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Started
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Getting Started: Install the Software

a. Insert the CD
Insert the CD in your drive. The InstallShield Wizard should start
automatically.

If it does not start automatically, click on Start -> Run -> Browse... ->
Setup.exe (look for this file on the CD) -> click Open -> click OK. The
installation should then begin.

b. Choose the Default Settings

Click on Next several times until the installation process starts. In order to
assure reliable operation and ease of service, please DO NOT change the
default information as it is presented.

c. Finish Installation
When asked, choose “Yes, I want to restart my computer now” and click
Finish. Do not start the PhoneTree program at this time.

Note: If you need to verify the compatibility of your PC with your PhoneTree
system, please turn to page 144.




For questions and sales CALL: 510-339-8275
Getting Started: Install the Hardware

a. Connect the phone cable for Line 1 to an analog phone jack on the wall,
and the other end to the PhoneTree unit. Connect any other lines 2, 3 and 4
(if purchased) from the PhoneTree unit to the wall.

b. Connect the PhoneTree wall transformer into the power plug on the
back of the unit. Plug the other end into the wall. The green light on the front
of the unit will now be on.

c. In order to meet FCC radio interference guidelines, you should install
the plastic covered ferrite around all the phone wire(s).

Open the plastic clip, place the ferrite around the wire(s), and snap it closed.
Slide the ferrite close to the PhoneTree unit. Do not put non-phone cables
through the ferrite.
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Getting Started: Install the Hardware, continued
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d.Connect the headset microphone to the “Microphone” jack on the back
of the PhoneTree USB unit (not to the computer).

An audio “Speaker” jack is also provided for your headset, however, your
unit has a built-in speaker—so you may skip this step.

>>> CAUTION: Install the software BEFORE connecting the USB cable < <<

e. Connect the USB cable from an available USB port on your computer to
the USB connector on the back of the unit. If your USB ports are all in use,
then you will need to purchase a ‘USB HUB’ to expand your system.

Windows will automatically detect your PhoneTree device. Windows may

prompt you several times. Just click NEXT or accept any and all default
settings that Windows presents.

WINDOWS XP USERS - If you get a

warning about installing drivers, please select i

CONTINUE ANYWAY. It is 100% safe to | T
install the PhoneTree drivers on your system. T—

PLEASE WAIT! It could take Windows several minutes to load all drivers.
>>> Be patient and DO NOT REBOOT < <<
Note: if you make a mistake and connect the USB cable before installing the
software, please turn to page 146.
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Getting Started: Getting a Dial Tone

If you need to dial a 9 (or other digits) to obtain a dialtone on a business
phone system, do the following: (NOTE: must be an analog phone jack!)

a. Start up the PhoneTree software and click on the Admin tab

b. Click on the Configure Phone Lines icon

B PhoneTree | %€ Tools | [ Tasks | €) infoLine |

0
e L nor
= —

Configure Phone  Configure Global — Configure Dialing  Canfigure Impart Central |
Linesz Settings Tranzlatar ke

Sl

c. Enter the line access code followed by the letter “T” (wait for dialtone) in
the upper box labeled Prefix (example below dials ‘9T’ for an outside line)

d. If you need to dial a line access code for long distance numbers (even if it is
the same as your local line access code) enter it in the lower Prefix box.

e. Repeat steps C & D for each line (port) you have purchased, by selecting
each installed line in turn that is active the “Select Lines” column.

f. Click the OK button at the bottom left of the screen when you are done.
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NOTE: If your phone system has more complicated line access rules, or you
wish to further customize your PhoneTree line setups, please see page 149.
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Getting Started: Create a Calling List

Step 1: Choose the PhoneTree to use
a. Click on the PhoneTree desktop tab
b. Click the “PhoneTree 1” icon to choose PhoneTree 1

oF & | B

PhoreTree 1 F'hl:nneTréee 2 FPhoneTree Phone\ ree 4 Fhone

you will see more than one icon
with the PhoneTree 2500 and up.

Step 2: Create a NEW file

a. Click on the “New” icon (or click File -> New)
b. Type “Test File” as the name of your new file
c. Click the [OK] button

OL w W S | +

Mew Qpen Save Print Add Re
Mame New: File fs...
Save File az
|Test File
E xisting Files:
ok LCancel Help
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Getting Started: Creating a Calling List (continued)

Step 3: Add a new person
a. Click on the ADD icon in the tool bar

b. Enter information about the person to call. (Note: The UniquelD field is
used to synchronize data with your Central Database. Leave blank for now)

c. Click the [ADD] button and repeat for each person you wish to call
d. When done making entries to your call list, click the [OK] button

n o2 om s Qs -
Tl Qpen Save Print Add Remove

Add Person E

E niter required information:

M ame: o I'\Washington, George
Phane: ™ 1(212) 5551212

E nter optional information:

EMail |G @ChemyTree. com

/ Unigue [D J

This is a feature of the
PhoneTree 2500 and up.

ok &dd Help
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Getting Started: Easy Call

Step 4: Create your message

a. Choose Using Easy Call... from the Call menu.

File Edit Tools Yiew Search Setup m&ft Help
0 [ ] ,ﬁ Lising EasyCall,

Tie Cpen Sawve Prink Ising Call 'u'l.l'lzaru:l. .
Fesume i
ID| Tag|Hame Phe 5top ]
b O " ashington, George| (21215551274 [

b. Click on the red [Record] button,speak your message after the beep, and
press [Stop] when done.

HINT: Speak slowly, clearly, and start with “Hello. This is (your name)...”

c. Click the green [Play] button to hear your message. If you are happy with
the result then continue, otherwise repeat the last step to record a new
message over the old one.

d. When you are satisfied with your message, click [Call] to start calls.

EasyCall

Record Flay | Yolume | Help

Record your meszage and

click [Call] or [Call Tagged] Ll ﬂ
I Use multiple languages TN

Call Tagged

Call Optionz

Note: You will receive a warning dialog that will say something like: You are
about to call 1 person using the view: Entire List of the Test File.mdb list. Do you
wish to continue? Click Yes.
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Getting Started: Call Progress

Step 5: Monitor your first call session

Calling will start immediately if it is between 8:30 AM and 8:30 PM. If these
times are not acceptable, see page 55 to change the PhoneTree operating hours.

a) If you cannot hear the call(s) being placed, be sure the [MUTE] button is
GREEN (click on it to change it), and the speaker volume slider is all the
way to the right.

Liws Vimd fnigh ] Bim12] 13006

Pasnalres & [Fionslons: Uos 7 - EZA h )
Warhngion, tAaome
907 202 BEE1212 m
S Cal Weaiting for Call
PhanaTies: Line 1 @ PhoneToee: |iss | "e " i e
e
Wmilingg for el Lirem Caerd e vyl Prassnt I
(R EN. ]
P v T e bela ey Bl & = Harlic =%
] Mrora liss S Lo Flacsd  oanpletesd Hoi Bslas MatAalw  Lalllap
L FreraTims 1 Calirg M 1 141 E0AM 6P SETETFS
| =TT

b) Once all calls are completed, click on the [PAUSE] button to return to the
PhoneTree desktop.

If you wish, you may stop calls before they finish by clicking the [STOP
CALLS] button at any time.
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Getting Started: View and Print Your Results

Step 6: View your call results
a. Click on the PhoneTree desktop tab

b. Click the “PhoneTree 1” icon to view call results for PhoneTree 1

) || X Tools | [ Tasks | € infoLine | | Admin | g

ox i

FPhoneTree 1 F'hu:uneTree 2 F'h-:uneTree L F'hu:uneTree 4 Phiore

c. You will see your call results in the Call Status column:

‘ag|Mame Phone Translated Phone [Call Status o_
O ' ashington, George |[212] 5651212 12125661212 Anzwered by Perzon

Note: Turn to Appendix A (page 186) for more detailed information about the
different Call Statuses.

d. Click the “Print” Icon in the tool bar: F' 7 0

e. In the “Make Print Selections” dialog box, click the [PRINT] button.

Make Print Selections [Z|
Fieport format;
5 Prewiew,
] Standard Repart __J Edfit
Send report to:

] Prirter :_J Setup...

pit | [ el ] Help

Voila! You've just completed your first PhoneTree calling session.
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Getting Started: Importing Call Data From a File: The Sample File

Step 1: The Sample File

PhoneTree lets you import data from any program that can export a COMMA
DELIMITED or a TAB DELIMITED text file. Comma Delimited is the most
common and is in CSV format. Microsoft Excel and most other applications
can export a file in this format.

A sample comma delimited text file (below) was created on your hard drive
during installation, and can be found in the following directory:

C:\Program Files\PhoneTree MVPu\Soccer Team.CSV

[ e ]

Step 2: Understanding the Sample File
Let’s look at the first line of this file to better understand the import process:

Adams, Meghan, (336) 648-9475,IMMAQRAOHL.com,123 Main
Street,Winston-Salem,NC,27108,Midfield

Each line of the sample file contains the following information:

Last Name, First Name, Phone, Email, Street, City, State,
Zip Code, Player Position

We will use this information in Step 3 (next page)

NOTE:Only Name and Phone are required for PhoneTree to import data.
Your file may contain some or all of the fields shown, or others.
The best way to view a CSV file, is to use Windows built-in text file
viewer called Notepad, which you can access by clicking:

Start -> Programs -> Accessories -> Notepad
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Getting Started: Importing Call Data From a File: Import The File

Step 3: Import the file
a. Click on the PhoneTree desktop tab
b. Click the “PhoneTree 1” icon to view the Edit Screen for PhoneTree 1

oK :
Fl'II:IrIETrEE Fl'II:II'IITr.EE Fl'II:IfIETrEE f I:IFIETriE !

c. Click on “Import” then click “CSV” (for Comma Separated Variables which
just means there is a comma between each item in the file)

File Edit Tools Wiew Search Setup  Call RilElEs Help o

D @& B & | | redcoum ¥
Mew Open Save Print | | Cov r e
|

| | &SI
Central database

d. Locate and click on the file Soccer Team.CSV and click the [OPEN]
button. (The file is located in C:/Program Files/PhoneTree MVPu folder)
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Leck i | £ FhormTreshvFu = = m e e

__}J Ll o miport
Dty

Wy Fecent LD

L

G o=
T
e .F’lm-'llnH‘\-'l'u.l.u

DEVba . AR
(7 lmm

My Melraek Pl e [Socre Taan L5V
Platsc

e

Fiai of kipae Fr




For questions and sales CALL: 510-339-8275
Getting Started: Importing Call Data From a File: Configure a New File

Step 4: Configure a NEW file
a. Click the [Create new file] button

Import Data

whhat waould pou like to do with the imported data’?

Dvenarite
exizting file

Append to
exiziting file

i Create new 4

file:

b. For the Last Name field, click on the drop-down arrow and select the
appropriate value (“Adams”)

c. Repeat for First Name, Phone and E-Mail Address (2500 and up)
d. When done, click the [OK] button

Halaci Fils Tups

Uraps Py
= DA Saparaled ™ TaE Eaparabed ™ Fust Lirstt in & Headed i
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Getting Started: Importing Call Data From a File: See and Save the Results

Step 5: See & Save the Results

a. Your imported data will appear in the PhoneTree List Editor
(where you may make changes if necessary)

ID| Tag|Hame Phone E-mail
» 1 O | &damz. Meghan [336]) B48-9475 I AAEAOHL. com
2  O|&nderzon, Rebecoa|[336) 743-3343
3| [O|Forester, Lauren [336] 723938 ForesT rees(@hattmail. com
4 [O|Gonzales, Jessie [336] 965-7311 Kicker@szakker.com
5  O|Hortan, Maria [336] 724-5579
6| O Morton, Carie [336] F22-4741
7| O Moy, Julia [336] B53-3354 SokiBellet@zokker. com
8 [O|Motsinger. Jenna | [336) 960-4354
m 3 [/ Mostitz, Caral [336) 6452112 |Carcleeper@A0HL com

10/  [O|Pikle. Christina [336]) 6241410

11 [O|Rabi, Emily [336]) 9606392 IME M Ehattmail. com

12|  [|Rodgers. Sarah [336] B24-9513

12 M1 Seatk WirAikia R FARFAR b aablirAimizrad MHl ~am

b. Save the translated file to your hard drive by clicking the “Save” icon

c. Type the file name “Soccer Team”
d. Then click the [OK] button to save it in PhoneTree format

[

Mewy

[

Open

Save

Hoﬁ

Prink

o
Add Fu

>

Save File az:

Saye File fis. .. @

|S occer Team

Exizting Files:

LCancel

Help
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Getting Started: Making Imported Phone Numbers Dialable: The Concept

What is a Dialing Translator?

If you are importing calling data from another program, it is common for the
phone numbers to require translation before they can be dialed.

Most programs store phone numbers in only one format, for example:
(336) 555-1212
This can be misleading, since there are 3 common ways to dial this number:

555-1212
336 555-1212
1336 555-1212

The dialing translator is the way you make it clear to PhoneTree how each
imported number must be dialed.

The good news: Tell PhoneTree how to dial ONCE and it remembers forever!

It’s not obvious...

If you don’t have 10-digit dialing in your area, you probably dial most numbers
with only 7-digits. But... most of the exchanges in your area code are actually
dialed with 11-digits—you just don’t call those numbers very often!

For example: Page 14 of the Winston-Salem, NC phone book lists only 114
exchanges dialed as local (7-digit) numbers. This means there are 686
unlisted exchanges that must be dialed as long distance (11-digit)
numbers!

7-digit exchanges in area code 336 (114 listed):
201, 208, 231, 233, 245, 251, 258, etc...

11-digit exchanges in area code 336 (686 not listed):
200, 202, 203, 204,205, 206, 207, 209, 210, 211, 212, 213, 214, 215, 216,

217, 218, 219, 220, 221, 222, 223, 224, 225, 226, 227, 228, 229, 230, 232,
234, 235, 236, 237, 238, 239, 240, 241, 242, 243, 244, 246, 247, 248, 249,
250, 252, 253, 254, 255, 256, 257, 259, 260, etc...

So, when the Dialing Translator asks for the most common dialing method
within area code 336, the (not so obvious) answer is 11-digits. You then list
the exchanges that are dialed with only 7-digits as the “exception.”

Calls made to area code |33 = are most often dialed with;

@ A1dats © 10digis " 7 digits

THE ONLY TIME you choose 7-digit or 10-digit dialing as “most often dialed”
is if ALL numbers within the area code are dialed with just 7 or 10 digits.
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Getting Started: Making Imported Phone Numbers Dialable: Configuring

To access the Dialing Translator*:

a. Click on the Admin tab

b. Double click the Configure Dialing Translator icon

Bl PhoneTree | ¢ Tools | [/] Tasks
ST A TR :

ST

R e o T 1 e o1 ] e e e e S P
Sk
=E oo,
U
Configure Phone  Configure Global — Configure Dialing . Configure Import Central |
Lines Settings Tranzlatar b eru

Set your area code:

c. Click the [SET] button in the “My area code:”
section, and type the 3-digit area code of the phone

My area code:
number that your PhoneTree will be calling from.

i

Select most often dialed method:

d. Select the area code you entered in step (C), from the drop-down box.

e. Click the button that best describes how most numbers are dialed within

this area code.

Call: made to area code | 336w | are most often dialed with:

Aldats ¢ 10 digits " 7 digits
161088581212 B10 5851212 hRe-1212

*Note: this assumes that your dialing method is set to Table on the Dialing tab
of the Configure Global Settings screen. This is the default method. If it is set to
None or Simple, see page 31 to change it back to Table.
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Getting Started: Making Imported Phone Numbers Dialable: Configure, cont.

Enter exceptions to the “most often dialed” method:

f. Note that all possible exchanges (200 thru 999) have been entered for you
under the 11-digits, 10-digits or 7-digits selection you made on the prior page.

g. Click the [ADD] button at the bottom of another column, and add any
exceptions to the “most often dialed” rule. The PhoneTree software will
automatically remove each exchange from the “most often dialed” column.

You must type a 3-digit exchange and press [Enter]. After adding all
exchanges, press [ESC].

h. When you have completed the entries for one area code, click the [ADD]
button to add all other area codes PhoneTree will be dialing—and repeat

steps d thru g.

Add Del
Call: made to area code | 336w are most often dialed witk: | |
* 11 digits " 10 digits " 7 digits
1 6106851212 B10555-1212 AER-1212
11 digit 10 digit 7 digit
exchanges exchanges exchanges
”~
“ Izer Methods are cu
See checkbox below
w
258

Type a 3 digit exchange and prezs [Enter]. &fter adding all exchanges, prezs [ESC).

Note: We have begun entering the exchanges from our example on page 19.

When done, we would enter the dialing rules for the other two area codes for
North Carolina, 910 and 919.




Notes
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Navigating
Around the
Desktops




For questions and sales CALL: 510-339-8275
Navigating Around the Desktops: The Phonelree Desktop

The PhoneTree Desktop is the main screen where you can easily select your
PhoneTree. Let’s look at the options available on this screen.

=Gl =

Vircigibad g
T | 7 T | & s | T et o | PhoneTres

[=onn=

-

k
i B
ol e i O Vb 0 e i a1 i 8 it Ll

a. This is the tab panel, which appears on all five of the desktops and will allow
you to navigate between them. Simply click on a tab to go directly to the
desktop associated with that tab.

b. You are already familiar with the PhoneTree icon—it represents your
PhoneTree. To go to the List Editor screen of your PhoneTree, just click on its
icon. The icon can be changed

by going to the PhoneTree List  Fa e,

Editor screen and selecting
Desktop Icon... from the Mavigation Help
Setup menu (read more on

page 54). % Tools | |
You can also change the icon by

right-clicking on the icon,

which brings up a sub-menu Eﬁ

(shown at right): = m
If you choose the Edit This E e Properties

Icon option from this sub- Cam

menu, you will be taken to the

List Editor screen of your

PhoneTree and the Desktop Icon dialog will appear. From there, use the
same method for choosing a Desktop Icon on page 54 of this manual.
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Navigating Around the Desktops: The Tools Desktop

The Tools Desktop contains functions that affect your system globally but
may not be password-protected (like those functions on the Admin tab). Let’s

look at each icon:

T fhaneTres 1100 V5.0

Madgation  Tsoh Halp

B Frenetree | | 1 Tusan | W, acdeis | TI Gl Carter | MIJE

& I

l---r- S

© 0 60 O

il corg m topped. The ColCanie rand be wcies o Phores [reed D lo e recewen ol

a. Show Call Status displays a convenient summary of all jobs in progress, as
shown below. Using this feature, you can tell if your PhoneTree has an active
call job, how many calls have been placed, and how many calls have been

completed.

m iLall SEatiss liw ilive PhoneTrees =j
[Phtrsl igs Fie Plated Shaus
LIl i
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Navigating Around the Desktops: The Tools Desktop, continued

b. Choosing Run Daily Maintenance will cause PhoneTree to do its Daily
Checkup, Load Daily Reports and Process Auto Reports functions. These
are actions that PhoneTree will run each night, automatically (if the
PhoneTree CallCenter is left running), at the time you specify in the
Configure Global Items area on the Administration Desktop (see page 32
for more information).

P A |
e FRT e GTHE

[ e i
[hnity Checkup (Auin restnd calls) DR e T81 BB e T1ES

Lesre scing | eriomdmperSc s wd
Adid Daily Awo-Aepons Ok e 1251 £ Fiwwe 1680

Lo scirsg el rck
Frarsss Auto-Fepans DiSioe: 15157 Rawy BOE13

Crdrgus b il mal
ks TITT1E Kew SRINE

[, e Dy i il
DiSie: 1R New 177015

L ]
Ly Dlce TE5VEE W 4200
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FREE SR e i ol mirmticoly weck . [

c. The Call Log Reports option will display a monthly log of all the people
called on your list if your PhoneTree has Call Logging enabled (see page 65 in
the Advanced Features for instructions on how to do this). When you first
click on this icon, you will be greeted with the Call Log Query screen. If
you want to find a specific entry or entries, use one or more of the options
here, otherwise just click the Run Query button to see all call results for the
selected date range.
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Navigating Around the Desktops: The Tools Desktop, continued

You can print your call log report by clicking the Print button, or switch to
the Monthly view by clicking the Monthly button.

If you would like to generate a new query, click the Query button to show
the Call Log Query box again—then use the options to create a new query
as in the preceeding step.

Note: PhoneTree supports the use of Wild Card characters to aid you in
searching for a particular result (on the Call Log Query screen as well as
other screens). Turn to Appendix B on page 189 for a table of Wild Card
characters and how to use them.

d. The Monthly Call Logs option will display the same Call Log screen, only
this time with the monthly view. Use the Previous and Next buttons to
change months.
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e. The Run Auto Reports option will run all AutoReports now and clear
the AutoReport queue. Turn to page 92 for more information about
AutoReporting.
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Navigating Around the Desktops: The Tasks Desktop

The Tasks Desktop is where you can access any task that you have created.

Tasks are PhoneTree macros that complete a series of commands automatically,

for instance you could open a file, print a report and resume calls, all in one
step. Setting up a task is an advanced function that you do from within your

PhoneTree. Instructions for doing this are in the Advanced Features section, on

page 84.
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To begin processing of a task that has been created, simply click on that task’s
icon on the Tasks Desktop.
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From the Admin Desktop you have access to many system-wide features. Let’s
look at each one in turn:
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O Configure Phone Lines: We have already discussed the settings for this
option, see page 9.

] Configure Global Items: This dialog contains four tabs—Dialing, Misc,
CallCenter and Desktop (see next page).
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For questions and sales CALL: 510-339-8275
Navigating Around the Desktops: The Admin Desktop, continued

Dialing Tab

a. Dialing Translation Method: There are three options in the drop-down
menu labeled “Select method used to translate phone numbers into dialable
numbers:” This is pre-set to “Table” to enable PhoneTree to automatically
convert your phone numbers into a dialable form. Instructions for setting
up the Table Dialing Method were covered on page 19. You could turn off
the Dialing Translator by choosing None here (if you are typing in phone
numbers exactly as they are to be dialed instead of importing them).
[Default: Table]
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b. Do not attempt to dial numbers if less than X digits: You can set
PhoneTree to avoid dialing erroneously entered phone numbers by having
PhoneTree ignore any phone number that has fewer than the minimum
number of digits you specify here. [Default: 7]
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Navigating Around the Desktops: The Admin Desktop, continued

Misc Tab

a. Name of your organization: type the name of your organization or business
here. This will appear on printed reports and also in the title bar of the
PhoneTree program.
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b. Enable daily maintenance to run at: PhoneTree will do its Daily Checkup,
Load Daily Reports and Process Auto Reports functions each day,
automatically, at the time you specify here (click on time to change it). If this
is not checked, daily maintenance will not run automatically. [Default: ON,
1:00 AM]

c. Enable AutoResume timer if system is left idle: checking this box will
cause the Auto Resume Timer to appear on the desktop, which will resume
your call jobs for you automatically if the system is left unattended after five
minutes. This function is discussed in more detail on page 25. [Default: OFF]

d. Restrict calling times for all users: if this option is checked, then the
values you enter here will restrict any “Don’t Call Before” and “Don’t
Call After” times on the Call Times tab (see page 55) set by an individual
user. If you select this option you will be asked to restrict the call window for
the entire system. We recommend choosing this option to prevent your
PhoneTree from being accidentally set to call in the middle of the night.
[Default: OFF]

Note: it is important to mention that if you choose this option, the call
window(s) you set for each individual PhoneTree will still apply, as long as
they are within the call window you set here.
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CallCenter Tab

a. Show speaker volume controls when calling: setting this to ON allows
use of the volume controls in the CallCenter when calling. [Default: ON]

b. Disable screen saver when calling: if your computer beeps while in the
calling mode, check this box. [Default: ON for Windows 2000, OFF for
Windows 95 and 98]
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c. Interrupt calling to immediately process AutoReports: if this is
checked, your call jobs will be paused while PhoneTree processes Auto
Reports for your PhoneTree (if Auto Reports is enabled—see the Auto
Reporting section on page 92). When unchecked, all reports are held in the
Auto Report queue until Daily Maintenance is run or when reports are
processed manually. [Default: OFF]

d.Hide phone numbers while placing calls: checking this box means you
won'’t be able to see the phone numbers displayed while PhoneTree calls. Use
this if you have security or privacy concerns. [ Default: OFF]

e. Show ring signal meter while calling: turn this on only if you are
instructed to by a PhoneTree service technician. It can help them diagnose
call delivery problems. [Default: OFF]
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Desktop Tab

a. Activate desktop icons with single-click (uncheck for double-click): This
option lets you activate desktop icons with a single-click or double-click,
depending on your preference. [Default: ON]

b. Automatically execute icons if they are alone on a desktop: if you check
this option, you will go directly into the PhoneTree List Editor and the
CallCenter anytime you click on the PhoneTree or the CallCenter tabs (if
these desktops contain only one icon). [Default: OFF]
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c. These three options allow you to specify which desktop will appear after each
of the three operations. For example, changing the Leave PhoneTree editor
screen option to Tasks means that every time you exit from the PhoneTree
List Editor, you will be taken directly to the Tasks desktop. [Default:
PhoneTree, PhoneTree and CallCenter, as shown above]

d. Show warning before entering or leaving the call center: this is the
warning we mentioned on the bottom of page 12. We recommend you leave
this option on, as a last verification of the settings for your call job.
[Default: ON]

When you are finished changing these options, click OK.
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U Configure Dialing Translator: We have already explained these settings
in detail on page 19. You won't need to change these settings unless the
dialing rules change for your area.

] Configure Import Menu: This icon gives you access to some powerful
custom import options. We will discuss these in more detail in the Data
Importing Issues section on page 152.

[] Central Database: The Central Database is a powerful feature that allows
you to keep and make changes to a single master list—then have any of your
other calling lists updated and “re-synch”ed by reading from the
information in the Central Database.

This means that if a person’s phone number changes, you would only have
to make changes to the Central Database once instead of remembering to
check every list file where that person might be. Clicking this icon brings
you to a screen where you can import or create your Central Database list.
Turn to page 74 in the Advanced Features section for more information on
how to use this feature.
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] Answering Machine: Use this when you want to have your PhoneTree act
as an answering machine when it’s not calling. The messages people leave
for you will appear in the list, and you can choose one and use the Play
button in the upper left to listen to it. Click the red circle icon labeled
Greeting to record your greeting, and click the green arrow icon labeled
Greeting to hear it.

If you receive a message you'd like to save, click the Archive button.
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Note: As with other automatic features that involve outbound or inbound
calls, this Answering Machine feature will not work unless you leave your
PhoneTree software in the CallCenter when you want to use the feature. See
Appendix C for a complete list of features that require PhoneTree to be in
the CallCenter in order for the features to work.

In addition, you will need to set at least one of your phone lines to Answer
calls only or Line may answer when not making calls on the Configure
Phone Lines dialog—see page 102 for details.
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U Configure Auto-Tasks: Clicking this icon displays a dialog box for
managing all the Auto Tasks. Auto Tasks allow you to initiate the actions of a
Task automatically, based on a trigger you set (like a certain time of day, or
the appearance of a certain file). Turn to page 84 in the Advanced Features
section for an explanation on how to use this tool.

] Configure Remote Operation: This option allows you to make changes
to your Remote configuration, which allows you to call in and initiate a call
job from any touch-tone phone. Turn to page 100 for complete instructions
on Remote operation.

[] Record Greeting: This is where you can re-record over the existing system
greetings, or record a completely new one. Use the controls to record, play,
delete or create a new file. Note: if you re-record over one of the existing
system greetings, it will affect any of the PhoneTrees (2500 and up) that are
using that greeting. For instance, if you record something different for
Hello.wav, and PhoneTree 8 uses Hello.wav for its greeting, then everyone
called by PhoneTree 8 will hear the new, re-recorded greeting.

Note: this is not where you would choose a new greeting for your system or
for a call job—you do this from within a PhoneTree (with the Call Wizard in
the List Editor).
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Caution! The greetings you record here will replace
the greetingz in ALL PhoneTress.
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[] Blocked Numbers: Use this to make sure that certain people never get
called by PhoneTree. Enter their phone numbers (required) and names
(optional) as they appear in your list (type in the blank next to the asterisk),
and type comments if desired. Click the close box when done. PhoneTree
will NOT call anyone that you enter on this screen. You can also select a
person from the PhoneTree List Editor and add them to the blocked
number list directly from there (see page 44).

(1] System Passwords: Your system ships with a blank password—meaning that
when you click on the Admin tab, you do not need to enter a password. Use
this box to add an Admin password if you need one. You will then need to
type the password each time you click on the Admin tab.

The Admin Dial-In PIN has two functions: a) you can use it to dial in
remotely and access any of your PhoneTrees (see page 100 for instructions on
Remote operation) and b) you need to use it when dialing in to your InfoLine
system if you need to re-record the InfoLine system prompts remotely (see
page 111 for instructions on using the InfoLine, a 2500-and-up feature).

S Syetom Passwords
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The PhoneTree
List Editor
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There are many features on the PhoneTree List Editor for importing and
organizing your data. We'll look at all the options available on this screen,
including the Menus ], the Tool Bar [ ], and the List [ ].

[] The Menus at the top of the screen consist of: File (a), Edit (b), Tools (c),
View (d), Search (e), Setup (f), Call (g), Import (h) and Help (i).
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a. The File Menu

New: Creates a new list file.

Open: Opens an existing list file.

Save As...: Saves the current list file.

Rename As...: Allows you to save the current list file under a new name.
Delete File: Deletes the entire current list. You will be asked to confirm the
deletion.

Print: Prints the current list file.

What follows between the Print and the Query Monthly Call Logs

commands is a list of the recent files you have accessed with this PhoneTree.

Query Monthly Call Logs: This does the same thing as choosing Log
Reports from the Tools Desktop—we explained this on page 27.

View Monthly Call Logs: Brings up the current month’s logs—see page 28
for details.

Exit to Desktop View: Takes you back to the main screen (the PhoneTree
Desktop).
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b. The Edit Menu

¢ Add Person: Allows you to add a new person to the list (see page 11).

+ Remove Person: Removes a selected person from the list.

 These next six menu items concern the Tag feature. Tagging simply means
putting a check mark next to their name in the Tag column (just click in the
box in the Tag column in the List)—once you have Tagged one or more
people, you can then put them into groups or call them. Tag All will Tag
every person in your list. Similarly, UnTag All will remove the check mark
and clear Tags from everyone in the list. Invert Tags will reverse all the
members’ Tag status (i.e. it will Tag everyone who is not, and UnTag all the
Tagged people). Cut Tagged will remove all the Tagged people and put them
on the computer’s Clipboard, and Copy Tagged will put them on the
Clipboard without removing them.

* Cut Selected: Removes a selection and places it on the computer’s
clipboard.

« Copy Selected: Places a copy of a selection to the computer’s clipboard.

» Paste: Places the contents of the computer’s clipboard at the insertion
point.
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. The Tools Menu

* Translate Phone Numbers... allows you to see your phone numbers

translated before calling. This will be helpful if you want to check and
make sure (before calling) that you have the Dialing Translator (page 19)
set up correctly. Please note that PhoneTree will translate your phone
numbers (based on the choices you made in the Dialing Translator) when
a call session is initiated whether or not you choose this menu item.
Clear Call Status will reset the Call Status to Not Called Yet for everyone
(Entire List) or only the people in the current view (Current View).
Check Mailbox Messages... should be selected if you have mailbox
messages waiting and/or if you need to record your mailbox OGM. If a
caller presses O and if you have set Mailbox as the Call Transfer Method
(on the Transfer Options tab of the Call Options dialog box, page 63),
then the caller will be able to leave a voice mail message for you. You will
know that you have messages waiting if you see “Mailbox has Messages!”
in the title bar (as shown below).

Phane Tree? LI Heaks On Wi < [ alisas bas Hessagesd)
A Bl Tods Ve Sesihy Sehp 5 .

0 ¥ lul =] + - 4

higaa L ] Sl Frint Bjd  Femires [T o
E % E Aderson. LOwed --gﬁ E-l!-nk-"
17 O Fr:m.l_l' Cacagm | 1532 Eﬂ%-".’ﬂ
= = Eleck, Tovokhy 1525 BRT0ET]
| £ ] Bl akir 18 Al 1Y




For questions and sales CALL: 510-339-8275
The Phonelree List Editor: The Tools Menu, continued

When you choose this option from the Tools menu, this dialog box appears:
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Click on a message in
the list, then. ..

Click on a name in the list, then click the Play button to hear the message
they left for you. To record your mailbox outgoing message (this is different
from the main message you used for your call session and will only be heard
by those who choose to leave you a voice message in your mailbox), click the
red Greeting button, then click Stop when finished recording. For example:

“Please leave your message after the beep and press pound when done.”

Click the green Greeting button to listen to your outgoing message, and use
the Volume Slider to adjust volume, if necessary. Note: this feature will only
work if you have Mailbox selected on the Transfer tab of the Call Options
dialog (more information on page 63).

Add to Blocked Number List adds the selected individual to the Blocked
Number list (this means that they will never be called by PhoneTree). Read
more about the Blocked Number List on page 38).

Trim List to Match Filter will remove all the people you don’t have
displayed in the current View. For instance, if your List contains 10 people
but your current View only displays 8 of them, choosing this menu item will
delete the two members that aren’t shown in the current View.

ReSync this List to the Central Database will update this List file with
the information in the Central Database, using the Unique ID field. Read
more about the Central Database on page 74.

RelIndex (remove unused ID numbers) is useful if you have deleted
members from your list at some point and wish to renumber the others—
Relndexing will remove the gaps between index numbers.
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The Phonelree List Editor: The View Menu
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d. The View Menu

« List: This is the default view and displays every person in this list.

» Tagged: Displays only the people you have tagged.

« Filter/Sort Menu: Choosing this option allows you to customize your
View(s) in several different ways. You will first be greeted with the following
dialog box:
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Click the Add button to create a new View. Give this new View a descriptive
name, then decide how you want to sort your List—under Check filter
category(s) choose either Call Status, Groups or Replies. In the ...then
click criteria to view column, choose all, some or none of the criteria
listed. Next, choose the order to sort the data with the drop-down menus in
the Sort Order box.
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Your newly-created
view should appear
in this list.

....in alphabetical order.
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For instance, to View only the numbers who were answered by answering
machines, check Call Status under Category, then select Ans by Machine
under Criteria, then choose Call Status in the first Sort Order drop-down
menu and choose Name in the second Sort Order drop-down menu (to
alphabetize the sort results). Therefore, a Report View box with the choices
above will generate a view like the one shown below:

Only members with a Call
Status of Ans by Machine. ..

....sorted alphabetically!

LIS | |

Remember, the rest of the List is still there, it's just not in the current View.
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You can also choose which columns to display, what font size and whether
to display entries that have been removed from the calling list by clicking on
the Appearance tab:

Choose your view
from this list, then...

Change the font size here.

x| ..select the columns you would like e |

to have displayed for this View.

« Refresh: Choose this if you have made changes to the list and you would
like to refresh the view (i.e. re-alphabetize, etc.)

e Use these next two options in the View menu to customize the way your list
is displayed. Choosing Full Screen from the View menu will toggle the
View status box on and off:
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Similarly, choosing Tool Bar from the View menu will toggle the Tool Bar
on and off. Try experimenting with these options until you have your list
displayed the way you like it. You can change your mind anytime by
checking or unchecking an option in the View menu.

« Summary: Choosing this option will generate a useful Summary of the
most recent call job—a summary of the statuses shown in the Call Status
column. You can see at a glance the number of calls completed, not
completed, not deliverable and the reasons for each.
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d. The Search Menu
» Choosing Find/Change displays the following dialog box:
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From here, you can do a powerful Find & Replace function on this list by
Name, Phone or Translated Phone. You can also choose to Match Whole
Phrase, Match Case or Match Whole Word. This could be used to correct
any number of errors or inconsistencies with only a couple of clicks. Note:
PhoneTree supports the use of Wild Card characters to aid you in searching.
Turn to Appendix B on page 189 for a table of Wild Card characters and
how to use them.
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« Duplicates... displays the Remove Duplicates dialog (see below). From here,
you can automatically remove any duplicate entries in your list, using the
criteria you specify. Make any appropriate changes to the Duplicate Criteria
and Options boxes, then click Begin to start the operation. Any duplicate
entries that are found will appear, and you will be able to choose to remove
one of them or to keep both and continue.
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Note: using this tool permanently removes duplicates from your List, unlike the
Don’t call duplicates with same: option on the Advanced tab of the Call
Options dialog box (page 64), which allows you to specify which duplicates will
not be called without actually permanently removing them from your List.
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e. The Setup Menu

» Preferences: Choosing this option brings up a screen with these tabs on it:
General, Messages and Edit Screen. PhoneTree 3500 users also have a Flex
Fields tab, which is covered on page 135.

PhaneTree Preferences
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General Tab
File import preferences lets you decide what to do when you import data (see
the Importing Call Data From a File section on page 15). You can choose
to have the new file always 1) Overwrite existing file, 2) Append (add) to
the existing file, 3) create a New file with the new data, or 4) Prompt user
(that’s you) each time to make one of the first three choices (this is the
default setting). AutoReport preference: We’'ll explain this option later, in
the AutoReporting section (page 92) [Default: ON].
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PhoneTree Prefesences
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Messages Tab
You can choose to have access to some advanced messaging options on the
EasyCall dialog box by checking the box next to Allow separate day/
night/answering machine and MoreInfo messages. Similarly, the options
under Call Wizard message recording preferences apply to the Call
Wizard—read more about this on page 68.
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The Phonelree List Editor: The Setup Menu, continued
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Edit Screen Tab

This tab contains options that allow you to decide how your toolbar buttons
will be displayed, whether to subdivide your list into two split windows, and
a window where you can choose which toolbar buttons you would like to
have displayed. Checking Use groups within a list turns on Groups—read

more about this in the Advanced Features section on page 76.
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The Phonelree List Editor: The Setup Menu, continued

Desktop lcon k

Select an icon:

&

Enter a name:

“Calenda?.ico ”~
“Calendar.ico
“Calendarl.ico =
“Calendarz.ico
“Calendar3.ico
“Calendarf.ico
“Calendarf.ico
“Cardindex.ico
“Cardwrite.ico

“CD Cross.ico

“Check.ico

“CheckBook.ico

“Clack.ico

“Diskl.ico

“Dizk2ico s
ok Cancel

Accounting

Desktop preview:

Accounting

Help

* Desktop Icon: Choosing this option displays a screen where you can choose

a new icon for your PhoneTree, and also give your PhoneTree a new name
(instead of PhoneTree 1). Click on any icon in the Select an icon: list—it will
appear in the Desktop preview window. Type something new in the Enter a
name: box, and when you are happy with your changes click OK.
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about this advanced option on page 84.

» Task Icons: This is where you set up a task for this PhoneTree. Read more
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« Call Options: Choosing this option displays a screen with seven tabs. We
will discuss most of them in the Advanced Features section on page 62.
However, the Time/Days tab has settings that you might want to change, for
instance:
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Choose days to call on by checking the box next to the appropriate day
(Allow calls on:). Set a new call window by clicking on the Don'’t call before
and the Don't call after times to change them. Check the box next to Allow
different times for each day if desired, otherwise leave it unchecked to have the
same call window each day.

Unfinished calls will automatically resume at the next available date and
time and continue until the job is done unless you change this under the
Call job stops when: option.

Check the Delay start of call job until: if you want to configure PhoneTree on
one day, but have it start calling at a later time or on a later date.

Choose the Temporarily pause calls: option if you would like PhoneTree not to
call during a certain time frame, such as during the dinner hours. When you
are happy with your changes click OK.
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f. The Call Menu
» Using EasyCall... Here is where you can select the Easy Call option to start
calls for your PhoneTree, read more on page 12.

EasyCall

® +» | — @

Record  Play | Yolume | Help -

Record your meszage and
click [CAl] o [Call T agged]. Call

[~ Use multiple languages

Call T agged

Call Options

Cancel |

» Using Call Wizard... You can call using the Call Wizard to give you access
to more of the advanced messaging options. Read more about the Call
Wizard on page 68.

* Resume: Resumes a call job already in progress for your PhoneTree.

» Stop: Will stop the current call job for your PhoneTree (this option will
appear only if a call job is in progress).
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g. The Import Menu

The options that appear above in the import menu are those that are pre-
installed—you can change the items on this menu with the Configure Import
Menu option on the Admin desktop (see details on page 152). Fixed
Column, CSV, ASCII and Central Database are the most common choices.
For more information on how to import a file, read the instructions on page
15, Importing Call Data From a File.
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PhoneTres Help
Help Contents

h.The Help Menu
You can access the online help database by using this menu.
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[] The Tool Bar gives you access to frequently-used commands and functions,
such as:

» New: Creates a new list file.

» Open: Opens an existing list file.

« Save: Saves your changes to the current list.

 Print: Prints the current view.

« Add: Allows you to add a new person to the list.

» Remove: Removes the selected person from the list.

» Find: Removes the selected person from the list.

List: Displays everyone in the list (using the Entire List view).
Filter: Displays the Filter/Sort menu (read more on page 45).
Messages: A shortcut for checking your mailbox messages (see page 44).
« Options: Displays the Call Options dialog (details on page 55).
EasyCall: Displays the EasyCall dialog (read more on page 12).

* Wizard: Launches the Call Wizard (see page 68).

 Exit: Takes you back to the main screen (the PhoneTree Desktop).

You can add new buttons or remove one or more buttons by choosing Setup ->
Preferences and clicking on the Edit Screen tab (read more on page 53).
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[] The List allows you to view complete information on your members at a
glance:

=.| .PhuneTreeHUU PhoneTree 1

File Edit Tools Miew Search Setup Call Import Help

[ F W 2 + = %

Mew CIpEn Save Prink add Remove Find

1D Tﬂaq Mame o Phone Tranglated Phone [Call
1| [O|&damson, Edward | 877-4157 [Tl
2| [O|tinsworth, George | 898-3434 e Mat
3|  O|Block. Timathy 543-0673 Mot
4/ [|Boatman, ‘Wales  |944-7333 Mot
5 [J|Brightman, Keith | 7778343 Mot
6 O Brmown, Charles 621-3214 Mot
7| O|Busch, Eyle ¥34-0345 Mot
8| [O|Carter, Janice 244-0354 Mot
9 [O|Chasteen, Paul BE3-4228 [Tl
r 10)  O|Chester, Judy 832-54582 Mot
11| O Crawfard, Dally 583-5557 Mot

a. ID: These numbers correspond to the order in which the members were
entered (and cannot be edited). This is not the same as the Unique ID field
(used for the Cental Database feature).

b. Tag: Click on this box to Tag a person. Click again to UnTag them. Read
more about Tagging on page 42.

c. Name: Shows the name of the member, exactly as they were entered or
imported.

d. Phone: Displays the phone number of the person as entered or imported.

e. Translated Phone Number: Your translated phone numbers will appear
(either after a call job has begun, or if you choose Translate Phone Numbers
from the Tools menu) in this column based on the criteria you entered when
configuring the dialing method (see page 19).

f. Record selector: This arrow is your indicator that you have selected the
person on the same row as the arrow. You can select more than one person
at a time by shift-clicking in this box (on the same row as the person you
wish to select).

The other columns are explained in the Call Statuses section (Appendix A—
page 186).

To change the width of any column, move your cursor to the space between
the column headings. Your cursor will then change to a double arrow,
indicating that you can click and drag the mouse either left or right to change
the width of the column.
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Advanced Features: Advanced Call Options

Your PhoneTree contains a group of powerful advanced features that will allow
you to do things like: sort your lists into groups and call only those people; send
an e-mail report to someone with a status of the call job; automate common
tasks and access them with a single click; configure PhoneTree and initiate a call
job from any touch-tone telephone and much more.

Advanced Call Options

From each individual PhoneTree the options for any call job can be set by
choosing Call Options from the Setup menu. An explanation of the Time/
Days tab appears on page 55. We will discuss the remaining six tabs here.
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Call Settings Tab

a. The choices in the Call connection options box affect how PhoneTree dials
and connects to the numbers in your list. We recommend you not change
these settings unless asked to by PhoneTree technical support.

b. Changing the Job priority is a 2500-and-up feature and allows you to set a
call session for this PhoneTree to override the other jobs that have been set
with lower priorities. Since the PhoneTree 2100 has only one call job going
out at a time, changing the job priority will have no effect.

c. The Within call options box contains settings that affect how PhoneTree
operates. Read the How Do I...? section on page 167 for more information
on how these settings work.
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Transfer Options

There are four options in the drop-down menu, Off, Mailbox, Phone System
and 3-Way Call. Unless this is Off, any time your members press O during a
PhoneTree message they will be transferred to the location you specify here.

a.Mailbox: Choosing this option allows the people you call to leave you a voice
mail message. You will need to record an OGM (outgoing message) that will
be played after a member presses O (to do this, choose Mailbox Messages...
from the Tools menu and read the instructions on page 43-44). Don’t
forget to tell your members in your PhoneTree message to press O if they want
to leave you a message. To set up the Answering Machine capability for
people who call you, see the instructions on page 36.

b.Phone System allows your members to be transferred to a live operator in
your office. You will be prompted to specify the extension to where the call
will be transferred, and also to specify a hook flash delay (leave at 3 unless
you experience problems). This option requires that PhoneTree be connected
to an analog extension on your phone system. Don’t forget to tell your
members in your PhoneTree message to press O if they want to transfer to the
person (or extension) you choose.

c. Choose the 3-Way Calling option only if you subscribe to 3-Way Calling
through the phone company and you’d like your members to be able to be
transferred to another number. You will need to specify the number to where
the member will be transferred, and also to specify a hook flash delay (leave
at 3 unless you experience problems). Voice prompts will guide the user
through the process. This option will create a three-way call with 1) the
person who PhoneTree originally called, 2) the person to whom you specify
PhoneTree should transfer the call, and 3) the PhoneTree unit itself, therefore
PhoneTree will not be able to go on to the next call on the list until the 3-
Way call session is teminated. If your phone system does not automatically
disconnect when the user hangs up, press the # key to disconnect manually.
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Advanced Options Tab

In general, we recommend you not change these options unless directed to do
so by PhoneTree technical support. However, as the Administrator, you may
want to adjust these settings from time to time.
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a. Don’t call duplicates with same: PhoneTree will not call duplicates if you
check one of the first two options here (the default is Phone #). Selecting
Call all duplicates will call everyone on the list, including duplicates. This
is not the same as the Remove Duplicates tool in the Search menu (page
50), which permanently removes duplicates from your list.

Keep Don’t call numbers in blocked number list ON (default) unless for
some reason you would not like PhoneTree to remove the people on the Blocked
Number list (see the explanation on the Admin Desktop on page 38).

b. Daily calling: If you would like this PhoneTree to call this list each day
(during the call window(s) you set on the Call Times tab), check this
option. You can also print your call status report (with a warning for those
who did not respond) automatically (choose from Never, No Answer/Not
Confirmed or After Max Tries). Default: OFF

c. Special dialing rules (advanced): These dialing settings are provided if you
would like to add other suffixes or prefixes that will be dialed in addition to
any others typed on the Configure Phone Lines dialog (which are system-
wide and set on the Admin tab). You probably won't need to use these.

d. If this PhoneTree will be calling any pager numbers, type the callback
number here in the Pager box, and be sure to put a “C” in your list after
any pager phone number (i.e. 722-5992C). Doing this will ensure that
PhoneTree will leave your callback number on the numeric pagers it calls.
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e. Export data: If you would like to save a call status file that another
application (like your member management program or Microsoft Excel)
can use later, check this option. Default: OFF

f. Call Logging: If you would like the calls made here to be included in the
system-wide call log, choose either Log Completed Calls or Log All Calls
from the drop-down menu. Read more about call logging on page 27.
Default: ON (Log ALL Calls)

g. Deliver message to answering machines: Here you can choose when your
PhoneTree will deliver the message to the answering machines it reaches.
Choose from Always, Never, After # of tries (you then set the number) or
Within time window (you then set the time). Default: Always

Remote Tab
We will explain these options in the upcoming section, Remote Operation
(page 100).
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Copy Tab

This is a 2500-and-up feature that allows you to copy call option settings from
another PhoneTree to this PhoneTree. Choose a PhoneTree to copy from from
the list and then click the Copy settings now button.
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Central Database Tab

This is a powerful feature that allows you to keep and make changes to a
master list—then any of your other calling lists can be updated and re-synched,
reading from the information in the Central Database. This means that if a
person’s phone number changes, you would only have to make changes to the
Central Database once instead of remembering to check every list file where
that person might be. We will cover the specifics of this tab in the upcoming
section Using the Central Database on page 74.
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The Call Wizard

The Call Wizard will allow you to take advantage of the advanced messaging
options, like the “# for More Info,” the “Kid-Zone” protection and special
messages for after hours or answering machines. Start by choosing Using Call
Wizard... from the Call menu and click Next ->.
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This next screen contains five options:

» The Standard Message is the main message and is similar to what you
have already done with Easy Call (page 12), except now you will be able to
name the message, save it to the hard drive and use it for later call
sessions also. All call sessions need a Standard Message, so it is marked
Required. For example: “Hi, this is Bob. The spaghetti dinner will be held
tonight at 6 PM instead of 7. Please use your telephone keypad to enter the
number of people who will be attending, including yourself. [pause] If you need
directions, please press the pound key. If you have other questions, press [0] to
speak with Karen, the office administrator. Hope to see you there!”
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The Optional Messages are:

Choose Night if you want PhoneTree to deliver a different message ‘after
hours’ than the one delivered during the day. Following our above example,
you might want to create a night message like: “The spaghetti dinner will be
held tonight at 6 PM instead of 7. If you need directions, please press the pound
key. If you need to leave me a message, please press [0]. Hope to see you there!”
Choose Machine if you want PhoneTree to deliver a different message to an
answering machine than the one it delivers to a person who answers, such as:
“Hi, this is Bob. The spaghetti dinner will be held tonight at 6 PM instead of 7.
If you need directions or if you have other questions, please call Karen at
873-5592 before 5 tonight. Hope to see you there!”

Check Intro w/9 to enable the call confirmation mode whereby you record
an introduction asking the called party to dial ‘9’ to receive your call, for
example: “Hi, this is Bob Smith. Please press 9 to hear an important message.”
Using this feature ensures that your important message doesn’t get lost in
the “Kid Zone”—once the called party presses 9 they will hear the Standard
message. This feature will not affect delivery to answering machines.
Choose More Info if you want to record an additional message which can
be played upon request by those called. Only those who ‘...press Pound (#)
for More Info’ will hear this message. Following our example, this message
could be “To get to the community center, take Highway 81 South to the Belews
Creek exit. Then travel two miles and look for the community center on the
right, just past the gas station.”

Once you have chosen the message options you want for this call session,
click Next ->.
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On this screen you will record each message component for this call job that
you selected on the previous screen. You will also be able to choose a Greeting

for this call job, or record a new one.

To record a new message component:

a. Start by making sure the radio button next to the message component is selected
(in the picture above, Standard Message is selected). Put on the headset.

b. Then click the New button at the top of this Call Wizard window. You will
be asked to give the new WAV file a name, then click OK:
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c. Now you will notice that the message component you selected has an entry
with the name you typed, but it appears in RED to alert you that the
message has not yet been recorded (see picture on next page). To record a
message, click the red Record button and speak clearly into the microphone
on the headset. Click Stop when done. Click the Play button to hear the
message component—if you want to record over the message, just click the
Record button again. You will be asked to confirm the re-record, then click
Record again to begin a new recording for this message component.

Note: if you are a 3500 user you will use a different method to create a
constructed message (.VFT file). See page 126 for details.
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d. Now, repeat steps a-c for each message component shown. Click Next ->
when done.
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On this last screen, choose who to call and then click Start Calls. Choose from
the current View (read more about Views on page 45—this allows you to filter
and sort your call list), just the Tagged people, or Save changes and exit,

which is useful if you wanted to create recordings for use later but didn’t want
to initiate a call session right now.
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Using our example, PhoneTree would deliver the following message(s) to the
Entire List (the current view), based on the above settings:

If a person answers the phone (during the day):

[Person says “Hello”, PhoneTree detects live person]

[PhoneTree plays Intro]
“Hi, this is Bob Smith. Please press 9 to hear an important message.”

[person then presses 9]
“The spaghetti dinner will be held tonight at 6 PM instead of 7. Please use your
telephone keypad to enter the number of people who will be attending, including
yourself. <pause> [person presses 3] If you need directions, please press the
pound key. If you have other questions, press [0] to speak with Karen, the office
administrator. Hope to see you there!”

[person then could press # to hear]
“To get to the community center, take Highway 81 South to the Belews Creek
exit. Then travel two miles and look for the community center on the right, just
past the gas station.”

[person could also press O to be transferred to the office administrator]

[end of call—PhoneTree automatically moves on to the next number]
khkkhkkkkk

If an answering machine picks up the phone (day or night):

[Person’s answering machine message begins, PhoneTree detects machine]

[PhoneTree waits for the beep and then plays Answering Machine Message]
“Hi, this is Bob. The spaghetti dinner will be held tonight at 6 PM instead of 7.
If you need directions or if you have other questions, please call Karen at
873-5592 before 5 tonight. Hope to see you there!”

[end of call—PhoneTree automatically moves on to the next number]

*kkhhkkk

If a person answers the phone (at night):

[Person says “Hello”, PhoneTree detects live person]

[PhoneTree plays Intro]
“Hi, this is Bob Smith. Please press 9 to hear an important message.”

[person then presses 9]
“The spaghetti dinner will be held tonight at 6 PM instead of 7. If you need
directions, please press the pound key. If you need to leave me a message, please
press [0]. Hope to see you there!”

[person then could press # to hear:]
“To get to the community center, take Highway 81 South to the Belews Creek
exit. Then travel two miles and look for the community center on the right, just
past the gas station.”

[person could also press O to leave Bob a voice mail message]
[end of call—-PhoneTree automatically moves on to the next number]
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Note: for this call session to work this way, you would have to set up the
recordings for the advanced messaging options as described above, and you
would also need to set the Transfer method as shown below (Setup menu ->
Call Options -> Transfer tab), to allow your members to transfer to the office
administrator during the day and to the message mailbox system after hours.
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Using the Central Database means that you first import your data into a
special central location, and then when/if you choose, you can have PhoneTree
update any or all of your lists, re-synching the data and matching it up with
the data in your Central Database. Since you maintain changes in only one
master file, you'll save time by doing all the updating in a single step, instead
of trying to remember to change someone’s phone number in all calling lists
where they might be included.

First, click on the Central Database icon on the Admin desktop:
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You will then be brought to the Central Database List Editor. Follow the
instructions on page 15 for Importing Call Data From a File. Call this new
file “Master List” or anything else you like.

You might notice that this screen doesn’t contain columns for Call Status,
Translated Phone and others—that’s because you won't be able to call directly
from here. This is simply the place where you can maintain and update your
Central Database.

Note: Make sure that the information in your Central Database file has
unique entries in the Unique ID field—this field is the way PhoneTree matches
the data from other lists to the data in the Central Database. Without anything
in the Unique ID field, the Central Database feature will not work! If your data
imports without anything in this field, you will need to type these entries in
yourself.

When you have finished making any necessary adjustments, click Exit to
return to the PhoneTree desktop.

FhIJFIETrEE

PhoneTree 1 PhoneTree 2 F'hu:uneTree 3 F'hu:uneTree 4 F"hm

Click on the icon for PhoneTree 1 to go to its List Editor.
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Advanced Features: Using the Central Database, continued

Choose Call Options from the Setup menu and click on the Central
Database tab:
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a. Check the box next to Use the Central database to update my files.
Then choose the name of your Central Database master file from the list—
use the same one you named back on the preceding page [ Master List].
Then choose a Central Database view to use when importing data—we
recommend you just use the Entire List view.

b. Then (if desired), check the box next to Enable automatic updates each
time a call session is started and update these fields..., then check
one or more of the fields you would like to automatically update at the
beginning of every call session.

c. Click OK.

Now, each time you start a call session your list will be updated using the data
in the Central Database. Also, anytime you would like to create a new file that

includes the members in the Central Database, just choose Central Database
from the Import menu.
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The Groups function gives you the ability to put the people in your lists into
sub-groups (up to 36). Each member of a list may belong to any combination
of the Groups (including one, none, some or all). Also, when you initiate a
call session, you can choose to call only one or more Groups, instead of the
entire List.

For example, consider the following list with members Bob, Sue, Mary and Bill.
Let’s assume Bob is not in any Group, Sue is in Group 1, Mary is in Group 2,
Bill is in Groups 1 and 2.

LIST GROUP 1 GROUP 2
Bob

Sue a

Mary O

Bill ad ]

With this one simple List, and using only two Groups, there are several
possible ways to make calls:

Command Action Members Called
Call List Calls all members (Bob, Sue, Mary & Bill)
Call Group 1 Calls members of Group 1 (Sue and Bill)

Call Group 2 Calls members of Group 2 (Mary and Bill)

Call Group 1 & 2 Calls members of Groups 1 & 2 (Sue, Mary and Bill)

Give each Group an appropriate name that describe its members (like Choir or
Executive Committee). You can call one or more Groups with one message, then
start a new call session that calls another Group with a different message.*

To turn this group feature on, do the following:

a. Click on one of the PhoneTree icons on the PhoneTree desktop.
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*You can also set up a single call session that delivers different messages to
different Groups. However, this is an advanced feature and confusing for many
users. See page 81 for details.
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b. Choose Preferences from the Setup menu and click on the Edit Screen tab.
c. Check the box next to Use groups within a list.
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d. Click OK.
e. Make sure Full Screen is UNchecked and that Group Names is checked in
the View menu. Your List Editor screen now should look something like this:
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f. Now there is a new Groups column on the screen just to the right of the
Replies column, and a list of all the Groups with their corresponding letter
at the bottom.
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GROUP Shorthand

The PhoneTree List Editor uses a type of shorthand to allow you to quickly see
which Group(s) each person belongs to. This shorthand is a line of asterisks
with capital letters mixed in. Each letter represents a specific Group that the
member belongs to. The shorthand A*C******¥¥¥** &%k *******¥** means
that this member belongs to Groups A, C and X.

Changing Group Membership

To change Group membership for an individual person, click on the person
who you want to change, and use the check boxes in the Group box at the
bottom left (be sure Full Screen is NOT checked under the View menu). To
change Group membership for several people at a time, use the Populate
Groups feature (explained on the next page).

Changing a Group Name
Use the Edit Group Names dialog (explained below).

The Edit menu now contains two new options for Groups:

 Edit Group Names... brings up the Edit Group Names box (shown below).
The PhoneTree software organizes Groups by symbol (number or letter), but
you can type in names for your groups here. Click on a group in the Group
Name column to select it, then type to change the name.
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« Populate Groups: This dialog allows you to move multiple people in and
out of Groups easily. You could tag one or more people, then choose this
command to add them to a Group collectively by clicking the Add button
under Add all TAGGED persons to selected Group(s). Or, you could
choose a Group from the list at left and then click the Clear button to
remove all people from that Group.
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Calling One or More Groups with the Same Message
Now that you have enabled Groups, it’s easy to deliver the same message to
one or more Groups. Do this by:

a. Choose ...Using Call Wizard from the Call menu.

b. Choose the messaging options and follow the instructions for using the Call
Wizard on page 68.

¢. On the last screen of the Call Wizard, choose Groups from the Notify drop-
down menu:
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Using Group Messaging
Caution! This is a very powerful, and often confusing advanced option. Please
make sure you are familiar with basic messaging before trying this feature.

PhoneTree can deliver a different message to each group in your list during a
single calling session (up to 36 x 3, or 108 different day/night/answering
machine messages at once!). Keep the following rules in mind:

Rule #1: If a person does not belong to any groups OR if a message has not
been specified for a group, the Standard Day Message (or corresponding Night
or Machine Message) will be substituted.

Rule #2: PhoneTree searches the groups left to right as they appear on the
screen (0, 1, 2... A, B..., A). It plays the group message for the first group it
finds. For instance, a person in groups C, G and Z will get the Group C
message unless you check Play All Group Messages on the Message Options
tab, in which case the person will get all 3 messages in sequence.

Rule #3: Night and Machine Group Messages are ignored unless there is a
corresponding Standard Message.

Rule #4: When Deliver All Messages is ON, the messages are delivered in the
same order as Rule #2.
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To set this feature up:
a. Click on one of the PhoneTree icons on the PhoneTree desktop to go to the
List Editor for that PhoneTree.
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b. Choose Preferences from the Setup menu and click the Messages tab.

c. Check the box next to Allow group messaging mode.
d. Click OK.
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e. Choose ...Using Call Wizard from the Call menu.
f. On the second screen of the Call Wizard, check the box next to Groups.
Choose any other special messaging options if desired and click Next.
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. On the next screen, you will need to record a message component for each
of the message options you chose in the previous step for each group you
would like to send messages to. For example, if you want to deliver a different
message at night to both the Men’s Choir and Women's Choir, you would
select Night and Groups in step F, then on this screen record a different
Standard message and Night message for both the Men’s Choir and the
Women’s Choir (4 messages total).

Choose One Group Message if you wish to deliver a different message to
people based on the Group they belong to. With up to 36 groups, you could
record 36 different messages and deliver them in the same calling session.
Each person will receive one message corresponding to the first group they
are a member of. Those who are not in a group, or are in a group without its
own message, receive the Default group message(s) (shown at the top of
the group list).

Check All Group Messages only if you have checked Allow Group Messages
in the Preferences dialog box. When PhoneTree calls a person who is a
member of more than one group, it will play each groups message in turn. If
unchecked, PhoneTree plays only the first group’s message.

h.Click Next -> when done, then select who to call on the next screen, just as

you did on page 71. PhoneTree will start calling based on the parameters you

selected!
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Tasks are like macros for PhoneTree. They allow you to string together several
commands for one PhoneTree, and complete them all with a single click on
the Tasks Desktop. In addition, you can set an Automated Task to be
triggered at a certain time or the creation of a certain file, meaning that you
wouldn’t need to click on its icon on the Tasks Desktop to initiate the task—it
would start automatically!
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Setting Up a Task

a. Start by going to the PhoneTree Desktop and choosing the PhoneTree for
which you would like to create an Task. This takes you to the List Editor for
that PhoneTree.

b. From the Setup Menu, choose Task Icons...
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c. Click the Add button.

Aidd
i~ Taszk Content: - |
Mews Task lcon B|
Enter a name far a new tazk lcon:
Cancel |
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d.Type in a name for the new Task Icon. Choose a name that describes the
task(s) you will be performing (like Print/Call List, etc). Click OK.

Mow click the Modify Task button ko modify the action of this task,

[« ] O

e. Now you will get a dialog like the one above. Click OK.

f. Click the Modify Task button.
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g. Now click the ADD a command to script... button. A pop-up menu will
appear, allowing you to choose from the available options (shown above). By
doing this, you are actually creating a mini-script that will run every time
you click the icon for this Task on the Task Desktop. When you choose a
command, you will get a confirmation dialog. Click OK. Keep adding
commands until you are finished setting up the desired operations. Use the
arrow buttons to the right of the scripts to move their order of execution up
or down as necessary.

h.Use the four drop-down menus (File to Open, View, Report Template,
Translator and Chain To) to further customize the task operation(s):

« File to Open allows you to tell this Task to open any List file currently in the
folder for this PhoneTree (available files will appear in the drop-down box).

» View allows you to tell this Task to use any View that you have set up for
PhoneTree. The Views that you have set up (see page 45) are available in this
drop-down menu.

» Report Template: Choose from one of these pre-set templates if you tell
this Task to print a report (None, Standard Report, Call Status
Summary, Translated Phones, Full Report [Landscape], Landscape
Report, or Groups Report).
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e Translator: The same custom Translators that appear in the Import menu
under Custom (page 57) will appear here. Use this if this task includes
importing a file from another application.

* Chain To: You can use this to execute another Task that you've set up after
the actions for this Task have been performed.

Click the OK button when you have finished adding commands.

i. Click the Change Icon button to choose an icon from the list of available
icon images. When you have found one you like, click the OK button. The
icon will appear in the Desktop preview area of the screen.

Desktop Icon E|
Select an ican: Enter a name:
“Phonedld.ico Y Frint Call List

“PhonePad.ico
“PhoneSetup.ica
“Phoneywarld.ico
“Phonetellow.ico
“Printerl.ico
“PrinterZ.ico

“Printer3.ico :
“Printerd.ico Desktop preview:
“Printerb.ico
“Printout.ico

*Prirtout? ico @
“PushPinl.ico

“PushPinZ.ico ; :
Relodes] oo v Print Call Lizt

] Cancel | % Help

j. When you are finished with your script and all the settings, click the OK
button. Your Task is not set up until you click this button! Click the Exit
button on the Tool Bar to return to the Desktop.

k. Your new Task Icon should now appear on the Task Desktop. Click it any
time you wish to perform the actions that you configured for this Task.
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Advanced Features: Task Icons and Auto Tasks, continued
Editing a Task lcon

What if you set up a Task Icon for PhoneTree, but you need to make changes?
To edit your Task:

a. From the Tasks Desktop, right-click on the icon you want to change.

= PhoneTree2100 V5.0
Mavigation Tasks Help

E PhoneTree | ¢ Tools | q

@ Edit This Icon
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b. A small submenu will come up with two choices: Edit this Icon and
Properties. Choose Properties to get a quick summary of the “specs” for
this icon (shown below). You can quickly see a summary of the script, which
icon is being used, and which View, Report Template, Translator and File
were chosen. Click OK.

Icon Properties:

[ICONTYPE  =0]

[T = “Printet3.ica]
[SCREEMINDEX = 0] [}s
[CAPTION = Print Call List]
[CAPTIOMNBAR =]

[SCRIPT = PRINT~CALL LISTrsmimsn]
[PHOMNETREE = 1]

[JOBFILE =]

[WIEMW = Entire List]

[REPORTTEMPLATE = Call Status Summary]
[TRAMNSLATOR = Mone]

[FILETOOPER = Current File]
[TRANSLATORPARAMS =]

[CHAINTO = Mone]

c. Now right-click the icon again and choose Edit this Icon.

d. You will be taken directly to the Task Icons dialog box associated with that
Task. Make changes as necessary (follow the instructions on the previous
pages) and remember to click the Apply button to save changes to the task.
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Automating a Task

Now suppose you set up a Task and you need to click the icon every day to
initiate the actions associated with that task. But what if you will be out on
vacation for the rest of the week and you still need to make calls (or print a
report, etc) each day?

Included in PhoneTree is the super-power feature that allows you to initiate the
actions of a Task automatically, based on a trigger you set (like a certain time of
day, or the appearance of a certain file). Once this is set up, the task will run
automatically only if PhoneTree is in the Call Center (like all other automated
features). Here’s how to do this:

a. From the Admin Desktop, click the Configure AutoTasks button.
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For questions and sales CALL: 510-339-8275
Advanced Features; Task Icons and Auto Tasks, continued

b. The Configure Auto-Tasks dialog appears. Click the Add button.
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c. A list of the configured Task Icons will appear. Select the one you would like
to automate from the list. Type a description directly in the Automated Task
Description column, if desired.
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For questions and sales CALL: 510-339-8275
Advanced Features; Task Icons and Auto Tasks, continued

d. The task you selected will now be displayed in the upper right corner. Now
decide which type of Trigger you want to use to initiate this Task—either a
Time Trigger (PhoneTree will activate the task at the time you designate) or
a File Trigger (PhoneTree will activate the task whenever it detects the
presence of a file whose location you designate). Choose the appropriate
radio button for either a Time Trigger or a File Trigger.

e. For a Time Trigger, click on the days you want in the Time Trigger box (the
selected days will be shown in green). Click on the Time to change it (a pop-
up box will appear allowing you to make changes). When you are finished
specifying the day(s) and time, click the OK button. You will see the days
that you selected and the time appear next to the name of the task in the list
under the Trigger column.

f. For a File Trigger you will show PhoneTree where to find a file that will be
placed in the same location each time it is updated (PhoneTree will use this
file when completing the Task you have set up). Click the Browse for a
Trigger File... button (shown below). Then locate your file by navigating to
it with the Locate Trigger File dialog. Click OK when done.
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g. Now, back on the Configure AutoTasks screen, you will see that the file
pathname (or the days that you selected and the time for a Time Trigger) is
shown in the Trigger column. Click OK. This Task will now be performed
automatically—without your needing to click its icon on the Tasks Desktop.
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For questions and sales CALL: 510-339-8275
Advanced Features: AutoReporting

AutoReporting is a powerful PhoneTree feature that allows you to set a file (the
results of a completed call session, for instance) to automatically print on your
computer’s printer, save the data to a file for use by another application, or to
e-mail the file to someone. Like Auto Tasks, this is done from within the
PhoneTree Edit screen. To set this up:
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a. First, make sure you have Enable AutoReport Functions turned ON on the
General tab of the Preferences dialog box (in the Setup menu on the
PhoneTree List Editor—see page 51).

Zi Phonelree2100  Accounting {Mailbox has Messages!]
File Edit Tools Yiew Search BE=afed Call Import  Help

Preferences. ..
Desktop Icon...
Task Icons. ..

Call Cptions. ..

b. Then, from the Setup menu, choose AutoReport...




For questions and sales CALL: 510-339-8275
Advanced Features: AutoReporting, continued

¢. On the Setup AutoReports screen (shown below), click Add.
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This will bring up the AutoReport Setup dialog, which has several options

on the General tab: [ ] Report Format, [ | Output To, [ | View, [ | Daily or
Final Report.

AutoReport Setup
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For questions and sales CALL: 510-339-8275

Advanced Features: AutoReporting, continued

[] Report Format: Choose your
report format from a list of preset
report templates. These templates
are included with PhoneTree:
Standard Report, Call Status
Summary, Translated Phones, Full
Report (Landscape), Landscape
Report, Groups Report, Summary
Chart.

[] Output To: Choose from
Printer, File, E-Mail or WinFax
PRO. You will see different
options on this dialog box based
on what you choose here.

[] View: In addition to the Entire
List, you will see any other views
that you have set up for this list
within this PhoneTree. The ones
shown here are examples only.

[] Choose either Daily Report
(to report at the same time each
day) or Final Report (reports
when call job is done or
expired).

[] File Type: You can choose to
save your file in one of several
standard formats, including
Word 6.0, several Excel formats,
HTML 3.2 and 4.0, CSV, TEXT,
RTF and PDF. This option will
only be available if File, EMail
or WinFax PRO is selected in
the Output To: drop-down
menu above.
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For questions and sales CALL: 510-339-8275
Advanced Features: AutoReporting, continued

If you want to send your report to your printer:

futoReport Setup

General | £ 14 1 itput File Detailz || Fa i ]

Select AutoR epart options:

Repart farmat: ] Standard Fepart :_J
Output b | Fririter :_J
=l

Wigw: |Entire List

Select printer for thiz repart:
HF Desklet 880C
i Daily report

C
Lo

" Final report

ok LCancel Help

[] Choose Printer from the Output To drop-down menu (Step 2 above). The
File Type drop-down menu goes away and a Select Printer for this report
drop-down menu comes up instead. Choose your desired printer from the
list and click OK.




For questions and sales CALL: 510-339-8275
Advanced Features: AutoReporting, continued

If you want to save your report to a file:

AutoReport Setup

General] {al Dietale Output File Details | Fa j ]

Save report to a file:

File narne: -
(do not include extension] | DaivCalFRepart

!:Iutput file path: Browsze for path...
:\Program FiIesHF‘hnneTreeM&P‘u\User"x

R

ok LCancel Help

[] Choose File from the Qutput To drop-down menu (Step 2 above). Choose a
File Type on the General tab (Step 5 above), then click on the Output File
Details tab. Specify the location where you want the file to be created (type in
the box provided or click Browse), and type in a file name (see above).




For questions and sales CALL: 510-339-8275

Advanced Features: AutoReporting, continued

If you want to e-mail your report to someone:

AutoReport Setup

General E-MailDetaiIs] oot File Detail: | Fa i ]

E nter e-mail details:

To: ]mar}l@centralnffice.cnm

Frorm: ]idue@branchnffice.mm

Subject  |PhoneTree Call Report

O phional meszage to recipient regarding report:

Here iz today's call report. Call me with questionz) I

[

ok LCancel

Help

[ ] Choose E-mail from the Output To drop-down menu (Step 2 above).
Choose a File Type on the General tab (Step 5 above), then click on the
E-Mail Details tab. Enter the To: (an e-mail address of your recipient),
the From: (your e-mail address), the Subject and any desired Message.

Click OK.

Note: this option will only work if you have an Internet connection and a
correctly configured e-mail program on the PhoneTree computer. If you are
having trouble sending e-mail messages, check the outbox of your e-mail

program for unsent messages.
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Advanced Features: AutoReporting, continued

If you want to fax your report to someone:

AutoReport Setup

General] i =il 1 put File ilz Fax Details

Enter recipient [separate multiple recipients wizemicolon [bob; many: sue)

N ame: ]h’larj,I Srnith
Phone:  |ge51212

Enter cover page infarmatian: .
Ris Browsze for template fils. .. J

Template: ]template.CVD

Subject: ]Eall Report Fax

Fax message! |Here is today's call report. Call me with questions.

Schedule fax transmisian: 0

send FAx ot [[ERNERENIDNNN -] [

1] 8 | Cancel | Help

[] Choose WinFax PRO from the Output To drop-down menu (Step 2 above).
Choose a File Type on the General tab (Step 5 above), then click on the Fax
Details tab. Enter the Name: and Phone: in the Enter Recipient box. Enter

cover page information (Template, Subject and Fax message) in the boxes

provided (browse for your template file if you have one by clicking the Browse
for template file button), then choose when to send the fax (either Now or at

a later time you specify) in the Schedule fax transmission box. Click OK.

Note: this option will only work if you have WinFax Pro and a working fax
modem installed and correctly configured on the PhoneTree computer.

If you would like to do more than one of these report options, set up multiple

reports.




For questions and sales CALL: 510-339-8275
Advanced Features: AutoReporting, continued

[ Now your report(s) should show up on the Automatic Report Generation
box. You can see the details of each report in the Type, Format, Output, etc.
columns—use the scroll bar to view more information if necessary. Click OK.
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Anytime you want to run all your AutoReports at once, just click the Run Auto
Reports Now icon on the Tools Desktop (see page 26). Otherwise AutoReports
are generated automatically during Daily Maintenance (page 32) or during calling
if Interrupt calling to immediately process AutoReports is checked on the
Call Center tab in Configure Global Settings (page 33).
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For questions and sales CALL: 510-339-8275
Advanced Features: Remote Operation

Remote Access lets you call in to PhoneTree and access most major functions
including recording your message, selecting who to call, changing the calling
times, and more. To use this advanced function:

Configuring Remote Options
a. From the Admin Desktop, choose Configure Remote Operation.
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b. Check Require caller to confirm ID when calling in if you want PhoneTree
to verbally confirm your Remote PIN Code (ID) prior to granting access to the
Remote Menu (recommended).
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c. Choose the Record quality for your recordings (choose Economy or Middle
only if disk space is an issue).
d. Don’t change the values in the Advanced settings unless directed to do so by
PhoneTree Technical Support. Click OK.
100




For questions and sales CALL: 510-339-8275
Advanced Features: Remote Operation, continued

Enabling Remote Operation

a. Go to the PhoneTree List Editor (click on the icon for your PhoneTree
from the PhoneTree Desktop).

b. Choose Call Options from the Setup menu. Click on the Remote tab.

c. Check Enable Remote Calling in the Remote access box.
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d. Enter a Remote PIN required for access by the remote user.

e. Check the Override “Time/Days” tab settings to allow remote call
session to begin immediately box only if you know that you will want to
use Remote Operation outside the pre-set call window settings you entered
on the Time/Days tab.

f. To select the Calling List file to be used when PhoneTree calls remotely,
click the Browse button to select a file from your computer’s hard drive
(the Lists available to PhoneTree will appear in the box at right). Note: This
file must be selected in advance (i.e. now, while using this tab) and will be
used for remote calling regardless of which file was last loaded into
PhoneTree. CAUTION: Do not use files from a floppy disk or other external
drive as it may not be available when you call in remotely!

g. Select the default call mode from List (call the entire List) or Group (call
one or more Groups in the List). This can be changed when you call in
using the Remote Menu.




For questions and sales CALL: 510-339-8275
Advanced Features: Remote Operation, continued

Enabling a Line as a Call-In Line

a. From the Admin Desktop, click on the Configure Phone Lines icon.
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b. Select one or more of the available line(s) to be used as call-in line(s) from the
list on the left.
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¢. In the Line Use area, select Make calls if the line will be used to place calls
and check “Line may answer when not making calls” if you want the line to
automatically switch to being a call-in line whenever it is not being used to
make calls—with this method you may not be able to call-in on this line while
calls are being made. Select this option if you have only one line installed.
Select Answer calls only if the line will be used only for incoming calls, like
Remote Access (or InfoLines or the Answering Machine feature, page 36).

d. Make a note of the phone number associated with this line so you can call in

later.




For questions and sales CALL: 510-339-8275
Advanced Features: Remote Operation, continued

Calling In

When calling in you must select your PhoneTree by typing in its number, then
and enter the appropriate PIN code. Example: To select PhoneTree 1 with PIN

code 5678:

a. Call in to PhoneTree and wait for answer

b. At the voice prompt press [*] [1] [#] on your touch-tone keypad*
c. Enter your PIN Code [5] [6] [7] [8] [#]

d. You will be greeted with the Remote Main Menu (see below)

PhoneTree Remote Menu

(Some items play only if enabled)

[1] Message Menu
[1] Rec Message
[2] Play Message
[3] Rec Intro
[4] Play Intro
[5] Rec More Info

[2] Call Menu
[1] Call List
[2] Call Group(s)
[4] Say Call Mode
[5] Clear Groups*
[6] Add Group*

[3] Mailbox Menu
[1] Previous Msg
[2] Current Msg
[3] Next Msg
[5] Delete Current Msg

[7] Time Menu
[1] Say Settings

[2] Enter Don’t Call Before:

[1] AM [2] PM
[3] Enter Don’t Call After:
[1] AM [2] PM

[8] Exit & Call
[1] Call All Selected
[2] Resume Calling
[*] Repeat Menu
[#] Main Menu

[9] Quit (No Call)

[*] Repeat Main Menu

[6] Play More Info

[7] On/Off Intro

[8] On/Off More Info
[*] Repeat Menu

[#] Main Menu

[7] Del Group*
[8] List Groups*
[*] Repeat Menu
[#] Main Menu

[8] Play OGM
[9] Rec OGM
[*] Repeat Menu
[#] Main Menu

[*] Repeat Menu
[#] Main Menu

*PhoneTree plays the Standard InfoLine
Greeting and requires you to press the
Star (*) key to identify you as a Remote
user and to prevent unauthorized use of
your Remote system.
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Advanced Features: Remote Operation, continued

* The GROUP menu items are not played unless Call Group is selected. Also,
since there are 36 groups to choose from, the following table may be of
assistance in selecting the proper group(s) to call:

0=0 10 =A 20=K 30=U
1=1 11 =B 21=L 31=V
2=2 12=C 22=M 32=W
3=3 13=D 23=N 33=X
4=4 14=E 24=0 34=Y
5=5 15=F 25=P 35=Z
6=6 16=G 26=Q
7=7 17=H 27=R
8=8 18=1 28=S
9=9 195] 29=T

If you try to access your PhoneTree remotely and:

Your PhoneTree is currently calling:

* You will be asked to “Please wait”

» Once the calling has stopped, you will be asked to select:
[1] To stop the current call session
[2] To Exit and allow calls to resume

Note: you will interrupt any calls in progress and the call job you enable
remotely will be initiated instead.

Your PhoneTree is not remote enabled:

» You will be instructed to use the PhoneTree software to enable Remote
Operation.

» This must be done in advance from the PhoneTree computer and may not be
done remotely!
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Features of the
PhoneTree 2500
and Up




For questions and sales CALL: 510-339-8275
2500-and-Up Features: E-Mail Messaging

E-Mail Messaging is a feature that allows you to send an e-mail version of your
message either along with a call session or all by itself in an e-mail only
messaging session. Here’s how to do this:

First, be sure that you have an Internet connection and a correctly configured e-
mail program (Outlook, Eudora, etc.) on the PhoneTree computer.
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Next, confirm that you have a valid e-mail address for each of your members in
the E-mail column of the List Editor. PhoneTree will use the entries in this
column to send your message.
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2500-and-Up Features: E-Mail Messaging, continued
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Now, choose Using Call Wizard from the Call menu. Check the box next to

Check if you wish to send an e-mail message. Then:

If you want to send an e-mail along with a calling job:
Check the radio button next to I want to send a phone call and e-mail.

Then click Next ->.
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On the next two screens you will have the same options that we already
discussed in the Call Wizard section of this manual (see pages 69-71 for
details). Click the Next -> button after each step when you are finished

making your choices.
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2500-and-Up Features: E-Mail Messaging, continued

The next screen contains spaces where you can type the Subject and Text of your
message, and there’s also a place where you can attach a file to your e-mail
message. Click the Next -> button when done.
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Now choose from the drop-down menu who should receive the messages (choose
from the current View, all the Tagged people, or Save changes and exit). Click

the Start Calls button to send the messages. PhoneTree will send both an e-mail
message and a telephone message to the selected people on your List.
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2500-and-Up Features: E-Mail Messaging, continued
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If you want to send an e-mail only:

Check the radio button next to I want to send an e-mail only. Then click
Next ->.
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The next screen contains spaces where you can type the Subject and Text of
your message, and there’s also a place where you can attach a file to your e-
mail message. Click the Next -> button when done.
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2500-and-Up Features: E-Mail Messaging, continued

Now choose from the drop-down menu who should receive the message (choose
from the current View, all the Tagged people, or Save changes and exit). Click
the Start Calls button to send the message.
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For questions and sales CALL: 510-339-8275
2500-and-Up Features: InfoLine

InfoLine for PhoneTree is a module that allows you to create up to 999 call-in
InfoLines for access to assignments, announcements, schedules, directions and
more. Each InfoLine provides communication of information to the caller—
they call-in and select the InfoLine number they want to hear. Voice prompts
that you create guide the callers through the system to the information they
want. This feature is now included with the PhoneTree 2500 and up.

Note: be sure to turn the Answering Machine feature OFF if it is enabled (see
page 36 for details).

Enabling Infoline
Here's how to set it up:

a. From the Admin Desktop, choose Configure Phone Lines and follow the
instructions on page 102 to set one or more phone lines as InfoLine (dial-
in) lines.

b. Click on the InfoLine Tab to go to the InfoLine Desktop.

c. Click on the Configure InfoLine icon.
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For questions and sales CALL: 510-339-8275
2500-and-Up Features: Infoline, continued

d. You will notice that this screen contains a table of 999 PhoneTree InfoLines,
each with its own Extension and Owner PIN numbers, and optional User
PINs, Chain To, Hits, Updated and Mailbox # columns.
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1. The Extension is the actual number that, when typed in by the caller, will take
them directly to the corresponding message.

2.Type in a Description that summarizes what you will record for each InfoLine.

3.The Owner PIN is the code that is used by the owner or administrator of that
InfoLine when calling in—so that each owner can make changes to their
messages remotely, from any touch-tone phone.

4.The User PIN is an optional passcode that (if entered here) must be typed in by
anyone who wants to hear the message for that InfoLine. This number MUST
NOT be the same as the Owner PIN.

5.When you type in an Extension number for another InfoLine in the Chain To
box, the message for that InfoLine will be played immediately after the message
for this InfoLine.

6. The Hits column keeps track of the number of times an InfoLine has been
listened to. Reset this number back to 0 anytime by choosing Clear Hits.

7. The Updated column displays the last date that a new message was recorded
for an InfoLine.
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8.1f you type in the number for a PhoneTree in the Mailbox # column, then if
you invite a listener to press O to leave you a message you can retrieve that
message by choosing Check Mailbox Messages... from the Tools menu on
the List Editor of that PhoneTree. In other words, if you type 12 in this
column, your messages will be waiting for you in PhoneTree 12.

To record a message for an InfoLine, select it by clicking on it once, then
click the Record button, start speaking at the beep, and press the Stop
button when done. Click Play to listen to your recording, and click Delete
to remove it if necessary.

If you do not want to record all the messages yourself, you can tell the
Owners of each of your InfoLines how to dial in and which passcode (their
Owner PIN) they should use to be able to access their own 1] Record, 2]
Play, and 3] Delete menu.

Click the OK button when finished.

Before configuring, you should decide how you want to structure the InfoLine
system. Do a rough outline on paper and read the examples at the end of
this section—a message will need to be recorded for each InfoLine in use
(using the Play, Record and Delete keys on the right), including the
Administrator Messages (see Step 5 below).

Now you will need to record your InfoLine Prompts (the Greeting, the
system Directory, and an optional Special Announcement [for an
emergency cancellation or other short-term use]). The Greeting is heard first
by everyone calling the system unless you record a Special Announcement,
which will be played first if configured, followed by the Greeting. The Greeting
is always followed by the pre-recorded option menu, which gives generic
navigation instructions to the caller.

You can record these prompts in one of two ways: you can record them using
the PhoneTree software, or you can call in to the system to record them.

To record the prompts using the PhoneTree software:
a. Click the Record InfoLine Prompts icon on the InfoLine desktop.
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% Record Infoline Prompts r5__(|

@ » X | @

Record  Play Vaolure | Delete Help

] [Ereeting :_J
Special Announcement
0-Directory E

b. You will see the Record InfoLine Prompts dialog. Choose Greeting from the
drop-down menu and Use the Record, Play, Volume and Delete controls to
record a generic greeting for your organization that each person who calls in to
the system will hear.

% Recond Infoline Prompts

Record Flay Valume | Deleks Help

Thiz prompt iz not yet recorded.

c. Repeat this step to record the Directory message and if desired, the Special
Announcement. Click the close box in the upper right corner when finished.
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To record by calling in to the system:
a. Make sure PhoneTree is in its calling mode (choose Resume Calls), and call in
using the number for the line you set as a dial-in line in Step A on page 111.

b. You will hear the pre-set User Greeting. Enter 4000# (the Directory
InfoLine), and then the Dial-In PIN (see page 38—the default is 6897).

¢. You will now hear a message saying “Directory is selected” and giving you
options to 1] Record, 2] Play, 3] Delete, 7] Previous, 8] Next and #] Hang
up. At this point you could record a new Directory message by pressing 1, or
go on to the same options for the User Greeting by pressing 8. Choosing 7
and 8 allows you to cycle through the three message options:

Y

Directory [[81 User |81 | Special [[&]
. .
7] Message 4—[7] Greeting 4—[7] Greeting

A

Record a message for both the Directory and the User Greeting [you can

come back later to do the Special Greeting if needed]. When you record the

Directory message, refer to the Extensions you set up previously in Step 4.
d.Hang up when done.
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InfoLines Example

For this example, the InfoLines are allocated according to the table on the next
page. It is important to note that every InfoLine functions exactly the same way.
For example, our choice to use InfoLine 4006 for the Care Committee is somewhat
arbitrary, we could have chosen any other InfoLine for them.

InfoLine Organization: Anytown Church

User Greeting: “Thank you for calling the Anytown Church, located on 123
Anytown Street in Anytown, State.”

Directory: “For General Announcements, please press 4001. For Committee
Information, please press 4002. For Sunday School information, please press
4009. For the Daily Inspiration message, please press 4020.”
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4001 General Announcements: Put any time-sensitive general information
here, such as “Jane Smith is recovering nicely after her surgery, she would sure
appreciate a card.” or “We still need donations for the Salvation Army for all
those families who lost their homes after last Tuesday’s storm, contact Jeff
Baldwin to help.” etc. Chains To: the general “Thanks for calling!” message
(4021).
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4002 Committee Information: “For the Grounds Committee, press 4003.
For the Social Action Committee, press 4004. For the Fund Raising Committee,
press 4005. For the Care Committee, press 4006...” etc.

4003-4008 Specific Committee Activities: Each one of these messages
would contain information about what'’s going on with the committee that
week, i.e. “The Grounds Committee needs volunteers to help clean up after last
Tuesday’s storm. Please call Bill Knight if you can help. Also, at last week’s
meeting, we decided...” etc. Each one of these messages Chains To the General
Committee Reminders message (4016).

4009 Sunday School Information: For the Nursery, press 4010. For the
Preschool class, press 4011. For the Elementary School class, press 4012...” etc.

4010-4015 Specific Sunday School Class Activities: Each one of these
messages would contain information about what'’s going on with the Sunday
School class that week, i.e. “The High School group is gearing up for its big trip
to the National Convention. Please let Lucy Brown know if you can drive...” etc.
Each one of these messages Chains To the General Sunday School Reminders
message (4017).

4016 Committee Reminders: Put any message here that pertains to all the
people serving on a committee, like: “Any of you who still need to turn in your
annual Committee paperwork please do so by Friday, so the Board can review
everything at its meeting on Saturday...” etc. Chains To the Special Event
Reminders (4018).

4017 Sunday School Reminders: Put any message here that pertains to all
the people involved with Sunday School, like: “If you still need to turn in your
Field Trip Permission forms, please do so before the State Fair trip on
Saturday...” etc. Chains To the Special Event Reminders (4018).

4018 Special Event Reminders: Put any time-sensitive general information
here, such as “This week be sure to come to the Auction on Thursday night, and
don’t forget about the Bake Sale on Saturday. Thanks for your support!” Chains
To: the general “Thanks for calling!” message (4021).

4019 Confidential Information: Put any sensitive information here, and give
out the User PIN (3352 in the example) only to those people who should have
access to the information.

4020 Daily Inspiration: Put a daily inspiration message here, like a bit of
Scripture, a famous quote, or other small positive message that will be changed
daily. Chains To: the general “Thanks for calling!” message (4021).

4021 Thanks for Calling!: Put a common goodbye message here, like
“Thanks for calling Anytown Church today—tell your friends about us and we
hope to see you on Sunday!”

NOTE: Any caller may make menu selections (press touch tone keys) at any

time, without waiting for the current spoken message to complete. This means
that people calling for information about the 6-8 Sunday School class can skip
the directory and sub directories and enter 4013 as soon as the greeting begins.

REMEMBER! People will only be able to call in if PhoneTree is in the Call
Center!
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Network Server for PhoneTree is a feature that allows any computer on your
network to access the PhoneTree unit and edit their PhoneTree’s list, change call
options and initiate a call session. Each computer user on the network that
would like to access PhoneTree will need to install a copy of the PhoneTree Client
software, and read the separate PhoneTree Client manual (included in your
PhoneTree package).

If you would like to check call status from a computer on the network, you will need
to enable this capability on a per-PhoneTree basis. Here's how:

a. Go to the List Editor corresponding to the PhoneTree for which you want to
view the Call Status, and choose Call Options from the Setup menu.
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b. Click on the Advanced Options tab and make sure that the box next to
Allow network clients to view call status of this list is checked. This must
be done on the Host computer and cannot be done from within the PhoneTree
Client software. You will only need to do this once for each PhoneTree.

Note: Keep in mind that as with other automated features, PhoneTree must be in the
Cull Center in order for users to be able to access it over a network using the Client
software. See the PhoneTree Client manual for details.
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The Multi-Lingual capability included in the PhoneTree 2500 is a sophisticated
feature enabling you to send messages in different languages to members in
the same call session. Here’s how to take advantage of this feature:

Step 1: Assigning Languages to Your Members
a. From the Admin Desktop, click the Configure Language Codes icon.
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b. On this screen, you will need to enter the language codes as they appear in
your source data. For instance, in this example we know the English
speakers because they are coded with the number 0001 in the Language field
in the program we use to manage data. After you have entered the correct
code for each language you want to use, click OK.
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c. Now when you import your data using most of the included translators, you will
have the ability to tell PhoneTree which code is the Language code. Go to the
List Editor for one of your PhoneTrees (click its icon on the PhoneTree
desktop). Choose CSV from the Import menu, and when you receive the
following box, immediately click the Configure button to bring up the CSV
Configure screen.

. Wik for Configore. ..

Click CONFIGURE to change
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d. Now you will be able to tell PhoneTree which field is the Language code by
selecting the correct item from the drop-down menu under Language (in the
Unique Fields box). Choose the other appropriate options based on your data
(see page 154 for more details on importing data) and click OK.
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e. Now, when you import data, you will see the appropriate Language appear in
the Lang Code column, based on what you entered in B above on the
Configure Language Codes dialog.
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Note: if no language appears for an individual in the Language Code column,
you can click in that column to display a drop-down menu where you can
choose the appropriate language for that individual. If an individual has no
language chosen for them, they will receive the message for the default language
(Language 0). See page 119 for more information.
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2500-and-Up Features: Multi-Lingual Operation, continued

Step Two: A Multi-Lingual Call Session
a. Choose Using Call Wizard from the Call menu. Check the box next to Check
if you wish to create multi-lingual messages, then click the Next -> button.
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b. Select any of the special message options on this screen as described in the Call
Wizard section on page 69. Click Next -> when done.
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c. You will recognize the same message recording screen from the Call Wizard
section on page 70, but now there is a new drop-down menu in the upper right
corner containing each language you configured (under Configure Language
Codes on the Admin Desktop). Start with English and record all the message
components you selected in the previous step, then repeat the process for each of
the languages in the drop-down menu (choose each language in turn from the
drop-down menu, then follow the same instructions for recording that appear
on page 70 in the Call Wizard section). Click Next -> when finished with the
recordings. Note: if a person belongs to a language that has no message
recorded, they will hear the message for the default language (Language 0).
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d. Now choose who to notify (read more on page 71 in the Call Wizard section for
details) then click Start Calls. Your messages will be delivered with the
appropriate language(s) for the people on your list.
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The PhoneTree 2500 contains an additional tool for managing all your
PhoneTrees—the PhoneTree Administrator. You can use this screen to a)
change the names of your PhoneTrees, b) add or remove password protection for
your PhoneTrees, ¢) make the lists of your PhoneTrees secure and d) change the
number of possible PhoneTrees (up to 256).
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a. Change the name of one or more of your PhoneTrees by clicking on them in
the PhoneTree name column to highlight them and typing a new name.

b. If you want to make a PhoneTree password-required, type a password in that
PhoneTree’s Password column. Be sure to use something easy to remember but
different from the Admin Password and/or passwords of other accounts, since
the PhoneTree passwords are viewable by anyone who can access this screen.

¢. Checking the Locked box means that the calling lists for a PhoneTree will not be
available to users of other PhoneTrees. This feature can come in handy if you
have confidential calling lists.

d. Change the number of available PhoneTrees up to a 256 maximum by clicking
directly on the current number (default with the PhoneTree 2500 and the
PhoneTree 3500 is 8) and selecting a new number. You will be prompted to
restart the PhoneTree application.

PhoneTree2500

To change the number of PhoneTrees, choose YES, then QUIT and RESTART!

Yes Mo
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The Flex Field feature in the PhoneTree 3500 allows you to import specific
information from your original datafile and then tell PhoneTree how to recognize
these entries. You can then form Constructed Messages based on this
information, creating personalized messages for each person on your list. For
instance, you might send out these two messages in the same call session:

« Appoinment reminder message for Lewis Farrar. Lewis’s appointment is for a
filling at the Downtown Office of Riverdale Dental Associates with Dr. Brown
at 11:00 AM on Tuesday, June 4:

“This is Riverdale Dental Associates calling to remind you of your appointment Lon Tuesday,
June 4 at 11:00 AM] with [Dr. Brown] [at our Downtown Officel. We look forward to seeing
you [on Tuesday, June 4 at 11:00 AMJ. Thank you and have a nice day.”*

« Appoinment reminder message for Beth Allen. Beth’s appointment is for a
cleaning at the Northpointe Office of Riverdale Dental Associates with Dr.
Stone at 8:00 AM on Tuesday, June 4:

“This is Riverdale Dental Associates calling to remind you of your appointment Lon
Tuesday, June 4 at 8:00 AMI with [Dr. Stonel Lat our Northpointe Officel. We look
forward to seeing you Lon Tuesday, June 4 at 8:00 AM1. Thank you and have a nice day.”*

In order to make this happen you will need to become acquainted with the
report from your patient or member database program and the codes for
different fields and the information they represent. Print a copy of your report
and have it nearby to refer to while you set up your Flex Fields.

The sample file below contains several fields of data, including: a) nickname
(or what the patient wants to be called), b) name, c) e-mail, d) three contact
numbers—home, day and mobile; €) day, date and time of their next
appointment; f) patient chart number, g) location code, h) provider, i)
appointment type, j) unique ID number, k) special concerns about the patient,
1) account balance, and m) language code. PhoneTree can be taught to read
and use any or all of these fields. Your report may contain different fields.
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*Note: with PhoneTree it is possible to also say the patient’s name and the
appointment type in your message, however if you are concerned about HIPAA
regulations please contact PCS for guidelines to assure HIPAA compliance.
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Step One: Export and Check Your Data

You should start this process by saving your data from your member or patient
database program as a CSV (comma separated variables) text file. Read more
about this in the Importing Call Data section (page 15) for more information.
Once you have created your file, open it with Notepad to check the contents.
In the example below, you can see that:

a) each field separated by a comma,
b) all the data for one individual person is on a single line, and

¢) the fields are consistent from line to line—i.e. if the e-mail information for
the first person is the fourth item on the line (as in the example), then it
needs to be the same for all the other people in the file.

If your file doesn’t have these three characteristics, go back to your patient or
member database program and re-attempt the file export process.
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Step Two: Import Your Data

From the PhoneTree desktop, click the icon of the PhoneTree you wish to use.
Choose CSV from the Import menu. If you receive the following box, click the
Configure button.
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Next you will see the CSV Configure screen. Now you will need to make sure
that the fields in the top half of the screen are correctly identified by choosing
the item that belongs in each field. For instance, choose the e-mail address from
the drop-down menu under E-Mail Address and so on.

Then, make sure that all the Flex Fields have unique items in each box in the
lower half of the screen, and be sure that an item that belongs in one of the
boxes above doesn’t show up in a Flex Field box. Don’t worry about trying to
keep them in a certain order—just make sure that there is something different in
each box. For instance, Dr. Brown (and all the other different items) should
appear in only ONE Flex Field box in our example, and E-Mail, Language Code,
Unique ID and Phone shouldn’t show up in any of the Flex Field boxes—they
have their own boxes at the top. Click OK when finished.
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Now you should see your data in the List Editor. Save this file and click the Exit

button on the Toolbar.
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Step Three: Configuring Your Flex Fields
Click the Admin tab to go to the Admin Desktop. Click the Configure Flex
Fields icon.
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This is the Configure Flex Fields screen. Each flex field can be set up in one of
two ways:

1)NOT based on a set list: This means that the data in this field will be part of
a list of near-infinite length. These are usually personalized items that vary
with each individual. Some good examples would be:

» Mobile Phone
* Nickname
e Chart Number, etc.

Since these are individually personalized items, you will be able to change
them by typing something on the PhoneTree List Editor screen. In addition, if

you use Text-to-Speech, the TTS engine will use this information directly from
your file.

2)Based on a set list: This would be a flex field containing data (from a set list)

that would apply to several people in your list. This is the data that you want
to configure. Some good examples of these would be:

» Appointment Type
e Location
» Provider, etc.

Once you get these configured, you will have a drop-down menu containing all
the entries that you can choose from in the appropriate column on the
PhoneTree List Editor screen. You will have the opportunity to customize
message scripts for these fields only.
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a)Now, select the first item in the list at the left called Not Used. Click the Yes
radio button next to “This flex field is based on a set list” for a moment. The
data from that field should show up in a new list. By looking at the data,
you should be able to determine what this Flex Field should be named.

b)In our example this first field contains the Mobile Phone data, so now we’ll

right-click on the words Not Used in the list to bring up a new submenu.
Choose Edit.
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¢)Type in the name that you want for this Flex Field, then click the green
check mark to accept the name.
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d) Now that you've named the Flex Field, click the No button again next to

This flex field is based on a set list. Repeat this process for all the other
Flex Fields.
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e) Now, select one of your Flex Fields for which the information DOES come from
a set list. You will see all the entries that appeared in that column from your
data that you imported. Click on the first one to select it, then click the Modify
button.
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f) Change the Description to whatever accurately describes the code from the
source data. For instance, in the example above, Location 1 refers to the
Downtown Office, and Location 2 refers to the Northpointe Office. Make sure
not to change the information appearing in the Maps to this value from
source data: box, since that is what PhoneTree looks for in your source file.




For questions and sales CALL: 510-339-8275
3500-and-Up Features: Flex Fields and Constructed Messaging, continued

Repeat this process for each of the other Flex Fields that have information that
DOES come from a set list. Click OK when done.
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Click on the PhoneTree tab to go to the PhoneTree desktop and click on the
same PhoneTree icon that you used back in Step Two when you imported your
data. You should see that your Flex Field columns are now named, with the
Descriptions shown instead of the codes in the columns. Note: you may need
to create a new View that displays the columns with your Flex Field data. See
page 45 for details.
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Step Four: Flex Field Recordings
Choose Flex Field Recordings from the Setup menu.
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On this screen, you will be able to record an individual message snippet for each
item that appears in your Flex Fields. Click on an item to select it, then type in a
Script in the box provided if desired (a minus sign before the description means
it has not yet been recorded). Then click the Record button and speak your item
into the PhoneTree headset. Click Stop when done. Repeat this step for all of
your items for each of your configurable Flex Fields. Click OK when done.

Note: if you are going to use Text-to-Speech, you will only need to type in the
Scripts—the TTS engine will use the Scripts to generate your messages.
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Step Five: Enabling Spoken Time and Date
Choose Preferences from the Setup menu. Click on the Flex Field tab.
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Check the box next to Enable spoken date and choose the Flex Field
containing the date information that you configured back in Step Three from
the Flex field drop-down menu. Then choose the format that most closely
matches the way that your Date data appears in your file under Data type. Do
the same for Enable spoken time.




For questions and sales CALL: 510-339-8275
3500-and-Up Features: Flex Fields and Constructed Messaging, continued

Step Six: Constructed Messaging
Now, on the Messages tab of the Preferences dialog, check the box next to
Allow individually constructed messages for each person called. Click OK.
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Choose Using Call Wizard from the Call menu. Follow the instructions on
page 68-69 until you get to the Recordings screen of the Call Wizard. Click the
New button. Give your new message a name (we're using Appointment
Reminder in the example) then click OK.
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Now you'll notice that the Record button icon has changed to a pencil. This is
your visual cue that you are about to create a constructed message. Click the
Record button.
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Using the tools on this screen, you will create a constructed message, recording
new snippets and referring to those you already recorded on the Flex Field
Recordings screen in Step Four.

Using our example, here’s what our message script will sound like:

“This is Riverdale Dental Associates calling to remind you of your appointment Lon Tuesday,
June 4 at 11:00 AM1 with [Dr. Brown] [at our Downtown Officel. We look forward to seeing
you [on Tuesday, June 4 at 11:00 AM1. Thank you and have a nice day.”

Here’s how we're going to script this, based on the Flex Fields we set up already:

“This is Riverdale Dental Associates calling to remind you of your appointment [TIME-
DATE] with [PROVIDER] [LOCATIONI. We look forward to seeing you [TIME-DATE].
Thank you and have a nice day.”
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Start by clicking on the Add button and choosing New Snippet from the drop-
down menu that appears. Type your script in the Snippet Script box, then click
the Record button and record the snippet. Click Play to listen. In our example

we recorded

This is Riverdale Dental Associates calling to remind you of your appointment...
for the first snippet.

Note: It helps to put a little “lift” in your voice at the end of a snippet that
will have something coming after it.

When you are happy with the first snippet, click Add again and choose
Time/Date from the drop-down menu. You will not need to record these
snippets—PhoneTree will use the Time and Date information from your file as
you configured it in the previous step. The spoken Time and Date will sound
like this:

[on <DAY> <DATE> at <TIME>]

Using the options in the Add drop-down menu, continue adding new snippets
and other variable data to construct your message. Any Flex Field recordings
you already generated in Step Four will be used if you choose that Flex Field
from the drop-down menu.

Click the Play Message button at any time to hear a preview of what your
message will sound like.
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Using our example, here’s a complete outline of how the message was
constructed:

This is Riverdale Dental Associates calling to remind you of your appointment...
(generic snippet recorded on this screen)

[on <DAY> <DATE> at <TIME>]
(spoken time and date)

with...
(generic snippet recorded on this screen—you could make this word part of the
Provider snippet instead)

[PROVIDER]
(pulling from the Flex Field data—using the recording we did in Step Four)
[LOCATION]
(pulling from the Flex Field data—using the recording we did in Step Four)

We look forward to seeing you...
(generic snippet recorded on this screen)

[on <DAY> <DATE> at <TIME>]
(spoken time and date)

Thank you and have a nice day.
(generic snippet recorded on this screen)
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Click OK when finished building your message. Click the Next -> button on
the Call Wizard screen, and follow the same procedure in the Call Wizard
section on page 71 to finish up.
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The Text-to-Speech feature in the PhoneTree 3500 allows you to have any part of
your message spoken with the Text-to-Speech engine, instead of you having to
record each part yourself (as described in the previous section). To use this
feature:

Install the TTS engine from the Text-to-Speech CD that came with your
PhoneTree. Restart your PC and then start up the PhoneTree 3500 software. Go
to the PhoneTree List Editor for one of your PhoneTrees.

Choose Using Call Wizard from the Call menu. Follow the instructions in the
previous section until you get to the Constructed Message Editor screen (but
you will not need to record the snippets). Click the TTS Options... button.
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This screen gives you all the Text-to-Speech options:
a. Choose the Voice you'd like to use from the drop-down menu.

b. Choose how you'd like the Text-to-Speech engine to handle the spoken name
when “name” is all the information it receives from the script. Choose
either First Name or Full Name.
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c. Use TTS for Time/Date: Allow the TTS (Text-to-Speech) engine to say the
Time/Date by checking this box. Use this instead of the spoken time/date we
used in the example in the Flex Fields section. The difference between the
two is that with the spoken time/date, the time and date will be constructed
from sound files (using a female voice) that get installed with the PhoneTree
software. With Text-to-Speech, the time and date will be created with the
voice synthesizer from the TTS engine.

d. Use TTS for all flex fields: Checking this box allows the TTS engine to say
the information that comes in from the flex fields. This would be the things
you recorded on the Configure Flex Fields screen on the Admin tab back on
page 134. The Text-to-Speech engine will use whatever you type in for the
Script on the Constructed Message Editor (page 138-139)—it will NOT use
what you type in for the Description for each Flex Field (page 132-133).

e. Use TTS for all snippets: Checking this box allows the TTS engine to say
whatever Script you've typed in for every snippet on the Constructed
Message Editor Screen. Choosing all three boxes means that your entire
message will be done with the Text-to-Speech engine, and you will not need
to do any recordings!

Click OK when done.
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The alternate phone number feature allows you to tell PhoneTree to call a second
and if desired, a third number if the first number isn't answered in a way that
you specify. You will need to have already set up Flex Fields with other phone
numbers in them, such as Day Phone, Mobile Phone, Pager, etc. Read more
about Flex Fields on page 126. To use this feature:

From within a specific PhoneTree, choose Call Options from the Setup menu.
Click on the Call Settings tab. Check the box next to Use alternate phone
numbers.
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In the drop-down box next to 2nd Phone #, choose a Flex Field that contains
the information with the phone numbers which you would like to designate as
the Second Phone Number to be dialed. Then, in the drop-down menu under
Call this alternate number when:, choose when PhoneTree should dial the
Second Phone Number. Choose from:

Never call this number 2nd Phonet not answered [1x] LJ
1st Phone # not answered (1x) EVET call this number S |

h d 2nd Phonef not answered [1x] o ¢
1st Phone # not answered (3x) 2nd Phonet not answered [ 3] k
1st Phone # ans by machine 2nd Phaonet ans by machine

1st Phone # ans by machine or unanswered zhd Phone# ans by machine or una

Then, if desired, set up the Third Phone Number the same way. If you do not
want to use the Third Phone Number, choose Never call this number. Click
OK when done. PhoneTree will call these alternate numbers based on the options
you choose here.
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Troubleshooting
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Hardware Issues

Minimum System Requirements

PhoneTree requires a minimum set of requirements from your system in order
to work correctly. If your PC has fewer than these requirements, your
PhoneTree system may not complete certain tasks well or at all.

1. Operating System
Your PC must have Microsoft Windows 98, 2000, ME or XP as the operating
system. PhoneTree is not compatible with Windows 3.1, 95 or NT.
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2. PC Resources: PhoneTree only

64 MB RAM (128 MB recommended)

50 MB free hard drive space (100 MB recommended)
¢ CD ROM drive

» Color monitor

» USB port (see below)

3. PC Resources: Text-to-Speech (PhoneTree 3500 and up)
« additional memory and hard drive space may be required—see TTS disk

4. Network Configuration (if applicable)
The PC that will be hosting PhoneTree must be configured and installed on the
client network (PhoneTree 2500 and up).

5. System Reliability
PhoneTree is designed to allow operation in the background, however, as with
any complex program, the more resources you are using (memory, video, disk
access, etc.) the higher the probability of a conflict.




For questions and sales CALL: 510-339-8275
Troubleshooting: Hardware Issues: Minimum System Requirements, continued

It is recommended that the PC be used for only light duty while PhoneTree is
making or receiving calls, since PCS cannot guarantee compatibility or
problem-free operation with other programs.

6. USB Port Required
Check that you have an available USB port on your PC. This may be located
on the front or back of your PC.

If all of your USB ports are in use, you will need to purchase an inexpensive
USB hub from a local computer retailer that will provide additional ports.

If you do not have a USB port, you may purchase a USB plug-in card from
your local computer retailer (call PCS for a list of recommended cards),
however, use caution because older PCs may not be 100% USB compatible. A
new PC may be preferable.




For questions and sales CALL: 510-339-8275
Troubleshooting; Hardware Issues: Device Recognition

Device Recognition

Occasionally our users have difficulty getting their computer to recognize that
the PhoneTree unit is connected. If you are experiencing this, follow these steps
in order:

1. Confirm that the PhoneTree wall transformer is plugged into the POWER port
on the back of the unit, and that the other end is plugged into an operational
wall outlet. The green light on the front of the unit will be ON.

2. Confirm that the PhoneTree USB cable is firmly plugged into both the USB
port on the back of the PhoneTree unit AND the other end is plugged into an
available USB port on the back (or front) of your PC.

3. Check to see if your PC recognizes your PhoneTree unit by doing the following:
right-click the My Computer icon on your computer desktop and choose
Properties. Click on the Device Manager (if you are using Windows XP, you
can find the Device Manager on the Hardware tab), then scroll down to
Universal Serial Bus controllers. Click on the + sign next to its icon. You
should see the following devices (exact descriptions vary) at a minimum: Host
Controller, USB Root Hub, and PCS PhoneTree USB Line 01 (if you do not see
the correct number of installed lines AND if you have purchased more than 4
lines, follow the instructions for the next topic, Setting Dip Switches). Other
devices may be present. Close the window.
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For questions and sales CALL: 510-339-8275
Troubleshooting: Hardware Issues: Checking Dip Switches

Check Dip Switches

If you have purchased four lines or less, you will never need to complete this step.
If you have purchased more than four lines AND if you cannot get your PC to
recognize one or more of your correctly connected phone lines, read the following:

Each PhoneTreeUSB unit has a 4 position dip switch inside. The switches must be
set to properly identify the unit as Lines 1-4, Lines 5-9, etc. Where possible, PCS
presets these switches so that you do not need to do so. If your unit is not set
correctly, you will not see the lines appear correctly in your computer’s Device
Manager (see page 146), and you will need to follow these instructions:

To set dip switches:
1. Shut down the PhoneTree application (if it is already running).

2. Disconnect power and
all cables to your
PhoneTree units.

3.Remove 4 screws from
the back cover.

4.Slide the circuit board
out only far enough to
see the switches.

5.Change the switches
with a sharp pointed
object, following the
directions printed
directly on the circuit
board in white (see
photograph at right).
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6.Slide the circuit board back in, making sure that the circuit board is flush with
the housing before replacing the back cover.

7. After reconnecting all cables, use the Device Manager as described on page
146 to verify that the unit has in fact been properly identified.
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Troubleshooting: Hardware Issues: Phone Line Operation

Verify Phone Line Operation

If you are having trouble getting PhoneTree to recognize your phone line(s), try
the following steps in order:

1) Connect A STANDARD telephone

Connect a standard (residential type) telephone to the wall outlet to be used
by PhoneTree.

If the connector does not fit:
Contact your telephone provider to obtain the correct wall connector for
your line.

PLEASE NOTE: PhoneTree requires a standard analog telephone line or an
analog extension on a digital phone system.
2) Verify DIAL TONE

Lift the receiver and listen. If you hear a DIAL TONE, proceed with the next
step.

If no dial tone is heard:
Contact your telephone provider and have them correct the problem.

3) Verify Dialing Method
Dial another number coming in to your office (remember to dial ‘9’ or any
other code if needed). Get a co-worker to answer the phone that you dial.

To call this other line, I dialed:

(include ALL digits dialed)

When the co-worker answers, let them know this is a test, and proceed.
If the call did not connect:
Try dialing again, being sure to dial any ‘line access’ code (ie; a 9, etc...)

Contact your telephone provider and obtain the proper dialing instructions
for the PhoneTree line.

4) Verify Dial-In Number
Ask your co-worker to call you back at the PhoneTree phone number. Answer
when it rings.

To reach the PhoneTree line, the co-worker dialed:

(include ALL digits dialed)
If the PhoneTree phone did not ring:

Check that the ringer is turned ON on the phone.
Check the number dialed by your co-worker.
Contact your telephone provider to find the proper number for this line.

5) Disconnect the Telephone
Unplug the telephone from the phone outlet. It is no longer needed.
Reconnect the phone line cable (for the line you just tested) from the phone
outlet on the wall to your PhoneTree.
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Troubleshooting: Data Importing Issues: Importing From a Native File

Importing From a Native File

PhoneTree can import data from any database application that can save (or
export) in comma-delimited .csv format. PhoneTree also ships with a set of
custom translators that will allow you to import information directly from a
native file from your application. From time to time, you may see other custom
translators available on our website at www.phonetree.com. Here’s how to turn
these translators on and use this feature:

Step One: Save Your Data

From your database application, save or export a copy of your file in a place
where you will be able to navigate to it later. You could save it directly in the
PhoneTree directory for simplicity: Program Files -> PhoneTreeMVPu ->.
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Step Two: Enable the Translator
Start the PhoneTree software. Click on the Admin tab to go to the Admin
Desktop. Click on the Configure Import Menu icon.

This Configure Import Menu dialog will enable you to install a custom translator
from the list on the right. The translators that are already installed will show up in
the list on the left. The options in the Details box allow you to choose how the
translator will be displayed in the Import menu on the PhoneTree List Editor, and
also you can specify a template file here which PhoneTree will read from (see Note).




For questions and sales CALL: 510-339-8275
Troubleshooting: Data Importing Issues: General

PhoneTree can read data from a generic text file. Most of the thousands of
database programs can produce an ASCII (.dat or .txt), Comma Delimited (.txt),
or CSV (comma separated variable) file, therefore you will be able to import the
data into a list that your PhoneTree can use.

Step One: Export Your Data

Different applications will have different ways of saving data into one of these
formats. Open the desired datafile with your member management program and
look for an Export or Save As command in the file menu. Read the
documentation that came with your database application for instructions. For
simplicity, save the exported data in the root folder of your PhoneTree. For
example, use this directory: Program Files -> PhoneTreeMVPu ->.

Step Two: Check Your Data

Using WordPad or NotePad, locate and open the exported text file. This is the
best way to diagnose file import problems before bringing the data into
PhoneTree. Your data should look similar to the picture below, although there
may be other fields present as well as the last name, first name and phone
number. If you see unknown characters or if all the data pertaining to a single
person does not appear on a line by itself, separated by either a comma or a tab,
go back to your database application and try to export your data again.
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For questions and sales CALL: 510-339-8275
Troubleshooting: Data Importing Issues: General, continued

Step Three: Open Your Data

From the PhoneTree software, go to the Edit screen of your PhoneTree and
choose ASCII (or the appropriate method) from the Import menu. You will
then need to navigate to your file with the Open Import dialog box (shown
below). When you've located the file, click Open.
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If you had another list open, you will first be prompted to either a) Overwrite
your existing file, b) Append to existing file, or c) Create a new file (see below).

Import Data

YWhat would you like to do with the imported data’?

Append to
exiziting file

Owenwrite
exizting file

i Create new |

file:




For questions and sales CALL: 510-339-8275
Troubleshooting: Data Importing Issues: General, continued

Step Four: Translate Your Data

Using the ASCII Translator

Once you've made the appropriate choice and opened your file, the following
Translation pop-up screen will appear if you chose ASCII from the Import menu.
Three columns in the Translation pop-up screen have headers: First Name, Last
Name and Phone. Within each of the columns select and highlight the correct
information to match the column header (highlight the first name in the First
Name column, for example). Then select how the names are constructed--for
instance, if you saw back in Step Two that your names appear in your exported
datafile with the last name first, click Last, First, etc.

You also have the option to retrieve other fields from your data using the ASCII
translator. Check the box next to Get Groups, Get ID (the Unique ID field) if
desired. With the PhoneTree 2500 and 3500 you also have the options to Get
Language (Code) and/or Get E-Mail Address. Choose the information from
the list that matches the label. When you have finished, click OK.
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For questions and sales CALL: 510-339-8275
Troubleshooting: Data Importing Issues: General, continued

If any of the information is merged (on the same line as another column item) OR
if you get the error message below, then PhoneTree is not able to read the data
correctly--go back to your program where you originally created the export file and
try again to create another ASCII file type.

This is NOT a valid A5CII file.

If you've correctly chosen the items that correspond to the captions on the
boxes, then click OK. You will then see a small progress bar and then a box that
says "Import Complete! " Click OK. You should then click the Save button on the
tool bar and save this file under a new name, then you will be ready to make
calls if desired.
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Troubleshooting: Data Importing Issues: General, continued

Using the CSV Translator
Once you've made the appropriate choice and opened your file, the following pop-
up screen will appear if you chose CSV from the Import menu—click Configure.
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Now you will see the CSV Configure screen. First, choose whether your data is
separated by commas or by tabs in the Select File Type box. Then select how the
names are to be imported--for instance, if you saw back in Step Two that your
names appear in your exported datafile with the last name first, click Last, First,
etc. Next select how the Phone number should be imported—choose AC + Phone
only if the Area Code is in a field by itself.
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Within each of the drop-down menus select and highlight the correct
information to match the column header (highlight the last name in the
Last/Full Name column, for example).

You also have the option to retrieve other fields from your data using the CSV
translator, including Unique ID, Language (2500 and up), E-Mail (2500 and up)
and any Flex Field data (3500 only—you must use the CSV Translator to gain
access to Flex Field data). Choose the information from the drop-down menus
that correspond to the labels. When you have finished, click OK.
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Troubleshooting: Data Importing Issues: General, continued

If any of the information is merged (on the same line as another column item)
OR if you get the error message below, then PhoneTree is not able to read the data
correctly—go back to your program where you originally created the export file
and try again to create another CSV file type.

This is MOT a walid A5CII File,

If you've correctly chosen the items that correspond to the labels on the boxes,
then click OK. You will then see a small progress bar and then a box that says
"Import Complete! " Click OK. You should then click the Save button on the tool
bar and save this file under a new name, then you will be ready to make calls if
desired.
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Troubleshooting: Data Importing Issues: Unimportable Files

Here are some examples of files that cannot be imported by PhoneTree and the
reasons for each. Be sure to open your file in NotePad before importing, to make
sure that your file does not contain any of these characteristics.

2 badlist.txt - Notepad | LJ E]b_(]
File Edit Format  Wiew Help
JohnsonMayaS45-322901Creightonseorged85-5822020avidso

This file cannot be imported because:
« the different fields are not separated by a comma or tab

e each entry (pertaining to one specific person) does not appear on a line by
itself

This file will generate the error below when you attempt to import it:

This is NOT a vwalid A3CII file.
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Troubleshooting: Data Importing Issues: Unimportable Files, continued

P badlist.ixt - Motepad Dl@[z]

File Edit Format Miew Help

JohnsonMaya54 8-322501
CreightunGeurgeQEE—SEEEDE
CavidsonCheriseSd3-682103

LeighHarryd 82-521504
LegnitTrey835-440205
Kn1ghtRaymDnd322—Dﬁ?166

ParkerPeterydd-229007
WatsonMary-Janed 52 -099108
GonzalezlulioB24-338300
Ballwalters34-722910
MapotherThomas355-222811
Ciccionemariad3s-600112
ToddJlenniferss9-582213
EtarkTony664-328114

This file cannot be imported because:

« the different fields are not separated by a comma or tab

This file will generate the error below when you attempt to import it:

This is MOT a walid ASCII file,
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Troubleshooting: Data Importing Issues: Unimportable Files, continued

& tablist.txt - Notepad
File Edit Format Yiew Help

Johnson mMaya S48-3225 ol
Creighton George  988-5822
Cavidson Cherise S43-6821
Leigh Harry  482-5215 04
Leggit Trey B835-4402 05
kKnight Raymond 322-0671 a5
Parker Peter F22-2290 o7
Marw-lane 4020951
Gonzalez Julio 524-3383

Eall walter 934-7229 10

Mapother Thomas 355-2228

Ciceione Maria 438-5001
Jenniter L50-5822
Tary aad-3281 14

This file cannot be imported with the ASCII translator, but it will work just fine
with the CSV translator, as long as you choose the TAB Separated option on the
CSV Configure dialog box:

im| CSY Configure

i Select File Tppe: — —— ceemeenes —
o+ COMMA Separated 7 TAB Separated | [~ First Line iz a Header
— Select how Phone # imported -
e | | " AC+Phone % PhoneOMLY

Make sure this button
is selected.

Select how Mame iz imported

& Last, First ¢ FirstLast ¢ FullM

This file will generate an error when you try to import it with the ASCII
translator.
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Troubleshooting: Data Importing Issues: Unimportable Files, continued

B shortlist. txt - Notepad g@@

File Edit Farmak Yiew Help

pohnson,Maya, 548-3229, 01
Creightun,Geurge,QBB—SEEE,DE
Cavidson,Cherise, 943-6821, 03
Leigh, Harry,482-5215, 04
Leggit,Trey,835—44D2,D5
Kﬂ1Eht,Raymund,EEE—Dﬁ?l,Dﬁ
Parker,Peter, 722-2250,07
Warson,mMary-Jane,492-09%1, 08
conzalez, Julio, 8324-33583, 09
Eall,walter,934-7225,10
Mapother, Thomas,355-2228,11
Ciccione,maria,438-6001,12
Todd, Jennifer, 559-5822,13
stark, Tony, 564-3281,14

£

This file will work just fine with either the ASCII or the CSV translator, because:

» Each entry is on a line by itself, and
« All fields are separated by a comma.

For information on how to import data with Flex Fields, please read the Flex
Fields and Constructed Messaging section on page 126.




For questions and sales CALL: 510-339-8275
Troubleshooting: Messaging Issues

At times you may have trouble with PhoneTree calling when you do not want it
to, or when you would like it to call you may see the status “Waiting to Call” in
the Call Center. These problems are almost always caused when PhoneTree is set
to call at odd times, but sometimes the computer clock is set incorrectly. Here
are some things to try if you are having this type of difficulty.

If PhoneTree is calling when you do NOT want it to:

1) From the PhoneTree List Editor screen, choose Call Options from the Setup
menu. Double-check to see that the Don’t call before and Don’t call after
times are set according to your desired call window.
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2) Now click on the Advanced tab. Verify that PhoneTree is NOT set to auto call
each day under the Daily calling: box.
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For questions and sales CALL: 510-339-8275
Troubleshooting: Messaging Issues, continued

3) Repeat these two steps for every PhoneTree icon that you have on your
PhoneTree desktop.

4) Check the system clock on your computer to see if the time is set correctly.
PhoneTree uses your computer’s clock when making calls. If the clock on your
PC is set incorrectly, you may be calling others in the middle of the night!

5) Consider that someone else may have used the Remote feature to initiate a
call job remotely—and if the box next to Override “Time/Days” tab settings
to allow remote call session to begin immediately is checked (on the
Remote tab of the Call Options dialog—see page 101), that call session could
start at any time, based on the time when the other user called in.

6) If you still have trouble with PhoneTree calling when you don’t want it to, go
to the Admin Desktop by clicking on the Admin tab. Click on the Configure
Global Settings icon, then click on the Misc tab. Check the box next to
Restrict calling times for all users, then select a global Don't call before
time and then a Don’t call after time.
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Doing this ensures that no matter what each individual PhoneTree user has set
for their Time/Days call window in their Call Options, they will not be able to
call unless the times are within the global call window you set here.
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Troubleshooting: Messaging Issues, continued

If PhoneTree is NOT calling when you DO want it to:

1) From the PhoneTree List Editor screen, choose Call Options from the Setup
menu. Double-check to see that the Don’t call before and Don’t call after
times are set according to your desired call window.

2) Check to see that the box next to Delay start of call job until: is NOT
checked. Also, make sure that if you have Temporarily pause calls: checked,
that the pause time you specified isn’t during a time you would rather have
PhoneTree call.
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3) Repeat these two steps for any PhoneTree that you want to be calling.

4) Check the system clock on your computer to see if the time is set correctly.
PhoneTree uses your computer’s clock when making calls. If the clock on your
PC is set incorrectly, you may be NOT calling during the day (and calling in
the middle of the night)!

5) Keep in mind that PhoneTree needs to be in its calling mode (i.e. in the Call
Center) in order for calls to take place. If a call session is interrupted for any
reason by a user taking PhoneTree out of its calling mode, you must return the
PhoneTree software to the Call Center in order for your call job to be resumed.

6) Also keep in mind that if PhoneTree encounters a busy signal or if nobody
answers, PhoneTree is programmed to wait a certain amount of time to call
back. Therefore, if everyone else on your list has been contacted but PhoneTree
says Waiting to Call, it’s possible that there are a few people left on the list
who PhoneTree has marked to call back later. Exit the Call Center, visit the List
Editor to check the Call Status for the possible reason(s), then choose Resume
from the Call menu so that PhoneTree can finish the job!
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How Do I?
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How do | add more icons to my Phonelree desktop?
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How do I add more icons to my PhoneTree desktop?

If you have the PhoneTree 2100, you will only be able to have one icon on your
PhoneTree desktop. This is because the PhoneTree 2100 is a single-message
system, with one call session in progress at any given time. However, you can
have as many different lists as your hard drive will allow, and you can still sort
your members into as many as 36 different groups.

If you have a PhoneTree 2500 or 3500, your software ships with 8 PhoneTree
icons on the PhoneTree desktop, but you can add more by using the PhoneTree
Administrator on the Admin Desktop (page 124).
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How do | get Phonelree to call only the people who are at home?

How do I get PhoneTree to call only the people who are at home?

You can do this in one of two ways: set PhoneTree up to never leave its message
to answering machines, or set PhoneTree to bypass answering machines on the
first call attempt, which is sometimes called Quick Call Mode.

To set PhoneTree to never deliver its message to answering machines:
On the PhoneTree List Editor screen, choose Call Options from the Setup
menu. Click on the Advanced tab. Under Deliver message to answering
machines: choose Never. (You could also choose Always [the default setting],
After # of Tries or Within Time Window.)
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Choose Never from
this drop-down menu.

If you choose this setting, now when PhoneTree detects an answering machine, it
will hang up before leaving the message.
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How do | get PhoneTree to call only the people who are at home? continued

To set PhoneTree to bypass answering machines on the first call attempt:
On the PhoneTree List Editor screen, choose Call Options from the Setup menu.
Click on the Call Settings tab. Check the box next to Bypass ans machines on
first call attempt. Click OK.
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This will mean that during the first round of calling, PhoneTree will only allow a
number to ring three times before hanging up and going on to the next number.
As a result, answering machines (which usually pick up after the fourth ring)
will be called last. During subsequent rounds of calling, PhoneTree will revert to
its normal call settings.
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How do | have PhoneTree stop calling once it reaches a set numher of people?

How do I have PhoneTree stop calling once it reaches a set number of people?
PhoneTree has the capability to call a list of people to ask them for a “9” touch-
tone reply (or Y, for Yes), then once it reaches a set number of people who
pressed 9, it will stop calling. This feature is sometimes called Count Replies
Mode and is great for seeking a limited number of volunteers, because once you
receive the desired number of people willing to help, calling will stop for that job
and PhoneTree will then be available for another job. Here’s how to enable this
feature:

On the PhoneTree List Editor screen, choose Call Options from the Setup menu.

Click on the Call Settings tab. Check the box next to Count “9” replies and
stop calls:. Then type in the desired number of replies in the box. Click OK.
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Now use Easy Call or the Call Wizard to record your message in the usual way.
Be sure to ask for the “9” reply in your message. For instance:

“Hi, this is Sue calling from the church. A water pipe burst in the basement and we
need ten people to come over right away to help clean up. Please press 9 now if you
can help. <pause> Thanks so much!”

Now, for the next call session you start with this PhoneTree, it will collect the
replies, count the 9 replies, and when it reaches the number of 9 replies you
specified, it will stop calling for this call job.
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How do | allow people to repeat my message if they want to?

How do I allow people to repeat my message if they want to?

PhoneTree has the capability to play its message again if the listener presses the
Star key [ *] on their telephone keypad (up to 5 times). This feature is sometimes
called Star to Repeat and is great if your message is long or has information
your members might want to write down. Here’s how to enable this feature:

On the PhoneTree List Editor screen, choose Call Options from the Setup menu.
Click on the Call Settings tab. Check the box next to Allow star [*] key to
repeat message:. Click OK.
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Now use Easy Call or the Call Wizard to record your message in the usual way.
Be sure to tell your members they can press the Star key to hear the message
again. For instance:

“Hi, this is Sue calling from the church with this week’s activities. The bake sale will
be at 12 noon at the Southland Shopping Center. Please come fifteen minutes early so
we can get set up. Also, the Outreach Committee meeting will be Thursday night at
7:00, and the Mother’s Morning Out will be Friday morning from 9 to 12 noon. And
don’t forget that Agnes Johnson is in room 342 at Memorial Hospital and would
really appreciate a visit or a phone call. To hear this message again, press the Star key
now. <pause> Thanks and have a great day!”

Now, for the next call session you start with this PhoneTree, it will play its
message again for anyone who presses the Star [*] key.
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How do | tell Phonelree to pause during dinner?

How do I tell PhoneTree to pause during dinner?

PhoneTree has the capability to pause calling temporarily during any time you
specify within the call window. This feature is great if you don’t want PhoneTree
to call during the dinner hour (or during the big game, etc.). Here's how to

enable this feature:

On the PhoneTree List Editor screen, choose Call Options from the Setup menu.
Click on the Times/Days tab. Check the box next to Temporarily pause calls:.
Then choose a time frame for PhoneTree to pause calls by choosing a beginning
time under Pause calls each day at:, then a time for calls to start again under

Resume calls after:. Click OK.
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Now, for the next call session you start with this PhoneTree, it will pause calls

during the time frame you specified.
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How do | get Phonelree to leave my callback number on a pager?

How do I get PhoneTree to leave my callback number on a pager?
It is possible to get PhoneTree to leave your callback number on someone’s pager.
This is a two-step process:

a)You must first know which numbers in your list are pager numbers and add a
C to that number in your list. For instance: John Doe’s pager number is
722-6754, so we'd add a C to it in our List—722-6754C. The C tells PhoneTree
that this is a pager number and it should leave the callback number.

b)Now you need to tell PhoneTree what your callback number should be. On the
PhoneTree List Editor screen, choose Call Options from the Setup menu. Click
on the Advanced tab. In the box labeled Pager, type in your desired callback
number (for example: 332-4104). Click OK.
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Type your desired callback
number here.

Now, for the next call session you start with this PhoneTree, it will leave your
callback number on any pager it encounters.
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How do | use Phonelree to survey the people on my call list?

How do I use PhoneTree to survey the people on my call list?

Because PhoneTree allows up to 6 touch-tone replies per person per call session,

you could use PhoneTree to do simple surveys. However, it is not possible at this
time to ask questions in your message and then play different messages based on
the replies you receive from your listeners (a staged survey). But, PhoneTree is a

great tool for doing simple surveys. For instance:

A few sample messages you could send with your PhoneTree:

“Hi, this is Ernie calling from the church. We're planning the annual picnic
celebration and need to know how many people are planning to attend. Please enter
the number of people who will be coming, including yourself. <pause> Also, if you
would be willing to serve on the planning committee, please press ‘9’ now. <pause>
Thanks and have a great day!”

“Hi, this is Ernie calling from the church again. We’re buying paint to renovate the
gym and would like to know which color you prefer. If you like the light yellow, please
press ‘1’, or if you prefer the new pastel blue color, please press ‘2’. <pause> Thanks
and have a great day!”

When your users press up to six keys on their telephone keypad based on the
questions you ask them, PhoneTree will keep track of their replies in the Replies

column on the List Editor screen:

Help
= #h — & % o g ¥
Remove Find Lisk ilker essages  Opktions EasyCal  MWizard

/ membkrs

iglated Phone |Call Status J |Replies  [L\st Call Time [Last Call Date  [Un
1214 Mo Angwer 3 04-26-2002 10C
41 Ans by Perso a 04-26-2002 101
k228 &g by Perso 2 04-26-2002 154
1328 Az by Pers 04-26-2002 128
A2 Ang by Pers 2 04-26-2002 16F
1933 Ans by Pers 1 04-26-2002 164
el Ans by Pers 4 04-26-2002 120
1478 Az by Persol 4 04-26-2002 12C
1263 Ang by Perso g 04-26-2002 120
1541 Ans by Perso 5 04-26-2002 167
g2 &g by Machi 7 04-26-2002 125
Ta33 Anz by Perzon 3 04-26-2002 120
RaZ Ane by Person 1 04-26-2002 13z
1945 Anz by Person 04-26-2002 120
1345 Anz by Perzon 04-26-2002 15E
922 Az by Person 0339 PM 04-26-2002 128

You can then sort your list based on the peoples’ Replies, and/or generate a

report based on the Replies.
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How do | change the chime (greeting) played hefore my message?

How do I change the chime (greeting) played before my message?

You can do this in one of two ways: change the greeting at the same time that
you set up a call job, or you can make a global change to the greeting for the
entire system.

CAUTION! Your greeting must be between 1-4 seconds long to assure proper
answering machine detection. Do not remove your greeting or replace it with
silence, because this will interfere with proper operation of your PhoneTree.

To change the greeting as you set up a new call job:

Follow the instructions for the Call Wizard to begin a new call session. When
you get to the message recordings screen (shown below), click on the radio
button next to the word Greeting, then click the New button.
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Type in a name for your new Greeting, then click OK.

Hame Hew Message @

Enter name for new Greeting [do not add wiiy), click

K. and then click Record:
Cancel

=
JM yGEreeting i

The word “Greeting” will now appear in red, to show that it has not yet been
recorded. Use the Record button to record your new Greeting, and click the Play
button to hear what you've recorded. Finish setting up your call job in the usual
way, and click the Next -> button.

Now when this call job is delivered, the people on the call list will hear your new

Greeting instead of the chime.
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How do | change the chime (greeting) played hefore my message? continued

To make a global change to the greeting for the entire system:

Click the Admin tab to go to the Admin Desktop. Click the Record Greeting
icon. This screen allows you to re-record over one of the existing system
greetings, or record a completely new one. Use the controls to record, play, delete
or create a new file.

ZiRecond Greeting

O X @ »

J 6

Mew Delste Record Play | Yolume Help

Greeting | Hello.wav |

3

Caution! The greetings you record here will replace
the grestings in ALL PhoneT rees.

Caution: if you re-record over one of the existing system greetings, it will affect
any of the PhoneTrees (2500 and up) that are using that greeting. For instance,
if you record something different for Hello.wav, if PhoneTree 8 uses Hello.wav
for its greeting then everyone called by PhoneTree 8 will hear the new, re-
recorded greeting.
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How do | store and re-use my messages?

How do I store and re-use my messages?

When you use the Call Wizard to create new messages, you will be able to use
them again anytime you need to. All the messages you have ever used for a call
session (unless they've been deleted) will show up in the drop down menus on
the message recordings screen of the Call Wizard—if you would like to re-use
one, just choose it from the drop-down menu. Click Play to listen to any message
to confirm that it is the message you would like to re-use.
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If you have a PhoneTree 2500 or 3500 and you wish to use a message you created
in a different PhoneTree, you will need to copy your messages with Windows
Explorer. They are located in the following directory on your startup drive:

Program Files -> PhoneTreeMVPu -> MVP1 -> 001* -> Msgs

*Use the folder corresponding to the PhoneTree where you created the messages
you wish to copy. For example, if you want to copy messages that you created in
PhoneTree 7, you need to look in folder 007 -> Msgs for the messages.

Then copy the message(s) into the folder corresponding to the PhoneTree that
you wish to use. For example, if you wish to re-use these messages in PhoneTree
5, you need to paste the messages into folder 005 -> Msgs. Once you have done
this, your messages will appear in the drop-down menu on the Call Wizard
message recordings screen.
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How do | play a different message to an answering machine?

How do I play a different message to an answering machine in the same call session?
You can do this by selecting Machine message in the Call Wizard, then...
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Click this radio hutton to select Ans.
Machine, then click Record.

Read more about these options in the Call Wizard section.

Now when you start this call job, if PhoneTree detects an answering machine it

will leave the message you recorded for Answering Machines instead of the
Standard Message.
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How do | give people the option to hear additional information?

How do I give people the option to hear additional information?
This feature lets you record an additional message which can be played upon
request by those called. Only those who ‘...press pound (#) for More Info’ will

hear this message. Use it for messages in a second language, directions to an
event, details on a specific topic, etc.

You can do this by selecting More Info in the Call Wizard, then...

Call Fllapril: memlere

Zalmc e rsnsgl] sl wuh bo recosd ichech sl that ol

Appaed | Faims bl il |

Dpiwrsdl [~ Fogrd [l e LA A a1
I Hehrs (L P LETE IR BE S e
[ Isices® e T b cordes cul oelver
I

v Tederies [ o e koo awe pranre B
Check this box in the Call Wizard /

for a more info message. L:

Corwel Hen I Lol phoorm e 1]

recording a separate message that will go out to anyone who presses ‘#’ for more
information. Be sure to ask those you call to ‘...dial pound to hear more
information...” when recording the Standard Message.

Click this radio hutton to select
More Info, then click Record.
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Read more about these options in the Call Wizard section.

Now when you start this call job, PhoneTree will play the Standard Message and

will allow the people you call to press ‘4’ for more information, and they will
then hear the ‘More Info’ message you recorded.
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How do | keep messages from being delivered to small children?

How do I keep messages from being delivered to small children?

PhoneTree has the ability to ask for a confirmation before delivering the message.
With this option on, PhoneTree first plays your introduction and waits for the
person to dial ‘9’. Then it delivers the message. PhoneTree will play the intro 3
times before giving up. If the person does not dial ‘9’ then they are tried again
later. This is sometimes called the Call Confirmation Mode and is good for
insuring that your message won't get lost in the “Kid Zone”—and it will not
affect message delivery to answering machines.

You can do this by selecting Intro (confirm w/9) in the Call Wizard, then...
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recording a separate Intro message that will go out to everyone, asking them to
press ‘9’ to hear an important message (“Hi, this is Bob. To hear an important
message, please dial 9 after the tone.”).

Click this radio button to select

e ey e Intro, then click Record.
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Read more about these options in the Call Wizard section.

Now when you start this call job, PhoneTree will play the Intro message you
Mecorded, and when the called party dials ‘9’ it will play the Standard Message.
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How do | allow the people | call to transfer to a live operator?

PhoneTree can be configured so that when someone presses “0” they can be
transferred to a live operator on your phone system. Here’s how to do this:

Click on a PhoneTree icon on the PhoneTree Desktop to go to the PhoneTree List
Editor. Choose Call Options from the Setup menu. Click on the Transfer tab.
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Choose Phone System from the Select call transfer method: drop-down
menu. Then type in the extension you want PhoneTree to transfer to in the box
provided.

You may want PhoneTree to use a different transfer method after hours, if so,
check the box next to Use a different method at night. Then choose an
alternate method from the box.

Be sure that when you record your Standard Message you tell your members that
they have the option to press ‘O’ to transfer to a live operator.

Read more about these options in the Advanced Call Options section.
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Appendix A: Call Statuses
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The Call Center provides a dynamic call status:

a. Call Status Boxes: Each box shows the status of an installed phone line (four
at a time). The contents of each box change as calls progress. Click the
Speaker icon in the top right of any box to monitor calls for that line.

b.Volume Control Slider: Use to adjust the volume of the speaker while calls
are being made. Click the Mute button if you do not want to hear calls in
progress at all.

c. Pause Button: Use to stop calling. In-progress calls are finished before
returning to the Main Menu. You can return here to finish the call job later by
clicking the Resume Calls button.

d.Stop Calls Button: Use to stop calling immediately. In-progress calls are
interrupted and you will be taken back to the Main Menu. You can return here
to finish the call job later by clicking the Resume Calls button.

e.Job Status Window: Provides summary information about the calling session
in progress. Click on the More Info Arrows to see additional summary
information.
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Common Call Statuses

Once PhoneTree has completed its call job, you will want to check the Call Status.
Click Pause in the Call Center if a job is in progress, and wait for the
PhoneTree Desktop to appear. Click on the PhoneTree icon. The List Editor
screen will come up for your PhoneTree and the most recent call list will appear,
with updated status information in the Call Status column.
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a. This is the Call Status column. You can quickly determine exactly how
PhoneTree handled each call. Following is a list of common call statuses:

Standard Call Statuses

Not Called Yet — Person has not been called yet

Ans by Person — Message was delivered to a person

BUSY — Phone was busy on last call to person

No Answer — Person did not answer last call

Ans By Machine — Message was delivered to person’s answering machine

Learned Machine  — Person’s answering machine is ‘unique’ and was learned
(will call back)

9 Not Confirmed — Did not confirm delivery when asked to dial 9 (will call
back)

Never Dialed 9! — Did not confirm delivery after 3 call attempts

Max No Answers — Line was busy or not answered for max attempts set by

user (up to 15—see page 62)
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Not Selected — Person is not selected for calling
Call Transferred — Person transferred out by pressing ‘0’
Hung Up Early — Call was answered but responder hung up before

message finished

If the following statuses appear, please check the phone number:

Call Failed! — Error detected during call (check for disconnected/
changed number)

OGM Too Long — Call was answered by machine, but its OGM (outgoing
message) was too long

Telco Message — Call was answered with a telephone company (Tri-
Tone) S.I.T. tone (disconnect/change)

No Connect — No signal detected after dialing (phone number is
probably not valid)

FAX or Modem — Call was answered by a FAX machine or modem

b. In addition to the above statuses, a number may appear to the right of the
status, in the Replies column. This indicates a TouchTone® was pressed by the
person during the call:

0 Indicates call was transferred to a voice mailbox or other extension
on your phone system—see page 63 for transfer options

1thru 9 Meaning will vary depending on message. You may request that the
person respond to a question with any touch-tone digit (ie, dial ‘5’
if you can come to this Thursday’s meeting, dial ‘3’ if you need
transportation, etc...)

* Means that the person dialed a * (star) to repeat the message (if
you had “Star to Repeat” enabled—see page 173 for details)

c. The Last Call Time column displays the time when the most recent call to
that person was completed.

d. The Last Call Date shows the last date that this person was called.
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PhoneTree supports the use of Wild Card characters to aid you in searching. The
following table describes how these Wildcards can be used. This information
applies to the Query function in the Call Log and to the Search dialog box.

Kind of match Pattern Match No match
Multiple characters a*a aa, aBa, aBBBa aBC

*ab* abc, AABB, Xab aZb, bac
Special character al*la a‘a aaa
Multiple characters ab* abcdefg, abc cab, aab
Single character a%a aaa, ala, aBa aBBBa
Single digit a#a a0a, ala, a2a aaa, alla
Range of characters [a-Z] f,p 2, &
Outside a range [la-Z] 9, & % b, a
Not a digit [10-9] A a &, ~ 0,1,9
Combined a[lb-mj# An9, az0, a99 abc, aj0
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There are several features of PhoneTree that will only work if PhoneTree is in its
calling mode (i.e. in the Call Center). These are:

* Remote (page 100)

InfoLine (page 111)

e Automated Tasks (page 84)

e Daily Maintenance (page 27)
Daily Calling (page 64)

* Answering Machine (page 36)

Appendix D: Line Access and Other Codes

There are two line access codes you might need when using the Configure Phone
Lines dialog in addition to the specific codes you might need to dial out (8, 9, etc).

T: tells PhoneTree to wait for a dial tone

D: tells PhoneTree to pause for a set time of 1 second

There are also two other codes you could use if needed in your PhoneTree list:

C: tells PhoneTree that this number is a pager number and PhoneTree should
leave its call back number (see page 175)

A: tells PhoneTree not to leave its message if it detects an answering machine
at this number
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The following information is generic to Universal Serial Bus (USB) and is
provided for the interested reader. There are many sources of USB information.
Please see the official website at www.usb.org.

USB is a new peripheral bus designed to make the addition of peripherals to your
computer friendly. With USB, there are no IRQs or Addresses for you to
configure. All USB devices are required to be “plug and play” compliant. It is
supposed to be simple!

Cables USB is a 12 Mbit/Sec (12 million bit per second) serial interface that
requires only 2 wires for communications and 2 more wires for power. That
makes USB cables relatively small and easy to work with. You are limited to about
10 feet as a maximum cable length. Standard cables are available at most
computer stores.

Host Controller/ Root Hub/ External Hubs In your PC there is a device called
a USB Host Controller. That device is a ‘funnel’ through which all USB
communications pass. The Host Controller MUST connect to a HUB.

Your PC has an internal ‘Root Hub’ which probably has 2 ports. USB permits up
to 127 devices to be attached. To actually connect more than 2 devices requires
an external HUB that you can purchase at most computer stores. Hubs can
connect to more Hubs to produce more available ports.

Bus Powered/ Self Powered Devices USB supports both. PhoneTreeUSB is self-
powered which means that it gets its power from a wall transformer. Bus-
powered devices get their power from the hub they are connected to. If you add a
hub and connect PhoneTreeUSB to it, then that hub does not require an external
power source UNLESS you plug in another product to that hub that is bus-
powered.

Full Speed / Low Speed Devices USB supports 2 different speed devices (low
and full). Low speed devices would typically be mice, keyboards and joysticks.
PhoneTreeUSB is a full speed device. Low speed is 1.2 Mbits/sec and full speed is
12 Mbits/sec.

High Speed Devices USB 2.0 is a new USB protocol that supports high speed
(480 megabits/second) and full speed devices. USB 2.0 is new at the time of this
writing.






