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Via Admin Console (Check user does not already exist– select “Users”, then “+Create User” (top right 

hand corner) (Anything in a blue box needs to be updated/changed/validated)

 

Turned off for Digital Service Desk 
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Select from: 

UMHH Agent/Clinician, UMHH Administrator 

or UMHH Supervisor 

Switchboard Manager, Supervisor or Operator 

as appropriate. or Switchboard Supervisor 

Normal Working Hours (Digital Service Desk) 

For a UMMH/DSD user you may only see one licence, 

once added select the  “+” and add an x1 licence.  

Only UMHH/DSD users need both an x8 & x1 licence. 

 

Leave Blank 

If for a temp UMHH user leave as current department, if not use 

either Urgent Mental Health Helpline, or Digital Services 

appropriate (full description no abbreviation) 

Input as appropriate, ie (Digital Service Desk Analyst) or(UMHH Agent/Clinician), or (UMHH 

Agent/Clinician (Temp)) - if for UMHH this should be indicated on the request – see MDS above, if 

not ask. 



UMHH Call Handler/Clinician Configuration as at 22/09/22 

Page 3 of 17 
 

 

Numbers shown are examples - Input +44 and the first 3 digits 

of the relevant exchange without a “0” , ie 122 for Canterbury 

1.  Copy and paste the 6 digit extension 

from the Phone Number 

 

2. If the above generates and error find 

another number as described above 

Recommendation 

Once everything is complete on this page it is 

recommended that you select “Save” at the 

bottom of the page, it may take a few minutes, 

but you should see a green splash screen at the 

top of the page saying settings saved, now just 

move on to the next section  
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v 
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Remember this number, it will need it on 1 more occasion for 8 x 8 Work & VCC 



UMHH Call Handler/Clinician Configuration as at 22/09/22 

Page 6 of 17 
 

 

Forward rules need to be changed as shown below 

When internet connection is down/When user is busy – change to “No one and play busy” 

When user does not answer the call within x seconds – change to 45 seconds and “No one and play busy.” 
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This is the number, remembered from page 6 – enter it 

here with a prefix of “6” 
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For UMHH and Digital 

Services – this should be set 

to on 

Experience has shown that this option 

does not always appear 
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Configuration Manager for Contact Centre (only required for UMHH and Digital Services – select 

“users”, left side of screen, search and find the relevant user) 
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This is the number, 

remembered from page 6 – 

enter it here without a “6” 

prefix. 

Should be the same as number in top left with a 6 in front 
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Sort by Queue name 

To make things easier, sort by queue name and select assigned & enabled as appropriate 

 

(Supervisor Tab – Agent Groups – can be ignored if user is not a supervisor) 

  

As required by 

– should be in 

the request 
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If a supervisor – Supervisor Tab – ONLY IF USER IS A SUPERVISOR 

 

 

If supervisor – Agent Groups Tab - ONLY IF USER IS A SUPERVISOR 
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CRM & Tab Permissions – for All 

 

Interactions Tab  - for All 

 

Finally, select “ Status Codes” and click on the Pencil (Edit) ICON for the relevant team)  

 

v 
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Here we have selected SPOA and gone to the section “Assignments” 

Then select “(Activate All)” 

 

Select “Save”. 
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Finally, check/review the “Status Codes” and ensure that the user is selected, don’t forget to select “Save” 

 

 

 


