
1

Smithville Cloud Voice 
Music on Hold Setup
Music can make a caller’s experience better
Music on Hold (MoH) is a Cloud Voice feature that will 
play music to a caller while they are on hold to improve 
their on-hold experience. This feature will need to 
be activated by your organization’s Business Group 
Administrator (BGA). MoH allows a caller to know they 
are still on hold whereas silence does not. Plus, you can 
insert a customized message within the music such as 
“sorry for the wait, we’ll be with you shortly,” or “thank 
you for holding the line, your call is important to us  
and we will be with you as soon as possible.” This  
reassurance allows the caller to know they will be  
attended to as quickly as possible. You can also  
use the customized messaging feature without  
music if you so choose.

Designing your Music on Hold

 Decide what you would like to include in your  
on hold experience. 

   •  If you would like to include music, choose the track 
or tracks carefully. If you are using copyrighted  
music you must get permission from the creator  
to use it to avoid copyright infringement.

   •  If you would like to include an announcement,  
decide what you would like to say, whether you 
want to start with the announcement immediately, 
or start with music, and whether you would like to  
repeat the announcement while the caller is on 
hold, or only play it only once. Using a suitable  
voice on your announcement is important. Clear 
annunciation is necessary. Listen to the recording to 
ensure it is of suitable quality. 

Uploading your music and/or message

You can upload up to two audio files for your on 
hold experience. Your audio files must be in .WAV  
or .mp3 format.

1.  Log in to the CommPortal Web app as  
the Business Group Administrator.

2.  Click Music on Hold. This will open the  
Music on Hold window. 

3.  Click the resources tab to display the media  
resources currently available for Music on Hold. 

 •  To listen to a file in the Global Media List  
displayed, click on the file. 

 •  To add your own media file click Browse to find 
the file you have saved to your computer that you 
would like to use. Make sure the file is .WAV or 
.mp3 to ensure that it will play properly. 

4.  After you have selected your media file, fill out the 
ID and Description fields so you can identify it  
visually and then click Add. You should then see the 
message “Successfully saved media.” followed by a 
short processing period. You can upload more than 
two media files if you intend to change your  
messages or music frequently.

5.  You will now have the option to edit or delete the 
media file. Click Edit to adjust the gain (volume) of 
the media file audio for the caller.

     •  Select 0 to use the original recorded volume of  
the media file.

    • Select +1, +2, or +3 to increase the volume.

    • Select -1, -2, or -3 to decrease the volume.

    Click Save when you are finished. 
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Activate your music and/or message

 Click the mappings tab to set up the media files  
you have uploaded for Cloud Voice users in your 
organization. You will see a mapping named Default. 
The media you assign to this mapping will be used on 
any of your Cloud Voice lines that aren’t specifically 
assigned a different unique media file or files. This tab 
allows you to assign media to three different scenarios: 
 • Calls on hold  
 • Calls placed in a Park Orbit  
 • Queued Calls

If you don’t specify a media file for the Default  
mapping, nothing will play for the three scenarios  
mentioned previously. 

Configure Default mapping 

Click Override on the Default mapping line and from 
the Initial resource drop-down menu select the media 
file you want your caller to hear. 

Configure Individual Music on Hold Settings

Click on the drop-down box underneath Directory 
number and select the Directory Number you want 
to configure. If you select a Multi-Line Hunt Group 
(MLHG) Pilot number, you can define the media used 
for a specific MLHG queue.

For each mapping, you can choose two media files  
to play—Initial resource and Follow-up resource—and 
specify the order in which they are played as well as 
how long they are played. It’s up to you whether you 
start Music on Hold with an announcement message  
or with music. 

1.  Initial resource is the first file that will be heard  
by the caller and is selected by clicking the Initial  
resource dropdown box and then selecting the  
desired file. 

  Next click the Action drop-down box and select the 
option you wish to apply to the Initial resource file.

 

 Repeat: This will play the Initial resource repeatedly.

  Play Once: the Initial resource will play once and 
then Follow-up resource will play and be interrupted 
at specified intervals by the Follow-up resource.  
You could use this setting to play music interrupted 
by announcements.

  Repeat - Initial interrupted: the Initial resource will 
play and be interrupted at specified intervals by the 
Follow-up resource. You can use this setting to play 
music interrupted by announcements. 

  Repeat - Follow-up interrupted: The Initial resource 
media file will play once then the Follow-up resource 
will play repeatedly, interrupted at specified intervals 
by the Initial resource. This setting is used to play 
an announcement followed by music, with the music 
interrupted by the announcement at intervals.

2.  Follow-up resource is the second file that will play 
after Initial resource and is selected by clicking  
the Follow-up resource drop-down box and then  
selecting the desired file. If you don’t wish to play  
a Follow-up resource do not select a resource  
from this dropdown box.

3.  Start Point allows you to choose where your  
resource begins—at the beginning of the file, or at 
a random point within the file. Click the Start Point  
dropdown box and select the option you wish to 
apply to the resource file.

  Start: The caller will hear the resource file play from 
the beginning.

  Random: The caller will not hear the same thing 
every time they are put on hold. For example, your 
Initial resource may be a compilation of several  
pieces of music—starting this media file randomly 
will make a different on-hold song play when the 
caller is put on hold.

  If you have set Action to Repeat or Repeat - Initial 
interrupted, the Start Point applies to the Initial  
resource. You will see a Duration box when either  
of these selections are chosen which allows you to 
specify, in seconds, how long you want the resource  
to play between interruptions. 

  After you’ve made your selections click the  
Add button.

MoH for additional phone numbers 

Repeat these instructions for any additional Cloud 
Voice numbers for which you would like to use  
customized Music on Hold.


