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RE/MAX Texas Heritage, in Bryan/College Station, recently upgraded theita#ffiigone system with our help.

Background

Their old system washardware based digital telephony system that ran off old analogue telephone lines. This meant
that they had to use special phones only designed to work with that system, which alwaysatsdathe basic price

of a handset.

As they were using analogue telephone lines (you knohe type you get from Verizon, AT&T etc. that date back to
Alexander Graham Bell) the cqstr linewas very high and as the company grew so did the number sidritines they
needed, which in turn made the cost stocket.

Another problem with the old system was that it was limitieglits storage and configuration. It caubnly record a
small amount o¥oicemail; have so many extensions; and could route ty oeitain destinations automatically.

John Byers anBrady Brittain the two new owners of RE/MAX Texas Heritage, came to us and asked us to solve their
probl ems with t h/éididnopuadiole resthctec irewnas we .
could do with the new systemow and in the futur¢ s ai d Br ady.

John also had the vision bévingtheir Agents be able to work from home but still
have access to t helwanetsloewblecteeadow bunaghtsh e
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the office he sai d.

Our Solution

Given those requirements and thiirectivet o al so “cut cost ut dc

that. Firstly we decided that nothing about the old systess going to work and so
would have to be totally replaced.

We then looked at the various systems and components we offer and put toget 3
the best solution. This new solution included a Windows bdB&BX system, Cisci Picture1: John Byers

IP handsets for the office basadg e nt s, “softphones” f o, Vit uan ayents
Over IP (VOIP) based telephone lines.
The main concern for both the owners wiheindeétokeepoput i n
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system goes live and we stop the old system

Porting Numbers

Keeping the old numbers is easit is called Local Number Portability (LNP) and allows you to take your number(s) from
one carrier to aother. As LNP can take the most time (usually a minimum of 14 days) we set the ball rolling for this
immediately, so they could use the new system as soon as it was installed. LNP is a simple process and requires just
or two pieces of information tprove you are the owner of the current number (usually the front page of the phone bill

is sufficient). We sent John the information we needed and it took him about 15 minutes to get it all back to us. Within
24 hours we had confirmation back for the LddBer with a changeover date.
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VOIP

At the same time we also signed them up to the VOIP lines. VOIP is similar to a normal phone line except it sends the
phone call securely via the internet instead of over a traditional telephone line. When an outdatecais the main

RE/MAX Texas Heritage number the call goes to the VOIP carrier which then sends it down a secure internet connecti
to the PBX in RE/MAX Texas Heritage where it is answered as a normal telephone call. The calledgetsorare

not aware of the VOIP part of the call.
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Most of our c us tleanieting is coemaeed tk theholl W

ond when we switch them over to V _
. . . . . 5 broa dVOX &l Authorized
VOIP brings two major cost savings to bustessn terms of call costs. Whe

we switch customers to VOIP we can usually reduce their monthly call co
by 80% or more.

Agent

Figurel: Broadvox VOIP Provider

How is this possible?

Well firstly the calls are coming over the interrsatd not over dedicated phone wires to your office asth traditional
analogue systemsAnd calls are just like other data (watching TV, Movies etc. over the internet is very-glisafook

at movie rentals and music downloads at iTunes). No longer do the carriers have a monopmayelmarge what they
like. This is why you see companies such as Vonage offer cheap caHit@siOIP too (though we do not recommend
you use them for your business linethe quality is not there and neither is the flexibility that we will talk about
shortly).

Secondlyyou no longer have to have 1 line per phone number so you can reduce the number of lines. This may sound
confusing so we will try to explain briefly.

Analogue System: 1 Number = 1 Wire = 1 Phone Line

The analogue systems of old, send the calls down&fiam the exchange to your offieel number = 1 wire = 1 phone

line. So the more numbers and lines you wtrgn you had to buy a new line at the same rate. If you wanted 10 lines

you had 10 wires coming in and paid &ach ofthem. And if one person died the first number that number became
busy (unless you paid extra for a “rollover se+dovice”)
worse, just give up.

VOIP: Concurrent Calls + Multiple Phone Numbers = 1 Connection

With VOIP yo d o n 'multipte avieeshs you just have your internet connection and use a part of it to receive the
calls (just as you use some ofttseme times to download movies, other times to browse the web, other times to send
emails). Justhte one connectin and data flows down it.f you want 10 lines you still need one connection.

So how are yoeghargeal for VOIP? By the number of CONCURRENT calls. A call uses bafuhiadter secondynd so

the more calls you have anyone time the more bandwidth of the VOIP provider you use. So you tell them how many
concurrent calls you want to have at any one time and this is how you are ch&gsis. start from $12 per month per
concurrent call

With VOIP your phone numbers aretmelated to the number of concurrent calls you want to make or receive. So had
they not wanted t o Yrwal Ageith thelyn 'wo uvids iharw eofond y“ neede
concurrent calls. The main office number and the fax numbé&e numbers and number of concurrent calls are not
related. If an outside caller calls the main number they are directed down the carriers secure internet connection to the
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PBX where it is forwarded according to rules in the PBX. While this call is g@ngtber outside caller can call the

same main number and it will also be forwarded to the PBX and the by the rules in the PBX. And so on, until all 8 (in th
case) concurrent calls are in use. THec®ncurrent caller would get a busy tone. This sysiemuch better as no extra
“roll over services are needed to be purchased and cza

RE/MAX Texas Heritage VOIP Configuration

In RE/MAX Texas Heritage, we analyzed their phone records and discussed their needs and grdedideddhat 8
concurrent calls would be sufficient. That means they could make and receive 8 outside calls simultaneously and so tf
drastically reduced the number of lines they had before.

In addifon to this, the chosen VOIP provider for this solution offers two types of packagtsal one where your local

calls are free but you pay for long distance (averages 2c per minute) and an unlimited package where all long distance
(excluding internatinal calls) are included. The unlimitpdckages start $29 per

month per concurrent call. International call rates for both packages are the same
and start from 2.3c per minute depending on destination.

After further talks and analysis, John and Bradgidied to go with our
recommendation of 3 unlimited concurrent calls and 5 local only concurrent calls.
We then configured th&BX to be able to know when to send a call via the local
‘lines &nd when to send the call via the unlimitdohes by looking &the dialed
number.

They also voiced a concern about maximizing the use of the lines using the dialed
numb er We didinet want‘agents not being able to make a local call when

Fff GKS f20Ff WEiAYSAaQ ¢6SNB (A 8RcedzLd 6 dz
versd sai d Brady.

Picture2: Brady Brittain We were able to achieve this easily in the PBX configuration. We told the PBX to
use the Il ocal *lines’ for | ocal numbe]
the unlimited ‘“lines’. Andsthe same for the | ong di st

RE/MAX Texas Heritage now has approximately 30 incoming phone numbers (see the section teevamdsof this
document about Ultimate Virtual Agent). Under their old system this would cost them approximately $1,500 pler mon
but under VOIP this is costing them around $200 per month! A significangsavi

PBX

It does take a good PBX to be able to handle all the different situations and so we chose a Windows bas£elPBX

This is a low cost, easy to install;-sgtand configure system that can also be monitored by our PC desktop support
packagesThePBX starts at $450 and is priced depending on the number of concurrent calls through the PBX at any on
time.

The 3CX system allows unlimited extensimgardless of the license purchasedn connect to multiple carriers (both
analogue and VOIP) and atsoa wide variety of IP telephone handsets or any normal handset with the use of an
inexpensive analogue adapter.
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This PBX does not require that you call the manufacturer or vendor to make changes or add extensions. After 2 hours
training with us, Johand Brady are able to do the majority thieir configurationsthough we are always on hand
should they need help or a quick prompt.

The system allows RE/MAX Texas Heritage to create their own rules for different phone numbers at different times of
the day and even from different area codes or phone numbers.

The 3CX PBX allows the creation of an unlimited number of Digital AssiSteese can automatically answer the
telephone for you and based on the usé@mput can then route the caller to the next stagevhether that is another
Digital Assistant; a Ring Group; Call Queue; Voicemail or an exteresigh number can be programmed differently
and based on times of day.

Ring Groups and Call Queues may aésorkated and a number of extensions can be added
the group or queue. This allows multiple extensions to ring, either at the same time (Ring
or in a “hunt” (one after the other) un
have a team angering one numbere.g. Customer Support.

Figure2: 3CX PBX

Theinfinite combination ofigital Assistants, Queues and Groups allows RE/MAX Texas
Heritageto configure their system exactly as theym@ach call handled.

Voicemail

One of the huge advantages of the Winddwae s ed PBX i s voicemail. Most PBX' s
by storage space. Not so with3CX. Just add another disc, or upgrade the current disc in the PC and you instantly have
more space.

As it is Windows based and the call is cominggind* dat a” t hen all voicemail i S roe€
not only available on the phone but can also be emailed as an attachment to the email address of the extension. This
means the person can be notified of a voicemail AND listen toaibyatime 24/7 so will never miss an important call

again.

Prompts and Music-On-Hold

Again, as it is Windows based, all the prompts for the digital assistants, queues anebmhsld are sound files. And

new ones can easily be recorded on your computer and uploaded at a click of a button. This allows RE/MAX Texas
Heritage to get both crative and helpful. When a caller calls the main number and is waiting for an agent or in a queue
if the agent iousy then RE/MAX Texas Heritage has MOsitiold to promote their latest listings to the listeners.

For other numbers, useful informationisy en t o call ers. John and Brady are
Recordings” which wil.l all ow callers to dial a numbert
voicemail at the end iSomdagh®lyf Samhay nordael v inhfioad malt)slon. i 2
information about a property , s ay sowB gi\e thym the“option to do eithér.

RE/MAX Texas Heritage Configuration

In their current setup, lhcallsfor the main numbegoto their receptionist Georgeanne fishe isalready on the phone
thenit goes to a ring group which rings 3 extensions at the samegonrtbeir customers will normally get a live person
greet them.If for some reason the call cannot be answered than it will go to an autattendant who will greet them
and place them in a queue until the first person becomes free. A different set of rules and greetings have been
programed for after hours and when the office is closed.
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John and Brady also run a property managat company ad have ported thoseumbers over to this system so they

can manage everything in one place while reducing cadsiste is a different incoming phone number for the property
management company which has been configured in the 3CX PBX to route to a diffardnibation of digital

assistants, groups, queues and extensions so the caller receives the higher quality service that John and Brady offer.

They havalsofound a way of providing outstanding service to tenantssodgof normalhours, especially in an

emergency. John has configured the PBX to give the caller a list of emergency problems (e.g. flooding, no electric) etc
and when the caller selects the one they need, the PBX automatically forwards the call to the appropriate emergency
maintenance workérs c el | phone or | andl i ne ( dodheealledis raugetbon t he
someone who will deal with the problem immediately and not have to wait for information to be relayed.

In order to maintain high standards, and to ensure theyaware of any emergencies that may have arisen overnight,
the PBX has been configured to record all the calls to these outside numbers and John and Brady can play them back
next day and follow up to make sure the problem has been resolved to the tegatiggaction.

“We believe we are the only property management company in the areathatoffei§ A & A YY S-Rours 0 S WI T
direct-to-maintenanceO 2 y (i NI O (i"2 NfDa iads bildetitddSwhert there is a water leak, or no electricity for the
A/C with children in the house, time is critical for our tenants and this service saves valuabl€ time

Extensions
Each extension is configured in the PBX with details such as the extension number, user name, PBX and Voicemail
passwords, users email address (foicemails etc.) and even caller id.

Each extension can also have its own set of call rules configured at the PBX. Rules can be programmed for situations
such asvhenthe extension is busy, not registered, based on caller id incoming, times of day ettheAradls can be

sent to voicemail, back to the PBX (digital assistant, qedcig to an extension or even to an outside number such as a
cell phone or home phone. This gives each user control over their extension at any time. All this is availabddvia a
browser for each agent. Access is restricted using a log in and they can only configure their own extension. The PBX is
also configurable to allow access via the browser or not for each extension.

Handsets
We usedCisco IP phones to connect to the PBX via their internal netWbdse Cisco phones have two network ports
built into them. This allows them to be connected to the computer network in the office (or
directly to the internet if outside the offica)sing one port (normally to the port in the wall that
the current computer is using in the office) and then to connect the computer in the office to
phone using the other port. This set up allows the computer to remain connected to the net\
and al® adding the phone to the network without running any extra network cables through t
wall.

Figure3: SPA962
SPA962

John and Brady have an SPA962 tdredfront desk has an SPA962+SPA932 handset. The SPA962 has a big color displa
(and can even be used with network camefaissurveillance etc.) andan have up to 6 extensions. This means that the
phone can be configured to have any combination of extensions to a maximum of 6. It could be all 6 are the same
extension. Or it could be that 3 are one extension and 3 are erelift extension.
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Why would you want this? Firstly to have multiples of the same extension means you can have more than one

conversation at the same ti me. I f a call comes throuc
asecod cal l came through the second “line” would ring.
or to ignore it and let it go to voicemail. Or you may be on the line with a caller and need to call another extension to as
aquestion.At hi s i s possible when there is more than one e

In the second situation you may have two extensions (e.g. 1000 and 1001). This is because you may want to answer a
call differently depending on the number calledormdnuwt t on pr essed. 1000 could be
“Support . Or “Company A’ and “ @uothgr eeasyn isBhat youmayyhavela a r e
personal” extension you wa rjustltkehavinyourowrslinenaed pgrsomabpnungberb u t
Or you may want t oswhanweu mdke €aflseordiffarent pedpltaving the SPAD62 will allow up

to 6 different extensions or using a combination of multiples of two or more.

SPA932

The SPA932 is3 buttonat t endans 6ke that fits onto the SPA962. Up
in a matter of 30 seconds or so. Each button can be programmed either to be an extension or (as is more common) to
monitor and transfer to extensions). Mgn an extension is free the light is green, and when in use it is red. This lets the
front desk know when someone is on the phone or not and can advise callers and visitors to the office respectively. It
al so allows for a veatextergioni ck “blind transfer” to th

SPA942
Each agent in the office received an SPA942. This is very similar to the SPA962 except it does not
have the color display and can only have 4 extensiaéch is more than sufficient f@ach agent.

Both the SPA962 and SPA942 are very simply configured via the 3CX PBX. The PBX comes with a
provisioning template and once the phone is plugged into the network it takes 2 minutes to have
the phone auto provision itself from the PBX. Uglinig system it is also very quick and easy to

make changes to that phone (change name, extension(s) etc.) from the PBX.

Figured: SPA942

The phones also have a web based administration interface to make any more advanced
configurations as simple and as quick as possible.

Do Not Disturb, Call Forwarding and Paging

One additional feature that both the SPA962 and SPA932 have, that the agents of RE/MAX Texas Heritage make use
is a Do Not Disturb (DND) feature. By default when this is pressed the phone will automatichiy safis to

voicemail.This is very useful when the agent is in a meeting with a client in their office.

The phone itself can also be quicklpgrammed to use some advanced DND features. The agents are often in and out
of the office, showing homes, mieg clients etc. This is frequent and irregular so not always possible to program the
PBX. The agents have programmed their phone so that after 10 seconds (about 3 rings) the phone will automatically
forward the call to their cell phone.

Another great fature of these phones is paging. Rather than picking up the receiver, dialing the number and waiting for
the person to answer the internal caller can dial *9 before the extension number, without picking up the receiver (if they
want hands free). This instly opens a two way conversation between the extensions without anyone having to lift the
receiver. RE/MAX Texas Heritagesthis feature to let the agent know when someone is in reception for them.
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Outside & Dummy Extensions, and Softphones
John’ sf Viaual'dgent i s al r e @ody agents spkrid ognuch fime out of the office that they do not
need one but still want to be part of our outstanding team of agefhts he sai d. RE/ MAX Texas

problem with our help by settingp an extension for each of these agents in the ABIS still had their name, email
address and all of the other information in the PBX just as they were in the office. As everything is web based and IP
based, it makes no difference where they are phaiyycas long as they have internet access they can connect to the PBX
and the phone system.

Some agents will chose to have a phone at home in thaine office. The SPA series of phone can be easitphnect

over the internet back to the PBX allowing the agent to work from home but with all the same features as if they were ir
R — = the office. All calls still go through the PBX and so everything
s o works just the same, including paging, voicemail, DND, busy

41 Extenmcn s Servw dctty log i AddCommmon g A PP Gty o A 000 Provecer Wy e Dubmnc ke Coveta O

3CX ‘ B lights on the front desk and transfers.

S —r [ e Lher

Again other agents do not want or need this feature or want
additional features while travelling. As the telephony system
: . ’ is IP based then softphones can be used. A softphone is a
o computer program that looks and babes just like a phone.
= s — ... 3CX comes with a softphone (thatidentallylookslike the
Figure5: 3CX Configuration iPhone) for free. It takes ju80 seconds to configure and it
works justthe sameas any other extension®lug ina
headset with microphone and you can make or takescadl ithe agentwere in the office. Voicemail is accessible, so is
logging into and out of queueall outgoing calls will have the same caller ID as the extension.

CIT T T T Y T BT T

There are even softphones available for most smartphones such as the Android, iPhdlackibrry phones. These
will of course use up data on your data plan (unless you switch #6iMbut often means you can reduce minutes on cell
phone plans and also make international calls at the very low rates compared to cell phone rates.

All of the® softphones makes it much easier for the agent to beoimstantcontact with the office and the telephony
system. Callers only need to know one number and the receptionist does not need to know whether the agent is in the
office or not— Georgeannestill forwards to the extension and the agent will get the call regardless of where they are.
This is crucial when time is of the essenehich is often the case when buying and selling homes.

Ot her agents “just want my cleltlheihronbed s iameds sn otthhri onugg he |
want to keep changing things. So for those Virtual Agents, John set up some dummy extensions in the PBX. The setur
exactly the sare except there will never be a handset the end of it. All John doés set up a forwarding rule the

PBX or the extension to “Forward all calls” to their c
receptionist carstill forward calls to their extension and the agent receives all calls to their cell phone instead. Everyone
wins!

The Ultimate RE/MAX (Virtual) Agent

This month RE/MAX Texas Heritagiaking their system to the ultimate level for both their agents airtbial agents.

The have just added a telephone number for each agent (a telephone number can be purchased for $1 per number pe
mont h) and have configured their system for each numtl
torecene call s however (that’'s what cell phones are for)
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Fax Over VOIP (FOIP)
Certain VOIP providers can also send faxes over VOIP. FOIP uses a special protocol and the provider has to support i
(our providers do).

3CX has a built in fax server. This means that it can receive a fax over FOIP and save it as a file then email it to the
recipient for that extension in the form ofRDF (/ ‘

RE/MAX Texas Heritadeeing in the Real Estate business has a lot ofunddaxes (contracts,
titles, i nspectltitaken slony tone  aam end deliverehw faxes td the
right agents each da¥y s a y s MyBrrtaldagent orfly had one probleth, s ay s
“getting the faxes to them meant we had to scan aedail them ourselves which took too
long” .

Their solution was to getghonenumber for eactagent,configure the 3CX to send the
inbound data to the fax server and then email it to the agent. Now they have reduced the
they spend sorting faxes, scangiand emailing faxes and the agents are happier as they
receive their faxes as soon as the arrive in the system. This saved time and money, was
efficient, kept the agents happier and made for a true Virtual Agent, for $1 per month!

Figure6: Softphone

“We know that no dher Real Estate Office in this area offers this service to their agents. It

benefits everyone having the agents connected to such an efficient communications system likesalys John Our
agents are getting instant communications from tivebuyers andsellers and can respond quickly wherever they are at
the time. Important decisions are being made keeping the process on track and the customers’happy

Summary

RE/MAX Texas Heritage has not only significantly reduced costs by switching over to aarné Y8 system, but

they haveincreased the number of concurrent calls into their office; provided better service to callers while still
providing a real person to answer the phones; given customers immediate action to emergency repairs for properties
dayand night; and equipped their agents with more communication tools that allow them to be in touch with the office
and their customers no matter where they are.

The service and maintenance of the new system has also significantly reduced costs and Hu/tcathe system at

any time with or without our help. New extensions are added and configured in house and they have the choice of
many industry standard IP phones, including some new wireless IP handsets that are starting to come out, or conferen
centers for their meeting room.

But the biggest impact has to be the Ultimate Virtual Agent. RE/MAX Texas Heritage can take on more agents, especic
those who do not want to be tied to an office, while still giving them all the features they need inies afid having
their own fax number to receive faxes gives their virtual agents this unique ability in the area.
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