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Introduction



Introduction

Welcome

Thank you for deciding to use PhoneTree® HealthWave™ to deliver your important reminder
messages. This guide has been designed to walk you through each section of the setup, as well as
troubleshooting for the most common questions.

We are always improving our product and support materials. For the latest HealthWave User Guide
updates, please visit phonetree.com/support

Support:

In the event that you need assistance with your PhoneTree HealthWave system or have any questions,
please contact PhoneTree Customer Support at: 800.555.0559 or hcsupport@phonetree.com.

Notice of Liability

The information in this book is intended to be accurate and useful with the operation of your
HealthWave system. Personal Communication Systems, Inc. shall not have any liability for loss or
damage caused by directly or indirectly using the instructions contained within this book or by the
computer software and hardware products described herein.

Trademarks

The trademarked names used in this book are used for editorial purposes only and to the benefit of the
trademarked owner with no intention of infringement of the trademark. We further state that
PhoneTree, Proven. Professional. Trusted., HealthWave, PhoneTree G2PT and the PhoneTree logo
are all trademarks of Personal Communication Systems, Inc.
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Pre-Configuration Steps: Check System Requirements

Step One: Check System Requirements

Note: The following requirements are for HealthWave systems containing up to 4 lines. For
HealthWave systems larger than 4 lines, please contact Customer Support for recommended system

Internal Drive (C:) Properties @@ System Properties EJ
General | Tools | Hardware | Sharing | Quota System Restore Automatic pdates Remate
Gieneral Computer Name Hardware Advanced

System:
Microsoft Windows #P
Professional
Wersion 2002
Service Pack 3

Type: Local Disk.
File system: MNTFS

W Used space: 18.947.784.704 b=
M Fres space: 21,010,624,512 Hiles

ot g —_
. - Johin Dos

Capacity: 39.956.409.215 Hles

00000-0EM-0000000-00000

Intel[F)
Pentium(R] 4 CPU 2 80GHz
2.79GHz, 2.99 GB of RAM
Physical Address Extension

Dirive C

[ Compress diive to save disk space

Allow Indexing Service ta index thiz disk for Fast file searching
requirements.

Minimum System Requirements
+ 1.4GHz or faster processor

+ Windows XP, Windows Server 2003, Windows Server 2008, Windows Vista (32-bit or 64-bit)
or Windows 7 (32-bit or 64-bit)

+ 1GB of RAM (2GB for Windows 7 64-bit)

+ 5GB of hard-disk space

+ CD-ROM Drive

+1024x768 or higher resolution monitor

+ USB port, minimum 1 USB port for each PhoneTree unit*
+ Analog phone jack for each PhoneTree line

- High-speed Internet access (for remote installation and support as provided by PhoneTree
Customer Support)

*A maximum of 24 line per host controller card. If all of your USB ports are in use, you may need to purchase a true dual
(or quad) host controller card to provide additional ports.

The PC that will be hosting HealthWave must be configured and installed on your office
network.

Please Note: HealthWave is designed to allow operation in the background however, we cannot
guarantee compatibility or problem-free operation with other programs.



Pre-Configuration Steps: Install the Software

Step Two: Install the Software

Please Note: Before installing the VoiceWave software, ensure the intended Windows® operating
system user is a part of the Local Administrative Group and for computers running Windows Vista
or Windows® 7, refer to the installation document included in the PhoneTree package, or download

a copy from our website: Installing on Windows 7 / Installing on Windows Vista.

1. HealthWave Installation CD

Insert the HealthWave Installation CD into your CD/DVD drive. The installer screen should
start automatically (if it does not, double-click on the CD/DVD drive » PhoneTreeMVPu »
setup). Click Next and follow the on screen instructions. When prompted, enter the supplied
Serial Key (found on the inside of the software case) and click Next to continue the installation
process. Once the installation completes, click Finish. If requested, restart your computer - do
not start the HealthWave software at this time.

2. Female and Male Voice Text-to-Speech CDs
First, insert the Female Voice CD into your CD/DVD drive. The installer screen should start
automatically (if it does not, double-click on the CD/DVD drive » setup). Follow the on screen
instructions to complete installation. Repeat these steps for the Male Voice CD.

®


http://www.phonetree.com/LinkClick.aspx?fileticket=3rEV9uPTkXE%3d&tabid=88&mid=644
http://www.phonetree.com/LinkClick.aspx?fileticket=40q2A11Qx6w%3d&tabid=88&mid=644

Pre-Configuration Steps: Connect the Hardware

|—\
- ———————— HE Phone Line Jack

PhoneTree G2PT Hardware

Telephone ystem
Equpment

Mo No: 2T
Sl Mo
MA001000
Comples with
Fort 88 FCC s

USDMATTBGZPT
1c: 1917A.G2°T

RENOTB
Jack RJTAC
9DC 350 mA

Bl Headphone/Speaker Jack
@ Microphone Jack
A USB Cable Jack

DIP Switches
(See warning below)
[ Power Adapter Jack

Step Three: Connect the Hardware

1.

Connect the phone cable

The G2PT’s single phone jack design (a) has the ability to be configured for 1 or 2 Line capacity.
Please see page 11 for instructions on how to connect to various wall jack configurations.

. Connect the USB cable

Using the supplied USB cable, connect the flat end to an available USB port on your PC and the
square end to the PhoneTree’s USB cable jack (b). A USB cable is required for each PhoneTree
hardware box (if all of your USB ports are in use, see page 8).

. Connect the power adapter

Connect the supplied power adapter to the PhoneTree’s power adapter jack (c) and then insert it
into a wall power outlet or power strip. IMPORTANT: Use of a third-party or universal power
adapter can cause damage to your PhoneTree hardware and will invalidate your warranty. If a
replacement power adapter is needed, please contact PhoneTree Customer Support at
800.555.0559 or hcsupport@phonetree.com.

. Connect the headset microphone

Using the supplied headset microphone, connect the Headphone plug, or a set of computer
speakers, into the SPKR jack (d). Next, connect the Microphone plug into the MIC jack (e),
located right below the SPKR jack. Note: If using more than one unit, make sure that the
headset microphone or speaker set is connected to the unit that contains lines 1-2.

Caution! (DIP Switches)

The DIP (Dual In-Line Package) Switches are pre-configured from PCS and should only be adjusted
if there is an installation problem as described on page 14. For information on how to properly set
the DIP Switches, please see page 96.



Pre-Configuration Steps: Install the Hardware Drivers

Step Four: Install the Hardware Drivers

After the hardware steps on the previous page are completed, your computer may prompt you for
permission to install the hardware drivers for Windows. Check with your IT personnel to make sure
the Windows user login you plan to run HealthWave with has the correct permissions associated with
it. If the permissions are not set high enough, Windows will prevent you from moving further with
the installation.

If you are using Windows XP, Windows Vista or Windows 7, you will be required to install the drivers
manually:

Found New Hardware Wizard

Welcome to the Found New
Hardware Wizard

Windows will search for cument and updated software by
looking on your computer, on the hardware installation CD, or on
the Windows Update Web site (with your permission).

Read our privacy policy

Can Windows connect to Windows Update to search for
software?

() Yes, this time onty
() Yes, now and every time | connect a device
(%) No, not this time

Click Next to continue

Windows XP

Choose No, not this time and click Next. Choose Install the software automatically

Hardware Installation

L E The sofhware pou are instaling for this hardware:
L]
PCS PhoneTree USE Shaed 01-04 [B)

hasz not passed Windows Logo testing to verify itz compatibility

with "Windaows %P [Tell me why this testing is important |

Continuing your i llation of this soft may impair
or destabilize the comrect operation of your system
either immediately or in the future. Microsoft strongly
recommends that you stop this installation now and
contact the hardware vendor for software that has
passed Windows Logo testing.

Continug Anypway ] [ STOP Installation

(Recommended), then click Next.

Next, you will be informed that the drivers have not passed Windows Logo testing. Be assured that it
is 100% safe to install the PhoneTree drivers on your computer. Click Continue Anyway to
proceed. Windows will prompt you to do this several times until the hardware is fully installed.

Note: If you accidentally pressed STOP Installation, unplug the power adapter from the Phone-



Pre-Configuration Steps: Install the Hardware Drivers, continued

Windows Vista/Windows 7

You may see the warning screen below. Be assured that it is 100% safe to install HealthWave on your PC.

Ikl Windows Security (3w

@ Windows can't verify the publisher of this driver software

2 Don'tinstall this driver software

You should check your manufacturer's website for updated driver software
for your device,

. % Install this driver software anyway
Only install driver seftware cbtained from your manufacturer's website or

disc, Unsigned software from other scurces may harm your computer or steal
information,

() See details

Please click Install this driver software anyway.

e
F
-

ML vour devices are ready to use

Recycle Bin
| ] - & r
# Device driver software installed successfully,

AR, WEG 1150 AM

It may take a few minutes for Windows to recognize the PhoneTree device drivers. When you see

the above message appear in the lower right corner of the screen, the PhoneTree hardware has
been successfully installed.




Pre-Configuration Steps: Connect Analog Phone Cable

Step Five: Connect Analog Phone Cable

The G2PT’s single phone jack design allows it to be used for either a 1- or 2-line system. The
number of PhoneTree lines you purchased will determine how many PhoneTree hardware units
you have. For example, if you have ordered a 4-line HealthWave system, you will have two
PhoneTree units: one unit representing lines 1-2 and the other for lines 3-4. By using the supplied
cables and adapter, each PhoneTree unit can be configured to work with most any analog wall jack.
Using the examples below, choose the wall jack configuration that you will use and connect your
analog phone cable(s) as instructed.

Note: These illustrations represent connections for one G2PT PhoneTree hardware unit. If you
have more than one PhoneTree unit, you will need additional wall jacks enabled for each unit.

Single, Analog Wall Jack Duplex Analog Wall Jack
(1-Line PhoneTree Unit) (1-Line PhoneTree Unit)
or

Single, 2-Line Analog Wall Jack
(2-Line PhoneTree Unit)

)
B

Connect the PhoneTree unit to either
wall jack using the 7-foot phone cable.

Connect the PhoneTree unit to the
wall jack using the 7-foot phone cable. Duplex Analog Wall Jack
(2-Line PhoneTree Unit)

4-Wire Jack

2-Wire Jack

Duplex Adapter Connect the PhoneTree unit to the 4-
wire jack on the duplex adapter using
The Duplex Adapter (included with each the 7-foot phone cable.

PhoneTree G2PT unit) has been specially

wired for exclusive use with the Duplex Analog Plug the adapter into either wall jack.

Wall Jack (2-Line) configuration. It will not Using the 4-inch phone cable, connect
serve as a standard splitter. This adapter is the 2-wire jack on the duplex adapter
not found in stores and is only sold directly to the remaining wall jack (see figure
from PhoneTree. above).



Pre-Configuration Steps: Verify Device Connection

Step Six: Verify Device Connection
Check to see if your PC recognizes your PhoneTree unit by doing the following:
For Windows XP users:

1. From your Desktop, right-click on the My Computer icon and choose Properties. Click on the
Hardware tab and then click the Device Manager button.

For Windows Vista/Windows 7 users:

1. From your Desktop, click Start (Windows logo) and in the Search bar enter "device manager."
From the results that appear, click on the Device Manager link.

L Device Manager

File Action Yiew Help
g &
=B, BIONES

+ _J Compuker

+|- 2w Disk drives

+ j Display adapters

+l- b DVDJCD-ROM drives

+|-(= Floppy disk controllers

+ g Floppy disk drives

+|-(=% IDE ATA/ATAPI controllers
+-iz Keyboards

+- "y Mice and other pointing devices
+- 7 Monitors

+- B8 Metwork adapters

+. & Parts (COMBLPT)

+ ﬂ Processors

+ @), Sound, video and game controllers
+- =g Storage volumes

+ Syskem device:
= Serial rollers

= Inkel(r) 528016A/BAM USE Universal Host Contraller - 2442
= Intel(r) 8260164 /BAM LISE Universal Host Contraller - 2444
= PCS PhoneTree LISE Line 01

= PCS PhoneTree USE Shared 01-04 (B)

USE Composite Device

= LISE Root Hub

= LISE Root Hub

2. Locate Universal Serial Bus controllers.

3. Click on the "+" sign next to its icon.

4. You should see the following devices (exact descriptions vary) at a minimum:
Host Controller
USB Root Hub

PCS PhoneTree USB Line 01 (if you do not see the correct number of installed lines AND if
you have purchased more than 2 lines, follow the instructions in the Troubleshooting:
Checking DIP Switches section on page 96).

Other devices may be present. Leave this window open in order to complete the next step.



Pre-Configuration Steps: Disahle Power Management

Step Seven: Disable Power Management
For Windows XP, Windows Vista and Windows 7:

To manage power, Windows will attempt to disable USB functionality when a device is not used.
As the default behavior, this often does not work correctly and may cause Windows to not
properly recognize any USB device (including PhoneTree). Because the default power
management setting often causes problems for PhoneTree and other USB devices and because you
already have the Device Manager open, go ahead and change the setting by completing the
following steps:

£ Device Manager,

1. Under the Universal Serial Bus Controllers
branch, right-click a USB Root Hub, and then
choose Properties (see picture at right).

File  Action Yiew Help

B S £ 8=Ra

= =) DIONES
+ _‘5 Computer
+) e Disk drives
+ j Display adapters
4k DVDJCD-ROM drives
+1-4=4 Floppy disk controllers
+ g Floppy disk drives
+-4=4) IDE ATA/ATAPI controllers
+ “z# Keyboards
4 Mice and other pointing devices
+ 7 Monitors
+ B Metwork adapters
#- Y Ports (COM&LPT)
+ m Processors
+ @), 5ound, video and game controllers
+| e Storage volumes
+ System devices
= % Universal Serial Bus controllers

g Intelir) 52801 EA/BAM USE Universal Hast Cor

Inkel(r) 280164 BAM USE Universal Hast Cor

USE Root Hub
| R

Update Driver. ..
< Disable
Uninstall

||

CIpens prope
Scan for hardware changes

2. Click the Power Management USB Root Hub Properties
tab.

=
X

. | General | Power Driver_. Prwer Management
3. Disable Allow the computer to
turn off this device to save e V5B RoatHub

power (see picture at right).
4. Repeat Steps 1-3 for each USB
Root Hub in your Device Manager.

5. Click OK, and close the Device
Manager.

[] &sllowy the computer ta turn off this device to save power.




Step Eight: Turn Off PC
Hibernation
For Windows XP:

The Windows hibernation or another power
management function sometimes interferes with the
operation of your PC when left idle, which can cause

problems when using PhoneTree. To resolve this:

1.

Right-click on a blank area of your desktop and
choose Properties.

Click on the Screen Saver tab.

Disable your screen saver by choosing "None" from
the drop-down, then click the Power button (see
picture at right).

Once the Power Options Properties window
opens, click on the Power Schemes tab. Make sure
that the settings for your selected scheme include
the Never setting for Turn off monitor, Turn off
hard disks and System standby (see picture below
right). Now click on the Hibernate tab.

5. Make sure the Enable hibernation option is NOT

selected on this Hibernate tab. Click OK, then click
OK on the Display Properties screen.

Pre-Configuration Steps: Turn 0ff PC Hibernation

Display Properties

Themes | Desktop| Screen Saver | Appearance | Settings

Strsen saver
e |
Maritor power
To adjust maritor power setiings and save eneray,
% click Power
ok J[ cancel J[ appb ]

Power Options Properties. @FXI

Power Schemes | Advanced | Hibemmate| UPS

Selact the power scheme with the most appropriats settings for
this computer. Note that changing the settings below will modify
the selected scheme.

Powier schemes
| Minimal Power Management -/

Settings for Minimal Power Management power scheme

Tum off monitor, [Mever

Tumoff hard disks. | Never v

System standby [Mever
8 [ caneel | [ denb

Power Options Properties E‘E|

Fower Schemes | Advanced | Hibemate | URS

When your computer hibemates, it stores whatever it has in
memory on your hard disk and then shuts down. When your
computsr comss out of hibemation, it retums to its previous state

Hibemate
[] Enable hibemation

Disk space for hibemation

Free disk space: 37510 MB
Disk space required to hibemate: 3.063 MB




Pre-Configuration Steps: Turn 0ff PC Hibernation, cont.

For Windows Vista/Windows 7: . =

Screen Saver

1. Right-click on a blank area of your desktop and
choose Personalization.

Click on the Screen Saver link.

Disable your screen saver by choosing None
from the drop-down menu, then click Change
power settings...

Screen saver

(ong) w| [ settings Preview
10 On resurme, display logon screen

Power management

Conserve energy or maximize performance by adjusting display
brightness and other power settings.

Change power settings...

OK ] { Cancel ‘ I Apaly
4. On the Power Options oS
screen, under Select a @_\/v‘@ + Control Panel » Power Options + Edit Plan Settings v [+3 | [search o
power plan, click Change _
N Change settings for the plan: PC power
plan settings for the BabesBipetiigiy it By oo g
current power plan you
are using & Tum off the display: Never -
. ® Putthecomputertodeep: [Never <
5. Once on the Edit Plan Lol L |
Settings screen, set dI'Op- Change advanced power settings
down menus for Turn off
the display and Put the e e
computer to sleep to
Never. Next, click on
Change advanced
power settings.
6. From the list of advanced settings, click the "+ sy ===
sign next to the following items: | Adianesd st |
Hard Disk: set Turn off hard disk after to O @ Select the power plan thet you want to custormize,and
; e ; then choose settings that reflect how you want your
minutes. This will change the setting to Never. W
Sleep‘ set Sleep aftel’ and Hibernate aftel’ ) Change settings that are currently unavailable
both to O minutes. (Balanced Active =
. . @ Additional settings -
Display: set Turn off display after to ® Hard disk
0 minutes and Adaptive display to Off. - oSS !
.. . . = 8l 1t
When finished, click Apply and then OK. You will S e
return to the Edit Plan Settings tab. Click Save = Hiberate fter

Setting: Mever
i USE settings

m_Poweer huttons and lid

changes to exit.

estore plan defaults




Pre-Configuration Steps: Generate File(s) From Your PMS$

Step Nine: Generate File(s) from your Practice Management
System

In order for HealthWave to make calls to your patients, you must use your practice management
system to export both:

1) Your daily appointment report (the file from which HealthWave will make calls every day),
and:

2) An initial three-month report (used for one-time configuration)

Place these files in a known folder location (consider creating C:\HealthWaveDataFiles) where you
can browse to them from the HealthWave computer. Once configured, each day HealthWave will
read the daily appointment file and use it to make calls.

Each practice management software package (PMS) has a different way of exporting a file that
HealthWave can use. In many cases, we have instructions for your PMS available at:

phonetree.com/appointmentfilehelp

This site contains downloadable instructions for many of the PMS systems available, in PDF
format for easy viewing and printing.



Pre-Configuration Steps: Phonelree G2PT Hardware Operation

PhoneTree G2PT Hardware Operation (While In Use):

The PhoneTree G2PT hardware has been designed to stand upright or, if you have more than one
unit, stacked on its side to save room.

While in operation, the PhoneTree unit will use the built in LEDs to display the activity. Below is a
description for each LED and how it functions:

Line 1 _l %
o | ==

Line 2 w

Power —| {

/ 5938 \
: THH1 T
\ /
ARETY N
- S
533
- = %
5938
: D:D:D T
\_ _/
Stacked Position Standing Position
(ideal for multiple units) (ideal for a single unit)

L1 (Line 1): This yellow light illuminates only while your PhoneTree unit is making a call on
Line 1 and briefly turns off while switching between calls.

L2 (Line 2): Corresponds to the second phone line (if enabled) and is otherwise the same as Line
1in color and functionality.

ON (Power): This green light illuminates while your PhoneTree unit has power, regardless of
whether it is making calls or not.

Interference

If your PhoneTree hardware experiences radio
interference while making calls, install a ferrite clip on
the phone cable close to the PhoneTree’s phone jack.
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Configurations: Launch the Appointment Options Wizard

{\\ Phonelree ¥6.13 EI@IEI

Navigation Configurs  Help

Patient List Configure Call Center

BE & ©

JAppointment Other Blocked
Message Applications Mumbers

Health¥Wave™

Al calling is stopped, The CallCenter must be active for PhoneT ree to send or receive calls. 2

Step One: Launch the Appointment Options Wizard
Click the Appointment Options icon.



Configurations: Appointment Options: Welcome...

Appointment Options

Welcome To The Appointment Options Wizard!

Thiz wizard will azsist in configuiing your appointment confimmation system.

Before continuing, make sure you know how ta create the appaintment file from pour practice
management systern. For help abtaining your appaintment file, click here:

sy, phiohetiee. comd appointmentfileheln. htm

Click [Mext] to begin.

LCancel Help

This is the first Appointment Options wizard screen, reminding you that you should be able to
generate the necessary files from your practice management system before proceeding. If you need
instructions on how to do this, click on the www.phonetree.com/appointmentfilehelp link
provided.

Click Next.




Configurations: Appointment Options: Appointment File

24

Appointment Options

Appointment File

Select whether your practice management system produces one appointment file or multiple appointment
files [e.0. provider file, room file, ete.).

& One appaintment file ™ Multiple appaintment files

[Browsse] ta your appaintment file
|C:\PhoneTreeDataFiIes\PTAPPTS.txt Erowse ...

For help obtaining your appointment file, click here:  www. phonetree. comdappointmentfilzhelp. hirn

Select when PhaneTree will impart your appaintment file:
* ‘Wait for the above file to be created each day. [Recommended)

¢ Look for the file at this time: on these days:

| will start my calls manually each day [Mot recommended)

LCancel Help | < Previous || Nexts |

Step Two: Appointment File

On this screen, select either One appointment file (if you only exported one file from your PMS)
or Multiple appointment files (in the event your PMS requires you to export more than one file
for HealthWave to use for daily operation — if you select this option, the preselected location
where the files need to be saved will appear or you can use the Browse... button to manually
choose a different location).

Then click Browse... to navigate to the location of your daily appointment report(s). We
recommend you save your daily appointment file to a known folder location (consider creating
C:\HealthWaveDataFiles) where you will be able to browse to them from the HealthWave
computer. Once configured, each day HealthWave will read the daily appointment file(s) and use it
to make calls. Once you have chosen the path to your daily appointment file, the pathname will
appear to the left of the Browse... button. Note that HealthWave will look for this file name
and location every day.

Now, choose one of the three options under Select when PhoneTree will import your
appointment file:

a) Wait for the above file to be created each day (Recommended) We suggest you choose this
option, because as soon as your daily appointment report appears in the above location,
HealthWave will automatically read the file and use it to start calls during your desired calling
window. Note that this choice is not available for the Multiple appointment files option.

b) Look for the file at this time, on these days Choose this option if you know you only want to
call after a certain time of day and/or on certain days of the week. Important: If the above file
is not in the above location at the specified time, HealthWave will not be able to start calls
automatically for that day and the Task tab must be used to manually start calls.

c) I will start my calls manually each day (not recommended) If you select this option, the
Task tab will appear (between the Patient List and Configure tabs) and you would need to click
on the Task icon any time you want to start your appointment calls. As in the previous choice,
if the above file is not in the above location when the icon is clicked, HealthWave will not be
able to start calls.

Click Next.



Configurations: Appointment Options: Practice Management System

Appointment Options

Practice Management System

Select your practice management system:

Fractice management system: Wersion:
Generic j |ESV [Comma Separated Variable| j

I your system is not shown, please visit: wwnw. phonetree. com/ppmsupport

LCancel Help | < Pravious || Hest »

Step Three: Practice Management System

From the drop-down box on the left, choose the vendor that supplies your practice management
system (PMS). Then from the drop-down box on the right, select the name/version of your PMS.
In the event that your PMS does not appear in the list, contact PhoneTree Customer Support at
800.555.0559 or hcsupport@phonetree.com and let us know what practice management system
you are using, so that we can work with you to create a translator that will work with your PMS.

Note: If you are returning to this screen after original configuration and choose a new practice
management system format, you will receive a warning that you are about to reset all of your
message settings and configurations.

Click Next.
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Appointment Options

Import Results

Flease review the results of your file import:

Providers [5]: Locations [3): Fieazons [15]:

1 1 L A
3 3 FU 3
2 2 P
[ 1M |4
5 oy

NP

5

oFP VS

Mumber of patients in file: 167 Preview patient list...

If the results appear incomrect, click [Previous]. then select the appropriate practice management
spstemn and version.

LCancel Help | < Previous || Mests |

Step Four: Import Results

This screen allows you to check the results of the data import. The information in each box reveals
what HealthWave found for each of these three categories. For instance, in the example above, we
can see that 5 Providers, 3 Locations and 15 Reasons (Appointment Types) were detected. Later
we will map these numbers to the actual Provider/Location/Reason names, but for now, we only
need to confirm that the information in these boxes is correct. In addition, we recommend you look
at the patient names that HealthWave found by clicking the Preview patient list... button.

le Preview

Your sample file as imported by PhoneTree
Hame Phone Appt Date [Appt Time [Provider Location Reason -
Deborah Turner (555) 555-5674 10/08/03 01 :00pm 3 3 oy
Micheal Scott (5951 555-9211 10/08/03 04:30pm 2 1 FU
Paula Edwards (555) 955-1800 10/08/09 09:00am 1 2 oY
Mincly Meeks (555) 555-T657 10/08/03 01 :30pm 1 2 oy
| Ectward Booth (555) 5557640 100809 |0445m  |& 3 FU
Timothy Moore (555) 955-5550 10/08/09 09:30pm 1 2 MNP
Evelyn Jones (555) 555-9T65 10/08/03 09 30am =3 3 oy
Claire Peterson (555) 955-4532 10/08/09 10:00am 2 1 oy
“incent Boyle (555) 555-6937 10/08/09 03:30pm 3 3 MNP
Alan “roung (555) 555-7810 10/08/03 03 30pm 5 Al P
Petricia Evans (555) 955-8275 10/08/09 09:30am 2 1 MNP
Margaret Vittingham | (555) 5552727 10/0608 12:45pm 5 1 NP
Janet Wilisms (5535) 555-32567 10/05/08 02:30pm 3 3 oV
Bruce Springs (555) 995-321 10/08/09 10:30am 2 1 FU
Allen West (555)-555-4560 10/08/03 111 5am 2 1 MNP
Doug Goode (555 555-8001 10/08/09 03:00pm B 1 FU
Kelly Motsinger (5595) 995-8521 10/08/09 10:30am 1 2 FU
Bob Kramer (555) 555-0101 10/08/03 11:1 5am 5 Al oy
Kate Smith (555) 555-T403 10/08/09 03:00pm & 3 MP
el Y oung (555) 555-9572 10/08/09 10:30am =3 3 oy T
James McDowell (555) 555-0220 10/08/03 111 5am 3 3 MNP j

Here we can see that for this file, the patient names, phone numbers and associated appointment
information were imported correctly. If your data is incomplete or incorrect, your data file may
require customization — contact us at 800.555.0559 or hcsupport@phonetree.com. Be sure to
include the name of your organization and a phone number. Click the cancel X in the upper right
corner to close.

Click Next.
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Appointment Options

Dialing Method

Select a dialing methad then click [Configure disling]:
* Simple [recommended)

¢ Advanced [for use in areas with complex dialing ules)

Configure dialing

LCancel Help | < Previous |i Mest > 3
Step Five: Dialing Method

Here, you tell HealthWave how to dial the numbers for your patients, based on your own unique
dialing rules set by the phone company. You will need a copy of your local telephone directory to
complete this step.

Usually phone numbers are stored (and exported) in only one format when using a practice
management program. Therefore, when importing data, HealthWave will most likely need to
translate the phone numbers before they can be correctly dialed. For instance, your database
program may store a person’s phone number as ten digits (including area code), however, if this
number is a local call for your office, you would need to dial it as seven digits.

We recommend using the Simple Method if possible, since it is easier to set up. You will be able
to use the Simple Method if either or both of the following statements apply to you:

a) If your phone company requires that you always dial ALL numbers as 10 or 11 digits

b) You need to dial some area codes differently from others, but ALL numbers within a single area
code follow the same rule (for example, some of your patients live in the local area code and all
of them need to be dialed as 7 digits, but ALL the other area codes you need to dial require 11-
digit dialing)

If your phone company requires you to dial some numbers within a single area code differently

from others, you will need to use the Advanced dialing translator. This is a one-time step that will

not need to be repeated unless your phone company changes your dialing rules.

Choose a method then click Configure dialing....
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Simple Dialing Translator E|

Local dialing:

Select how local phone numbers are dialed:
(v 7 digitz hE5-1212
10 digits [555) 5551212

913

Conzult your phanebaok Add
aof telephone company far =
a complete list.

Delete

Lang distance dialing

v Dial "1" before long distance numbers

Help

Simple Method

Under Local Dialing, select how local numbers are dialed in your area by choosing either 7 digits
or 10 digits (if your area supports both, you will need to use the Advanced Method below). Next,
in the box provided, enter any area codes for which ALL possible numbers in that area code called
can be correctly dialed with 7 digits or 10 digits. Enter each three-digit area code, then click Add.
To remove any entered area codes, click on an area code and then click Delete.

Check the box next to Dial “1” before long distance numbers if you are required to dial long-
distance numbers preceded by a “1”, but your imported data doesn’t include the “1” digit.

When finished, click OK.

i Advanced Dialing Translator

My Area Code

Enter the area code PhoneT ree will make calls from: | 335

“Muote: Local area codes are commonly found in your local phone directory

LCancel Help < Previous | Mext » |

Advanced Method

a) Start by entering the area code from which HealthWave will make calls, then click Next.
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i Advanced Dialing Translator

Area Codes with Local Exchanges

The area code PhoneTree will make calls from: 336

Enter all local area codes that requine 7 or 10-digit dialing®

Local Area Codes
336
704
828

=10 Add

919
Delete

“Mate: Local area codes are commonly found in your local phone directory

LCancel Help

b) On this screen, enter any other area codes you will need to dial that will require 7 or 10-digit
dialing. It is not necessary to include other area codes for which all calls made need to be dialed
with 11 digits. For each area code you need to add, click the Add button, type the three-digit
area code and click OK.

Mext >

PhoneTree

Enter a new Area Code:
Cancel

a2

When you have finished adding area codes, click Next.
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i ddvanced Dialing Translator,

Supported Area Codes and default Dialing Rules

Enter all local exchanges for areacode | 336

ie; Todial 5551212 put 555 in the 7-digity@olurnn. To dial (336) 555-1212 put 555
in the 10-digit colurmn. To dial 1 [336) 55901212 put 555 in the 11-digits column.

T-digits Fdigits | 11-digits
[local) metro] | [long dist)
632 B3 A
633 634
703 635
721 B9E
72 B97
7l 538
699 B
7.
Del Delete

If all exchanges agf dialed the sime way. enter "ALL" in that calumn.
Mote: For [123) §66-7830, the area code is [123) and the exchange is 456.

LCancel / \ Help | <F'revi0us| Mext » |

336) 722-5008

Area code exchange number

c) Now you must specify the local exchanges for the first area code. The list of all the possible

exchanges will appear in the box under 11-digits. Keep in mind that most of the numbers you dial
from day to day are probably dialed locally (usually 7 digits), however the majority of possible
exchanges within your area code would need to be dialed as long-distance (usually 11

digits). Therefore, in most cases, most of the possible exchanges will remain in the 11-digit
column for your area codes. For instance, all the possible exchanges (from 200 to 999) will
appear in the box labeled 11-digits. Now, click the Add button under another column (either 7-
digit exchanges or 10-digit exchanges) and, taking the information from your local telephone
directory, enter those exchanges that should be dialed locally in the box(es) provided. Press
[Enter] after each exchange.

The HealthWave software will automatically remove an exchange from the 11-digit column when
you enter it in another column. If you make a mistake and enter an exchange in one of the
exception columns incorrectly, select it in the column, then click Delete. When you are finished
adding all necessary exception exchanges, click Next.

d) Repeat the above step (Step c) for any other area codes you entered in step b.
Click Next.
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i Advanced Dialing Translator,

Complete!

Thiz completes the Advanced Dialing ‘wizard.

*You may print a report detailing your setup for pour records:

Frint ..

Click. [Finish] to exit

LCancel Help < Previous

e) Once you have finished configuring each area code, you will see a confirmation screen which
includes the option to print a report reflecting the choices you made. Click Finish, then Next.
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Appointment Options

Dialing Options

Select how to access an outside line:
(" Simple [recommended]

" Advanced [iequires complex set-up to acquire a dial tone)

Caonfigure lines

LCancel Help | < Previous || Mest > 3

Step Six: Dialing Options

Your office phone system may require a prefix (such as 8) to be dialed before each number in
order to reach an outside line, or perhaps you wish to use a special billing prefix for long-distance
numbers only. You will use either the Simple or the Advanced tool here to configure your phone
line(s), based on the unique needs of your office.

Choose Simple if all your PhoneTree lines will be able to be configured the same for both local
and long-distance calling.

Choose Advanced if your situation requires more customization in order to reach all of your
patients. Note: If you do not know what is required on your office phone system in order to dial
out, contact your phone system provider.

Choose an option then click Configure lines....
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i Configure Phone Lines

Specify how to acquire an outzide line (if required):

Dial [ g then |Wait for Dialtone ﬂ befaore dialing.

Mumber of lines detected: 2 Cancel

Simple Method

Enter any prefix required to reach an outside line in the Line Access box, and choose Wait for
Dialtone from the drop-down box unless directed otherwise by PhoneTree Customer Support. The
number of correctly-connected PhoneTree lines detected by the software will be also be displayed
here. Click OK.

Configure Phone Lines

Select line:
@ Detected [~ Use different settings at night ‘ ‘
:
R Line use:
3 e
4 = i Make callz

[ Line may answer when not making calls
Iv ‘wait for dialtone before dialing
t* Touchtone dialing ¢ Pulze dialing

Optional line access and biling codes:

Frefi. [g7
Suffis |

If phone nurmber is [11 digits or more, use:

Frefis: {7

Suffie: |

LCancel | Defaults | Test Line Help

Advanced Method

Your line cards inside your PhoneTree hardware are represented in the list on the left as numbers.
Lines correctly configured and recognized by the HealthWave software will be displayed on the
screen as a number, and when selected, a green dot and the word Detected will appear. If a
PhoneTree line is not recognized by the software, it will be displayed between two hyphens. In this
example, we can see that this is a one-line HealthWave system, because only Line One is
recognized by the software.

In the Line Use box, set each line to be Enabled for Making calls. Leave Line may answer when
not making calls unchecked, and we recommend you not change these other two options.



Configurations: Appointment Options: Dialing Options, continued

In the Optional line access and billing codes box, you may enter one or more necessary digits in
the Prefix and/or Suffix box. For instance, if you need to dial 8 to reach an outside line from your
office, enter 8T in the Prefix box ("T" is a code which directs HealthWave to wait for a dialtone
before dialing the rest of the number). If you need to dial a line access code for long-distance
numbers, enter it in the lower Prefix box. Because our long-distance calls in this example also need
to be prefaced by 8, we'll enter "8T" in this prefix box as well. You would not need to enter a 1in
the LD (long-distance) Prefix box.

If for some reason these settings would need to be different during evening hours, check the box
next to this option, specify the time frame for night settings in the space provided at the upper
right, and make the appropriate changes. If not, as in our example, uncheck the box, then click
OK. Now your HealthWave system is ready for making calls.

Appointment Options

Dialing Options

Select how to acoess an outside line:
+ Simple [recommended]

" Advanced [requires complex set-up to acquire a dial tane)

Configure lines...

LCancel Help < Previous Naxt>

Now that you are finished with Dialing Options, click Next.




Configurations: Appointment Options: Call Delivery Options

Appointment Options

Call Delivery Options

Select call options, then click "Configure options..."

f* Standard [call times only)

(" Custom [calling times/days, # call attempts, duplicates, etc.]

Configure options.

LCancel Help | < Previous || Hest >}
Step Seven: Call Delivery Options

Here, you will be able to specify how you want HealthWave to handle multiple and family
appointments in your practice management data file, when to start and stop calling, and more.

Choose Simple if you wish to specify the same call window for each day and to keep the other
settings at their defaults.

Choose Advanced if you want the call window to vary from day to day and/or you want control
over other HealthWave calling options.

Choose an option and then click Configure options....
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Call Options (Simple)

Don't call before: | 0g:30 AM
Don't call after: 02:30 PM

Cancel

Simple Method

On this Simple Call Options screen, enter your desired Don’t call before and Don’t call after
times, then click OK. Remember that HealthWave uses your computer’s system clock when
determining time, so be sure that the PC’s clock is always set correctly.

Sn Call Options (Advanced)

Set Call Times

Select when calls are to be placed [click on time to changs):

Allowecalzon: | Sun W Mon | Tue W Wed | Thu b Fi ] Sat
Don't call before: | 08-30 Ak
Daon't call after: 08:30 PM

[ Allow different times for each day

Help Mest =

Advanced Method

On this first screen, choose the call times desired. These can vary from day to day if the box next
to Allow different times for each day is checked. You may also de-select certain days, if you
know you would not like to call on one or more days (for instance, the weekend). Note that you are
setting the call window for these days, however based on the selections you made under Select
when PhoneTree will Import your appointment file (see page 24), calls may not begin until
your daily appointment report appears. Click Next.
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S Call Options (Advanced)

Set Options

FPauze Calls: Connection Options:

[T Temporarly pause calls: b aimum number of rings ,7

before making next call

Lancel Help < Previous

With the options on this screen, you have the ability to change several things:

a) Pause Calls: Temporarily pause calls during a time you specify and resume at a later hour.
This helps with attempting patients at a later time in the day. Enter your desired Pause and
Resume call times in the boxes provided.

b) Connection Options: We recommend you leave these set to their defaults, however you might
want to change these to handle certain situations. For instance, to move through a list of
patients quicker, you could reduce the Max number of rings before moving on to next call
from 7 to a lower number (keeping in mind that many answering machines pick up after the
fourth ring).

When finished making changes to these settings, click the Next button.
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Call Options (Advanced)

Set Delivery Options

Anawering Machines: Buzy/Modinzswer:

Leave Message: On firgt attempt Retry numbers: S -
Multiple appaintments:

If there iz mare than ohe qppointment (¢ Call for earliest appaintrent anly
scheduled for & single patient: ™ Lall once for each zcheduled appointment
Family appointments:

If there iz more than ohe patient at " Call each patient separately
the same phone number: ¢ Combine family appointments inta one call

Lancel Help < Previous

Here, you can set HealthWave to leave your message on a patient's answering machine, how often to
retry a busy or unanswered phone number and how to handle multiple and family appointments:

a) Answering Machines: Select on which attempt you want HealthWave to leave a message on an
answering machine. Choose from On first attempt, On second attempt or On third attempt.

b) Busy/No Answer: Select the number of retries HealthWave makes to a busy or unanswered
phone number. Once all retries have been exhausted, no further attempts will be made to that
phone number for that call job. Choose from 3-8 retries.

c) Multiple Appointments: If a single patient has more than one appointment scheduled in a single
day, you can select how HealthWave will handle this. Choose from Call for earliest
appointment only or Call once for each scheduled appointment.

d) Family Appointments: If there is more than one patient at the same phone number with
appointments scheduled on a single day, choose either to Call each patient separately or
Combine family appointments into one call. Choosing the second option results in a message
similar to: This is Northside Medical calling to remind John that you have an appointment with
Dr. Smith on Wednesday, October 24, at 10:30 in the morning and Sarah that you have an
appointment with Dr. Brown on Wednesday, October 24 at 11:45 in the morning. We'd like you to
confirm... This will vary somewhat from message template to message template. Note also that
the Patient Name option must be selected on the first Message Options screen of the
Appointment Message wizard.

When finished making changes to these settings, click Finish.

Now that you are finished with the Call Options, click Next.
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Appointment Options

Automatic Reports

Choosze [Custorn Report] to enable a repart of call statuses, then click [Configure Repart]

" Mo Repart

{ Custom Report

LCancel Help | <Plevious| Mext > |

Step Eight: Automatic Reports
HealthWave can automatically send a final call status report via e-mail to your printer and/or to a file
on your PC’s hard drive. To enable this feature, select Custom Report, then click Configure Report.

Advanced Report Options

Practice name to appear at tap of repart | Greenbrook Healthcars

v E-mail a call status repart:

To: [dos@greenbrookhe.org [e.0. recipienti@email com)

Subject: |Dai\y Status Report Configure e-mail

Iv Print a call status report:

Generic Printer j

v ‘wihite a call status report to a file:

Fath: |M:\F‘honaTree Reports Browse

v C5% |v» PDF

Sort order:

1] [Name =] ﬂ 2) [oprt Time =] ﬂ ) [Hore = ﬂ
Help

Enter your practice’s name in the Practice name to appear... box. Next, choose how you would like
to receive your Automatic Reports:

E-mail: Select E-mail a call status report. Then, enter the appropriate information in the To and
Subject boxes (you can send this report to multiple addresses by separating them with a comma in
the To box). Then click Configure E-Mail (see pages 40-41 for configuration instructions).
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Print: Select Print a call status report. From the drop-down box, choose from the printers you
have installed on your PC or network.

File: Select Write a call status report to a file. Click Browse and choose a folder on your PC or
network in which to save your reports as they are created. Then, choose the format(s) you want
your reports saved as by selecting CSV, PDF, or both. Note: At least one format must be selected.

To sort your reports by a certain field, choose up to three different fields and the order for them to
be arranged under Sort Order.

Click OK, then click Next.

&i Co nfigure Emailer

E-Mail Settings
Plesse complete each fisld in order to ensure e-mail functionalty

User Information Server Information

our Mame: Jane Doe Hostrame: |mai\ aieenbrookhc.org

E-mail Address:  |idoe@oieenbrookhc.org

Logon Information Test Settings

User Mame: idoe After filing out all of the information on this
screen, it is recommended that you test your

Password sssssss settings by using the buttons belowe. (Requires

Metvwork Connection)

Test E-Mail Settings
More Settings...

ok, LCancel

Configure E-Mail

The settings on this screen must correspond to a valid e-mail account, and you can get most of
these values from the E-mail Accounts area of your e-mail program, like Outlook or Outlook
Express.

Under User Information, your name should be entered as you'd like it to be seen by the people on
your list. The e-mail address should be a valid e-mail address which corresponds to all the other
settings here on this screen.

The Logon Information you enter should be the exact User Name and Password you typically
use to access this e-mail account.

Under Server Information, the Hostname should be entered exactly as you have it entered in your
main e-mail program.

Once you believe you have all the options set correctly, click the Test E-Mail Settings button.
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ckhailer

Login was successful, a kest e-mail has been sent to jdoe@agresnbrookhc.org.

If all settings are correct, the above window will appear with the following message: “Login was
successful, a test e-mail has been sent to <e-mail address>.” Check this e-mail account to see that
the test e-mail message has been received.

If you do not receive these messages, it means that one or more of your settings are incorrect. It
may be necessary to click the More Settings... button.

&, Advanced E-mail Settings

Advanced

Server Part Mumber
Outgoing Server (SWTR)

[~ This server requires an encrypted connection (SSL)

Authertication Information

Suthentication; NOME

Timeouts and Delays

Server Timeout
Short =S Long 1 minute 00 seconds

Delay Before Emails
Shot S Lomg 0 seconds

Delay Between Emails
Shot T Lomg 0 seconcds

akK LCancel

If you do not receive the Login was successful message, it means that one or more of your settings
are incorrect. It may be necessary to click the More Settings... button and change one or more of
the options on this screen. You may need to get the correct information from your network
administrator.

In general, remember to use the same settings as those used in your main e-mail program. Now click
OK. HealthWave is now correctly configured to send e-mails for Automatic Reporting and for
patient reminders, if selected (see page 42).

Click Next.

N
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Appointment Options

Congratulations! Your settings have been configured.

To choose your message:
Click [Finish]. then click the "Appaintment Message' icon.

LCancel Help < Previous |1 Finish |

Step Nine: Confirmation

You've now finished the process of selecting your preferences, appointment file and calling
options. Click Finish. Next, click on the Appointment Message icon on the Configure desktop
to create your reminder message (see image, next page).



Configurations: Launch the Appointment Message Wizard

S PhoneTres ¥6.13 \Z”E”z|

Navigation Configurs  Help

Patient List Configure Call Center

e ®

Other Blocked
Applications Mumbers

Health¥Wave™

Appuintmenl
Message

Al calling is stopped. The CallCenter must be active for PhoneTree to send or receive calls.

Step One: Launch the Appointment Message Wizard
Still on the Configure tab, click the Appointment Message icon.
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Appointment Message

Message Options

44

Select your message:

Appointment Aeminder [Fecommended) j

Include: [ Provider [v Patient Mame [v Addiional Instructions [hew patient, co-pay, ste.]
v Location [v Confirmappt. [ Allernate Languages [disables Text-To-5peech]
[v Call Transfer

Meszage preview:

Thisz is [practice name] calling. &n appointment for [patient name] is scheduled on Thursday,
Movember 1st, at 10:30 in the morning [with provider] [at location] [for reazon]. 1f you have any
questions about your appointment, please call our office at [355-555-1212] or press the Zera’ key to
transfer to the operator. 'w'e look fonward to geeing wou on Thureday, Movember 1st, at 10:30 in the
marning. e would appreciate you confiming your appointment by pressing the one key now.
Presz star to repeat this meszage. Thank you and have a nice day.

Festore Templates
LCancel Help | < Previous

Step Two: Message Options

On this screen, use the drop-down menu to select a script template. Several choices are included and
the script library is continually being updated. To see the most recent version of the script library,
click the Restore Templates button, which will download the latest message scripts. After selecting
your message, there will be a preview of the message verbiage in the Message preview box. If
desired, you can customize this verbiage on the Message Preview screen, located at the end of the
wizard (see page 55). Also, you can add additional content to your message by choosing from the
seven different check boxes:

Provider inserts provider names.

Location inserts location names and phone numbers. Only choose this option if you have multiple
locations.

Patient Name inserts the patient’s first name. The Text-To-Speech software will announce all
patient names.

Confirm Appt. will notify patients to press 1 on their touch tone phones to confirm their
appointments. Results of which patients pressed 1 will display in your automatic reports.

Additional Instructions inserts special messages for appointment types.

Alternate Languages enables the option of scripting and recording your Appointments message in
up to four alternate languages. If this option is chosen, you cannot use Text-To-Speech for your
English message.

Call Transfer will notify patients to press O on their touch tone phones to be transferred to the
operator if they have questions about their appointments. Enter the extension of your choice on the
next screen. Your phone system must support call transferring for this option to work.

When you have chosen the options that best meet your needs, click the Next button.

Note: On the subsequent screens, you will be prompted to enter information based on the script you
choose here. The screens you see will therefore vary based on your chosen script template.
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Appointment Message

Message Options

Enter your practice name as it would be spaken in Practice name [as spoken):
the phrase, "Hello this is PRACTICE NAME calling to
coanfirn pour appaintment..."

[ Greentrook Healthoars

Office Email: jdoe(@greenbrookhc.org

Select how your meszage wil be spoken: & Female [English)
" Male ([Englizh)

[ Use Text-To-Speech

LCancel Help | R |

Step Three: Message Options, continued

You will be prompted to enter information on this screen based on the selections you made on the
previous screen. Enter your practice name here as you'd like it to appear in your message. If you
have a single location, you will be prompted for your phone number on this screen. If you have
multiple locations, you will be prompted to enter those on upcoming screens.

In the Office Email box, enter the email address where notifications should be sent when "new
configuration items" are detected. These notifications occur when the data file imported contains
new "items" (i.e., providers, locations and/or appointment types) not currently configured in the
HealthWave software. It is important to address all new items immediately to ensure patients are
getting the message details needed for their appointment.

For the Select how your message will be spoken option, choose either the Female or Male voice
to announce patient name (if enabled) and appointment time and date in the message. Enable Use
Text-To-Speech to have your entire message spoken by the Text-To-Speech software.

When finished, click Next.
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Appointment Message

Providers/Schedules

Check all schedules to be confirmed:

w1
w3
2

o |

LCancel Help | < Previous Mext » |

Step Four: Providers/Schedules

This screen shows a list of all the providers that the HealthWave software detected after importing
of your appointment file. From the list of providers, select which provider’s patients you wish to
receive an appointment confirmation message.

When finished, click Next.
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Appointment Message

Providers Scripts

Indicate haw each provider should be displayed on reports and type a script your patients will hear.
For example: "'Thiz iz [Practice name] calling to confirm your appaintment with Doctar tMeDonald. "

Tip: when appropriate, include "with'" in your provider script, as in, "with Dr. Barnes."

Provider [as imported) Display Az [click to edit] Script [click to edit]

1 Dr. Finley with Dactor Finley

3 Dr. Johnson with Doctor Johnson
2 Dawn A Mahoney A with Dawn Mahoney
E Julie b 5 pringfield with Julie 5 pringfisld
5 Dr. Grainger with Dactor Grainger

LCancel Help < Previous i

Step Five: Provider Scripts
On this screen, there are three columns:

The Provider column denotes how each of your selected providers is identified in your Appointment
report.

The Display As column will need to contain the provider names as you would like them to be
displayed on-screen in HealthWave and on e-mailed or printed reports.

The Script column will need to contain the script for each provider, based on what you want to be
heard in your appointment reminder message.

Therefore, you will need to edit the information for each provider in the last two columns. In this
example, Provider 1is Dr. Finley, so you would click in the Display As column and change “1” to
“Doctor Finley.” Then click in the Script column and change “1” to “with Doctor Finley.” This will
need to be repeated for each provider.

Note that if you do not wish to include the provider name in your message, just leave the script
blank. The patients for the provider(s) who have a blank script will still receive an appointment
reminder message. However, the provider name will not be mentioned.

When finished, click Next.

4



Configurations: Appointment Message: Locations

Appointment Message

Locations

Check all locations to be confirmed:

w1
w3

|

LCancel Help | < Previous

Step Six: Locations

If you chose a message script that includes multiple Locations, you will be prompted to choose
which Locations will need to be included in your message. As in the Providers/Schedules step,
these are all the Locations that HealthWave detected after importing your appointment file. They
will all be pre-selected — if there are any you would like to exclude (in other words, if one or more
of these Locations’ patients should NOT receive an appointment confirmation message), be sure to
deselect them in this list.

When finished, click Next.




Configurations: Appointment Message: Location Scripts

Appointment Message

Location Scripts

Indicate haw each location should be displayed on reports and type a script your patients will hear.
For example, "' calling to confirm your appointment with Dr. W atts at our Downtown Office."

Tip: when appropriate, include "'at" in your location script, as in, "at our Main Office."

Location Dizplay 43 [click to edit] | Script [click to edit]

1 Downtown Office at our Downtawn Office
3 Southgide Dffice at our Southside Office
2 Morthpointe Oifice at our Morthpointe Oifice

LCancel Help | P

Step Seven: Location Scripts

Just as with the Providers you selected for your message, here you will identify each Location both
for display purposes and for your message script. In this example, we know that “1” is our
Downtown Office, so we’ll click in the Display As column and change “1” to “Downtown Office.”

Then click in the Script column and change “1” to “at our Downtown Office.” This will need to be
repeated for each Location.

When finished, click Next.




Configurations: Appointment Message: Location Phone Scripts

Appointment Message

Location Phone Scripts

Indicate how each lacation phone number should be spoken ta your patients.
For example, "If you have questions about your appointment, please call our office at 336-555-1212"

Tip: when appropriate, include "at" in your phone number script, as in, ''at 336-555-1212."

Location Phone Script [click. to edit)
Downtawn Office at 555-677-9328
Southside Dffice 4t BEE-7Z2-ER02
MNorthpointe Office at B55-521-4024

Cancel T ‘ e

Step Eight: Location Phone Scripts

If you chose a message script with multiple locations, you will be prompted to specify the phone
number for each office location. To add a corresponding phone number for each Location, click in
the Script column and then enter it. Be sure to include the word “at” as shown. Note that if you
intend to use the Text-To-Speech engine to build your messages, it will sound more realistic if you
include a comma (,) before and after “at” and a period (.) at the end of each phone number
(,at,555-555-1212.). Repeat for each of your Locations.

When finished, click Next.




Configurations: Appointment Message: Appointment Types

Appointment Messapge

Appointment Types

Check all appointment types ta be confirmed:

l
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LCancel Help ‘ < Previous

Step Nine: Appointment Types

Similar to the Providers/Schedules step, these are all the Appointment Types that HealthWave
detected after importing your appointment file. They will all be pre-selected — if there are any you
would like to exclude (in other words, if the patients belonging to these Appointment Types should
NOT receive appointment confirmation messages), be sure to deselect them in this list.

When finished, click Next.




Configurations: Appointment Message: Additional Instructions

Appointment Message

Additional Instructions

Additional instructions are optional and may be given ta patients based on appointment type.

To create an additional instruction click [Add]. enter the category and script.

Categom [click to edit] Script [click to edit]

NEW PATIENT Please arive 10 to 15 minutes early ta complete the necessary paperwork.
FROCEDURE Flease be sure to follow the instiuctions given for your scheduled procedure.
DRIVER Flease remember to arange transportation or a driver for after your procedure
CO-PAYMENT Please remember that your co-payment is due at time of your appaintment.
NO-SHOW Please be aware that our office charges a fee for missed appointments.

Add Delete
Cancel e e

Step Ten: Additional Instructions

You have the ability to create and assign an additional instruction to one or more of your
selected Appointment Types. This is an optional step. For instance, if you want all the patients
classified as New Patient to hear special instructions (such as those in our example, “Please arrive
15 minutes early to complete the necessary paperwork”) but ONLY want those New Patients to
hear that instruction, you can assign the New Patient instruction to your NP/New Patient
Appointment Type. Here you will create any instruction(s) you might need. To add a new one,
click the Add button, then type in the appropriate Script, then Description. If you wish to use
one or more of the pre-configured message examples but wish to customize them to meet your
needs, click in the appropriate column to edit the default information.

Note that each Appointment Type can have only one instruction message. Therefore, if you would
like to combine one or more instruction messages, it would be necessary to create a new
instruction message containing the desired information for both messages. For instance, if you
want all the patients in the New Patient Appointment Type to hear both the New Patient and the
Co-Payment information, you should Add a new additional instruction message that reads: “Please
arrive 10 to 15 minutes early to complete the necessary paperwork. Also, please remember that your
co-payment is due at time of your appointment.” Then you would assign this new additional
instruction to the New Patient Appointment Type (see page 53).

When finished, click Next.



Appointment Message

Additional Instruction Selection

For each appaintment type, you may select an additional instruction for patients.

Appaintment Type Display &3 [click to edit] | Addtional Instruction [click to select]

FU Follove-Up Mone selected:

oy Office Visit Star to Repeat

NP New Patient <Mone selected: |

Configurations: Appointment Message: Additional Instruction Selection

Additional instruction preview:

|Please be sure to fallow the instuctions given for your scheduled procedure.

LCancel Help | < Previous

Step Eleven: Additional Instruction Selection

As with the Providers/Schedules you selected for your message, here you will identify each
Appointment Type for display purposes, then you have the option to choose an additional
instruction message for that Appointment Type, if desired. In this example, NP is the New Patient
Appointment Type, so you would click in the Display As column and change “NP” to “New

Appointment Message

Additional Instruction Selection

For each appointment type. vou may select an additional instruction for patients:

Appointment Tppe Dizplay Az [click to edit]  |Additional Instruction [click to select]
FU Follaw-Up <Mone selected>

oy Office Visit

NF MNew Patiert

MO-SHOW
Star lo Repeat

Additional instiuction preview:
|Please artive 10ta 15 minutes early to complete the necessary papenwork.

LCancel Help | < Previous

Patient.” Then you would click in the Additional Instruction column and select the New Patient
message from the drop-down box that appears. This will need to be repeated for each Appointment
Type, although it is not necessary to choose an additional instruction message for all (or any) of
your Appointment Types.

When finished, click Next.




Configurations: Appointment Message: Alternate Languages

Appointment Message

Alternate Languages

Choose the number of alternate languages, then specify a name for each.

Mumber of alteinate languages: (3«

Name each language:

Press 5 for: [Spanish
Press 'B'for |Geman
Press 7 for |French

HOTE: Each language must be configured and recorded separately.

LCancel Help ‘ < Previous

Step Twelve: Alternate Languages
Note: If you chose Alternate Languages as part of your message template, this screen will
appear. If you did not choose this option, please proceed to page 55.

Select the Number of alternate languages you want to configure and enter a name for each
language in the box(es) below (configuration for these languages will take place later in the
Alternate Languages Wizard).

When finished, click Next.

o4



Configurations: Appointment Message: Message Preview

Appointment Message

Message Preview

Select and record each recordable script element [unless using Text-To-Speech).
Tip: Select multiple provider, location, reason, or phone script elements from the drop-down menu.

Script element s
*Thig iz [Greenbrook Healthcare] calling.

*4n appaintment for

Name Fiobert

"z scheduled

on Wednesday March 25

at 10:30 in the moming.

Provider | *with Dr. Finely

Location | *at our Morthwest office

Reason |*Please arive 10 ta 15 minutes sarly to complete the necessary papenwork,

“w'e would appreciate you confirming your appaintment by pressing the one key now j
This is [Greenbrock Healthcare] calling.

Use the buttans below to play and record the highlighted script element.

[ J
g | . ol Hel ‘ < Py Mexst > |
=dhee Record  Play  Play Msg | Yolume el (EXOLE 2

Step Thirteen: Message Preview

Your message is divided into several script elements which HealthWave will use to build a personal
message for each patient. If you chose to record your own message (by not enabling Use Text-To-
Speech earlier in the wizard, see page 45), you will need to record each script element (with the
exception of Name, time, and date). If you would like to customize the preexisting message script
(optional) before recording it, select the script element you wish to edit and enter your changes. Edits
to any script element within Provider, Location, Phone, or Reason can only be made on the
previous, corresponding wizard screens. The Name, time, and date script elements cannot be edited.
Note: It is not recommended to remove the brackets from the practice name (e.g., [Greenbrook
Healthcare]). Doing so may impact proper message playback.

To record a script element, select a line, and then click Record (unrecorded script elements will be
marked with an asterisk). For Provider, Location, Reason, and Phone, click the drop-down menu to
select and record each script element (see the example below). Note: When recording a script element,
be sure to click Stop as soon as you have finished speaking. This prevents any null space, or dead air,
from appearing in the recordings and helps the message flow. To review the script element you just
recorded, click Play. To review the message in its entirety, click Play Msg. Use the Volume slider to
control the volume of your message for playback on this screen only (changing this will have no effect
on the volume of the message as heard by your patients).

*is scheduled

on Wednesday March 25

at 10030 in the marning.

Fwithh Dr. Finley
<Muo provider messages
“withh Dr. Finley
“with Dr. Johnson

Provider
Location
Reason

If you are using Text-To-Speech to announce your message, click Play Msg to review the message. Be
sure to listen for any possible pronunciation issues that may need correcting.

When you are sure each part of your message is scripted and recorded, click the Next button. Note: If
you have chosen to record your message and missed a snippet, you will receive a warning: “Your
message is incomplete. Would you like to continue recording?” Click Yes to continue or No if you wish
to print a copy of your message script or to finish the recordings at a later time.

Purchasing a Studio Recording Session: For studio-quality recordings, Studio Recording Sessions
are available for purchase directly from PhoneTree. For more information, please contact PhoneTree
Customer Support at 800.555.0559 or hcsupport@phonetree.com.

95



Configurations: Appointment Message: Patient E-Mail

Appointment Message

Patient E-Mail

v Send e-mai appointment reminders to patients
['r'our practice management system report must include patient e-mail addresses)

[ Include a calendar reminder to add appaintment in e-mail/scheduling calendars
[e.g. Microzaft Dutloak, Apple iCal, ete ]

Select an e-mail style:

| Medical Appt htm j Preview

Enter e-mail details:

Subiect: |Greenbrook Healthcare - Your Appointrent Reminder

Office & Same for all patients:  |336-555-1212 M

chane #: ¢~ ahes by location

LCancel Help | < Previous |

Step Fourteen: Patient E-Mail

HealthWave can send e-mail reminders to patients (if the patient e-mail was imported along with the
other information in the daily appointment report) in addition to calling them, with or without an
attachment for use in electronic calendar format (Outlook, iCal, Blackberry, etc.). To enable an e-
mail reminder, check the box next to Send e-mail appointment reminders to patients. You may
also choose to Include a calendar reminder if desired. Next select an e-mail style and click the
Preview button to see what the e-mail reminder message will look like.

Then enter the Subject of the e-mail under Enter E-Mail details. For Office phone #, choose
Same for all patients and enter the desired phone number or Varies by location for more than one
location (the phone for each location will be obtained from the script information you enter on page
50). Click Configure E-Mail if you didn't already during the Automatic Report setup process.

Click Next.




Configurations: Appointment Message: Confirmation

Appointment Message

Congratulations! Your message has been configured.

To begin calling patients:
Click [Finish]. then click the tab labeled "Call Center."

Print Meszage Preview

LCancel Help | < Previous

Step Fifteen: Confirmation

You've now successfully configured your appointment message. If you would like to print a copy of
your message script, click Print Message Preview (from the screen that appears, click File »
Print).

Note regarding the Alternate Language Message: If you selected Alternate Languages as part
of your message template, your confirmation screen will instruct you to “click the Alternate
Language icon” instead. See page 59 for instructions on configuring alternate languages as part of
your Appointment Message.

Note regarding Other Applications: If you would like to configure HealthWave to use additional
applications such as Recalls, Collections, etc., please see page 65.

%\ PhoneTree ¥6.13

Mavigation Configure  Help
Patient List Configure Call Center

To begin calling patients, click Finish, then click the tab labeled Call Center.
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Configurations: Launch the Alternate Languages Wizard
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Navigation Configurs  Help
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Step One: Launch the Alternate Languages Wizard

This Alternate Language icon appears if you chose the Alternate Languages option on the first
Message Options screen. Unlike the English Appointments message, Alternate Languages does
not have an option for Text-To-Speech and requires you to record your own messages. To begin
configuring the Alternate Languages messages, click this icon.



Configurations: Alternate Languages: Language Selection

HMessage Configuration

Language Selection

Choose the alkernate language to be configured.

Select a Language: Spanish j

LCancel Help | < Previous

Step Two: Language Selection
From the Select a Language drop-down box, choose which language to record.

Click Next.




Configurations: Alternate Languages: Message Options

HMessage Configuration

Message Options

Enter your practice name as it would be spoken in Practice name [as spoken]:
the phrase, "Hella this is PRACTICE NAME caling to |
confirm your appointment..."!

Select how pour meszage will be spoken: Woice for date and time: |4, Spanish -

LCancel Help ‘ < Previous
Step Three: Message Options

On this screen, you will notice that the Practice name and Office phone number fields (only
appears if you have only one Location) are grayed out. That information is being used from the
English appointments message.

Unlike the appointments message, Alternate Languages does not have an option for Text-To-
Speech and requires you to record your own messages. Click the Voice for date and time drop-
down box and select the prerecorded Tds (time-date stamp) that matches the language you are
about to record.

Click Next.



Configurations: Alternate Languages: Location Scripts

Message Configuration

Message Preview

Alternate Language: Spanish
Provide the Spanish recordings for pour message

Thiz iz [Greenbrook Healthcare] calling.
“&n appointment for

Name Fiobert

“ig scheduled

on Wednesday March 25

at 10:30 in the moming.

Provider |*with Dr. Fingly

Location | *at our Morthwest office

Reason |*Please arrive 10 ta 15 minutes saily to complete the necessan paperwork,

“w/e would appreciate you confirming your appointment by pressing the one key now j
This is [Greenbrook Healthcare] caling.

Use the buttons below ta play and record the highlighted script element.

@ - - |
C. | o Hel | < Py
=ee Record  Play  Play Msg | “olume el Ble]:

Step Four: Message Preview

Although the message script appears in English, you will need to translate and record what you see
for the language you selected. Each script element requires its own individual recording (with the
exception of Name, time, and date). To record a script element, select a line, and then click
Record (unrecorded script elements will be marked with an asterisk). For Provider, Location,
Reason, and Phone, click the drop-down menu to select and record each script element (see the
example below). Note: When recording a script element, be sure to click Stop as soon as you have

finished speaking. This prevents any null space, or dead air, from appearing in the recordings and
helps the message flow.

"z scheduled

on Wednesday March 25

at 10:30 in the moming.

“withh Dir. Finley

Provider
Location
Reason

To review the script element you just recorded, click Play. To review the message in its entirety,
click Play Msg. Use the Volume slider to control the volume of your message for playback on this

screen only (changing this will have no effect on the volume of the message as heard by your
patients).

When each part of your message has been recorded, click Next.

Purchasing a Studio Recording Session: For studio-quality recordings, Studio Recording
Sessions are available for purchase directly from PhoneTree. For more information, please contact
PhoneTree Customer Support at 800.555.0559 or hcsupport@phonetree.com.



Configurations: Alternate Languages: Confirmation

Hessage Configuration

Congratulations! Your message has been configured.

To begin calling patients:
Click [Finigh], then click the tab labeled "Call Center."

LCancel Help ‘ < Previous

Step Five: Confirmation
You've now successfully recorded your Alternate Languages appointment message. To begin
calling patients, click Finish, then click the tab labeled Call Center.

Note regarding Other Applications: If you would like to configure HealthWave to use additional
applications such as Recalls, Collections, etc., please see page G5.
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Configurations: Launch the Other Applications Wizard
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Navigation Configurs  Help
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Other
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All calling is stopped. The CallCenter must be active for PhoneTiee to send or receive calls.

Step One: Launch the Other Applications Wizard

In addition to making Appointment reminder calls, you can also set HealthWave to call for other
applications such as Recalls, Reschedules or Collections. If you would like to create an additional
application, click the Other Applications icon.

Note: Unlike the Appointments message, the other applications do NOT have the ability to include
separate providers, locations, reasons, or appointment dates and times in the message, but instead
deliver the same message to each patient. Be sure that your practice management software (PMS)
has the ability to create a file that only contains patients under that specific category. For example,
to setup an application for Recalls, you would need to generate a file from your PMS that ONLY
contains patients listed as Recall.

The file format you will use for any other application must be in one of two different file formats:
CSV or the same format of your Appointments file. To help keep your set up simple, it is
recommended that you save your other file(s) in the same location as your appointment file(s).



Configurations: Other Applications: Application Configuration

Other, Applications

Application Configuration

This wizard will assist in configuring additional calling applications [Collections, Recals, Bithdays, etc.).

™ Edit application * Add application

Application: | J Rename

Hame this application:  [Recalls

Delete application |

LCancel Help

Step Two: Application Configuration

First you must create an application. Choose Add Application and then in the Application field,
enter a name for the application (Recalls, Collections, Birthdays, etc.). To create another application,
repeat this process. To make changes to an existing application, choose Edit Application and then
select the application from the Application drop-down box. Only one application can be added or
edited at a time. To rename an application, select a preexisting application from the drop-down
menu, then click Rename. Enter the new name of the application in the box provided, then click OK.

When finished, click Next.




Configurations: Other Applications: Your File

Other, Applications

Your File

‘when the specilied file is present, PhoneT ree will immediately queue the list for calling.

" One repart filz " Muliple repart file
[Browse] ta the path and filename for your repart
| \PhoneT reeD ataFiles\Fecalls. cov BiEnse.
Select a ranslator (g Y

Select when PhaneTree will impart your file:
& \Wait for the above file to be created. [Recommended)

1 will start my calls manually each day

| B Help | < Previous || Nests |

Step Three: Your File

On this screen, select either One report file (if you only exported one file from your PMS) or
Multiple report file (if your PMS requires you to export more than one file to capture all relevant
patients).

Then click Browse... and navigate to same location where you saved your appointment file(s).
Once you have chosen the path to your file, the pathname will appear to the left of the Browse...
button. Note that HealthWave will not be able to initiate calls for this application unless
your file is saved in the location and with the name you specify here.

Choose which translator meets your file format from the Select a translator box. Your two choices
are CSV (CSV format) or the name of the same translator used for your appointment file.

Now, choose one of the two options under Select when PhoneTree will import your file:

a) Wait for the above file to be created each day (Recommended) We suggest this option,
because as soon as your daily report appears in the above location, HealthWave will
automatically read the file and use it to start calls during your desired calling window. Note that
this choice is not available for the Multiple File Operation option.

b) I will start my calls manually each day. If you select this option, the Task Desktop will appear
(between the Patient List and Configure tabs) and you would need to click the Task icon to start
calls for this application. As in the previous choice, if the above file is not in the above location
when the icon is clicked, HealthWave will not be able to start calls.

Click Next.



Configurations: Other Applications: Configure CSV File

Step Four: Configure CSV File

If you chose CSV as your translator, this screen will appear. Click the Configure button. Note: If
you chose the same translator you used for your appointment file, continue to page 70.

Wait for Configure...

Click CONFIGURE to make changes

Irmport will continue 6

j : seconds..
autornatically in

Run Mow

This next screen is the CSV Configure dialog, used to tell HealthWave where each piece of data
belongs. Because the application plays the same message for each patient, the only fields on the file
that must be imported are Name and Phone. First, import patient names.

CS¥ Configure
Select File Type: Fired Fields:
& COMMA Separated " TAB Separated | Skip |0 | Header Lines D
ot used 57
Select how Name is imported Select how Phone # imported
Language
" Last, First ¢ FirstLast * Full Name " AC+Phone  PhoneOMLY ot used =
E-Mail Address
Last/Full Mame: First M ame: Area Code: Phone: deblumen@1 23 org :"
555 5555674 ~| || PN
D h Tur not used =z
[555] 555-5674
[F55] 555-2211
debtumers1 23, org
Blatk, tappt Time Provider Location Reaszon
E:::E not used j |nul used j |nUl used j ‘nut used j
blank, * pudditional Filker Text Mumnber Mot uged Mot uged
m used j |n0l used j |[555] 555-2211 j |n0t used j ‘not used j
Mot uzed Mot uged Mot uzed Mot uged Mot used
|n0t used j |n0l used j |n0t used j |n0t used j ‘not used j
Mot uzed Not uzed Mot uzed Not uged Not used
|nnt uged j |nnl used ﬂ |nnt used j |nnt used j ‘nnt used j
Wiew Previous Ling | Wiew Mest Ling ‘ 1/23 oK | Lancel |

Under the section Select how Name is imported, choose the format for how the patient’s name
appears on the file. An easy way to find this out is to use the drop-down box for Last/Full name. If
you see the last name and first name as separate choices, then choose either Last, First or First
Last (depending on what order you prefer it to appear on your report). If the patient’s first and last
name are on one line, be sure to choose Full Name. After choosing the correct name format, place
the last and first names in the appropriate boxes. Next, choose how the phone number appears on
the file. From the Phone box, locate the phone number. If the area code appears on a line separate
from the seven digit phone number, choose AC+Phone. If the area code and the phone number
appear on the same line, choose PhoneONLY. Next, select the phone number in the drop-down box
and then click OK.



Configurations: Other Applications: Import Results

Other, Applications

Import Results

\ Your sample file as imported by PhoneTree

Hame Phone Appt Date |Appt Time |Provider Location - ‘
Deborah Turner (555) 555-5674

Micheal Scott (955) 555-9211

Paula Echwards (‘3957 555-1500

Mincly Meeks (555) 555-7B57

Edvwvard Booth (5551 555-7540

Timathy Woore (555) 555-5550 -
| | 3

Please review the call ist sbove, [Fit is not cormect:
1] Re-export the file from your practice management system
2] Click [Frevious]
3] Check your configuration settings and try again

| L Help | < Previous || Nests |

Step Five: Import Results

After your file has finished importing, by either the CSV or same translator you used for your
appointment file, you will be shown this screen. Check the Name and Phone columns to make
sure the data from your PMS file was imported correctly.

If the data did not import correctly, follow the instructions located on this screen.

If the imported data looks correct, click Next.



Configurations: Other Applications: Message Preview

Other Applications

Message Preview

Record the message to be delivered.

Example [Recals]

"Thig i Dr. Thompson's office calling. Accaording to our recards, pour child is due for an
immunization. Please call our office: at 555-1432 to schedule a visit befare the fall school pear
begins. ‘e look forward to hearing from you soon."

[ Use Teut-to-speech
[™ Include patient name in message

- , I =
Cancel ® Hep | <P
Lance Record Play  Play Msg | Valume aeR T |

Step Six: Message Preview

This screen shows a basic example of how you should script your messages. While this example is
for Recalls, you should to use whatever works best for your practice and the application(s) you
choose. There are two options to announce the message:

Text-To-Speech Messages

If you would like the Text-To-Speech software to announce the message, check the Use Text-to-
speech box and choose the Female or Male voice. Enter your message script in the field that

appears and click Play to review. The Volume control only changes the level of playback in your
headphones and does not affect how loud the message is played to the patient during a phone call.

To include the patient’s name in the message, enable the Include patient name in message box
and double-click on each of the top and bottom text boxes to enter your message (the first field
should have verbiage that allows the patient’s name to be inserted, with the remaining part of the
message continuing in the next field.). Note: You cannot edit the middle box since this is where
HealthWave will insert the patient’s first name, as read from your data file.

Recorded Messages

To record a message, click Record. To review your recording, click Play. The Volume control
only changes the level of playback in your headphones and does not affect how loud the message is
played to the patient during a phone call.

To include the patient’s name in the message, enable the Include patient name in message box
and choose the Female or Male voice. Next, single-click to highlight the item you want to record
and then click the Record button; repeat for each (double-click each if you would like to enter
message text for future reference). To review your recording, press Play. To hear the entire
message as it will play to a patient, click Play Msg. Note: You cannot edit the middle box since
this is where HealthWave will insert the patient’s first name, as read from your data file.

Purchasing a Studio Recording Session: For studio-quality recordings, Studio Recording
Sessions are available for purchase directly from PhoneTree. For more information, please contact
PhoneTree Customer Support at 800.555.0559 or hcsupport@phonetree.com.

When finished, click Next.



Configurations: Other Applications: Call Delivery Options

Other Applications

Call Delivery Options

“P'ou must specify when calls are placed, how to handle busy lines, duplicate entiies, and mare.

Select a call option method below, then click "Configure options..."

= Simple - Recommended. Uses same calling times each day
" Advanced - Provides additional calling options

Configure aptions...

Transfer

[v Use Transfer Transter extension: |1234

LCancel Help | < Previou:

Step Seven: Call Delivery Options
Here, you will be able to specify how you want HealthWave to handle multiple appointments in
your practice management data file, when to start and stop calling, and more.

Choose Simple if you wish to specify the same call window for each day and to keep the other
settings at their defaults.

Choose Advanced if you want the call window to vary from day to day and/or you want control
over other HealthWave calling options.

Choose an option and then click Configure options....

Transfer will notify patients to press '0" on their touch tone phones to be transferred to the
operator if they have questions about their reminder. To use this feature, enable Use Transfer and
enter the extension of your choice in the box provided. Your phone system must support call
transferring for this option to work.
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S Call Options (Simple)

Don't call before: | 0g:30 AM
Don't call after: 02:30 PM

Cancel

Simple Method

On this Simple Call Options screen, enter your desired Don’t call before and Don’t call after
times, then click OK. Remember that HealthWave uses your PC’s system clock when determining
time, so be sure that the PC’s clock is always set correctly.

S Call Options {Advanced)

Set Call Times

Select when calls are to be placed [click on time to change]:

Allow calls on: W Sun v Mon W Tue W Wed v Thu v Fri |v Sat
Don't call before: [ 08:30 AM
Don't call after: 02:20 Pk

[~ &llow different imes for each day

Help Mext »

Advanced Method

On this first screen, choose the call times desired. These can vary from day to day if the box next
to Allow different times for each day is checked. You may also de-select certain days, if you
know you would not like to call on one or more days (for instance, the weekend). Note that you are
setting the call window for these days, however based on the selections you made under Select
when PhoneTree will Import your file (see page 68), calls may not begin until your daily
appointment report appears. Click Next.
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S Call Options (Advanced)

Set Options

FPauze Calls: Connection Options:

[T Temporarly pause calls: b aimum number of rings ,7

before making next call

Lancel Help | < Previous |

With the options on this screen, you have the ability to change several things:

a) Pause Calls: Temporarily pause calls during a time you specify (often used to pause calls
during the dinner hour) if selected. Enter your desired Pause and Resume call times in the
boxes provided.

b) Connection Options: We recommend you leave these set to their defaults, however you might
want to change these to handle certain situations. For instance, to move through a list of
patients quicker, you could reduce the Max number of rings before moving on to next call
from 7 to a lower number (keeping in mind that many answering machines pick up after the
fourth ring).

When finished making changes to these settings, click the Next button.

14



H

re

)

Configurations: Other Applications: Call Delivery Options, continued

Call Options (Advanced)

Set Delivery Options

Anzwering Machines: Busy/Modinzwer:
Leave Meszage: On first attempt + Rety numbers: 3x -
Multiple Entries

If there are multiple entries for 2 patisnt. & Call only once per person
Call for each list entry

-

Family Entries

If there iz more than one patient at
the zame phone number:

Call each patient separately
Combine family entries into one call

B

Lancel Help < Previous

ere, you can set HealthWave to leave your message on a patient's answering machine, how often to
try a busy or unanswered phone number and how to handle multiple and family entries:

Answering Machines: Select on which attempt you want HealthWave to leave a message on an
answering machine. Choose from On first attempt, On second attempt or On third attempt.

b) Busy/No Answer: Select the number of retries HealthWave makes to a busy or unanswered

<)

phone number. Once all retries have been exhausted, no further attempts will be made to that
phone number for that call job. Choose from 3-8 retries.

Multiple Entries: If a single patient has more than one entry on a file, you can select how
HealthWave will handle this. Choose from Call only once per person or Call for each list

entry.

d) Family Entries: If there is more than one patient at the same phone number appearing on a file,

choose either to Call each patient separately or Combine family entries into one call. Note
also that the Include patient name in message option must be selected on the Message
Preview screen (see page 71) of the Other Applications wizard.

When finished making changes to these settings, click the Finish button.

Now that you are finished with the Call Options, click Next.
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Other Applications

Automatic Reports

Choose [Custom Report] to enable a report of call statuses, then click [Configure Reporit]

{" No Repart

* Custom Report

LCancel Help ‘ <F’reviaus‘ MNext > |

Step Eight: Automatic Reports
HealthWave can automatically send a final call status report via e-mail to your printer and/or to a file
on your PC’s hard drive. To enable this feature, select Custom Report, then click Configure Report.

Advanced Report Options

v E-mail a call status repart:

To: [dos@greenbrookhe.org [e.0. recipienti@email com)

Subject:  [Recalls Report Configure e-mail

Iv Print a call status report:

Generic Printer j

IV ‘wiite a call status repoit to a file

Patte  [1:\PhoneT ree Reparts Browse

Iw CSv¥ | POF

Sort order

1] ‘Nama j ﬂ 2] |Nnne ﬂ ﬂ 3]| J %l
Help

Enter your practice’s name in the Practice name to appear... box. Next, choose how you would like
to receive your Automatic Reports:

E-mail: Select E-mail a call status report. Then, enter the appropriate information in the To and
Subject boxes (you can send this report to multiple addresses by separating them with a comma in
the To box). Then click Configure E-Mail (see pages 40-41 for configuration instructions).




Configurations: Other Applications: Automatic Reports, continued

Print: Select Print a call status report. From the drop-down box, choose from the printers you
have installed on your PC or network.

File: Select Write a call status report to a file. Click Browse and choose a folder on your PC or
network to save your reports in as they are created. Then, choose the format(s) you want your
reports saved as by selecting CSV, PDF, or both. Note: At least one format must be selected.

To sort your reports by a certain field, choose up to three different fields and the order to be
arranged in under Sort Order.

Click OK, then click Next.



Configurations: Other Applications: Patient E-Mail

Other Applications

Patient E-Mail

v Send e-mails to patients
[our practice management spstem report must include patient e-mail addresses)

Select an e-mail style:
|He:a|ls hitm j Preview

Enter e-mail details:

Subiect:  [Greanbrook Healthcare - Its time to schedule a check-up!

Configure e-mai...

¢ Office phone | 3355551212

Cancel Help | < Previous Next>

Step Nine: Patient E-Mail

HealthWave can send e-mail reminders to patients (if the patient e-mail was imported along with the
other information in the daily appointment report) in addition to calling them. To enable an e-mail
reminder, check the box next to Send e-mails to patients. Next select an e-mail style and click the
Preview button to see what the e-mail reminder message will look like.

Enter the Subject of the e-mail under Enter E-Mail details. Enter the office’s phone number in the
Office phone box (this will appear in your e-mail to patients). Click the Configure E-Mail button if
you didn't during the Automatic Report setup process.

When you are finished, click Next.



Configurations: Other Applications: Confirmation

Other, Applications

Congratulations! Your settings have been configured.

FOR AUTOMATED OPERATION:

1] Launch the PhoneT ree application
2] Click. the Automation Tab
3] Enzure your Practice Management System creates the appropriate file each day

To complete canfiguration click [Finish]

—Eancel Help | < Previous || Finish |

Step Ten: Confirmation

Once you have finished configuring your application, you will see this screen. To launch the
application, click Finish and then click the Call Center tab. Remember, if you want to create
more than one application, just click on the Other Applications icon again and repeat the process.
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Configurations: Blocked Numbers

S PhoneTres ¥6.13 E”E”E

Navigation Configurs  Help

Patient List Configure Call Center

Appointment Other
Message Applications

Health¥Wave™

®

Blocked
Numbers

All calling is stopped. The CallCenter must be active for PhoneTiee to send or receive calls.

Blocking Phone Numbers
The Blocked Phone Numbers utility is available to make sure that certain people never get called
by HealthWave. Click the icon to display the following screen:

% Blocked Phone Numbers

= v R @ \

Print || By Name ByPhone | Refresh Delete | Help
Mame Phone Comment
May, D aisy 336-555-4343 Tagged From List
F |Montroge, Julian 3365067927 Wiorks Mights -
* Click here when

finished.

Find & name or phone number in this list [enter complete name or number anly):
f* Mame i Phone
Loak far: |

Find | Findggain|

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.
HealthWave will not call any phone number that you enter on this screen.



Daily
Operation



Daily Operation: Ensuring Automatic Operation

Daily Operation: Ensuring Automatic Operation

If you followed the Configuration Steps (and chose option A or B on page 24), you configured
your system to automatically import your practice management data file each day and start calls
based on that file. In order for this automation to work, all of the following conditions must be met
each day:

1) The PhoneTree hardware must be on and connected (see page 10)

2) Working analog phone line(s) must be connected to the PhoneTree hardware (see page 11)
3) The HealthWave computer must be on

4) The HealthWave software must be running

5) The HealthWave software must be left in the Call Center screen (see below)

6) Your practice management data file must be present each day in the location you specified on
pages 24 and 68 (if using Other Applications).

Suggestions for ensuring that HealthWave makes your calls each day would be to connect the
PhoneTree hardware and the HealthWave computer to a reliable surge suppressor or other power
management device (which would make a power failure less likely), then to save or export your
data file from your practice management system (PMS) each morning (or have your PMS
configured to automatically do this). If conditions 1-6 above are met, HealthWave will start calling
your patients automatically.

3 PhoneTree V6.13

MNavigation Configure  Help
Patient List Configu Call Center

To put HealthWave in the Call Center, click the Call Center tab. The Call Center will then launch,
and you can monitor your calls in progress.

The AutoResume Timer

he CallCenter must be active for PhoneTree to send or receive calls.

Appearing on each desktop of the HealthWave software is the Auto Resume Timer, which will
automatically resume calls for you after the time elapsed on its counter (each time you exit the Call
Center screen, the timer is reset to 5 minutes). So, when the
counter reaches 00:00, the software will return to the Call Center
mode and if a call job is in progress, then calls will resume. This is
a built-in safeguard so that your patient calls will be made, even if
you forget to leave the software in the Call Center screen.

If you want to suspend the Auto Resume Timer temporarily, click I:Ilq- 33 E
the ‘stoplight’” icon to turn it from green to red. To reactivate it,
click the ‘stoplight’ icon again to turn it from red to green. Click here to activate

or deactivate.




Daily Operation: Making Calls

Making Calls

This is the HealthWave Call Center. This is the only screen where it is possible for HealthWave
to make calls. While in the Call Center, you can monitor call job activity from one of two different
views (Automation and Lines) and control other functions.

Automation View

W Auto-Task automation is nunning!

Navigations

Patient List Configure Call Center HealthWave™

call center

Automation | Lines 110 4|

Pause
Description | Job Trigger [ Last Run Time [ Status g

~ Daly Maintenance at 5/26/2010 1:00:00 At B/26/2010012:24:42 P Stoy
' Bppointments AutaCal C\PhoneTreeDataFiles\PTa, 6/26/201012:24:42 PM p

+ Recalls C\PhoneTreeDataFiles\Rec.

!
Volume
=
Mute
< >
A = [orosFM
PhoneTree Information/ Status & Moelo >

PhoneTiee Status Fii Placed Completed Mot Before Not After  Call Days
1 Appointments Done Hi 1 0/16 08:30AM 08:30PM SMTWTFS

No enors

Soans = 24 To edi calllists or change settings, click PAUSE ta lsave the CallCenter.

Automation view:
Here, you can monitor when each application will run:

Job Trigger: Displayed here will be the path and file name information for each application and
the scheduled time and date that Daily Maintenance will run next. Each of these were programmed
when you completed the Appointments Options and/or Other Applications wizards. In order for
each application to run, you must save your data file in this specific location while using the
correct file name every time.

Last Run Time: Each time you create a practice management data file for an application and save
it in the proper location, the application will run. Once this happens, HealthWave will record the
date and time this took place.

Status Message: If a problem was encountered when HealthWave tried to run an application,
HealthWave will display an error message here. If you receive a message that you do not
understand, please contact PhoneTree Customer Support for assistance. If an application ran as
intended, no message will be displayed here.



Daily Operation: Making Calls, continued

Lines View

S\ Auto-Task automation is running! EEX

Navigation

Patient List Configure Call Center HealthWave™

Automation :Lines T to 4
PhoneTree: Line 1 407 [ PhoneTree: Line 2 4 | _Pause |
Adams, Meghan
1336 645-9475 Stop
Start Call Nore avaible .
L L )
PhoneTree: Line 3 4§ [ PhoneTree: Line 4 4 o
=
Mute
Ling Card is not Present Lire Card is not Present
01:09 Pt
PhaneTres Information/ Stalus & Mocino >
® PhoneTree Status Pri Placed  Completed Mot Before Not &fter  Call Days
1 Calling Hi 1 0/16 08:30AM 08:30PM  SMTWTFS

Ne entors

To edit cal lists or change settings, click PAUSE to leave the CalCenter

Lines view:
Here, you can see each call in progress:

Line Boxes: Each box shows the status of an installed phone line (four at a time, per tab). 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.

Call Center Controls:
a. Volume Control Slider: Use to adjust the volume (which allows you to monitor the calls in
progress). Click the Mute button if you do not want to hear calls in progress at all.

b. 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 Call Center icon.

c. Stop 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 Call Center icon.

d. PhoneTree Information/Status Window: Provides summary information about the calling
session in progress. Click on the More Info Arrows to see additional summary information.



Daily Operation: Understanding Call Statuses

Any time you wish to leave the Call Center (to make changes to your configuration, manually print
a call status report, or other non-calling activity), click Pause (waits for current call or calls to
complete) or Stop (stops calling immediately, even if one or more calls are in progress). Then click
Yes on the following message box:

=i Entering CallCenter

*Y'ou are about to Start caling. Do pou wish to continue to the
CallCenter?

...then click on the desired tab to access other settings. Keep in mind that HealthWave will
only be making calls if the software is in the Call Center. Therefore, if HealthWave is
displaying any other screen, calls will not be going out.

Understanding Call Statuses
Once a call job is complete, HealthWave will generate an automatic report — via e-mail, printer or
both — with your call results.

.
PhoneTree: Appaintments.
N G b k H Ith File: Appointments.
Phonelree reenbroo ealthcare e v
PhoneTree Appointments Call Status Report
N 5 . CallStatus:
Call Status Distribution R by Viachine )
Ans by Person 10 5%
BUSY 1 5%
No Answer 2 9%
Telco Msg 1 5%
Total 2 100%
[l Ans by Machine
[0 Ans by Person
W EUsY
[ No Answer
[ Tetos Msg
Patient Name Call Status Reply Call Date / Time: Telephone Appt Date / Time Provider Appcintment Type Location
Cash, Johnny Ans by Person 1 02132009 0316PM 1916 5550000 0217109 03:00 PM Dr. Smith ‘Conguit University Pariway
David, Bowie Ans by Person 02132008  O31TPM 1916 5550200 0217I08 A5 AM Dr. Smith New Patient University Pariway
Davis s, Bizabeth Ans by Machine 02132008  0318PM 1916 555-7657 0217109 0430 PM Dr. Kennedy Lab [Eastchester North
Davis Sr.Timothy Ans by Machine 02132008 03:18PM 1916 5557657 0217108 09:30 AM Dr. Simpson Flu Viaceine Eastchester South
Davis Mindy Telco Msg. 02132009  0319PM 1916 555-7657 021709 01:30PM Dr. Simpson Established Paient Eastchester South
Dixon,Vingent. Ans by Machine 02132009 0319PM 19165556937 0217109 0330 PM Dr. Jones FluVaccine Temace Drive
Dylan, Bob Ans by Machine 02132008  0319PM 16105550101 021708 1145 AM Dr. Jones: New Patient ‘University Parkway
Edwards Edward No Answer 02132009  0320PM 1916 555-7800 0217109 M4:45PM Dr. Simpson FluVaccine Eastchester South
Edwarde Portia Ans by Machine 02132009  0320PM 1916 555-7800 0217108 09:00 AM Dr. Simpeon Sick Visit [Eastchester South
Evans Deborah Ans by Person 02432008 0321PM 19165555674 021708 01:00 PV Dr. Kennedy Lab Easichester North

Here, we have a sample report with the call statuses circled. Your report may differ slightly
depending on which one was chosen during your initial configuration. Below you will find a list of
all the possible list of call statuses that HealthWave can give, plus their definitions. Be sure to keep
this list in a handy location to help understand the call statuses you receive on your reports.

Completed Call Statuses

Ans by Person Message was delivered to a person

Ans by Machine = Message was delivered to a person’s voicemail/answering machine

Ans by +Machine Message was delivered to a person’s voicemail/answering machine

Call Transferred = Person was transferred to a preset extension after pressing “0”

EMailed only Email message was sent, no call was placed 87



Daily Operation: Understanding Call Statuses, continued

Incomplete Call Statuses (HealthWave will re-call)

BUSY Busy signal detected on last call attempt

Not Called Yet Person has not been called yet

Learned Machine A unique voicemail/answering machine greeting was analyzed and will be retried
No Answer No answer on last call attempt

Final Call Statuses (HealthWave will not re-call)

Hung up early Call was answered, but responder hung up before message finished
BUSY after Voice ~ Problem completing call, check for possible issue with phone number
Max No Answers No answer and/or busy signal detected for all call attempts (up to 8)

Not Selected Statuses (HealthWave will not attempt to call)

Removed as Dup*  Person’s name and/or number appears on the call list more than once

*If Combined Family calling is enabled, all persons with the same phone number will have their
individual name and appointment information announced within the same call.

Blocked Number Person is on the HealthWave Blocked Numbers list

Error Call Statuses (please check the phone number

Call Failed! Problem completing call, check for possible issue with phone number
OGM too long Voicemail/answering machine greeting was too long, message not delivered
Telco Msg Problem completing call, check for possible issue with phone number

No Connect Problem completing call, check for possible issue with phone number

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

Bad Name/Phone  Person’s name and/or phone number is missing or incomplete
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Troubleshooting: New Configuration ltems Message

New Configuration Items Message
Q. I keep seeing a message that says "New configuration items have been detected.” What does this
mean and what should I do?

A. If you configured your system for automation (following the guidelines on page 84)
HealthWave will import your file each day and build messages based on the choices you made in
the two configuration wizards on the Configure tab.

EEX

3\ Auto-Task automation is running!

Havigatiors

HealthWave™

Call Center

Patient List Configure

Automation | Lines 1 o 4|

Description | Jdob Trigger Last Rur Time. Status M

 Dailp Maintenance a15/26/2010 1:00:00 AM 5/26/201012:24:42 PM B
 Appoiniments AutoCal C:\PhoneTreeDlataF les\PTA 5/26/201012:24:42 PM op

+ Recalls C:\PhoneTresDataFiles\Rec,

Volume
=
Mute

< >
01:09 PM

PhoneTree Information/ Status & Moelnfo =3
PhoneTree Status Pri  Placed Completed Not Before Not&fter  Cal Daps
1 Done. Hi 1 0/16 08:30AM 08:30PM SMTWTFS

Mo erars.

3 e Tab,
| Scans - 20 o/ change settings, click PAUSE to leave the CalCenter, g |

If HealthWave detects new providers, locations and/or appointment types in your file after
import, a message will appear in the Call Center screen like the one shown above saying "New
configuration items have been detected. Please re-run ‘Appointment Message’ on the
Configure tab." This is your cue that a new provider, location or appointment type is being
imported along with the other data in your file, but HealthWave needs to know how to identify
and handle the new item(s). Therefore, you will need to temporarily Pause calls, return to the
Configure tab and click on the Appointment Message icon. Then follow the same steps you did
for your original configuration (starting on page 43) until you have configured the new item(s)
that were detected in your report.

It is recommended that you check your Call Center for this message on a daily basis. If ignored,
calls to some patients will be missing the provider, location and/or appointment type details they
might need for their appointment.



Troubleshooting: File Importing

File Importing
Q. Iimported my file and now I see data other than our patient names in the “Patient’s Name”
column. Why did this happen and how can I correct it?

A. The translators built in the HealthWave software are created for specific file formats. For
example, if you choose the CSV translator, then the file must contain the proper CSV format for
HealthWave to read it correctly. This means that all the fields in that CSV file must stay in the
proper order and be consistent throughout. This also holds true for any PMS brand translator.

Other, Applications

Import Results

Your sample file as imported by PhoneTree

Name Phone Appt Date |Appt Time |Provider Location Al
Doe, P33 336-555-8383 L]
Warks, P23 336-555-1234
Doe, PS 336-555-3456

AZ3 336-555-0989
Cupps, P9 336-555-2087

Philips, PS 336-555-4332 -
«| | »

Pleage review the call list above. IFit is not cormect:
1] Re-export the file from your practice management system
2] Click, [Previous]
3] Check your configuration settings and try again

-

LCancel Help | < Previaus |

To remedy the problem, recreate the file and double check the file’s format by opening it with
Notepad. It will be easy to check a CSV file format but a PMS file format might be more
difficult to understand. If the file’s data looks correct, try importing it again and check your
results. If you still have an issue with importing the file correctly, please give PhoneTree
Customer Support department a call.




Troubleshooting: Line Card Not Found

Line Card 1 was not found, but is required For this operation,

The PhoneTree hardware is not responding. Please quit the program and
check the USE cable connection. Unplug and reconnect power ta the LISE
unit, Wait 30 seconds and restart the program.

Line Card Not Found
Q. I keep getting an error message that says “Line Card Not Found.”

A. This error always means that the HealthWave software is having trouble recognizing the

PhoneTree hardware. This common problem of the PC not recognizing a USB peripheral can
occur with any USB device, not just HealthWave. To resolve this, try the following steps in order:

Cause: Power Management is enabled under Windows XP, Windows Vista, Windows 7
AND/OR the computer is set to hibernate.

Remedy: To manage power, Windows XP, Windows Vista or Windows 7 will attempt to disable
USB when a device is not used. As the default behavior, this often does not work properly and
may cause Windows to not properly recognize a USB device (including PhoneTree). Fix this
problem by following the instructions on pages 14-17, then:

1. Disconnect the power cable from the PhoneTree unit, wait 20 seconds, then reconnect
the power cable.

2. WAIT for Windows to recognize your new hardware and load the drivers. This step
may take several minutes.

Cause: The PhoneTree unit is not receiving power.

Remedy: Confirm that the PhoneTree power adapter is plugged into the power adapter jack on
the back of the unit, and that the other end is plugged into an operational wall outlet. The green
power indicator light on the front of the unit will be on.

Cause: Electrical glitch, upgrade of HealthWave or Windows software, installing any new
Windows program, or any other Windows anomaly.

Remedy: Reboot the PhoneTree USB unit (Disconnect the black power cable for 15 seconds)
then reboot your PC (start » shutdown » restart). Reconnect the black power cable directly after
you choose restart.

Cause: Starting HealthWave software before Windows finishes booting.

Remedy: Whenever restarting your PC, be sure all boot activity has completed prior to starting
the HealthWave software. Be sure your mouse pointer is NOT showing the “hourglass” for at
least 10 seconds prior to starting the HealthWave program.

Cause: PhoneTree’s USB cable is not properly connected or is faulty.
Remedy:

1. Confirm that the PhoneTree USB cable is firmly plugged into both the USB port on the
back of the PhoneTree unit (please note: this cable should not be forced to sit flush with
the USB port on the unit), and the other end is plugged into an available USB port on the
back (or front) of your PC.

2. Unplug the PhoneTree USB cable from the back (or front) of your computer and try
plugging it into a different USB port.



Troubleshooting: Line Card Not Found

3. Replace the PhoneTree USB cable with a different USB cable.

4. Connect a different USB device to the same USB port on your PC and check to see if the
device is recognized in the Windows Device Manager (see page 14).

Cause: Improperly installed PhoneTree USB driver software.

Remedy: Uninstall the HealthWave software using the Control Panel “Add/Remove
Software” dialogue. Then reinstall HealthWave software from the original disk. Note: Any
calling lists and settings will be retained and will not be affected by this procedure.

Cause: Improperly installed or corrupted PhoneTree USB driver software

Remedy: Disconnect your PhoneTree’s USB cable from the PC and the PhoneTree power
adapter. Then remove your USB root hub by right-clicking on the “My Computer” icon,
selecting the Device Manager under Hardware, then right-clicking on “USB Root Hub” under
“Universal Serial Bus controllers” and choosing “Uninstall” from the pop-up menu. Restart
your PC, then reconnect the PhoneTree power adapter and the USB cable to the PC.

If you have tried all these suggestions and you are still receiving the error, please contact
PhoneTree Customer Support at 800.555.0559 or hcsupport@phonetree.com.

Q. I connected the USB cable before installing the HealthWave software. I've got the software
installed now. How should I fix this?

A. Follow these steps in order:

1. Open the Device Manager (see page 14) and remove the unrecognized devices
(designated by exclamation points) by right-clicking on them, then choose Uninstall from
the drop-down menu. Repeat for each unrecognized device.

2. Unplug the PhoneTree power adapter.
3. Reconnect the PhoneTree power adapter.

4. Wait as Windows recognizes your new hardware and loads the drivers. This step may
take several minutes.



Troubleshooting: Please Connect Telephone Cord

S\ Auto-Task automation is running! DEx

Navigation

Patient List Configure Call Center HealthWave™

call center

Autemation [LFe3 T 7]

[ PhoneTree: Line 1 4z [ PhoneTree: Line 2 4 @

Stop
i Please Connect Telephone Card None availzble
- - 0 [ PhoneTree: Line 4 4 e
d =
tlute
Ling Card is not Present Line Card is not Present
01:09 PM
PhaneTree Infarmation/ Status € Mosino >
# PheneTree Status Pri Placed Completed Not Before Not After  Call Daps
1 Done. Hi 1 0/18 08:30 AW 08:30PM SMTWTFS

Mo enors.

Scans =24 T edit cal lists or change settings. click PALSE to leave the CallCenter

Please Connect Telephone Cord
Q. I keep getting a message that says Please Connect Telephone Cord. How can I fix this?

A. This error message means that the HealthWave software is not recognizing an operational and
correctly connected analog phone line, and therefore cannot make calls. There are several
reasons why you might experience this. After exiting from the HealthWave software, try the
following steps in order:

-l

1. Connect a Standard (Analog) Telephone

Disconnect the PhoneTree phone line from the wall outlet.
Connect a known working analog telephone to this wall outlet,
using the phone cable provided with the HealthWave system.

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

Note: HealthWave 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:

Try a different phone cable instead of the one provided with PhoneTree. If you hear a dial tone
with the new cable, proceed with the next step (and continue to use the working phone cable).
If no dial tone is heard with the new cable, contact your telephone provider and ask for the
problem to be corrected.




Troubleshooting: Please Connect Telephone Cord, cont.

3. Repeat For All Purchased Phone Lines

If you have a multi-line system, repeat steps 1 and 2 for all installed phone lines. Note that for
each line installed, you will need to have an analog phone line installed by the phone company for
HealthWave to use in making calls.

4. Disconnect, then Reconnect the PhoneTree Power Cord

Disconnect the black power cable from the back of the PhoneTree unit. Wait a few seconds, then
reconnect the cable, confirming that the green light on the front of the PhoneTree unit is on.

5. Reconnect the Phone Line Cable to PhoneTree

Disconnect the analog telephone from the wall outlet and reconnect the phone cable to the phone
port on the back of the PhoneTree unit. Confirm that all other cables (USB, etc.) for PhoneTree
are connected.

6. Test Line
From the Admin desktop, click on the Configure Phone Lines icon.

In the Select Line box, confirm

that the lines purchased and Configure Phone Lines X
ConneCted are dlsplayed Wlthout EEIE?::JQEEH [~ Use difterent settings at night | ‘ JoEz0FM T
hyphens appearing before or
g 2 Line use
after the line number, and that 2 -
each line shows up as “Detected” ; . ] g “:akiw”s H
WIth the green dOt When SeIECted v Wait Furydia\lnne before dialing ’
(as shown on Line 1 in the picture & Touchione daling ¢ Pulse disling
at rlght) If one or more lines. are Optional line access and biling codes: 6
not Detected as shown on this pree [
screen, follow the instructions in s [
the Line Card Not Found It phns rumbasis [77 dighs o more, use:
troubleshooting section on page Prefic [or
9. safic [
Select the line in question in the
Select Line box, then click the - EEINE _ b |
Test Line button.
On the Test Line Number dialog, use these controls to
deterrpine if HealthWave can detect a dial tone (click the o dire Niabor-d
Get dialtone button) and make a test call (enter a number
for HealthWave to dial, then click the Dial number Getdistone [ o Ve J
button). If a successful test call was made, click OK and
repeat the process with any other active lines. Number to dial; 1500 555 5555
7. Call Customer Support Dial number

If you have tried all these steps and none have worked, it’s Say Hello
possible there is an issue with the line card inside your
PhoneTree unit or other hardware. Please contact i
Customer Support at 800.555.0559 or —
hcsupport@phonetree.com.




Troubleshooting: Checking DIP Switches

Checking DIP Switches (G2PT)

If you have purchased more than 2 lines AND you cannot get your PC to recognize one or more of
your correctly connected phone lines, read the following:

Each PhoneTree unit has a 4-position DIP switch located on the back. The switches must be set to
properly identify the unit as Lines 1-2, Lines 3-4, etc. Where possible, these switches are preset to
their correct configuration before your PhoneTree unit(s) are shipped to you (based on your
order). If your unit is not set correctly, you will not see the lines appear correctly in your
computer’s Device Manager (see page 18), and you will need to follow these instructions:

To set the DIP switches:

1.

2.
3.

Shut down the HealthWave software.
Disconnect all cables connected to your PhoneTree unit(s).

Position the PhoneTree unit upright on its base (see picture on page 10). Using the reference
chart below, change the switches with a sharp, pointed object. For instance, if you have two
PhoneTree units, set one unit to Lines 1-2 and the other to Lines 3-4.

After reconnecting all cables, use the Device Manager as described on page 18 to verify that
the unit has in fact been properly identified.

DIP Switch Configurations:

Lines 1-2 Lines 3-4 Lines 5-6 Lines 7-8
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Appendices: Checking Call Status

Checking Call Status

You have the ability to check the call status of Appointments or Other Applications anytime (before,
during or after a call session — however you must pause calls if you wish to do this in the middle of
a call session). If you followed the instructions for an Automatic Report (see pages 39 or 76) an
e-mail will be sent each day with an attachment in Word format containing a Call Status Report.
However, you can manually check the call status also, and print a report. Here’s how to do this:

S\ PhoneTree ¥6.13

Mavigation Configure  Help

Patient List Configure Call Center

Other
Applications

Click on the Patient List tab, then, depending on which call statuses you wish to view, click either
the Appointments or Other Applications (Recalls, Collections, Reschedules, etc.) icon.

PhoneTree Appointments

File Tools Wiew Setup Import Help
F =R G T U
Open Print | Filker ASC DESC  Exit
Ap
ID|Hame Phone Translated Call Status Replies Last Call Time Last Call Date
b E Biooth, Edweard (5557 555-7840 1 555 555-734 Mever Answered 03:20 P 10-06-2009
9|Boyle, Vincent (555) 555-6937 1 555 555-695; Delivered-Ymail 03:19 P 10-06-2009
3|Edwards, Paula (555) 355-1600 1 533 353-18) Delivered-Ymail 0320 P 10-06-2009
11 |Evans, Patricia (555) 555-0275 1 555 553-0 Delivered-Person 03:21 P 10-06-2009
17 |Goode, Doug (5557 555-3001 1 555 555-5) Delivered-Person 03:21 P 10-06-2009
7 Jones, Evelyn (555) 555-9765 1 555 555-5 Delivered-Person |1 03:22 PM 10-06-2009
19 |Kramer, Bob (5557 555-0101 1 553 553 Delivered-'mail 0319 P 10-05-2009
22 McDowel, James  |(555) S55-0200 1 555 555 Delivered-Person 0317 P 10-06-2009
4 |Meeks, Mindy (555) 555-T657 1 555 555 Check Mumber 03:19 P 10-06-2009
6 |Moore, Timathy (555) 555-3550 1 9395 955 Defivered-Ymail 03:15 P 10-06-2009
18 |Motsinger, Helly (5557 555-3521 1 555 555 Delivered-Person 03:22 P 10-06-2009
& Peterson, Claire (555) 555-4532 1 555 555 Delivered-Person 03:22 PM 10-06-2009
2| Soott, Michael (555) 555-9211 1555 555411 Dlivered-mail 0318 PM 10-06-2009
20 | Smith, Kate (555) 555-7403 1 555 553 Defivered-mail 03:22 P 10-06-2009
15 | Springs, Bruce (5557 555-3201 1 555 555- Delivered-Ymail 03:22 P 10-06-2009
1 | Turner, Debotah (555) S55-5674 1 555 555- Delivered-Person 03:21 PM 10-06-2009
16 Wigst, Allen (555) 955-4560 1 595 953- Mewver Answered 03:22 PM 10-06-2009
14 Wiliamz, Janet (555) 555-3236 1 533 353-3 Blocked Mumber 03:22 P 10-06-2009
23 Wilgon, John (5557 555-0000 1 555 555-0 Delivered-Person 03:16 P 10-06-2009
12 Wittinghatm, Margare|(555) 555-2727 1 555 55527 Delivered-Yimail 03:23 P 10-06-2009
10 v'oung, Alan (555) 355-7510 1 533 353-781 Delivered-Peraan 03235 P 10-06-2009
21 |Young, Meil (555) 555-9672 1 555 553-9472 Delivered-Person 03:23 P 10-06-2009
[« | 2l
22022 ! Appointments List Sork: Mame Calls Stopped OnDemand: Idie #O01 | 11:57 &M

This screen is the Patient List Viewer for Appointments. You can check call statuses for each
patient on-screen by noting the contents of the Call Status column. Please see pages 87-88 for a
list of common call statuses and their meanings.



Appendices: Manually Printing a Call Joh

Manually Printing a Call Job

In addition to checking call statuses on screen, you may Print a report manually. To do this:

S PhoneTree  Appointments

jiew  Setup  Import  Help

53 @
Prink

ker ASC DESC  Exit
~—

Appointments

1D [Hame Phone Translated Call Status Replies Last Call Time Last Call Date
3 E Booth, Echweard (55%5) 555-7840 1 555 555-7840 Mever Answered 0320 PM 10-06-2009

49 |Boyle, Yincert (555) 5556937 1555 555-6937 Dieliverec-4'mail 03:18 PM 10-06-2009

3 |Edwrards, Paula (353) 553-1800 1 555 555-1800 Drelivered-s'mail 0320 P 10-06-2009

a) Click the Print in the toolbar

Make Print Selections _

Feport Farrat:

|Appointments j PI[EZ_TJE:?;

Send report ta:

|Printer j Setup...

LCancel | Help

b) Choose Appointments (or other available report) from the Report format drop-down menu,
then choosing Printer from the Send report to drop-down menu. Then click Print.

Print &|

Prirber: Swsterm Printer (Generic Prinker)
Cancel

Frint Range
e Al
£ Pages Copies: 13.

Fran 1T [w Collate Copies

c) Make the appropriate choices on the Print dialog box (the report will be printed to the
HealthWave computer’s default printer), and click OK.



Appendices: Using the Call Logs

Using the Call Logs

You may also want to look up the results of a calling job from days, weeks or months ago.

PhoneTree Appointments

F=8 Tools Wiew Setup  Impart Help
Print... Ckrl+P

Exit to Deskbop View
I HEmE FIiOne

b |Bocth, Echward | (555) 555-7540
9/Bayle, Yincent (555) 555-6957

-l ' - ' e e A e

From the File menu, choose View Monthly Call Logs...

=] 4« ) | 9 | @
Frint | Previous — Mext Query | Job Help |
Manthly Log: Dec 2008
# [Line [PhoneTree |Mame Translated Phone | Called Time Called D ate Call Status Fepliez Uniqlﬂ
201 1 Schmidt, 5amantha |1 555 555-8095 01:59 Pk 12-15-2008 Anz by Person
211 1 Smith, Callin 1 555 5556970 02:00 P 12-15-2008 Mo Answer
221 1 Andrews, Susie 1 5595 555-3232 10:56 Ak 12-15-2008 Hung up early
231 1 “oung, Alyssa 1 555 555-4555 10:57 A 12-15-2008 Ans by Person 1
2411 1 Redd, Nancy 1 555 555-4977 10:53 AM 12-15-2008 Anz by Machine
2501 1 ‘ward, Margaret 1 555 5551478 11:00 Ak 12-15-2008 Mo Angwer
261 1 “rale, Melody 1 555 5E5-5472 11:01 AM 12-15-2008 Ans by Machine b
271 1 Johnzon, Dwayne |1 555 555-9432 11:02 A 12-15-2008 Anz by Person 1
281 1 Elway, John 1 555 555-3456 11:03 AM 12-15-2008 Ans by Machine
2901 1 Fyan. Meg 1 555 555-0255 11:04 A 12-15-2008 Ans by Person 1
301 1 Sweat, Keith 1 555 555-5705 11:05 &AM 12-15-2008 Mo Answer
RN 1 Hamilton, Linda 1555 555-3223 11:06 A 12-15-2008 Ans by Machine
321 1 May, Daigy 1555 555-2147 11:07 &AM 12-15-2008 Ans by Person
EEIN 1 Anderzon, Brandon |1 555 555-1587 11:08 AM 12-15-2008 Mo Anzwer
341 1 Fowler, Jacob 1555 554122 11:09 AM 12-15-2008 Ans by Machine
3B 1 Ryan, Meg 1 555 B5-6958 11:10 AM 12-15-2008 Ans by Person 1
31 1 Bailey, Amanda 1 555 555-7604 11:11 AM 12-15-2008 Ans by Machine
37N 1 Tanaka, Helen 1 555 5550085 11:12 AM 12-15-2008 Mo Answer
381 1 ‘weston, Barbara 1 555 5E6-6413 11:13 AM 12-15-2008 Az by +Machine gy
o | I

Clicking the Monthly button brings up the entire month’s of logs. Click Previous or Next to
change months.



Appendices: Using the Call Logs, continued

Clicking the Job button brings up a box that allows you to choose between a single job (a job is a
single call session with a unique list of patients), the last 10, 50 or 100 jobs, and other options:

Call Log Query:
F = @
Open Query Save Query Help

Include:

PhoneT ree

Appaintments
Appaintments
Appaintments
Appaintments
Appaintrnents

— L 0D e

Lancel

X

|40 Enriess
|21 E nitries

j |App0intments

j |ﬂn}lJob

5|

Started |

|Last 50 Jobs :
Last100Jobs T
Appointments. mdb
Appointments. mdb
Appointrments. mdb

05:19 P 06-06-2003
11:40 &4 06-02-2003
11:15 &M 0B-02-2009
11:41 &M 04-02-2009
0E:43 PM 03-29-2009

Clicking Next generates the Call Log Query screen, where you can further refine your search if

necessary. After making the appropriate selections, click Finish.

Call Log Query:

r i

@

Cancel

Open Query  Save Query Help

To query by categary:

Select your ...then select

query category(s): critenia bo wiew:
FPhoneTree A Mot Called et ~
Phaone Line Mo Answer ;
E BLISY

: Learned kaching
EBDII?S D 3 Mot Confirmed
ppaintment Late| | | ane by Person

Appaintment Time Anz by Machine
Location Call Failed!
Prowider
Appaintment Type
kaobile Phone
Natused v Mot Accepted

Hung up early

3

Tafind a persan, enter one ar mare:

Mame: ||

Fhore: |

Unique: |

Select zort arder:

Mame -

Select date range:

Start:

|None j

|o1/01/2004 |

End:

06/06/2004
Eirizh

Print any Call Log Query by clicking the Print button (on the toolbar of the main Call Logs

screen, see page 100), then choose the desired Report Format to use and click Print.



Appendices: Custom Views

Custom Views

The View feature allows you to pick and choose which fields you see on your call list, as well as
sort or filter your call list, based on a number of different criteria.

By default, the Appointments List view displays for Appointments and Other Applications as it
contains the columns most systems use. You can create or edit a preexisting view to select the data
you need to see and even filter out certain data within a field, if you choose. Keep in mind, you can
always create more than one view per call list if needed. Note: Customized views are for use while
on the List Editor screen and may appear in part or not at all on your call status report.

i“;\“\F’huneTme ¥6.13
Wavigation Configure Help

Patient List Configure Call Center HealthWave™

Applications

[UseSaurdCa |

a) Start by clicking on the Patient List tab. Then, click on Appointments or Other Applications.
The List Editor will now appear.

b) Click on the Filter icon from the top toolbar.

) 4

Filker
Filter/Sort Menu [%]
 Choose aview.——  Fiter/Sort | Appearance |
- Check filter categuuﬁ!s]:—| { ...then click criteria to view: —— Sart order: -

¢) The Filter/Sort Menu Cal Stalus 3 Hot Corfrmed ]

appears. Name New Filter ﬂ]

7
. Ei for th fil

TO make edlts toa niter a name for the new fiter __v] ﬁ|

preexisting view, proceed to _Concel | Clear

step d.

. . !New View
To create a new view, click S
. of usel
Add. You will be asked to ClMotused i
Click add t 1Mot ysed Max No Answers

choose a name for the new et ||| S No finowet “

view. Type in a name and pel || [ /2Nt M Gockal|  Selectnone

then click OK.

MOTE: In Entire List Yiew only sort order, highlight preference and font may be changed.
OK I “You must add a new view to access all other fiker/sort options. Help




Appendices: Custom Views, continued

Filter/Sort Menu x

Choose a view:

Appearance ]

Check filker categomy(s]: ...then click criteria to view: Sort order:
W 9 Mot Confirmed rS m &)
Groups Anz by +Machine s aMe 2
i Ans by Machine
T::hzz " Anz By Pager None Bt ‘El
Al gD 9 Ans by Perzon =
i .ate Bad Mame/Phone & Zl
Flex Time Blocked Mumber
Office Location BUSY Clear
Mot uged BUSY After Yoice
Mot used Call Failed!
Call Transfemed —
iovused L |EMaled orly
9t L= Fax or Modem
Not used Hung up early
Mot uged Leamed Machine
Click add to create Mot uged Max Mo Answers
a custom view Mot uged Mo Angwer b
Add Del liblised ad Select all Select none

d) The Filter/Sort tab allows you to filter out certain entries in for certain fields. For instance, the
Call Status field shows a list of all possible call statuses. If you wanted to only view certain call
statuses, you could check the Call Status box and in the next column choose which statuses you
wanted to view. Any member falling under a call status that is not selected would be removed
from the new View, but not the call list. To see everyone again, choose Appointments List from
the View menu.

Also, to sort your call list by a certain field, choose up to three different fields and the order to
be arranged in under Sort Order.

Filter/Sort Menu

X

Choose a view: Filter/Sort
E ritire List
Select columns to display: Display options:

[~ Highlight removed persons in red

Faont size: Small Font o

Call Courter
Tatal Call Counter
Anstdachine Type
Anstachine 0GM
CallTimer
Click add to create #MNo 3s
a custam view
Add Dl Al Default Clear

e) The Appearance tab allows you to select which fields you want visible in your view. Click to
select a field. Click again to deselect. When finished. click OK.




Appendices: Multi-Practice Configurations

Multi-Practice Configurations

If your HealthWave configurations are set for more than one practice, you will be prompted to
select which practice to use when accessing certain areas (Note: Anytime you make an adjustment
to one practice, you may need to make the same adjustment for all additional practices.). Below is
an example from the beginning of the Appointments Options wizard:

Appointment Options

Practice Selection

Select a Practice you want to configure:

- All practices do not have to be configured for this application.

Practice: | Greenbrook Healthcare: Downﬂ Rename

f* Edit practice
" Add practice

Delete practice |

LCancel Help | < Pravious || Mest » |

To add an additional practice, select Add practice and then enter a name in the Practice name
box. To make changes to an existing practice, choose Edit practice and then select the desired
practice from the Practice drop-down menu. Only one practice can be added or edited at a time. To
rename a practice, select a preexisting practice from the drop-down menu, then click Rename.
Enter the new name of the practice in the box provided, then click OK.

Click Next to proceed with any configuration changes you may have.
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Warranty Information

Full One Year Warranty
PCS warrants its products to be free from defects in materials and workmanship for a period of
one full year from the original date of purchase.

Defective products returned to PCS will be repaired or replaced, at our option, if returned within
the warranty period. PCS may use new or reconditioned parts to repair your unit.

The repair or replacement shall be warranted for either 90 days, or the remainder of the warranty
period, whichever is longer.

Limitations: PCS makes no implied warranties, including those of fitness for a particular purpose
or merchantability. PCS will not pay for loss of time, inconvenience, loss of use of your PCS
product or property damage caused by your PCS product or its failure to work, or any other
incidental or consequential damages.

State Law Rights
This warranty gives you specific legal rights. You may also have other rights which vary from state
to state.

To Receive Service (In Warranty)

To receive technical assistance with your PhoneTree system, please call 800.555.0559 and you
will be connected with one of our helpful Customer Support technicians. They will remotely
connect to your computer to see the problem first hand and attempt to correct it. If your problem
is found to be related to your PhoneTree hardware, we will provide you with a Return
Authorization Number (RA#) and you will be requested to mail us the unit. (An RA# is only valid
up to 30 days after it has been issued. If this period has expired before return there must be a new
number issued before a return will be allowed. Any shipments received without an RA# will e
returned to the customer.)

You must pay the shipping charges to send us the unit. Carefully package your PhoneTree
hardware (we recommend that you use the original packing materials) along with your RA#,
name, address, phone number and a description of the problem. PCS is not responsible for damage
that occurs in shipping from the customer. PCS pays the return shipping. Repair or replacement is
your exclusive remedy.

Mail your unit to:

Personal Communication Systems, INC
Attn: Customer Support

301 N. Main Stree, Suite 1800
Winston-Salem, NC 27101

This warranty does not cover defects resulting from accidents, alterations, unauthorized repair,
failure to follow instructions, misuse, fire, flood, and acts of God. Nor does PCS warrant this
product to be compatible with any particular telephone equipment or switching systems.

PCS makes no other warranties expressed or implied.

Note: The PhoneTree hardware contains no user serviceable parts.



Warranty Information, continued

To Receive Service (Out of Warranty)

If your PhoneTree warranty has expired and you are experiencing a technical problem, please call
Customer Support at 800.555.0559. You will be asked to either pay a per incident fee or renew
your Service Agreement to allow a technician to assist with resolving your issue. If the problem is
found to be related to your PhoneTree hardware, there will be an additional fee to have it repaired.
You will be issued a Return Authorization Number (RA#) and asked to send us the unit. Once
your unit has been received and tested, a technician will contact you with the repair costs. (An
RA# is only valid up to 30 days after it has been issued. If this period has expired before return
there must be a new number issued before a return will be allowed. Any shipments received without
an RA# will be returned to the customer.)

You must pay for shipping charges to send us the unit. Carefully package your unit (we
recommend that you use the original packing materials) along with your name, address, phone
number and a description of the problem. PCS is not responsible for damage that occurs in
shipping from the customer. PCS pays the return shipping. Repair or replacement is your exclusive
remedy.

Mail your unit to:

Personal Communication Systems, INC
Attn: Customer Support

301 N. Main Stree, Suite 1800
Winston-Salem, NC 27101

PCS has a fixed price repair policy (includes return ground shipping). We will repair or replace, at
our option, any PhoneTree unit using new or remanufactured parts and include a 90-day parts and
labor warranty.

This warranty does not cover defects resulting from accidents, alterations, unauthorized repair,
failure to follow instructions, misuse, fire, flood, and acts of God. Nor does PCS warrant this
product to be compatible with any particular telephone equipment or switching systems.

PCS makes no other warranties expressed or implied.

Note: The PhoneTree hardware contains no user serviceable parts.
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Regulatory Information: 6G2PT

Regulatory Information: Model No: G2PT

This device complies with Part 15 of the FCC Rules. Operation is subject to the following two conditions:

(1) This device may not cause harmful interference, and (2) This device must accept any interference received, including interference that may
cause undesired operation.

This device requires the ferrite provided in the package on the telephone line(s) to comply with FCC emission limits.
You are cautioned that any changes or modifications not expressly approved in this manual could void your authority to operate this device.

This equipment complies with Part 68 of the FCC Rules. On the bottom of this equipment is a label that contains among other information, the
FCC Registration Number and Ringer Equivalence Number (REN) for this equipment. You must, upon request, provide this information to your

telephone company. (NOTE: REN is not required for some types of analog or digital facilities.)
This equipment uses USQCs jacks RJ14.

An FCC compliant telephone cord and modular plug are provided with this equipment. This equipment is designed to be connected to the
telephone network or premises wiring using a compatible modular jack which is part 68 compliant. See installation instructions for details.

The REN is useful to determine the quantity of devices you may connect to your telephone line and still have all those device ring when your
number is called. In most, but not all areas, the sum of the RENS of all devices connected to your line should not exceed five (5.0). To be certain
of the number of devices you may connect to your line, as determined by the REN, you should contact your local phone company to determine

the maximum REN for your calling area. (NOTE: REN are associated with loop-start and ground-start ports. Do not use for E&M or digital

ports)

If your telephone equipment causes harm to the telephone network, the Telephone Company may discontinue your service temporarily. If possible,
they will notify you in advance. But if advance notice is not practical, you wil be notified as soon as possible. You will be informed of your right to
file a complaint with the FCC.

Your telephone company may make changes in its facilities, equipment, operations or procedures that could affect the proper functioning of
your equipment. If they do, you will be notified in advance to give you an opportunity to maintain uninterrupted telephone service.

If you experience trouble with this telephone equipment, please contact Personal Communication Systems (1 336-722-5008) for information
on obtaining service or repairs. The telephone company may ask that you disconnect this equipment from the network until the problem has
been corrected or until you are sure that the equipment is not malfunctioning.

There are no user serviceable parts inside.
This equipment may not be used on coin service provided by the telephone company. Connection to party lines is subject state tariffs.

INDUSTRY CANADA (IC) NOTICE

"NOTICE: The Industry Canada (IC) label identifies certified equipment. This certification means that the equipment meets telecommunications
network protective, operational and safety requirements as prescribed in the appropriate Terminal Equipment Technical Requirements
document(s). The department does not guarantee the equipment will operate to the user's satisfaction.

Before installing this equipment, users should ensure that it is permissible to be connected to the facilities of the local telecommunications
company. The customer should be aware that compliance with the above conditions may not prevent degradation of service in some
situations.

Repairs to certified equipment should be coordinated by a representative designated by the supplier. Any repairs or alterations made by a user
to this equipment, or equipment malfunctions, may give the telephone company cause to request the user to disconnect the equipment.

Users should ensure for their own protection, that the electrical ground connections of the power utility, telephone lines and internal metallic water
pipe system, if present, are connected together. This precaution may be particularly important in rural areas.

CAUTION: Users should not attempt to make such connections themselves, but should contact the appropriate electric inspection authority,
or electrician, as appropriate.

"NOTICE: The Ringer Equivalence Number (REN) assigned to each terminal device provides an indication of the maximum number of terminals
allowed to be connected to a telephone interface. The termination on any interface may consist of any combination of devices subject only to
the requirement that the sum of the Ringer Equivalence Numbers of all the devices does not exceed 5."

REN: 0.78

WARRANTY AND REPAIR SERVICE CENTER:
Personal Communication Systems, Inc.

301 N. Main Street, Suite 1800

Winston-Salem, NC 27101

800.555.0559



Regulatory Information: G2PT-R24

Regulatory Information: Model No: G2PT-R24

This equipment complies with Part 68 of the FCC rules and the requirements adopted by the ACTA. On the BOTTOM COVER of this equipment is a label that contains,
among other information, a product identifier in the format US:AAAEQ##TXXXX. If requested, this number must be provided to the telephone company.

List all applicable certification jack Universal Service Order Codes (“USQC”) for the equipment. For some types of analog and digital systems, list associated Facility
Interface Codes (“FIC") and Service Order Codes (“SOC"). These are required when the customer orders service from the local telephone company. Refer to Alliance
for Telecommunications Industry Solutions (“ATIS") Technical Report No. 5 for a more extensive listing of jack configurations and their designations (e.g., RJ11C), or
refer to the Telcordia NC/NCITM Decoder for a full listing. 24 Pair Service.

The REN is used to determine the number of devices that may be connected to a telephone line. Excessive RENs on a telephone line may result in the devices not
ringing in response to an incoming call. In most but not all areas, the sum of RENs should not exceed five (5.0). To be certain of the number of devices that may be
connected to a ling, as determined by the total RENs, contact the local telephone company. For products approved after July 23, 2001, the REN for this product is
part of the product identifier that has the format US:AAAEQ##TXXXX. The digits represented by ## are the REN without a decimal point (e.g., 03 is a REN of 0.3).
For earlier products, the REN is separately shown on the label.

If the terminal equipment G2PT-R24 causes harm to the telephone network, the telephone company will notify you in advance that temporary discontinuance of
service may be required. But if advance notice is not practical, the telephone company will notify the customer as soon as possible. Also, you will be advised of your
right to file a complaint with the FCC if you believe it is necessary.

The telephone company may make changes in its facilities, equipment, operations or procedures that could affect the operation of the equipment. If this happens,
the telephone company will provide advance notice in order for you to make necessary modifications to maintain uninterrupted service.

If trouble is experienced with equipment G2PT-R24, or for repairs or warranty information, please contact Personal Communication Systems, Inc. 301 N. Main Stree,
Suite 1800, Winston-Salem, NC, 27101. If the equipment is causing harm to the telephone netwaork, the telephone company may request that you disconnect the
equipment until the problem is resolved.

There are no user serviceable parts in this equipment. Please contact customer support at Personal Communication Systems, Inc. at the above address for service.

Connection to party line service is subject to state tariffs. Contact the state public utility commission, public service commission or corporation commission for
information.

If your home has specially wired alarm equipment connected to the telephone line, ensure the installation of this G2PT-R24 does not disable your alarm equipment.
If you have questions about what will disable alarm equipment, consult your telephone company or a qualified installer.

This equipment is not hearing aid compatible.

WARRANTY AND REPAIR SERVICE CENTER:
Personal Communication Systems, Inc.

301 N. Main Street, Suite 1800

Winston-Salem, NC 27101

800.555.0559
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