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Newcastle University
Telecoms Co-ordinator’s

Guidance Notes to help you request services/facilities from NUIT Telecoms
Welcome

Welcome to the Newcastle University telecoms coordinators guidance notes. These notes have been developed with the aim of providing advice and information on how to access services/facilities from NUIT Telecoms, and we hope that these notes will help you when dealing with telephone enquiries within your school/faculty/service.
Definition of Telecoms Coordinator:

Telecoms define coordinators as persons whom are recipients of the monthly “tiger” reports (telephone bills).  Each School or department has a nominated report recipient; they are usually an authorised signatory of internal purchase requisitions/budget holders.

What’s inside?
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Overview of Infrastructure

The Telephone Exchange
The university owns and operates multiple Siemens HiPath 4000 digital telephone switches, which are installed into the following buildings: Armstrong Building, Medical School, ICfL, Edwardson building and Business School.
Providing dial tone and incoming calls to the system are a number of “lines” provided by Virgin, THUS and BT.  These lines provide incoming access, DDI (direct dial in) and outgoing access.  There are further university owned connections installed in to the HiPath 4000 systems which route calls to the ICfL, the NHS telephone network and to other intermediate systems, negating the need to route calls via the public telephone network, thus being free of charge.
All switches are networked together to give great flexibility in call routing and service resilience.
Free calls between NHS and University extension numbers can be made:

· University to NHS

· Dial 21 then 5 digit NHS extension 

· University to ICFL

· Dial 22 then the 4 digit ICFL extension

· NHS to University

· Dial 8 then the 5 digit UNI extension

· NHS to ICFL

· Dial 821 then the 5 digit UNI extension

Free calls between ICFL and Main Campus and NHS can be made:

· ICFL to UNI

· Dial 21 then 5 digit UNI extension

· ICFL to NHS

· Dial 2121 the 5 digit NHS extension
Internal Cabling, Sockets, Outlets, PR and EQ Rooms?
Several “multiple pair” cables run from the telephone exchange to each buildings “Distribution Point”.

Another multi pair cable runs directly from the “Distribution Point” to a “Patch Room or Equipment Room” 
Telephone lines are then provided to the outlet number you give us. 

If a line is installed into a (Cat.5e) Patch Room, the telephone line can be moved from one outlet to another within the same patch room very easily and at no cost.  However, some buildings have more than 1 Patch Room.  If the telephone line needs to move from one Patch Room to another, the line has to be physically moved from PR to PR, which means the installation/removal of 1 or more “Jumpers” which connect the line back to the telephone exchange.
If a line is installed onto a BT type socket, and we do not envisage many, any moves and changes will require the line to be physically moved into the newer cabling and we will do this free of charge.
Since telecoms do not hold a central budget, the charges for these works are recharged to your own cost centres; hence the need for a signed purchase requisition before the works order can be raised.  
Common work requests are moves and new provision requests.  We will liaise with you and offer you an estimate of the cost of the required works.  Once you have supplied an internal purchase requisition, we raise an order to the telecoms team and the works will be completed, in accordance with our service level agreement.
Fault Reporting

The Telecoms office is open Monday thru Friday, from 8:30am till 5pm, and is usually staffed most times, so there’s usually someone to talk to or ask for help.

End users should report faults to IT Service desk who will log a call for the team. If their request means there is a charge involved we will direct them to the telecoms Co-ordinator for their school. 

Telecoms Co-ordinators can contact Telecoms for advice before they actually log a request with the service desk.
You or a user in your school/section suspects a fault with a telephone, what should you do next?

Of course you can call or email us for help; however there are a few simple steps you should take before reporting a fault.  

How to determine whether the fault is the Telephone Handset or the Telephone Line?
Before reporting a fault for repair to the telecoms office, please unplug the telephone at fault from the socket. (Note: the socket/outlet number form which you remove the phone)  

Obtain a colleagues handset that is known to be working. Plug this handset into the suspect outlet and try to obtain a dial tone.  Make a test call from and to the handset.

If the telephone is connected via cat.5e outlet, also check that the ‘connector’ which connects the BT plug to a cat.5e plug, is not at fault by plugging in a working handset into the ‘connector’.
[image: image2.jpg]


 [image: image3.jpg]


Typical Cat5e. Outlet. A PR or EQ Room will be printed on the top of the face place along with an outlet number.  You should always take note of the outlet number you remove a phone from, or which one you want us to move a phone line too.
[Note:  Ensure you use the correct type of handset.  If the handset your testing is a digital handset (e.g. is an OptiPoint/Openstage handset with a display and memory keys) you need to find a working alternative digital handset to test the outlet]
If you have done this, and found that the problem goes away when a different handset is plugged into the outlet, it is the handset at fault.
Faulty Handsets

Telecoms can replace faulty handsets free of charge ONLY if it was originally purchased from Telecoms, AND is covered by the manufacturer’s warranty.

If either of these criteria are not met, your school/section will be responsible for purchasing a replacement handset.

If you have done this, and found that the problem exists when the handsets have been swapped, it may well be a wiring fault.


Line Faults
You should send a fault report to telecoms by email to it.servicedesk@ncl.ac.uk.  Include in the email the following information:

1. Users Name (of the faulty phone)
2. Users Extension (of the faulty phone)
3. Users email address (of the faulty phone,,, you get the idea)
4. Alternative contact number

5. Location details of the handset (Include the building name, floor and room numbers)
6. The outlet number and Patch Room location (obtained from outlet), if it is a cat.5e
7. The name of the person reporting the fault their contact details

8. Any further information you think may be helpful to the telecoms staff

Please note: Omissions in the information supplied could delay the response we can offer, so please be as concise as possible.

Unable to Transfer calls?
If anyone is unable to transfer a call please report this to telecoms office. Email it.servicedesk@ncl.ac.uk  or report to service desk on x85999. Include the user’s details as described above.
Call Pick up, Call Forwarding, Call Diversion or Hunt Group does not work as expected?
If any other problems are being experienced, please email the details to telecoms and we will investigate the issues further.  It may just be that reprogramming is required (e.g. changing pick up group members), and these changes can be made. 

Requesting a New Extension Number be installed

Telecoms often receive requests for new handsets/extensions from members of staff. However, since there is a cost involved in providing new extension numbers, telecoms staff will always refer the user to the school/section Telecoms Co-ordinator.  This is usually the person whom receives the monthly Tiger Report (billing details).
There are two available options when requesting/providing a telephone extension:

1. A new extension number to be provided. [£120 inc 1 jumper]
Provide a new, unused extension number to a user in your school/section.

2. Re-use of an existing “Vacant” extension. [Cost of Jumper moves (£20/40 typically) ]
Move a previously used but now “Vacant” extension to a user in your school/section.

What is a “Vacant” extension?
A “Vacant” extension can be described as being an extension number which is already being paid for by the school/section (can be found on the monthly reports) but is not being used by anyone. 

[i.e. a member of staff has left the post/university leaving their old extension number as “Vacant” ]
Telecoms do not know when users join or leave the university, and as such, the telephone directory can not always be as up to date.
The Names detailed on the monthly reports are downloaded from CAMA, the telephone directory.  If the directory is not up to date, then the Names which appear on the Monthly Report will be wrong also, so it would be prudent to check the “Vacant” number is actually Vacant before issuing the number to another member of staff.    Call Telecoms for further assistance in trying to ascertain this information. 

Reusing a “Vacant” extension means it will need to be moved to the required office.  See the Infrastructure section for more information on moving/providing lines.
Why must I request new numbers, and not the person who needs a phone?
Because there is a cost element involved in providing/changing telephony, requests should come from the co-ordinator / budget holder (who is usually the recipient of the monthly reports).

As agreed within our service level agreement, Telecoms can only accept jobs upon receipt of a signed purchase requisition. 
If a user approaches Telecoms directly for a line, they will be referred back to the coordinator for that particular school/service.

Your request must be logged with it.servicedesk for it to be actioned by our department.
Why must I provide a purchase requisition?

It is a requirement of Internal Audit that we obtain a signed purchase requisition before we start any works.
What information should I provide to telecoms?

Once you have decided upon either a new extension or to move a “Vacant” extension, you will need to provide the following information, in order for telecoms to accept and action your request:
· Your name and contact details

· The extension number you want to (re)-use (if known) and it’s current location (if known)
· The Building, Floor, Room Number (name on door) of required installation

· Patch Room & Cat.5e outlet number 
Telecoms will provide you an estimate of cost of works, and will wait for you to confirm your order and provide a Purchase Requisition.  (Please remember, a job is only accepted upon receipt of a signed purchase requisition, and issued with an ISC number).

How is a job processed?

At the point of receipt of your IPR, the following steps are performed:

1. Your job is raised on our in-house system, and ISC number issued.
2. The IPR is copied into the ISC job folder for future reference.

3. Your job is acknowledged and the ISC number is given with an estimated completion date.

4. The Telecoms Officer will pick up your job and submit the required works order to the contactors as required.

5. The Telecoms Officer will email you an acknowledgement of this together with:
· A New Extension Details Sheet (If the extension user changes from the initial user)
Please complete and return this form to telecoms to ensure that charging and directory entries are completed correctly. If we don’t receive this form, the user may not be able to use the telephone, as we request class of service information on the form.
· A Handset Collection Form (If a new handset is required as part of job)
Please print the handset collection form and bring to Claremont Tower when collecting the handset.

6. The job is scheduled by the contractors/telecoms team as per the due dates, governed by the SLA.
7. The job is completed by the contractors and the resulting paperwork is passed back to telecoms.

8. Updates are applied to applicable records and the cost centre given on the PR is debited with the cost of the works.

I have received a New Extension Details form and it is asking me for a BAG. 
What is a BAG?
A BAG is a Billing Analysis Group.  It is a logical group of extension numbers used for billing, reporting and administration purposes.  Monthly Tiger reports are based on these BAGs.  
A practical illustration of their use will help to clarify what they are and why they are used:
EXAMPLE:
NUIT is comprised of many smaller groups: Telecoms, Networks, Business Applications, Customer Service, Helpdesk, etc…….

The Manager in charge of the Helpdesk wants to ensure that all of the Helpdesk Telephones are paid for from a certain cost centre, to help control budgets and monitor usage, etc…

1. Telecoms create a BAG. (e.g. Help10)

Inside the BAG all of the Helpdesk extension numbers are added. (e.g. Help10 = 3333, 3334)
2. The Manager nominates a cost centre to be used for telephony charges.
3. At the end of each month, a Tiger report is generated automatically for each BAG and is emailed directly to the nominated recipient.  The report details usage and cost for each extension within the BAG.  This ensures that the cost centre provided by the Helpdesk Manager is only debited the amount due for the Helpdesk extensions.

You may or may not know the BAG names, if you do know the cost centre or BAG name, you can provide this information on the New Extension Details form. Otherwise you could say that you want the extension to be charged to the same bag as your own extension or an extension number you know exists within the required BAG.  BAG names and extensions contained therein, can be clarified by checking the monthly Tiger Report.
Classes of Service / DDI
Class of service is normally set when the extension number is created on the telephone switch. However, they can be changed at any time by contacting Telecoms in the normal way.

What is Class of Service? (LCRCOS or COS)
The Class of Service refers to level of dialling permission for the extension.
COS

Dials

1

Internal and Emergency calls only

2

Internal, Emergency & Local 

3

Internal, Emergency, National & Local

4

Internal, Emergency, National, Local & Mobiles

6

Internal, Emergency, International, National & Local 



7

Internal, Emergency, International, National, Local & Mobiles

14

As COS 4, plus 0844/0871 access

17

As COS 7 plus 0844/0871 access

When requesting a new extension or moving a “Vacant” extension, you will normally be sent a New Extension Details form which asks you to provide the COS required for the extension number.

You can also contact Telecoms at anytime and request a change to an extension’s COS.
If any user directly contacts Telecoms and requests a change in COS, they will be directed to the co-ordinator.  This is to ensure that the co-ordinator / budget holder agrees with the extra expenditure created by allowing direct dial calls, especially International numbers.

Please note: When supplying a new extension or moving an extension number which is to be used by a different staff member, we will supply a “New User” form which will ask you to provide us with the COS required.  

If telecoms do not receive this form, the extension may have the wrong class of service and the user might not be able to use the telephone.  
What is DDI?

You are also required to advise on whether the extension numbers requires Direct Dial Inward.

Direct Dial Inward is the ability for the extension number to be dialled directly from outside the university.
All 4 digit university extensions can receive incoming calls by dialling 0191 208 xxxx.
Moving Extensions
When requesting moves of extension numbers, the request is made in the normal way to Telecoms.  When extensions are being moved from one building to another, the cabling contractor will be issued a job to move the line.  See Overview of Infrastructure for more information on how this works.

Similar to requests new extensions, you should provide telecoms with the following information:

· Your name and contact details

· The extension number and its current location (Building, Floor, Room Number/Name, etc.) 

· The Building, Floor, Room Number (name on door) of required installation

· Patch Room & Cat.5e outlet number (if omitted, line will be installed onto a BT type socket)

Again, Telecoms will provide you an estimate of cost of works, and will wait for you to confirm your order and provide a Purchase Requisition.  (Please remember, a job is only accepted upon receipt of a signed purchase requisition, and issued with an ISC number).

The job is processed in the same manner as those for new extensions. (See Above)
If you are moving the extension AND it is going to be used by a different staff member, please mention this to us. We will forward the New Extension Details form for you to complete and return. Again, this is to ensure the line is charged correctly and the telephone directory is up to date.

(Note: If any extension listing in the directory is not up to date, the Tiger Report will show extensions as being “Vacant” or be listed with wrong information.  This can cause problems in the future when you are looking for “Vacant” numbers to move later on.  You should always check that the “Vacant” number is definitely not in use. You can contact telecoms for assistance with this.  If you arrange to move a “Vacant” number which is not vacant and needs to be moved back, you will be charged for moving it in both directions.)

DECT Cordless versus Fixed Line Telephony
The following buildings are fitted with DECT cordless telephony connected to the telephone switch:

Devonshire

Wolfson

Paul O’Gorman

Culture Lab

Kings Gate

New Music

Business School

If any user is moving to/from these buildings, they may need to be issued with a DECT handset or give up their DECT handset accordingly.  DECT handsets are purchased by your school/section.  Telecoms do not hold a budget for the provision of handsets.  Standard DECT handsets can be ordered for approx £120 per handset + charger.  Existing handsets can be re-used and re-numbered to what ever the extension needs to be.

Handset Types
The university offer a few different types of handset, which are usually dependant upon the type of extension which has been requested.  The available choices are, Analogue, Digital and *Cordless (*where installed).
Handsets can be purchased at any time from Telecoms. Simply call us on extn 88000. 

An internal purchase requisition is required for the amount shown. 
	Standard Analogue
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	£28.00
	† Inc 1 Jumper and VAT

	
	
	

	Basic Digital 

[image: image5.jpg]



	£85.00
	† Inc 1 Jumper and VAT

	
	
	

	*Advance Digital
	£93.00 + £5.00 Delivery 
	† Inc 1 Jumper and VAT

	
	
	

	*Cordless Openscape S5

	£120.00 + £5.00 Delivery
	Inc VAT, Handset + Charger


(* Please note these handsets have to be ordered in from our suppliers, hence the delivery charges. Delivery lead times usually 1 / 2 days.) († Only 1 jumper cable is included in the cost, further jumper cables may be necessary and are charged at £19.98 Inc VAT.  See Overview of Infrastructure for further information)

Further handset features and details http://www.ncl.ac.uk/NUIT/netcomms/phones/handsets/
Upgrading Handsets

You can change a line type between any: Analogue/Digital/DECT type. So if you have a corded analogue phone and need to have one with a display so you can see who is calling, you submit to us an IPR for a new handset and we will advise you of any costs involved.
System Features

The university telephone exchange offers many features which can help users deal with their calls more effectively.  Standard analogue users can access features by dialling a feature access code, Digital users (Optipont/Openstage handsets) can use the menu provided on their telephone display.
Some of the features available are:


Call Pick up – *3 Allows you to answer a colleagues phone (you must be added to the pick up group for this
to work, please contact telecoms to see if a pick up group exists).

Directed Call Pick up – **3<extn no.> Allows you to answer a ringing extension, even if it is not part of the
pick up group.

Call Back - *1 Allows you to set a call back to an extension. You can be called back once the extension has
       been used. (Useful when there has been no reply or the lines is busy, and you wish to speak to
       that extension when they are back or off the phone)
Call Forwarding – Fixed: Immediate call forwarding to the number you set. All calls on all conditions follow

  the same route.

            Variable: Forward calls to different destinations depending upon a condition. Forward



  external callers to you voicemail when there is no reply, or to your secretary or

  colleague when your busy AND forward your internal calls elsewhere.  

Call Hold – [Transfer/Recall] - Allows you to place your caller on hold and return to them when needed.
Last Number Redial - *2 Allows you to redial the number of your last outgoing call
Individual Speed Dialling - *64 Allows you to program up to 10 speed dial numbers on your extension, and

     call them using a short code.

Conference Calling – Allows you to place a conference call with up to 7 other parties in the conference.

Call Hunting – Allows you to distribute calls more evenly over a team of call handlers. One number can be

          advertised and calls answered over a team, with each agent logging in to and out of the group

          as needed.
Manager / Secretary – Allows the manager to divert their calls to their secretary when required, and at the  



          press of a button, can transfer calls back to their own handset. The secretary phone 



          can over ride function set on the manager handset.
For further details on what services are available, please see the Telecoms Intranet Site:

http://www.ncl.ac.uk/itservice/phones/instructions/
Conference calls
Conference calling is a widely used feature within the university, with the telecoms office dealing directly with these requests each week.
Conference calls can be set up in two different ways:

1. The user can call BT Conferencing and arrange their own conference call. 

BT will contact each member at the agreed time/date and connect each user in a conference.  The service is quite expensive at around £0.25 per minute (prices vary by provider).

2. Anyone can set up their own conference using the conference calling feature within our digital telephone exchange.

The user simply follows a simple set of instructions, and can connect up to 7 other parties to the conference.

To set up your own conference, follow these simple instructions:

Analogue Handset:

Dial first number, advise the 1st member of the conference and that you will be putting them on hold.

Press [Recall / Transfer] Key, Dial Tone is obtained.

Dial second number, advise the 2nd member of the conference and that you will be putting them on hold.

Press [Recall / Transfer] Key, Dial Tone is obtained.

Press  **42, this code tells the telephone to connect the lines together, and all 3 parties are now in conference.

Repeat the last two steps to connect further members to your conference.

Digital Handset:

Dial first number, advise the 1st member of the conference and that you will be putting them on hold.

Press arrows keys and scroll to “Start Conference”, Press Tick

Dial second number, advise the 2nd member of the conference and that you will be putting them on hold.

Screen will display “Conference?”, Press Tick
Screen will display your position in conference and number of members.

“Add to conference?” will be displayed, Press Tick

Dial next number, once connected the screen will read “Conference?” again, Press Tick to bring this member into the conference.

Repeat this until you have all participants added (up to a max of 7)
DECT Handset:
Dial first number, advise the 1st member of the conference and that you will be putting them on hold.

Press arrows keys and scroll to “Start Conf?” and Press OK

Dial second number, advise the 2nd member of the conference and that you will be putting them on hold.

Press arrows keys and scroll to “Start Conference”, Press OK

The screen will display “Conf.” and each member is in the conference

To add up to 7 members, repeat the last two steps.

There is no additional cost for setting up a conference; you only pay the usual call costs.
Call Logger / Tiger Reports / BAG’s

The university own and operate a sophisticated Call Logger.  The call logger, known as Tiger, records incoming and outgoing calls for management purposes, and allows us to track communications expenditure.

Each month, the Tiger system automatically produces a report for each BAG.  The report is emailed to the nominated recipient.

Each BAG contains a list of extension numbers belonging to a section/department.  The report details each extension along with the name of the staff member using that extension. This information is gained from the telephone directory, so if the information is not updated, it will be wrong on the reports. If you see the word (Shared) beside a users name, it means that more than one person is listed as being that extension user.  The report recipient (usually the budget holder) will provide a cost centre to telecoms, for use in paying telephony costs.  Once the report is produced, and the copy sent to the nominee, the call costs are debited from the nominated cost centre.

There are situations where a person receiving a Tiger report, isn’t responsible for payment or does not hold a budget to pay calls costs.  In these situations, you should ensure that the telecoms office knows who the nominated telecoms coordinator is for a BAG, as well as whom you wish to receive the report.  If this information is not passed to the telecoms office, users may be referred to the wrong person to obtain purchase requisitions for required works.
Should you wish to obtain a report on any individual extension, to order to monitor a staff member’s usage or for any other reason than that already given, you should speak to HR first.  Telecoms can not provide reports on individual usage without this being authorised by HR.

Mobile Telephones
The University does not have a sole supplier contract with any one mobile telephony provider; In 2017 the university awarded its mobile telephony contract to O2, moving away from EE. Many users will have an EE handset and sim until the process of moving users to the newer contract has been completed. This process can take upto 2 years to complete as contracts end their 24 month minimum term period. End users will be advised as and when their contract expires.

Similar to purchasing your personal mobile phone, the University is tied into a contract, typically 24 months, and is liable for charges for this period.
Overview
Please see our web site for up to date changes as services are updated and availability changes:
http://www.ncl.ac.uk/itservice/phones/mobilephonesdevices/
Voicemail
The university owns and operates a modern voicemail service, supplied by Voice Integrated Products. 
The voicemail service is programmed to announce to callers that they are through to the Newcastle University Voicemail System and play operational messages.
The voicemail service can be contacted by dialling 5555 (2225555 external), 24 hrs a day.  Calls are set up to route to the voicemail server when there is no reply or if a line is busy.  These call forwarding options are programmed by the Telecoms department once the paperwork is correctly submitted.

Users can divert their calls directly to voicemail by using the call forward feature and use 5555 as the destination extension.

Once the call reaches the server, the telephone/extension number is passed to the voicemail server and it will offer you the mailbox of the number which was passed.  If a caller reaches the voicemail server but the telephone/extension number does not have a mailbox, the caller will be advised that the extension dialled is unavailable.
What happens if my extension is call forwarded to a different extension, will voicemail still work?
If you call an extension which is forwarded (*4extn#) to another extension and you receive no reply from the forwarded extension, the call is routed back to the voicemail box of the ORIGINAL number dialled.  The system realises that there would be no point in offering the caller the mailbox of the forwarded extension, when the caller dialled a different number. 

We recommend that you direct your user to the Telecoms web site for further information on how to use the voicemail service. http://www.ncl.ac.uk/itservice/phones/voicemail/
They will also be able to download a request for voicemail form which they must complete, sign and return to the telecoms office.  Upon receipt of the form, the telecoms office will create the users mailbox and forward instructions on it’s use to them.
 Help and Advice
Further help and advice is available at any time from the telecoms internal website, here:

http://www.ncl.ac.uk/itservice/phones/
END USERS CALL 85999 FOR SUPPORT
Nominated Telecoms Co-ordinators can call telecoms office for help and advice at any time.

You will be provided with contact details do you can speak to telecoms directly when dealing with enquiries, however, once you have prepared your IPR and have agreed your requirements with them send your request to it.servicedesk@ncl.ac.uk to log a call to the team.  
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