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1. Welcome 

 

Thank you for choosing Universe from Firstcom Europe 

This guide will provide you with a reference to the wide range of features available on our Unified 

Communications platform to you so that your telecommunications experience is both more convenient and 

productive.  

Unified communications is developing rapidly and we are always upgrading our product so there may be 

some slight differences between the details here and your user experience. 

We would be delighted if you could give us feedback and make recommendations as to how we could work 

better with you.  

If you need any further help, please give us a call on the numbers below. 

 

 

Kind Regards, 

The Firstcom Team 

 

Email: info@firstcom.co.uk 

Phone: +44 333 023 7000 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Contact Details: 

Phone: 0333 023 7000 

Email:  info@firstcomeurope.co.uk 

Website: www.firstcomeurope.co.uk    

mailto:info@firstcom.co.uk
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2. What is Universe? 

Universe is a cloud-based telecommunications system that can be used by a range of devicesģ mobile, 

computer or desk phone. It provides access to advanced voice calls, PBX functions such as queuing and IVRs 

and well as online chatting, video conferencing and content sharing 

3. Quick start Guide  

i. Log into the self-service portal at Ĩselfcare.voip.co.uk /loginĩ (do not add www.) 

ii. Enter the username (your email) and password provided in the ĥWelcome to UniverseĦ email. When you 

log in for the ńrst time, you may see six main menu headings at the top of the portal.  

 

iii. Bookmark the selfcare portal address above in your browser such as Google or Yahoo on your 

Bookmarks or Favorites bar. 

iv. Your Universe Number - Click on the ĨMeĩ icon and go to the bottom of the page to see your One 

Number. Write this down to refer to until you have remembered it, because this is your new phone 

number. You may have more than one telephone number. In this case you have to set one of them as 

your One Number. 

v. Your Universe Computer Phone - Go to the ĨSoftwareĩ icon and choose the latest download for your 

computer (Windows or Mac).  This will show it is downloaded in the bottom left part of the screen.  Click 

on this to run this or go to your downloads folder and double click on the Universe Setup file. Choose 

the ĨOnly for meĩ option (if using Windows) on the next screen and the service will be ready to use.  

vi. Your Universe Mobile Phone ģ Again in the Software page you can download Universe to your mobile 

from the Google Play or App Stores. Remember, you may need your Google and will need your Apple 

sign-in credentials to download the software  

vii. Your Universe Video service ģ ĨMeeting Spaceĩ could be your last icon, if it is included in your package. 

If not, ask someone in your company to approve the use of this feature that allows you to see the people 
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you are talking to, send them messages, or share screens. No need to download anything.  

4. Some top tips 

A couple of top tips before you get startedĮ 

i. Check your profile 

On the selfcare front screen, you will see your name in the top right -hand corner. Click on this and you will see 

ĨMy Profileĩ.  Check that you have the correct time zone in the appropriate field and that the other details on 

the page are correct. You can also change the password you have been given, to something more memorable 

and upload a photo of yourself. 

ii. Add to your Phone book 

Under the Phone book icon, you can add extra names to those that have already been included with your 

service, by your Universe administrator. Phone book is accessed by all your devices, why not add a couple 

more names and then give each of your devices a test.  Remember to put the country code first +44 for UK. 

For Example: +443330237000. Leave no spaces between the digits. 

iii. Multi ple Device Ringing 

Note that for incoming calls, each of your devices can be made to ring simultaneously, however, the first one 

to answer takes the call. The other devices are not able to be on the call as well. 

Now you are ready to go. The rest of this User Guide will provide you with more information as to how to 

make the most of your telecommunications service. You can now experience all the advanced and useful 

features that are possible with Universe from Firstcom Europe.  

5. Selfcare Portal  

Your selfcare portal is located at selfcare.voip.co.uk  (do not use www.) 

 

Me Shows the calls that you have made and received, the package of calls and data you are 

using and the usage of these. It indicates the meetings you have this week, the Devices 

connected to Universe and the Caller ID that will be displayed when you make outbound 

calls and your One Number (your phone number for all devices) 

Devices This shows the devices that are connected to Universe and allows choice of settings 

Services  This refers to the Service associated with Universe such as Voicemail, Fax and Recordings 

Phone Book Here is where your contacts are stored from the company, or ones that you add. These 

contacts are used by your fixed phone, computer phone, mobile phone and video 

conferencing service 

Software Your software icon allows you to download the relevant software for your computer 

phone for Windows and Mac and also your IP based mobile phone service for  Android and 

Apple 

Meeting Space Meeting space is your teleconferencing system. By clicking on this you can create 

meetings immediately or schedule them for later. You can also view the meetings that you 

have organized for the future.  
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i. Me 

 

a. Events 

Along the left-hand side of the ĥMeĦ page you will see the 

Events timeline. 

In the Timeline you are able to see and view the last 25 

events that have happened on your Universe account.  

Whether that is inbound or outbound you can keep track of 

it here. 

Your company system administrator will not be able to see 

your events.  

 

 

 

 

 

b. Usage 

The right-hand side of the screen has the Usage per 

calendar month of minutes to Fixed, Mobile and Freephone 

numbers. Your screen may look different to the one 

displayed depending on the package your purchased.   

 

 

 

 

c. Meetings this Week 

This is the list of meetings that either you have initiated to 

or have been invited to for the rest of the week from 

someone within the same Universe company subscription. 

Meetings from other platforms such as Teams or Zoom, will 

not appear here.  Meetings from other company Universe subscriptions will also not appear here. However, 

all should appear In your Outlook, or similar, Calendar. 

You can join meetings from here. If the user hasnĦtĦ got any meetings the menu will not appear. 
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d. Queue Membership 

By being included in a group a user becomes part of a 

queue and answers calls either in rotation or randomly. He 

can also sign off from the group and exclude himself from 

the queue. The Administrator can see if you are no longer 

part of a queue. As a member of one or several queue, you 

answer calls for different queues like Sales,  

support, finance etc. 

 

e. Devices 

One number is the single number that can apply to all your 

devices. The list of devices connected to Universe one 

number is given here It can also, to be seen under Services. 

It shows that there are three devices that are not 

connected to One Number and hence when the Universe 

number is called, they will not ring. You can also set the 

Caller ID of outgoing calls made from the device. 

 

 

 

 

 

 

f. One Number 

The Number listed is your One Number. i.e. The number 

that applies to all your devices If you get an additional 

telephone number, it will be added as a One Number by 

default  meaning that multiple devices will ring.  

If you allocate your second telephone number to a device, instead  

of allocating it as a One Number you can have a private  

number and a One Number at the same time.   

 

ii. Devices 

 

 

The list of Devices connected to your Universe is displayed under the Devices icon. It gives information about 

the type of Device, its status, the name of the device and the Hardware Identification (MAC number). 

Note that only hardware devices provided by Firstcom can interface with Universe It is possible to add 

generic SIP-devices. Note also that Microsoft Teams integrations appear as a device as do Softphone 

applications. 
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The Call time field gives the time that will 

elapse before an incoming call goes to 

voicemail. Note that for longer Call time 

settings (e.g. 120 secs) the dialerĦs phone 

may hang up before the call goes to 

voicemail. 

For the fixed phones there is a setting that 

allows one button (speed) dialing to be set 

for the phone. Select the button on the side 

and input the number of the person to be 

called and assign their name. It is possible to 

join or leave a group with one button and to 

pick up a call with one button. On some 

devices you can also set voice recording and 

Call pickup groups. 

 

The following form appears when the 

button on the right is clicked. Complete the 

fields and press save. 

DonĦt forget to Save any changes (again). 

To go back to the Devices page, press the 

Devices icon at the top of the page. 
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iii. Services 

Services provides access to Voicemail, One Number, Fax and Recording settings 

 

 

a. Voicemail  

By clicking on the Voicemail Settings button voicemail settings options appear. The four buttons do the 

following:  

Use Voicemail - Choose whether or not to use Voicemail 

Send Email - Send a notification  email to the User to confirm that a caller has left a voicemail 

Message Waiting Indication  ģ On a fixed line phone, let the User know that a message has been left 

Send files as attachment ģ Sends the .wav files of the message to the User in the notification  email  

Voice - On the right-hand side you have the ability to update your voicemail greeting settings. At the 
top is Voice section. Here you can select from a variety of pre-recorded text to voice recordings with 
diǟerent accents to play your automated voicemail greeting. It offers a range of accents and 
languages 

Voicemail Greeting - Here you can choose from a selection of greetings pre-recorded for the 
automated voice to read out. 

Both options allow you to play an example to understand how your voicemail greeting would sound. 

Once you are happy with your selected greetings, press the ĥSave Voicemail GreetingĦ butt on. 

It is possible to record your own greeting. Select the Recorded Message option in the Voicemail Greeting drop 

down list. Once selected, on your handset dial voicemail by pressing the voicemail button  or by dialing 0333 

023 7999 and selecting Option 3. Then follow the menu prompts to record, review and save your own 

message. 

 

Top Tip 

Note that if you have the Call Forwarding Always, or Call Forwarding on No Answer selected, this will 

override Voicemail.  See the One Number section below. 
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b. One Number 

Select ĥOne NumberĦ in the menu on the left -hand side. The graphic shows all the devices connected to the 

One Number. 

On the right-hand side you will be presented with two options. These ńelds allow you to divert your calls to 

diǟerent numbers.  

Call Forward  Always - will  divert  every call to a One Number to a specińed number, and  

Call Forward  No Answer - will divert calls that are not picked up by your devices set to One Number 
to another  number aft er the Call Time has expired. This is set in the Devices section.  

 

 

 

Top Tip 

If you are concerned that your Universe mobile service may not always have sufficient broadband, why 

not put your native mobile number in the Call Forward No Answer section and the call will be sent to you 

GSM mobile if there is poor internet coverage. 

 

Fax 
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c. Fax 

To send faxes simply select the fax button on the left -hand side.  

Once selected, upload or drag a document in PDF format into the web browser and then add in a recipient 

target number. Press send and your fax will be sent. 

Underneath the send section a record of all of the sent faxes on Universe will be logged. 

When you upload a PDF, new fields will appear so that you can fill in recipients (with memory), Number to 

send from and a send button. 
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d. Mailbox 

On the left-hand side of the services page, you will see a mini menu called Mailbox. In the headings beneath 

here you will be able to access the voicemails, faxes and recordings that you have received and made. 

For example, to access and view the list of received faxes, simply click the Fax button. 

 

Once clicked you will be presented with a list of all of the faxes that have been received on Universe. On the 

left you will have all of the details about that Fax and on the right,  you will have some function buttons. To 

open, download or delete a fax click on the appropriate button. Voicemails work in a similar way. Note that on 

the applications and on fixed handsets, voicemails can be retrieved as well.  

To access and view a list of recordings you have made using the ĥcall recordĦ option on your Firstcom provided  

device, click Recordings. All personal voicemails, faxĦs and recordings are not visible to your system 

administrator  

 

 

e. Call Recording (On Demand) 

FirstcomĦs Cisco and Yealink devices support on demand call recording.  

On the Cisco phones, to use this feature, whilst on a call, press the button below the  three dots on the bott om 

right -hand side of the Cisco screen. Then press the Record button . Once pressed a notińcation will pop up 

saying: ĨRecording has startedĩ. This call is now being recorded. 

To stop recording, simply hit the same three dots, followed by the same Record butt on or hang up the call. 

To access these recordings, login to your Universe account via: www.selfcare.voip.co.uk 

Once logged in click ĥServicesĦ in the top menu, followed by recordings on the bott om left -hand side. You will 

then be presented with the following screen: 

http://www.selfcare.voip.co.uk/
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You will now see your saved on demand call recordings. On the right you will see a series of function butt ons. 

To listen to a recording press play, to download a recording press download and to delete a recording, press 

delete. 

 

f. Call Recording (IVR). 

IVR call recording needs to be set up by your Admin using the Firstcom drag and drop IVR system. To learn 

how to set up IVR call recording, please refer to the Administra tion guide.  Firstcom also has Call Recording 

Pro which can be bought as an add-on and records each call. 

 

iv. Phonebook. 

To get into Phonebook select the Phonebook option in the top menu of the Selfcare page. 
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There are three types of entry in the Universe phonebook;  

a. the end User entries 

b. subscriber (users in the system) entries automatically added for each subscribing company 

c. Administrator added  Universe and non-Universe entries.  

 

Á This User Guide is for End Users. In the Administrators User guide are the details for how 

Administrator  entries are added. 

Á To add a new Contact, press the Create contact butt on. Once clicked this will  pop up with  some 

ńelds to be completed and then press ĨCreate contactĩ. This will add the contact to the user's 

view of the phonebook only. Note that you must add the country code for each entry. In the UK 

this is +44 before each phone number. Do not put spaces between digits. 

Á To delete a Contact, press the red delete contact button on the right -hand side. To edit a 

contact, click the name of the contact. 

Top Tip 

You must add the email address of a contact if you wish to contact them with the video conference 

service ĨMeeting Spaceĩ 
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Á You can also upload an Excel spreadsheet to your personal contacts. You can do this by clicking 

ĨUpload Contactsĩ in the top line. You can download a sample spreadsheet to complete. Once 

completed you can upload the spreadsheet in Excel format to the system. This will import all of 

the contacts on the sheet. In this function, the Excel sheet will help/guide the user getting the 

right information into the right columns by validating the input.  Do not forget to add +44 and 

make sure there are not spaces between digits in the phone numbers. 
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6. Universe for Windows and Mac 

i. Before you get started 

a. Make sure you have a Universe account and that you know your Firstcom Universe Email and Password 

b. Make sure you are connected to Wi-Fi 

c. You will need to make sure your computer has a microphone that is active and has speakers, or you are 

using a headset 

d. Delete any old versions of the Universe for Windows and Mac App 

e. Make sure in your Selfcare Portal => Devices, you do not have more than 3 Softphone connections 

(including mobiles).  Do not count fixed Business Phones. 

f. Log in to your Universe Self Care portal (https://selfcare.thisisuniverse.io/ ) and go to the Software icon.   

g. Select Universe Softphone for Apple or Universe for Windows 
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ii. Starting the Download 

a. Select either Download for Windows or Download for macOS (Apple) depending on your computer 

b. With a Windows device the downloaded file will appear in the bottom left-hand side of your screen. 

Double click on the file once it has downloaded 

c. If the file does not begin to install in Windows, go to your Download folder in Windows Explorer and 

double click on the downloaded file. 

d. Once the download has started, you may notice a new icon looking like a shield in your taskbar at the 

bottom of your screen. Click on this and you will see the question ĨDo you want to allow the program to 

make changes to your computerĩ. Select ĨYesĩ 

e. Select the two check boxes that appear: (i) Run Softphone and if you wish (ii) Select Desktop shortcut 

f. You will notice an Orange Icon at the bottom of your screen with a ĨUĩ in it. 

g. Click on the U and enter your Universe email address and password. 

h. With an Apple device, you will get a bouncing Universe icon on your task bar. When this has downloaded a 

pop up will appear. Double click the softphone icon and the installation will begin. Accept that you wish to 

open the App when asked and sign-in. The Dial Pad should then appear. 

 

i. The Dialpad below should automatically appear on your screen. 
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j. To see all the full menu, select the three vertical dots and you will see Recents and Selfcare. (Alternatively 

click on the full screen icon at the top right-hand side of your screen at the top). 

k. It is a good idea to go into the ĨSettings Iconĩ (i.e. the Cog) and select Sound and then scroll to the bottom 

of the menu and activate Echo Cancellation 

l. If you would like your Universe Softphone to start automatically when you start your computer, go to 

Settings (Cog) => Controls => Launch at Login 

 

iii. Creating a Quick Dial list 

a. The ability to see if a colleague is busy on their  Universe phone (i.e. their ĨPresenceĩ) is only possible if 

they are in the Quick Dial list.  You cannot see the Presence of non-colleagues 

b. To create a Quick Dial list of numbers you call the most frequently, go to the Universe list and select the 

person you wish to put on Quick Dial, by typing in their name in the top search filed. 

 

c. Select the   icon in the top right-hand corner. 

 

d. The following pop up will appear. Slide the ĨEnable BLFĩ (Busy Lamp Field) to the right and ĨSaveĩ 

 

e. The name now appears in the Quick Dial list 

f. To delete a name, go to Quick Dial and right click the name => Delete 

 

iv. Making Calls  

There are three ways you can make a call. Keypad Dialing, Click to Dial, Internet Number Copying, Contacts  

Dialing or Recents 

 

a. Keypad Dialing 

Á Select the green Dialpad button on the screen and select numbers either by using your mouse or your 

computerĦs keypad. To key in the numbers using your computer, first click on the blank area above the 

numbers on the screen keypad where it says ĨPhone Numberĩ and then commence typing the numbers. 

(There must be no one listed in the search bar). Once the numbers have been completed press the green 

phone button to place the call.  

 

b. Click to Dial 

Á To dial a number you see on the internet, click on it and then select Softphone in the index of choices. 

This will become your standard click to dial number on the softphone from now on. The number clicked 

will then be called. (Note that the number in the internet has to enable click to dial for this function to 

work)  

 

c. Internet Number copying 

Á If you see a phone number online and wish to dial it, highlight the number on the internet, copy and paste 

it into the area above the Dialpad numbers on the screen. Then select the green phone button. 
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d. Contacts Dialing 

Á To select a number from Contacts you will note that upon pressing this key, two headings appear below 

the Dial Pad. These are Quick Dial and Universe, both are address books.  

Á If you select Contacts from the Universe option, you will see contact details stored in your Phone Book 

in the Selfcare Portal, including the ones that you have added here yourself, and display these in 

alphabetical order.  Note, you cannot add extra Contacts in the Softphone, they must be added in the 

Selfcare portal (https://selfcare.this isuniverse.io/) 

Á Next, select the relevant person and their details will appear on the right-hand side of the keypad. From 

here just click on the little green phone on the right-hand side of the softphone and the call will be made 

 

e. Recents Dialing 

Á By selecting ĨRecentsĩ, and choosing a Contact, a list of numbers that you have called, or that 

have called you, is displayed and the time of the call. The order is from oldest to most recent as 

you move down the page.  

Á By selecting the black phone at the top of the screen alongside the personĦs name, a call is 

originated  

 

Top Tip regarding previous calls 

For more information go to your Self Care Portal and select the ĨMeĩ icon. This will also include calls 

from your other devices, whereas this Universe for Softphone App only includes calls from this device. 
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v. When you are on a call 

Universe enables you to access a range of features whilst  on a call. 

 

 

a. B Party is the person being called and their phone number 

b. Put on Hold is when a caller is provided with music instead of being able to talk with the other party 

c. End Call is to stop the call once you have finished  

d. Mute  is to silence your microphone 

e. App Size Min / Max ģ adjusts the size of the app and details on the screen 

f. Attend (transfer) is when you pass an incoming call to another person or group, and announce the call to 

the person receiving the call. The incoming caller will hear music on hold 

g. Blind (transfer) is where you transfer a call without notifying the receiving party of the transfer  

h. Add Call allow callers to be added once on the call to create a conference. You will need to add the 

additional phone number in the keypad or search for their name in the filed alongside the Do Not Disturb 

icon 

i. Do Not Disturb  means that your phone will not ring, though it does not appear in Presence 

  

Called PersonĦs icon or 
Photo ĨBPartyĩ

B Party

B PartyĦs phone number

Put B Party On Hold

End Call

Mute

Speaker Choice

Conf Call Transfer call options

Person being called
B Party

Do not Disturb

Settings

Quick Dial List
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vi. Presence 

Á ĨPresenceĩ allows you to see which colleagues are busy or not on their Universe phones 

Á You will know if they are busy because you will notice that there is a green banner above their 

name with ĨOn Callĩ written on it. In this case they are using their Universe service already. In 

the diagram below, Julie is on a call. To see this, the person must be in your Quick Dial list. 

 

 

  




















































