

Children’s Services Guidance and Business Rules for Mitel
This document contains guidance and business rules in order for Children’s Services staff
to use Mitel in the most effective way. The document covers the following:






Using and setting up voicemail
Managing statuses
Using statuses
Important pointers
This document should be read in conjunction with the Children’s Services mobile phone
guidance

Voicemail
The voicemail message that you should use is:
‘Hello, you have reached the voicemail of ‘Insert Name’. I am not available to take
your call at the moment. If you have an urgent query or concern, please call 024
7678 ***Insert team/office number*** between 8:30am – 5pm, if your call is out of
these hours, please contact the Emergency Duty Team on 024 7683 2222. If your
query does not require an urgent response, you can email me ***Insert email
address*** or call back later.’
To set up voice mail please use the following how to notes:
How to set up voicemail

1. Click on the ‘Launch Pad’ Icon. This will take you to the window below.

2. Click on the ‘Voice-Mail’ Icon. You will need to have your headset on to hear the audio
instructions/tutorial on how to set up your voicemail.
Once you click on the voicemail icon the window shown below will open. You will hear audio
instructions explaining that you will need to create a passcode that should consist of 6-10
digits using the keypad (see below).

3. Click here to activate the keypad- We suggest that you create a passcode that is short
and easy to remember. You will be required to use this number to log into your voice
mailbox if you wish to pick up your voicemail messages when you do not have access to
your Softphone. If you do not want to create a passcode simply enter 0000 followed by
the # key on your keypad.
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How to listen to voicemail messages once voicemail set up
1. When you receive a voicemail message this symbol appears.

2. Click on this and the following box will appear:

3. Single click on the call details
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4. And then click on the play button to listen to the message through your headset:

5. Once you have finished with the message, click on the bin to delete it.
You will also be sent an email when someone leaves you a voicemail message. This email
has an attachment (“wav” file) which you can double click on to listen to the voicemail
message through your headset. When you have finished with the voicemail you can delete
the email.If you do not want to delete the voicemail message, you can save it appropriately
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Managing statuses
You are required to set up the following statuses- each one is described in more detail below:
1.
2.
3.
4.
5.
6.
7.

Working from home
In the Office
Gone for the day
Annual leave
In a Meeting / on a visit
On lunch
Sick leave

Any other statuses you have, apart from the above 6, must be removed.
Deleting additional statuses
1. Click on the drop down arrow by your name in the top left corner of Mitel and choose the
third option down ‘Manage Statuses.’
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2. Select the statuses you no longer require, then click on ‘Delete.’
3. You then need to ensure each of the 6 statuses are set up correctly by working through
each one – when you have done this once, Mitel will remember the settings for each
status. The following guidance shows you how to ensure that statuses are set up
correctly.
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Setting your working from home status
This status should be used when you are working from home. You will need to set up your
status to reflect this and also make sure that your calls are sent to your work mobile. To do
this you will need to set up your mobile number in Manage Account by going through the
following steps from your main Mitel screen.
1. Click on the drop down arrow by your name in the top left corner of Mitel and choose the
second option down ‘Manage account.’

2. You now need to add your mobile number by clicking on the ‘+.’
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3. Some of you may already see that your work mobile number is in there. If this is the case
you do not need to add it (but you do need to ‘publish’ your number by ticking ‘publish’
next to your mobile number).

Enter the word ‘Work Mobile’ in the description box and your work mobile telephone number
in the ‘number’ box, tick ‘publish,’ then click ‘save.’
Your mobile number will now appear in the list
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4. Now you need to go into your “working from home” status to tell Mitel what you want to
happen to your calls when you are in the working from home status.
To do this do the following
Click on the drop down arrow by your name in the top left corner of Mitel and choose the
third option down ‘Manage Statuses.’

5. Click on your ‘Working from Home’ status and click on the drop down arrow under ‘send
my calls to,’ then change this to your work mobile number.
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Setting your in the office status
1. Under ‘manage statuses’ (see point 4 under setting your working from home status), click
on ‘in the office’ status.

2. Then click on ‘more options,’ phone settings, and change both drop down lists to
‘voicemail,’ then click ‘save.’ This ensures that if you are away from your desk for a
couple of minutes, the caller has the opportunity to leave a message.
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Setting your gone for the day / annual leave status
1. Under ‘manage statuses’ (see point 4 under setting your working from home status), click
on ‘gone for the day’ / ‘annual leave’ status. Ensure that ‘send my calls to’ is selected as
voicemail and that you are appearing offline for video calls.
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Setting your in a meeting / on a visit status
NB This status can also be used when you are training.
1. Under ‘manage statuses’ (see point 4 under setting your working from home status), click
on ‘in a meeting’ status. Change the text in the top line to ‘in a meeting / on a visit.’
Ensure that ‘send my calls to’ is selected as voicemail and that you are appearing offline
for video calls.

Setting your on lunch status
1. Under ‘manage statuses’ (see point 4 under setting your working from home status), click
on ‘on lunch’ status. Ensure that ‘send my calls to’ is selected as voicemail and that you
are appearing offline for video calls.
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Using statuses



Statuses must be updated regularly, including at the start and end of your working day
For any statuses where calls are going to voicemail, i.e. in a meeting / on a visit, annual
leave, on lunch, and gone for the day- the ‘enter a brief message’ bar must be used to
signify the date and time you will be returning- just do this by clicking in the text bar,
typing the text, and then pressing the return key on your keyboard. Please note that
person identifiable data should not be used for the ‘on a visit’ status. Please remember
that statuses can be seen by all using the Mitel system, and must be removed when you
return to the office.
Please see examples below as a guide.

Important pointers







Please ensure that you are regularly updating your Mitel status and that your work
mobile phone is charged on a regular basis
Please ensure that you provide both your Mitel number and work mobile phone
number to people you are working with- Please note that Mitel statuses can only be
updated by individuals themselves- as such, if you need to take unplanned leave or
sick leave, please ensure that your manager is informed. If you have access to your
laptop in this instance, you are required to update your Mitel status.
The Instant Messenger facility on Mitel is intended for appropriate work use only
You are required to update your email signatures, letter templates and the Global
Address Book on Outlook with your Mitel telephone number and mobile phone
number–
Voicemails should be responded to within one working day
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