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Outbound Call Guidelines

These guidelines outline the proper process for making outbound calls, ensuring calls

are placed under the correct IVR, accurately tagged in Aircall, and properly documented
in playbooks where required.

1. Using the Correct IVR
e CSTier 1 (CS MNL) — Use IVR 2: Existing Bookings

e CS Tier 2 (TA MNL Existing) — Use IVR 2: Travel Agent

Start conversation from X Start conversation from X
a [ IVR 2] Existing Bockings . a [IVR 2] - Travel Agent .
+612 83115019 +6137037 1169
To To
@ ~ Teammate, contact or number a + Teammate, contact or number
1 2 3 1 2 3
ABC DEF ABC DEF
4 5 & 4 5 6
GHI JKL MNO GHI JKL MNO
7 3 9 7 3 9
PQRS Tuv WXYZ PGRS Tuv WXYZ
* 0 # * 0 #
*J Message %, Call *7 Message L, Call
2. Aircall Tagging

e All outbound calls must have the appropriate tags.

e Multiple tags may be applied if several concerns are discussed in the same call.

e Special Note for Tier 2: If the call involves a travel agency, the Travel
Agency name must be tagged in Aircall if available.
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3. Playbook Requirements for Outbound Calls

e When to Create a Playbook

o Callback requests and missed calls — A CS Notation Playbook must
be created and completed once the call has pushed through.

m If the outbound call originates from a callback request task in
HubSpot, the agent must also update the HubSpot task in




Barangay Ugong, Ortigas Pasig City
- goway.com

Unit 1, 3rd Floor Tower \ h 4
1 Rockwell Business Center,

addition to completing the CS Notation Playbook.

e When a Playbook is Not Required

o If the outbound call attempt is unsuccessful, a CS Playbook task is not
required.




