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Introduction

This user guide will help you to navigate and use your VVX410 or VVX411 phone. It will give you
an overview of your phone, and walk you through tasks so you can successfully use your phone to

perform basic and advanced phone functions.

(Y Polycom

2:08 PM

L Bedi

Wew Call  Messages  Dire:

-

oND Settings  Applications  Calendar
-

HDvaice
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{5 Gamma

How to set up the Polycom VVX410 and
VV X411

The phone will arrive pre-configured and simply needs to be connected to the internet and powered
up. Your Administrator or installer should know how to do this for you. There are some
network/router level settings that must be applied, or the Horizon service will not work - for further
details on these please refer to the Horizon user guide.

Phone Keys and Hardware

The figure below shows the main phone keys and features.

Security slot (on back Message Waifi
) = ge Waiting
" Qrove Indicator
Hookswitch ‘
Reversible fab = Screen <« line keys
(for wallmount —
installation) o=
™ Home key
Speaker——— | OO O O e Soft keys
B O )| «——— Navigation keys/
Dialpod - O & G Select key
TmnSfer > @ @ @ e Heﬂdse' key
Messages 4 \ >@) @ @ | | «——— Speakerphone key
Hold \\ > @ @ @ | |« Mute key
é — G:Eﬂ < Volume keys
t Microphone
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Using your phone

Home view

Home view displays your phone line and messages settings, and information. At the bottom of
Home view is a Page Indicator that shows how many pages of icons Home view displays

-

New Call Messages Directories Forward

T v

Settings Applications

' Page Indicator

To change the highlighted icon, press the up, down, right, or left arrow key. Press Select to access
the desired menu.

Home view displays the following icons:

- New Call—Select New Call to display the Dialler so you can place a call.

- Messages—Select Messages to access your voicemail.

- Directories—Select Directories to access your Contact Directory, Favourites, and Recent
Calls list. You can access your company directory from here

- Forward—Select Forward to set up forwarding options for incoming calls.

- DND—Select DND to toggle DND (Do Not Disturb) on or off. When DND is enabled, your
phone won’t ring and incoming calls will go to voice mail.

- Settings—Select Settings to access phone features and settings to customize your
phone.

Lines View

Lines view (shown next) is your phone’s default display. Lines view displays your phone line(s),
your favourites, and soft keys in the soft key area.
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121 PM T fa

Phone Line
2333 Helen Cooper & -
i 2340 Milton Stone
2342 ) Forest S -Favorites
, Teresa Swift Lloyd Russell S
. Michael Smith Al Dion
L. William Sharp Francois Clement | !
New Call Forward DND } Soft Keys

If your phone is idle, you can press a line key to access the Dialler.

If your phone has calls, the phone line indicates the number of calls you have, and if they’re active
or held. If the phone line has an active call, the call colour is dark green, as shown next. If the phone
line has one or more held calls, the call colour is dark blue, as shown next. The number of total
calls is shown above the calls. To select a call, use the up and down arrow keys

2:25 PM

Held ¥, 2333 Helen Cooper
Active Yo 2340 Marie jones
ey 2342 J Forest

®  Teresa Swift Al Dion

® Lisa Wong Francois Clement

*. william Sharp Z Wong
Hold End Call Transfer More

Calls View

You can access Calls view (shown next) if your phone has multiple calls in progress, or you have
one held call. Use the up and down arrow keys to see all your calls. If your phone has multiple lines,
calls display under the associated line. Call colour indicates status:

¢ Dark green — Active call

No. of Calls
Active

Held

¢ Bright blue — Incoming call o (172 calle
From:George Chen 0207
+ Dark blue —Held call .
Hold:Lisa Wong 1:38
Use the up and down arrow keys to highlight a call. The | S———— e g
soft keys apply to the highlighted call. % LisaWong Sl o
*. William Sharp ZWong *
Hold End Call Transfer More
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Understanding Phone Icons and Status
Indicators

The following icons and indicators indicate phone, call, or buddy/contact status, or to indicate that
a feature is enabled.

Description

Description

Registered line

Phone waming

Unregistered line

Login credentials invalid

Placing a call

Shared line

Active call using Polycom HD
Voice

Shared line with a held call

Held call

Call forwarding is enabled

S

Incoming call

You have messages

Active conference

Presence status (Available)

0 |@enpEEm=:

Flaced call Presence status (Busy or In a Call)
Received call Presence status (Away)

Missed call Presence status (Do Mot Disturb)
Favorite Presence status (Offline)

Do Mot Disturb enabled

Presence status (Mo information)

Presence status (Mo information)
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Understanding the Phone Icons and Status Indicators
when using the VV X411 with Horizon Call Centre

The below presence indicator and ACD codes will be visible when using the VVX411 with Horizon

Call Centre:

Settings Help Full Screen  Sign Out

ACD status: [TYREEE @ Halle Berry

&  Avaisble
& Unavailable

f; Wrap-Up

The options are:

e Green: Available

e Yellow: Not ready codes (when created under the Agent Unavailable Codes in the Admin tab

of the Horizon GUI)
e Red: Unavailable

e Grey: Not logged in
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Navigating Your Phone Interface

The following table shows you how to navigate your phone’s screens, as well as select and highlight

options.

If you want to...

Do this...

Return to Home view from any
screen

Press @

Return to the previous screen

Press Back, as shown next. Or press the left arrow key.

1 Preferences

2 Backlight Intensity...

3 Backlight Timeout...

4 Ring Type..

5 | nein Credentials

Select

Switch phone views

Press @ to display a different view (from Home view to Lines
view to Calls view, if there is an active call).

Place a call

Press Dial or use the right arrow key from a call list.

Highlight calls in Calls view

Use the up and down arrow keys to select a call. The soft keys,
like Hold or Resume, apply to the highlighted call.

Select a menu item or option

Close an option box without
selecting anything

Use the up and down arrow keys to highlight the menu item or
option, and press Select.

If the menu is numbered, press the dialpad key to enter the
corresponding menu. For example, press 4 to enter the Backlight
Timeout menu as shown above.

Use * to page up and # to page down in the menus.

Press the left arrow key.

Select a soft key, menu item,
or option

Use the up and down arrow keys to highlight the menu item or
option. Press the appropriate soft key.

If an item in a list has a number next to it, you can press the
corresponding number on the dialpad to select the item.
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Answering Calls

All incoming calls display in an Incoming Call window, as shown next.

'

From:Lisa Wong
2326

Answer Reject Forward More

¢+ To answer calls, do one of the following:
¢+ To use the handset, pick up the handset
+ To use speakerphone press@ or press answer
¢+ To use your headset press @'
If you're already in handset, speakerphone, or headset mode, press Answer, and the phone will

automatically use the mode you’re in.

If you don’t answer the call within 10 seconds, the Incoming Call window disappears, and Calls view
displays, as shown next

1:42 PM Friday, February 22
1& Line:2333 (1call) o

8 F'°I'“:“” Wong /' [l To answer the call, pick up the handset or from
= Calls view, press Answer to use the

oy 2342  Petbiren speakerphone.

2 Teresa Swift Al Dion

L Lisa Wong Francois Clement

*. William Sharp Z Wong

Answer Reject Forward More
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Answering Another Call

If you have a call and an incoming call arrives on the same line, a call waiting tone beeps, and the
Incoming Call window displays. To answer the call, press Answer. The call you were in is held.

If you don’t answer the call within 10 seconds, the Incoming Call window disappears, and Calls view
displays.

Answering Calls Automatically

You may find it convenient if your phone to auto-answer calls, so you don’t have to press a key to
answer a call. If you enable this feature, your phone will automatically answer incoming calls using
the speakerphone. Your system administrator sets how many times your phone will ring before the
call is auto-answered.

If Auto Answer is enabled and a call arrives while you're already in a call, the incoming call will be
automatically answered if you end or hold the current call.

Note: Auto-Answered Calls and Microphone Mute

‘ Your phone mutes the microphone for all auto-answered calls, so that the party calling you

can't hear you. To unmute the microphone so the other party can hear you, press
enable or disable microphone mute for auto-answered calls, see step 2, below.

To enable your phone to automatically answer calls:
1. Select Settings from Home view, and select Basic > Preferences > Auto Answer.
2. From the Auto Answer screen, do the following:

- To enable your phone to automatically answer SIP calls, select Auto Answer SIP Calls,
and select Yes. The default setting is No.
- To mute the microphone for all auto-answered calls so the incoming caller can’t hear you,
select Microphone Mute, and select Yes. The default setting is Yes.
3. Press Save

Horizon | Polycom VVX410 and VVX411 Full User Guide e @ e
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Managing Multiple Calls

You can easily manage multiple calls from Lines and Calls view. Calls view displays all the calls for
each phone line, as shown next. All the calls for a phone line display under the associated phone
line. Scroll up or down to see all your lines and calls. To switch to Lines view, press More, and then

Lines or press

2:06 PM

Held &, Line:2340
1,, From:George Chen

Active
Line:2333 1 call

Hold:Lisa Wong 0:50
®  micnael smitn Al VIon

*. William Sharp Francois Clement
Hold End Call Transfer More

Lines view shows you each line on your phone, and how many calls each line has, as shown next.
In the example below, line 2340 has one active call, and line 2333 has one held call.

2:25 PM

1 Helen Cooper

He|d o 2333

Active To 2340 Marie Jones
ey 2342 ) Forest
® Teresa Swift Al Dion

» Lisa Wong Francois Clement

*. William Sharp Z Wong
Hold End Call Transfer More

If you press a line key that doesn’t have an active call, the most recent call on that line will become
active. The current call will be held. To manage a call, use the up and down keys to highlight it.
Then, press one of the soft keys to hold, resume, end, or transfer the highlighted call, or set up a

conference with the highlighted call.

Horizon | Polycom VVX410 and VVX411 Full User Guide
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Placing Calls

You can place a call using the handset, speakerphone, or headset. You can dial the number first,
and then choose the method — by picking up the handset, pressing @ or pressing @ — or
choose the method first, and then dial the number. You can place calls in these ways:

¢ Manually, from the Dialer
+ Automatically, by tapping a favorite in Home or Lines view

+ Automatically, from your Favorites list, Recent Calls list, or Contact Directory

Calling from the Dialler

The Dialler displays a list of previously-placed calls. Select one of the entries to automatically enter
it. Or, start entering a number. As you enter numbers, the Dialler displays a list of similar numbers,
as shown next. Use the up and down arrow keys to select a match and automatically enter it.

Cancel

To display the Dialler, do one of the following:

* From Home view, select New Call.

+ From Lines or Calls view, press New Call. (The New Call soft key won'’t display if you
have an active call.)

+ |f your phone is idle, start entering a phone number.

+ Pick up the handset, or press '@or @This method only works if you don’t have an
active call.

+ InLines view, press a line key that doesn’t have any calls.

When you access the Dialler, an active call is held.

Horizon | Polycom VVX410 and VVX411 Full User Guide e @ e
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+ To call from the Dialler:

+ Enter the number, and then pick up the handset, press a line key, press@, or press @'

Or
+ If you're already in handset, speakerphone, or headset mode, enter the number, and
press Dial.
Q e 0 @ Horizon | Polycom VVX410 and VX411 Full User Guide
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Placing Calls from Favourites, Recent
Calls, and Directories

In addition to the Dialler, you can place calls from the Recent Calls list, Favourites list, or your
Directory. Or, you can quickly call a favourite from Home or Lines view.

To call from the Recent Calls list:

1. Access your Recent Calls list by doing one of the following:

+ From Home view, select Directories, and select Recent Calls.

+ From Lines view, press the right arrow key for the Placed Calls list, the down arrow
key for the Missed Calls list, or the left arrow key for the Received Calls list.

2. From the Recent Calls list, use the up and down arrow key to select the person you want to call
and press Dial.

To call from your Favourites list:

1. From Home view, select Directories, and select Favourites.
You can also press the up arrow key to access the Favourite list.

2. From your Favourites list, use the up and down arrow key to select the favourite you want to call,
and press Dial.

To call from your Directory:

1. From Home view, select Directories, and select Contact Directory.
2. From your Directory, use the up and down arrow key to select the contact you want to call.
3. Place the call by doing one of the following:

¢ From the contact’s information screen — press Info, use the up and down arrow key
to select the contact, and press Dial.

¢ Use the up and down arrow key to select the contact, and press Dial

Horizon | Polycom VVX410 and VVX411 Full User Guide e @ e
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Redialling Numbers

To dial the last number you called, press the right arrow key for the Placed Calls list. The first
number in the list is the last call you placed.

_ Call Lists (Placed Calls)
¢ To redial a number: Lisa Wong
. 2326
+ From the Placed Calls list (shown next), Catherine Woods 14

press Dial.

Marie Jones

Use the up and down arrow key to select the other
previously placed calls. Marie Jones

Catherine Woods 14

Dial Sort Type

Ending Calls

To quickly end an active call, replace the handset. Or from Lines or Calls view, press End Call. If
you’re in Calls view, be sure to highlight the call first.

MNote: How Do | End a Held Call?

‘ A call must be active to end it. To end a held call: From Calls view, select the held call to
highlight it, press Resume, and then press End Call.

O e @ @ Horizon | Polycom VVX410 and VX411 Full User Guide
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Setting up and handling three way calls

You can set up a three way call with two other parties.

Just as with other calls, you can hold and resume these calls. In addition, you’ll have the option to
split a three way call, end the call and place the people you were talking with on hold.

Setting up a three way call

There are two ways to set up a three way call: the conventional way —by calling two people and
using the Confrnc soft key — or joining two existing calls using the Join soft key.

To set up athree way call:

1. Call the first person

3:57 PM
2. From Lines or Calls view, press More and then Confrnc. The

active call is held.

§
o

Activé:Conference 0:23

3. Using the Dialler, call the second person & 2342 J Forest
L Teresa Swift Al Dion X
4. When the second person answers, press More and then ® Lisa Wong Francois Clement
Confrnc to join everyone in a conference. The Active: * William Sharp Z Wong
Conference screen displays, as shown next Hold  End Call  Split Lines

Holding and resuming three way calls

When you place a three way call on hold, you place the other two people in the call on hold. No one
in a held three way call can hear each other.

To place a three way call on hold:
Hold:Conference

+ From Lines or Calls view, press Hold. If you'’re in — Trorest
Calls view, be sure to highlight the conference first.  Teresa Swift Al Dion
The other two people in the call are held. The Lisa Wong Francols Clement
following example shows a held three way call in William Sharp Z Wong
Calls view. Resume New Call Split Lines

To resume a held call:

¢+ From Lines or Calls view, press Resume

Horizon | Polycom VVX410 and VVX411 Full User Guide e @ e
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Ending three way calls

To end a three way call, and your connection to the other people, press End Call. By default, when
you press End Call, the other two people remain connected.

To end a conference call:

¢+ From Lines or Calls view, press End Call.

Changing the Way Callls are Answered

Change the way calls are answered by doing the following:

+ Forwarding all calls to another person.
+ Rejecting calls from a contact.
+ Diverting calls from a contact to another person.

¢ Temporarily refusing all calls by enabling Do Not Disturb.

Forwarding all calls to another person

1. From Home view, select Forward. (You can also select Settings from Home view, and select
Features > Forward, or if your phone is idle, press Forward from Lines view.)

2. From the Forwarding Type Select screen, select the forwarding type you want:

¢+ Always—To forward all incoming calls.
+ No Answer— To forward all unanswered incoming calls.
¢+ Busy— To forward calls that arrive when you’re already in a call.

3. Enter the forwarding number, and select Enable. If you selected the No Answer option, you can
enter the number of rings before your phone forwards the call. A value of 2 is recommended.

The forwarding number you chose displays in the status bar, as shown next. In this example, the

If a phone line is idle, Lines view displays the forwarding icon,nu. next to the phone line, as shown
next.

Q e e @ Horizon | Polycom VVX410 and VX411 Full User Guide
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3:48 PM |

D EEE Helen Cooper
Forwarding s 2340 Marie jones
enabled & 2342 | Forest

2 Teresa Swift Al Dion

» Lisa Wong Francois Clement f

*. William Sharp Z Wong

New Call Forward More

To disable call forwarding:
1. From Home view, select Forward.

2. From the Forwarding Type Select screen, select the forwarding type to disable, and select
Disable.

Rejecting calls from a contact

You can send incoming calls from a particular contact to your voicemail system.
To send incoming calls from a contact to your voicemail system:
1. Select Directories from Home view, and select Contact Directory.

2. From your directory, use the up and down arrow keys to select the contact whose calls you want
to reject, and press Info.

3. From the contact’s information screen, press Edit.

4. From the Edit Contact screen, use the up and down arrow keys to select Auto Reject, select
Enabled, and then press Save.

Diverting Calls from a Contact to Another Person

The Divert option enables you to transfer all incoming calls from a particular contact to another
person.

To divert incoming calls from a contact to another person:
1. Select Directories from Home view, and select Contact Directory.

2. From your directory, use the up and down arrow keys to select the contact whose calls you want
to send to another person.

Horizon | Polycom VVX410 and VVX411 Full User Guide e @ e
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3. From the contact’s information screen, press Edit.

4. From the Edit Contact screen, do the following: o Use the up and down arrow keys to select
Divert Contact, and enter the number of the person you want the call to go to.

+ Select Auto Divert, and select Enabled.

* Press Save.

Transferring a Call

1. To transfer a call, press the transfer key (two phones with a right facing arrow in between them)
whilst a call is in session.

2. Then dial a number, press a speed dial, or BLF for the user you wish to transfer to (This creates
a separate call session).

3. When the user has picked up and is ready to receive the call, you can press the transfer key
again to complete the transfer.

Please note: A blind transfer is the same, apart from you will have to press the soft key
“Blind” before you dial the number, once dialled this will automatically send the call to the
transferred number.

Using Do Not Disturb

Enabling Do Not Disturb (DND) stops your phone from ringing and sends all incoming calls directly
to voicemail. All calls you receive while DND is enabled are logged to your Recent Calls list.

When you enable Do Not Disturb, the following happens:
+ The Do Not Disturb icon displays in the status bar, as shown next.

+ If your phone is idle, the Do Not Disturb icon, . displays next to your phone line in
Lines view, as shown next. If you have new messages or forwarding enabled, the
messages or forwarding icon will display instead.

O e o @ Horizon | Polycom VVX410 and VX411 Full User Guide
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12114 PM
¥ 2333 Helen Cooper

2340 Marie Jones

ey 2342 ) Forest

2 Teresa Swift Al Dion
® Lisa Wong Francois Clement

. William Sharp Z Wong

New Call Forward More

The DND icon in Home view, , Cchanges to as shown next.

L

& - Ar‘—_"‘ l“‘_..>m/
New Call Messages Directories Forward New Call Messages Directories Forward

TP Y R IO YH

Settings Applications Calendar DND Settings Applications Calendar

To toggle Do Not Disturb on and off: « From Home view, select DND. Or, if your phone is idle, press
DND.

Listening to Voicemalill

Your phone may indicate new voicemail messages by the following:

+ A message in the status bar, as shown next. The message indicates the number of
new messages you have. The count is a total of all messages on all lines on the

*
+ A flashing Message Waiting Indicator, located at the top-right of your phone.

¢ An audible alert (if your phone is on-hook).
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To listen to voicemail messages:

5. Press and select Message Center. Or, from Home view, select Messages, and select
Message Center.

6. From the Messages screen, press Connect and follow the prompts.

Viewing Recent Calls

Your phone maintains a Recent Calls list—a list of missed, received, and placed. Each list can hold
up to 100 entries.

From the Recent Calls list (shown next), you can:

+ Sort, order, and filter calls (press Type). By default, the list displays all call types
(missed, placed, and received), with the most recent call displaying first, as shown

next. Call Lists

+ Remove certain calls from the list. ;;{;w""l
i

+ Select a call record to view call details Lisa Wong

and manage the call.
George Chen

¢ Use the up and down arrow keys to 2346
highlight an entry and press Dial to George Chen

automatically call the person. i,

Marie Jones

Dial Sort Type Clear

Icons display next to a call to indicate the call type:

Placed calls display . u
Received calls display . n

Missed calls display . u

To view your Recent Calls list:

+ From Home view, select Directories from Home view, and select Recent Calls.

To manage a call record:

O e @ @ Horizon | Polycom VVX410 and VX411 Full User Guide
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1. From your Recent Calls list, use the up and down arrow keys to highlight an entry, and press the
right arrow key.

2. From the call details screen, shown next, you can: Lisa Wong

+ Press Dial or the right arrow key to call
the person.

* Press Delete to delete the call from the
list.

+ Press Edit/Dial to edit the phone
number before you dial the person.

Delete

To customize the list:
1. From Home view, select Directories from Home view, and select Recent Calls.

2. Press Type to filter calls for specific lines or types of calls. When you filter calls, you can choose
to display only missed, received, or placed calls. Or, you can choose to display all call types (the
default).

3. Press Sort to sort the calls. When you sort calls by the time of the call, you can to order calls in
ascending (oldest call first) or descending (most recent call first) order.

When you sort calls by call name, you can order calls in ascending (alphabetical) or descending
(reverse-alphabetical) order.

Note: About Filtered Call Lists
You can't save your filtered call list results. If you filter your Recent Calls list so that only a
certain call type—for example, only missed calls—display, the next time you display the
list, all call types (the default filter) will display.
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Controlling What is Heard

You can change what you hear by doing the following:

- Updating the incoming call ringtone.

- Updating a contact’s ringtone.

- Changing the speaker volume.

- Changing the ringer volume.

- Muting the microphone.

- Changing where you hear sound effects.

Updating the Incoming Call Ringtone

A simple way to personalize your phone is to change your phone’s ringtone. You can even pick
unique ringtones for the different lines on your phone.

To select an incoming call ringtone for your phone or aline:
1. Select Settings from Home view, and select Basic > Ring Type.

2. If multiple lines are configured on your phone, select the line you want to apply a new ringtone
to.

3. From the Ring Type screen, use the up and down arrow keys to select the ringtone you want. To
hear the ringtone before you change it, press Play. The default ringtone is Low Trill.

Updating a Contact’s Ringtone

You might find it helpful to select unique ring tones for the various contacts in your Contact Directory.
In this way, you can quickly identify callers as your phone rings.

To select aringtone for a contact:

1. From the Contact Directory, use the up and down arrow keys to select the contact you want to
update, and press Info.

2. From the contact’s information screen, press Edit.
3. From the Edit Contact screen, use the up and down arrow keys to select Ring Type.

4. Select the ringtone you want, and then press Save.
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Changing the Speaker Volume

To change the volume of what you hear during a call, press one of the Volume keys, SR , to
lower or raise the speaker volume.

Changing the Ringer Volume

To change the volume of the incoming call ringtone, press one of the Volume keys, (L I» , while
your phone is idle or ringing.

Muting the Microphone

Mute the microphone so other parties can’t hear you. Microphone Mute applies to all modes
(handset, headset, and speakerphone). You can still hear all other parties when you mute the
microphone.

To mute the microphone:
* During a call (including a conference call), press @

The Mute key glows red. The other parties can’t hear you. To disable Mute, press @ again.

Choosing Where You Hear Sound Effects

You can choose whether you hear sound effects — all phone sounds except call audio — from the
handset, headset, or speaker. For example, you can configure your phone to ring on your headset,
instead of the speaker. By default, you hear all sound effects from the speaker.

To choose where you hear sound effects:
1. Select Settings from Home view, and select Basic > Preferences > Audible Ringer.
2. From the Audible Ringer screen, select where you want to hear sound effects:

- To hear sound effects only from the phone’s loudspeaker, select Speaker.
- To hear sound effects only from the handset, select Handset.
- To hear sound effects only from the headset, select Headset.
- To hear sound effects only from the device you're currently using to hear call audio, select
Active.
The default destination is Speaker.
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USB Port - VVX 411 only

The VVX 411 has a single USB port (2.0 compliant)
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Feedback

Name Roy Farrow

Role Product Manager Advanced Services
@ roy.farrov@gamma.co.uk

& 07467 915 825

v 0333 240 3478
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