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CHAPTER 1: FOR THE OPERATOR  

1.1 INTRODUCTION 

Welcome to protCall  ! This document will guide you through the basic s of user interface and 

give you a quick look at how to operate inbound an d outbound calls as an operator using 

protCall . 

First thing you should do is open up your browser and open it to the address where protCall  is 

installed on you network. Click the Login  button and enter your provided User Name  and 

Password . 

 

Once you entered the correct credentials and clicked Login , you should see a big blue page, 

with a toolbar and a menu on the left.  Click on the link on the left menu where it says Home . 

Letõs explore the user interface a bit . 

 

1.2 THE QUICK TOOLBAR 

  On the left, just  under your user name you can see 4 small 

buttons that make up the quick toolbar.  

   TELEPHONE STATUS  

If it is black with a red X on top  it  means there is a problem with your teleph one registration on 

the asterisk server. You will not be able to make calls while this icon is red. Contact your local 

System Administrator for a fix. Once that icon turns to green, you are ready to give or to receive 

calls.  

  PAUSE BUTTON 

Clicking on this icon will change it from green to black and back. While it is black, the system 

assumes you are busy or taking a break. The time you spend in pause mode (black) will not be 

counted as  working time. This button can be useful for taking a short break without having to 

logoff from the station.  

 THE CALL BUTTON 
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This button will take you back to your call page from wherever you are in the application.   

  HIDE / SHOW MENU 

This button will hide the main menu from the left side of the screen. Useful to get more screen 

space for whatever you are working on.  

1.3 SCHEDULED CALLS AGENDA  

The biggest item on your home page is your call 

agenda.  It lists your personal scheduled calls , the 

time and date when you have promised your  

client s to call them  back.  It shows you when you 

need to call someone, and what days/hours you 

should be online.  

THE COLOR ON THE LEFT   

  Client has been called  

  Client has not been called  

  A follow -up  to a client  

 

 

 

 

SCHEDULED CALL DETAILS 

When you click  on a schedul ed c all   you will see the  details 

about that call: the phone number, who called him last time, 

when, and what was the exit of the previous call.  

 

   will assign this scheduled call  to another 

operator.  Click this if you know you will not be available to call 

this client, or if you simply want to give this client to someone 

else. 

  will select a different time to call the client.  
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- will call this client immediately , regardless of when the call was scheduled.  

 Note : for normal scheduled calls  you do not need to press the òCall Nowó button. At 

the appropriate time and date, w hen you are online and not engaged in a call, the software 

will automatically dial this number for you as an outbound call.    

For the follow -up  calls  however, you must manually select the call and press òCall 

Nowó . The software will never automatically dial a follow -up  call unless you ask for it.  

1.4 OPERATING THE CALL PANEL 

Above your agenda is located the Call Panel, from here you control all your phone operations.  

Normally, when not engaged in a phone call your call panel  will look like this:  

 

Clicking on the big phone button tells the software you are ready to take an outbound call. The 

software will choose a client to be called (from your scheduled calls  if you h ave any, or a new 

client otherwise)  and will call that client for you.  Your call panel  changes to show you these 

buttons:  

 

    Click this to record  this entire call  

    Click to hang -up . Client will be marked as not -answering  and will be called later  

    Click to mark this phone number as inexistent  or disconnected . This phone number 

will not be called again.  

As soon as the client at the other end of the call has answered, you call panel will add an extra 

button:  

   Click to transfer  this call to another operator.  
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1.5 C LIENT INFORMATION 

When you make an outbound call, the scheduled calls  agenda disappears , and bellow the call 

panel  you will see some information  about the client being called:  

 

 

EDIT THE CLIENTõS NAME, ADDRESS OR FISCAL CODE  

1. Click on the small pencil   on 

the left  , under òFiscal Codeó 

2. Edit the fields  

3. Click on the green OK arrow to 

save the modifications  

 

EDIT CLIENT PROPERTIES 

1. Click on the small pencil   under the clientõs Props   

2. Click  to delete a property  

3. Click  to add a property  

 

It is not enough to simply select a property and a 

value. You need to press the green icon to actually 

add the property to the client.  

 

4. Click on the green OK arrow to save the modifications  
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ADD A PHONE NUMBER 

1. Click on  to show clientõs phone 

numbers   

2. Click on the small pencil   to edit the 

numbers  

3. Write the new phone number in the empty text 

bo x 

4. Click  to add the phone number  

5. The  at the right of each phone number indicates if the software should call this 

number or not.  

 You can use this for ex.  for mobil e phones, where you  want to keep  his mobile 

number just in case , but you do not want  the software dialer to call that number.    

6. Click on the green OK arrow to save the modifications  

 

1.6 WORKING ON A CALL  

Once the client has answered the c all, three more tabs will appear  below the Client Information  

 

CLOSE A CLIENT 
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1. Select the   tab  

2. Select a reason  to close  from the list  

3. (Op tional) E nter a comment about why this  client has been closed  

4. Click  

 

 

RESCHEDULE A CLIENT 

 

1. Click on the  tab  

2. Select a reason to reschedule from the li st 

3. (Optional ) select a date and time to call back  

3.1 Clicking on the  button will open a 

calendar for you  

3.2 Click on the date you want to schedule 

the call  

3.3 Hold the left mouse button pressed, 

while a new window indicating th e hour 

appears  

3.4 Move the mouse over the hour you want to select  

3.5 Release the left mouse button. The date and time are now selected   

 

4. (Optional)Check Personal reschedule   . By clicking  this checkbox , the  scheduled call  will 

be added to your agenda, and the system will give you this client to be called by you. If 

do not check this, any other free operator will call this client on the specified date  

5. (Optional) Enter a phone number in To number , if you want to schedule this call to 

another phone number. If you leave this empty, the client will be called at the same 

phone number  



protCall User Manual 10 

 

6.  (Optional) Enter a comment about this client  

7. Click  

 

 

WEBFORM 

The Webform tab will be different from campaign to campaign , depend ing on the specific 

needs of campaign you are calling, and depending on the options selected by the campaign 

manager. Therefore, some of the items presented bellow might not be visible on y our screen, or 

might look different depending  on the used settings.  

 

WEBFORM FOLLOW-UP 

If the campaign you are calling needs a follow -up call , the first panel  on your Webform  will be 

to schedule a time for the follow -up  call  

 

You can opt to  

1. Never call the client on a  follow -up  

2. Call him on a specific number of days ahead  

3. Specify the exact time and date to schedule the follow -up  call.  

 

WEBFORM SEND MAIL 

 

If the campaign you are calling has the possibility to send some s ort of documents to the client 

(e -mail, fax or post office) you will see this panel  in your Webform . 

On the left , you can select from a list of available materials to send to the client.  In our 

example, a Contract By Email   

In  some cases, the campaign m anager can choose to hide this list, and to always send 

this email  to the client. In that case, this l eft side will be empty .  
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On the right side of the panel, you can choose to send this material over E -mail, Fax or Post 

office. You will need to enter eith er an e -mail address, or a fax number to send e -mail  

 

WEBFORM APPOINTMENTS 

 

If the campaign you are calling can schedule appointments, you will see the Appointment 

panel.  

On the top line you will se e a list of available agents, and a textbox to enter the date and time 

for the appointment. Below that line, you have a calendar with each agentõs appointments. This 

gives you information about the availability of each agent.  

Setting Appointments  

You can s et an appointment by selecting an agent from the drop -down list and entering a date 

and time in the field on the right, or you can simply click on an available time -slot on the 

agenda below. Busy time -slots are indicated in blue, selected appointment time is indicated in 

red.  

Note :  You cannot click on times where the agent is already occupied (blue) ( e.g.  Aug 12 10:00 

AM). This is to prevent you from scheduling two appointments at the same time to the same 

agent.   

List of available Agents  

The  list of agents available to this client is automatically computed by the system, based on the 

clientõs location and based on the settings entered by the campaign manager. In some rare 

cases, the system might not be able to determine what agents are available. Itõs easier to 

explain  if we use an example:  

1. Letõs assume we are scheduling appointments for John and Greg. 

2.  John goes to appointments in Los Angeles and  Greg goes to appointments  in New York.  

3. As long as you only call clients located in Los  Angeles or New York, the system has no 

problem and you will see the agenda of John or Greg depending on the city where the 

client is located.  
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4. If you happen to call someone located in Pasadena , the system has no idea  wh at agent 

should  go to this client. What the system will do, it will show you all available agencies 

and agents.  Like this: 

 

5. It is then up to you to select the correct Agency and Agent. In our example you  need to 

know th at Pasadena  is only a few km away from Los Angeles, so we need to  schedule 

the appointment for John . 

6. Ask your campaign manager how to determine the appropriate agent if the system 

cannot.  

 

 

Setting appointments to night -time  hours 

The agenda only shows you  the appointments between 08:00 AM and 08:00PM. Should you 

need to schedule an appointment before or after that interval, you need to use the calendar 

button  and manually choose a date and time. The system will let you schedule this 

appointment, but be carefully , there is no  immediate way of telling if this appointment overlaps 

another one.  

 

Agenda Zoom  

If you find the time -slots too small to see , you can double -click  on the day header to zoom in .  
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WEBFORM SURVEY 

 

In most cases, the campaign Webform will contain some sort of Survey , data to be gathered 

from the client. This will be done in the Survey pane.  

Enter the data gathered f rom the client and press  to continue to the next page (if 

available).  

 

WEBFORM SAVE 

 

 

When you are finished working on the Webform:  

1 .select a call exit from the list  

2. (Optional) e nter a comment  

3.  click    
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CHAPTER 2: GETTING STARTED 

2.1 INTRODUCTION 

In this chapter  we will create a test campaign , upload some clients (phone numbers), set up an 

appropriate Webform  and assig n a few operators  to c all on this campaign.  At the end of this 

chapter you should be familiar with the basic concepts used in protCall  and you should be able 

to create and manage inbound and outbound campaigns.  

Calling in protCall is organized in Campaigns . A campaign is const ituted by a list of clients  (or 

phone numbers) to be called, a list of operators that can call in that campaign, and a Webform  

that helps the operator achieve whatever is the intent of you Campaign , being telesales, setting 

appointments, gathering customer  surveys, etc.  

To begin calling in a campaign you will need to : 

1. Build an  appropriate Webform  to define  the campaign behavior  

 

2. Build a  Call Status list with the required exits for the calls  

 

3. Build a  Reschedule  to treat unanswered calls  

 

4. Create the actual Campaign  

 

5. Configure and setup the Campaign  

 

6. Create the opera tor Users and assign them to the campaign  

 

7. Import some clients  and phone number s and assign them to the campaign  
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2.2 CREATING A WEBFORM   

Every time  you call someo ne on a campaign, it is the Webform  decides what items to present to 

the operator on that call. The Webform  is responsible for the behavior  part of the call.  The 

Webform  provides the operator with the list of questions for the client (the Survey ) , the ag enda 

for setting appointments, and the e -mail content to send to the client.  

You can have multiple Campaigns  using the same Webform  as long as their processing logic is 

similar, and the campaigns share the same set of questions ( Survey ) and/or e -mail cont ent.  

 

1. Click Web Forms  on the main menu on the left of the screen  

2. Click  

3. Enter a name for the Webform  in the Name  field  

4. Optionally, you can enter a Description   
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GENERAL TAB 

In the  General tab, you describe the actions that are possible during  our initial call , and during  

the Follow -up call.  It  describe s the actions we want to do : 

 

FOLLOW-UP  

 Select òNo Follow-upó if you do not want to schedule follow-up calls w ith this 

Webform.  

 Select òPossible Follow-upó to leave the decision to the operator. Use this if the 

operator should schedule a follow -up in some cases   

 Select òMust  Follow-upó  if the operator must always schedule a follow -up call 

after a sale.  

SEND MAIL  

 Select òNo Mailó if there is nothing to send via E-mail ,fax or post office to the 

client  

 Select òPossible Mailó if there are mailing materials, but the operator will decide  

 Select  òMust Mailó if the mailing materials will always be sent  

APPOINTMENTS SCHEDULE  

 select òNo Appointmentó if this Webform is not used to schedule appointments 

 select òPossible Appointmentó in case the appointment is optional  

 select òMust Appointmentó if it is mandatory to schedule the appointment 

Click the   button to save your options. Click on the name of the new Webform  to 

continue editing it.   

If you are setting appointments in your Campaign, it is the Campaign Location  that provide s the  

list of agents available to your clients. You can set this in the Campaign settings.  

If you are sending e -mail contents to the client, the Webform provides only the customized PDF 

file. It is in the Campaignõs Webform Settings  that  you define how your e -mails will look like.  

This design has been implemented , so that you can re -use the same Webform  on multiple 

campaigns, but still have separate agents or separate e -mail contents on each Campaign . 
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SURVEY TAB 

On the Survey  tab, we build the survey ( the questionnaire ) that we want our operator to get 

from the client.  

 

Each question in the survey is called a Survey I tem   . You can group multiple Items on a  Survey 

Page , and you can use conditions to determine the order the pages are shown in the 

questionnaire . This allows you to build more complex surveys, with branching and conditional 

answers.  

 

Survey Options  

  Checking this box , will allow the operator to navigate between the 

pages using a tabular list. If this is unchecked the operator must go through the pages in 

sequence and cannot skip a page or go back.  

 Checking this box, will allow the operator to go back to the previous 

Survey Page. If left unchecked once the operator has finished a page and navigated to the 

next one, he cannot return to change the answers.  

 There are two ways to render a survey: òSurvey Renderó and òTable 

Renderó. The first option is good for complex surveys , with long questions and complex answers. 

If you are simply asking the client for a large volume of information , a òTable Renderó might 

prove  to be a better choice. Simply change the renderer from here, and check on the Preview  

tab which one looks better for your Survey.  

Building  the Pages and the Items  

At this moment, the survey  is empty and there are no pages created. Letõs begin by creating a 

page. Click on  

The newly created first page is now being shown in design mode  
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The page is still empty, letõs add some Items on this page. Click on the Add Item  link. You will be 

presented with the list of available Item types (type of questions).   

Go ahead and choose a type from the list. Remember to enter a Question text , a Question sub 

text  and an Alias  (short name for this question). If you selected a Checkbox  , a Drop Down List  or 

a Radio Buttons  type, also enter a list of possible answers. One answer per line:  

 

Go ahead and play with adding Items  on the survey until you feel comfortable  with each I tem 

type and itõs settings. 

Try to see if you can build the page to look like the example below:  

 

When you are happy with your survey click  to save the survey into the 

database.  

 

 

THE PDF TAB 

On this tab you can build a list of PDF Forms  that the Webform  can automatically fill with data 

gathered from the Survey  (the process is called Stamping ) 




