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2. What different types of ‘Outside’ Lines are 
available to choose from?

Verbl Communication - Website Concept - Version 1

All systems have an ‘ultimate’ capacity in terms of the number of ‘Outside’ 
(incoming/outgoing) Lines and the number of Extension phones that can be 
connected. You will need to estimate how many ‘Outside’ Lines and Extension 
phones you need - both now, and also for possible expansion later over the 
ensuing years. This can thereby save you having to up-date 
your system again pre-maturely. The number of ‘Outside’ 
Lines’ that you will need, is the number of ‘simultaneous’ 
outside calls that you want to be able to have.

For most businesses there are three main ‘types’ of outside lines to consider 
for your ‘voice’ telephone calls. ‘Standard’ lines (also referred to as ‘PSTN’ or 
‘analogue’ lines), ‘Digital’ lines (usually referred to as ‘ISDN’ lines), and ‘VoIP’ 

(or ‘SIP’) lines, which use the internet or other data networks to 
send and receive phone calls (these also are often referred to 
as ‘digital’ phone lines). There are several other ‘types’ of lines 
available and terminologies used for same, however most of the 
others will simply ‘emulate’ one of the above line types. Some 
good reasons are usually present to use one or the other type of 

outside lines depending on your requirements. 

1. What size capacity does my system need to be?

Choosing a Telephone System for your business does not need to be done 
very often – so it is easy to make the wrong long-term choice unless you have 
a clear basis on which to make your decision. If you ask yourself the following 
questions, the answers should assist you to decide many important aspects 
for most small to medium businesses. An explanation of abbreviations used 
follows this information.

12 THINGS YOU SHOULD KNOW
before choosing your next

Telephone System
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3. What can the different ‘types’ of ‘outside lines’ 
provide for us?

In essence the reasons why you may want to have outside lines other than the 
normal ‘PSTN’ type are:  

‘ISDN’ and ‘VoIP’ lines enable you to access a lot more features with them – 
being able to transfer answered incoming calls ‘off-site’ (e.g. to a mobile 
phone), ‘Direct In-Dial’ (allows outside callers to ring through directly to an 
extension or department instead of needing to go through an ‘Operator’), 
‘Mobile Twinning’ (where a call for your extension can be made to also ring 
your mobile phone), Flexible outgoing ‘Caller I.D.’ details sent out to the 
people you are calling. 
‘VoIP’ lines also usually have  advantages in having lower ‘line rental’ and ‘call’ 
costs.

4. What’s probably changed since I last ordered 
a phone system?

Probably the biggest change in recent years is that IP or ‘Internet Protocol’ 
is the latest technology now being used on most new telephone systems. 
These are usually referred to as ‘VoIP’ or ‘Pure I.P.’ systems, because they can 
facilitate ‘VoIP’ outside lines, however most premises based ‘IP’ systems can 
also be used with the more traditional ‘PSTN’ and ‘ISDN’ outside lines as well. 
This can allow an orderly and/or gradual ‘transition’ to using VoIP services, 
which can be important if your internet service is somewhat ‘tardy’ and you are 
hanging out waiting for the ‘NBN’ to be installed in your area.

Most ‘IP’ and ‘Hosted’ (see below) systems can facilitate some ‘remote’ 
extension phones (e.g. for home or branch offices) – with the ability to transfer 
calls in either direction. Your iPhone or Android mobile can also become a full 
working office phone system extension, providing the ultimate in call handling 
flexibility. ‘Networking’ multiple sites so that you have free seamless inter-
communication/call transfers between sites is possible. 

The ‘I.P.’ systems can integrate with your computer network, or be kept 
completely separate from your computer network, depending on your needs. 
Integration can allow extra functionality such as ‘screen popping’ to display 
your customer’s details from your database on incoming calls, plus use your 
database for outgoing dialling. ‘PC Attendant Console’ so your Operator can 
use their computer screen for ‘point and click’ for easy call handling. Unified 
Communications is also able to integrate Voice Mail and Fax messages to your 
emails, plus Video calls and ‘collaboration’ for working together with others on 
projects remotely.
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5. What is a ‘Hosted’ or ‘Cloud’ PBX, and how 
does it differ from a ‘Premises’ based ‘IP’ PBX? 

 6. What are the relative differences between a 
Hosted (Cloud) and a ‘Premises’ based I.P. PBX 

system?

A ‘Hosted’ PBX system is where the ‘brains’ or ‘Main Equipment’ of the phone 
system is located off-site from your offices – usually at the ‘Host’ supplier’s 
premises. Your phones and an associated modem/router will usually still be 
located at your own offices. These systems only use the ‘VoIP’ type of outside 
lines. There can be advantages for this type of system for some businesses, 
however there are other advantages that ‘premises’ based IP systems can 
provide that also need to be fully considered.

A Hosted system will usually require a smaller initial investment in equipment 
and they are a little easier to expand to new locations if you have several 
branches. Some of the advantages that a ‘Premises’ PBX provides over a 
‘Hosted’ system, are that they are much more customizable to customers’ 
individual needs. You maintain complete control over who looks after your 
system equipment, and retain the flexibility to move your ‘outside’ lines to 
a different Carrier if you wish. If you want to still use some of your existing 
outside lines that are not ‘VoIP’ lines, then you should choose a premises 
based ‘IP’ system that will provide that flexibility. Most basic features are 
very similar between ‘Hosted’ and a ‘Premises’ PBX, so in essence it boils 
down to a decision as to who you want to control your Communications, and 
which features you need. For a more in-depth comparison between ‘Hosted’ 
and ‘Premises’ PBX’s - simply go to our website and download  the separate 
document re same.

7. What different types of Extension Phones 
should I consider?    

Systems can usually cater for three main types of extension phones:

(a) ‘System integrated’ or ‘key’ phones - these will usually be either ‘digital’ 
or ‘IP’ phones, but can also be ‘Wireless’ desk-top phones - using ‘DECT’ or 
‘WiFi’ technologies (very easy to ‘move’!). These types of phones increase staff 
productivity and provide considerable operational benefits, including much 
easier call handling and easy access to many other system ‘features’. Most 



Verbl Communication - Website Concept - Version 1

T 08 9273 4988 F 08 9273 4990
E advice@verbl.com.au
207 Balcatta Road, 
Balcatta WA 6021

Business Technology.
Simplified. 

© 2014 VeRBL

8. Would  my business benefit from the ‘Auto 
Attendant’ and/or Voice Mail features?    

The ‘Auto Attendant’ feature allows your incoming callers to receive a recorded 
voice announcement if your operator is temporarily unable or delayed in 
answering a call. Callers may be simply advised to “hold until the operator can 
answer your call”, or can be invited to dial the extension number if they know 
it, or have a choice of “dialing 1 for Sales, 2 for Service, 3 for Administration” 
etc. This is infinitely preferable to having your callers just hearing ‘ring’ tone, 
and no one answering same, as they may think they have dialed a wrong 
number or that you don’t care about their call. Voice Mail can help with both 
your ‘internal’ communications as well as catering for ‘outside’ callers to be 
able to leave messages for your staff – especially after-hours. When used in 
conjunction with the ‘Direct In-Dial’ feature, you are provided an excellent 
facility that can be easily accessed by staff members from anywhere inside or 
outside your offices. The Voice Mail feature on most systems will also allow the 
‘recording’ of some or all calls if needed.

will have extra programmable buttons that can be used for ‘outside’ lines or 
‘extension buttons’– showing the ‘busy’ or ‘available’ status of each line or 
phone. You can have ‘Remote’ office phones at a home or branch office that 
work exactly the same as the phones in the office on some systems. 

 (b) ‘Portable’ extension phones that can be carried around provide ‘move-
around convenience’ for staff. These phones usually use ‘DECT’ or ‘WiFi’ 
technologies - some  are ‘system integrated’ and others are ‘analogue’ 
cordless phones. Your iPhone or Android mobile can ‘double’ as a full 
working office phone system extension on some systems - providing the 
ultimate in call handling flexibility.    

c) ‘Analogue’ extension phones would usually be used where a ‘specialised’ 
benefit exists.  These include a high quality ‘Conference’ phone, the portability 
of a ‘Cordless Phone’, an ‘Answering Machine’, or the integration of a Fax or 
Eftpos extension onto the system (which can enable you to better utilise your 
existing ‘outside’ lines).         
A mixture of all types of extensions is often the best overall solution.
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9. In the event of a ‘Power Outage’ - what would the 
effects be on the operation of my telephone system?  

10. What other features are important to my 
operations? 

Being ‘software’ driven these days - most systems provide little in-built 
coverage for this situation as a standard feature. Usually if they do, one or 
more incoming lines will be directed to a particular extension, however the call 
cannot then be transferred and you would lose most functions of the system. 
The more commonly used method to provide some coverage is to use ‘Battery 
Back-up’ or a ‘UPS’ so that the system remains fully operational for a period 
during power outages. A ‘UPS’ also provides a level of protection from power 
spikes that could damage your system.
   

With very few exceptions, systems provide the ability for any extension 
phone to answer, hold and transfer calls. They can also provide ‘Caller I.D.’ 
on incoming calls and have Call Centre features, plus ‘Music (or messages)-
on-Hold’. An External P.A. system can be connected into the system for easy 
‘paging’ of staff members over a large site (although note that this is not 
available on many ‘Hosted’ systems). ‘Fixed Mobile Gateways’ can make 
dialling mobile phones from your office phones as cheap as dialling one from 
your mobile phone – and in many cases this can be a ‘free’ call, depending on 
your suppliers contract arrangements. Inexpensive ‘Call Management’ software 
can be utilised to identify call trends, costs and call patterns. If you have any 
other specific requirements – make them known to your supplier to ensure that 
your needs will be matched by the system being recommended.

11. Is buying a ‘used’ system an option for me? 

Depending on your business’s requirements and the available budget this 
could be an option. If the system is reasonably recent and is coming from a 
reliable source, then some savings could be achieved. Sometimes, however, 
‘renting’ a newer system for a period is a much better alternative, as your 
business is then not disadvantaged or restricted – as the latest IP and Hosted 
systems do provide many operational advantages over older traditional phone 
systems.
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 12. How do I know which system supplier to use?

Choosing your system supplier is potentially more important than the 
brand of system that you decide upon. Always look for a supplier that can 
accommodate any maintenance issues with your system, including liaison with 
your ‘Carrier’ to identify and eliminate faults not on your system i.e. ‘Exchange’ 
or ‘outside line’ faults. Also find out in advance their pricing structure for these 
services – sometimes an apparent ‘advantage’ of a cheaper initial price is 
reversed once you request some changes/follow-up service.

At VeRBL/Try Doug, we supply both ‘In-Premises’ and ‘Hosted’ phone systems 
– all tailored to suit your requirements. We absolutely guarantee that all your 
calls to us will be answered within Australia, and that you won’t need to put up 
with long, time-wasting phone  queues. You’ll love our ‘No Smoke and Mirrors’ 
approach that provides easy to understand, very economical plans and rates 
– so why not use our vast experience and knowledge to your Company’s 
benefit? 

Simply fill out the ‘9 Easy Steps to Choose your next Telephone System’ on our 
web page, and ask for any extra details needed.
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‘Caller I.D.’  ‘Caller Identification’ telephone number of either an incoming  
   caller, or going out on your calls.
‘DECT’  ‘Digitally Enhanced Cordless Telephone’ – an excellent, well   
   proven cordless phone technology.
‘External P.A.’ ‘External Public Address’ (or public address system)    
   separate to the telephone system.
‘I.P.’    ‘Internet Protocol’ – a common method used to    
   communicate between computers and the internet,   
                               also now used on telephone systems for seamless    
   integration to computer networks.
‘ISDN’   ‘Integrated Services Digital Network’ (‘digital’ outside lines)   
   mainly used for ‘Voice’ calls
‘LAN’    ‘Local Area Network’ - computers linked to form a ‘network’,  
   usually within an office.
‘LCD’    ‘Liquid Crystal Display’ (display screen).
‘NBN’   The ‘National Broadband Network’ – very fast Optic Fibre   
   service gradually being implemented   
                             throughout  Australia.
’PBX’   ‘Private Branch Exchange’ which is another term often used  
   for an office Telephone System (sometimes also referred to   
   as a PABX – which has ‘A’ for ‘Automatic’ added in).
‘PSTN’   ‘Public Switched Telephone Network’- ‘analogue’ outside   
   lines (also referred to as ‘POTS’ lines).
‘SIP’   “Session Initiation Protocol’ – the most common type of   
   ‘VoIP’ outside lines used on systems
‘UPS’    ‘Un-interruptible Power Supply’ which provide battery back-  
   up and some ‘power spike’ protection.
‘VoIP’    ‘Voice over Internet Protocol’ – a method of making    
   telephone calls, usually over the internet
‘WiFi’   Wireless Data Communication standard usually used within a  
   ‘LAN’.
  
We hope that the above information has been of assistance to you, however our 
experienced staff are always available for further assistance if needed, and would 
be pleased to call out at no cost to you, and further discuss your needs.

Directory of Abbreviations Used


