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Introduction 
The Crexendo Communicator is a web-based telephone application which 
connects to your phone system.  This guide will help with procedures and 
best practices when using the Crexendo Communicator.  This application 
helps the user set their Available/Do Not Disturb status as well as do the 
following: 

 Answer and Place Calls 

 Use the company directory 

 Transfer Calls to other users 

 Park Calls 

 Moderate Conference Calls 

NOTE 
The Crexendo Communicator is 
informally called the “Soft Phone”. 

 

About This Document 
This is a HOW TO document which only lists steps to accomplish tasks within 
the Crexendo Communicator.  For explanations of the concepts behind the 
procedures, refer to the Communicator User’s Guide.  This document 
assumes the following on the next page: 
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 You have a username and password to your Communicator website. 
 You have been given Communicator access in your Crexendo phone 

system. 
 Your computer is equipped with a headset and microphone. 

If this is not the case, please contact Crexendo Customer support for help: 

 Phone:  (855) 211-2255 
 Email:  support@crexendo.com 

Navigating to the Crexendo Communicator 

1) Using your browser, navigate to: 

https://communicator.crexendo.com 

2) Enter your Crexendo username and password and click the LOG IN 
button 

The Crexendo Communicator will appear as shown below. 

 
In the screenshot above, there are four widgets shown:  Park, Active Calls, 
Directory, and the Soft Phone (unlabeled).  

Soft Phone Widget 

Show/Hide Available 
Widgets 

Organize Shown 
Widgets 

Set Your Status 

mailto:support@crexendo.com
https://communicator.crexendo.com/
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Crexendo Communicator and Widgets 
The Crexendo Communicator has many capabilities and each capability is 
accessed through the use of Widgets.  Each widget works independently or 
can work with other widgets. The Crexendo Administrator can selectively 
grant access to each individual one or more capabilities.  Once the user has 
been granted access to a capability, the user will be able to Show or Hide that 
the widget for that capability in the Communicator.   Below is a list of widgets 
that are available to users once access has been granted by the 
Administrator: 

 Soft Phone:  This widget allows the user to make phone calls and 
perform any of the actions below on that call. 

 Active Calls:  This widget allows the user to receive, transfer, and park 
calls. 

 Directory:  This widget allows the user to view/sort/filter the company 
directory 

 Park:  This widget allows the user to park calls. 

 Conference:  When the user has been designated as a Moderator for 
any conference bridge, this widget can be used to moderate 
conference bridges from with Crexendo Communicator. 

 Advanced Call Distribution (ACD):  Allows the user to become an 
“Agent” and participate in your company’s calling queues. 

The following widget(s) are not discussed in this document: 

 QuickConnect:  This widget allows the user to send text messages to 
the caller and Instant Message co-workers 

Once you are logged into the Communicator, you can show/hide all the 
widgets that are available to you. 
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Soft Phone Widget 
This widget has a full number pad and allows you to place/receive calls and 
listen to your voicemails.  Previously called numbers will appear in the ENTER 
NUMBER HERE box. 

 

Working with the Soft Phone widget 
You can manually dial numbers by using your mouse and clicking, or using 
the number keys on your computer keyboard, then clicking the CALL button.  
When a call is placed or received, the widget changes as shown below. 

 

  

CALL Button 

Your Soft Phone 
Extension Number 

Listen to your 
voicemails 

Other Party Call Control 
Buttons 
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To view a list of your voicemails, click the VOICEMAIL button  .  If you have 
a number of voicemails that you have not listened to (i.e. new voicemails), 
that number will appear on the VOICEMAIL button and those voicemail 
entries will appear white, while the other voicemail entries will appear gray.  
Hovering your mouse cursor over an entry will cause the PLAY, RETURN CALL, 
and DELETE buttons to appear, as shown below. 

 

Clicking the CALL VOICEMAIL SYSTEM button will allow you to enter the voice 
mail system using the audio menus.  Use the number pad to navigate 
through the voicemail menus.  Refer to the Voicemail User Guide to learn 
more about the Voicemail Audio menus. 

  

Hovering makes 
buttons appear 

CALL VOICEMAIL 
SYSTEM button Return to 

number pad 

New voicemail entries 
appear in white 
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Interaction with Other Widgets 
The Soft Phone interacts with other widgets: 

 Directory Widget:  Transfer calls to anyone in the Directory Widget.  You 
can transfer a call to a person’s extension or to a person’s voicemail.  
Starting in the blue area of the Soft Phone widget, drag the call to either 
the TRANSFER or VOICEMAIL button as shown below. 

NOTE 

Although other Crexendo devices allow warm and cold 
transfers, Crexendo Communicator allows cold transfers 
only.  To simulate a warm transfer: 
 

1) Put the first caller on HOLD 
2) Initiate a second call to the transferee to inform and 

get authorization, then hang up. 
3) Return to first caller and perform a normal (cold) 

transfer. 
 

 Park Widget:  Park any call by dragging it to any Parking Spot as shown 
below. 

  

Drop here to transfer 
to extension 

Drop here to send 
to voice mail 

Drop here to 
park a call 
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Directory Widget 
This widget is a customizable list of extensions within your organization. You 
can search, sort, and filter this list.  Each directory entry represents an 
extension number for a user.  For example, if a user “owns” a desk phone (ext 
101) and a soft phone (ext 201), that user will appear twice in the directory.  The 
entry also displays the user and the owner of the extension.  If the user has set 
a status other than “Available”, that status will be displayed. 

 

Working with the Directory widget 
Clicking on the CALL button on a directory entry will activate the Soft Phone 
Widget and call that extension.  Hover over any directory entry to make the 
CALL button to appear.  Hovering over the CALL STATUS button will show 
information about the phone call itself. 

 

Interaction with Other Widgets 
You can transfer calls from the Active Calls widget or the Soft Phone widget 
to any entry in the Directory Widget.  When a user drags a call over a 
directory entry and drops it on the TRANSFER button, the call will transfer to 
that extension.  When a user drags and drops on the VOICEMAIL button, the 
call will transfer directly to voicemail.  

  

Extension 
Number 

Extension 
Owner 

Extension 
User 

Call Button Hover your mouse 
over any entry 
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Park Widget 
The Park Widget allows to user to park calls and pick up calls from their 
parking spots.   

Working with the Park Widget 
When in the process of parking calls, the TRANSFER button will appear at 
each parking spot entry.  After a call is parked, the number of calls parked in 
that spot will be displayed because each parking spot can hold multiple calls.  
When a call has been parked for a specified amount of time (default is 3 
minutes), the call will be returned back to the user (phone will ring) who first 
parked the call.  When unparking multiple calls in the same parking spot, 
each call will be unparked in the order it was received (First In – First Out) 
within that parking spot. 

Active Calls Widget 
The Active Calls widget displays calls to extensions that the soft phone user 
“owns”.  Therefore, as shown in the example below, if the soft phone user 
owns extensions 102 and 103 but not 101, only incoming calls to extensions 102 
and 103 will be displayed in the Active Calls widget.  In the example below, 
extension 103 is calling extension 102, both of which are owned by the same 
user. 

 

Send to 
Voice Mail 

Receiver and 
Call Length 

Caller 

TRANSFER 
Button 

Hover for information 
about call 
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Working with the Active Calls Widget 
When a call comes in, the user can opt send that call to the recipient’s voice 
mail or drag and drop to transfer the call to another extension in the 
Directory widget.  Clicking the TRANSFER button allows the user to transfer a 
call by manually typing in an extension number. 

Conference Widget 
 

NOTE 

The Conference Widget in the Crexendo Communicator 
can only be displayed if you have been designated a 
“Moderator”, which requires specific actions by your 
Crexendo Administrator.  Once designated, you will be 
able to “show” the widget in Communicator.   

 
A Conference Bridge is a feature which allows up to 30 individuals to 
conference over a phone call and each bridge can be managed using the 
Conference Widget.  Any individual can call the conference bridge extension 
or, if configured, call an outside number to access the bridge.  A short tone 
will sound to alert all moderators when any individual enters or leaves the 
conference.  If a conference has not begun (for any reason), all participants 
will sent to a “waiting room” where hold-music is played until the conference 
begins.  When anyone joins the conference, they will be designated the role 
of either “Moderator” or “Participant”. 

At any time, the Crexendo Administrator for your organization can use the 
Crexendo Administrator Portal to establish Personal Identification Numbers 
(PIN) for both moderators and participants, which would then be required 
when joining the conference.  The administrator can also enable a setting 
which would require a moderator to call in first, in order for the conference to 
begin.  Refer to the Crexendo Administrators Users Guide to learn more. 
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About Participants 
Anyone can call the specified extension/phone number into the bridge.  If a 
PIN number is configured, the automated prompt will ask for the PIN 
number.  If you enter the correct Participant PIN number, the system will 
grant you a “Participant” role and announce how many people are currently 
in the conference.  If you enter the Moderator PIN number, you will be 
granted a “Moderator” role. 

 Press 0 to toggle muting for yourself. 

 Hang up to exit the conference. 

About Moderators 
If you have been designated a moderator, you will be granted a “Moderator” 
role.  You will still have limited capabilities if you call in over a standard phone.  
But if you use the Crexendo Communicator Conference Widget, you can 
manage the attendees, moderators, and the conference bridge in general 
with the following actions: 

 View the numbers, names, and roles of everyone in the conference 

 Mute other participants, individually or altogether 

 Mute other moderators individually 

 “Kick” out or eject other participants or moderators 

 “Lock” the entire conference so that no new participants or moderators 
can enter. 

In the example below, the Crexendo Communicator allows this user to 
moderate two bridges:  The Sales Bridge and the Training Bridge.

  

Click here to filter/sort 
attendees 

Search for an 
attendee 
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Working with the Conference Widget 
Once the widget is enabled, all the conference bridges that you moderate will 
be displayed in the widget. 

 

Managing Participants 
Because you can moderate multiple conferences in the widget, you don’t 
need to attend any given conference to moderate it.  To moderate any 
bridge, each bridge has a Control Menu and each participant has control 
buttons: 

  

Click here to display the 
list of attendees 

Moderator 
Role 

The number of 
attendees 

Click here to eject 
this attendee from 

the conference 

Click here to mute/unmute 
this attendee 

To display this 
menu, click here 

Lock Conference 

Mute All 

Unmute All 

Mute Non Moderators 

Unmute Non Moderators 
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Automatic Call Distribution (ACD) Widget 
 

NOTE 

The ACD Widget in the Crexendo Communicator can only 
be displayed if you have been designated an “Agent”, 
which requires specific actions by your Crexendo 
Administrator.  Once designated, you will be able to 
“show” the widget in Communicator.   

 

A Queue is a Crexendo feature which allows individuals who call into your 
organization, be placed in a calling queue.  Any individual can call the queue 
extension or, if configured, call an outside number to access the queue.  Each 
caller is tracked with various statistics and provided with hold music until an 
agent can address the phone call.  As the queue fills up with callers, the ACD 
system will send the calls to available agents by ringing the agent’s 
Communicator or other designated device. 

Using the ACD widget in the Crexendo Communicator, each agent can view 
any queue to which they have access.  Also, they can change their “agent 
status” which notifies the system that they are available to take calls or not.  
The ACD widget shown below contains one visible queue: 

 

  

More than one queue 
can appear here 

Queue statistics 
appear here 

Adjust the queue 
refresh rate here 

Number of agents who 
are monitoring this 

queue 

Adjust the statistic 
frequency 
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About ACD Statistics 
While monitoring the queue, the ACD Widget provides useful statistics to 
help manage agents, callers, and caller wait times.  An agent does not have to 
log into the queue in order to view statistics. 

 Agents Logged in:  The total number of agents actively logged into the 
queue, regardless of their activity. 

 Calles in Queue:  The number of calls currently in the queue. 

 Idle Agents:  The number of agents currently not on a call. 

 Calls Being Served:  The number of calls being answered per period of 
time set in Statistic Frequency. 

 Current Wait Time:  Wait time for the longest waiting caller 

 Average Wait Time:  The average time callers spent on hold per period 
of time set in Statistic Frequency. 

 Average Talk Time:  The average time callers spent speaking with 
agents per period of time set in Statistic Frequency 

 Callback Calls:  The number of callers who have requested a callback 
using our Callback feature.  This is a billable feature. 

 Received Calls:  The number of calls received per period of time set in 
Statistic Frequency 

 Answered Calls:  The number of calls answered per period of time set 
in Statistic Frequency 

 Abandoned Calls:  The number of calls where the caller exited the 
queue early by hanging-up, per period of time set in Statistic 
Frequency 

 Overflow Calls:  The number of times a caller has met any of the 
following conditions per period of time set in Statistic Frequency: 

 Caller wait time exceeded the set maximum amount of time in the 
wait queue. 

 Caller has opted to exit the queue early by pressing the button 
which takes them to the Final Destination (FD) indicated in Settings. 
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Working with the ACD Widget 
The ACD widget functions primarily as a monitoring tool and also is one of 
the methods used by an agent to log in and out of a queue (set his/her 
status).  An agent cannot take calls until he/she is logged into a queue.  The 
example below shows how an agent can log into a queue using Crexendo 
Communicator.  The menu that appears below is an example and your menu 
options may vary: 

 

 

Once logged in, the system will begin distributing calls to any logged-in 
agents using an algorithm.  Your Crexendo Administrator can modify the 
behavior of the algorithm when distributing phone calls. 

 

Click here to login or change 
your agent status 
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