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1. Core Telecom & VoIP Terminology

VoIP (Voice over Internet Protocol)
Technology that allows phone calls to be made over the internet instead of traditional phone lines. VolP
lowers costs, improves flexibility, and enables remote work by allowing calls from anywhere.

PBX (Private Branch Exchange)
A business phone system that manages internal and external calls. Modern cloud PBX systems remove the
need for on-site hardware and simplify management.

Hosted / Cloud PBX
A PBX system hosted in the cloud by a provider, offering scalability, predictable monthly pricing, and
automatic updates.

SIP Trunking
A method of delivering voice services over the internet while keeping existing phone hardware, often used
as a bridge from legacy systems to VolIP.

UCaaS (Unified Communications as a Service)
A single platform combining voice, video meetings, messaging, file sharing, and collaboration tools.



2. Call Handling & Routing Features

Auto-Attendant
An automated receptionist that answers calls and routes them based on menu selections or voice
commands.

Call Queues
Places callers in line during high-volume periods to ensure calls are answered in order.

Ring Groups
Allows multiple users or devices to ring at once or in sequence to reduce missed calls.

Call Forwarding
Redirects calls to mobile phones or alternate locations to support remote work.

Business Hours & After-Hours Routing
Automatically adjusts call handling based on time of day, holidays, or emergencies.

3. Advanced Features & Analytics
Call Recording

Records calls for training, quality assurance, and compliance purposes.

Call Analytics & Reporting
Tracks call volume, missed calls, response times, and performance trends.

CRM Integration
Automatically logs calls and customer interactions inside CRM platforms.

Voicemail-to-Email & Transcription
Sends voicemails to email inboxes with optional text transcriptions.

Softphones
App-based phones that allow calling from computers and mobile devices without desk phones.

4. Security, Reliability & Compliance

Encryption
Protects voice and data traffic from unauthorized access.



Redundancy & Failover
Automatically reroutes calls during outages to maintain availability.

Service Level Agreements (SLAS)
Defines uptime guarantees and provider accountability.

Compliance (HIPAA, PCI, etc.)
Ensures communication systems meet industry security requirements.

5. Why Understanding Telecom Matters
e Avoid paying for unused or unnecessary features

e Improve customer experience and responsiveness

e Support scalable growth and remote teams

« Make informed vendor and contract decisions



