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CHAPTER 1:FORTHEOPERATOR

1.1 INTRODUCTION

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

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

_Login | Lost Password
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 .

Let ds e x udemintedacd atbie .

1.2 THE QUICK TOOLBAR

Dperator

' o .
DAY < On the left, just under your user name you can see 4 small
buttons that make up the quick toolbar.

TELEPHONBTATUS

If it is black with ared X ontop 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.

[E & 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



protCall User Manual 5

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

E'I HIDE / SHOW MENU

This button will hide the main menu from the left side of the screen.

space for whatever you are working on.
1.3 SCHEDULED CALLSAGENDA

The biggest item on your home page is your call
agenda. Itlists your personal scheduled calls , the
time and date when you have promised your
client sto call them back. It shows you when you
need to call someone, and what days/hours you
should be online.

THE COLOR ON THELEFT

lF*‘E"“"“"“"'_= | Client has been called

Useful to get more screen

Monday Tuasday
w3120 | wEasame

Visdnasdey | Thursdey

Friday
FVES 2008

Sanarday
00

Sunday
FIET 0N

Manday
I | Fre400E TR0

PAALSELA

| ot

Ja==

l""”ﬂ"‘ Client has not been called

x

SCHEDULED CALL DETAIS

EARISELL A CARLO B
Marme FLLL SHE
Murmibar; 0771523611
Call on: .
fdata) FF28/2008 8:00:00 AM
Called by: Agminesrator
Called on : .
(data) Fr22/2008 10:56:56 A
Exot recall

Reassign ¥ Gamesign Call |

Reschedule

{
") Reschedule .:;.||| ¥ peassign Call

Call Now: Call Hn-.vl

else.

() Reschedule call ‘

When you click ona 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

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

Note : for normal scheduled calls ~ NP@is=is lyoudonotneedtopress t he 0 Ca lbuttorNAtwo
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.

Forthefollow-upcaIIslG’*“F’E”f"”.however , you must manually select the
No wo .soffWdreswill never automatically dial a follow -up call unless you ask for it.

1.4 OPERATING THECALL 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:

11:38:07

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:

| | = B
o

T

Click this to record this entire call

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

S Click to mark this phone number as inexistent or disconnected . Thisphone 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:

J

Click to transfer this call to another operator.
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1.5 CLIENT 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:

EREES 171336

SELENIA DI SANTINO GAZZETTI [re- DRSS

Judet : LT

wre: RIPARAZ. APP. ELETTRICI X LA  Simcother : aver
CASA
Chent _ VIA ANTONELLI GREGORIO 59
Fiscal e K
Code
&
Time Result Number: MName: Duration

EDIT THE CLIENOTS NAME, A D FRREA_SODER

1. Click on the small pencil # on Name: |CENTRD VELICO UIND'

theleft , under OFi sca Client Address |VIA VINDICIO |
2. Edit the fields
3. Click on the green OK arrow to

Fizcal Code |*** |

save the modifications % v

EDIT CLIENT PROPERES

1. Click on the small pencil & under the client M Judet :

2. Click a to delete a property M Some oth
me er .
3. Click ® to add a property il Cap : 04023
It is not enough to simply select a property and a | Propertyd |v | | 2RL v| ®
value. You need to press the green icon to actually
add the property to the client. W X

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

1. Clickon to show client
| Tel. v (0771772886

numbers

2. Click on the small pencil & to edit the Tel. <] @
numbers o

3. Write the new phone number in the empty text
bo x

4. Click @ to add the phone number
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 ¢ all, three more tabs will appear  below the Client Information

17-46:00 04

SELENIA DI SANTINO GAZZETTI | Proes

Judet : LT

wne:  RIPARAZ. APP. ELETTRICI X LA  Sore dher : ce
CASA
Clent  VIA ANTONELLI GREGORIO 59
Fiscal ook
Code
&
Time Result Number: Name: Curation
i &

not interested % x Closel

Call Comments:

CLOSE A CLIENT
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1. Select the | *Close | iap
2. Select areason to close from the list

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

. * Close
4. Click

RESCHEDULE CLIENT

) [OReschedule I

Personal reschedule []

Call Comments:

1. Click on the IBREECHEHME tab

2. Select areason to reschedule fromtheli 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

8:00 8:30 16:00 16:30
1

6 7 8 9

13 | 14 16

20 | 21| 22 | 23

B

9:00 9:30 17:00 17:30
2:00 2:30 10:00 10:30 18:00 18:30

3:00  3:30 11:00 11:30 1%:00 1%:30
4:00 4:30 12:00 12:30 20:00 20:30

5:00 5:30 13:00 13:30 21:00 21:30
27 (28 | 29 | 30

6:00 6:30 14:00 14:30 22:00 22:30
7:00 7:30 15:00 15:30 23:00 23:30

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
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6. (Optional) Enter a comment about this client

) |
7 Click Re=chedule

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 FOLLOWUP

If the campaign you are calling needs a follow -up call , the first panel onyour Webform will be
to schedule a time for the  follow -up call

Schedule a followup (&) Never () In O Dr1| | *

You can opt to

1. Never call the clientona  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

& send E-mail
[ contract By Email ) send Fax

O send Post 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 Emall

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| 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

office. You will need to enter eith

er an e -mail address, or a fax number to send e

WEBFORM APPOINTMENTS

-mail, Fax or Post

-mail

Appointment

Agency: Agencyl Agent:|Age'n't1 v||

Aug. - 2008

| X

11 |

iz

14

i5

14:00 20:00

08:00 - 15:00-' 08:00 -

14:00

15:00 -
20:00

08:00
14:00

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

appoi ntment .

Bel

ow t

gives you information about the availability of each agent.

Setting Appointments

hat

You can s et an appointment by selecting an agent from the drop
and time in the field on the right, or you can simply click on an available time

agenda below. Busy time

red.

Note : You cannot click on times where the agent is already occupied (blue) (

ne, Vyo

u have

-down list and entering a date
-slot on the

-slots are indicated in blue, selected appointment time

e.g.

is indicated in

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
ngs entered
avai tendielte. |

clientds | ocati

on

and

based

cases, the system might not be able to determine what agents
explain if we use an example:

1. Let ©0s

3. Aslong as you only call clients located in Los

client is located.

assume

we

ar e

on

schedul
2. John goes to appointments in Los Angeles and Greg goes to
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

Agency: Agencyl Agent: John  +

t he

ar e

ng

setti

appointments

appointments

in New York.

t

a

0

f

cal

or

en

by

Jol
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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:

Agency:| Agencyl | Agent: John '+

5. Itis 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 E=K 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

Bug. - 2008
4 = [ 7 | 8 | =) | 10
08:00({15:00905:00|15:00 8:00[15:00f§08:00[15: 00jj08:00[15:00)08:00[15:00
lagent (Code| - = = = 08:00 - 14:00 15:00 - 20:00 = = = = = = = =
4:00/20:00814:00|20:00 4:00|20:00814:00(20: 00§14:00(20:00§14:00/20:00|

@agent21

|
lngent2 l I I
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WEBFORM SURVEY

ey

Hello Page

wqdsad rate ss fdgfdg

sadasd one OOOOO OfL ]

DU. one

- two O O OOO O |
two ]

DZ.three[enteruther]l:l three © O O O O Q

DD list

gsub ves

next

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

ok b 14 Savel

Call Comments:

When you are finished working on the Webform:
1 .select a call exit from the list

2. (Optional) e nter a comment

4
3. click . 2ovE
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CHAPTER 2: GETTINGTARTED

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 Usersand assign them to the campaign

7. Import some clients and phone number sand assign them to the campaign
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2.2 CREATING A WEBF(RM

Every time you call someo ne on a campaign, itisthe  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 Q'NewWebFﬂrml

3. Enter a name for the Webform inthe Name field
4. Optionally, you can entera  Description

EIWEh Forms Edit

— ]
Enter a description for this Web Form

General

Followup
Check this if this Web Form requires a followup call to the client. _|\ID Followup b

=) Send E-mail
Check this if this Web Form can send an e-mail to the client.

Mote that the actual e-mail text and form will be provided by the campaign, not by the Web Form.
Optionally, enter an e-mail address in the field below to =end a copy of each mail dispatched to the clients to this address.

@ Appointments Schedule

L . . . . . No Appointment b
Check this if this web form can schedule appointments. The campaing settings will provide the group of users that can be use as agents. | il |
Survey

Show survey to the operator

On Followup

Followup
Check this if this Web Form requires a followup call to the client. _l"'ID Followup v

= Send E-mail
Check this if this Web Form can send an e-mail to the client.

Mote that the actual e-mail text and form will be provided by the campaign, not by the Web Form.
Optionally, enter an e-mail address in the field below to send a copy of each mail dispatched to the clients to this address.

@ Appointments Schedule

L . . . . . No Appointment b
Checle this if this web form can schedule appointments. The campaing settings will provide the group of users that can be use as agents. | e |
Survey

Show survey to the operator

QﬁSavel * Canoell
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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 sthe actions we want to do

FOLLOW-UP

e Sel ectFollovNupé6 i f you do not wan-tpcallewiththisedul e f ol |

Webform.

e Select OMPiowspdéblten | eave the deci $sedhisiftheo t he ope
operator should schedule a follow  -up in some cases

e S| e dMust 6ollow-up 6 if the operator must always schedule a follow -up call
after a sale.

SEND MAILL

e Select ONo Mail 6 if t he-mal,faxerpostofidetothg t o send vi
client

e Select OPossible Mailé if there awikdeduai | i ng mat

e SelectoMust Mail 6 if the mailing materials wild/ al

APPOINTMENTSCHEDULE

e select ONo Appiofi nthmesantWebform i s not used to sc
e select OPossibl e Appoi pointmennisgoptionaln case the ap

e select OMust Appointmentdé i f it is mandatory to
. ViSa\re| . .
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 i Webformé&eti@Ges nipat yoydeftheshow 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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SURVE TAB

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

[ allow page navigation

[ allow go back

Survey Render v

':‘ Add Page

= save Pages/Reload

Each question in the survey is calleda  Survey Item . You can group multiple temsona  Survey
Page, and you can use conditions to determine the order the pages are shown in the

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

Survey Options

[1allow page navigation 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.

[1Allow 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.

| Survey Render V|

Thereare t wo ways to render a survey: 0Survey
Render 6. The first option is good for complex surveys
I f you are simply asking the client for a | arge vol ume
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 ltems

At this moment, the survey is empty and there are no

P
page. Click on i ess

The newly created first page is now being shown in design mode

Show page:

Add Item | Properties | Copy | Move Down | Move Up | Delete
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The page is still empty, | etds addAdsbemelind. Yoewilsbe o n

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:

Enter one item per line using the following format:

Option Text,Selected,Other,[Alias]

2g. Select Name,1,0,name

Cptionl

Cption2

Cption3
Go ahead and play with adding Iltems on the survey until you feel comfortable with each| tem
type and itds settings.

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

Add Item | Properties | Copy | Move Down | Move Up | Delete

Edit | Copy | Move Down | Move Up | Move To Page | Delete

[@@ltem4s] O option 1
(Q1) _

Checkboxes Question []Option 2
Questiont

O Option 3
[@@Item47] Edit | Copy | Move Down | Move Up | Move To Page | Delete
(Q2)
Drop down Question hd
Question 2
Edit | Copy | Move Down | Move Up | Move To Page | Delete
[@@Itemas] O 0. Radio 1
(Q3) _
Radio Button Question (O 1. Radio 2
Question 3 .
2. Radio 3
[@@Item45] Edit | Copy | Move Down | Move Up | Move To Page | Delete
(Q4)
Multi line Text
Question 4
. . = sayve FPages/Reload .
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 fromthe  Survey (the processis called Stamping )

t

hi






