Email

● Password

● Delete Group

● Regional Settings

● Business Hours

● Address

● ConfirmationMessage

● Video Service

b. Direct Numbers

● AddDirect Number

c. Greeting &HoldMusic

● Call Queue Greeting

● AudioWhile Connecting

● HoldMusic

● Interrupt Audio

● Blocked Calls

d. Call Handling &Members

● Business Hours

● After Hours

● Wait Settings

● Display Settings

● Overflow

● CustomRules

● Call QueueMembers
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e. Pickup Settings &Members

● Pickupmembers

● Alert timer

f. Messages &Notifications

● Voicemail Greeting

● Message Recipient

● Notification Settings

6. Click Save.
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Configuring call queue-to-queue overflow

Call queue-to-queue overflow allows scalable management of inbound calls during heavier-than-usual or

peak-season inbound call activity. You can append existing queues to the original queue, so if all lines are

busy in the original queue, calls overflow to additional queues.

Call handling follows the call queue policy. Call queue overflow is supported for the Rotating and In Fixed

Order sequence protocols. The Simultaneous protocol is not supported.

TheOverflowCall Queues section lets you enable, create, andmanage your overflow queues.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickCall Queues.

4. Select an existing call queue group. The call queue groupmust be configuredwith either a Rotating

or Sequential call handling protocol.

5. ClickCall Handling &Members.

6. Click the arrow down additional options icon and clickOverflow.

7. Click the toggle on to enable theOverflowQueue feature. Select a maximum of three groups from

the call queue list.

8. Click Save.
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Adding a direct number

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickCall Queues.

4. Select an existingCall Queue.

5. ClickDirect Numbers.

6. ClickAddDirect Number.

7. Select a Location and follow these instructions for theNumber Type you choose.

a. Local Number: Select Local Number. Provide the State and Area Code and select number.

b. Toll-Free: Select Toll-Free Number. Select a Toll-Free prefix and select a number from the

list of available numbers.

c. Vanity: SelectVanity. Choose a number that helps customers remember your business

phone number. Click Search to see if it is available.

8. ClickNextwhen finished choosing your number.
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Setting call queue greeting and holdmusic

If youwould like your callers to hear a recorded greeting before being connected to a call group, turn on the

Call Queue greeting. In this section, you can also set the audio while connecting, holdmusic, and if youwant

to interrupt audio.

Note: If you have set custom call queue hours, follow these steps for both the Call QueueHours and After

Hours tabs.

To set call queue greeting and holdmusic, follow the steps below:

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickCall Queues.

4. Select an existingCall Queue.

5. ClickGreeting &HoldMusic.

6. Tick the checkbox for each of the following to enable the settings and click Edit:

● Call Queue Greeting: Choose your preferred type of greeting:

○ Default: SelectDefault if you want to use a system-default call queue greeting

○ Custom: SelectCustom and select how you’d like to set your custom recording:

■ Phone: Next toCall me at, choose a phone number from the dropdown

menu if you have saved numbers or type a phone number in the text field.

Click theCall Now button and RingCentral will call you to record your

message

■ ComputerMicrophone: ClickAllow if RingCentral asks to record through

your computer. TheMicrophone Test and Record settings will appear.

When ready, click the red Record button to record your greeting through

your computer microphone. Stop the recording and listen to the playback

■ Importing: Browse for aWAV orMP3 file youwant to use.ClickOpen

● AudioWhile Connecting: Set the audio to the following:

○ Ring Tones: SelectRing Tones if you want your callers to hear ring tones while the

call is being connected

○ Music: SelectMusic if you want callers to hear music

○ Custom: SelectCustom if you want to upload your own audio file. ClickBrowse and

select your audio.

● HoldMusic: Set what youwant callers to hear when you put a call on hold

○ Ring Tones: SelectRing Tones if you want your callers to hear ring tones while the

call is being connected

○ Music: SelectMusic if you want callers to hear music

○ Custom: SelectCustom if you want to upload your own audio file. ClickBrowse and

select your audio.
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● Interrupt Audio: Set this if youwant callers to hear an audio prompt playing in specific

intervals while waiting for a call queuemember to answer the call. Select from the

dropdown list how often the audio will be interrupted by the prompt and set your Interrupt

Prompt:

○ Default: SelectDefault if you want to use a system-default recording and select

your preferred audio from the options provided.

○ Custom: SelectCustom if you want to utilize a fully customized audio recording

using the available options.

7. ClickDone.

8. Click Save.

Incoming call handling

Choose how you’d like each call queue to handle incoming calls. Set the order in which the calls will be

transferred to themembers of the call queue.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickCall Queues.

4. Click the name of theCall Queue you’d like to configure.

5. SelectCall Handling &Members >Business Hours to edit your call handling settings.

6. Select the order in which calls are transferred to departmentmembers:

a. Rotating: Regularly changes the order that you ring available members to evenly distribute

the calls.

b. Simultaneous: Routes an incoming call to all available members at the same time.

c. Sequential: Ring available members one at a time in the order you set.

7. Click Save.
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Pickup Settings &Members

The Call Queue Pickup feature allows administrators to specify an alternate group of users to answer calls

when the primary agents of a call queue are unavailable. Pickup groupmembers receive call notifications

when callers wait on hold ‘in-queue’ for more than the configured ‘Alert’ time. Answer queued calls by

pressing the pickup feature key on the phone.

Setting up Call Queue Pickup Groups

1. From the Admin Portal, go to Phone System >Groups > Call Queues.

2. Click the desired Call Queue name, then click Pickup Settings &Members.

3. On the Pickupmembers tab, selectAdd PickupMember.

4. Search or browse the names, then add pickupmembers.

5. ClickDone. This will prompt a confirmation box.

6. ClickOK.

Setting up an alert timer

1. From the Admin Portal, go to Phone System >Groups > Call Queues.

2. Click the desired Call Queue name, then click Pickup Settings &Members.

3. Click Settings.
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4. Select an alert time duration. This is the amount of time before pickup groupmembers will be

notified there is a call waiting.

5. Click Save.

Removing a Pickupmember

1. From the Admin Portal, go to Phone System >Groups > Call Queues.

2. Click the desired Call Queue name, then click Pickup Settings &Members.

3. ClickRemove at the far right of themember’s name youwant to remove.

Setting up visual/audible call notifications

1. From the Admin Portal, go toUsers > User List > Users with Extensions.

2. Click on the user youwant to configure.

3. Select Phones &Numbers.

4. Click Presence.

5. SelectRingmy phonewhen any user I ammonitoring rings.

6. Click Save.

Messages and notifications

In this section, set yourmessage recipient, voicemail greeting, and notifications. RingCentral allows each

Call Queue a separate voicemail message to greet unanswered calls, as well as allowing you to set a recipient

for these voicemails.

Setting a voicemail greeting

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickCall Queues.

4. Select aCall Queue.

5. ClickMessages &Notifications.

6. Click Edit underVoicemail Greeting.

7. A windowwill appear displaying the currentVoicemail Greeting. Choose your preferred type of

greeting

● Default: SelectDefault if you want to use a system-default voicemail greeting.

● Custom: Select Custom and select how you’d like to set your custom recording.

○ Phone: Next toCall me at, choose a phone number from the dropdown list if you

have saved numbers or type a phone number in the text field. Click theCall Now

button, and RingCentral will call you to record yourmessage
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○ ComputerMicrophone: Click Allow if RingCentral asks to record through your

computer. TheMicrophone Test and Record settings will appear.When ready, click

the red Record button to record your greeting through your computer microphone.

Stop the recording and listen to the playback

○ Import: Browse for aWAV orMP3 file youwant to use. ClickOpen.

8. ClickDone.

9. Click Save.
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Settingmessage recipients

After you have set your Voicemail Greeting, you can set which users or call queues to receivemessages. To

do this, follow the steps below:

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickCall Queues.

4. Select aCall Queue.

5. ClickMessages &Notifications.

6. Click Select Extension underMessage Recipient.

7. A window will appear with a list of members to receivemessages left for this call queue.

8. Select the button next to the recipient.

9. ClickDone.

10. Click Save.
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Setting voicemail-to-text transcription

The voicemail-to-text transcription provides a text version of your voicemail that allows you to get the gist

of themessage. The voicemail transcription is delivered to your RingCentral mobile or desktop application

or via email.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickCall Queues.

4. Select an existingCall Queue.

5. ClickMessages &Notifications.

6. Click Settings.

7. Click the toggle switch to enable or disableVoicemail-to-Text
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Setting notifications

As an administrator, you can set up notifications to be sent to your phone or email when voicemails, faxes,

missed calls, and text messages are received for each call queue. To do this, follow the steps below:

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickCall Queues.

4. Select aCall Queue.

5. ClickMessages &Notifications.

6. Click Settings.

7. Click Edit underNotifications.

8. A pop-upwill appear with notification options. Set your notifications by checking the boxes and

filling in email and phone numbers.

a. ClickBasic Settings >Advanced Settings to seemore detailed notification settings.

b. Set yourAdvanced Settings. Here, you can customize your notifications for voicemail

messages, received faxes, and received text messages. You can choose different email

addresses and phone numbers for your notifications, and select options for email

attachments.

9. Click Save.
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Paging only groups

PagingOnly groups enable real-time one-way broadcasting throughmultiple desk phones and overhead

paging devices. PagingOnly groups are great for a variety of locations such as warehouse/shipping centers,

retail stores, schools, and hospitals, among others.

You can page using a special phonewith a paging soft- key, or by dialing *84 from your digital desk phone or

from your VoIP calling-enabledmobile phone. In each case, you need to set up the Group number or the

number representing a group of extensions receiving a pagedmessage prior to the page.

Adding a paging only group

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Select PagingOnly.

4. SelectNewPagingOnly button in the upper right.

5. Enter theGroupName and Extension Number.

6. Click Save.

Note: This feature is available for accounts with two ormore users.
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Configuring a paging only group

After you set up a paging group, select the devices to receive pages from the list of paging devices and user

phones that have this capability.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Select PagingOnly.

4. Select a PagingOnly group.

5. In the PagingOnly Details tab, edit your extension number, group name, disable the extension, or

delete the group.

6. Click Save.

7. Click the Paging tab.

8. ClickDevices to Receive Page: Select theUser Phones or Paging Devices to receive pages.

9. ClickUsers Allowed to Page this Group: Select the users who are to be allowed to page.

10. Click Save.
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Shared line groups

The Shared Lines feature allows calls made to one phone number to be answered by up to 16 phones as a

designated group.Multiple groups of shared lines can be set up. Answered calls can easily be handed off to

other phones sharing the same phone number.

Adding a shared line group

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Click Shared Lines.

4. ClickNew Shared Line. TheAdd Shared Linewindowwill appear.

5. Select a location:Domestic or International.

6. Enter theGroupName,Manager’s Email, and Extension Number.

7. ClickNext.

8. Follow the prompts to add phone lines, the order of phone number, and devices.

9. Click Save.
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Configuring a shared line group

Configure the Shared Lines group’s name, password, business hours, and regional settings. You can also

apply a template to the group. Edit your extension number, name, or delete yourmenu.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Click Shared Lines.

4. Select a shared line from the list.

5. Click Shared Line Details.

6. Edit the details under the following:

a. General

● Extension Number

● GroupName

● Manager Email

● Password

● Status

● Record GroupName

b. Settings

● Regional Settings

● Site

● ConfirmationMessage

● Business Hours

● Shared LInes Devices

● Automatic Call Recording

7. Click Save.

Adding a direct number

A direct number is a phone number that can be called without going through the auto-receptionist.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Click Shared Lines.

4. Select an existing Shared Lines group.

5. ClickDirect Numbers.

6. ClickAddDirect Number.

7. Select a Location and follow these instructions for theNumber Type you choose:

a. Local Number: Provide the State and Area Code. Select one ormore numbers and clickAdd

Numbers.

b. Toll-Free Number: Select Toll-Free Number and a toll-free prefix. Select one ormore

numbers and clickAddNumbers.
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c. Vanity Number: SelectVanity. Choose a number that helps customers remember your

business phone number. Click Search to see if it is available. Select a number and clickAdd

Numbers.

8. ClickNext after choosing your number. Follow the prompts to purchase your new number.

Setting a greeting

Set a greeting and keep the default, or record a custom group greeting.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Click Shared Lines.

4. Select an existing Shared Lines group.

5. ClickGreeting and then click Business Hours.

6. Tick the checkbox below the following to enable the feature:

a. Shared Line Greeting

b. AudioWhile Connecting

c. HoldMusic

7. Choose your preferred type of greeting:

a. Default: To use the provided greeting, clickDefault.

b. Custom: SelectCustom and select how you’d like to set your custom recording:

● Phone: Next to Call me at, choose a phone number from the dropdown list if you

have saved numbers or type a phone number in the text field. Click theCall Now

button, and RingCentral will call you to record yourmessage.

● ComputerMicrophone:ClickAllow if RingCentral asks to record through your

computer. TheMicrophone Test and Record settings appear.When ready, click the

redRecord button to record your greeting through your computer microphone.

Stop the recording and listen to the playback.

● Importing: Browse for aWAV orMP3 file youwant to use. ClickOpen.

8. Click Save.

Managing blocked calls

Select Blocked Calls tab to block specific calls or all calls for this call group. Then, set up themessage blocked

callers will hear.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Click Shared Lines.

4. Select an existing Shared Lines group.

5. ClickGreeting and then click Blocked Calls.

6. Click Edit underCallers will hear section. TheCallers will Hearwindowwill appear.
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7. Click the dropdown list underView In and select language.

8. Tick to select a default greeting underCallers will hear. Click the play button to listen to the

preview.

9. ClickDone.

10. Click Save.

Setting custommusic on hold

You can customizeMusic on Hold for shared lines to tailor the caller's waiting experience. TheMusic on

Hold options include:

● Ring Tones

● Music: Acoustic, Beautiful, Classical, Corporate, Country, Holiday, Latin, Modern Jazz, Nature,

Reggae,World

● Upload custom file inWAV orMP3 format

To set up customMusic on hold:

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Click Shared Lines.

4. Select an existing Shared Lines group.

5. SelectGreeting and selectBusiness Hours.

6. UnderHoldMusic, check Enable.

7. Click Edit underHoldMusic.

8. Click the dropdown under Set Audio and selectCustom.

9. ClickBrowse.

10. Select your audio.

11. ClickDone.

12. Click Save.

Managing call handling

Review or change each option for handling incoming calls for both business hours and after hours.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Select Shared Lines.

4. Select an existing Shared Lines group.

5. ClickCall Handling.

6. Configure the following underBusiness Hours:

a. When all lines are busy, forward calls to:
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● Click Edit.

● SelectGroup Voicemail or an extension.

● ClickDone.

b. Select an option on the dropdownmenu under Number of seconds towait before

forwarding unanswered calls.

7. ClickAfter Hours.

a. TheConfirmationwindowwill appear if the business hours for the group is set to 24 hours

a day. ClickYes and then change the business hours.

b. Click Save.

c. Click the dropdownmenu underHow to handle calls during after hours.

d. Click your selection.

e. If you selected unconditional forwarding, enter the number where calls should be

forwarded under Forward Calls.

8. Click Save.

Managing outbound caller ID

Set up an outbound caller ID for the group, or use individual numbers as caller IDs for each line.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Click Shared Lines.

4. Select an existing Shared Lines group.

5. ClickOutbound Caller ID.

6. Click the dropdown underOutgoing Call Displayed as.

7. SelectGroup or Individual Lines.

8. If you selectedGroup, click Edit below the dropdown box.

9. Select a phone number youwant to display as your caller ID number for the outgoing call. Click

Done.

10. Click Edit belowAlternate Caller ID. Select a phone number youwant to display as your Caller ID

number for Alternate Caller ID. ClickDone.

11. Click Save.
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Messages and notifications

Set up a group voicemail and notification options.

Setting up voicemail greeting

1. From theAdmin Portal, select the Phone System tab.

2. ClickGroups.

3. Click Shared Lines.

4. Select an existing Shared Lines group.

5. ClickMessages &Notifications.

6. TakeMessages feature is enabled by default. To disable the group from takingmessages during

business hours, uncheck Enable.

7. Click the Play button to listen to the default voicemail greeting. To customize, click Edit below

Voicemail Greeting.

8. Click the drop-down box under Set Greeting, then selectCustom.

9. Click the tab corresponding to how you prefer to customize the greeting:

● Phone: Next toCall me at, choose a phone number from the dropdown list if you have

saved numbers or type a phone number in the text field. Click theCall Now button, and

RingCentral will call you to record yourmessage.

● ComputerMicrophone: Click Allow if RingCentral asks to record through your computer.

TheMicrophone Test and Record settings will appear.When ready, click the red Record

button to record your company greeting.

● Importing: Browse for aWAV orMP3 file youwant to use. ClickOpen.

10. ClickDone.

11. Click Save.
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Setting amessage recipient

Set amessage recipient for a Shared Line.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Click Shared Lines.

4. Select an existing Shared Lines group.
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5. ClickMessages &Notifications.

6. Ensure that the checkbox for TakeMessages is ticked.

7. BelowMessage Recipient, click Select Extension.

8. Select the extension.

9. ClickDone.

10. Click Save.

Setting voicemail-to-text

The voicemail-to-text transcription provides a text version of your voicemail that allows you to get the gist

of themessage. The voicemail transcription is delivered to your RingCentral mobile or desktop application

or via email.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Click Shared Lines.

4. Select an existing Shared Lines group.

5. ClickMessages &Notifications.

6. Click Settings.

7. Click the toggle switch to enable or disableVoicemail-to-text.

Setting notifications

Choose whowill receive notifications for voicemail messages and how theywill receive them.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Click Shared Lines.

4. Select an existing Shared Lines group.

5. ClickMessages &Notifications.

6. Click Settings.

7. A pop-upwill appear with notification options. Set your notifications by checking the boxes and

filling in email and phone numbers.

8. ClickBasic Settings >Advanced Settings to seemore detailed notification settings.

9. Set yourAdvanced Settings. Here, you can customize your notifications for voicemail messages,

received faxes, and received text messages. You can choose different email addresses and phone

numbers for your notifications, and select options for email attachments.

10. Click Save.
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Park location groups

Use Park Location groups to create a private location in which specific users can park and pick up calls. Once

users have been added to the group, the park location can be added to the user’s Presence on a desk phone

or HUD in the RingCentral app. You can have up to 100 park locations in your phone system.

Adding a park location

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Click Park Locations.

4. ClickNewPark Location. TheAdd Parkwindowwill appear.

5. Enter theGroupName and Extension Number.

6. ClickYes to add a Phone Key automatically tomember phones (optional).

7. Click Save.

Note: Only one call can be parked in each location at a time.
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Configuring a park location

After you have created a Park Location, you can edit its information and the users in the group.

To edit your Park Location’s Extension Number andName:

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Click Park Locations.

4. Select an existing Park Location.

5. Click Park Location Details.

6. Edit the Extension Number and Park Location.

7. Click Save.
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Addingmembers to a park location

To add or remove users from a Park Location:

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Click Park Location.

4. Select an existing Park Location.

5. Click LocationMembers.

6. Select the names of the Users that should be added to the list.

7. Click Save. If the added user/s belong to a ring group, all members of the ring groupmust be added

to the Users of the park location.

8. An Alert window appears as a reminder to set up the User's Presence. ClickOK.

9. Set up Presence Appearance on the online account.
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Setting up presence appearance

1. Click theUsers tab from theAdmin Portal.

2. Click the name of the user that was added to the park location.

3. Select Phones &Numbers.

4. Select Phones.

5. Select Presence.

6. Click Select a User.

7. Select the Park Location extension from the list.

8. ClickDone.
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Call monitoring groups

Call monitoring groups all authorized users to access calls made by other users in real-time. These functions

provide training, coaching, andQA tools for supervisors or other levels of themanagement team. They can

also help improve teams’ performance and productivity. The following actions are available for an

authorized user in a call monitoring group:Monitor,Whisper, Barge, and TakeOver.

To set up call monitoring, you’ll need to create a call monitoring group and configure it. The system prompts

you to select the users whowill have permission tomonitor, and lastly, select the users who can be

monitored.

After creating a call monitoring group, users who have permission tomonitor others’ calls will use the

touch-tones on their phones to access the call monitoring features. These users will select a current call in

progress on their phones then press the touch-tone for the action they’d like to take.

Youmust have a supported device with presence capabilities to use this feature. The following devices are

supported:

Polycom • Polycom IP650
• PolycomVVX 310
• PolycomVVX400
• PolycomVVX410
• PolycomVVX411
• PolycomVVX500
• PolycomVVX501
• PolycomVVX600
• PolycomVVX601
• PolycomVVX150
• PolycomVVX250
• PolycomVVX350
• PolycomVVX450
• PolycomCCX 400
• PolycomCCX 500
• PolycomCCX 600
• PolycomCCX 700

Cisco ● Cisco SPA525G
● Cisco CP8851
● Cisco SPA504G
● Cisco SPA509G
● Cisco CP7841
● Cisco 7841
● Cisco 8861
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Adding and configuring a call monitoring group

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickCall Monitoring.

4. SelectNewCallMonitoring.

5. Enter aGroupName.

6. ClickNext.

7. Select the users that canmonitor this group.

8. ClickNext.

9. Select the users that can bemonitored by this group.

10. Click Save.

Note: The users whowill bemonitoring (for example, supervisors) can add the users who aremonitored (for

example, agents) in their desk phone Presence appearance. The desk phonemay need to be rebooted after

these settings have been changed.
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Directed call pickup

Administrators can set andmanage call pickup permissions for multiple users together. Pickup group Users

can answer each other’s calls from their own device by dialing *58 followed by the ringing extension’s

number. Administrators can set andmanage call pickup permissions for multiple users at once.

Adding a call pickup group

To add a new call pickup group:

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickCall Pickup.

4. Click +NewDirected Call Pickup. TheAddDirected Call Pickupwindowwill appear.

5. In theAddDetails tab, enter the group name and choose a site from the drop downmenu.

6. ClickNext.

Choose groupmembers in the SelectMembers tab, where you can filter by using the Search field and by

dropdown lists forDepartment and Site.

7. From theName list, check the box to the left of any entry to include them in the group.

8. Click Save.
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Message-only extensions

Create an extension dedicated to receivingmessages. All calls routed to this extension are automatically

directed to the extension’s voicemail box.

Adding amessage-only extension

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickMessage-Only Extensions.

4. ClickNewMessage-Only Extension. TheAddMessage-Only Extensionwindow appears.

5. Enter the Extension Name, Short Extension Number, and Email.

6. Click Save.
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Configuring amessage-only extension

After you’ve created aMessage-Only Extension, configure the Extension Details, Direct Numbers, and

Messages &Notifications.

Managing extension details

Edit your extension number, name, or delete your extension.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickMessage-Only Extensions.

4. Select an existingmessage-only extension.

5. ClickMessage-Only Extension Details to edit the following:

● Short Extension Number

● Record Extension Name

● Extension Name

● Record Extension Name

● CompanyName

● Contact Phone

● Email

● Status

● Delete Group

6. Click Save.

7. Click Settings to edit the following:

● Regional Settings

● Site

● ConfirmationMessage
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Recording an extension name

You can use this option to ensure the extension name is pronounced correctly by the system operator. You

can spell out the name theway it sounds to help the operator, or you can record the name in your own voice

and use it for announcements instead.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickMessage-Only Extensions.

4. Select an existingmessage-only extension.

5. ClickMessage-Only Extension Details.

6. Click Edit underRecord Extension Name.

7. Select an option underRecord by.

a. RingCentral text-to-speech

b. Record extension name:

● Phone: Choose a phone number from the dropdown list if you have saved numbers

or select Enter a new number and type a phone number in the field forCall me at.

Click theCall Now button, and RingCentral will call you to record your extension

name. Click Save.

● ComputerMicrophone: ClickAllow if RingCentral asks to record through your

computer. TheMicrophone Test and Record settings will appear.When ready, click

the redRecord button to record your voicemail greeting. Click Save.

● Importing: ClickBrowse and select theWAV orMP3 file youwant to use. Click

Open. Click Save.

8. Edit theGreeting Name (optional).

9. Click Save.
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Adding a direct number

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickMessage-Only Extensions.

4. Select an existingmessage-only extension.

5. ClickDirect Numbers.

6. ClickAddDirect Number. TheAddDirect Numberwindowwill appear.

7. Select a Location and follow these instructions for theNumber Type you choose:

● Local Number: Provide the State andArea Code. Select one ormore numbers and clickAdd

Numbers.

● Toll-Free Number: Select a toll-free prefix. Note that there is a $30 one-time set up fee per

number if you select 800 as your toll-free prefix. Select one ormore numbers and clickAdd

Numbers.

● Vanity Number: Enter a number that helps customers remember your business phone

number. Click Search to check availability. Select a number and clickAddNumbers.

8. ClickNext.

9. Review the charges (if any) and click the acknowledge box.

10. ClickNext.
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Designating amessage recipient

Choose an extension to receive and savemessages.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickMessage-Only Extensions.

4. Select an existingmessage-only extension.

5. ClickMessages &Notifications.

6. Click Select Extension underMessage Recipient. The SelectMessage Recipientwindowwill

appear.

7. Select the user.

8. ClickDone.

9. Click Save.
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Setting a voicemail greeting

Set the voicemail greeting youwould like to use for yourMessage-Only Extension.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickMessage-Only Extensions.

4. Select an existingmessage-only extension.

5. ClickMessages &Notifications.

6. Click Edit belowVoicemail Greeting. TheVoicemail Greetingwindowwill appear.

7. Choose your preferred type of greeting under Set Greeting:

a. Default: SelectDefault to set the system-default voicemail greeting. Select the language to

display the default greeting text underView In. Your selection here affects only your

current view of the greeting text, it will not change the greetings language setting.

b. Custom: Select Custom and select how you’d like to set your custom recording:

● Phone: Choose a phone number from the dropdown list if you have saved numbers

or select Enter a new number and type a phone number in the field forCall me at.

Click theCall Now button, and RingCentral will call you to record your extension

name.

● ComputerMicrophone: ClickAllow if RingCentral asks to record through your

computer. TheMicrophone Test and Record settings will appear.When ready, click

the redRecord button to record your voicemail greeting. Click the up arrow to

upload your recordedmessage.

● Importing: ClickBrowse and select theWAV orMP3 file youwant to use. Click

Open.

8. ClickDone.

9. Click Save.
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Setting voicemail-to-text

The voicemail-to-text transcription provides a text version of your voicemail that allows you to get the gist

of themessage. The voicemail transcription is delivered to your RingCentral mobile or desktop application

or via email.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickMessage-Only Extensions.

4. Select an existingmessage-only extension.

5. ClickMessages &Notifications.

6. Click Settings.

7. Click the toggle switch on to enable or disableVoicemail to Text.
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Setting notifications

Choose whowill receive notifications for voicemail messages and how theywill receive them.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickMessage-Only Extensions.

4. Select an existingmessage-only extension.

5. ClickMessages &Notifications.

6. Click Settings.

7. Click Edit underNotifications. TheNotificationswindowwill appear. Set your notifications by

checking the boxes and filling in email and phone numbers.

8. ClickBasic Settings > Advanced Settings to seemore detailed notification settings. Set your

Advanced Settings. Here, you can customize your notifications for voicemail messages, received

faxes, and received text messages. You can choose different email addresses and phone numbers for

your notifications, and select options for email attachments.

9. Click Save.
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Announcement-only extensions

Create an extension that only plays an announcement for your callers. All callers routed to this extension

will hear a recorded announcement, such as a holiday closure announcement.

Adding an announcement-only extension

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickAnnouncement-Only Extensions.

4. ClickNewAnnouncement-Only Extension. TheAddAnnouncement-Only Extensionwindow

appears.

5. Enter the Extension Name, Short Extension Number, and Email.

6. Click Save.
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Editing announcement-only extension details

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickAnnouncement-Only Extensions.

4. Select an existing announcement-only extension.

5. ClickAnnouncement-Only Extension Details.

6. Edit the info for the extension underGeneral:

● Short Extension Number

● Extension Name

● CompanyName

● Contact Phone

● Email

● Status

● Delete Group

7. Click Save.

8. Click Settings to edit the following:

● Regional Settings

● Site

● ConfirmationMessage
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Adding a direct number

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickAnnouncement-Only Extensions.

4. Select an existing announcement-only extension.

5. ClickDirect Numbers.

6. ClickAddDirect Number.

7. Select a Location and follow these instructions for theNumber Type you choose:

● Local Number: Provide the State andArea Code. Select one ormore numbers and clickAdd

Numbers.

● Toll-Free Number: Select a toll-free prefix. Select one ormore numbers and clickAdd

Numbers. Note that there’s a $30 one-time setup fee for each number if you select 800 as

your toll-free prefix.

● Vanity: Enter a number that helps customers remember your business phone number. Click

Search to check availability. Select a number and clickAddNumbers. Note that there’s a

one-time setup fee for each vanity number you select.

8. ClickNext.

9. Review the charges (if any) and click the acknowledge box.

10. ClickNext.
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Setting an announcement

Customize a greeting for an announcement-only extension.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickAnnouncement-Only Extensions.

4. Select an existing announcement-only extension.

5. ClickAnnouncement.

6. Click Edit underAnnouncement Greeting. TheAnnouncement Greetingwindowwill appear.

7. Choose your preferred type of announcement under Set Greeting:

a. Default: Select Default to use a system-default announcement. Select the language to

display the default greeting text underView In. Your selection here affects only your

current view of the greeting text, it will not change the greetings language setting.

b. Custom: Select Custom and select how you’d like to set your custom recording:

● Phone: Choose a phone number from the dropdown list if you have saved numbers

or select Enter a new number and type a phone number in the field forCall me at.

Click theCall Now button, and RingCentral will call you to record your extension

name.

● ComputerMicrophone: ClickAllow if RingCentral asks to record through your

computer. TheMicrophone Test and Record settings will appear.When ready, click

the redRecord button to record your voicemail greeting. Click the up arrow to

upload your recordedmessage.

● Importing: ClickBrowse and select theWAV orMP3 file youwant to use. Click

Open.

8. ClickDone.

9. Click Save.
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Limited extensions

Create limited extensions for installation in a common area (meeting room or hotel room) for anyonewho

has the need to access basic inbound/outbound calling capabilities.

RingCentral provides the ability to separately purchase limited extensions as unassigned extensions,then

later set up and activate those extensions by assigning them. Bulk purchases of up to 1,000 extensions are

also supported.

A limited extension is an extension with limited features offered at a lower price. Unlike a user extension, a

limited extension is not tied to a specific user. For more information, visitRingCentral Limited Extension

Overview.

Note: This feature is available on an on-demand basis. Contact RingCentral Support to discuss the

requirements for enabling this feature for your account.

Adding a limited extension

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Click Limited Extensions.

4. ClickNew Limited Extension.

5. Select a location and clickNext.

6. Enter the quantity, and select the following:

a. Cost Center

b. State

c. Area Code

d. NumberOption

e. Site (if you have amulti-site account)

f. Device for use as limited extension

7. ClickAdd.

8. ClickNext.

9. Select your shipping preferences.

10. ClickNext.

11. Confirm the order. An order summary is displayed.
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Once the purchase of a limited extension is complete, it will appear in your account with an unassigned

status. You can activate unassigned extensions as needed.

Once assigned, a limited extension can be unassigned or reassigned as needed.
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Assigning a limited extension

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Click Limited Extensions.

4. Click a limited extension withUnassigned status.

5. Fill out the required fields:

● Extension Number

● Extension Name

● Site

● Emergency Address

● Extension Email

● International Calling

6. Click Save & Enable. The status for the extension becomesAssigned.
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Editing limited extension info

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Click Limited Extensions.

4. Select an existing Limited ExtensionwithAssigned status.

5. Click Limited Extension Details.

6. Edit the following underGeneral:

● Extension Number

● Extension Name

● Record Extension Name

● CompanyName
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● Contact Phone

● Email

● International Calling allowed

● Status

7. Click Save.

8. Edit the following under Settings:

● Regional Settings

● Template

● Site (if you have amulti-site account)

● ConfirmationMessage
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Recording an extension name

You can use this option to ensure the extension name is pronounced correctly by the system operator. You

can spell out the name theway it sounds to help the operator, or you can record the name in your own voice

and use it for announcements instead.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Click Limited Extensions.

4. Select an existing limited extension.

5. Click Limited Extension Details.

6. Click Edit underRecord Extension Name.

7. Select an option underRecord by.

a. RingCentral text-to-speech

b. Record extension name:

● Phone: Choose a phone number from the dropdown list if you have saved numbers

or select Enter a new number and type a phone number in the field forCall me at.

Click theCall Now button, and RingCentral will call you to record your extension

name. Click Save.

● ComputerMicrophone: ClickAllow if RingCentral asks to record through your

computer. TheMicrophone Test and Record settings will appear.When ready, click

the redRecord button to record your voicemail greeting. Click Save.

● Importing: ClickBrowse and select theWAV orMP3 file youwant to use. Click

Open. Click Save.

8. Enter aGreeting Name (optional).

9. Click Save.
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Adding a direct number

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Click Limited Extensions.

4. Select an existing limited extension.

5. Click Phones &Numbers.

6. ClickAddDirect Number. TheAddDirect Numberwindowwill appear.

7. Select a Location and follow these instructions for theNumber Type you choose:

● Local Number: Provide the State andArea Code. Select aCost Center if you havemore than

one. Otherwise, it will be preselected. Select one ormore numbers and clickAddNumbers.

● Toll-Free Number: Select a toll-free prefix. Note that there is a $30 one-time set up fee per

number if you select 800 as your toll-free prefix. Select aCost Center if you havemore than

one. Otherwise, it will be preselected. Select one ormore numbers and clickAddNumbers.

● Vanity Number: Select aCost Center if you havemore than one. Otherwise, it will be

preselected. Enter a number that helps customers remember your business phone number.

Click Search to check availability. Select a number and clickAddNumbers.

8. ClickNext.

9. Follow the prompts to purchase your new number.
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Setting an announcement and enabling holdmusic

Customize a greeting for an announcement-only extension.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Click Limited Extensions.

4. Select an existing limited extension.

5. ClickAnnouncement &HoldMusic and then click Edit underUnavailable Greeting. The

Unavailable Greetingwindowwill appear.

6. Choose your preferred type of announcement under Set Greeting:

a. Default: Select Default to use a system-default announcement. Select the language to

display the default greeting text underView In. Your selection here affects only your

current view of the greeting text, it will not change the greetings language setting. Click

Done.

b. Custom: Select Custom and select how you’d like to set your custom recording:

● Phone: Choose a phone number from the dropdown list if you have saved numbers

or select Enter a new number and type a phone number in the field forCall me at.

Click theCall Now button, and RingCentral will call you to record your extension

name. ClickDone.

● ComputerMicrophone: ClickAllow if RingCentral asks to record through your

computer. TheMicrophone Test and Record settings will appear.When ready, click

the redRecord button to record your voicemail greeting. Click the up arrow to

upload your recordedmessage. ClickDone.

● Importing: ClickBrowse and select theWAV orMP3 file youwant to use. Click

Open. ClickDone.

7. Ensure there is a check for Enable underHoldMusic if you want callers to hear music whenever you

put the call on hold. If holdmusic is enabled, click Edit to set your holdmusic. TheHoldMusic

windowwill appear.

8. Choose your preferred type of audio under Set Audio:

a. Ring Tones: Select Ring Tones if you want your callers to hear ring tones while the call is being

connected.

b. Music: SelectMusic if you want callers to hear music. Select the type of music under Select

Music.

c. Custom: Select Custom to upload your own audio file. ClickBrowse and select theWAV or

MP3 file youwant to use. ClickOpen.

9. ClickDone.

10. Click Save.
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Setting outbound caller ID

Select the phone number youwant to display as caller ID for outgoing calls.

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. Click Limited Extensions.

4. Select an existing limited extension.

5. ClickOutbound Caller ID.

6. Click Edit under Existing Phone. The Select Numberwindowwill appear.

7. Select the number youwant to use as your outbound caller ID. ClickDone.

8. Click Edit underAlternate Caller ID if you prefer to set this option. The Select Numberwindowwill

appear.

9. Select the number youwant to use as your alternate caller ID. ClickDone.

10. Check the box forDisplaymy extension number for internal calls if you want to display your

extension as your caller IDwhenmaking internal calls.

11. Click Save.
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Phones andDevices

This section provides you a view of all phones that are associated with your RingCentral RingEX account.

You can also add phones and devices, change a phone, and reassign a phone from this section,

Viewing and editing devices

1. Click the Phone System tab from theAdmin Portal.

2. Click Phones &Devices.

3. Click on the following tabs to see the following:

a. User Phones

b. CommonArea Phones

c. Paging Devices

d. Shared Lines

e. Unassigned

4. Click on a device to view and edit details.

© 2023 RingCentral, Inc. All Rights Reserved



RingCentral RingEX |Admin Guide | Phones and devices

235

Searching devices

You can search or filter the phones or devices by specifying search text, status, or device, and selecting the

search icon. The search displays results for devices meeting the search criteria in the device category.

Adding a device

You can add a phone or device by clicking AddDevice in the upper right. See the next pages for more

detailed instructions.

Adding a user phone

1. Click the Phone System tab from theAdmin Portal.

2. Click Phones &Devices.

3. ClickUser Phones.

4. ClickAddDevice.

5. Select a Location.

● Domestic

● International

6. ClickNext.

7. Select a user to assign the phone to.

8. Select a device to buy.

Note: You can only add devices for one country at a time. Repeat the process for different countries as

needed.
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9. Assign an existing or a new number to the device and clickNext.

10. Add an emergency address and clickNext.

11. Select your shipping preferences and clickNext.

12. Confirm your order by checking the acknowledgment box. ClickNext.

Note: When adding international phones, youwill also need to register an emergency address in the

selected country for your phone. Review these details when confirming your order.
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Adding a common area phone

A common area or hot desk phone provides hot desking, and enables any employee to log in to a shared

phone that adopts the user’s phone settings

1. Click the Phone System tab from theAdmin Portal.

2. Click Phones &Devices.

3. ClickCommonArea Phones.

4. ClickAddDevice.

5. On theAddHot Desk Phoneswindow, enter the quantity and select a device. ClickAdd,

and thenNext.

6. Add an emergency address. ClickNext.

7. Select your shipping preferences and clickNext.

8. Confirm your order by checking the acknowledgment box. ClickNext.
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Adding a paging device

A paging device is a wall-mounted speaker or amplifier that enables overhead paging. Follow the steps below

to add a paging device:

1. Click the Phone System tab from theAdmin Portal.

2. Click Phones &Devices.

3. Click Paging Devices.

4. ClickAddDevice.

5. Enter a name for the paging device.

6. ClickNext.

7. View the provisioning information for the device.

8. ClickDone to add the paging device to your system.
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Changing a phone

To change the phone of a user:

1. Click the Phone System tab from theAdmin Portal.

2. Click Phones &Devices.

3. Locate the phone that youwant to replace.

4. ClickChange Phone from themoremenu.

5. Select from the following options:

a. Order a new phone from RingCentral: Wewill ship you a new desktop IP desk phone if you

select this option. These phones are pre-configured and should be automatically

provisioned once connected to the internet.

b. Existing RingCentral phone: Select this option if you already have a desktop IP phone

purchased fromRingCentral but not currently in use. You can also swap phones with

another user. A reboot is needed if you exchange phones with another user. Provisioning is

required if you select a phone not presently in use. For more information, visit Intro to

deskphones provisioning.

c. Phone not purchased from RingCentral: Select this option if you own a SIP phone not

purchased fromRingCentral. Provisioning is required after assigning these phones to a

user. For more information, visit Intro to deskphones provisioning.

d. RingCentral Phone app: Select this option if you prefer to use RingCentral’s desktop

application for taking your calls. You can download the RingCentral app from the

RingCentral Downloads page.

Reassigning a phone

To reassign a phone to another user:

1. Click the Phone System tab from theAdmin Portal.

2. Click Phones &Devices.

3. Locate the phone that youwant to replace.

4. ClickReassign to from themoremenu.

5. Select the user where youwant to reassign the phone, then clickNext.

6. Youwill be promptedwith a warningmessage, clickYes to proceed.
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Viewing shared lines

1. Click the Phone System tab from theAdmin Portal.

2. Click Phones &Devices.

3. Click Shared Lines. The group assigned to a particular Shared Line and the Phones Assigned to that

shared line are listed.

4. Filter numbers by search term or device.

5. The Shared Line and Phones Assigned are shown here. If you havemade any changes, clickApply.

Adding an unassigned phone

An unassigned phone is an IP phone in your account that is not yet activated or assigned to a user. Use the

following steps:

1. Click the Phone System tab from theAdmin Portal.

2. Click Phones &Devices.

3. ClickUnassigned.

4. ClickAddDevice.

5. Select a Location.

a. Domestic

b. International

6. ClickNext.

7. Select a device.

8. ClickNext.
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9. Select your shipping preferences and clickNext.

10. Confirm your order by checking the acknowledgment box and clickNext.
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Enabling video calls

You can enable video on internal point-to-point calls in your RingCentral RingEX account. Supported devices

include the PolycomVVX 501/500 and 601/600 (supporting detachable cameras for video calling).

Phones with video support include video codecs with audio for all outbound calls. No new firmware is

required for the Polycom phones to enable video.

This feature is available as a on-demand feature for Premium andUltimate tiers. Contact support to ask

about this feature.

To enable video:

1. Click the Phone System tab from theAdmin Portal.

2. Click Phones &Devices, then clickUser Phones.

3. Select a supported phone.

4. Check the box next to Enable Video Calling.

5. Click Save.

Note: You can enable video calling for multiple devices bymulti-selecting the Polycom devices in the list and

enabling video calling in bulk.

The phonewill be resynchronized tomake and receive video calls with similarly configured devices within

your RingCentral RingEX account.

Redundant audio (RED) codec for calls

A codec defines how your voice and video is compressed into packets that are sent over the Internet. There

aremany types of codecs designed for different environments and network conditions (e.g. wifi vs cellular,

good vs weak connection, low vs high packet loss). A RED codec adds duplicate voice and video information

to the packets sent over the Internet which helps maintain call quality during poor network conditions.

The Redundant Audio Codec is supported on RCAppDesktop & RCAppMobile clients, version 22.4.10 or

later.
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Common area phones

Hot desking or common area phone enables any employee to log in to a hot desk phone that adopts the

user’s phone settings. Employees who travel from different offices can share the same hot desk phone and

desk while keeping their own extension profiles and voicemail access.

Types of hot desk phones

The following configurations of hot desk phones that support access to hot desking are available to support

your business needs:

● Hot desk (common) phone: An employee visiting from a different office can log in to a hot desk

phone and use it as their own, accessing their own extensions, profiles, voicemail, and other phone

features. Hot desk phones do not provide any telephony support unless the guest user activates

them by entering their credentials (except for making emergency calls).

● Hot desking for limited extension: Limited extensions are installed in common areas (meeting

rooms or in hotel rooms) for anyonewho has the need to access basic inbound/outbound calling

capabilities.With Hot Desking for Limited Extension, a visiting employee can log in to a limited

extension phone and use it as their ownwith access to full telephony features. Hot desking enables

field sales and remote employees to work in a variety of spaces when visiting different offices and

the fact that this feature is available on limited extension phones ensures that the hardware still

provides functional value for on-site employees in all other cases.

Phone support and setup

You can either purchase a new phone that supports Hot Desking, or convert an existing unassigned Polycom

VVX phone to a hot desk phone. Supported phonemodels are the PolycomVVX 310, 311, 410, 411, 500,

501, and 601.

Using hot desking for limited extension

Calls are routed to a Hot Desking for Limited Extension phone as follows:

● Calls to the Guest User: the limited extension device is added to the forwarding rules of User

Business Hours and After Hours (if it has forwarding rule). Calls are routed to a Limited Extension

device based on the active answering rule of the guest user.

● Calls to Limited Extension are still routed to its device: Extension, DID, or DL number, and paging

calls. However, calls to the phone number of the Limited Extension DL follow the guest answering

rules.
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After logging out through the logout soft key on the physical phone device, the phone resumes operation as

a limited extension device.

Note: This option is available for RingEX Premium andUltimate only.

Enabling a limited extension phone for hot desking

To enable a visiting employee to log in to a limited extension phone and use it as their ownwith access to full

telephony features:

1. Click the Phone System tab from theAdmin Portal.

2. Click Phones &Devices.

3. ClickCommonArea Phones.

4. Select a Limited Extension to view the device details.

5. Click the checkbox forUse as Hot Desk Phone.

6. Click Save.

Note: On the Phone &Devices page, the device type is now identified as Limited Ext + Hot Desk.

A login softkey is provisioned on the device. Once a guest user is logged in, the device details page displays

the guest user name.

Converting an unassigned phone to a hot desk phone

Converting an unassigned phone to a hot desk phonemakes that phone only available for use in hot desking.

Nominutes are included for any type of calls.

To convert an unassigned phone to a hot desk phone:

1. Click the Phone System tab from theAdmin Portal.

2. Click Phones &Devices.

3. ClickUnassigned. Select an unassigned phone.

4. Under PhoneDetails, selectConvert to Common Phone.

5. Follow the instructions to complete the conversion.
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Unassigning a hot desk phone

You can unassign a hot desk phone to remove it from hot desking use, and return it to the list of unassigned

devices. To unassign a hot desk phone:

1. Click the Phone System tab from theAdmin Portal.

2. Click Phones &Devices.

3. ClickCommonArea Phones.

4. Select a hot desk phone.

5. Under PhoneDetails, selectUnassign Phone The phone is returned to Unassigned phones.

Logging out a hot desk phone

You can log out the currently logged in user from the hot desk phone. To log out a hot desk phone:

1. Click the Phone System tab from theAdmin Portal.

2. Click Phones &Devices.

3. ClickCommonArea Phones.

4. Select one ormore hot desk phones.

5. Click Logout.

The currently logged in users are logged out from the selected phones.
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Setting the hot desking session timeout

The hot desking session timeout specifies the time period when guest users will be logged out from phone

endpoints. The default session timeout is 12 hours.

Certain enterprises with amobile workforcemay use the ‘Never’ value for the timeout to configure that all

hot desk sessions in the account will not timeout.When using this option, the hot desk session can only be

logged out by a user from the phone.

To set session timeout for all hot desk phones on the system:

1. Click theMore tab from theAdmin Portal.

2. Select Security and Compliance.

3. SelectHot Desk Session Timeout.

4. Select the duration from the list provided. To configure no timeouts, select theNever value.

5. Click Save.
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Assisted provisioning

You can provision supported third-party devices with your service. Follow these steps:

1. Click the Phone System tab from theAdmin Portal.

2. Click Phones &Devices.

3. ClickUser Phones.

4. Select the device that needs to be provisioned.

5. Click Setup and Provision.

6. Select your phonemodel. If you have selected:

● Avaya IP Phone: Select the phonemodel, provide the phone’sMACAddress and clickNext.

Proceedwith the steps described in the wizard.

● Cisco/Linksys IP Devices: Select the phonemodel from themenu. Provide the phone’s IP

address and clickNext. Proceedwith the steps described in the wizard.

● Polycom IP Phones: Select the phonemodel from themenu. Provide the phone’sMAC

address and clickNext. Proceedwith the steps described in the wizard.

● Yealink IP Phone: Select the phonemodel from themenu. Provide the phone’sMAC

address and clickNext. Proceedwith the steps described in the wizard.

● Other Phones: Click Select. The next window displays the SIP Configuration or information

needed for manual provisioning. Contact yourmanufacturer to know how to configure your

phone using these configurations.
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Automatic Location Updates

RingCentral RingEX supports automatic location detection of certain devices and apps. This allows themost

current location to bemade available when a user dials 911 from these endpoints. Location detection is

based on the application or device’s interaction with network infrastructure elements with known locations,

such asWiFi access points, IP address ranges, and/or Ethernet switchMAC addresses.

Note: This feature is currently in controlled release. Contact your RingCentral account manager to have this

feature enabled for your account.

Current support covers the following endpoints:

● RingCentral app for desktop
● PolycomVVX x50 hard phones

Setting up emergency response location

Emergency Response locations (ERLs) represent the business locations where end users will be using their
RingCentral service tomake phone calls. The scope of an ERL depends on physical/geographic coverage
needs. It should be defined to assist emergency responders in locating a 911 caller in a reasonable amount of
time.

Typical examples include:

● SOHO customer : Single ERL referring to a single address.
● SMB customer : Single ERL referring to a single address and possible a suite # in an office building.
● Enterprise customer:Multiple ERLs referring to buildings on a campus, buildings in different

geographic locations, possibly one ERL per floor in amulti-story office park.

1. From theAdmin Portal, navigate to Phone System > Emergency Calling > Emergency Response
Locations.

2. Toggle the Enable Emergency Response Locations switch on to enable the feature.
Important note: This enables the use of emergency response location for your account. This action
is not reversible.

3. Click +Add Emergency Response Location.
4. Enter aNickname for the emergency response location.
5. Click Edit under Emergency Address.
6. Fill up the address information, then clickDone.
7. ClickAdd.

Note: You can also check Private Location tomake the private emergency response location visible
only to the selected owner.
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Automatic location updates for RingCentral app for desktop

The location detection for the RingCentral app for desktop is based on the app’s interaction with network

infrastructure elements with known locations, such asWiFi access points and/or IP address ranges.

The RingCentral app for desktop dynamically detects and reports changes inWiFi BSSID or IP address. It

looks up the location and then updates the emergency location for the app.

Note that only the desktop version of the RingCentral app supports Nomadic 911. Theweb version doesn’t

support it.

Automatic location updates for compatible desk phones

Prerequisites:

● PolycomVVX x50Desk Phone/s (VVX 150, 250, 350, or 450)

● Hardwired ethernet connection (WiFi connected Desk Phones are not supported)

● Managed ethernet switch/es (LLDP enabled)

RingCentral account admin defines a networkmap in the Admin Portal to specify on-net locations by IP

Address ranges with corresponding physical address/es or Chassis IDs of ethernet switches with

corresponding physical address/es. If location lookup is successful, the emergency address is automatically

updated upon restart.

Note: If location lookup is unsuccessful, the phone is deemed asOff-Net and a notification is sent to the

admin allowing them to deal with the situation. Phones in Off-Net status will enter a restricted calling state:

No PSTN calling, only calls within account.

Before enabling the Automatic Location Updates, youmust add your ethernet switches to the SwitchMap

or add your IP addresses to the IP Address RangeMap.

Enabling automatic location updates of compatible desk phones

1. From theAdmin Portal, navigate to Phone System > Emergency Calling > Automatic Location

Updates.

2. Click Status > Automatic Location Updates for Compatible Desk Phones.

3. Turn on the toggle switch for Enable Automatic Location Updates for Compatible Desk Phones.

4. Tick the checkbox forAccept legal disclaimers, then clickConfirm.
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Setting up the network infrastructure with known locations

Location detection is based on the application or device’s interaction with network infrastructure elements

with known locations, such asWiFi access points, IP address ranges, and/or Ethernet switchMAC addresses.

Adding wireless access point to the wireless access point map

1. From theAdmin Portal, navigate to Phone System > Emergency Calling > Automatic Location

Updates.

2. ClickWireless Access PointMap.

3. Click +Access Point.

4. Enter theBSSID (Mac address of the wireless access point) andNickname of theWireless Access

Point.

Note: BSSID is not the same as the SSID of the access point.

5. Select an Emergency Response Location, then click Save.

Adding an IP address range to the IP address rangemap

1. From theAdmin Portal, navigate to Phone System > Emergency Calling > Automatic Location

Updates.

2. Click IP Address RangeMap.

3. Click +AddNetwork.

4. Enter theNetworkName and select the Site (for multi-site accounts).

5. Click +Add in the Public IP Address(es) section.

6. Select Single orRange, then enter the IP address or IP address range, and then click Save.

7. Click +Add in the Private IP Addresses section.

8. Select Single orRange, then enter the IP address or IP address range.

9. Enter aNickname and select an Emergency Response Location, then click Save.

10. Click Save.

Note: IP address ranges need to be specified as the combination of public IP address and all private IP

ranges. For example: your devices are in the following private network range : 192.169.10.0 -

192.168.10.255. You also have two IP addresses from your Internet Service Provider. To define this network

youwould add the network, add two single IP addresses as public IP addresses as well as one private IP

address range using the steps described above.

Adding an ethernet switch to switchmap

1. From the Admin Portal, navigate to Phone System > Emergency Calling > Automatic Location

Updates.

2. Click SwitchMap.

3. Click +Add Switch.
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4. Enter theChassis ID andNickname of the ethernet switch. In many cases, the Chassis IDwill be the

MAC address of the switch.

5. Select an Emergency Response Location, then click Save.

Selecting a User extension to be treated as nomadic

After enabling the Automatic Location Updates, you can select a User Extension to be treated as nomadic.

1. From theAdmin Portal, navigate to Phone System > Emergency Calling > Automatic Location

Updates.

2. Click Extensions.

3. Select the User extension to be treated as nomadic by clickingActivate at the top of the Status

column. To remove a User Extension, select the extension, then clickDeactivate at the top of the

Name column.
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Meetings

TheMeetings tab is where you can see information and configure the settings related to yourmeetings.

Here, you can see the following tabs:

● RecordingManagement

● Rooms

● Meetings Settings

● Downloads

Accessing andmanaging Rooms

When you have purchased a RingCentral Rooms License and set up the hardware for your RingCentral

Rooms system, you can access andmanage it on your online account.

1. Click theMeetings tab from theAdmin Portal.

2. ClickRooms. You can view the following tabs:

● Rooms List: This menu lets you view the list of all Devices and Rooms in the account. It also

allows you tomodify the Global Settings, add or edit Locations and Rooms, upgrade all

Devices, and export rooms.

● Calendars: This tab allows you to add Calendar Services (Google Calendar, Office 365,

Exchange) that can be integrated with RingCentral Rooms. It also lets you authorize or

deauthorize, sync, and delete calendars.
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ManagingMeetings settings

RingCentral Video allows admins and users to conveniently control the features with a user-friendly

settings interface that is available on the RingCentral online account. Account admins have the capability to

enable and disable RingCentral Video features that will be applied for all RingCentral Video users on the

account.

1. Click theMeetings tab from theAdmin Portal.

2. ClickMeetings Settings.

3. Admins can enable and disable RingCentral Video features on their account. The following sections

are available:

a. Security

b. Basic

c. Recordings

d. Email Notifications
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Call log reports

The Call Log reports on inbound and outbound calls and faxes for the company number and specified

extensions. The Call Log is available as a Simple view, which concisely summarizes the calls, and as a

Detailed view, which shows additional call record details.

You can filter the call log records by number, time period, call direction or type of call (inbound or outbound).

Select your filter criteria, and clickApply to refresh the log. InDelivery Settings, you can set delivery of the

call log to an email address on a daily, weekly, or monthly basis, on a specified day.

In the Type column you can see the types of calls. In theRecording column, youwill see an icon if the call has

been recorded. Click the play icon to hear a recording.

To access the call log:

1. Click theReports tab from theAdmin Portal.

2. ClickCall Log.
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Downloading call log and recorded calls

You can download the Call Log in .csv format and the recorded calls in mp3 format from the Call Log page.

The downloaded file will only contain the details of the filter you have selected.

Downloading the Call Log and recorded calls may take some time andmay possibly time out. The

Background Call Log featuremakes it possible to avoid your downloads from timing out and lets youwork in

the background or switch to another page on your RingCentral Online account. Contact Support or your

AccountManager to have the Background Call Log feature enabled.

To download your call log and recorded calls:

1. Click theReports tab from theAdmin Portal.

2. ClickCall log.

3. Click the Type of View: Simple orDetailed.

4. Filter the information that youwish to include in the Call Log Report.

5. ClickMore to select other information filters.

6. ClickApply.

7. ClickDownload.

8. Call Log (csv) is selected by default. Select what needs to be downloaded:Call Log orRecorded

Calls or both. If you selectRecorded Calls (mp3), all call recordings will be downloaded. Click

Download to save the file on your computer.

Note: If the Background Call Log feature is disabled, youwill not be able to exit from the current window

until the download gets completed. If the Backlog Call Log feature is enabled, a pop-upwindowwill advise

that your download has started andmay take a while depending on the size of the file and internet

connection. ClickOK to close it.
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Analytics

The Analytics Portal lets you access reports such as Adoption &Usage, Performance, CompanyNumbers,

Device Status, Live Reports, Meetings Dashboard, andQuality of Service. It also lets you view existing

Historical Reports under the Subscriptions tab.

To access the Analytics Portal:

1. Click theReports tab from theAdmin Portal.

2. ClickAnalytics.

3. If it is your first time logging in, youwill be asked to authorize the Analytics Portal to sign in with

your RingCentral credentials. ClickAuthorize.

4. The Analytics Portal contains the follow tabs:

● Adoption &Usage

● CompanyNumbers

● Meetings Dashboard

● Performance Reports

● Quality of Service

● Rooms &Devices

● Alerts

● Subscriptions
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Adoptions and usage

Adoption &Usage (A&U) Analytics gives visibility into usage and adoption patterns of the RingCentral

products across your organization. You can gain intelligent insights on the following:

● if, and how, RingCentral products are being used (at the organizational level or across sites and

departments)

● determining the power users

● trends and patterns of usage

● who are the low users/non-users

● which locations/departments could benefit from a training session

● user preferences such as preferred devices

● most used endpoints, etc.

To access:

1. Click theReports tab from theAdmin Portal.

2. ClickAnalytics to open the Analytics portal on another page.

3. TheAdoption &Usage tab is the landing page of the Analytics Portal.

From the Adoption &Usage tab, you can select to view the following tabs:

● Overview:Dashboard showing all Message, Video, and Phonemetrics

● Message: RingCentral app

● Video: RingCentral Video analytics

● Phone: RingCentral Telephony/PBX
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Company numbers reports

The Analytics Portal can generate a report using CompanyNumbers. There are also a number of Key

Performance Indicators (KPIs) available for this report.

CompanyNumbers KPIs include the following:

● The number or percentage of all inbound calls answered on a company number

● The number or percentage of all calls to a company number in which a Voicemail was left

● The number or percentage of all calls that weremissed (includes voicemail)

● The total amount of handle time the user spent on the calls on a company number. Handle time is all

live talk time and all hold time

● The average duration of a company number call, from answered until terminated. This includes live

talking plus time on hold

● The number of calls placed on hold for the numbers selected, the average hold time, or the number

of abandoned calls put on hold

● The number of calls transferred, parked (or answered from park), total park time and the number of

calls abandonedwhile the caller was put on park

To access CompanyNumbers:

1. Click theReports tab from theAdmin Portal.

2. ClickAnalytics.

3. Click theCompanyNumbers tab.
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Performance reports

The RingCentral Performance Reports tab is an additional tool that enables you to research call records to

determine your business unit performance. By using Key Performance Indicators (KPI) as well as targeted

filters, Performance Reports assists you in combining user, queue, and call activity to evaluate performance.

Performance Reports offer the following features and benefits:

● Dozens of available KPIs for a deeper understanding of performance

● Newmodern interface, with extremely fast performance

● Targeted filters available for all reports providing better investigation

● Highly customizable reports to individualize reporting experience

● Enhanced capabilities to better match customer behaviors

The Performance Reports page contains the follow tabs:

● Queues:Call queue performance for the call segment that is relevant to each queue
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● Users:User performance in the context of inbound and outbound calls for the call segment that is

relevant to each user. If User Groups are in use (Ultimate and Premium plans), only users from

queues and defined user groups are available for monitoring

● Calls: Lists the breakdown of the call records with basic metadata

To access Performance Reports:

1. Click theReports tab from theAdmin Portal.

2. ClickAnalytics Portal.

3. Click Performance Reports.
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Quality of Service reports

TheQuality of Service reports provide near real-time information on the global health of the account and

RingCentral Video and allows for proactivemonitoring and reactive troubleshooting of potential issues. It

gives you the ability to anticipate and diagnose call quality issues impacting your users globally before they

escalate to critical problems.

To access Quality of Service reports:

1. Click theReports tab from theAdmin Portal.

2. ClickAnalytics.

3. ClickQuality of Service.

TheQuality of Service page contains the following tabs:

● Overview: This tab enables you to:

○ Monitor overall account level quality proactively.

○ Monitor audio stream quality on top Geo locations.

○ Monitor patterns of audio quality for top ISPs and Endpoints.

○ Understand the impact of meeting stream volume on quality.

○ Filter quality information with different dimensions.

● Extensions: The Extensions tab features QoS analysis by user name or extension. It displays the

aggregate data for an individual user, allowing for amuch deeper analysis of the call and

RingCentral Videomeeting quality by leveraging user-specific graphs and trends.

● Calls: The Calls tab lets you view call quality data at a per call level so that you can identify specific

quality issues.

● MOSPerformance: TheMeanOpinion Score (MOS) Performance dashboard provides an overview

of call quality levels based on theminimum and targetMOS thresholds for the previousmonth.

● Meetings: This enables you to:

○ Reactively troubleshoot when their employees report issues with their meetings.

○ List down a record of all meetings held within the selected timeframe.

○ Filter by various dimensions to be able to narrow down the list of records.
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Rooms andDevices reports

The Rooms &Devices report provides admins the ability to proactively monitor the global health of the

company’s RingCentral Rooms and hard-phone infrastructure. The report can be used to identify issues

impacting users regarding service availability of Rooms and hard-phones.

The rooms part of this report provides an overview of the rooms' conditions over time, providing the trends

and patterns of the devices. It provides data about the rooms' location, health, and status. It also gives

information about the Host and Controller's model, operating system, app version, and status.

The Rooms &Devices page contains the following tabs:

● Overview: Provides the admins with visibility into the current state of RingCentral Rooms and

hard-phones globally.

● Rooms: Lets you filter data by name, location, date range, room health, room status, ISP, Host’s app

version, and Controller’s app version. This section is divided into 2 parts, Health Trend and Rooms

list.

● Devices: Provides a list of offline devices with detailed information now and in relation to a historic

(within the last 7 days) time period, to allow users to see the offline devices overtime

● UnprovisionedDevices: Devices that were recorded in the RingCentral system, but have never

been set up.

To access Rooms &Devices:

1. Click theReports tab from theAdmin Portal.

2. ClickAnalytics.

3. ClickRooms&Devices.

Creating analytics alerts

The RingCentral Analytics Portal allows you to create alerts based on your analytics data.

To create an alert, follow these steps:

1. Click theReports tab from theAdmin Portal.

2. ClickAnalytics.

3. ClickAlerts.

4. ClickAlerts List, then clickCreate New. For first time setup, clickCreate New in themiddle.

5. Configure the parameters of your alert.

a. General Information: Enter the Alert Name and Alert Severity.

b. Alert Trigger: You can set your Target, Target Value, Trigger, Condition, Threshold,

Monitoring Timeframe, and Alert Frequency.
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c. AdvancedOptions: Monitor your specific endpoints, day of the week, time of the day, or

over aminimum call leg volume.

d. Delivery Channel: You have a choice to receive your alert notifications via email or

RingCentral app.

e. Edit Settings: Alert owner can restrict access to an alert to View only (locked alert) or

Edit (unlocked alert).

6. ClickCreate Alert.
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Creating report subscriptions

Subscriptions provide a way for you to automatically generate reports and send them via email to recipients.

For example, if youwould like a report generated that shows the number of calls that were abandonedwhile

the caller was put on hold, you can do sowith a subscription setting for a Queue Report.

Tomake use of the Subscription feature, youmust first save a generated report. After that, you can use the

Subscription page to send the report via email.

To save a report for the example given above:

1. Click theReports tab from theAdmin Portal.

2. ClickAnalytics.

3. Click Performance Reports, then selectQueues.

4. Click Select KPIs.

5. Tick the box for #Abandon (Hold)

6. ClickDone.

7. Click Save in the upper right.

8. Enter a report name.

9. Click Save.

To create a subscription:

1. Click theReports tab from theAdmin Portal.

2. ClickAnalytics.

3. Click Subscriptions.

4. ClickCreate Subscription.

5. UnderGeneral Information, enter the subscription name. Click the dropdownmenu forReport

Type and select (from the example above) Performance Report. Click the dropdown forReport and

select the name of the report you saved. Note that only reports you have generated are available to

you in this list.

6. Select the tabs.

7. Select the Email Delivery Schedule.

8. Select the File Type to be generated.

9. Enter the email address for the recipient of the report in the Email the report to field. You can

specify more than one email address by clicking the plus sign (+) and adding other email addresses.

10. ClickCreate Subscription.

Subscriptions should be created on reports that have preset date-timewindows such as yesterday, last

week, last month, etc., in Performance Reports. Saving a report with a custom date rangewith specific dates

will result in the recipient receiving the same report repeatedly. The user who created the Subscription
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Report has exclusive permissions to see, edit, and delete the subscription. No other user will have access to

the subscription.
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Billing

The Billing tab leads tomenus for managing your Usage, Calling Rates, Meetings (including licenses), and

Device Orders. View and edit your service plan, payment information, international calling plans, and cost

center codes here.

If enabled for your account through RingCentral support, youwill also see a Professional Services menu item

in the Billing tab.

Note: Billing is an administrator function only. This option is not available to standard users.

Overview page

TheOverview page of the Billing tab contains information about your service plan, additional services, and

payment information. This is the landing page of the Billing tab.
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Managing your service plan

Viewing/changing service plan

1. Click theBilling tab from theAdmin Portal.

2. On theOverview tab, the service plan is underYour Plan.

3. ClickChange to open theUpgrade Subscriptionwindow.

4. Click here to open theRingCentral Plans and pricing page. To proceedwith changing your Service

Plan, contact RingCentral Support.
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Canceling your service plan

1. Click theBilling tab from theAdmin Portal.

2. Under Your Plan, clickCancel.

3. Follow the instructions on theCancel Service Planwindow.

4. ClickClose.
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Using auto purchase

The Auto Purchase feature ensures youwill never run out of calling credits. The selected package will be

automatically purchasedwhen you are running low on calling credits, which prevents any potential

interruption of service. Purchased funds will roll over month-to-month for up to 12months.

To view and select options for auto-purchase:

1. Click theBilling tab from theAdmin Portal.

2. Click Change underAuto-Purchase.

3. Select theCalling Credits Package youwish to purchase.

4. Click Save.
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Viewing your Service Billing Detail

The Service Billing Detail tab contains information about your next billing date, service name, discounts, and

charges.

1. Click theBilling tab from theAdmin Portal.

2. Select Service Billing Detail.
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Viewing your Billing History

Billing History contains a list of your billing transactions and billing statements.

To view your billing history:

1. Click theBilling tab from theAdmin Portal.

2. ClickBilling History.

ClickView at the far right to view and print your billing statement for the specifiedmonth
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Managing paymentmethods

The PaymentMethod contains the credit card information attached to the RingCentral account. You can

change your organization's credit card information or paymentmethod via your RingCentral online account.

You can also add a backup credit card.

1. Click theBilling tab from theAdmin Portal.

2. Click PaymentMethod.

3. View your Payment Information andBilling Address.

4. Click Edit.

5. Edit your card details and billing address.

6. Click Save.
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Updating your credit card information

As an admin, you can update or edit the credit card that’s linked to your RingCentral account.

RingCentral accepts the following paymentmethods: Visa, MasterCard, AmericanExpress, and Discover. In

the EU andUK, you can pay with direct debit.

To choose your paymentmethod:

1. Sign in to the Admin Portal.

2. Go toBilling > PaymentMethod.

3. At the top right, clickUpdate to edit your card’s information.

4. If you have two ormore cards linked, select the tab for the card youwant to update, then click Edit.

5. Enter your card details and billing address.

6. Click Save.

Removing a credit card

As an admin, you can delete credit cards that are linked to your RingCentral account. You can only do this if

you’ve linked two ormore cards to your account.

1. Sign in to the Admin Portal.

2. Go toBilling > PaymentMethod.

3. Select the tab of the card that youwant to delete.

4. ClickRemove.

Adding a backup credit card

Credit card charges can sometimes be denied because of issues with expiration dates, fraud, or other

matters. Setting up a secondary credit card will prevent your account from being suspended in case your

primary card is compromised.

1. Sign in to the Admin Portal.

2. Go toBilling > PaymentMethod.

3. At the top right, clickAdd Backup PaymentMethod.

4. Enter your payment information and billing address.

5. Under To be used for, select eitherAll charges orOnly recurring and calling credit charges.

6. Check the box to authorize the charges, then click Save.
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Adding an alternate paymentmethod

You can also add an alternate paymentmethod, such as direct debit, to your RingCentral account.

Note: If you’d like to pay with direct debit but don’t see that option in your online account, contact

RingCentral Support.

1. Sign in to the Admin Portal.

2. Go toBilling > PaymentMethod.

3. At the top right, clickAddAlternate PaymentMethod.

4. SelectDirect Debit.

5. Enter your payment information and billing address.

6. Check the box to authorize the charges, then click Save.
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Licenses & Inventory

The Licenses & Inventory tab provides an overview of licenses and devices on your account in one place. You

can filter by product category, cost center, and site.

To access Licenses & Inventory:

1. Click theBilling tab from theAdmin Portal.

2. Click Licenses & Inventory to display a list that shows Product Name, Total, In-Use, Available, and

Actions.

3. In theActions column, click the dropdown arrow to show additional details.
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Managing licenses

You can view, upgrade, downgrade, download, and delete licenses and devices of users in your company’s

RingCentral account.

To view your users’ active licenses:

1. Click theUsers tab from theAdmin Portal.

2. ClickUsers with Extensions.

3. Hover on the user youwant tomanage then select the license under the Licenses column.

4. This will open the license details, including the License name and quantity.

To update your users’ licenses:

1. Click theUsers tab from theAdmin Portal.

2. ClickUsers with Extensions.

3. Hover on the user youwant tomanage, then click themore button at far right.

4. Click Edit licenses and select the license youwant for the user. You can also select Add-on licenses if

applicable to the license you are selecting.

Note: You can only upgrade a user to an available license in your inventory. If you don’t have

available licenses, youwill need to purchase a new license.

5. ClickUpdate.

Note: The license of a downgraded user will be placed in the license inventory for future use.

To download licenses from inventory:

1. Sign in to the RingCentral Admin Portal.

2. Go toBilling > Licenses & Inventory.

3. ClickDownload Licenses.
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4. Check the box next to the name of the license(s) youwant to download.

a. You can click the Product Category dropdown to select or search for license types.

5. Click Select.

6. Enter the email address where youwant to send the license.

Note: The email may take up to 15minutes to arrive, depending on the size of your account.

7. Click Send.
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To delete additional local numbers or additional toll-free numbers:

1. Go toBilling > Service Billing Detail.

2. Look forAdditional Local Numbers orAdditional Toll-Free Numbers, then click theMoremenu

icon underActions.

3. ClickDelete.

4. Select the license that you need to delete, then clickNext. (Note: Only unassigned licenses can be

deleted.)

5. Specify howmany licenses youwant to delete, then click Next.

6. Review selected licenses, then clickDelete.

7. If you have reserved numbers in inventory, youmay be asked to delete extra numbers (optional).

8. Check if your billing details has changed. (Youmay be prompted to accept a billing pre-statement if,

for example, the removal of one ormore licenses causes a credit return on an annual account.)

Viewing your usage

The Usage tab includes your total used planminutes for the current billing cycle, SMS log, mobile users,

available included credits for your account, international calling credits, and purchased calling credits.

To view your Usage:

1. Click theBilling tab from theAdmin Portal.

2. ClickUsage.

3. UnderGeneral Usage, theCurrent Plan Usage shows howmanyminutes you have used on your

account’s Unlimited Usage.

4. ClickView Log for Paid SMSUsage to filter and display the SMS logs of the account.

5. Calling Credits shows the remainingminutes on your account. The number of minutes depends on

the type of plan you have.

6. ClickViewRates on Purchased Calling Credits to show the available purchased calling credits on

your account.
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Downloading the SMS log

You can download a SMS log that is complete and accurate to better manage company resources.

1. Go toBilling >Usage.

2. SelectView Logs next to Included SMSUsage.

3. ClickDownload.

4. Filter entries by your specified date (ex. 30 days).

5. ClickDownload.

6. ClickOK.
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Viewingmobile user history

A virtual extension is a user extension without an assigned digital line. Virtual extensions forward incoming

calls tomobile phones, extensions, or other external numbers and allow for limited outbound dialing. It

becomes aMobile User extension if it makes or receives ten ormore calls in a givenmonth (billing cycle).

To view themobile users in your account:

1. Click theBilling tab from theAdmin Portal.

2. ClickUsage.

3. ClickViewHistory onMobile Users.

4. Review the page for the number of mobile users.

5. Filter your view and clickApply.

6. View theRenewal Period,Name, Extension, andNumber of External Calls.

7. ClickDone.
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Adding calling credits bundles

The Credits section in the Usage tab contains your calling credits bundle and international calling credit

bundle.

To add Additional Bundles:

1. Click theBilling tab from theAdmin Portal.

2. ClickUsage.

3. To add a toll-freeminute bundle:

a. ClickAdd Bundle on Calling Credits.

b. Select toll-freeminutes bundle from the dropdown list.

c. ClickNext.

d. Confirm your purchase.

4. To add an international calling credit bundle:

a. ClickAdd Bundle on International Calling Credits.

b. Select the international calling credit bundle from the dropdown list.

c. ClickNext.

d. Confirm your purchase.
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Managing Calling Rates

The Calling Rates tab under Billing contains international calling rates and premium domestic rates.

Enabling international calling and SMS

1. Click theBilling tab from theAdmin Portal.

2. ClickCalling Rates.

3. ClickOutbound Rates.

4. Toggle on the switches for International Calling and International SMS.

5. You can search for the country to view the call rate and SMS rate.

6. To disable a specific country, do one of the following:

a. Tick the box beside the country, clickDisable, and click Yes on theConfirmationwindow.

b. Click theMore kebab icon at the far right of the country underActions, clickDisable, and

clickYes on theConfirmationwindow.
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Viewing inbound rates

The Inbound Rates tab shows the rates when you receive calls to your RingCentral local or toll-free number

from specific countries.

To view the Inbound Rates:

1. Click theBilling tab from theAdmin Portal.

2. ClickCalling Rates.

3. Click Inbound Rates.

Viewing premium rates

The PremiumRates tab shows the premium domestic rates.

To view the PremiumRates:

1. Click theBilling tab from theAdmin Portal.

2. ClickCalling Rates.

3. Click PremiumRates.
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Managing Purchases in the Billing tab

The Purchases tab gives you a catalog of purchase options in one convenient place.

1. Click theBilling tab from theAdmin Portal.

2. Click on Purchase for an overview of purchase options.

3. Click on any tile to see relevant purchase options, or use the Search field to type in your search

criteria.
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4. Click Add to Cart in the lower right corner to add your selection to your shopping cart.

5. To buy additional products, clickBack in the upper left corner of the pane to return to the Purchase

overview page and continue shopping.

6. Or, click on the shopping cart icon at the upper right corner to access your shopping cart.
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Using the Shopping cart to check out

When you’re finished shopping and are ready to check out, click on the shopping cart icon in the upper right

corner. AReview Items and Checkoutwindow displays to lead you through completing the process. The

screenmay vary depending on your selections.

Review Items

Review your purchases, change quantities or delete items.

Assign Site

In this pane, you can choose a site to which youwant the new assets assigned. Use the Select Site dropdown

field in the upper right, or use the dropdown in the Site column. Assign all assets to the same site, or choose

Split in theActions column to allocate resources to different sites. ClickAssign to Selected, then clickNext.
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Add Shipping Info

Choose a ship-to address from the Select Shipping Address dropdown. Choose Edit tomodify an existing

address orNew to add a new address. In theAttention to field, add a recipient name. Choose a shipping

method from the Select ShippingMethod dropdown. Check the box to the left of the entry youwant to

assign. Choose Split in theActions column to allocate purchases tomore than one recipient. ClickNext.
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ReviewOrder

TheReviewOrder pane shows an itemized list of purchases for the current order and their cost breakdown.

Click the checkbox next to the acknowledgement at the bottom of the pane, then clickNext.
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View Statement

The View Statement pane shows a summary of all purchase and account details for your order. Click Print to

keep a hard copy for your records. Click Done to complete the transaction.
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Managingmeetings in the Billing tab

TheMeetings section allows you tomanage RingCentral Video, includingmanaging licenses, downloading

software, adding and viewing rooms, andmanaging settings.

RingCentral Rooms licenses

RingCentral Rooms offers a convenient way to start, join, and control RingCentral Videomeetings in a

conference room from an iPad or Poly controller. Use RingCentral Rooms to start or join RingCentral Video

meetings which are initiated from different endpoints. RingCentral Rooms supports up to 200 participants

in a single meeting.

RingCentral Rooms requires a RingCentral RingEX subscription and add-on licenses for the RingCentral

Rooms conference rooms.

Adding a Rooms license

1. Click theBilling tab from theAdmin Portal.

2. ClickMeetings.

3. ClickRooms.

4. ClickAdd Licenses.

5. Enter the number of licenses.

6. ClickNext.

7. Review the charges. Tick the acknowledge checkbox to confirm your order.

8. ClickNext.

Note: You can add amaximum of 50 RingCentral Rooms licenses at a time. If you plan to purchasemore than

50 licenses in bulk, youmust break the purchase into several orders.
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Managing device orders

TheDevice Orders management feature allows you to view past orders and edit those device orders that

are in pending status to change the devices ordered, or the shipping address.

An authorized agent can extend the deadline up to 9 hours fromAdminWeb after your initial order

placement. You can edit those orders during this hold period. An order can only bemodified a single time.

After which, it is submitted immediately to the distributor for processing.

1. Click theBilling tab from theAdmin Portal.

2. ClickDeviceOrders.

3. Click Edit Order on a pending order.

4. Click the pencil icon tomake changes. Select the items that youwant to change and change the

devices (one ormany) to the desired device.

5. Once completed, new charges (or credits) are displayed under PhoneOrder Charges/Credit.

6. ClickNext.
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7. Update the Shipping Address if needed. The shipping charge will be adjusted andwill reflect onNew

Shipping Fees.

8. Youwill see a pre-statement and statement with Adjustments for the credits and charges for new

phones.

9. ClickNext.

10. ClickOK to confirm that once submitted, you can no longer update the order.
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The order update is complete, and the order status is changed to Submitted. You can clickViewOrder to see

the final order.
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Using the Cost CenterManagement feature

The Cost CenterManagement feature allows you tomanage andmonitor expenses for groups or individuals.

Administrators can assign purchases of RingCentral services to a department or an individual with cost

center codes. Each transaction can be assigned to a specific cost center code that you have created. You can

create cost center codes while you are in process or upload predefined codes.

1. Click theBilling tab from theAdmin Portal.

2. ClickCost CenterManagement.

3. ClickCost Centers.

4. Select an existingCost Center Code. If you do not have any cost center codes, see the next page on

how to create one.

5. Youwill see the Cost Center’s summary, which includes:

a. Number of users assigned to the Cost Center.

b. The Cost Center’s total recurring charges per month.

c. Billing Items - Assigned: queue/user extensions andDigitalLines.

d. Billing Items - Unassigned and Shared: company numbers.

6. Click See details for the complete list of Billing Items.

Note: To enable the Cost CenterManagement feature, contact your RingCentral account manager.
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Adding Cost Center codes

1. Click theBilling tab from theAdmin Portal.

2. ClickCost CenterManagement.

3. ClickAdd Cost Center.

4. Enter your preferredName andBilling Code (optional).

5. Click Save.

Note:Administrators can also add a Cost Center Codewhile processing a transaction.When the

administrator is asked to assign a purchase to a Cost Center Code, there will be a button toAddNewCode

the administrator can click.
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More

In the Admin Portal, theMoremenu lists many important features for your company’s phone system.

● Audit Trail lets you find and capture changesmade by users that affect system events,

configuration, and user accounts.

● Service Status allows Users and Administrators to view any high level service impacting issues on

the RingCentral platformwith or without logging in.

● Appearance lets you add your company logo to your RingCentral online account. You can also link

your company logo to your company’s website for smoother navigation.

● Directory Integration allows you to automatically provision users from your Active Directory or G

Suite corporate directory into RingCentral.

● Multi-Site Settingsallows you to configure andmanage your different office locations under one

account.

● Single Sign-On (SSO) lets employees in a company access multiple applications with one set of

credentials. RingCentral SSO supports the Kerberos network authentication service (onWindows),

as well as integrates with Google SSO.

● Session Timeout lets you configure a session timeout for all users.

● Hot Desk Session Timeout specifies the time period when guest users will be logged out from

phone endpoints, or allows you to configure no timeout.

● MaskedNumbers setting hides certain information fromAdministrators for a subset of users in

order tomeet country-specific compliance requirements.

● Trust Portal allows customers to access RingCentral's security and compliance documents. It

provides audit reports and compliance documentation to assist customers with their compliance,

regulatory, and data protection diligence.

● Archiver lets you securely save yourmessages and recorded calls automatically and easily search

the stored data at any time fromwithin your SFTP or Dropbox cloud storage account to quickly

retrieve the records.

● AppGallery is where you can discover application integrations that are commercially available, and

where developers can showcase their integrations.

● Developer Portal is a place where you request access to the RingCentral Connect Platform.
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Service console

Using the Audit Trail feature

The Audit Trail feature allows the Super Admin or a User assignedwith a Billing Admin role to:

● Track the changes on the RingCentral account which can be used for auditing and/or

troubleshooting.

● Generate the report with filter options.

● See changesmade by other Administrators (applicable to organizations withmultiple

administrators who need a changelog in order to provide coordinated support).

● Detects failed logins and locked accounts.

Audit Trail captures changes to the following events:

Admin Level Changes:

● System events: Successful logins (ServiceWeb only) and Failed login & Locked accounts due to bad

passwords (all clients, plus integrations).

● Phone System

○ Company Info: Company Address, Directory Assistance, Caller IDName.

○ Phone numbers: Company and assigned.

○ Auto-Receptionist: General settings.

○ Phones &Devices: User Phones, Common area phones, Paging devices, shared lines.

● Users:

○ User list:Users with extensions and unassigned extensions.

○ Roles.

● Billing: License purchases, license deletes, upgrades/downgrades.

● Tools:

○ Account Settings: Custom Fields andOutbound Call Prefix.

User/Extension level changes

● Settings

○ User Name/Ext: User Details (partial); Phones &Numbers (partial, add/delete number

only); Screening, Greeting, & HoldMusic; Call Handling & Forwarding, Messages.

○ Outbound Calls/Faxes: CallerID and Fax Settings.

○ Notifications:Messaging Notifications.

RingCentral app admin settings

● Administrators:Administrators added or removed (First Last, Ext.).
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● Company settings: Enable phone features (on/off); Allow employees to add people (on/off); File

sharing (service, on/off), for example Google Drive on/off, Evernote on/off, etc.; AllowGiphy sharing

(max rating), for example, Max rating of PG-13.

● Data Retention: Policy set to N days.

● Compliance exports: Exports (on/off); Request/ download export enabled/disabled for UserName;

Download requested by Name/ email.

Accessing the Audit Trail feature

1. Click theMore tab from theAdmin Portal.

2. Under Service Console, clickAudit Trail.

Audit Trail report details

When a particular event is captured, these details are provided in the report:

● Date/Time - changes logged using Coordinated Universal Time (UTC) and displayed based on

logged-in user’s regional timezone setting.

● Changemade by - personwhomade the change.

● Role*- permission level of the personwhomade the change.

● Changemade to - indicates which itemwas changed.

● Item affected - indicates the configuration that was changed.

● Change details - description of the change.

● Endpoint*- application name.

● IP Address*- application IP address.

*Indicates these report fields are only available in a downloaded comma- delimited (CSV) log file.
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Search Capability

You can search records that provide report details by time periods: Today, Yesterday, Last 7 days, Last 30

days, Last 60 days, Last 90 days, and Last 180 days.

Searching by Change

You can also search by specific change, such as a changemade by a user (Change by) or a changemade to
(Change to) a particular extension. This can be done by selecting one of these options in themenu.When
you selectChange by orChange to, a list of extensions is displayed for you to choose which one of these is
affected.

Searching by Items Affected

The Items Affectedmenu lets you select the specific event items that can be searched. You can either select
from this list or chooseAll.

Downloading an Audit Trail report

Once you have searched and found information in Audit Trail, you can download an Audit Trail report in

.csv format. To download, follow the steps below:

1. Click theMore tab from theAdmin Portal.
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2. Under Service Console, click Audit Trail.

3. Do an Audit Trail search.

4. When youwould like to generate a CSV file containing the Audit Trail result, click the Download

button.

5. ClickDownload on theConfirmationwindow.

Note:Audit Trail is available to all tiers of RingCentral RingEX accounts and is enabled by default. To disable

the feature, Contact RingCentral Support.
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Service Status

The RingCentral Service Status site allows admins and users to view any high level service impacting issues

on the RingCentral platformwith or without logging in. This site allows customers to see by feature and

region what is being impacted. It also notifies the admin and users for service impacting issues via email and

SMS.

To log in to the Service Status page from the RingCentral online account:

1. Click theMore tab from theAdmin Portal.

2. Under Service Console, click Service Status.

The Service Status page opens on another window.
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Account settings

Account linking

Account Linking is a solution that provides a set of features to support customers who are split across

different accounts, and allows account users to find one another across accounts on all endpoints. Large

customersmay have this split because of a limit of number of users per account, or business needs for having

different accounts or billing.

Accounts are linked into a federation that includes:

● The ability to create accounts in multiple tiers, allowing for amix-and-match of certain feature sets

● A consolidated company directory

● Non-metered extension-to-extension and direct number dialing support in the federation

Before setting up Account Federation:

1. Contact RingCentral support to request access to the Account Federation feature. RingCentral

support will help evaluate if your account qualifies for the feature.

2. The RingCentral support agent enables the Account Federation feature and adds your linked

accounts within your online account.

3. Unique extensions in the federation are preferred. If extensions are not unique, the support agent

may be able to update the extension numbers of the linked account for you by applying a template.

4. When the Account Federation setup is complete, all account users can find one another across

accounts on all endpoints.

Note: Feature not available for all accounts. Contact RingCentral support to evaluate if your account

qualifies for this feature.

Navigating the Appearance tab

The Appearance tab allows you to add a company logo to your RingCentral account, change the phone

numbers the users see in their online account profile, and customize the email notifications that you receive.

Company logo

The company logowill appear at the top-right corner of your online account once you log in. To upload and

link an image:

1. Click theMore tab from theAdmin Portal.

2. ClickAccount Settings.

3. ClickAppearance.
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4. ClickCompany Logo.

5. ClickBrowse to browse your computer for an image to upload and select the file youwant to use.

6. ClickOpen.

7. Enter the URL that will be openedwhen a user clicks on your image.

8. Click Save.

9. View your logo in the top-right corner of your online account and test the URL by clicking on the

image.
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Profile number

In the profile tab, administrators have the option to choose which numbers are displayed on their user's

account page.

The number formatmay differ depending on the country code. If a user does not have a direct number, the

main number and extension will be displayed. If a user hasmultiple numbers, the user can click on the

drop-down arrow to view these numbers. Administrators can upgrade a direct number or DID (additional

local number) of a user to a full RingEX license.

To select the numbers that users will see in their profile:

1. Click theMore tab from theAdmin Portal.

2. ClickAccount Settings.

3. ClickAppearance.

4. Click Profile Number.

5. Select from the following options:

a. Direct Number and Extension.

b. Direct Number.

c. MainNumber and Extension.

d. Direct Number,Main Number, and Extension.

6. Click Save.
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Customizing welcome email

Whenever an admin creates a user extension, the user receives a welcome email to set up their account. You

can customize the email that the user receives and add your information.

To customize the welcome email sent to your new users:

1. Click theMore tab from theAdmin Portal.

2. ClickAccount Settings.

3. ClickAppearance.

4. Click Email Notifications.

5. Youmay add the following optional information to your welcome email:

a. Custom Logo: Enter an image URL to customize the logo that appears in your email

headers.

b. Message: Enter up to 750 characters.

c. Contact Email: Add your contact email.

d. Support Contact PhoneNumber: Add your company support contact phone number.

e. SupportWebsite: Add your companywebsite.

6. Tick the following checkboxes to add the info to your welcome email:

a. Include themain company number.

b. Include direct number.

c. Include RingCentral Support Center information.

7. ClickUpdate Preview to see your email preview.

8. Click Save.

Note: To set the welcome email back to default, clickReset to Default.
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Archiver Settings

Archiver settings let admins and users control archiving independently. Super Admins andmanagers

automatically have Archiver access, and Super Admins can turn on this feature for any user.When a user’s

Archiver option is turned on, they can archive the data of their own user extension.

Enabling Archiver for Admins

Super Admins andManagers are predefined roles that have admin archiver access by default. Super Admins

can create a new custom role with admin-level archiving permissions. They can turn Archiver on for Admins

inRoles if already available or create a new custom role with Admin level archiving permissions.

1. Log into your RingCentral account as an admin.

2. Navigate toUsers via the top bar.

3. Click onRoles in the side navigation bar.

4. Click on an existing role or create a new one.

5. Scroll down to the Features section and check the box next toArchiver for Admins.

6. Click Save.

© 2023 RingCentral, Inc. All Rights Reserved

http://service.ringcentral.com


RingCentral RingEX |Admin Guide | Account settings

313

Enabling access for users

Super Admins andManagers can archive data for all; or enable users to archive their own data.

1. Log into your RingCentral account.

2. From the Admin portal (orMy Extension for managers), go toMore from the top navigation tabs.

3. Click onArchiver Settings in the left navigation bar.

4. Use the slider to enable archiver.

© 2023 RingCentral, Inc. All Rights Reserved



RingCentral RingEX |Admin Guide | Account settings

314

Directory integration

Directory Integration allows you automatically provision users from your corporate directory into

RingCentral.

Active Directory

RingCentral integrates withMicrosoft Active Directory to let you automatically provision users fromActive

Directory to RingCentral.

The service leverages Okta so you can perform an initial import fromActive Directory to RingCentral, and to

synchronize Active Directory and RingCentral on user status. Users are automatically enabled or disabled in

RingCentral as they join or move around your organization.

To set up the RingCentral directory integration service, follow these steps:

1. Click theMore tab from theAdmin Portal.

2. ClickAccount Settings.

3. ClickDirectory Integration.

4. Select from the following Directory Provider:

● None

● Google CloudDirectory

● Active Directory

● SCIM

5. Enable your selected directory by following the steps provided.

6. If required, edit the extensions of provisioned users in UserManagement in the Admin Portal.
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Cloud Connector

Cloud Connector’s hybrid directory integration lets you connect external phone systems to your

RingCentral phone system. Devices in a hybrid connection can use existing dialing plans and call routing

while being added to your RingCentral corporate directory. Once added, they can be located by and dialed

from the RingCentral apps and devices.

To enable Cloud Connector in your account, you need to contact RingCentral Support.

To add or delete hybrid directory contacts:

1. Go to the Admin Portal and sign in.

2. In the topmenu, clickMore, then go toAccount Settings > Directory Integration.

3. UnderDirectory Integration, go toHybrid Directory and select the directory youwant tomodify.

4. ClickBulk add or delete contacts.

5. To receive the current contact list, either enter your email address and click Send or click the

Download button. By default, the file is an empty CSV file.

6. Add or delete contacts in the CSV file. Note: Edit the downloaded CSV file in a text editor. If you are

using Excel or another similar program, make sure it doesn't change the file format after saving.

a. Contact names are required.

b. The Email andDirectNumber fields are optional. If you fill in theDirectNumber field, then the

number can be used to call users.
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c. Take care not to alter the format of the template.

7. Once the template is complete, save it and upload the revised file by clickingBrowse.

8. ClickNext.

9. A confirmation windowwill appear after a successful upload, and you’ll also receive a confirmation

email. If youwant to notify others, you can enter additional emails in theAdditional notification

recipients field.

10. In the confirmation window, click Submit, then clickDone.

Multi-site settings

Multi-Site Support provides amanagement solution for customers withmultiple branch locations. Multi-Site

Support is available for RingCentral RingEX Premium andUltimate users withMulti-Level IVR enabled.

Accounts configuredwithmulti-site support can enable the Site Code feature to define a dial plan for

intra-site and inter-site calling. This feature allows the administrator to allocate account user or group

extensions for defined sites.

To enableMulti-Level IVRmode, configure the dial-by- name directory, create at least one IVRmenu and

enable the feature in Auto-Receptionist.

To enable your account to support multiple sites:

1. Click theMore tab from theAdmin Portal.
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2. ClickAccount Settings.

3. ClickMulti-Site Settings.

4. Toggle the switch on to Enable account support formultiple sites.

5. Configure site codes, if required for your dialing plan.

Your online account can now create and configuremultiple sites. Site filters are available on pages with site

assets to allow you to view the list of assets by sites.
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Creating a new site

RingCentral Multi-Site support allows you to provision independent account configurations for your

individual sites, to enable you to uniquely register andmanage each site from your account. OnceMulti-Site

Support is enabled, you can create additional sites as needed.

To create a site, follow the steps below:

1. Click the Phone System tab from theAdmin Portal.

2. On theCompany Info page, clickNew Site.

3. On the Site Info page, enter the Site Name, Site Address, and Site Extension. Or, youmay click

Select Site underCopy Settings from to copy settings from another site. ClickNext.

4. Configure the Regional Settings and Business hours. ClickNext.

5. Assign Numbers to the Site. Youmay assign existing numbers or add (and purchase) new direct

numbers. ClickNext.

6. On the Caller IDName page, enter theOutbound Caller IDName.

7. On the IVRMenu page, select an Existing IVR or aNew IVR.

On the Summary page, youwill be notified that the site is created successfully. ClickDone. You can view or

edit site information within Phone System >Company Info.
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Setting up site codes

Accounts configuredwithmulti-site support can enable the Site Code feature to define a dial plan for

intra-site and inter-site calling. This allows users within a site to call each other using a short extension

number, and users between sites to use a full extension number, consisting of a site code plus the short

extension.

To set up your site codes:

1. Click theMore tab from theAdmin Portal.

2. ClickMulti-Site Settings.

3. Verify thatMulti-Site support is enabled.

4. Under Site Codes, click Enable Site Codes.

5. In the Extension Number Lengthwindow, select an appropriate digit length for the short extension

and the site code. The valuesmust fall within the limits of the full extension number length, per the

maximum extension length of five digits.* ClickNext.

6. In the Provision Site Codeswindow, the systemwill suggest site codes for all sites, per selected

lengths for site code and short extension. ClickNext.

7. In theAdjust Extension Numberswindow, Existing extensions that havemore digits than enabled

with site code need to be adjusted or use system suggestions. ClickConfirm.

Extensions in theUsers with Extensions view display a site code plus a short extension. For example: Site

Code: 11, Short Ext. #: 001, and Full-Ext #: 11001.

Note:Amaximum extension length of six to eight digits is available on-demand for certain international

cases.
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Moving assets across sites

The Change Site function ofMulti-Site Support allows you tomove selected Users, IVRMenus, and Call

Queues to another site. This feature allows for individual or bulk movement of Users, IVRMenus, and Call

Queues between sites.

Moving users across sites

1. Click theUsers tab from theAdmin Portal.

2. On theUsers with Extensions tab, check the box of the users youwant to assign to a different site,

and clickChange Site.

3. Select the site.

4. Youmay check the option toAdjust time and regional settings to the settings of the new site? to

apply it to themoved users.

5. ClickChange Site.
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Moving IVRmenus across sites

1. Click the Phone System tab from theAdmin Portal.

2. ClickAuto Receptionist.

3. Click IVRMenus.

4. Select from the list of IVRMenus.

5. ClickChange Site.

6. Select the site.

7. ClickChange Site.
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Moving call queues across sites

1. Click the Phone System tab from theAdmin Portal.

2. ClickGroups.

3. ClickCall Queues.

4. Select the Call Queues that youwant tomove.

5. ClickChange Site.

6. Youmay check the option toAdjust time and regional settings to the settings of the new site? to

apply it to themoved Call Queue.

7. ClickChange Site.
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Security and compliance

Single sign-on

Single Sign-on allows employees in a company to access multiple applications with one set of credentials.

You canwork with RingCentral Customer Support to set up Single Sign-on for your RingCentral services, or

you can set it up by yourself.

OnWindows based systems, Single-Sign-on supports the optional use of your company’s Kerberos network

authentication service to authenticate clients.

RingCentral also integrates with Google SSO, which allows G Suite customers to use the Google SSO service

(offered as part of G Suite IDaaS) to sign into RingCentral. Google lists RingCentral as an approved SSO app

in their SAML apps catalog. You configure RingCentral for SSO in the G Suite Admin Console and configure

the RingCentral SSO as described here.

Configuring SSO

1. Click theMore tab from theAdmin Portal.

2. On the left-hand side, click Security and Compliance.

3. Click Single Sign-on.

4. Choose an option to set up SSO:

● Set up SSO by yourself: Use the self-service UI to configure the Service Provider (SP)

settings. Perform the steps in Set up Single Sign-On by Yourself .

● Contact Customer Support: Use RingCentral Customer Support to configure the Service

Provider (SP) settings. Click theViewDetail link, and contact RingCentral support.

5. After configuring the SSO, you can turn on the SSO service for your company. To do so, check the

box next to Enable SSO Service.
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Setting up single sign-on by yourself

To set up SSO by yourself, upload your Identity Provider (IDP) SAMLmetadata, make sure the attribute is

mapped correctly, and download themetadata for importing it into your Federation Server:

1. In the Set up SSO by yourself box, click Set Up to set up SSO for the first time, or Edit to change your

configuration.

2. Under Upload IDPmetadata, click drop down and select either Uploadwith file or URL. To upload

with a file, clickBrowse, select a file, and clickOpen. To uploadwith a URL, paste the URL and click

Import.

3. Select email attributes youwant to use within yourmetadata from the drop down list underMap

Email Attribute to. If the email attribute is not recognized, type out the name of the attribute by

clicking Custom in dropdown.

4. UnderCertificateManagement, clickUpload to upload a certificate and set the primary one. Click

Save.

5. Download the Service Provider metadata and import it into your IDP server to complete the

configuration on your IDP side.

6. Tick Enable SSO Service checkbox.

7. Click Save.
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Contacting support to enable SSO

This section describes how to prepare the request, and contact RingCentral Customer Support to configure

the Service Provider (SP) settings required to enable SSO on your IDP server:

1. In the Contact Customer Support box click theViewDetail link, and perform the steps as described.

2. Get your SAML 2.0metadata details from your Identity Provider (IDP), such as PingFederate, Okta,

or a homegrown IDP.

3. ContactRingCentral Customer Support to request Single Sign-on setup assistance. A support

member will ask for your SAML 2.0metadata file and answer your Single Sign-On questions.

4. Youwill receive an email fromRingCentral containing your SAML 2.0 SPmetadata. Import the

metadata into your IDP server to complete the configuration on your IDP.

5. Check Enable SSO Service.

6. Click Save.
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Configuring session timeout

Configure a session timeout for all users on your account. If a user is inactive for a certain period of time, a

warningmessage will appear notifying the user that the session is about to expire. The user can clickOK to

keep the session alive. However, if a user does not clickOK before the time runs out, the user is logged out of

the system and is asked to log in again.

To set a time interval for your phone system’s session timeout:

1. Click theMore tab from theAdmin Portal.

2. Click Security and Compliance.

3. Click Session Timeout.

4. Click the drop-down to view a list of time intervals.

5. Select the time interval youwould like to use.

6. Click Save.
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Enablingmasked numbers

TheMaskedNumbers setting hides certain information fromAdministrators for a subset of users in order to

meet country-specific compliance requirements. This feature needs to be activated first before the

UnmaskedNumbers permission can be accessed in Roles. Administrators with the Super Admin role will

automatically have the UnmaskedNumbers permission enabled.

To enableMaskedNumbers:

1. Click theMore tab from theAdmin Portal.

2. Click Security and Compliance.

3. ClickMaskedNumbers.

4. CheckActivateMaskedNumbers.

5. ClickAccept & Save.

6. ClickOK on theAlert dialog.

7. At this point, you can either create a role with the UnmaskedNumbers permission enabled, or you

can enable the UnmaskedNumbers for a role.
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Accessing the Trust Portal

All current RingCentral RingEX, RingCentral Contact Center, and data center compliance and security

documentation will be accessible via the portal. For questions, please contact your AccountManager or

Sales Representative.

To access the Trust Portal:

1. Click theMore tab from theAdmin Portal.

2. Click Security and Compliance.

3. Click Trust Portal.

4. Accept the terms, then click Login.

5. Click the report name to view or download the PDF.
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Mobile app security settings

TheMobile App Security section of the RingCentral Online account allows admins to disable third party

keyboard on a user’s mobile device (iOS only).

Note: Disabling a third party keyboard prohibits a user from using another keyboard when typing texts

which can expose your device to security risks. For iOS and iPadOS 14.5 and later, settings will take effect

immediately. For older versions, try restarting or relaunching the app if the settings didn’t load.

1. From the Admin Portal, clickMore.

2. Go to Security and Compliance >Mobile App Security.

3. Use the checkboxes to turn on or off to allow third party keyboards.

Creating a customer service record for porting numbers

Customers who are in North America andwith RC transport can download Customer Service Record (CSR)

onthe Admin Portal.

1. Sign in to the Admin Portal.

2. Navigate to PhoneNumbers >All Numbers.

3. ClickDownload next to CSR for porting out.

4. Tick the box next to the site(s) youwant to download.
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Apps and resources

Archiver

The RingCentral Archiver allows you to backup RingCentral data via Dropbox, SFTP, Google Drive, and Box

integration. This provides an automatic backup solution, as well as a convenient way of storing and

retrieving phone data.

To configure Archiver:

1. Click theMore tab from theAdmin Portal.

2. ClickApps and Resources.

3. ClickArchiver Beta.

4. Connect RingCentral Archiver to one of the following:

a. Dropbox

b. SFTP

c. Google Drive

d. Box

e. Smarsh

Note: You can only connect to one storage per instance. For example, one cannot use Dropbox and

Google Drive at the same time

5. Click SyncOptions.

6. When connected to the archiver account, you can enable or disable data backup by selecting Enable

Backup.

7. Select the types of Data to backup. By default, Call Recordings are backed up for admins and users.

Users can select for their own extensions whether to backup Call Recordings, VoiceMails, SMS

and/or Fax.

Note:Archiver is available to RingCentral RingEX Premium andUltimate customers. It is also available to

RingCentral customers in Canada, UK, and Europe.
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AppGallery

The AppGallery is a destination where you can discover application integrations that are commercially

available, andwhere developers can showcase their integrations.

To access the AppGallery via the online account:

1. Click theMore tab from theAdmin Portal.

2. ClickApps and Resources.

3. ClickAppGallery.

A newwindowwill open to theRingCentral App Gallerywebsite.

Developer Portal

The RingCentral Developer Portal offers a set of tools and services to build, deploy, andmanage custom

integrations using RingCentral APIs.With this, developers can build out-of-the-box integrations with

RingCentral to add powerful communication capabilities to business applications.

To access the Developer Portal via the RingCentral online account:

1. Click theMore tab from theAdmin Portal.

2. ClickApps and Resources.

3. ClickDeveloper Portal.

4. A newwindowwill open to theDeveloper Portal.
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SMS andMMS
There are two types of SMS:

● Person-to-Person (P2P) or standard SMS: Communication of two ormore people over text

messaging. Sending text messages from your phone to another person's phone is an example of P2P.

● Application-to-Person (A2P) or High Volume SMS: A text message that a person receives from an

application. This includes, but not limited to, marketingmessages, appointment reminders, chat

bots, virtual assistants, notifications, and one-time passwords (OTPs), or PIN codes.

Wireless carriers treat P2P and A2P differently in terms of the type and volume of traffic allowed.

Standard SMS andMMS

RingCentral RingEX enables you to send SMS andMMSmessages a few different ways.

Business SMS andMMS

The RingCentral Business SMS andMMS feature allows you to send and receive text messages and
multimedia files with your business number. This feature is available for customers in the US and Canada
(SMS only in Canada) and automatically activated for RingCentral RingEX users.

RingCentral also supports toll-free number SMS activation for US and Canada.Contact Support to process
this request.

You can use your RingCentral phone numbers for sending and receiving text messages via the RingCentral
app.

Group SMS

You can send a text message to several people (up to 10) at once via the RingCentral app. This will create a

text conversation with all parties.

RingCentral app currently supports group text messaging only to numbers from the US, Canada, and Puerto

Rico.

Sending a group SMS

1. Click on theNew actions plus button at the top right.

2. Select Send new text from the dropdownmenu.
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3. If you have several Direct Numbers or Digital Lines, click inside the Text from field and select your

preferred outbound caller ID.

4. Enter the names (from your contact list) or phone numbers of the people you’d like to text in the To

field (you can enter up to 10). Separate the numbers by a comma or semicolon.

5. Ensure theCreate group text box is checked.

6. Click theNext button to navigate to the text message conversation.

7. Draft a message in themessage field at the bottom of the app.

8. Send the text message by pressing Enter or Return on your keyboard.

Bulk SMS

You can send the samemessage in bulk (up to 100 recipients) via the RingCentral app. Different from a

groupmessage, sending a text message in bulk means sending the samemessage tomultiple people in

separatemessages.

Sending a bulk SMS

1. Click on theNew actions plus button at top right.

2. Select Send new text from the dropdownmenu.

3. If you have several Direct Numbers or Digital Lines, click inside the Text from field and select the

outbound Caller ID fromwhich you’d like the text to come.

4. Enter a list of the names or phone numbers of the people you’d like to text in the To field.

5. Uncheck theCreate group text box, so you can addmore than 10 numbers/names (you can enter up

to 100).

6. Enter yourmessage in the resulting text field. Attach files and insert emojis using theAttach file and

Emoji buttons (respectively).

7. Click the Send button to send the text message to all contacts provided.

Registering your numbers with TCR

Mobile carriers implemented a new registration requirement to help verify messaging traffic from business

phone numbers, utilizing a third-party service known as The Campaign Registry (TCR). These requirements

apply to all RingCentral customers using SMS.

To simplify the process, RingCentral allows you to register with TCR through the Admin Portal. You’ll need to

register your brand, campaign, and number assignments before enabling SMS. Any numbers not registered

with TCRwill be disabled for SMS.

Our article, How to enable SMS and campaign registration, explains the details of this requirement.
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High Volume SMS

Send targeted or bulk SMS campaigns using our programmatic API or ready-to-use appwith a full

communications platform, deep insights, and the ability to ensure regulatory compliance.

With High Volume SMS, customers can send SMS at higher rates, sendmass promotions, send automated
messages, appointment reminders, notifications, andmore without having their messages blocked by the
carriers as long as they don’t contain shortened URLs or spam content.

High Volume SMS features

Whether you’re sending promos for e-commerce, healthcare appointments, reminders in education,
chatbots in hospitality or anything in between, High Volume SMS provides functionality for all industries and
businesses of any size.

● up to 250,000 text messages per day

● automatedmessage queuing

● opt-out/opt-in handling

● detailed reporting and error codes

API vs High Volume SMS app

TheHigh Volume SMSAPI is configured for customers who require more sophisticated functionality and

want to build more customizedworkflows for their organizations. Our developers can review code samples

and start building your custom SMS app. To learnmore, visit our API Reference Guide.

Availability and pricing

RingCentral RingEX Standard with $50MRR+ (Monthly Recurring Revenue), Premium, or Ultimate plans

can take advantage of High Volume SMS. Local (10-DLC) and toll-free numbers are supported in the United

States. Only Toll-free numbers are currently supported in Canada. High Volume SMS is priced at $0.007 per

message sent or receivedwith no additional carrier fees, all on your RingCentral bill.

Getting Started

Youmust first enable your RingCentral number to sendHigh Volume SMS. To do so, submit a request via the

enrollment form.

Note: If you use an existing RingCentral number, you can no longer use it for SMS across other products,

including the RingCentral app. Visit the RingCentral Service Desk or contact your RingCentral account

manager if you’d like to add another number to your account.
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