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To find your computer’s IP address:

1 Click Start > All Programs > Accessories > Command Prompt.

2 In the Command Prompt, type ipconfig and press Enter.

3 Note your server address on the IPv4 Address line, as shown next.

Connect Using the Indirect Method

After you find your phone’s IP address, you can start the PDC program and connect your phone to your 
computer using the indirect method.

To connect using the indirect method:

1 Click Start > Programs > Polycom > Polycom Desktop Connector.

The PDC icon is displayed as an active program on your taskbar as shown next.

2 Navigate to the PDC Configuration screen on your phone:

 For VVX 1500 phones, navigate to Menu > Settings > Basic >PDC Configuration.

 For other VVX phones, navigate to Settings > Basic >PDC Configuration.

3 From the PDC Configuration screen, set the Status field to Enabled.

4 In the Phone Orientation field, specify whether your phone is to the left or right of your computer 
monitor.

5 In the Desktop User field, enter your Windows login name.

6 In the Server Address field, enter your computer’s IP address or FQDN. The IP address enables 
your phone to locate and identify your computer on the network.

7 Select Save. 

Your settings are saved and the Basic screen is displayed.
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8  A message is displayed asking you to allow sharing with your computer. Select Yes.

9 A dialog box is displayed on your computer asking if you wish to allow remote control of your phone. 
Click OK to complete the setup process.

The PDC icon turns red, shown next, indicating that you have successfully enabled the PDC program.

Disable the Polycom Desktop Connector

If you disable the PDC, you can no longer use your mouse and keyboard to control and enter information 
on your phone

To disable the PDC:

» Do one of the following:

 On your computer, right-click the PDC icon on your taskbar and click Exit.

 On your phone, navigate to the PDC Configuration menu and set the Status to Disabled.

In the system tray, the PDC icon turns grey.

Using the Polycom Desktop Connector
After you’ve configured and enabled the PDC, you can use your computer mouse and keyboard to click 
menus and enter text in the editable fields—the fields with a flashing cursor—on your phone.

Access Your Phone Screens

You can use your mouse to navigate your phone and access your phone’s screens. 

To access your phone’s screen using your mouse:

» Move your mouse pointer off the edge of your computer monitor in the direction of your phone—left 
or right—that you indicated in the setup process. 

The pointer leaves your computer monitor and appears on the phone’s screen.

Troubleshooting: Why can't I access the phone's display screen?

If your computer taskbar is on the same side as your phone, the taskbar will block your cursor from 
accessing your phone. Move your computer taskbar elsewhere to allow your cursor to access the 
phone.



 Polycom VVX Business Media Phones User Guide

Polycom, Inc. 196

   

Using Keyboard Shortcuts to Perform Tasks on Your Phone

The PDC extends your keyboard and mouse functionality onto your phone and enables you to do the 
following:

● You can right-click a field on your computer and select the cut or copy information and paste the 
information onto your phone. You can also cut, copy and paste text from your computer onto your 
phone using keyboard shortcuts: 

 Cut (Ctrl+X)

 Copy (Ctrl+C), 

 Paste (Ctrl+V). 

You cannot cut, copy, and paste text from your phone to your computer.

● Copy and paste information between fields on your phone screen by right-clicking the field and 
choosing a clipboard command.

● Delete information on your phone by highlighting the information using your mouse and pressing the 
Delete or Backspace key on your keyboard.

● Use the Home and End keys on your keyboard to position your cursor at the beginning or the end of 
fields on your phone.

● Enter numeric information such as phone numbers using the number keys on your keyboard.

● Use the Arrow keys to move within and between text fields.

● Use your mouse scroll wheel to navigate through menus.

● Adjust the volume level on your phone by holding Alt + Up arrow key or Alt + Down arrow key.

Your keyboard function keys are also mapped to specific phone keys and soft keys, as outlined in the 
following tables. The key mappings vary by phone model.

To use the Function and Alt key mappings, your cursor must be on the phone’s display screen.

Note: PDC limitations

When you use PDC, you cannot perform the following actions:

• Enter information in phone fields that don't have a flashing cursor.

• Place calls using the New Call soft key.

For more information, see the Polycom Desktop Connector  section.

Function and Alt Key Mappings for VVX 1500 Phones

Function Key Phone Key Alt Key Phone Key

F1 Left-most soft key Alt + F1

F2 Second soft key from the left Alt + F2

F3 Third soft key from the left Alt + F3

F4 Fourth soft key from the left Alt + F4
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F5 Right-most soft key Alt + F5

F6

 or 

Alt + F6

F7 Alt + F7

F8 Alt + F8 New Call soft key

F9 Talk soft key (if PTT is 

enabled)

Alt + F9 End Call soft key

F10 NA Alt + F10 Settings

F11 Alt + F11

F12 Alt + F12 N/A

Function and Alt Key Mappings for VVX Phones

Function Key Phone Key Alt Key Phone Key

F1 First soft key from the left on your 
phone’s current screen

Alt+F1 N/A

F2 Second soft key from the left on 
your phone’s current screen

Alt+F2 Redial

F3 Third soft key from the left on your 
phone’s current screen

Alt+F3 Transfer

F4 Fourth soft key from the left on 
your phone’s current screen

Alt+F4 Conference

F6 Alt+F6 Do Not Disturb

F7 Directories menu Alt+F7

F8 Messages menu Alt+F8 New Call soft key

F9 Talk soft key (if PTT is enabled) Alt+F9 End Call soft key

F10 ACD Sign In (if enabled) Alt+F10 Settings.

Function and Alt Key Mappings for VVX 1500 Phones

Function Key Phone Key Alt Key Phone Key
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Enter Text in a Different Language

You can also enter text in different languages onto your phone using your keyboard.

To enter text in a different language:

1 On your computer, click Start > Control Panel > Region and Language > Keyboard and 
Languages > Change keyboards. 

2 Choose a computer keyboard language, as shown next.

F11 Applications Alt+F11

F12 Alt+F12 ACD Sign Out (if 
enabled)

Note: You can't use the PinYin character entry method

The PDC does not allow you to type Chinese characters into fields on your phone using the PinYin 
character entry method on your computer keyboard. Instead, copy and paste these Chinese 
characters from a computer document into the applicable phone fields using clipboard functions.

Function and Alt Key Mappings for VVX Phones
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3 Move your cursor onto your phone’s display screen.

The PDC program changes your keyboard language when you move your cursor onto your phone’s 
screen. 

4 On the phone, enter text in your chosen language.

In the following graphic, Russian characters are entered on the VVX 500/501.

See the section Polycom Desktop Connector  for solutions to possible troubleshooting issues. 

Connecting a Netgear Wi-Fi Adapter to Your Phone
A Wi-Fi adapter can connect any device with an Ethernet port to your existing wireless network. Use a Wi-Fi 
adapter with a VVX phone to wirelessly connect your VVX phone to your existing wireless network 
environment. 

Connect the Wi-Fi Adapter
This section takes you through the steps to connect a VVX phone to a Wi-Fi adapter. The NETGEAR 
WNCE2001 is supported by Polycom and is used as the Wi-Fi adapter in the procedure.

To connect the Wi-Fi adapter to the VVX phone:

1 Disconnect any wireless connection to the router and/or remove the Ethernet cable currently 
connected to the computer. 

You can restore the connection after the adapter installation is complete.

2 Connect the adapter to your computer using the Ethernet cable and USB cable. If your computer 
does not have a USB port, you can use the power adapter that comes with the Wi-Fi adapter for 
power.

Tip: Change your keyboard language back to default

To change your keyboard language back to the original, press the keyboard shortcut Left Alt + Left 
Shift to toggle your keyboard language.

Note: Powering the Wi-Fi adapter

Depending on the peripheral devices you have attached to with VVX phone, the phone may not have 
enough power for the Wi-Fi adapter through the USB port. Therefore, Polycom recommends you use 
the external power supply that comes with the adapter. This is also a requirement when using a phone 
without a USB port.
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3 Wait until both the Power and LAN LEDs on the Wi-Fi adapter are solid green. 

4 Make sure the computer gets the IP address. 

5 Open your browser. 

The NETGEAR WNCE2001 Wi-Fi adapter setup page is displayed automatically. Refer to the 
Troubleshooting section of the NETGEAR WNCE2001 User Guide if you open your browser and do 
not see the WNCE2001 Wi-Fi Adapter set up page.

6 Follow the instructions on the setup page. 

7 After completing the setup, disconnect the Ethernet and USB cables from your computer.

8 Connect the Ethernet and USB cables on the WNCE2001 to the VVX phone. 

If your VVX phone doesn’t have a USB port or the USB port is disabled, you can use the power 
adapter that comes with the Wi-Fi adapter to power the unit.

Connecting Polycom VVX Expansion Modules to Your 
Phone
The Polycom VVX Expansion Modules are consoles you can connect to Polycom VVX Business Media 
phones to add additional lines. VVX Expansion Modules enable you to handle large call volumes on a daily 
basis and expand the functions of your phone. 

VVX 101, 201, and 1500 phones do not support VVX Expansion Modules. Check with your system 
administrator to find out if your phone is set up to support VVX Expansion Modules.

Note: Wi-Fi Protected Setup

Wi-Fi Protected Setup (WPS) is a simple and secured way to connect a device to an existing network. 
If you have a NETGEAR router, this feature is called Push 'N' Connect. Look for the symbol on the 
router to make sure the NETGEAR router supports WPS. For non-NETGEAR routers, refer to the 
user manual to determine if the router supports WPS. 

http://www.downloads.netgear.com/files/GDC/WNCE2001/WNCE2001_UM_24Sep10.pdf
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The following features are available on the VVX Color Expansion Modules and VVX Expansion Modules 
with a paper display:

● VVX Color Expansion Modules VVX Color Expansion Modules feature an easy-to-navigate 
480x272 LCD display. Each color expansion module provides you with 28 line keys and three display 
pages, supporting a total of 84 lines that you can set up as registrations, favorites, busy lamp field 
contacts, or Microsoft Skype for Business presence contacts. You can connect up to three color 
expansion modules to your phone to support an additional 252 line keys per phone.

● VVX Expansion Modules VVX Expansion Modules provide you with 40 line keys that you can set 
up as registrations, favorites, or busy lamp field contacts. You can connect up to three expansion 
modules to your phone to support an additional 120 line keys per phone.

VVX Expansion Module Hardware Features
The following figure illustrates the features, components, and keys available on the VVX Color Expansion 
Modules. The table lists each numbered feature shown in this figure.

VVX Color Expansion Module features

Note: VVX Expansion Modules not supported in UC Software 5.0.x 

The VVX Expansion Modules are not supported on VVX phones running UC Software 5.0.x. The 
expansion modules are supported only on VVX phones running UC Software 4.1.6, 4.1.7, and 5.1.x 
and later. 
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VVX Color Expansion Module Hardware Feature Descriptions

Reference 
Number

Feature Feature Description

1 Line Key Selects available line key contacts, functions, and assignments.

2 LED Indicators Indicates a line or busy lamp field contact’s status. The following lists the LED 
Indicator behaviors shown on the expansion modules:

• Solid Green Indicates an active call in progress.

• Fast-Flashing Green Indicates an incoming call.

• Flashing Green Indicates the remote party placed the call on hold.

• Solid Red Indicates the phone of a monitored busy lamp field contact is 
placing a call or is in a call.

• Flashing Red Indicates a held call.

• Flashing Green and Red Indicates the phone of a monitored busy lamp field 
contact is on an active call or is receiving an incoming call.

3 Page Keys Navigates between pages on the expansion module.

4 Base Stand Hooks into the back of the expansion module to stand up the display.

5 LED Page 
Indicators

Indicates a page’s status.

• Fast-Flashing Green Indicates an incoming call on a page not currently 
displayed. Press the page key with the fast-flashing green LED indicator to view 
the contact with an incoming call.

• Slow-Flashing Green Indicates a monitored busy lamp field contact on a page 
not currently displayed is receiving an incoming call. 

• Solid Red Indicates the current page displayed.

6 Color Display Displays line numbers, busy lamp field contacts, Microsoft Skype for Business 
presence contacts and favorites.
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The next figure illustrates the features, components, and keys available on the VVX Expansion Modules 
with a paper display. The table lists each numbered feature shown in this figure. 

VVX Expansion Module with paper display features

VVX Expansion Module Hardware Feature Descriptions

Reference 
Number

Feature Feature Description

1 Line key Selects available line key contacts, functions, and assignments.

2 LED Indicators Indicates a line or busy lamp field contact’s status. The following lists the LED 
Indicator behaviors shown on the expansion modules:

• Solid Green Indicates an active call in progress.

• Fast-flashing Green Indicates an incoming call.

• Flashing Green Indicates the remote party placed the call on hold.

• Solid Red Indicates the phone of a monitored busy lamp field contact is 
placing a call or is in a call.

• Flashing Red Indicates a held call.

3 Base Stand Hooks into the back of the expansion module to stand up the display.
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Connect VVX Expansion Modules
VVX Expansion Modules are powered and signaled by VVX phones and require minimal setup. After you 
connect an expansion module to a VVX phone, the module is automatically configured to work with the 
phone. Note that you cannot connect paper display and color display expansion modules together on the 
same phone. 

To connect the VVX Expansion Module to your phone:

» Connect an auxiliary cable from the AUX port on the phone to the AUX 1 port on the expansion 
module. 

The LED lights on the module’s line keys flash red and green as the module starts up. The VVX Color 
Expansion Modules takes approximately 20 seconds to power up, and the VVX Expansion Modules 
with a paper display take approximately three seconds to power up.

Connect Additional Expansion Modules

After the first module is on, you can connect up to two additional modules to your VVX phone. 

To connect multiple VVX Expansion Modules:

1 Connect an auxiliary cable from the AUX 2 port on the first module connected to the phone to the 
AUX 1 port on the second module. 

2 Connect an auxiliary cable from the AUX 2 port on the second module to the AUX 1 port on the third 
module. 

The LED lights on the line keys light up for each connected module as the expansion modules start 
up.

Assigning Contacts and Favorites to VVX Expansion Modules
The default view on your phone screen, which is the Lines screen, displays line registrations, busy lamp 
field contacts, Skype for Business contacts, and favorites. Each function occupies a display space on the 
Lines screen. VVX phones support a maximum number of display spaces, which are listed in the following 

4 Plastic Cover 
Overlying 
Directory Card

Protects the directory card. The directory card is a paper sheet that displays line 
numbers, busy lamp field contacts, favorites, and line key functions.

5 Plastic Cover 
Cut Out

Helps insert or remove the plastic cover.

Web Info: Setting up Expansion Modules

For more information on setting up VVX Expansion Modules, see the Quick Start Guide for 
Polycom VVX Expansion Modules.

VVX Expansion Module Hardware Feature Descriptions

Reference 
Number

Feature Feature Description

http://supportdocs.polycom.com/PolycomService/support/global/documents/support/user/products/voice/VVX_Expansion_Modules_qsg.pdf
http://supportdocs.polycom.com/PolycomService/support/global/documents/support/user/products/voice/VVX_Expansion_Modules_qsg.pdf
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table. When you reach the maximum number of display spaces on your phone, the next function you add is 
assigned to the first available line key on your expansion module.

Assign Favorites to VVX Expansion Modules

You can assign favorites to line keys on VVX Expansion Modules and automatically call contacts using the 
line keys on the expansion modules. When you assign favorites on your phone, favorites are assigned to 
the next available line key on the expansion module regardless of the index number. You can reorder your 
favorites once they are created by changing the value of their index number. See the section Managing 
Favorites for more information.

To assign a favorite on the VVX Expansion Module:

1 Press and hold an available line key on your expansion module. 

2 From the Add Contact screen, enter the contact’s information, including a unique favorite index, 
and select Save. 

VVX 500/501 and 600/601 phones automatically assign a favorite index. The favorite is assigned to 
the next available line on your expansion module and not necessarily the line corresponding to the 
line key you pressed to assign the favorite.

Assign Skype for Business Contacts to VVX Expansion Modules

When your phone is registered with Microsoft Skype for Business Server, you can assign Skype for 
Business contacts to line keys on your VVX Color Expansion Module. You can choose to assign contacts to 
a line key from your Contacts list, or from searching for a contact in the Lync Directory.

When you assign Skype for Business contacts to a line key on the expansion module, you can quickly call 
contacts by pressing the corresponding line key. You can also monitor your Skype for Business contacts’ 
presence status and monitor Boss lines you are assigned as a delegate. 

To assign Skype for Business contacts to line keys on the expansion module:

1 Navigate to Settings > Basic > Line Key Customization. 

Maximum Number of VVX Phone Display Spaces

Supported Phone Model Maximum Display Spaces Supported

VVX 300 series 6

VVX 400 series 12

VVX 500 series 12

VVX 600 series 16

Note: Additional favorites and Skype for Business contacts display in your Contact Directory

After you fill all the display spaces on your phone and assign functions to all the lines on your 
expansion module, you can find additional favorites or Skype for Business contacts in the Contact 
Directory.
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2 Select Expansion Module Line Keys.

3 Press a line key on the expansion module and select Assign. 

4 Choose one of the following to assign your contact to the line key:

 Select Lync Search and enter your search criteria to find a contact in the Lync Directory.

 Select Contacts to choose a contact from the Contacts list. 

5 Select your contact and press Assign.

The contact is assigned to the selected line key. 

Identify Line Key Assignments

You can identify which registrations, busy lamp field contacts, Skype for Business contacts, and favorites 
are assigned to each line key on your expansion module in the Status menu on your VVX phone.

To identify line key assignments:

1 Navigate to Settings > Status > Line Key Information.

2 Press a line key on the expansion module. 

The assignment and line number for the line key you pressed is displayed on your phone’s screen.

3 Press the line key twice to return to the previous menu, or select Back.

Generate the VVX Expansion Module Directory Card 
Using the Polycom Web Configuration Utility, you can generate and download a PDF file with your VVX 
Expansion Module line key information. You can print and insert the PDF file as a directory card on your 
expansion module.

To generate and download the directory card using the Web Configuration Utility:

1 In your Internet browser, enter your phone’s IP address into your browser’s address bar.

To find your phone’s IP address, navigate to Settings > Status > Platform > Phone. 

2 Log in as a User, enter the default password 123, and click Submit.

3 Click Utilities > EM Directory.

4 Select the VVX Expansion Module you want to generate a PDF for. For example, EM1 is chosen in 
the following figure.

Note: Microsoft Skype for Business Presence contacts not supported on VVX Expansion 
Modules

You cannot assign Skype for Business contacts to line keys on VVX Expansion Modules with a paper 
directory card. This feature is supported only on VVX Color Expansion Modules.

Settings: Accessing the Web Configuration Utility Disabled by Default

On Polycom phones with UC Software 5.1.1 or later and registered with Skype for Business Server, 
access to the Web Configuration Utility is disabled by default as a security precaution. Contact your 
system administrator for help enabling the Web Configuration Utility. 
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5 In the confirmation dialog box, select Yes to download the directory card.

6 Select Save > Open. 

The directory card is displayed.

Insert the Directory Card on the VVX Expansion Module

After you download the directory card, you can print and insert the directory card on your VVX Expansion 
Module. 

To insert the directory card on the VVX Expansion Module with a paper display:

1 Place the tip of a paper clip under the plastic cover cut out of the VVX Expansion Module plastic 
cover to remove it.

2 Place the directory card on your VVX Expansion Module.

3 Align the tabs on either side of the plastic cover with the corresponding indents on the expansion 
module and bend the plastic cover into place to reinsert the cover over the directory card for 
protection.

Navigate VVX Color Expansion Module Paging
The VVX Color Expansion Modules display three pages of line information on the LCD screen for each 
module connected to a VVX phone. Each page of the expansion module contains 28 registrations, busy 
lamp field contacts, Skype for Business contacts, or favorites assigned to line keys. 

To navigate between VVX Color Expansion Module pages:

»  Press a Page key beneath the screen on the VVX Color Expansion Module.

Smart Paging

The Smart Paging feature arranges line key assignments and distributes pages on the VVX Color 
Expansion Modules based on the number of expansion modules connected to a VVX phone. Smart Paging 
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is automatically enabled for VVX Color Expansion Modules connected to VVX phones with UC Software 
5.1.0 or later. 

Smart Paging does not affect how pages are ordered on VVX Expansion Modules with paper displays.

When Smart Paging is enabled, the pages on the VVX Color Expansion Module are distributed across all 
connected expansion modules. This feature is described and shown in the following scenarios:

● If you only have one expansion module connected to your VVX phone, the pages are ordered 
sequentially on the module, as shown in the next figure. Press the first, second, or third Page key to 
view the corresponding pages.

● If you have two expansion modules connected to your VVX phone, the pages are ordered 
non-sequentially. As shown in the next figure, the pages display on the two expansion modules in the 
following order:

 Pages 1, 3, and 4 display on the first expansion module.

 Pages 2, 5, and 6 display on the second expansion module.

Note: Smart Paging does not affect Flexible Line Key assignments

If you assigned functions to line keys using the Flexible Line Key feature, the line key assignments 
display on the designated line key on the expansion module and are not affected by Smart Paging.
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● If you have three expansion modules connected to your VVX phone, the pages are ordered 
non-sequentially. As shown in the next figure, the pages display on the three expansion modules in 
the following order:

 Pages 1, 4, and 5 display on the first expansion module.

 Pages 2, 6, and 7 display on the second expansion module.

 Pages 3, 8, and 9 display on the third expansion module.

Alternate Paging

When Smart Paging is disabled, the ordering of the pages on the expansion modules is not affected by the 
number of expansion modules connected to your VVX phone. With Alternate Paging, the expansion 
modules’ pages are ordered sequentially from 1 to 9. The next figure shows Alternate Paging on three 
expansion modules. 

Alternate Paging on VVX Color Expansion Modules

Changing the Backlight Intensity
When you change the backlight intensity settings on your VVX phone, the backlight on your VVX Color 
Expansion Module connected to your phone automatically changes to match the new settings. See the 
section Setting the Backlight Intensity and Timeout for information on changing this setting.
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Connecting to Skype for Business on Your Phone 
Using Better Together over Ethernet
Better Together over Ethernet (BToE) with Skype for Business on VVX phones enables you to control Skype 
for Business audio and video call activity from your VVX phone and your computer using your Skype for 
Business client. You can also use BToE to sign in to your phone using your Skype for Business credentials. 
In order to use BToE, you need to download and install the Polycom BToE Connector application.

This feature is not available for VVX 101 and 1500 phones. Check with your system administrator to find 
out if this feature is available on your phone.

Installing the Polycom Better Together over Ethernet Connector
The Polycom BToE Connector enables you to use the BToE feature on your computer and VVX phone. You 
must download, install, and start the Polycom BToE Connector application before enabling and pairing BToE 
on your phone and computer. 

Download the Polycom BToE Connector

After you have determined your operating system type, download the compatible software version from 
Polycom Voice Support.

To download the Polycom BToE Connector:

» On the support site, click Polycom Better Together over Ethernet Connector Application 3.0 or 
later, agree to Polycom’s user terms and conditions, and click Submit.

Install the Polycom BToE Connector

After you have downloaded the Polycom BToE Connector installer, you can install the application on your 
computer. You can install the Polycom BToE Connector application on the following Microsoft® Windows® 
operating systems:

● Windows 7

● Windows 8

● Windows 8.1

● Windows 10

To install the Polycom BToE Connector: 

1 Unzip the downloaded file and click the Polycom BToE Connector .msi file.

The setup dialog box is displayed.

2 Click Agree and Install to continue.

3 Choose an installation folder and click Install. By default, the Polycom BToE Connector application 
installs in the C:\Program Files (x86)\Polycom\Polycom BToE Connector\ folder.

A User Account Control dialog box is displayed.

http://support.polycom.com/PolycomService/support/us/support/voice/polycom_uc/polycom_uc_software_release.html
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4 Ensure that the dialog box lists Polycom Inc. as the verified publisher and click Yes. 

If Polycom Inc. is not listed as the publisher, click No and download the application again from the 
Polycom Voice Support site.

A Windows Security dialog box is displayed.

5 Ensure that the dialog box lists Polycom Inc. as the publisher and click Install. 

6 Select the Always trust software from Polycom Inc. check box if you want your computer to 
automatically allow future software downloads from Polycom.

A dialog box showing the Polycom BToE Connector installation’s progress is displayed.

7 After the software has finished installing, click Finish. 

The View Readme file and Launch Polycom BToE Connector x.x.x options are selected. You can 
choose to uncheck these options before clicking Finish.

If you do not uncheck the Launch Polycom BToE Connector option, the Polycom BToE Connector 
application starts on your computer and the icon is displayed in the notification area of your system 
tray, as shown next. If you uncheck the option, the desktop icon is displayed on your desktop, and 
the application does not start.

Start the Polycom BToE Connector

If you do not choose to open the Polycom BToE Connector Application during the installation process, you 
must start the application before connecting your phone to your computer. 

To star Polycom BToE connector: 

» Click the Polycom BToE Connector desktop icon, or click Start > All Programs > Polycom > 
Polycom BToE Connector. 

Now that the application is running on your computer, see Enable and Pair Better Together over Ethernet to 
begin learning how to pair your phone with your computer and use BToE.

If you have problems installing the Polycom BToE Connector or the application doesn’t start, see Better 
Together over Ethernet .

Disable Auto-Start for the Polycom BToE Connector

After you start the application the first time, the Polycom BToE Connector automatically launches when you 
start your computer. If you do not want the application to automatically start on your computer, you can 
disable the auto-start feature. 

To disable auto-start for the Polycom BToE Connector: 

1 On your computer, open the Start menu and type Run in the search field.

2 Click Run, type msconfig in the text field, and click OK. 

3 In the System Configuration dialog box, click the Startup tab.

http://support.polycom.com/PolycomService/support/us/support/voice/polycom_uc/polycom_uc_software_release.html
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4 Find Polycom BToE Connector, and uncheck the check box, as shown next.

5 Click OK > Exit without restart.

Enable and Pair Better Together over Ethernet
Before you can begin using BToE, you must pair your Polycom phone and your computer to enable BToE. 

To pair your phone with your computer and enable BToE:

1 Connect an Ethernet cable from your computer to the PC port on your phone.

The message “Successfully Paired” is displayed on the phone, and, if you are not signed into Skype 
for Business on your phone, a dialog box is displayed on your computer asking for your Skype for 
Business login credentials.

2 Enter your login credentials in the dialog box.

The message “Better Together Activated” is displayed on your phone, the BTOE icon  is 
displayed on the status bar, and the Polycom VVX phone’s driver is installed on your computer. 

3 If prompted, choose Skip Searching Windows Update for Drive.

Polycom VVX Phone is displayed in your list of audio devices in your Skype for Business client.

When the same user account is signed into the phone and the Skype for Business client, your computer 
and phone are paired, and BToE is activated. However, when the phone and Skype for Business client are 
signed into with different user accounts (for example, when you connect your computer to a shared phone), 
the computer and phone are paired, but BToE is not activated. 

If your phone does not pair with your computer, see the section Better Together over Ethernet .

Set Your Phone as Your Primary Audio Device

Before you begin using the BToE feature, you need to ensure that your Polycom VVX phone is set as your 
primary audio device in your Skype for Business client on your computer.
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To select Polycom VVX Phone as your primary audio device:

» In your Skype for Business client, click the audio device icon and select Polycom VVX Phone as your 
primary device, as shown next. 

Using BToE to Manage Calls on Your Phone and Skype for Business 
client
After your VVX phone is paired with your computer, you can answer and place audio and video calls with 
your Skype for Business contacts on your phone and in the Skype for Business client on your computer. You 
can hold and resume audio calls and pause and resume video calls on your VVX phone. BToE enables you 
to communicate with Skype for Business contacts using your Skype for Business client while providing you 
with quality audio through your VVX phone. 

You can use any VVX phone as your primary audio device for all Skype for Business calls even if you are 
not signed into Skype for Business on the phone. When you connect a VVX phone that is registered to 
another user to your computer, the phone acts as a speakerphone for all audio and video calls initiated in 
the Skype for Business client on your computer.

You can only have a video call between you and one other person. Calls with three or more people are 
audio-only. 

Answer BToE Calls

When you are signed into the Skype for Business client and the connected phone with the same account, 
the way you answer calls is different than if the Skype for Business client and the connected phone are 
signed in with different accounts.

To answer an incoming call:

» Do one of the following:

 If signed in with the same user accounts, press the Answer soft key on your phone or click 
Answer in the Skype for Business client. 

Note: How do I use my VVX phone for playing audio from media on my computer? 

If you want to route audio from media that uses the computer's speakers, such as from web videos or 
media players, you must manually change the computer's default audio speaker device to use 
Polycom VVX Phone. See the section Use Your Phone as Your Primary Audio Device for Your 
Computer.
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 If signed in with different user accounts and the incoming call is for the account signed into Skype 
for Business, click Answer in the Skype for Business client.

The call is displayed on your VVX phone and in the Skype for Business client, the PC audio icon 
 is displayed next to the Skype for Business call, and the audio for the call is played through 

the phone’s speakerphone. 

 If signed in with different user accounts and the incoming call is for the account signed into the 
phone, press the Answer soft key on the phone. 

The call is displayed on the phone only.

Place BToE Calls

You can place calls to Skype for Business contacts in the Skype for Business client and on your phone.

To place a call from your Skype for Business client:

» Choose a contact and select Call.

Pause and Resume BToE Calls

When you are signed into your phone and the Skype for Business client with different user accounts, you 
can pause active audio and video Skype for Business calls on your phone. However, when you pause an 
audio or video call on your phone, the call remains active in the Skype for Business client on your computer.

To pause and resume a Skype for Business audio or video call:

1 Select Pause on your phone. 

The audio or video call is paused on your phone, but not in the Skype for Business client on your 
computer.

2 Press Resume on your phone.

Move Call Audio between Your Phone and Computer

During an active Skype for Business call, you can move the call audio from your phone to your computer or 
from your computer to your phone. 

To move call audio between the Skype for Business client and the phone:

1 During an active call in the Skype for Business client, click .

2 Click Devices and do one of the following: 

 Click Handset to move the call audio from your computer to your phone.

 Click PC Mic and Speakers to move the call audio from your phone to your computer.

Note: Conference calling not available on VVX phones with BToE enabled

You cannot make conference calls and the Conference and Join soft keys do not display on your 
BToE-enabled phone running UC software 5.x.x. However, you can make conference calls using your 
Skype for Business client. To make a conference call in your Skype for Business client, add a 
participant during an active call. To make a conference call on your phone, you need to disable BToE. 
To disable BToE, press the BTOE soft key and press Disable.
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Use Your Phone as Your Primary Audio Device for Your Computer
In addition to the audio from Skype for Business calls playing on your phone, you can also have the audio 
from media, such as music or web videos, play on your VVX phone by setting your phone as your primary 
audio device for your computer. 

To set your phone as the default audio device for your computer: 

1 On your computer, click Start > Control Panel.

2 In the Control Panel, click Hardware and Sound > Sound. 

3 Click Polycom VVX Phone, and click Set Default. 

4 Click OK. 

Any audio from music or videos plays on your VVX phone, and the PC Audio screen is displayed, as 
shown next.

 

Disable BToE on Your Phone
You can disable the BToE feature on your phone and unpair your phone and computer. When you disable 
BToE, you can no longer use the feature on your Polycom phone and Skype for Business client on your 
computer.

To disable BToE:

» Do one of the following

 Navigate to Settings > Features > BTOE and press Disabled.

 Disconnect the Ethernet cable from the PC port on your phone.

BToE is disabled on your phone, and you can no longer use the BToE feature.

Stop BToE on Your Computer
You can stop the Polycom BToE Connector at any time. When you stop the application, you can no longer 
use the BToE functions on your Polycom phone and computer.

To stop the Polycom BToE Connector:

» Right-click  in the system tray and select Exit.

The Polycom BToE Connector is no longer active on your computer and you cannot use the BToE 
feature.
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Uninstall the Polycom BToE Connector
You can uninstall the Polycom BToE Connector at any time. Note that after you uninstall the Polycom BToE 
Connector, you can no longer use BToE. If you decide to start using the BToE feature again, you must 
reinstall the Polycom BToE Connector and repeat the steps for enabling and pairing your Polycom phone 
and computer.

Before uninstalling the Polycom BToE Connector, you need to disable BTOE and unpair your phone and 
computer (see the section Disable BToE on Your Phone).

To uninstall the Polycom BToE Connector:

1 In the Start menu, select All Programs > Polycom > Polycom BToE Connector > Uninstall 
Polycom BToE Connector.

A dialog box asking if you’re sure you want to uninstall this product is displayed.

2 Choose Yes to uninstall the Polycom BToE Connector.

A dialog box showing the progress of the application uninstall is displayed. 
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Accessibility Features on Your Phone

This section provides information for the following accessibility features available on VVX business media 
phones:

● Features for Hearing-Impaired Users

● Features for Vision-Impaired and Blind Users 

● Features for Mobility-Impaired Users 

Features for Hearing-Impaired Users
The following table lists the accessibility features on VVX business media phones for hearing-impaired 

users.

Accessibility Features on VVX Business Media Phones for Hearing-Impaired Users

Accessibility Feature Description

Visual Message Waiting Indicator (MWI) An indicator light on the phone indicates that new messages 
are waiting. Icons on the phone screen also indicate that the 
phone has new messages.

Adjustable ring tone and volume You can choose from a variety of ring tones for your phone. 
You can also change the volume of the ringer to suit your 
needs, and choose different ring tones for contacts (see 
Changing Audio Settings).

Adjustable call volume If you’re in a call, you can raise or lower the volume of the 
voice on the far end and of other phone sounds you hear (see 
Change the Volume).

Visual notifications Indicators on the phone screen (such as flashing bars or 
icons) let you know when calls are incoming or outgoing, or if 
a call is active or held. Indicators can also indicate phone 
status and if certain features are activated (see Icons and 
Status Indicators).

Visual ringing Certain VVX models have visual ringing that enables the 
screen to flash bright orange for incoming calls (contact your 
system administrator).
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Features for Vision-Impaired and Blind Users 
The following table lists the accessibility features on VVX business media phones for visually-impaired and 
blind users.

Electronic hookswitch support If you use a headset that supports electronic hookswitch 
(EHS), you can use the controls on your headset to answer 
and end calls. In addition, you may be able to mute calls and 
control volume from your headset (see Enable Electronic 
Hookswitch).

Headset Memory Mode If you use a headset, you can set up your phone so that all 
calls use your headset (see Use Your Headset for All Calls).

Hearing Aid Compatible (HAC) handsets All VVX handsets are Hearing Aid Compatible (HAC) and 
have telecoils that magnetically couple to most forms of 
wearable hearing aids per FCC section 508 (compliant to 
ADA Section 508 Recommendations: Subpart B 1194.23).

TTY support VVX phones support commercial TTY devices such as 
Ultratec Superprint. In addition, VVX phones provide acoustic 
coupled TTY support.

Accessibility Features on VVX Business Media Phones for Vision-Impaired and Blind Users

Accessibility Feature Description

Adjustable backlight settings You can change the brightness of the screen by adjusting 
backlight intensity settings (see Setting the Backlight 
Intensity and Timeout).

Tactile “5” key with raised bumps The “5” key has two bumps that let you easily discern the 
position of other keys on the keypad.

Large keys Large keys on the phone console enable you to easily 
access phone features and functions.

Physical line keys VVX 300 series and 400 series phones have physical line 
keys that you can press to answer and end calls.

Variety of feature keys that you can press Many features on VVX phones are accessible by pressing 
feature keys on the phone console.

Tactile-discernible number, feature, and navigation 
keys

Keys on the phone console are easily discernible by their 
size and shape.

Illuminated feature keys Many feature keys are illuminated when activated, so you’re 
easily alerted when a feature is enabled.

Accessibility Features on VVX Business Media Phones for Hearing-Impaired Users
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Features for Mobility-Impaired Users 
The following table lists the accessibility features on VVX business media phones for mobility-impaired users.

Accessibility Features on VVX Business Media Phones for Mobility-Impaired Users

Accessibility Feature Description

Auto-answer feature VVX phones can auto-answer calls, so you don't have to lift a handset, push 
a button, or select a key to answer a call (see Answer Calls Automatically).

Dedicated headset jack that enables 
the auto- answer function

If you use a headset, you can set up your phone so that all calls use your 
headset (see Use Your Headset for All Calls).

Touchscreen VVX 500/501, 600/601, and 1500 phones have large touchscreens that you 
can select, swipe, and press to perform phone functions and activate 
features.

Large keys VVX phones have large keys that are well-spaced on the phone console.

Built-in speakerphone A built-in speakerphone allows you to use the phone without having to use a 
handset or headset.

Adjustable phone stand VVX phones have stands that you can adjust to various angles so your 
phone sits at a comfortable angle on your desktop (see your phone's Quick 
Start Guide on Polycom Voice Support web page).

Polycom Desktop Connector 
application

You can use your computer's mouse and keyboard to enter information and 
navigate screens on your VVX phone (see Using the Polycom Desktop 
Connector). 

http://support.polycom.com/PolycomService/support/us/support/voice/index.html
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Maintain Your Phone

When your phone is unable to operate properly, you need to investigate or troubleshoot issues among other 
tasks your administrator may ask you to perform. This section shows you how to perform the following 
maintenance tasks: 

● Investigate Phone Warnings

● Restart the Phone

● Update the Phone Configuration

● Test Phone Hardware

● Clean the Touchscreen

● View Software Details

● Update the Phone Software

● Update Your Skype for Business Phone Software 

Investigate Phone Warnings
When your phone is unable to perform certain tasks, a Warning icon  is displayed in the status bar. The 
warning icon lets you know that your phone has one or more important issues. You can view details about 
the issues from the Warnings screen. If you have a VVX 600/601, the icon has a counter indicating the 
number of warning messages you have, and you can tap the icon to view the messages.

To view a detailed list of phone issues:

» Navigate to Settings > Status > Diagnostics > Warnings. 

On VVX 1500 phones, navigate to Menu > Status > Diagnostics > Warnings.

The Warnings screen is displayed listing any phone issues.

Remove Warnings
After you view the phone warnings, you can temporarily remove the Warning icon from the status bar. 
However, the warning still displays in the Warnings list until the issue is fixed. The Warning icon is displayed 
each time your phone has a warning that you haven’t viewed.

To temporarily remove warnings: 

» In the Warnings screen, select Clear Icon to remove the Warning icon from the status bar. 
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Restart the Phone
Your system administrator may ask you to restart your phone if your phone malfunctions or to assist in 
troubleshooting.

To restart the phone:

1 Navigate to Settings > Basic > Restart Phone. 

On VVX 1500 phones, navigate to Menu > Settings > Basic > Restart Phone.

A confirmation message is displayed.

2 Select Yes.

The restart process begins, and the process ends when the Home screen is displayed.

Update the Phone Configuration
Your system administrator may ask you to update your phone configuration, which you can do without 
restarting your phone.

To update your phone’s configuration:

1 Navigate to Settings > Basic > Update Configuration.

On VVX 1500 phones, navigate to Menu > Settings > Basic > Update Configuration.

A confirmation message is displayed.

2 Select Yes.

The configuration is updated. Your phone may restart, depending on the phone settings that have 
changed.

Test Phone Hardware
Your system administrator may ask you to access a diagnostics menu on your phone to test its hardware. 
You can test your phone’s microphones, speaker, handset, third-party headset (if connected), keypad 
mappings, touchscreen, and LEDs. See your system administrator for instructions on how to perform these 
tests.

To test your phone hardware:

1 Navigate to Settings > Status > Diagnostics > Test Hardware.

On VVX 1500 phones, navigate to Menu > Status > Diagnostics > Test Hardware.

Caution: Restarting your phone

Before you restart your phone, contact your system administrator. If your phone is malfunctioning, you 
may be able to restore normal operation without restarting the phone. In addition, your administrator 
may want to troubleshoot your phone before you restart it.

If you need to update your phone's configuration, don't restart your phone. Instead, see the section 
Update the Phone Configuration.
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2 From the Test Hardware screen, select one of the following:

 Audio Diagnostics

 Keypad Diagnostics

 Display Diagnostics

 Touch Screen Diagnostics

 Brightness Diagnostics

 LED Diagnostics

Clean the Touchscreen
The touchscreen on VVX 500/501, 600/601, and 1500 phones requires minor maintenance, but you may 
periodically need to clean the touchscreen. Use a clean, dry, microfiber cloth—the kind you would use to 
clean glass surfaces—to wipe the touchscreen.

Before you clean the screen, disable it so you don’t activate phone functions while you wipe the 
touchscreen.

To clean the touchscreen:

1 Navigate to Settings > Basic > Screen Clean.

On VVX 1500 phones, navigate to Menu > Settings > Basic > Screen Clean.

2 Wipe the screen with a clean, dry, microfiber cloth.

3 Press any key on the phone dial pad to enable the touchscreen again.

View Software Details
You can view the details for the software version on your phone, the latest software update available for your 
phone, and the status of the latest update. 

To view details for the software on your phone: 

» Navigate to Settings > Status > Software Update. 

For VVX 1500 phones, navigate to Menu > Settings > Status > Software Update.

Update the Phone Software
You can update the software on your phone when a new software version is available. When new software 
is available, a notification is displayed on your phone, and you have the option to update your software, 
postpone the software update, or exit the notification. 

Note: What happens if I clean the touchscreen, but it's still dirty?

Dampen a soft, lint-free cloth with an isopropyl alcohol and water solution of 50:50, and then wipe the 
screen with the cloth. Always use the dampened cloth to apply the solution; never apply the solution 
directly to the touchscreen, which could seep inside the screen or stain the phone. In addition, do not 
use chemicals to clean the touchscreen.
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When the software update notification is displayed on your phone, you can choose to update your phone’s 
software at that time. 

To update your phone’s software: 

» When prompted to update your software, select Update. 

The phone reboots and the software is updated on the phone.

Exit the Software Update Notification
When the software update notification is displayed, you also have the option to exit the notification without 
choosing to update or postpone the software. 

To exit the software update notification: 

» When prompted to update your software, select Exit.

When you exit the notification, the SWUpdate soft key is displayed on the Lines screen. 

Update Software Later
If you exit the software update, you can press the SWUpdate soft key to update your phone’s software at 
any time after you exit the software update notification. 

To update your phone’s software later: 

» Press the SWUpdate soft key.

Postpone Software Updates
Instead of updating your software immediately, you can choose to postpone the update for a later time. You 
can choose to postpone the software for 15 minutes or up to six hours. You can postpone the software 
update up to three times. After the third time, the notification is displayed without the Postpone option.

To postpone the software update: 

1 When prompted to update your software, select Postpone. 

2  Select one of the time options. 

The notification is removed from the phone screen and is displayed again during the remaining five 
minutes of the postpone time selected. 

If you do not update the phone’s software after the postpone time, a notification with a countdown is 
displayed, and the phone automatically reboots and updates the software when the countdown ends.

Note: What if the postponed time ends during an active call? 

If you postpone a software update and the time period you chose ends while you're on an active call, 
a software update notification with a countdown is displayed after the call ends. After the countdown 
ends, the phone reboots and updates the software. 
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Update Your Skype for Business Phone Software 
When you are signed into Skype for Business on your phone, you can update your phone with the latest UC 
Software from the Skype for Business server. When a software update is available, a notification is 
displayed on your phone. 

This feature is not available for VVX 101 and 1500 phones. Check with your system administrator to find 
out if this feature is available on your phone.

To update your phone’s software:

» When prompted to update software, press Reboot to restart the phone and get the latest update. 

View Software Update Information
You can view information about the software update before you update your phone. 

To view information about the software update: 

» When prompted to update software, press Details.

Update Skype for Business Software Later
If you do not want to update your phone software when prompted, you can choose to cancel the prompt and 
update the software at a later time. You can press the Dev Updt soft key at any time to update the phone’s 
software.

To update your phone’s software at a later time: 

1 When prompted to update software, press Cancel. 

The Dev Updt soft key is displayed. 

2 Press the Dev Updt soft key when you’re ready to update your phone’s software.

If your phone is inactive for a long period of time, the phone automatically reboots and updates the phone 
software.
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Troubleshooting

This section lists potential issues, problems, and common difficulties and possible solutions to guide you 
towards resolving those issues. 

Speakerphone 
If your speakerphone doesn’t work, your system administrator may have disabled it. If this is the case, a 
message is displayed informing you that Handsfree is disabled after you press the speakerphone key. In 
this case, use the handset or a headset to handle calls. 

USB Port 
If you attach a USB device to your VVX 401/411, 500/501, 600/601 or 1500 phone, and the phone does not 
detect the attached USB device, your system administrator may have disabled the USB port on your phone. 
In this case, you cannot attach a USB flash drive to your phone to use the following features: 

● Call recording

● Picture frame

● USB headset

● VVX Camera for video calls on VVX 500/501 and 600/601 phones

● USB charging device on the VVX 600/601

Contact your system administrator for help on enabling the USB port on your phone. 

Troubleshoot the Calendar 
When you do not see the Calendar icon on the Home screen, or you are not receiving meeting reminders, 
it is possible that your phone is not connected to the Microsoft Exchange Server. 

To reconnect to the server and use the Calendar feature again:

1 Navigate to Settings > Features > Calendar. 

2 From the Calendar screen, select Connect.

Login Credentials
If your phone has incorrect login credentials, or if you need to re-submit Login Credentials, one of the 
following messages or icons display on your phone:
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● The message “Login Credentials have failed. Please update them if the information is correct” is 
displayed on the screen.

● A red lock icon  is displayed under the time in the status bar.

● The message “Invalid login credentials” scrolls under the time in the status bar.

● The Calendar icon that displays on the Home screen is not available.

See the section Log Into and Lock Your Phone for more information on entering your login credentials or 
contact your system administrator. 

GENBAND Address Book 
This section includes solutions to troubleshooting issues with GENBAND on your phone.

View the Status of the Personal Address Book
If you are having issues accessing the Global Address Book (GAB), you can view the status of the GAB in 
the Status menu on your phone and contact your system administrator for further troubleshooting help. 

To view the status of the Global Address Book:

» On your phone, navigate to Settings > Status > Global Address Book. 

On VVX 1500 phones, navigate to Menu > Status > Global Address Book.

The status information and the server URL for the GAB is displayed.

View the Status of the Personal Address Book
You can view the status of the Personal Address Book on your phone to determine any issues with the PAB. 
Contact your system administrator for further troubleshooting help.

To view the status of the Personal Address Book:

» Navigate to Settings > Status > Contact Directory.

On VVX 1500 phones, navigate to Menu > Status > Contact Directory.

The following information is displayed:

 Status

 Server Control Method

 Server URL

 Registration Index and User ID 

Polycom Desktop Connector 
If you encounter any issues using the Polycom Desktop Connector, see the following table for possible 
solutions to common problems.
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Troubleshoot Audio and Echo Issues
In some cases when you are using your headset, your contacts may experience audio or echo issues, such 
as feedback of your voice or of their own voice, during the call. If your contacts hear an echo during a call 
when using your headset, you need to enable echo cancellation on your phone. 

To enable echo cancellation on your phone:

1 Navigate to Settings > Basic > Preferences > Headset > Echo Cancellation.

For VVX 1500 phones, navigate to Menu > Settings > Basic > Preferences > Headset > Echo 
Cancellation.

2 Select Enabled.

Bluetooth Headset 
If you encounter any issues using a Bluetooth headset, see the following table for possible solutions to 
common problems.

Common PDC Problems and Solutions

Issue Corrective Action

The computer and phone cannot establish a 
connection.

Verify the Polycom Desktop Connector settings on your 
phone. You may need to reboot your phone or press the 
Reconnect soft key.

I can’t enter information in a phone field using my 
computer keyboard.

Check to see if the phone field has a flashing cursor. 
You can use PDC only to enter information in a phone 
field if the field has a flashing cursor.

I can’t place a call. If you’re using PDC, you can’t place a call using the 
New Call soft key. To place a call, enter the phone 
number and select the Dial soft key or tap . 

I want to change the phone that is connected to the 
Polycom Desktop Connector.

Follow the instructions described in the section Disable 
the Polycom Desktop Connector and disable the 
Polycom Desktop Connector, which is already 
connected to your computer and is in active state on 
your phone.

Setup and enable the phone you want to connect to 
Polycom Desktop Connector. Once your computer 
receives an initial communication from the newly 
configured phone, it asks you to confirm the connection 
by displaying the message “You were controlling 
<MACaddress1> with your computer. Do you want to 
change to controlling <MACaddress2>?” Click OK.
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Recording 
If you encounter any issues recording calls, see the following table for possible solutions to common 
problems.

Better Together over Ethernet 
Use the following solutions as a guide to resolving issues, problems, or common difficulties while installing 
the Polycom BToE Connector or pairing your devices. 

Troubleshoot Polycom BToE Connector Installation 
If the Polycom BToE Connector fails to install, download and reinstall the application from Polycom Voice 
Support on your computer. 

Common Bluetooth Headset Issues and Solutions

Issue Corrective Action

The Bluetooth settings do not display on my phone Do one of the following:

• Check with your system administrator to see if the 
Bluetooth feature is enabled on your phone.

• Make sure the Bluetooth Radio setting is on. See 
Enable Bluetooth and Connect a Headset.

My headset doesn’t pair automatically. If your headset is an older model, you may need to 
enter a password before the headset can pair with your 
phone. Refer to your headset documentation for more 
information.

Common Recording Issues and Solutions

Issue Corrective Action

The message “USB device is full. Recording canceled” 
is displayed when I pressed Start.

Check that there is sufficient space on the USB flash 
drive.

The recording stopped during a call. If the USB flash drive becomes full during recording, 
recording stops and the message “USB device is full. 
Recording stopped” is displayed. 

Delete previous recordings to make space on the USB 
drive. See the section Browse Recorded Calls for 
information on deleting recordings.

The message “USB device removed 
unsafely.Recording canceled” displayed when I 
removed my USB flash drive during a call.

Do not remove the USB flash drive while recording. If 
you want to remove the drive during a call, press Stop, 
and then remove the drive.

The message “Unsupported USB device attached” 
displayed.

Refer to Technical Bulletin 38084: Supported USB 
Devices for a list of USB devices supported on 
Polycom phones.

http://support.polycom.com/PolycomService/support/us/support/voice/polycom_uc/polycom_uc_software_release.html
http://support.polycom.com/PolycomService/support/us/support/voice/polycom_uc/polycom_uc_software_release.html
http://supportdocs.polycom.com/PolycomService/support/global/documents/support/technical/products/voice/Supported_USB_Devices_Recording_SoundPoint_IP_650_TB38084.pdf
http://supportdocs.polycom.com/PolycomService/support/global/documents/support/technical/products/voice/Supported_USB_Devices_Recording_SoundPoint_IP_650_TB38084.pdf
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If the application installation continues to fail, find the log file for the installation error and call Polycom 
Technical Support. The technical support representative needs the log file to understand why the installation 
failed. 

To find the log file:

1 Open the Start menu and select your user name.

2  Select the folders AppData > Local > Temp > MSI*.LOG.

If you cannot access the log files, contact your system administrator for assistance. 

Troubleshoot Polycom BToE Connector Start Issues
If the Polycom BToE Connector successfully installs, but the application fails to start or you experience other 
application-related failures, uninstall the Polycom BToE Connector and reinstall the application.

If the application still does not start or you experience other related issues, find the log file showing the failed 
to start error and call Polycom Technical Support. The technical support representative needs the log file to 
understand why the application failed to start.

To find the log file:

1 Open the Start menu and select your user name

2 Select the folders AppData > Local > Polycom > Polycom BToE Connector.

3 Click the file polycom_BTOE_log.txt.

If you cannot access the log files, contact your system administrator for assistance. 

Troubleshoot Pairing 
Make sure that the Ethernet cable is plugged into the PC port on the phone. If a warning icon is displayed 
in your phone’s status bar, see the section Investigate Phone Warnings for information on viewing warnings. 
If the warning message states that the phone was unable to pair, you need to ensure that Polycom BToE 
Connector is an allowed program in your system’s firewall on your computer. 

To check whether Polycom BToE Connector is an allowed program:

1 Navigate to Start > Control Panel > System and Security > Windows Firewall > Allow a 
program through Windows Firewall.

2  Click Change Settings. 

3 Search for Polycom BTOE Connector in the list of applications and click the check boxes for 
Domain, Home/Work, and Public networks.

http://support.polycom.com/PolycomService/support/us/support/Contact_Us.html
http://support.polycom.com/PolycomService/support/us/support/Contact_Us.html
http://support.polycom.com/PolycomService/support/us/support/Contact_Us.html
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4 Click OK.

Return to Enable and Pair Better Together over Ethernet and follow the steps for pairing your Polycom 
phone with your computer. 


