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Introduction
SmartComms is a hosted voice IP Centrex service delivered by KCOM. This User Guide describes the basic functionality of the most 
commonly used User Features and provides a step-by-step instruction of how each feature is controlled by a Feature Access Code 
(FAC) which is sometimes referred to as a star code.

This booklet is not a technical document and should be viewed as a guide only.

Please be aware that features can have complex interactions that surround how they function in certain circumstances. Some 
features can have different behaviour between Users; this is dependent on what other features the Users may have enabled.

Not all Users will have access to all of the available features. Access to features is determined by the Feature Package and optional 
Add-On Feature Packages that have been applied to each User of the service. Please refer questions regarding your Service Offering 
and Feature Packages to your related NHS Servicedesk or Practice Manager.

Users logging onto the SmartComms Business Portal will be taken straight to their own Feature Settings page and the portal will also 
identify the Service Offering that they have been assigned. This is where Users can also enable/disable features to suit their day to 
day business needs as an alternative to using a FAC via their handset.

Important Note: If your IP Handset allows you to set features directly via the soft keys, please be aware that these will not update 
the feature status of your telephone line on the portal. Only by using the Feature Access Code settings in this User Guide will 
update the portal.

Index – Feature Description

FAC Page

Making an External Call - 3

Making an Internal Call - 3

Call Hold - 3

Call Transfer  - 3

Call Transfer Direct to Voicemail *55 3

Call Park *68 3

Call Park Retrieve *88 3

Call Return *69 3

Call Pickup  *98 3

Call Forwarding Always Activation *72 3

Call Forwarding Always Deactivation *73 3

Call Forwarding Always Interrogation *21* 3

Call Forwarding Busy Activation *90 4

Call Forwarding Busy Deactivation *91 4

Call Forwarding Busy Interrogation *67* 4

Call Forwarding No Answer Activation *92 4

Call Forwarding No Answer Deactivation *93 4

Call Forwarding No Answer Interrogation *61* 4

Diversion Timer *610 4

Calling Line Identity Blocking (per Call) *67 4

Calling Line Identity Delivery (per Call) *65 4

Calling Line Identity Blocking (all Calls) *31# 4

Calling Line Identity Delivery (all Calls) #31# 4

Conference Call - 5

Do Not Disturb Activation *78 5

Do Not Disturb Deactivation *79 5

Last Number Redial *66 5

Call Waiting Persistent Activation *43 5

Call Waiting Persistent Deactivation #43 5

Cancel Call Waiting – Next/Current Call *70 5

Clear Voice Message Waiting Indicator *99 5
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Making an External Call
To make an external call:

1. Lift handset.

2.  Dial the required Telephone Number 
followed by the [Dial] or [Send] 
button/soft key (or #) 
Wait for connection.

Making an Internal Call
To make an internal call:

1. Lift handset.

2.  Dial Extension Number followed by 
[Dial] or [Send] button/soft key (or #) 
Wait for connection.

Call Hold
Allows an established incoming or 
outgoing call to be placed on hold.

1.  Whilst already on an active call, Press 
the [Hold] button or ‘hand’ key.

2.  To re-connect to the caller, press the 
flashing line key on your handset or 
press [Resume] soft key (dependant 
on handset model)

Call Transfer
Enables a call to be placed on hold and 
forwarded to another extension.

1.  Whilst already on an active call, Press 
the [Transfer] soft key. 
Original caller is placed on hold.

2.  Dial the Number of where you want 
the call to be transferred followed by 
[Dial] or [Send] button/soft key. 
Wait for connection of third party. 
Announce to your colleague the name 
of the caller.

3.  Press the [Transfer] soft key to connect 
your colleague to the caller.

4.  Replace handset. 
You have now connected your 
colleague to the caller and dropped 
out of the call.

Call Transfer Direct to Voicemail  
Allows you to transfer a caller directly to 
another Users voicemail box.

1.  Whilst already on an active call, Press 
the [Transfer] soft key. 
Original caller is placed on hold.

2.  Dial *55 Extension Number # 
Wait for connection of third party. 
Announce to your colleague the name 
of the caller.

3.  Press the [Transfer] soft key to connect 
your colleague to the caller.

4.  Replace handset. 
You have now connected your 
colleague to the caller and dropped 
out of the call.

Call Park
Allows a User to park a call against an 
extension so that any member of the 
group can retrieve it with the Call Park 
Retrieve function.

1.  On active call press [Transfer].

2.  Key in *68 # 
Announcement received.

3.  Enter Extension of phone on which 
call is to be parked followed by # 
(or press # to park call against your 
number) 
Announcement received.

4.  Replace handset. 
The call is parked at the entered 
extension.

Note: If parked call is not retrieved 
within 45 seconds, the call will ring-
back on your extension and you will be 
immediately re-connected to the caller.

Call Park Retrieve
Allows a User to park a call against an 
extension so that any member of the 
group can retrieve it with the Call Park 
Retrieve function.

1. Lift handset.

2.  Key in *88 # 
Announcement received.

3.  Key in the Number where the call is 
parked followed by # (alternatively, 
just press # to retrieve a call parked 
against your number) 
You are connected to the parked call.

Call Return
Enables a User to call the last party 
that called, whether or not the call was 
answered.

1. Lift handset.

2.  Key in *69 followed by [Dial] or [Send]  
button/soft key (or #) 
The last incoming phone number is 
redialled.

Call Pickup
Allows Users to answer any ringing line 
within their Call-Pickup Group.

1. Lift handset.

2.  Key in *98 followed by [Dial] or [Send] 
button/soft key (or #) 
The longest ringing phone in your 
group is connected.

Call Forwarding Always 
Activation
Provides the capability to automatically 
redirect all incoming calls intended for a 
User, to another phone destination.

1.  Lift handset.

2.  Key in *72 followed by [Dial] or [Send] 
button/soft key (or #) 
Announcement received.

3.  Enter the extension number or phone 
number followed by # 
If no phone number is entered within 
15 seconds, the calls are forwarded 
to the phone number that was  
previously configured by default. 
Wait for confirmation message. 

4.  Replace Handset.

Note: Call Forward Always to Voicemail, 
key *72 *55#

Call Forwarding Always 
Deactivation
Enables a User to cancel the Call 
Forwarding Always feature.

1.  Lift handset.

2.  Key in *73 followed by [Dial] or [Send] 
button/soft key (or #) 
Wait for confirmation message.

3.  Replace handset.

Call Forwarding Always 
Interrogation
Allows a User to check if Call Forwarding 
Always is active on their line and 
provides confirmation of the forwarding 
destination.

1.  Lift handset.

2.  Key in *21* followed by [Dial] or 
[Send] button/soft key (or #) 
Announcement received.

3.  Replace handset.
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Call Forwarding Busy Activation
Enables a User to redirect incoming calls 
to another phone destination when the 
User is busy.

1.  Lift handset.

2.  Key in *90 followed by [Dial] or [Send] 
button/soft key (or #) 
Announcement received.

3.  Enter Phone Number to forward calls 
when you are on the phone followed 
by # 
If no phone number is entered within 
20 seconds, the calls are forwarded 
to the phone number that was 
previously configured by default. 
Wait for confirmation message.

4.  Replace handset.

Note: For Call Forward Busy to 
Voicemail, key *90 *55#

To set-up this feature, Call Waiting needs 
to be deactivated.

Call Forwarding Busy 
Deactivation
Enables a User to cancel the Call 
Forwarding Busy feature.

1.  Lift handset.

2.  Key in *91 followed by [Dial] or [Send] 
button/soft key (or #) 
Wait for confirmation message.

3.  Replace handset.

Call Forwarding Busy 
Interrogation
Allows a User to check if Call Forwarding 
Busy is active on their line and provides 
confirmation of the forwarding 
destination.

1.  Lift handset.

2.  Key in *67* followed by [Dial] or 
[Send] button/soft key (or #) 
Announcement received.

3.  Replace handset.

Call Forwarding No Answer 
Activation
Enables a User to redirect incoming calls 
to another phone destination when the 
User does not answer within a specified 
number of rings.

1.  Lift handset.

2.  Key in *92 followed by [Dial] or [Send] 
button/soft key (or #) 
Announcement received. 

3.  Enter Phone Number to forward calls 
when you do not answer the phone 
followed by # 
If no phone number is entered within 
20 seconds, the calls are forwarded to 
the phone number that was previously  
configured by default. 
Wait for confirmation message.

4.  Replace handset.

Note: For Call Forward No Answer to 
Voicemail, key *92 *55#

Call Forwarding No Answer 
Deactivation
Enables a User to cancel the Call 
Forwarding No Answer feature.

1.  Lift handset.

2.  Key in *93 followed by [Dial] or [Send] 
button/soft key (or #) 
Wait for confirmation message.

3. Replace handset.

Call Forwarding No Answer 
Interrogation
Allows a User to check if Call Forwarding 
No Answer is active on their line and 
provides confirmation of the forwarding 
destination.

1.  Lift handset.

2.  Key in *61* followed by [Dial] or 
[Send] button/soft key (or #) 
Announcement received.

3.  Replace handset.

Diversion Timer
Allows a User to define the number of 
rings before a caller is redirected when 
‘Call Forwarding No Answer’ is active on 
your line.

1.  Lift handset.

2.  Key in *610 followed by [Dial] or 
[Send] button/soft key (or #) 
Announcement received. 

3.  Enter the Number of Rings followed by # 
Wait for confirmation message.

4. Replace handset.

Note: Default is set as ‘3’ (equivalent to 6 
rings in the network)

Calling Line Identity Blocking 
(per Call) 
Allows a User to withhold their telephone 
number to an external number you are 
calling on a per call basis.

At the end of the call the presentation 
of the User’s identity is restored to its 
persistent active status.

1.  Lift handset. 

2.  Key in *67 Telephone Number # 
The call is placed and your Calling 
Line ID is withheld.

Calling Line Identity Delivery 
(per Call) 
Allows you to deliver your programmed 
telephone number to an external number 
you are calling on a per call basis if it is 
withheld and the caller does not accept 
withheld calls.  At the end of the call the 
presentation of your identity is restored 
to its persistent active status.

1.  Lift handset. 

2.  Key in *65 Telephone Number # 
The call is placed and your Calling 
Line ID is presented.

Calling Line Identity Blocking     
/Delivery (All Calls) 
Allows a User to withhold or deliver their 
Direct Dial (DDI) or main Site Number to 
an external number you are calling on a 
permanent call basis.

To withhold your DDI/Site number for 
all calls:

1.  Lift handset. 

2.  Key in *31 followed by [Dial] or [Send] 
button/soft key (or #)

To deliver your DDI or Site number for 
all calls:

1.  Lift handset. 

2.  Key in #31 followed by [Dial] or [Send]  
button/soft key (or #)

Note: Check with your Administrator as 
it is likely that your advertised telephone 
number for the Site is being delivered for 
all of your outgoing calls.

You would therefore not need to use the 
feature codes (*65 or #31) when making 
calls to anyone who does not accept 
withheld calls.



5

Conference Call
Allows an existing call to be placed on 
hold in order to make a call to a third 
party and then speak to both parties in a 
3-way call.

1.  Whilst already on an active call, Press 
the [Conference] soft key. 
Original caller is placed on hold.

2.  Dial the Extension Number of the 
second caller you want to join your 
conference followed by [Dial] or 
[Send] button/soft key (or #)

3.  When the second called number 
answers, press [Conference] soft key 
again to bring all 3 parties into the 
call.

Do Not Disturb Activation
Allows a User to set their status as 
unavailable.

1.  Lift handset.

2.  Key in *78 followed by [Dial] or [Send] 
button/soft key (or #) 
Wait for confirmation message. 
The Do Not Disturb Service has been 
turned on.

Note: Your phone will not ring while 
this service is on and users will hear 
the busy tone (or prompted to leave a  
message when Voice Messaging service 
is switched on).

Do Not Disturb Deactivation
Allows a User to set their status as 
available.

1.  Lift handset.

2.  Key in *79 followed by [Dial] or [Send] 
button/soft key (or #) 
Wait for confirmation message. 
The Do Not Disturb Service has been 
turned off.

Last Number Redial
Enables Users to redial the last number 
they called.

1.  Lift handset.

2.  Key in *66 followed by [Dial] or [Send] 
button/soft key (or #) 
The last outgoing phone number is 
redialled.

Call Waiting Persistent 
Activation
Allows a User to set call waiting to be 
permanently active on their line.

1.  Lift handset.

2.  Key in *43 followed by [Dial] or [Send] 
button/soft key (or #) 
You will hear a confirmation 
announcement “Your Call Waiting 
service is now enabled. Thank you” 
The Call Waiting service is now 
permanently active on your line.

Note: Call Waiting Persistence is 
active by default unless you choose to 
deactivate it.

Call Waiting Persistent 
Deactivation
Allows a User to permanently remove 
call waiting from their line.

1.  Lift handset. 

2.  Key in #43 followed by [Dial] or 
[Send]  button/soft key (or #) 
You will hear a confirmation 
announcement “Your Call Waiting 
service is now disabled. Thank you” 
The Call Waiting service is now 
inactive on your line.

Cancel Call Waiting – Next/
Current Call
When Call Waiting is active on your line, 
this feature allows Users to disable Call 
Waiting for the next or for the current 
active call.

To cancel call waiting for the next call:

1.  Lift handset.

2.  Key in *70 followed by the destination 
number # 
The Call Waiting service is turned off 
for the duration of your call.

To cancel call waiting while already on 
a call:

1.  Place the current call on hold.

2.  Dial *70 followed by # 
Confirmation tone received.  Next 
incoming call will receive the busy 
tone.

3.  Retrieve the call placed on hold.

Note: The Call Waiting service will be 
back on after the next outgoing phone 
call.

Clear Voice Message Waiting 
Indicator (MWI)
A red light on your handset appears to 
alert you when you have a new voicemail 
message deposited in your mailbox. This 
feature allows a User to switch off the 
Message Waiting Indication light on your 
handset.  For subsequent new messages 
deposited the MWI will reappear.

1.  Lift handset. 

2.  Key in *99 followed by [Dial] or [Send] 
button/soft key (or #) 
Wait for confirmation message.


