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web call back service

iINTouch800 Online Admin User Guide

Introduction

Your inTouch800 account gives you direct access to the online user
management system to let you set up and control your inTouch800 service.

Terminology and Glossary

Surfer - the user of your inTouch800 service.
Operator - a person on the your side who has received an inTouch800 call.

Target - a telephone number that inTouch800 uses to contact you. Each target
can be given a description (eg. 'line 1' or 'main office") for easy reference.

Schedule - a day's configuration for the Timetable, which specifies that day’'s
opening hours (Time Slot) and Target.

Time Slot - an open period within a Schedule. The Target associated with the
Time Slot will receive all calls during that period.

Timetable - A Timetable specifies the opening hours of your service each
week.

Help - click on any question mark button to view help on the relevant subject.

Log In

To log in to your account, go to www.inTouch800.com and enter the
username and password you would have been given when you signed up. If
you do not know your username or password, please contact
support@inTouch800.com for assistance.

Once logged in you’ll have several options available to you.
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Home

Welcome to your account on-line area.
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Config

From the Config menu you can change the accounts password and permit or
refuse calls from various call types.

Client Description: www.inTouch.com

Client Config
Client Description: whnte i T ouch.com |
Username: inTouch E|
Password: AN | Change Password
International
Client Call Restriction: - UK Fixed Line
You can restrict the type of phone number :
your client uses to receive their calls. Lk Mobile

LK Man-Geographical []

International O
Surfer Call Restriction:- LK Fized Line
You can restrict the type of phone number _
your client accepts calls from. UK Mobile

LI Man-Geographical [

Time table

The time table area is a powerful tool of allocating different destination phone
numbers for different days of the week.

Each day can be split up in to different scheme or you can use the same
scheme for the whole week, as seen here below.



e 12:00 23:59
Sunday Schame: | New ¥ ﬂl
vmonday 1 [
ruesday 1 [N

wednesday 1 [

Thursday 1 I

Friday .|
hame: | New ¥ |[add
Saturday eEmea| oW &

suddenly it all make
| et |[1soate | [ Ean |

Bel || Isolate | | Edit |

pel || Isolate | | Edit |
Cpel |[1sotate | | Eait |

el || 1sotate | | Edit |

If you wish the change a scheme click “edit”

Time Table
Day: Monday
Scheme: |
0o:00 12:00 23:59

Open Close Value

[0 ~|[30 v|[23 v|[59 v | Main Office - 02071073010 v | Update | [pel]

Add Time Slot:

Open Close Value

[0 ~io | [0 ¥|fo %] [none

B ]

From here you can break the scheme up into many different components and if
you wish have the service route the call through to a different destination.

In the above example all calls will go through to a single destination 24 hours a

day.

In the below example the office is closed outside of working hours and the call

is routed through to different destinations at different times.
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00:00 12:00 23:50
Sunday Scheme:@:[ﬂl
Monday 1 -l ™™ | per |[1somte | | Ean |
Tuesday 1 I [_Del |[tsolate | | Edn |
Wednesday 1 I | Del ||'5°'“"| | Et ]
Thursday 1 I | pel |[1sotate | | Eain |
Friday 1 L p— [ Del |[Isolate | | Edit |
ssturday Scheme:lNew V:@
Look & Feel

On this page you can change the branding and appearance of your popup
window.

Popup Window Look & Feel

B

) [?] Displayed Fields:
Main Text Colour: |opooon | W @ Title 0
Main Background Colour: | @ Mame
Company
Bar Text Colour: | ] @D Mumber
Bar Background Colour: [ ] L+ Extension []
Ermail
Lower Text Colour: | <] Spot
Lower Background Colour: |CCCOCC| L] Comments []
Bar Text: '_F'hnnalines arg open frarm Sam to Bprm. Monday 1o] _ﬂ
SELIMAOE oo wweintouchB00,co ukfimegesicalimemnowed  [7]
Ot SREEL g pwwaeintouchB0D.comystanderd css | [
suggested [t A5 s r
Dimensions: Width: 420 | HP"JhL 373 ﬂ

<8 HREF="&" ONCLICK="window op&n
'1|||;||J|".1|'|1 {'http: ffiveencoded.co.ukfpublic/customers,intowch rf.lJlff-l'_-']“|_.l'-|,|,',|'|._|’.|‘.7
Link: id=402"Example’, "WIDTH=420, HEIGHT=

3T »Testclaz

H




Full Mame:

Company:

Call Me
Email: !
A
Flezse ender your full tefephorme number J J ::J Jj
Inciuding ares code.
Telephone:
wWhen would you like to be called? Mo b

Mo LErs: phease revrernber B alfow encugh S o
discornect frony the internet when choosing your call-back time

| Phonelines are open from Qam to 6pm, Monday to Friday. |

Powersd by inTouch800

« Bach
» Main Meng
* [ (a2

The first part of the page is divided into two columns. The left-hand section lets
you choose the background and text colour of various parts of the popup
window. Clicking on the palette symbol next to each option will display a
colour-picker; or if you know the hexadecimal value of the colour you want you
can enter it manually into the text boxes provided. You can also specify the
location of your logo to go in the top right corner of the window. If you would
like more control over the font and sizes used to more closely match your
corporate image you may specify the location of the CSS Style sheet to be used
by the popup window. Any locations you specify should be full URLs, including
‘http://' if applicable.

The second column lets you choose which fields will be displayed on the popup
window; simply tick the ones you want to use. The Number field is mandatory
and cannot be deselected. Spot is a hidden field and is used to pass extra
information to be read out to the operator - such as the location on the website
of the Call Me button pressed by the surfer.

Beneath the two columns is information to help you add the link to the popup
window to your website. It includes the suggested size of the window, which
needs to be specified in the link. The suggested size is calculated from the
fields you have selected, and may be inaccurate if a custom stylesheet is being
used. Please see the inTouch800 installation documentation for advice on how
to add the link to your website.

At the bottom of the page is a preview window showing what the popup window
will look like with the options you've chosen. When you change any options on
this page, click on "Update' to refresh the preview.
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Informer

The Informer module is used to send failed call information via email to you and
to the surfer. You can choose to switch it off for either of them, but in the vast
majority of cases you will want it activated.

Service Id: 402

Client Description: www . inTouch.com

Informer

‘:. o Can -.’I-.'l_'l"'-'_' If.-. =1y |fl 3 '-'l'.'l.'l'r" & >-'.".'l_.'l ar i '."-'.'-'?.'.'I LeTuly _.":ul . ff.'l_ 7 b VO C .'I."‘.'.‘-'I

when 3 call faifs or is rejected,

Email client whearn unsuccessful?
Email Address: ]infn@enmded.cn.uk :l
Subject: Unsuccessful call back request j
Reply to Email Address: |inmuch@enmded.m.uk j
You can choose o autormatically send an emall notification to the surfer

when a call fails or is rejected,

Email surfer when unsuccessful?
Subject: Your free wehb call j

Thank you for using our free &

web call facilicy. We were

unakb le to deal with your :l
call, but a representative
will contact you &3 S0on as
pos=ible,

Reply to Email Address: ]inln@intnuchﬁ[l[l.cm.uk 7|

Message:

|£

| Update

To set up Informer, enter the email address to which you would like the
messages sent and set the subject for the emails. You can also enter a reply-to
address that lets you reply to the message for help. You may want to use your
own email address for this.

To set up Informer for surfers, you need to specify the email address from
which the messages appear to have come (this should ideally be a good
marketing email address such as sales@ or callback@). You can also set the
message body that is sent to the surfer; this can of course include any
marketing or promotional messages you want to include. Please note that at
the current time, only plain text emails can be sent.
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Settings

Here you can set the presentation number (CLI) of the calls made by the
service, and the messages read out to your operators.

Client Description: www.nTouch.com
Settings

You can set the telephone numbers presented o the client and surfer on lncorming calls,
This coldd be usefuf for yvour client to route thelr calls efficlently, o for the surfer o be able
to calf back using 1471,

Mumber Presented To Client

800 ?|

Mumber Presented To Surfer

08451209790 7]

Herg wou can set what the client will hear when they answer the call,

Hello, this is an in touch
800 weboall.

Welcome Text: :]
To acceprt the call, please A
press wun. To reject the )

Option Text: call, please press 2. To :]
repeat these instructions,
please press 3. v
Please wait while we connect

. ou. [

Please Wait Text: ’ _’]

Options Retries: 3 :]

The CLI can be set for the calls made to you and for those made to the surfer.
You may want to set your CLI to something meaningful so you know that the
calls are from the call back service, or if you want your internal telephone
system to use the CLI to route the incoming calls properly.

You may want the CLI set for calls made to the surfer so that in the even that
the surfer wishes to contact you after the initial call by dialling 1471, in which
case the Surfer Presentation Number should be set to your main contact phone
number.



suddenly it all makes sense

The CLI feature is very powerful, and must not be abused by setting either
Presentation Number to anything that may mislead clients or surfers. Any
abuse of this feature may lead to the immediate closure of all your inTouch800
services.

On this page you may also change the messages heard by users of the service.
If you have a Standard Edition service, you will probably want to leave alone all
but the first message - to which you might want to add some sort of branding
to promote your company.

If you have a Call Centre Edition service, you can only change what the surfer is
told when they answer the call. You will probably want to brand this in the
name of your client so the surfer knows who they will be speaking to.

The Guard module is used to keep an eye on your service and ensure that it
does not get abused by malicious users. The Guard monitors two parameters
to detect fraudulent use - IP address checking and surfer phone number
checking. Each check works in the same way: The number of requests with an
identical IP address or telephone number parameter is continually monitored
and if the requests in a defined time period exceeds a defined number the
Guard will block any further requests with that same parameter.

ne: 12hr v E

12 hr » 2]

You may set the number of times an identical parameter is accepted before
triggering the Guard, and in what time frame. Once the Guard has been
triggered, it will block all requests with that parameter until the chosen time
frame expires again.
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Call statistics can be viewed in real time from the History window.

History
From: |01/04/2005 ae!ectl
Tm: 304042005 select I
' Download Stats | | Update I
Full Mame Scheduled
Russell Duke 20-8pr 15:17:15

Leo Lapworth 20-4pr 11:06:329

20-4pr 10:14:43

Richard Foreman 28-Apr 13:56:40
Robert 24-4pr 20:48: 16
David Matthews 22-8pr 15:21:52
andre Johnson 22-Apr 13:46:52
David Matthews 22-8pr 13:08:01
ashh 20-4pr 16:19:57
Mark Hymers 20-Apr 16:09: 44
Guy Movik 20-Apr 10:12:02
Beth Taylor l4-fpr 16:25:48
Matasha Harris 11-Apr 16:37:06
Sam 07-Apr 15:51:52
gio parla 0&-&pr 16:13:02
ioe simms 0&-4pr 14:10: 36

Result
completed
completed
completed
completed
completed
completed
completed
completed
rejected
completed
campleted
completed
completed
completed
completed

completed

[ view
View

View

| View

View

View

JO0G0AGEUa0GETG

All calls received can be requested based on date. Each individual call can then

be open up in greater detail.
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Schedule Form
Title: -
Full Name:; Robert
Company: Encoded
Email: bob@encoded.co.uk
Mumber: 02071073010 Extension: -
IP Address: 212.56.102.135
Requested Scheduled Actioned Time Result
0&a-1ul-05 06-1ul-05 0&-Iul-05 The call back completed
04:02:52 04:038:52 04:08:52 successiully
Spot:
Comments:
Answer:
'Back

From here you can see all the information sent an received from the service.
Call stats can also be downloaded as a CSV file. Once again the dates can be
specified and then the “Download Stats” button generates the file.



