
 

 Page 1 of 35  

Administrator Guide 

Welcome 
 
This guide is intended to help Business Group Administrators of FairPoint Communications’ 
Hosted PBX service to perform the various tasks needed to administer the system, such as: 
 

 Managing lines, phones and phone profiles 

 Configuring multi-line hunt groups 

 Creating and managing call pickup groups, short codes and account codes 

 Reviewing call logs 

 Managing music on hold 
 
The guide is divided into sections which describe how to configure and manage different aspects 
of the Hosted PBX service for your business group.  

CommPortal for Business Group Administrators 
 
CommPortal provides a web interface to your phone service, and allows end users and business 
group administrators to modify their settings.  There are two CommPortal interfaces: 
 

 For regular users to manage their business telephony settings 

 For business group administrators to modify both global settings for the business and to 
modify end-users' settings 
 

The second of these interfaces is the one that you will use to administer your business group 
and is described in this document.  For more details about using the regular user interface, 
please see the CommPortal User Guide. 
 
CommPortal is supported by all of the latest versions of all major browsers, including: 

 Microsoft Internet Explorer version 8 or later  

 Firefox version  

 Google Chrome (Windows only) 

 Safari version 5 or later (Mac OS X only) 
 
It is also supported on the following operating systems: 

 Microsoft Windows XP  

 Microsoft Windows Vista 

 Microsoft Windows 7 

 Microsoft Windows 8 

 Microsoft Window 10 

 Mac OS X 10.6   

 Mac OS X 10.7   
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1) Accessing CommPortal for Administrators 

 
1. Go to www.fairpoint.com/hostedpbx from any web browser.  
2. Open your CommPortal Administrator login page by selecting the admin link specific to 

your location (State).  
3. You will be presented with a simple login box (Figure 1).  

 

 
 

Figure 1 - Login 
 

4. Enter the 10-digit phone number of your administrator account. 
5. Enter your CommPortal password using your starter password provided by your 

FairPoint Hosted Support Consultant.   
6. Click Login. 
7. For security, be sure to change your starter password right away using directions 

provided in the settings section of the CommPortal User Guide.  
 
 
PLEASE NOTE: 
 
Detailed online HELP is also embedded within the application and can be accessed by simply 

clicking on the Gear Icon  in the upper right corner of portal page and clicking “Help” in 
the drop down menu. (Figure 2) 
 
 
 
 

http://www.fairpoint.com/hostedpbx
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Figure 2 – Gear Drop Down Menu 

 
Step by step instructions, tutorials and hyperlinks are available to assist you in navigating 
through each page of the portal (Figure 3). 
 

 
Figure 3 – Lines Help Menu 
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2) CommPortal Admin Overview 
 
Once you are logged into CommPortal for administrators you will see the Business Group 
Administrator's home page (Figure 4).  The name of the user you are logged in as is shown at the 
top of the page. 
 
Down the left hand side of this page are a series of links which take you to the different pages 
within CommPortal.  When you click on one of these links, the main panel display shows the 
contents of the page you've selected on the left.  These links may include the following 
depending upon you unique account provisioning: 
 

 Lines – The CommPortal business group administrator home page. It shows all of the 
lines you can administer in your business group or department. 

 Phones – Shows all phones you can administer in your business group or department. 
Allows you to manage and lock phone features for use on all phones in your business. 

 MADNs (Multi Appearance Directory Numbers) -  See your MADNs and members. 
Move members in and out of group. 

 MLHGs (Multi-Line Hunt Groups) – See your MLHGs and members. Move members in 
and out, log members in and out, change the order of members, change the call 
distribution algorithm and change other settings. 

 Call Pickup Groups (CPUGs) - View and modify existing CPUGs, move CPUGs between 
departments, add and delete CPUGs, and add lines to or remove lines from CPUGs. 

 Short Codes – Establish and manage abbreviated dialing codes for use across your 
business group. 

 Extensions - Modify existing extensions or create new extensions for use within your 
business group. 

 Departments - Create departments and sub-departments within the business group.   

 Account Codes – Configure, see and modify all of your business' account code settings.   
Specify which types of calls require account codes and the length of account codes. 

 Call Logs – Download call logs for your entire business group or for individual 
departments. Includes logs of incoming and outgoing calls to/from all extensions. 

 Misc. Settings – View and change a number of settings for your business group. 

 Music on Hold – Manage music on hold settings for your business group and for 
individual lines. 

 

The options icon  at the top right hand of the page provides you with a drop-down menu 
containing the following options:  

 Open a new browser window with detailed help on using the current page.  

 Refresh the current CommPortal page.  

 Log out of CommPortal. 
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 Figure 4: CommPortal business group administrator homepage (Lines Tab) 

 

3) Lines 

 
The Lines page is the CommPortal business group administrator's homepage and it will display 
once you've successfully logged in (Figure 5).  This menu shows all the lines within the business 
or department for which you are an administrator.  To view lines that are in sub-departments, 
select the sub-department using the drop-down list at the top of the page. 
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        Figure 5 – Manage Lines 
 
From this page you may move lines between departments and log in to any user’s account. To 
manage departments, use the Departments page which is discussed in section 10 of this guide. 
 
To access individual user account, follow these steps: 

1. Click on the individual line “Actions” drop down list icon to the far right of the line you 

want to log in to   and select “View Individual Settings”. 
2. This will launch the CommPortal interface for that line in a new browser window. 

 
Once logged in as a user, you can provide support for that user, including resetting their 
CommPortal password or voicemail PIN. For information on making changes to CommPortal, see 
the CommPortal User Guide. 
 
To move lines between departments, follow these steps: 

1. Select the line you want to move by checking the checkbox to the left of the line. 
2. Using the drop-down list at the bottom of the page, select the department you wish to 

move the line to. 

3. Click Move. 
 

4) Phones and Phone Profiles 
 
To access the Phones page select the Phones link on the left hand side of the page (Figure 6). 
This page shows you all of the phones in the current department.  To view the phones in sub-
departments, select a different department using the drop-down list at the top of the page. 
 

  
     Figure 6 – Phones display 

 



 

 Page 7 of 35  

Administrator Guide 
From this screen you can manage all of the phones in your business group.  You can change the 
description of the phone, move phones between departments and assign phones to different 
phone numbers.  
 
You can also manage phone profiles from this page.  Phone profiles define how the various 
programmable keys on phone sets within your business will be used.  You may choose to 
develop profiles and apply them to your users, or you may allow your users to choose how to 
program their own keys.   Managing phone profiles is discussed later in this section of this guide. 
 
To modify a phone description, follow these steps: 

1. Click on the current description of the phone. 
2. Enter the new description (Figure 7). 
3. Click Apply. 

 
 

   
Figure 7 – Change Phone Description dialog box 

 
To move phones between departments, follow these steps:  

1. Select the phone you wish to move using the checkbox to the left of the phone. 
2. Select the department you wish to move the phone to using the drop down list at the 

bottom of the page. 
3. Click Assign to Department. 

 
To assign a phone to a line, follow these steps: 

1. Select the phone you wish to assign to a line using the checkbox to the left of the phone. 
2. Enter the 10-digit number of the line you wish to assign to the phone using the Enter 

number … box at the bottom right corner of the page. 
3. Click Assign to Line. 
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Phone profiles define how the programmable keys or soft keys on each phone set type within 
your business will be used.  Depending upon the telephone service of each user, you may assign 
keys for one touch access to features like voicemail, call park, group pickup, speed dial and do 
not disturb, among others. 

Initial phone profiles will be provisioned by FairPoint for your business group. Administrators 
can modify individual user phones as necessary through the administration portal. Individual 
users can also choose to program their own keys through their CommPortal dashboard, if 
allowed (this the default set up).  You can also choose to lock some or all keys so users cannot 
change them or allow users to make changes to meet their individual needs.   

You can modify phone profiles for each phone model at the Business Group level. However, for 
best control, we strongly recommend that changes be made at the individual user level. 

Managing phone profiles requires Adobe Flash version 9.0 or greater.  

 
To modify phone profiles at the Business Group level, follow these steps: 
Please note: if you change a phone profile it will change ALL phones of that specific model 
across the entire business group/department. 

1. Click the manage your phone profiles link near the top of the Phones page. 
2. This launches a new window with the Phone Profile Editor (Figure 8). 
3. Click the Edit link underneath the phone you wish to modify. 
4. A picture of the chosen phone will open (Figure 9) 
5. Follow the directions below to edit a phone profile. 

 
To modify an individual phone, follow these steps: 

1. Click on the icon to the right of the phone you wish to modify  
2. Click the Edit link underneath the phone. 
3. A picture of the chosen phone will open (Figure 9) 
4. Follow the directions below to edit a phone profile. 

 
 

 
   Figure 8 - Phone Profile Editor 
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Figure 9 – Phone Profile 

 
To edit a phone profile, including the initial default phone profile, follow these steps: 

1. Place your mouse over the picture of the phone you want to modify (Figure 9). 
2. Softkey groupings that can be modified will be identified with a blue border.  Click on 

the grouping you want to modify. 
3. The application will open the provisioning section for the Programmable Keys chosen 

and the name of that key grouping will appear at the top right of the screen (Figure 10). 
 

 
Figure 10 – Edit a phone profile 

 
4. To assign a feature, click the “Soft Key Action” drop down list located just below the Key 

Header and select the feature you wish to program from that list. (Figure 11) 
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Figure 11 – Key configuration drop down menu 
 

5. Enter a label for this key.  If the phone you are configuring has a display next to the key, 
this label will appear on the phone display for that key. 

6. Please note, certain functions require a value for that key be entered (Figure 12).  
Depending on your phone model and the phone service you have subscribed to, these 
features may not all be available to you.  The functions which require this extra value 
are: 

 Speed Dial - The value is the telephone number or extension to be called. 

 Enhanced Speed Dial - The value is the telephone number to be called. 

 Monitored Extension - The value is the extension number to monitor. 

 Enhanced Monitored Extension - The value is the extension number to monitor. 

 Directed Pickup -The value is the extension number you wish to pick up calls for. 

 Paging Group - Select a paging group from the drop down menu.       
 

 
Figure 12 – Key configuration with function and label 
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7. Once you have completed all required entries, Click Save Changes at the bottom right. 
These changes have now been permanently stored to the profile for this phone set type 
or the individual phone provisioned.  Note that changes will not be applied to the 
phones until they are rebooted (or when they receive updated provisioning from the 
FairPoint server overnight).   

 
To abandon any changes you have made in this session or since you last saved by clicking 
Discard Changes at the bottom of the screen. 
 
To print the screen click Print at the bottom of the screen. 
 
DO NOT Click the Reset all to defaults button. This will remove any customized provisioning that 
has been done on your behalf. 
 
Collapse all will collapse the section you are working in, and by clicking the Clear button in the 
upper right you will collapse the screen back to the main menu of subsections 
 
Block end user subscribers from provisioning their own phone features: 
Administrators may block individual users from provisioning their own phone features. They can 
do so through this interface by following this procedure: 

1. Click on the padlock icon to the right of any key and a pop up screen will appear. 
2. To prevent changes to a setting for all users, excluding Admin, select Admin from the 

“Writable by” drop down field (Figure 13). 
3. To hide a setting for all users, excluding Admin, select Admin from the “Readable by” 

drop down field (Figure 13). 
4. To save your changes, click Save changes.   
5. To abandon any changes you have made in this session, or since you last saved, click 

Discard Changes. 
 

 
Figure 13 – Locking and hiding a setting  
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To log out of the Phone Profile Editor, simply close your browser window. 
 

5) MADNs – Multi Appearance Directory Numbers 

 
The MADN page displays all of the MADNs in the Business Group or department(s) that you have 
permission to administer. To view MADNs in sub-departments, select the sub-department from 
the drop-down list at the top of the page. (Figure 14) 
 

 
Figure 14 – MADN Display 
 

From the MADN display screen you can manage all of the MADNs in your business group or 
department.  You can move MADNs between departments, as well as view and modify MADNs.  
 
To move a MADN between departments, follow these steps: 

1. Select the MADN using the checkbox to the left of the MADN. 
2. Select the department you wish to move the MADN to, using the drop-down list at the 

bottom of the page. 
3. Click Move.  

 
To view the details of a MADN and modify settings, select the group by clicking on the group 

icon to the right of the MADN.  
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From this page (Figure 15) you will see the list of lines, the extension numbers, and the name of 
the employee assigned to each line. 
 

 
Figure 15 – MADN Line Display 

 
To add lines into the MADN, follow these steps: 

1. From the MADN Lines tab, click Add Lines. 
2. In the dialog box, check the box next to each line you want to add to the MADN. 
3. Click Add Selected. 

 
To remove lines from the MADN, follow these steps: 

1. On the MADN Lines tab, select the lines to remove by checking the box next to each 
line. 

2. Click Remove Selected. 
 

To the far right of each line is the individual Lines icon  which you can use to log directly into 
an individual account. This allows an administrator to manage the user’s account. 

 

6) Multi-Line Hunt Groups 
 
The Multi-Line Hunt Groups page displays all of the MLHGs in the Business Group or 
department(s) that you have permission to administer (Figure 16). To view MLHGs in sub-
departments, select the sub-department from the drop-down list at the top of the page. 
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Figure 16 – Admin MLHG display 

 
From the MLHG display screen you can manage all of the MLHGs in your business group or 
department.  You can move MLHGs between departments, as well as view and modify MLHGs.  
 
To move a MLHG between departments, follow these steps: 

1. Select the MLHG using the checkbox to the left of the MLHG. 
2. Select the department you wish to move the MLHG to, using the drop-down list at the 

bottom of the page. 
3. Click Move.  

 
To view the details of a MLHG and modify settings, select the hunt group by clicking on the 

group icon to the right of the MLHG .  
 
From this page (Figure 17) you can see the list of pilot numbers for this MLHG by clicking on the 
MLHG Pilots tab.  By clicking on the MLHG Lines tab, you can view a list of lines included in the 
MLHG, move lines in and out of the MLHG, and change position of lines within a MLHG.  Finally, 
by clicking on the Settings tab, you can change various settings. 
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Figure 17 – MLHG details 

 
In the MLHG Lines tab (Figure 18), you will see the list of lines, the extension numbers, and the 
name of the employee assigned to each line.  A green arrow icon next to the name indicates 
that a member is logged in and ready to take calls. A red arrow icon next to the name indicates 
that a member is not logged into the MLHG.   
 

 
Figure 18 – MLHG Lines tab 

 
To the far right of each line is the individual Lines icon which you can use to log directly into an 
individual account. This allows an administrator to manage the user’s account including logging 
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an account into the MLHG using the Groups tab of the individual account.  See the CommPortal 
User Guide for more information on the Groups tab. 
 
To add multiple lines into the MLHG, follow these steps: 

4. From the MLHG Lines tab, click Add Lines. 
5. In the dialog box, check the box next to each line you want to add to the MLHG. 
6. Click Add Selected. 

 
To remove lines from the MLHG, follow these steps: 

3. On the MLHG Lines tab, select the lines to remove by checking the box next to each line. 
4. Click Remove Selected. 

 
To change position of a line in the MLHG, follow these steps: 

1. On the MLHG Lines tab, click Change Positions. 
2. In the dialog box, use the position arrow keys to move lines up or down in the list 

(Figure 19). 
3. When finished, click Apply. 

 

 
Figure 19 – Change Line Positions in MLHG 

 
To login to an individual account and log them into or out of the MLHG, follow these steps: 

1. From the MLHG Lines tab, click the individual line icon. 
2. A new window will open in your browser. 
3. Click on the Groups tab of the individual account. 
4. Click on the MLHG name in the Group Membership list on the left side of the screen. 
5. To the right of the status message, click Login. 

 
The MLHG Settings tab lets you view and change various settings of the MLHG.  These include 
the Preferences link that allows you to rename the MLHG, and Hunt Settings link that allows 
you to see and change the call distribution algorithm that is currently in use for this MLHG along 
with other detailed MLHG settings (Figure 20).  
 
To rename a MLHG, follow these steps: 
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1. In the Settings tab, click the Preferences link. 
2. Enter the name for the MLHG 
3. Click Apply. 

 

 
Figure 20 – Hunt Settings for MLHG 
 
In Hunt Settings you can choose from one of these call distribution algorithms: 

 Linear 

 Circular 

 Uniform (round robin) 

 Uniform (longest idle) 

 Ring All 
 
To change the call distribution algorithm, follow these steps: 

1. Click on the Hunt Settings link of the MLHG Settings tab (Figure 20). 
2. Select an option from the Call Distribution Algorithm drop down menu. 
3. Click Apply. 

 
If you have ordered queuing for your MLHG, you can control the number of callers you will allow 
in queue before additional callers are sent directly to voicemail.  The maximum size of a queue, 
by default, is 16. Once callers are in queue, they will not be sent to voicemail unless queuing was 
ordered with a timeout option (recommended). 
 
You can choose to have the called number passed as the calling ID of the call rather than 
providing the caller’s number.  This can be useful if some lines are members of more than one 
MLHG.  Based on the called number displayed in caller ID, each call can be answered with a 
greeting appropriate to the number called.  
 
You may also choose how long to ring a MLHG member before a call is forwarded to voicemail.  
A ring interval is about 6 seconds, so 24 seconds provides about 4 rings to callers before 
forwarding to voicemail.   If a member is not available to answer, but is still logged into the 
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group, you have the option of selecting how long to wait before that member will be offered 
another call. 
 
 
 
If the number of one of the MLHG members is called and not answered, the call will be sent to 
the mailbox for that individual line. Please note MLHG Pilot TNs do not have voice mailboxes. 
 
You can be notified of messages left in the pilot number mailbox in several ways. To set up 
notification: 

1. Log into the individual CommPortal account of the pilot number.  
2. Go to the Settings tab. 
3. Configure one or more of these options: 

a. In the Messages sub tab, configure email delivery of the message.  
b. In the Notifications sub tab: 

i. Set up email notification. 
ii. Set up MWI notification to other phone(s) in your business group. 

 
For more information about these notification settings, see the CommPortal User Guide. 
 

7) Call Pickup Groups 
 
The Call Pickup Groups page displays all of the call pickup groups in your department (Figure 21). 
To view call pickup groups in sub-departments, select the sub-department from the drop-down 
list at the top of the page. 
 
You can move CPUGs between departments, add new CPUGs, and delete CPUGs, as well and 
view and modify existing CPUGs.  You can also add lines to or remove lines from CPUGs, and 
change settings.  
 

   
      Figure 21 - Call Pickup Groups display 



 

 Page 19 of 35  

Administrator Guide 
To move call pickup groups between departments: 

1. Select the call pickup group using the check box to the left of the call pickup group 
(Figure 21). 

2. Select the department you wish to move the call pickup group to using the drop-down 
list at the bottom of the page. 

3. Click Move. 
 
To create a new call pickup group, follow these steps: 

1. Click Add Group (Figure 21). 
2. Enter the name of the new call pickup group in the text box (Figure 22). 
3. Click Add. 

 

 
Figure 22: Add Call Pickup Group dialog box 

 
To delete a call pickup group, follow these steps: 

1. Select the call pickup group using the checkbox to the left of the call pickup group. 
2. Click Remove Selected (Figure 21). 

 
To view the details of a call pickup group and to modify its settings, follow these steps: 

1. Select that call pickup group by selecting the group icon to the right of the call pickup 

group  (Figure 21). 
2. This takes you to the call pickup group page where you can view, add and remove lines, 

as well as change the name of the CPUG (Figure 23). 
 

 
Figure 23 – Call Pickup Group Lines tab 
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To add lines to the call pickup group, when you know the number: 

1. Enter the number in the text box on the bottom right.  
2. Click Add. 

 
To add lines to the call pickup group, when you don’t know the number: 

1. Click Add Lines. 
2. Use the check boxes to select one or more lines to add (Figure 24). 
3. Click Add Selected. 

 

 
Figure 24 – Add multiple lines to a CPUG 

 
To remove a line from the call pickup group, follow these steps: 

1. Select the line to remove by using the checkbox to the left of it. 
2. Click Remove Selected. 

 
The Settings tab lets you view and change the name of the call pickup group.  To change the 
name of a CPUG, follow these steps: 

1. Click on the Settings tab. 
2. Enter the new name in the text box. 
3. Click Apply 

 

8) Short Codes 
 
The Short Codes page displays all of the short codes in your department (Figure 25). These are 
dialing codes available for everyone in your business group or department to use.  To view short 
codes in sub-departments, select the sub-department from the drop-down list at the top of the 
page.  To view all of the short codes for all departments, select View All from the department 
drop-down list. 
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     Figure 25 – Short codes display 
 
To move short codes between departments, follow these steps: 

1. Select the short code or short code range using the checkbox to the left of the short 
code or short code range. 

2. Select the department you wish to move the short code or short code range to using the 
drop-down list at the bottom of the page. 

3. Click Move. 
 
To create a new short code, follow these steps: 

1. Click Add. 
2. Enter the number of the short code to add in the dialog box (Figure 26). 
3. Enter the telephone number or internal code the short code should dial. 
4. Click Add. 

 

      
      Figure 26 – Add single short code 
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To create a new short code range, follow these steps: 

1. Click Add Range. 
2. Enter the first and last numbers of the short code range in the dialog box (Figure 27). 
3. Enter the telephone number or extension the first short code in the range will dial, 

entering the number as you would dial it from within your business group.   
4. Click Add. 

 

      
      Figure 27 – Add a range of short codes 
 
To delete short codes and short code ranges, follow these steps: 

1. Select the short code or short code range using the checkbox to the left of the short 
code or short code range. 

2. Click Delete Selected. 
 
To modify an existing short code, follow these steps: 

1. Click on either the short code number or the number the short code dials. 
2. Modify the details in the dialog box. 
3. Click Save. 

 
To modify an existing short code range, follow these steps: 

1. Click on either the short code range numbers or the numbers the short code range dials. 
2. Modify the details in the dialog box. 
3. Click Save. 

 

9) Extensions 
 
The Extensions page displays all of the extensions in your business (Figure 28). Extensions allow 
your users to quickly dial other numbers in the business group.  
 
Extensions are established for your business group when your service is installed.  However, you 
can modify existing extensions or create new extensions for use within your business. 
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     Figure 28 – Extensions display 
 
To create a new extension, follow these steps: 

1. Click Add. 
2. Enter the number of the extension to add in the dialog box (Figure 29). 
3. Enter the telephone number of the line in your business that this extension will reach. 

This 10-digit number must be a line in your business group. 
4. Click Add. 

 

      
      Figure 29 – Add a single extension 
 
To create a new extension range, follow these steps: 

1. Click Add Range. 
2. Enter the first and last extension numbers to add in the dialog box (Figure 30). 
3. Enter the telephone number of first line in your business that this extension range will 

reach. This 10-digit number must be a line in your business group. 
4. Click Add. 
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    Figure 30 – Add a range of extensions 
 
To delete extensions and extension ranges, follow these steps: 

1. Select the extension or extension range using the checkbox to the left of the extension 
or extension range. 

2. Click Remove Selected. 
 
To modify an existing extension, follow these steps: 
Please note: Modifying extensions does not update features and provisioning rules that have 
been programmed in the FairPoint switch and it is recommended that users not attempt these 
modifications on their own. 

1. Click on either the extension number or the phone number of the extension. 
2. Modify the details in the dialog box (Figure 31). 
3. Click Save. 

 

      
            Figure 31 – Modify a single extension 
 
To modify an existing extension range, follow these steps: 

1. Click on either the extension range numbers or the phone numbers the extension range 
dials. 

2. Modify the details in the dialog box. 
3. Click Save. 
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10) Departments 
 
A business group administrator has the ability to create departments within the business group.  
Also, each department administrator has the ability to create sub-departments. 
 
To create a department, follow these steps: 

1. Select the Departments link on the left side of the page.   
2. Click Add Department at the bottom of the page to open the dialog box (Figure 32). 

 

       
Figure 32 – Add a department 
 

3. Enter the following information: 
a. Department Name 
b. Parent Department – If this new department is a top level department, select 

the business group name for this field.  If this new department is a sub 
department, select an existing upper level department for this field. 

c. Operator Number – Enter the number of the line that will act as operator for 
this department. This is an optional field. 

d. If you plan to limit the number of concurrent calls allowed for this department, 
enter the following information: 

i. Incoming & Outgoing – Enter the total number of combined concurrent 
calls that this department will be permitted to have active at any given 
time. 

ii. Incoming – Enter the total number of concurrent incoming calls that this 
department will be permitted to have active at any given time.  

iii. Outgoing – Enter the number of concurrent outgoing calls that this 
department will be permitted to have active at any given time. 

NOTE:  To allow any mix of incoming and outgoing enter the same value in 
all three fields, or set both the Incoming and the Outgoing fields to 
Unlimited. 

4. Click Add. 
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11) Account Codes 
 
The Account Codes page displays all of your business's account code settings (Figure 33) for use 
by lines across your business group.  You can specify which types of calls require account codes, 
specify the length of account codes, and block access after too many bad attempts. You can also 
specify individual line settings. 
 
By default, individual lines cannot see, add, or change account codes that you establish for the 
business group.  If you want lines in your business group to be able to create their own personal 
account codes, or see and/or modify business group account codes, this requirement must be 
specified when ordering lines. To update lines, contact your FairPoint account representative. 
 

       
      Figure 33 – Account Codes display 
 
From the Account Codes page (Figure 33), use the check boxes to specify which type of calls will 
require account codes: 

 International – Whether account codes are required for calling international numbers. 

 Local – Whether account codes are required for local calls. 

 Premium Rate –Whether account codes are required for premium rate (1-900 number) 
calls. 

 Regional – Whether account codes are required for regional calls.  

 National – Whether account codes are required for long distance calls. 

 Mobile (only available in areas which are not part of the North American Numbering 
Plan (NANP)) – Whether account codes are required for mobile calls.  

 Operator – Whether account codes are required for operator calls. 

 Directory – Whether account codes are required for directory (411) calls. 

 Carrier Dialed – Whether account codes are required to make calls when dialing a 
carrier code (such as 1010000). 
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 Local Business Group – Whether account codes are required for local calls to other 
numbers within your business.  Normally calls within your business will be local calls. 
However, if you have multiple sites, calls between numbers may be regional or national 
calls. In this case you need to use the Other Business Group setting. 

 Other Business Group – Whether account codes are required for non-local calls to other 
numbers within your business.  

 
Note: You cannot require an account code for emergency calls, toll-free calls or calls to service 
access codes. 
 
Once you have selected the call types, click Apply to save your changes. 
 
To select to use validated account codes, follow these steps: 

1. Check Yes after User validated account codes. 
2. Click Apply. 

 
To select to use non-validated account codes, follow these steps: 

1. Check No after User validated account codes. 
2. Click Apply. 

 
To specify the length that should be used by your account codes, follow these steps: 

1. Enter the length in the text box after Account code length. 
2. Click Apply. 

 
If you are using validated account codes, a user's phone line will be blocked from making certain 
calls after an incorrect account code is entered too many times in succession. You control the 
maximum number of attempts allowed using the setting you establish on this page.  Until a line 
is unblocked, the user may only make calls that do not require an account code. To unblock a 
line you must contact FairPoint customer support. 
 
To change the number of incorrect entries the user is allowed, follow these steps: 

2. Enter the value in the text box after Max incorrect attempts before account is blocked. 
3. Click Apply. 

 
To add or modify account codes, follow these steps: 

1. Click Edit List to display the dialog box (Figure 34). 
2. To add an account code, follow these steps: 

a. Enter the code in the Account code text box. 
b. Enter the description in the Description text box. 
c. Click Add. 

3. To remove an account code, click the  icon to the right of the account code. 
4. To change the description of an account code, remove it and then re-add it with the 

new description. 
5. Once you have finished making changes, click OK. 
6. To save your changes click Apply. 
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Figure 34 – Add or delete account codes 

 
You can further define if every line in your business will conform to specified settings for 
account codes or if settings can vary among lines.  To specify whether various settings can also 
be selected for each line in your business, perform any or all of the following operations: 

1. To allow which types of calls require account codes to be changed for each line, check 
Call types may be overridden per line. 

2. To allow the length of account codes to be changed for each line, check Account code 
length may be overridden per line. 

3. To allow lines to view the account codes that you have defined for the whole business, 
check Lines may view business group account codes. 

4. Set whether each line should be able to view, or both view and change, or not view their 
own account codes by selecting the relevant setting from the dropdown list at the 
bottom of the Account Code Options section. 

5. Click Apply when done. 
 
To use an account code when placing a call, follow these steps: 

1. Dial a number that requires an account code. 
2. Hear dial tone. 
3. Enter a valid account code and the call is connected. 
4. If an invalid account code is entered, the caller will hear an announcement that they 

have not entered a valid account code and the call will be terminated. 
 

12)  Call Logs 
 
The Call Logs page (Figure 35) enables business group administrators to access call logs for their 
business group. The administrator can export logs for their business group and for any 
departments under their control within their business group. Actions available include:  

 Request a report containing the logs of all calls made (up to a month at a time) to and 
from lines within their group (whole business group or department and sub-
departments). 

 Filter call logs specifying a date range, and/or by department if the business group has 
established departments.   
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Error messages are displayed if any of the filters are set to incorrect values. The interface will 
validate these filters once the Download button is clicked, and will display a dialog box while the 
report downloads. The administrator cannot access the main page or navigate to another page 
during this process, although they can cancel the operation.  
 
 

       
      Figure 35 – Call Logs display 
 
To download call logs, follow these steps: 

1. Select the Call Logs link from the left side of the Admin page. 
2. Enter the start date and optional end date for the report (Figure 35). The end date can 

be no more than a maximum of 30 days from the start date. 
3. Select the department from the drop down list. 
4. Click Download.   
5. When the report completes, choose to open or save the .csv that is generated. 

 
Depending upon your browser, you may see an additional dialog box before you can download 
or save the .csv file that has been generated. If this happens, select the application to use from 
the drop down box or check Save File and then click OK. 
 

13) Miscellaneous Settings 
 
The Misc. Settings page allows you to view and change a number of settings associated with 
your Business Group.  It includes the following tabs: 

 Number Blocks - Displays all of the telephone numbers which we have been assigned to 
your business. 

 External Calls - View settings that are in place for calls that are external to your business, 
including your carrier codes.Error! Reference source not found. 

 Other Settings - View settings for Restricted Subscriber Messaging, the Internal 
Operator Number, and internal extensions. 
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On the Restricted Subscriber Messaging tab, you may: 

 Prevent subscriber-to-subscriber voicemail messaging outside of your business group. 

 Enter an operator number if one is applicable for your entire business group. 

 Cause internal business group extensions to display in CommPortal rather than the full 
phone number, where possible. 

 

14) Music on Hold 
 
To log into the music on hold system, click the Music on Hold link at the bottom of the left hand 
side of the admin interface.  This opens up a new browser window with the music on hold 
administration system (Figure 36). When you first login, you will see that no resources have 
been assigned to your group or lines. 
 

 
Figure 36 – Music on Hold 
 
On the resources tab you will see the Global Media List that specifies any recordings that have 
been made available for your use (Figure 37).  You cannot add or remove recordings from the 
Global Media List.  However, you can upload your own audio files (.wav or .mp3 format).  The 
storage available for custom recordings is 10MB. 
 
Please note that the security tab and telephone interface are not applicable at this time. 
 
The mappings tab (Figure 36) allows you to choose a default selection to be used for all lines in 
your business group or department when callers are placed on hold. It also lets you make 
different selections, to be used for specific lines in your business group or department. 
 
Once selections have been made, this tab will show all of the lines in your business group or 
department and the music on hold resources that each line uses. If the department you are an 
administrator of has one or more sub-departments, you will see links to these at the bottom of 
the screen. 
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To manage resources for a line that is in a sub-department, click on the link for that sub-
department. When you have followed the link to a sub-department, an additional blue link 
appears at the top of the screen, allowing you to move back up to the parent department. 
 
To upload custom recordings, follow these steps: 
NOTE: You, the customer, should only upload content files that you have purchased the 
appropriate licensing rights to.  

1. Select the Music on Hold link from the left side of the Admin page. 
2. On the Music on Hold page, select the Resources tab. 
3. At the bottom of the page under Upload local resource file, click Browse  (Figure 37). 
4. Browse your computer and select a file to upload and click Open in the browser window.   
5. Enter an ID in the box provided.  Any two-digit number can be entered as long as it does 

not conflict with an existing resource ID. 
6. Enter a description in the box provided. 
7. Click Add. 
8. Click on the Click to refresh link that will display in the custom recordings list. 
9. Your new selection will show in a box located below the Global Media list (Figure 37) 

along with other custom recordings you may have uploaded. 
 

  
Figure 37 – Upload custom recordings 
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Each mapping consists of a series of fields which you can set: 

1. An Initial resource, or recording, which is played when the call is put on hold. 
2. Optionally a Follow-up resource, or recording, which may be played depending on the 

Action. 
3. An Action, which can be one of: 

a. Repeat – The initial recording is played continually. 
b. Play Once – The initial recording is played once, and then the follow-up 

recording is played continually. 
c. Repeat – Initial Interrupted – The initial recording should be interrupted at set 

intervals by the follow-up recording.   
d. Repeat – Follow-up Interrupted – The initial recording is played first.  Then the 

follow-up recording plays continually, being interrupted periodically by the first 
recording. 

4. The Start point field indicates whether the recording will start at the beginning (the 
value Start indicates this) or whether it should start at a random point of the recording 
(the value Random indicates this). 

5. The Duration field which is used by the Repeat – Initial Interrupted and Repeat – Follow-
up Interrupted actions to indicate how often the repeated recording should be 
interrupted. 

 
To select a default mapping for your business group, follow these steps: 

1. Click Edit to the right of the Default mapping. 
2. Choose your Initial resource from the drop down menu.  If you have uploaded custom 

recordings, they will appear in this drop down list (Figure 38). 
3. Choose options for Action, Follow-up resource and Start Point. 
4. Click Save. 

 

 
Figure 38 – Select a default mapping 
 
To add a mapping for a particular line, follow these steps: 

1. Set the fields to the left of the Add button. 
2. Click Add. 

 
To modify either the default mapping, or the mapping for a line, follow these steps: 

1. Click Edit to the right of the mapping. 
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2. Modify the fields. 
3. Click Save. 

 
You cannot modify the telephone number that a mapping applies to.  Either add a mapping 
directly to the new phone number or change the mapping on the existing number. 
 
To remove a mapping click Delete to the right of the mapping.  You cannot delete the default 
mapping. 

Frequently Asked Questions 
 
How do I access the administrator’s interface online? 
Go to www.fairpoint.com/hostedpbx. Select the admin link for your location.  Finally, login using 
your 10-digit telephone number and CommPortal password.  For faster access in the future, be 
sure to add this link to the favorites menu of your web browser. 
 
What is my starter password for the web-based CommPortal? 
For both your individual account and your administrator account, your starter password for 
accessing your service online will be provided to you and your users by your Fairpoint Hosted 
Support Consultant at the time of training. For your security, you must change this password at 
your earliest convenience. Your new password must be at least 8 characters long and must 
contain at least one number, one letter and one special character (#, @, $, & or *). 
 
What is my starter PIN for voicemail?  
The starter voicemail PIN will be provided to you and your users by your Fairpoint Hosted 
Support Consultant at the time of training. The first time you log in, the service will walk you 
through changing your PIN, recording your name and recording a greeting. Your new PIN must 
be 4 to 8 digits long and cannot be part of your phone number. It cannot include repeating digits 
or digits in order (e.g. 2345, 98765). 
 
One of my users has forgotten their PIN or Password. How can I have them reset? 
As the Business Group or Department administrator, you can change or reset a forgotten 
voicemail PIN or CommPortal Password. Start by logging into your administrator portal. On the 
Lines screen, click on the individual Lines icon to the left of the phone number you want to 
reset. This takes you into the individual user’s account.  Go to the Settings tab to change the PIN 
or Password. 
 
Why can’t I see one of the lines in my department? 
First confirm that the line is installed and working. Lines will not appear in a list until installed.  If 
you are an administrator of a department within a larger business group, contact the business 
group administrator of that business group to confirm that the line you are looking for is part of 
your department.  If not, they can move the line into your department so you can see and 
manage it. 
 
I am trying to move a line, but it is still in the original department. Why won’t it move? 

http://www.fairpoint.com/hostedpbx
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Be sure to refresh the screen after you have clicked Move to show the new department.  Click 
the gear icon in the upper right to show a drop down box then click Refresh. 
 
 
 
Why is the update to my phone profile not showing on my phone? 
Any updates to phone profiles only take effect after the phone has been rebooted.  This will 
happen automatically overnight.  If you want the changes to take effect immediately, you can 
unplug your phone from your CAT5 connection then plug it back in to force the phone to reboot. 
 
Can lines be members of more than one call pickup group? 
Yes. Individual lines can be members of more than one call pickup group. Remember, all 
members of a call pickup group should be within hearing distance of all other phones in the 
group.  Also, when picking up a call, a user cannot choose which phone to answer.  They will 
always be picking up the phone that rang first. This information should be considered when 
assigning lines to call pickup groups. Call pick up can be accomplished by dialing the feature 
access code (*12) followed by the specific extension number, within your call pick up group, you 
would like to answer.  
 
Why is the short code I’m trying to create not being accepted? 
Be sure that any short code you create is unique and does not conflict with extensions in your 
business group. 
 
Why is a short code I created not working? 
Be sure that you have entered the phone number for the short code as you would dial that 
number from the phones in your business group or department. For example, you may need to 
use 9+ the 7-digit number for a local number and 9+1+10-digit number for an out of state 
number. 
 
Why is the new extension I’m trying to create not being accepted?  
Extensions can only be built for lines in your business group. If you want to use abbreviated 
dialing to an outside line, consider using a short code instead.  Also, check to be sure there are 
no conflicts with short codes you may have created. 
 
Individual users in my business group cannot see account codes I’ve created. Can they still use 
them? 
Yes. Provide the account codes to your users, as needed.  They will be able to use them when 
making calls that require account codes. 
 
Why are my users not able to see the account codes? 
By default, individual lines cannot see, add or change account codes for your business group.  
You cannot update the lines using options in the admin interface to change this default.  If you 
want any of your users to be able to see, add or change account codes, contact your FairPoint 
account representative to have this option added to the lines. 
 
Can I upload music or other recordings to be used when I place my callers on hold? 
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Yes. Please refer to section 14 of this document. 
 
What features are included with FairPoint’s Hosted PBX service? 

 Standard IP phone with each seat purchased 

 Unlimited local calling 

 Station-to-station intercom calling 

 Caller ID, including name and number 

 Voicemail 

 Call forwarding 

 Call transfer 

 Call park / retrieve 

 Speed dialing 

 Return call / busy redial 

 Call manager / find me follow me 

 SimRing (ring up to 5 phone numbers simultaneously, including cell phones) 

 Call hold, including music on hold 

 Web portal for do-it-yourself changes and feature activation and management 

 Attractively priced distance calling plans  

 
What additional features are available with FairPoint’s Hosted PBX service? 
The following features are available to Business Advantage Plus and Premium customers: 

 CommPortal Communicator – Lets you access all the rich functionality of your FairPoint 
Hosted PBX desk phone from your PC. 

 Accession Communicator Mobile – Makes all the rich functionality of your Hosted PBX desk 
phone available to you anywhere, anytime via your smart phone. 

 Incoming Call Manager – Highly customizable call handling service that enables user to 
configure powerful rules to provide very flexible and detailed options. 
 

These additional features are available to all customers: 

 Easy Attendant – Offers powerful capabilities for directing incoming callers to the 
appropriate department or employee. 

 Premium Attendant – Provides fully customizable multi-level menus to direct incoming 
callers to the appropriate department or employee. 

 Announcement Only Mailbox – Offers a mailbox that plays recorded information without 
taking messages. 

 


