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SERVICE DESCRIPTION

pascom ONE Product and Service Description

1. Introduction

pascom ONE is a cloud-hosted Voice-over-IP 
telephone system. In certain regions (currently only 
in Germany) this telecommunication service also 
includes public telephone network termination 
services. The solution is delivered as a Software as 
a Service via the Internet and is licensed on a user 
subscriptions basis. This begins and ends with the 
agreed duration of the contract. As a rule, billing is 
carried out retrospectively on a monthly basis. The 
GTCs of pascom ONE, the applicable latest price 
list /tariffs and the services defined in the contract 
apply in addition to this product and service 
description.

2. Target group

pascom ONE is only available for business 
customers. All services, tariffs or utilisation of 
the system are based on typical commercial user 
behaviour.

3. Customer portal

All relevant documents for pascom ONE, such as 
contracts or itemised bills, can be accessed via 
the customer portal my.pascom.net. As a rule, the 
requested services are also offered and ordered 
within the my.pascom.net portal.

4. Prerequisites for the use of pascom 
ONE

You must have access to the Internet to connect to 
the pascom ONE solution. In addition, several IP 
ports must be open and accessible to the central 
pascom IP addresses via this connection. This might 
require local security adjustments such as updating 
firewalls. 

A more detailed description can be found in the 
pascom documentation: https://www.pascom.net/
doc/en/server/port-overview/

If a voice connection is established to pascom, then 
this must be transmitted to the endpoint device via 
the Internet more or less in real-time. If this cannot 
be ensured, connection stability or voice quality will 
suffer. For this reason we recommend the use of a 
suitable Internet access with sufficient bandwidth 
(approx. 80kbit/s per active call). A low latency of 
less than 100ms is also necessary and a packet loss 
of less than 0.5%. The same requirements apply 
to the local network (LAN) of the participant or the 
mobile network to which the endpoint device is 
connected during the call either by wired or wireless 
means.

The pascom desktop and mobile client software 
system requirements plus an overview supported 
hardware telephones can also be found in the 
pascom documentation: https://www.pascom.net/
doc/en/

If fax and voicemail messages are to be sent via 
e-mail, an appropriate infrastructure for the receipt 
of e-mails must also be in place.

5. Features of the pascom  
telephone system

The telephone system included with pascom 
ONE includes numerous Unified Communication 
functions such as desktop, mobile and web clients 
for telephony, video conferencing, screen sharing, 
group chat, fax & file transfer, single and multi-
line TAPI, Contact Center, IVR & analytics, diverse 
interfaces & connectors and much more. The 
latest list of all features is available on the pascom 
website: https://www.pascom.net

Throughout the duration of the contract, the 

https://www.pascom.net/doc/en/server/port-overview/
https://www.pascom.net/doc/en/server/port-overview/
https://www.pascom.net/doc/en/ 
https://www.pascom.net/doc/en/ 
https://www.pascom.net 


2pascom GmbH & Co. KG  | Berger Str. 42  |  94469 Deggendorf  |  +49 991 29691-0

SERVICE DESCRIPTION

customer always receives the latest pascom server 
and client version. Therefore, functions can be 
added or discontinued during this time. You will 
find more information on this topic in the release 
notes.

6. Telecommunication services in the 
public telephone network (currently only 
in Germany)

pascom ONE also provides termination services 
to the public telephone network in addition to its 
own telephone system. This can be used to make, 
receive calls and transfer calls to/from the public 
telephone network.

(a) Phone numbers/voice channels
As a rule, one phone number and five voice 
channels for termination in the public telephone 
network are provided per licensed concurrent user 
of the telephone system. Only fixed-line numbers 
belonging to the geographic location of the 
company based on the customer registration can 
be assigned. If more phone numbers than licensed 
users are assigned (e.g. through phone number 
blocks), these are charged for separately. You will 
find more information on this topic in the pascom 
ONE price list.

(b) Phone number porting
Porting a public phone number to pascom ONE is 
free of charge within the framework of the licensed 
user and can be ordered via the customer portal 
my.pascom.net. Only fixed-line numbers belonging 
to the geographic location of the company based 
on the customer registration can be ported. A fee is 
charged (see pascom ONE price list) if the number 
of phone numbers per user is exceeded.

(c) Emergency calls
If an emergency 110 or 112 call is made via 
pascom ONE, this is transferred as standard to 
the responsible control centre. This requires that 
an endpoint is supplied with power and has been 
registered with pascom. It cannot be guaranteed 

that the nearest control centre is contacted if the 
endpoint is located at a different location from the 
stored company location. For this reason, mobile 
and remote users are recommended to only use the 
pascom mobile client on an appropriate device with 
access to the mobile network. Emergency calls are 
then transferred directly via the mobile network.

(d) Value-added services
The use of services settled by means of “offline 
billing” is not possible. These include directory 
inquiry services and 0900 premium-rate services.

(e) Blocked phone number destinations
As fraud and misuse protection, specific destination 
phone numbers, phone number groups and entire 
destination countries are blocked by pascom.
These include national telephone numbers 
beginning with 0900, 0118, 018-1 to 018-9 and 
all call-by-call connections and all international 
satellite connections to fixed-line and mobile 
networks listed in country groups 2 and 3 as 
indicated in the price list. Individual countries in 
this group can be activated on request.

(f) Itemised billing
On request, an itemised bill can be made available 
via the customer portal my.pascom.net. As standard 
this option is deactivated. Activation must be 
done using the customer portal. Whereby either 
a complete phone number can be selected or a 
shortened version with only the last three digits of 
the destination phone number. These settings only 
apply for the creation of future invoices.

(g) Test period
You can test pascom ONE free of charge for a 
period of 30 days. A location-dependent number is 
assigned during the test period, via which 100 call 
minutes can be used exclusively to make calls to 
German fixed-line and mobile networks. It is not 
possible to apply for or port more phone numbers 
during the test phase.
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(h) Features of CLIP/CLIP no Screening/
CLIR
As standard, the phone number is displayed for 
incoming and outgoing connections (CLIP). If 
required, display of the outgoing phone number 
can be suppressed (CLIR). In addition, outgoing 
calls can be configured to send a freely configurable 
phone number to the public telephone network 
using CLIP no screening. This can be particularly 
helpful for the migration to pascom ONE, as a 
phone number that has not yet been ported to 
pascom can be immediately used for outgoing 
connections. This requires an appropriate right 
of use for the signalised phone number. Pursuant 
to § 66 of the Telecommunications Act (TKG), 
numbers for directory services, internation phone 
numbers, mass calling services, innovative services 
or premium-rate services, as well as numbers for 
speed dial voice services may not be transmitted. 
You must comply with these provisions if CLIP no 
Screening is activated and refrain from any misuse. 

7. Communication services via third-
party providers

Using the trunk provider templates provided, 
pascom ONE enables the integration of various 
supported telecommunication providers. Whereby 
the customer concludes a contract with the 
respective provider subject to its conditions and 
transfers the access data to pascom ONE. The 
following guide in the pascom documentation 
provides instructions to follow: https://www.
pascom.net/doc/en/trunk-templates/

8. Availability/maintenance

pascom ONE has an average annual availability 
of at least 99%, excluding maintenance times. 
Maintenance times are from Sunday to Friday 
between 10:00 p.m. and 6:00 a.m. on the following 
day. Before maintenance work is conducted, prior 
notification will be given to the customer via the 
website https://status.pascom.net/. While the 
maintenance work is being carried out, it is possible 

that some or all pascom ONE services are not or 
only partially available.

9. Initial setup

The initial setup is not part of the pascom ONE 
licence. You can carry out the setup yourself or 
have a pascom reseller partner do it for you. 
Alternatively, you can also order this service from 
pascom directly. As a rule, the initial setup is carried 
out remotely.

10. Support/SLA

Software support is included in pascom ONE. 
Support requests can be opened at any time 
via the customer portal. The standard response 
time is 6 hours (SLA1) during pascom’s hours of 
business. pascom offers different SLA (Service Level 
Agreement) upgrades. These can shorten response 
times, for example. The SLA defined in the contract 
always applies.

11. Data backup

pascom automatically creates a backup for 
customer-specific data. As standard, this is carried 
out daily. A restoration can be ordered from the 
pascom Support, which then overwrites the current 
data stand with the backup.
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