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Download the Desktop or mobile APP 
 
Drakos Flow App   
 
 
Url for link - https://www.joinflow.com/apps 
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Transfer calls 
With the help of the Drakos desktop app or web app, you have the option of 
forwarding calls, either while you are in an ongoing call or you can set up 
automatic forwarding of incoming calls for specific profiles and situations. 

Transfer ongoing calls 

When you are in an ongoing call in either your Drakos softphone, web app or your 
mobile app, you can forward the call in two different ways.​
​
A. Click the phone icon next to your colleagues' names​
B. Click the transfer button in the call module​
​
When you click here, you get the option to either make a direct or notified 
forwarding. Remember to also keep an eye on the colleague's status before 
making the transfer, is it e.g. red, the colleague is already in an ongoing 
conversation. 

 
 

A direct transfer is when you transfer the call directly to your colleague. When you 
do this, you have no chance to take back the call if there is no response. 

If you use notified forwarding, the call will be put on hold for the other party and 
you will call your colleague. If you do not receive an answer from your colleague 
or if they do not have time at the moment, you can always take the call back by 
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pressing Cancel and take the call back, otherwise it is just for you to click on 
Complete transfer. 

Should you need to forward the call to an external number, it works in the same 
way, the only difference is that you then enter the external number in the search 
field, whereupon you will be able to click on the green Call/Transfer button that 
appears. Here, too, you will be given the choice of whether you want to make a 
notified or a direct transfer.​
​
Automatic forwarding of incoming calls (for specific profiles) 

If you wish to set incoming calls to be forwarded automatically in specific 
situations/profiles, you can do this via your profile settings. 

1.​ Start by either creating a completely new profile, or find an existing profile 
where you wish to set up forwarding. To find your profile settings, go to 
Settings (the gear) > Profiles 

2.​ Select a profile from the list or create a new one and then click on Incoming 
calls 

3.​ Under Calls to fixed numbers and Calls to mobile numbers, you can set 
what should happen when you receive an incoming call to the respective 
number. Choose the option that is relevant to you 

4.​ Then click on After referral 
5.​ In here, you then select Forward to number and enter the number below 

If you wish to set call forwarding specifically for when you are busy on the phone 
or unable to answer calls at a set time, follow the guide above to step 2 and in 
this menu you will be able to set these under when busy, when not answered and 
in case of no connection. Specifically for no answer, you can also set after how 
many seconds you want the transfer to be made. 

Don't forget that you either have to manually activate the profile you set above or 
schedule it for these settings to take effect. 
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Forward reserved number 
If you have reserved landline numbers on your customer page (numbers that are 
not currently connected to an active subscription and are dormant), these can be 
forwarded. 

To set this up, a member of the Drakos Systems support team will need to be 
consulted, as administrative access is required to make system configurations. 

Reserved numbers can be forwarded by accessing the Admin portal: 

●​ Navigate to Phone Number > Existing Numbers and locate the reserved 
number. You can also use the search field at the top to find the number.​
 

●​ Once the number is selected, click Configure Forwarding and enter the 
number where you wish all incoming calls to be forwarded.​
 

Please note that it is not possible to forward reserved mobile numbers. 
Forwarding a mobile number requires an active mobile service with a live SIM 
card. 

 

 

 
 
 
 

 
 
 
 
 
 

Softphone user guide  version 0.1.2 



Softphone User guide 

Caller ID 
Caller ID lets you choose which number to show to people when you call them. 
This can be your landline number or your mobile number. In addition, you can set 
the Caller ID to be different per Profile. For example, show your mobile number 
once you have left for the day or are on Holiday. 

The default setting for the Available profile is to display your landline number for 
both your fixed telephone and your mobile phone. For the profiles Left for the 
day, Sick leave, and Holiday the default is to display your mobile number.​

 

How to change your Caller ID number per Profile 

1.​ Go to Settings > Caller ID 
2.​ Toggle the Edit by profile switch at the bottom of the page on. 
3.​ Click on Landline, Mobile or Text. 
4.​ Select a Caller ID from the list. 
5.​ Choose the number to be shown for that Profile. This will be the number 

shown when you call from your mobile or landline, or when you send an 
SMS. This is explained in the following example: 

○​ Click on Landline. 
○​ Click on the profile Holiday. 
○​ Switch the selection from Landline number to Mobile number. 
○​ Repeat this procedure for any of the other Profiles you want to 

update. 
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Profiles 
Under Profile Settings, you can view and adjust your profiles. You can create, 
rename, and delete profiles for your account. For each profile, you can change 
specific settings. There are 10 profiles by default for a new user in Telavox. These 
are: 

●​ Available 
●​ Lunch 
●​ Meeting 
●​ Ended for the day 
●​ Holiday 
●​ Sick 
●​ Temporarily out 
●​ Business trip 
●​ Child care 
●​ Training 

 

These are set up differently from the start, but you can adjust the settings 
yourself and create new profiles that suit you and your company.  

To adjust the settings for your profiles or create new ones, go into the Telavox app 
under Settings (the gear) > Profiles .  

NOTE:   All standard profiles have a specific number. At the end of the list of 
profiles, you can choose to see the profile number. You need the profile number if, 
for example, you want to create meetings in your calendar and have a specific 
profile automatically selected when the meeting starts.​
 

Create new profiles or change a profile's settings:  

1.​ Select Settings  (the gear) 
2.​ Click on the profile icon to see your list of profiles. 
3.​ Click on a profile or select Create new profile​

 

 
Below are examples of what you can control with your profiles: 
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Name 

The profile name is displayed to your colleagues when it is active. This means that 
your colleagues know if you are in a meeting, on vacation, or sick, for example.​
 

Status 

If the profile status is set to  Available , your colleagues can clearly see your call 
status while the profile is active. 

🟢 = Not in a call​
🟡 = Incoming/outgoing call​
🔴 = Busy in a call​
⚪ = Call status not visible 

If the profile status is set to  Unavailable , your colleagues cannot see your call 
status while the profile is active. 

This setting does not affect your ability to receive or make outgoing calls. The 
setting only affects how your call status is displayed to your colleagues. 

Status message 

Status messages can be used to add extra information to a profile. For example, 
on the Meeting profile , you can add a status like "Chat with me if it's important." 
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If you set the status message directly in the profile settings, it means that the 
same status message will always be displayed when that profile is activated. 

If you only want to set a  status message  for a specific occasion, you can do this 
by navigating to the profile switcher and then entering a status text directly in the 
menu. If you then change profiles, the status will be reset to what is set in the 
profile settings. See the GIF below showing the status bar (temporary status) in the 
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profile switcher. ​
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Notifications 

Choose what types of notifications you want to receive when you have different 
profiles active. You can also adjust notification settings per platform. 

 

Caller ID 

Choose which number to display when the profile is active. For example, you 
might want to display your landline number when you are Available and then 
display your mobile number when you are Out of Office . 

 

Incoming call 

Set how incoming calls are handled when the profile is active. The default profiles 
that are available are already set up in different ways. If someone calls you when 
you have Meeting activated, the person will be told that you are in a meeting and 
when that profile expires (which is optional). 

Softphone user guide  version 0.1.2 



Softphone User guide 

You can of course change these settings so that, for example, people can still call 
you when you are in a meeting, or perhaps so that people can only call your 
mobile number but not your landline number.​
 

Call recording and listening 

If you use our additional service ‍ Recorded Calls or the Listening in function ‍ 
included in CC Pro , you can choose which profiles to record calls from and which 
profiles your colleagues can  listen in on your calls with. ​
 

Standard length 

This setting allows you to choose a default duration for your profile so that you 
can easily activate it without having to manually select it. You can still choose to 
activate a profile with a different duration than the default. This is done by 
tapping the clock icon next to the profile and then selecting the date and time, 
instead of just tapping the profile when you want to activate it. 
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Additional Services 
​
Additional services are managed by administrators , if you are not an 
administrator in Telavox, you need to contact an admin who can manage your 
additional services.  

Additional services can be activated for users with either a Fixed or Mobile 
license. Users with a Free license cannot use additional services. 

Additional services can be added when a user is created, or you can administer 
additional services on existing users under Users > Additional services.  

The additional services available are as follows: 
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CC Pro 
Used for extended statistics and queue functionality.​
Read more about CC Pro features here .  

CRM Integration 

This service is required to get full access to the functionality of our various 
integrations. Read more about our integrations on this page . Our integrations 
can also be found under the App Directory tab in the admin portal. This 
additional service specifically applies to the integrations called CTI  in the App 
Directory.  

Contact Lookup 

Required to view lookups from Contact Lookup integrations. Learn more about 
these integrations in this article .   

Recorded calls 

The user's calls are recorded. Please note that the user needs permission to listen 
to their own recorded calls. Users with permission can access all Recorded Calls. 
Read more about recorded calls here ‍.  

Operator 

Operator is a telephone operator tool used to pick up and forward calls. If a user 
has this additional service, they can use the Operator program.  

Twin card surf (only available for Mobile licenses) 

A twin card is an extra physical SIM card that uses the same amount of data 
(mobile data) as the user himself. 

Mobile browsing (only available for Mobile licenses) 

With the additional mobile surf service, you determine how much mobile data a 
user has per month. The different options available are 1GB, 5GB, 10GB, 25GB, 
50GB and 100GB.  
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Co-Listening 
​
Co-listening can be utilised by users who have the additional service CC Pro‍. Both 
the person who listens in and the person who is listened to need the CC Pro 
additional service.  

Co-listening is used to listen in on colleagues' conversations in real-time, which is 
a highly sought-after function for educational purposes. Now you can do it 
without being next to each other, directly through Telavox! 

To start using the Co-listening function, you need to do the following: 

●​ CC Pro​
Add CC Pro by navigating to Users > Additional services‍ in the admin 
portal. Add it to all users who will use Co-listening. Remember that CC Pro 
gives you access to more than just Co-listening.​

 
●​ Co-monitoring permissions​

Add Co-monitoring rights by navigating to User > Permissions. Users who 
are going to listen in on calls need this permission. (Only full admins can 
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access permissions, not sub-admins‍)​

 
●​ Allow Co-listening​

Users who are listened to must Allow co-listening per profile. This is done 
by navigating to Users > ‍Profiles‍.​

 

When this is done on all users who will use the function, you are ready to start 
co-listening! 
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When a colleague who has allowed Co-listening is in a call, another colleague with 
Co-monitoring permissions can listen in on the call by pressing the phone icon 
next to his colleague in the contactlist. Then you get a couple of options, the last 
of which is Listen in. It is also possible for multiple people to listen in at the same 
time! 

The colleague who is being listened to will be able to clearly see who is listening in 
on the conversation at the same time as a short alert sound is played, which 
indicates that someone has started listening in.

 

If you want to use co-listening through a mobile phone, you need to type in 
*28*[fixed number] 
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Please note that you cannot use co-listening through the mobile app, so you need 
a Mobile license (a SIM-card from Telavox) for it to work. 

[fixed number] is the fixed number the person you want to listen in on has (even if 
the person is on a call through their mobile phone). The call needs to be made 
through a connection within the same company, and the instructions above 
regarding CC Pro and the permission to use co-listening and to be listened to, 
need to be in order for the co-listening to work. 

Note 

Please note that you cannot be in another call before starting co-listening. Your 
line must be free before joining the co-listening call. So if you are in a call and 
want to co-listen another call, you must end your current call to join the new one. 
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CC Pro​
CC Pro is an additional service‍ that is still undergoing updates, but here is some 
information about the functionalities that CC Pro already has!  

My overview 

My overview is a dashboard within the PBX tab in our softphone which shows you 
an overview of your queues and agents. In the overview, you can see metrics such 
as how many calls are in the queue, how many users are logged in and available, 
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and the longest waiting time for your queues. Only users with CC Pro and the 
statistics permission can access the overview. Read more about My overview here‍.  

Co-listening 

This feature makes it possible to listen in on colleagues' conversations in 
real-time. Both the person who listens in and the person who is listened to need 
the CC Pro additional service. Read more about Co-listening here‍.  

Call widgets 

Call widgets previously required the CC Pro additional service, but this is no 
longer required. Read more about Call widgets here‍.  

Delayed Hunt Group 

If all the queue's members are using CC Pro, you can add them to the queue's 
delayed hunt group. It is possible to create a few different groups and with this 
functionality, you can select how calls should ring in the queue. 

 

On-hook waiting/Callback 
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If all the queue's members are using CC Pro, a functionality called On-hook 
waiting will be available in queue settings. If you choose to activate this 
functionality, there will be a few settings that need to be configured. Check out 
the On-hook waiting article‍ for a more detailed explanation!  

When On-hook waiting is activated in a queue, it is good to remember that it will 
not affect how you answer your calls. Regardless if your customers are using 
on-hook waiting or not, the call will ring in the queue normally.  

Info 

Users who do not have CC Pro added as an additional service cannot be added 
to a queue that has either delayed hunt group or on-hook waiting in use (as all 
the users in these queues need to have CC Pro). 

Activate profiles automatically (Wrap-up time and a failed call attempt) 

The most common way to use this functionality is to set a profile to be activated 
after a finished call. The profile is often set so that it logs out the user from 
queues and thus will not send calls to this user. This way, the functionality is used 
as an automatic wrap-up time that starts after a call. 

The settings for profiles are adjusted in Users > Profiles (e.g. length, queue log in 
or caller ID). 

To access the settings for automatic activation of profiles, you go to a queue, 
then place your pointer over a queue member to bring up a grey icon and adjust 
settings for the user in the queue. Click this button – then you will activate profiles 
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automatically in a separate popup window.​

 

There, you can select which profile should be activated after a call. These options 
will be shown only to users who have CC Pro activated. 

There is also an alternative for which profile should be activated in case a queue 
member does not answer a call (misses the call length). The picture below shows 
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and describes the alternatives which can be selected on this occasion.​

 

Pause Profiles 

Pause profiles are profiles that can be activated by pressing a pause button in 
the Telavox app – this way, you can activate a profile fast and log out from queues. 
In order to turn a profile into a pause profile, you have to go to Users > Profiles. 
Then select a user and a profile (or create a new one). After having done this, you 
can mark a profile as a pause profile as shown below. 

The checkbox for a pause profile is available only for users with CC Pro.  

Softphone user guide  version 0.1.2 



Softphone User guide 

The video below shows you what the pause button looks like and how it is used.​

 

Dashboard 

Users with CC Pro can create different dashboards to see how their queues and 
agents are doing throughout the day. You can create a dashboard from one or 
many queues, or select which agents are shown in your dashboard. That way, you 
will get an overview of your queues or agents. 

To create a dashboard in the Telavox app, you go to Settings > Dashboards.  

You will then get the choice between two types of dashboards: 

Multiple Queuing Systems​
Shows an overview of the chosen queues and the call statistics for them. 

Custom Team​
Shows an overview of the chosen users and their call statistics. Both queue calls 
and direct calls are taken into account in this view. 

You will also see an extended explanation of the different displayed data points in 
the step where you create the dashboard by scrolling down. 
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Statistics 

Users with CC Pro also have access to Statistics. This can be found in the 
Statistics tab(only visible if you have CC Pro) in the admin portal.  
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On-hook waiting/Callback 
On-hook waiting or Callback is an additional service you can add to your hunt 
groups/queueing system. This means that the person calling can leave their 
phone number and choose to get a callback instead of waiting in the queue. 

The PBX – not an agent – will make the call to the customer, so these outgoing 
calls will generate a cost since the PBX does not have a rollover call plan. 

To activate this in a queue, all members must have the CC Pro‍ add-on. 
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When you click on the menu and decide to activate on-hook waiting, you will be 
presented with the feature settings. 

 

How often should the sound be played?​
This decides how often the caller will hear the message that they can get a call 
back instead of waiting in the queue. 

Position in the hunt group​
Meaning how many callers should be in the queue before you get offered a 
callback instead.  
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Offer on-hook waiting to other callers​
Here you can choose between three alternatives. If you pick option two or three, 
you will set how many seconds it will take before the caller is offered a callback. 

Caller ID for redial​
If you want to show a different number than your queue number when you make 
the callback, you can change it here.​
 

When it comes to the actual callback, you can administrate the settings in a 
couple of different ways, depending on how you want it to work. 

​
1. Before it is the caller's turn (The member's time is precious)​

This setting decides when the caller will get the callback. As in the picture, the 
caller will get a callback when placed third or lower. This number is changeable. 

2. When it is the caller's turn (the customer's time is precious)​
The caller will reserve their place in the queue and will get a callback when the 
call has gone to the front of the queue.​
 

Sound for the caller​
When it is time for the caller to get their callback, the agent in the queue will get a 
call, and the chosen sound will be played. Then the callback will begin.   
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