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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 (8:30 AM to 5:30 PM
EST, M-F) or hcsupport@phonetree.com.

Notice of Liability

The information in this book is intended to be accurate and useful with the operation of your
PhoneTree 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 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

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

Internal Drive (C:) Properties @@ System Properties @@J
Gerersl | Tacls | Hardware || Sharing | Quata System Restore Automalic Updates Remote
General Computer Name Hardware Advanced

System:
Micrasoft windows <P
Profeszional
‘Wersion 2002

Type: Local Disk.
File systern. ~ NTFS

Service Pack 3

W Used space: 18,947.734.704 bl ‘ - ——
M Free space: 21,010,624 512 Hiles —— John Do
Capacity: 39,958,403, 216 biges 0000C-0E R.0000000-00000
Intel[R]
Pentium{R) 4 CPU 2.80GHz
s _- 279 GHz, 299 GB of RAM
Diive C Physical Address Extension
[] Compress diive to save disk space
Allow Indexing Service ko index this disk for Fast file searching

Minimum System Requirements
- 1.4GHz or faster processor (32-bit or 64-bit)

+ 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

+ Sound Card

« High-speed Internet access (for remote installation and support as provided by PhoneTree
Customer Support and connecting to PhoneTree’s servers™)

*HealthWave uses secure 128-bit SSL encryption when sending and receiving data from our servers.

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 Microphone and Headset

Step Three: Connect Microphone and Headset

If you plan to record your messages instead of using the Text-to-Speech software, you must
connect the included microphone and headset to your PC.

Line Line
Microphone  Out In

>

= —| (@) =
o m— @

0900 coo

coo coo

Locate the Microphone and Line Out jacks on your PC. Most PC manufacturers place these
jacks on the front or back of the computer (sometimes both). These are usually color coded as
Pink (microphone) and Green (line out). If your PC lacks any color coding, use the symbols
shown above to identify each jack.

Connect the Microphone plug to the Microphone jack and the Headphone plug to the Line
Out jack.

Note: If you currently have speakers plugged into the Line Out jack, you can leave those
connected, or unplug them and opt to use the headphones instead.



Pre-Configuration Steps: Turn 0ff PC Hibernation

Step Four: Turn Off PC Display Propertes
Hibernation Themes | Desktop | Screen Saver | Appearance | Settings

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 HealthWave. To resolve this:

1. Right-click on a blank area of your desktop and F,,]
. | T~ |
choose Properties. : e :

2. Click on the Screen Saver tab.

Manitar power
. L N To adjust moritor power sellings and save energy,
3. Disable your screen saver by choosing "None" from % click Power
the drop-down, then click the Power button (see
icture at right).
p g ) ok J[ cancel J[ appb ]
4. Once the Power Options Properties window o U LS

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

Power Schemss | Advanced | Hibermate | LIPS

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

hard disks and System standby (see picture below Bt e
right). Now click on the Hibernate tab. [ inimal Fower Manzgement v
Setltings for Minimal Power Management power scheme
Tum off monitor, [ Hever ]
Tum off hard disks: | Never v
System standby: [ Hever |
8 [ caneel | [ denb

5. Make sure the Enable hibernation option is NOT ot SR e Ex

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

Power Schemes | Advanced | Hbemate | UPS

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, continued

For Windows Vista/Windows 7:

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...

4. On the Power Options

screen, under Select a

power plan, click
Change plan settings
for the current power
plan you are using.

5. Once on the Edit Plan
Settings screen, set drop-
down menus for Turn
off the display and Put
the computer to sleep to

Never. Next, click on
Change advanced
power settings.

6. From the list of advanced settings, click the "+"

sign next to the following items:

Hard Disk: set Turn off hard disk after to O
minutes. This will change the setting to Never. z

Sleep: set Sleep after and Hibernate after

both to O minutes.

[ Advarced settings

computer to manage power,

8 Change settings that are currently unavailable

|Ea\anced [Active]

KX Screen Saver Settings =
| screen Saver |
Screen saver
(Mong) =] | Settings Preview
10 On resume, display logon screen
Power managerent
Conserve energy or maximize performance by adjusting display
brightriess and other power settings,
Change power settings...
0K ] { Cancel Apply.
o e
@_\/v‘@ » Control Panel » Power Options » Edit Plan Seftings + 45 [seoren £
Change settings for the plan: PC power
Choose the sleep and display settings that you want your computer to use.
& Tum off the display: Never -
W Putthe computerto sleep: | Never v|
Change advanced power settings
Savechanges | [ Cancel |
‘@ Pouver Options @

" Select the power plan that you want to customize, and
; then chaose settings that reflect how you wantyour

@ Additional settings

Display: set Turn off display after to 0 Hard disk

O minutes and Adaptive display to Off.

When finished, click Apply and then OK.

return to the Edit Plan Settings tab. Click Save

changes to exit.

eless Adapter Settings

= Sleep after
Setting: Mever
= Hibernate after
Setting: Mever
i USE settings

m_Poweer huttons and lid

You will

m

1€ Restore plan defaults
Cancel

Apply




Pre-Configuration Steps: Generate Your File(s)

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

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

1) Your data file(s), 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 data 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.



Notes
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Configurations: Hardware Not Detected

Har dware not detected

Please chooze either:

Hosted Services

It you are uzing PhoneTree services and not hardware
ta place calls.

Usze Hardware

If you will be uzing PhoneTree hardware attached to
this computer.

Usze Hardware Hosted Services

Hardware not detected
Launch the HealthWave software and this box will appear. Since your HealthWave system does
not require hardware to operate, click Don’t ask me again and then click Hosted Services.




Configurations: Account Registration

Navigation Configure  Halp

Patient List Configure Automation

HealthWave™

i3 & ®
&

g
Flexible Flexible Basic Caller 1D Blocked
lications: Applicati Applicati Humbers
DOptions Messages

Use Sound Ca

Account Registration
Before configuring your HealthWave software, you must first activate your account. Click the
Configure tab, then click the Account Registration icon.

S Account Registration _ SiAccount Registration
Account Summary: Account Summary:
Account Number ..o eyl Account Mumber .o
Acthvation Code . ... Eadaan Activation Code .. ... ...
Reqister Update
Features: Features:
A{EEDUNIES Pt s S e s A cEnlin B8 oty s EER Aclive
TestMessaging. .......................] Inactive TestMessaging. . ......................] Aclive
Dietails: Details
Practice Name . . .. .. | J Practice Name . .. .. .. |Greanhrnnk Healthcars j
Practice Description . . | Practice Description . .|G'95”b'°°k Healthcare
Email Addiess. ... ... | Email &ddress. ... ... lidoe@areerbrockhe.org
Dialing: Dialing
Enter your local [office] areacode. . ... .. .. Enter your local [office] areacode. . ... .. ... 555
oK

Under the Account Summary section, enter the account number and activation code (located
inside the software case), then click Register. In the Details section, enter the destination Email
Address and Practice Description for each practice purchased. HealthWave will use this
information when sending call job(s).

Under Dialing, enter the your local office area code, then click OK.

Note: The Text Messaging feature (see pages 43 and 64) will only appear “Active” if purchased.
To purchase this feature or for more information, please contact PhoneTree Healthcare Sales at
800.951.8733. 11



Configurations: Launch the Flexible Applications: Options Wizard

i{\“\. PhoneTree V6

HealthWave™

®

Flexible Basic Caller ID Blocked
Applications: Applicati Numbers

Flexible

Options

[ Use Sound Ca p_.

Step One: Launch the Flexible Applications: Options Wizard
Click the Flexible Applications: Options icon.



Configurations: Options: Welcome...

Flexible Applications: Options

Flexible Applications: Options Wi

Thiz wizard will assist you in configuing flexible confirmation/reminder message options.

Betore continuing, make sure you know how to create the appropriate report file from your practice
management spstemn. For help abtaining your repaort file, click here:

vy phonetree. com/ appointmentfilshelp. htm

Click [Mext] ta begin.

LCancel Help

This is the first Options Wizard screen, remaining 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: Options: Your File

Flexible Applications: Options

Your File

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

& One report file ™ Multiple report files

[Browsse] ta the path and filename for your repart:
|C:\PhoneTreeDataFiIes\PTAPPTS.txt Erowse ...

For help abtaining your repart file, click here: wviw. phonetree. com/appointmentfilehelp. him

Select when PhaneTree will impart your report filefz)
* ‘wait for the above file to be created each day. [Recommended)

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

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

LCancel Help | < Previous || Nexts |

Step Two: Your File

On this screen, select either One report file (if you only exported one file from your PMS) or Multiple
report 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 report/data file(s). We recommend you save
your data/report file to a known folder location (consider creating C:\PhoneTreeDataFiles) where you
will be able to browse to them from the HealthWave computer. Once configured, each day HealthWave
will read the data file(s) and use it to make calls. Once you have chosen the path to your data 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 report file:

a) Wait for the above file to be created each day (Recommended) We suggest you choose this
option, because as soon as your data 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 report 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 messages. 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: Options: Practice Management System

Flexible Applications: Options

Practice Management System

Select your practice management system:

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

IF 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.

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.




Configurations: Options: Import Results

Flexible Applications: Options

Import Results

Please review the results of your file import:

Providers (5] Locations [3): Feazons [15)
1 1 L A
3 3 FU 3
2 2 P
[ INJ 4
5 o

NP

5

orP b

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

If the results appear incomect, click [Previous], then select the appropriate practice management
system and wersion.

LCancel Help | < Previous |

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.

Your sample file as imported by PhoneTree
Hame Phone Appt Date |Appt Time |Provider Location Reason -
Deborah Turner (555) 555-5674 1 0A0EI03 01:00pm i) 3 Oy
Micheal Scott (555) 555-9211 10103109 04:30pm 2 1 FU
Paula Edwards (555) 555-1800 1 00009 09:00zm 1 2 Oy
Mindy Meeks (555) 555-THST 1 0A0EI03 01:30pm 1 2 Oy
V Ectward Booth (555) 5557840 10M0G09  |04:45mm |6 3 FU
Timathy Moore: (555) 555-5550 1 00809 09:30pm 1 2 NP
Evelyn Jones (555) 555-9765 1 0A0EI03 03:30am 1] 3 Oy
Claire Peterson (555) 555-4532 1000309 10:00am 2 1 Oy
incent Boyls (555) 555-6937 1 00809 03:30pm 5] 3 NP
Alan Y oundg (555) 555-7610 1 0A0EI03 03:30pm 5 1 NP
Patricia Evans (555) 555-8275 1 000309 09:30am 2 1 NP
Margaret Wittingham | (555) 555-27 27 10MENa  |12:450m 5 1 NP
Jangt Villiams (555) 555-32567 10005103 02:30pm 3 &l O
Bruce Springs (555) 5595-3201 1000309 10:308m 2 1 FU
Allen West (555)-555-4560 1 0A0EI03 11:15am 2 1 NP
Doug Goode (555) 555-8001 1003109 03:00pm &l 1 FU
Helly Motsinger (555) 555-8521 1 00509 10:30am 1 2 FU
Biok Kramey (555) 555-011 01 1 0A0EI03 11:15am 5 1 Oy
Mate Smith (555) 555-7403 1 000309 03:00pm 1] 3 NP
Meil Young (555) 555-9872 1 00509 10:30am 1] 3 Oy o
James MeDowel (555) 555-0220 1 0A0EI03 11:15am iy 3 NP 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 PhoneTree Customer Support 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.



Configurations: Options: Call Delivery Options

Flexible Applications: Options

Call Delivery Options

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

{+ Standard [call times only]

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

Configure options...

Cancel Help | < Previous || Mewt > |

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

Choose Simple if you only wish to specify the days HealthWave will send messages on and
keep the other settings at their defaults.

Choose Custom if you want to specify the days HealthWave will send messages on, plus
access to other HealthWave calling options.

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



Configurations: Options: Call Delivery Options, continued

) Call Options (Simple])

Select when calls are to be placed:

Allow calls on: [T Sun v Mon v Tue v Wwed |v Thu w Fri [ Sat

LCancel

Simple Method

De-select any days that HealthWave should not send messages on (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 20), calls may not begin until your data
file appears. Click OK.

) Callo ptions (Advanced)

Set Call Times

Select when callz are to be placed:

Allow calls on: [T Sun | Mon v Tue v Wed [» Thu v Fri [ Sat

Help Mest >

Custom Method

On this first screen, de-select any days that HealthWave should not send messages on (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 20), calls
may not begin until your data file appears. Click Next.

24



Configurations: Options: Call Delivery Options, continued

F Call Options (Advanced)
Set Delivery Options

Anzwering Machines: Busy/ModAnswer
Leave Message: On first attempt Retry numbers: 3 -
Multiple entnes:

If there are multiple entries for a patient: % Call only once per person
i~ Call for each list entry

Family entries:
If there is more than one patient at i Call each patient zeparately
the same phone number: & Combine entries into one call

LCancel Help

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 entries:

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 entries: If a single patient appears on the data file more than once, 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 the
data file, choose either to Call each patient separately or Combine entries 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 Flexible Applications: Message wizard.

When finished making changes to these settings, click Finish.

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



Configurations: Options: Automatic Reports

Flexible Applications: Options

Automatic Reports

Choose [Custom Report] to enable a repart of call statuses, then click [Configure Feport].
i MoReport

¥ Custom Report

LCancel Help | <F‘rewous| MNext > |

Step Six: 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 top of iepoit. [ Greenbrook Healthcars

v E-mail a call status repart:

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

Subject:  [Daiy Status Report Configure e-mail

v Prirt a call statug report:

Generic Printer j

Iv ‘wiite a call status repoit to a file:

Path: |M:\PhonaTree Reports Browse

v CSv¥ v POF

Sort order

1) ‘Nama j ﬂ 2] |AthT|me j ﬂ 3] |Nona j ﬂ
Help

Enter your practice’s name in the Practice name to appear... box. Change the Create report each
day at time if needed (allow ample time for your call job to complete). 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 27-28 for configuration instructions).



Configurations: Options: 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 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.

onfigure Emailer

E-Mail Settings
Please complete each field in order to ensure e-mail functionalty

User Information Server Information

our hame: Jane Doe Hostrame: |mai\ areenbrookhe.org

E-mail Address.  |jdoe@greenbrookhc.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 below. (Requires

Metwork Connection)

Test E-Mail Settings
tore Settings.

QK 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.



Configurations: Options: Automatic Reports, continued

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 the confirmation message, it means that one or more of your settings are
incorrect. It may be necessary to click the More Settings... button.

w, Advanced E-mail Settings

Advanced

Server Part Mumier

Outgoing Server (SMTR) [

[ This server requires an encrypted connection (SSL)

Authentication Informstion

Authentication: | NOME

Encryption

Timeouts and Delays

Server Timeout
Shot —F— Lomg 1 minute 00 seconds

Delay Before Emails
Shott S Long 0 seconds

Delay Between Emails
Shott S Lomg 0 seconds

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. Your HealthWave is now correctly configured to send e-mails for Automatic Reporting
and for patient reminders, if selected (see pages 26, 44, 62 and 65).

Click Next.



Configurations: Options: Confirmation

Flexible Applications: Options

Congratulations! Your settings have been configured.

To choose your message:
Click [Finizh]. then click the "Flexible Applications: Messages' icon

LCancel Help | S

Step Seven: Confirmation

You've now finished the process of selecting your preferences, data file and calling options. Click
Finish. Next, click on the Flexible Applications: Message icon on the Configure desktop to
create your reminder message (see image, next page).
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Step One: Launch the Flexible Applications: Message Wizard
Still on the Configure tab, click the Flexible Applications: Message icon.



Configurations: Message: Message Options

Flexible Applications: Messages

Message Options

Select your message:

Appointment Aeminder [Fecommended) j
Include: [ Provider [v Patient Mame [v Addiional Instructions [hew patient, co-pay, ete.]
v Location [v Confirmappt. [ Allenate Languages [disables Text-To-Speech]

Meszage preview:

Thisz is [practice name] calling. &n appointment for [patient name] is scheduled on Thursday,
Movember 1st, at 10:30in 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 forward 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 42). 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.

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

IMPORTANT: Once a call has been answered, either by a person or an answering machine, it has
a maximum time limit of 2 minutes (subject to change) before the call will timeout and
disconnect. Make sure your message's total length, including any and all content such as the
Additional Instructions option, does not exceed this time limit.

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 message template.



Configurations: Message: Message Options, continued

Flexible Applications: Messages

Message Options

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

| Greentrook Healthoars

Office Email: idoe(@greenbrookhc.org

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

[ Use Text-To-Speech

LCancel Help | < Previaus |

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.

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.



Configurations: Messages: Providers/Schedules

Flexible Applications: Messages

Providers/Schedules

Check all schedules to be confirmed:

w1
w3
2
5

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
your data file. From the list of providers, select which provider’s patients you wish to receive a message.

When finished, click Next.




Configurations: Message: Provider Scripts

Flexible Applications: Messages

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

K] 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

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 data file.

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 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 a message.
However, the provider name will not be mentioned.

When finished, click Next.



Configurations: Message: Locations

Flexible Applications: Messages

Locations

Check all locations to be confirmed:

w1
w3

=e |

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 data 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 a message), be sure to deselect them in this list.

When finished, click Next.




Configurations: Message: Location Scripts

Flexible Applications: Messapes

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 | < Previous

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: Message: Location Phone Scripts

Flexible Applications: Messages

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 at BEE-7Z2-ER02
MNorthpointe Office at B55-521-4024

LCancel Help ‘ < Previous
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: Message: Appointment Types

Flexible Applications: Messages

Appointment Types

Check all appointment types ta be confirmed:
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Step Nine: Appointment Types

Similar to the Providers/Schedules step, these are all the Appointment Types that HealthWave
detected after importing your data 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 messages), be sure to deselect them in this list.

When finished, click Next.




Configurations: Message: Additional Instructions

Flexible Applications: Messages

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 categony and script.

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

NEW PATIENT Please anive 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
LCancel Help < Previous

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 40).

When finished, click Next.



Configurations: Message: Additional Instruction Selection

Flexible Applications: Messages

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: |

Additional instruction preview:

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

LCancel

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

Help | < Previous

Flexible Applications: Messages

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>

v Office Wisit Star to Repeat

NF MNew Patiert

CO-PAYMENT
MO-SHOW
Star lo Repeat

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

LCancel

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.

Help | < Previous Mext> §




Configurations: Message: Alternate Language Selection

Flexible Applications: Messages

Alternate Languages

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

Mumber of alteinate languages: (3«

MName each language:

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

HOTE: Each language must be configured and recorded separately.

QEEHCEI Help ‘ < Previous || Ne

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 42.

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.

N



Configurations: Message: Message Preview

Flexible Applications: Messages

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 -
*Thig iz [Greenbrook Healthcare] calling.

*4n appaintment for

Name Fiobert

"z scheduled

oh 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.

[ 3 = J
g | . 2 Hel ‘ < Py Mest > |
=anee Record  Play  Play Msg | Yolume e NS 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 32), 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).

Provider
Location
Reason

-l

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.

IMPORTANT: once a call has been answered, either by a person or an answering machine, it has a
maximum time limit of 2 minutes (subject to change) before the call will time out and
disconnect. Make sure that your message's total length, including any and all content such as the
Additional Instructions option, does not exceed this time limit.



Configurations: Message: Patient Text Message (SMS)

Flexible Applications: Messages

Patient Text Message (SMS)

v Send text meszage appointment reminders to patients

Presvig:

Appointment Reminder
1

1
June 15, 2003 & 10:30 AM
Questions? Call us

Approximately 74 Characters Customize

LCancel Help ‘ < Previous Mext » |

Step Fourteen: Patient Text Message (SMS)

Note: The Text Messaging (SMS) feature is only available if purchased as part of your account (see
Account Registration on page 17 for more information). If the Account Registration screen shows
this feature as “Inactive,” this screen will not appear. To enable the ability to send text message
notifications to your patients, please contact PhoneTree Healthcare Sales at 800.951.8733.

In addition to calling and/or emailing your patients, HealthWave can also send text message
notifications. To use this feature, HealthWave will require a cell or mobile phone number exported in
the data file created by your practice management system. For more information, please contact
PhoneTree Customer Support at 800.555.0559 or hcsupport@phonetree.com.



Configurations: Message: Patient E-Mail

Flexible Applications: Messages

Patient E-Mail

[v Send e-mails to patients
[*r'our practice management system report must include patient e-mail addresses]

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

Select an e-mail style:

| Medical Appt hirn ﬂ Freview

Enter e-mail details:

Subiect: |Greenbrook Healthcare - our Appointment Rerminder

Office & Same for dl patients:  [336-555-1212 M

chane # ¢~ ahes by location

LCancel Help | < Previous |}

Step Fifteen: 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 data file) 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-mails 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 entered on
page 37). Click Configure E-Mail if you didn't already during the Automatic Report setup process.

Click Next.

44



Configurations: Message: Confirmation

Flexible Applications: Messages

Congratulations! Your message has been configured.

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

Frint Meszage Preview

QEMCEI Help ‘ < Previous || Eir

Step Sixteen: Confirmation
You've now successfully configured your application 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 48 for instructions on configuring alternate languages as part of your message.

Note regarding Basic Applications: If you would like to configure HealthWave to use additional
applications that use a simple message structure and exclude message variables such as Providers,
Locations, Appointment Types, etc., please see page 54.
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To begin calling patients, click Finish, then click the tab labeled Automation.
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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 of the Flexible Applications: Message Wizard. Unlike the English
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 alternate 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
message created in the Flexible Applications: Message Wizard.

Unlike the Flexible 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: Message Preview

Hessage Configuration

Message Preview

Alternate Language: Spanish
Provide the Spanish recordings for your message

Script element -

*Thig iz [Greenbrook Healthcare] calling.
*4n appaintment for

Name Fiobert

“iz 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.
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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.

*Thiz iz [Greenbrook Healthcare] caling.
*An appaintraent far

M arme Robert

*is scheduled

oh Wednesday March 25

at 10:30 in the moming.

Fuithh Dr. Finley
<Mo provider message:

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.

IMPORTANT: once a call has been answered, either by a person or an answering machine, it has a
maximum time limit of 2 minutes (subject to change) before the call will timeout and
disconnect. Make sure that your message's total length, including any and all content such as the
Additional Instructions option, does not exceed this time limit.



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 message. To begin calling patients,
click Finish, then click the tab labeled Automation.

Note regarding Basic Applications: If you would like to configure HealthWave to use additional
applications that use a simple message structure and exclude message variables such as Providers,
Locations, Appointment Types, etc., please see page 54.
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Step One: Launch the Basic Applications Wizard

In addition to making appointment reminder calls, you can also set HealthWave to call for other basic
applications such as Recalls, Reschedules or Collections which usually don’t need to include individual
Provider, Location, Appointment Type, etc. information. If you would like to create an additional
application, click the Basic Applications icon.

Note: Unlike Flexible Applications, Basic 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 basic application must be in one of two different file formats: CSV
or the same format of your Flexible Application file. To help keep your set up simple, it is
recommended that you save your other file(s) in the same location as your Flexible Application file(s).
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Basic Applications

Application Configuration

Edit or add an application.

™ Edit application ' Add application

Select an application: | J Fename

Name this application:  [Recalls

Delete application |

LCancel Help

Step Two: Application Configuration

First you must create an application. Choose Add application and then in the Name this
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 Select an 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.
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Basic Applications

Your File

When the specified file iz present, PhoneT ree will immediately queus the list for calling.

& One report file = Multiple repart file
[Browse] ta the path and filename for pour repart
| \PhoneT ieeD ataFiles\Recalls. cov Binse-.
Select a translator [-gy P

Select when PhoneTree will import your file:
o+ \wait for the above file to be created. [Recommended]

| will start my calls manually each day.

LCancel Help | < Previous || Mest > |
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 Flexible Application
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 data 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.
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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 Flexible Applications file, continue to page 58.

Wait for Configure...

Click CONFIGURE to make changes

Irmport will continue 6
autornatically in

secohds. .

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.
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Basic Applications

Import Results

| Your sample file as imported by PhoneTree

LCancel

Please review the call list above. If it is not comect:
1] Re-expot the file from your practice management system
2] Click [Previous]
3] Check pour configuration settings and try again

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

Michesl Scott (5551 555-9211

Paula Edwards (555) 555-1500

Mincty Meeks (555) 555-7657

Ediweard Booth (3551 555-7540

Tim‘oth\f Maore (555) sss-ssslo p=
4 L3

Help | < Previous

Step Five: Import Results
After your file has finished importing, by either the CSV or same translator you used for your

Flexible Applications 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.
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Basic Applications

Message Preview

Record the message to be delivered.

Example [Recalls)

"Thiz iz Dr. Thompson's office calling. Accarding to our records, your child is due for an
immunization. Please call our office at 555-1432 ta schedule a visit before the fall schoaol year
begins. ‘we look forward to hearing from pou soon."!

[~ Use Test-to-speech
[ Include patient name in message

(=S - 1 ;
Cance! @ Hep | <P
LanGe Recard Play  Play Msg | “alume neR eI

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 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.

IMPORTANT: once a call has been answered, either by a person or an answering machine, it has a
maximum time limit of 2 minutes (subject to change) before the call will timeout and
disconnect. Make sure that your message's total length, including any and all content such as the
Additional Instructions option, does not exceed this time limit.

When finished, click Next. 59
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Basic Applications

Call Delivery Options

“rou must specify when calls are placed. how ta handle busy ines. duplicate entries, and more,

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

{* Standard [call times only)
" Custom [calling times/days, Hoall sttempts, duplicates, ete.)

Configure optiohs...

Cancel Help | <Prewous§
Step Seven: Call Delivery Options

Here, you will be able to specify how you want HealthWave to handle multiple entries 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 Custom 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....

>

N Call Options (Simple)

Select when calls are to be placed:

Allow callsore [ Sun W Mon W Tue W Wed W Thu v Fri [ Sat

Cancel

Simple Method

De-select any days that HealthWave should not send messages on (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 report file (see page 56), calls may not begin until your data file
appears. Click OK.



Custom Method

) Call Options (Advanced)

Select when calls are to be placed.

Allow calls on [T Sun ¥ Mon

¥ Tue

Set Call Times

¥ wed [ Thu ¥ Fii

Help

X

[~ Sat

et »

On this first screen, de-select any days that HealthWave should not send messages on (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 report file (see page
56), calls may not begin until your data file appears. Click Next.

_SiCall Options (Advanced)

Anzwering Machines:
Leave Message:

On first attempt

Multiple: Entries

IF there are multiple: entries for a patient:

Farnily Entries

IF there iz more than one patient at
the same phone number:

Set Delivery Options

Busy/Mobnswer:
Retry numbers: 3

+ Call only once per person
" Callfor each list entiy

{» Call each patient separately
™ Combine Family entries into ore call

LCancel

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 entries:

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.

¢)

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 59) of the Basic 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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Basic Applications

Automatic Reports

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

" No Repart

* Custom Report

i‘tonhgura Report

LCancel Help ‘ <F’reviaus‘ 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 and then click Configure Report.

Advanced Report Options

v E-mail a call status repart:

To: [doe@greenbrookhe.org [2.0. recipienti®@email com)

Sublect: |F|eca\|s Fepart Configure e-mail

v Print a call status report:

Generic Printer j

IV write a call status report to a file:

Path: |M:\PhonaTree Reports Browse

¥ Csv ¥ FDF

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. Change the Create report each
day at time if needed. 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 27-28 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 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.
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Basic Applications

Patient Text Message (SMS)

[V Send text messages to patients

Preview:

Approximately 0 Characters Customize

Cancel Help | < Previous || Hest>

Step Nine: Patient Text Message (SMS)

Note: The Text Messaging (SMS) feature is only available if purchased as part of your account
(see Account Registration on page 17 for more information). If the Account Registration screen
shows this feature as “Inactive,” this screen will not appear. To enable the ability to send text
message notifications to your patients, please contact PhoneTree Healthcare Sales at

800.951.8733.

In addition to calling and/or emailing your patients, HealthWave can also send text message
notifications. To use this feature, HealthWave will require a cell or mobile phone number exported
in the data file created by your practice management system. For more information, please contact
PhoneTree Customer Support at 800.555.0559 or hcsupport@phonetree.com.
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Basic Applications

Patient E-Mail

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

Select an e-mail style:
|Heca|\s hitm j Preview

Enter e-mail details:

Sublect:  [Greenbrook Healthare - IE's time to schedule 3 check:up!

Configure e-mail...

@ Office phare  |336-555-1212

m Help ‘ < Previous || He

Step Ten: 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 data file) 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 Configure E-Mail if you didn't
during the Automatic Report setup process.

When you are finished, click Next.
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Basic Applications

Congratulations! Your settings have been configured.

FOR AUTOMATED OPERATION:
1] Launch the PhoneTree application

2] Click. the Automation Tab
3] Enzure your Practice Management System creates the appropriate file each day

To complete configuration click [Finish)

LCancel Help | < Previous || Finish |

Step Eleven: Confirmation

Once you have finished configuring your application, you will see this screen. To launch the
application, click Finish and then click the Automation tab. Remember, if you want to create more
than one application, just click on the Basic Applications icon again and repeat the process.
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Blocking Numbers and Email Addresses
The Blocked Numbers utility is available to make sure that certain people never get contacted by
HealthWave. Click the icon to display the following screen:

M Blocked Numbers

Phone T Text T Email
& v 7 X 7] ]
Print By Mame By Fhone | Refresh  Delete Help C|IC|( here Whe"
Mame Phane Comment fImShEd'
b |AlanYoung [555) BEE-6252 Tagged from List
John Dae FE5-555-1234 Fequested removal
Mike Smith FE5-555-5789 Preters email only
*
dl | i
Find a name or phone number in this st [enter complete name o number only]:
+ Mame " Phone ) N ;
asliliere " Find Find Again

If you have a phone number, text number and/or email address that the HealthWave system
should never contact, you can add it to the Blocked Numbers database. To block a person's number
or email address, select the form of contact you wish to block, and then enter the person’s name
and contact information in the corresponding fields. To keep a record of why a person was
blocked, enter that information in the Comment field (optional). To resume contacting a number
or email address, click on the entry you wish to remove, and then click Delete.
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Providing Caller ID

The Caller ID feature allows you to control which phone number will appear on Caller ID when
HealthWave calls your patients. You can choose to display your practice’s main phone number or
display a phone number based on a Provider, Office Location, or Appointment Type. To begin,
click the Caller ID icon.

_%ilSelect an Application

Select an Application: |.t‘-\ppointments

To add a Caller ID number, select an application from the drop-down menu and click OK.

Flexible Applications

S Caller I

Enter the Caller 1D number to be displayed for this practice: ERE.5E5-1212

[ Enable advanced Caller ID options

Cancel Help

1. Enter the phone number to be displayed for your practice, including the area code and dashes, in
the box provided. When finished, click OK.

To display a Caller ID number based on the patient’s Provider, Office Location, or Appointment
Type, click Enable advanced Caller ID options (Flexible Applications only) and see step 2.
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2. The Advanced Caller ID feature allows you to specify the Caller ID phone number based on the
patient’s Provider, Office Location, or Appointment Type and, if desired, rank those fields by
importance.

Si Caller, ID

Eriter the Caller D nurmber to be displayed for this practice: FRR.ERA-1212

¥ Enable advanced Caller D options

Cancel | Help

First pricrity Caller 1D Second priority Caller |D Third priority Caller [0

(ffice Location _V_J |N0ne _:J |'\L,5 _‘1]

&dvanced Caller ID

Enter priority Caller D number(s) to be dizplayed based on Office Lacatian '1

Location | Caller ID

Downtown Office 555-677-9328
Southside Office 555-722-6502
Marthpointe Office 555-921-4024

Enter "A" to digplay Caller ID az "Anonymous”
Leave BLANK. ta use the nest lower priarity Caller 1D number

To display a Caller ID number based on Office Location, set the First priority Caller ID drop-
down menu to Office Location. Then, in the Caller ID column below, enter the phone
number to be displayed, including the area code and dashes, for each Office Location. Now,
when HealthWave calls each patient, it will display the phone number for the Office Location
associated with their appointment. When finished, click OK.

Additional Caller ID configurations can be accomplished by using more than one priority and
arranging the fields, Provider, Office Location, and Appointment Type, in an order that is
important to your practice.

Anonymous Caller ID

If your practice uses sensitive Appointment Types that should not display a Caller ID number
due to patient privacy (i.e., testing, treatments, etc.), set the First priority to Appointment
Type and Second priority to Office Location. Then, for each sensitive Appointment Type,
enter the letter “A” in the Caller ID column to display an Anonymous ID (“Unavailable,”
“Unknown Caller,” etc.) instead of a phone number. Leave the remaining Appointment Types
blank to skip to the Second priority and use the Caller ID number for the patient’s Office
Location instead.
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Basic Applications

S Caller ID

Enter the Caller 1D number to be displayed for the application: 5A5-423-1113

ak, Cancel Help

Enter the phone number to be displayed for this application, including the area code and dashes, in
the box provided. When finished, click OK. Repeat for each additional application.
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Daily Operation: Ensuring Automatic Operation

If you followed the Configuration Steps (and chose option A or B on page 20), 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) Internet connection is working

2) HealthWave PC must be on

3) HealthWave software must be running

4) HealthWave software must be left in the Automation screen (see below)

5) Your practice management data file must be present each day in the location you specified on
pages 20 and 56 (if using Basic Applications).

Suggestions for ensuring that HealthWave makes your calls each day would be to connect the
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
1-5 above are met, HealthWave will start calling your patients automatically.

% PhoneTree ¥6

MNavigation CallCenter Help
Patient List Configu ‘ Automation .

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

The AutoResume Timer

Appearing on each desktop of the HealthWave software is the Auto Resume Timer, which will
automatically relaunch the Automation Center after the time elapsed on its counter (each time you
exit the Automation Center, the timer is reset to 5 minutes). So,

when the counter reaches 00:00, the software will return the

Automation mode. This is a built-in safeguard so that Automation

is always running, even if you forget to leave the software in the

Automation Center.

If you want to suspend the Auto Resume Timer temporarily, click I:I'q' 33

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.
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uto-Task automation is running! ‘Z”El El

Mavigation

Patient List Configure Automation HealthWave™

the PC or quit the PhoneTree

Status Message

/200 4:20:00
5/26/2010 4:20:00 PM

C:\PhoneTree File' .SV
vy Appaintments AutoCall C:\PhoneTree File\ptappts. cav

Scans =1 To edit calllists or change settings, choose a TAE to leave the AutomationCenter.

Submitting Calls

This is the HealthWave Automation Center. This is the only screen where it is possible for
HealthWave to make calls. Here, you can monitor when each application will run:

a. 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 next run. Each of these were programmed
when you completed the Flexible Applications: Options and/or Basic Application 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.

b. 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.

c. 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.

Any time you wish to leave the Automation Center (to make changes to your configuration,
manually print a call status report, or other non-calling activity), click the X in the top right
corner, then click Yes on the following message box:

S Leaving Auutomation Center,

“You are about to pause autormation. Do pou wish to continue to
the desktap?

...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 Automation Center. Therefore, if HealthWave is
displaying any other screen, calls will not be going out.
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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: Agpaintments.
N G b k H |th File: Appointments.
Phonel reenbroo ealthcare Vi Aopeindel Tt
PhoneTree Aopointments Call Status Report
- > 3 CallStatus:
Call Status Distribution e by Wachre 5w
Ans by Person 10 45%
BUSY 1 5%
No Answer b 9%
Telco Msg 1 5%
Total 2 100%
[l Ans by Machine
O Ans by Person
W BUSY
[ No Answer
[ Tedoo Msg
Patient Name: Call Status Reply Call Date | Time: Telephone Appt Date / Time. Provider Appointment Type Location
Cah, Johnny Ans by Person 1 02132009 O316PM 1916 5550000 0217109 03:00PM Dr. Smith Congult University Parkway
David, Bowie Ans by Person 1 02132008  O317PM 19165550200 02117108 111540 Dr. Smith New Patient University Parkway
Davis &, Bizabeth Ans by Machine 02-13-2009 18PM 1916 555-7657 0211709 0430 PM Dr. Kennedy Lab [Eastchecter Norih
Davis Sr,.Tmothy #Ans by Machine 02132008 0316PM 1916 5557657 21709 09:30 AM Dr. Simpson Flu Vaocine Eastchester South
Davis Mindy Telco Msg. 02132009  0319PM 1916 555-7657 02117109 01:30PM Dr. Simpson Established Patient [Eastchester South
Dixon,Vingent. ‘Ans by Machine: 02132009 O319PM 19165556937 0217109 03:30PM Dr. Jones. Flu Vaecine: Terrace Drive
Dylan, Bob ‘Ans by Machine 02132008  O319PM 16105550101 0217058 1145 AM Dr. Jones. New Patient ‘University Pariway
Edwards Edwand No Answer 02132009  0320PM 1916 555-7800 02117109 04:45PM Dr. Simpson Flu Vaocing: Eastchester South
Edwarde Poria 02132009 0320PM 19165557800 217109 09:00 AM Dr. Simpson Sick Visit [Eastchester South
Evans Deborah 02432008 O321PM 19165555674 021708 01:00 PM Dr. Kennedy Lab Eastchester North
[Evans Paticia 1 02132009  0321PM 1916 5558275 02017109 09:30 AM Dr. Wagner Establiched Patent North Point Bivd.

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
Emailed only Email message was sent, no call was placed

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

OnDemand call Call was submitted to PhoneTree OnDemand servers

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)



Daily Operation: Understanding Call Statuses, continued

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 received an e-mail from PhoneTree stating “PhoneTree has detected new items!” What does

A.

this mean and what should I do?

If you configured your system for automation [following the guidelines on page 74]
HealthWave will import your file each day and build messages based on the choices you made in
the configuration wizards on the Configure tab.

If HealthWave detects new providers, locations and/or appointment types in your file after
import, you will receive an e-mail from us saying "PhoneTree has detected new items!" 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). The e-mail will list the new items and instructions on how to add new items to your
HealthWave system.

It is recommended that you check your e-mail 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 into HealthWave 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.

Basic Applications

Import Results

Your sample file as imported by PhoneTree

Name Phone Appt Date |Appt Time |Provider Location -

Doe, P33 336-555-8383

Warks, P23 336-555-1234

Doe, PS5 336-555-3456 b
AZ3 336-555-09859

Cupps, P9 336-555.-2987

Phillps, PS 336-555-4332 <
<« | »

Flease ieview the calllist above. If it iz not conect:
1] Re-export the file from your practice management spztem
2] Click. [Previaus]
3] Check. your configuration settings and try again

Lancel Help | < Previous

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 contact PhoneTree Customer Support.
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Appendices: Checking Call Status

Checking Call Status

You have the ability to check the call status of Flexible or Basic Applications once your file
information has been submitted to our servers. During that time, you can check the progress of
your message job and once the message job is complete, see the individual statuses for each patient.
Note: Most jobs are started within minutes of submission, but during peak times, you may
experience a slight delay.

If you followed the instructions for an Automatic Report (see pages 26 or 62), a report containing
the statuses will be generated each day, either as an e-mail with a Word attachment or as a printout
to the printer you specified. However, you can manually check the status also, and print a report
(see page 87). Here’s how to do this:

% PhoneTree V&

Mavigation Configure Help

Patient List Automation

Configure

Click on the Patient List tab, and then click on the Applications icon. From the drop-down menu
that appears, select your desired application, and then click OK.

PhoneTree

OnDemand results have been merged to;
Appointments

If your call job has already completed, you will receive this message. Click OK to view the call
statuses for each patient (see below). If you do not see this message, your call job may still be in the
process of being called. See page 85 for information about checking the progress of your call job.

honeTree Appointments

File Tools Wiew Setup Import Help
F S| P 2 Ok P
COpen Print | Filker ASC DESC  Exit
App
ID|Hame Phone Translated Replies La=t Call Time Lagt Call Date
» E Booth, Edweard (353) 555-7840 1 555 555-7840 Mever Answered 0320 PM 10-06-2009
9|Boyle, Wincent (553) 553-6937 1 535 555-693 Drelivered-%'mail 0319 Pt 10-06-2009
3 |Edwwards, Paula (555) 555-1800 1 555 555-180, Drelivered-smail 03:20 PM 10-06-2009
11 |Evans, Patricia (555) 555-8275 1 555 555-82 Delivered-Person 0321 PM 10-06-2009
17 |Goode, Doug (353) 555-5001 1 555 555-80 Delivered-Person 0321 PM 10-06-2009
7 |Jones, Evelyn (555) 555-9765 1 5535 555-97) Deliversd-Person 03:22 PM 10-06-2009
19 |Kramer, Bok (555) 555-0101 1 555 555-1 Drelivered-smail 0319 PM 10-06-2009
22 \McDowvell, James | (555) 555-0200 1 555 555-022 Delivered-Person 0317 P 10-06-2009
4 |mesks, Mincy (553) 355-T637 1 535 555-T637 Check Mumber 0319 P 10-06-2009
6 |Moore, Timathy (553) 555-3530 1 555 555-53530 Drelivered-%mail 0318 PM 10-06-2009

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 76-77 for a list
of common call statuses and their meanings.

84



Appendices: Checking Call Status, continued

Active Job

If after you select an application and do not see the finished results of your call job, it may still be
in the process of being called on our servers. Here’s how to track your call job’s progress:

% PhoneTree  Appointments

View Setup  Import  Help

3 Ackive Job ..,

Onlernand Service Jobs ...
Oper Change Job Expiration... Completed Jobs ...

Blocked Mumbers k

At the top of the screen, click Tools > OnDemand Service Jobs... > Active Job....

% Active OnDemand Service Jobs

Call On Days
SMT'WTFS

Job status:

Hab is nat waiting
Hob i calling

Placed: 30 Completed: 22 / 33
oK | Refresh | Stop | Help

The Active OnDemand Service Jobs screen will appear. If your call job has been submitted and
is waiting to be called or is currently being called, you will see this screen.

In this example, the Job Status says “Job is not waiting/Job is calling.” This means that the
OnDemand servers are currently working on placing calls. During peak times, you may experience
a slight delay with your call job starting. If such a delay has taken place, your Job Status will show
“Job is waiting/Job is not calling.” To check if your status has changed, click Refresh.

Below the Job Status information, the number of Placed and Completed calls made thus far will
be displayed. The Placed number refers to the total number of calls that have been placed while
calling the Completed number displays how many patients, out of the total to be contacted, that
have been contacted so far. Note: The Placed number will always show a higher number than the
Completed number due to OnDemand retrying phone numbers that gave a busy signal or had no
answer. To update the results, click Refresh.

Once a call job has been completed, it will no longer appear under the Active Jobs category.
Instead, to view finished call jobs, choose Completed Jobs (see page 86).



Appendices: Checking Call Statuses, continued

Completed Job

& PhoneTree  Appointments

File BN Yiew Setup

Import  Help
ﬁ“‘- CnDemand ° Active Job ...
Oper Change Job Expiration. .. Campleted Jobs ...
Blocked Murmbers »

To access your completed call jobs, click Tools » OnDemand Service Jobs... > Completed Jobs....

ompleted OnDemand Service Jobs

Narne Submitted Use 7 D
Anpointrents 2 P
Appointments 7/30/2009 50612 P Mo
Appointments TA28/2009 24212 P SMTWTFS Mo
Appointments T/2R/2009 6:4712 P SMTWTFS Mo
< | %
ag. Get Results Wiew Help

To view the details of any call job, click to highlight that job and then click View. A window will

appear showing you the details of each call made. If you want to print a past call job, click Get
Results and the following message will appear:

PhoneTree

CAUTION: You are retrieving call results that may not represent the last time this job was called,
I If wou choose to continue, wou may overwribe more recent data.

Choose Yes to continue or No ko cancel

Yes Mo |

To display the call job information you have selected, click Yes. Understand that clicking Yes will
overwrite the current job being displayed. If you would like to go back and retrieve the current job
after viewing a different job, be sure to note the date of the calls and repeat these steps.



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:

% PhoneTree  Appointments

File jew  Setup  Import  Help

S W i il @
O Prink ter ASC DESC  Exit

N 5
Appointments

ID|Hame Phone Translated Call Status Replies Last Call Time Last Call Date
b E Biooth, Edweard (5557 555-7840 1 555 555-7840 Mewver Answered 03:20 P 10-06-2009

9|Baoyle, Vincent (555) 555-68937 1 555 555-6937 Delivered-Ymail 03:19 P 10-06-2009

= Friwards Paila 55515551800 1 R85 S&5-1RMN Niedivered-Wmail N3 72N Pt 1N-NR-2NN9

a) Click Print in the toolbar

b) Choose Appointments (or other available report) from the Report format drop-down menu,

#Make Print Selections

Report format:

|App0intments

Send repart to:

| Printer

LCancel |

Help

ﬂ Preview/
E xport

j Setup...

X

then choose Printer from the Send report to drop-down menu. Then click Print.

Print
Frinter: Swyztem Printer [Generic Printer]
Frint Range
e Al
™~ Pages
From: |—1 T l—

Catcel

Copies:
v Cal

X

=

llate 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.

Phonelree Appointments

Tools

Wiew  Setup

Exit to Deskiop View

|1}

Halme

Imnport

Chrl+P

Fnone

Help

Booth, Edward

[533]) 255-7 540

[539]) 255-69357

3 |Boyle, ¥incent

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

Monthly Call Logs
=] 4« > | & | @
Print | Previous — Mext Query Job Help |
Monthly Log: Dec 2008
# |Line |PhoneTree |Mame Tranzlated Phone  |Called Time Called D ate Call Status Replies Uniqlﬂ
2001 1 Schmidt, Samantha |1 555 555-8095 01:59 P 12-15-2008 Ans by Person
211 1 Smith, Callin 1 555 555-6970 02:00 Pk 12-15-2008 Mo Angwer
2211 1 Andrews, Susie 1 555 555-3232 10:56 Ak 12-15-2008 Hung up early
231 1 “Young, Alyssa 1 555 555-4555 10:57 AW 12-15-2008 Anz by Person 1
241 1 Redd. Nancy 1 555 555-4977 10:59 AM 12-15-2008 Ans by Machine
2511 1 Ward, Margaret 1 555 555-1478 11:00 AM 12-15-2008 Mo Answer
261 1 “rale, Melody 1 555 5E5-5472 11:01 AM 12-15-2008 Ans by Machine b
271 1 Johhzon, Dwayne |1 555 B55-9432 11:02 A 12-15-2008 Ans by Person 1
281 1 Elway, John 1 555 555-3456 11:03 AM 12-15-2008 Ans by Machine
291 1 Ryan, Meg 1 555 555-0255 11:04 AM 12-15-2008 Ans by Person 1
301 1 Sweat, Keith 1 555 555-5705 11:05 Akd 12-15-2008 Mo Angwer
AN 1 Harmilton, Linda 1 555 555-3223 11:06 &AM 12-15-2008 Ans by Machine
321 1 ay, Daisy 1555 555-2147 11:07 AM 12-15-2008 Ans by Person
33 1 Anderson, Brandon |1 555 555-1587 11:08 AM 12-15-2008 Mo Answer
341 1 Fowler, Jacob 1555 555-4122 11:03 AW 12-15-2008 Ans by Machine
3B 1 Ryan, Meg 1 555 555-6958 11:10 AM 12-15-2008 Ans by Person 1
31 1 Bailey, Amanda 1 555 B55-7604 11:11 AM 12-15-2008 Ans by Machine
Erahl 1 Tanaka, Helen 1 555 5550085 11:12 AM 12-15-2008 Mo Answer
381 1 ‘weston, Barbara 1 555 555-6413 11:13 AM 12-15-2008 Ans by +Machine =
i i

Clicking the Monthly button brings up the entire month’s 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:

' -

Include:

Appaintments
Appaintments
Appaintments
Appaintments
Appaintments

— L 0D e

Lancel

Open Query  Save Query

o

Help

X

j |App0intments

j |ﬂn}lJob

=

Started

Last100Jobs |
Appointments. mdb
Appointments. mdb
Appointments. 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 = 7]
Open Query  Save Query Help
To query by categary:
Select your ...then select
query category(s): critenia bo wiew:
FPhoneTree A Mot Called et ~
Photie Lir Mo Arswer F
2 BLISY
Learned kaching
EBDII?S D 9 Mot Canfirmed
ppo!ntment ,atE | |Ans by Person
Appaintment Time Anz by Machine
Location Call Failed!
Frovider b ax Mo Answers
Appaintment Type
kobile Ph
N; LZE 4 2 3 Mot Accepted
~' |Hung up early ¥

Cancel

Tafind a persan, en

X

ter ane or more:

Mame: ||

Fhore: |

Unique: |

Select zort arder:

Mame -

Select date range:

Start:

=]

|None

|o1s01/2007 |

End:

0B/06/2007 ~
Eirizh

Print any Call Log Query by clicking the Print button (on the toolbar of the main Call Logs
screen, see page 88), 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 Flexible and Basic 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.

Navigation Configure Help

Patient List Configure Automation HealthWave™

[UseSaurdCa |

a) Click on the Patient List tab, and then click the Applications icon. From the drop-down menu
that appears, select your desired Application, and then click OK. The List Editor will now appear.

¥

Filker

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

Filter/Sort Menu [x]

[ Choosz a view:——  FiersSont | Appeaance |

- Check filter categan(s): —| ['...!hen click criteria ta view: —— Sort order: -
C) The Filter/Sort Menu W] Call Status 3 Mot Confimed T il‘l
appears. Name New Filter S 1]
z
TO make editS toa Enter a name for the new filker: 11|
]|
preexisting view, proceed to e ||
step d.
. . INew View
To create a new view, click —
. ot use
Add. You will be asked to I Notused P
Click add b b [ Mot used Max No Answers
choose a name for the new R ||| e No drswer ¥
view. Type in a name and Del CNetused ¥ el | Selectrons

then click OK.

MOTE: In Entire List View anly sort arder. highlight preference and fort may be changed.
K You must add a new view to access all other filter/sort options. Help |




Filter/Sort Menu

Choose a view:

Enitire List

Click add to create
a custom view

Add Del

_x |

Appearance ]
Check filker category(s): ...then click criteria to view: Sort order:
W 9 Mot Confirmed - m &)
Groups Ans by +Machine = ame Z
i Ans by Machine
T::hzz " Anz By Pager Nane % ‘El
Al gD 9 Ans by Perzon o
i .ate Bad Mame/FPhone & Zl
Flex Time Blocked Mumber
Office Location BUSY Clear
Mot uged BUSY After Woice
Mot used Call Failed!
Call Transfemed —
iovused | |EMaled orly
9t L= Fax or Modem
Not used Hung up early
Mot uged Leamed Machine
Mot uged Max Mo Answers
Mot used No Answer b
Het used — Select all Select none

Appendices: Custom Views, continued

X

Help

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

Choose a view:

Enitire List

Click add to create
a custom view

Add Del

_x |

FilterSart

Select columng to display: Dizplay options:

3

[~ Highlight removed persons in red

Faont size: Srall Fant =

Call Counter

Tatal Call Counter
Anstdachine Type
Anstachine 0GM
CallTirner

HMo 95

All Default Clear

Help

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 Flexible Applications: Options Wizard:

Flexible Applications: Options

Practice Selection

Select a Practice you want to configure:

- All practices da nat have to be configured for this application.

Practice: | Greenbrook Healthcare: Duwnj Renarns

& Edit practice
" Add practice

Delete practice

—Qancel Help < Previous Next>
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