HelloSpoke Notify Customer

On-Boarding Guide

Welcome to Notify! This guide is meant to provide training information to help you get off to a

great and productive start.
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LOGGING IN AND NAVIGATION

How to Log In

When added as a user to the Notify system you will receive an email containing important login

information:



Your username

A temporary password
Your account name

A link to the Notify system

AwNn

Follow the link to the Notify system (https://hsnotify.hellospoke.com), and log in using the
information provided.

If this is your first time logging in, the password provided in the email will be a temporary
password only. You are required to set a new password on your first log in.

If you have logged in before, but have forgotten your password, click “Forgot password?” to reset
your password.

Passwords must be at least 6 characters with at least one uppercase letter and one number.

Navigating with the Side Panel

Users can navigate the Notify system by clicking on the options in the side panel under each

property.


https://hsnotify.hellospoke.com
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1. Call Lookup - Click this to view or download a log of all call activity.

2. Team - Click this to go to the Team Management page, where you can add, edit, or
delete users.

3. Schedule - Click this to go to the Schedule page.
Statistics - Click this to view or download a bar graph of missed calls.

PROPERTIES

Properties List
Overview

The Properties List page is the first page that you see when you log into the Notify system. It
contains a list of properties you are assigned to.



$poke [NEW] 1004-01 F&C £¥ @9 HiLeah o

1004-01 F&C

AVERAGE EMERGENCY MAINTENANCE RESPONSE TIMES [ porrotio Company Industry
1004-01 F&C All metrics last 30 days
223 E Town Street o 9m32s | | 6m44s | [15m 39s
Apartments
2700 Universi
Iversity VIEW ALL CALL DATA ©

306 Riverfront
360 Market Square PROPERTY NAME v UNITS v TOTAL CALLS v LEASING v GENERAL v EMERGENCY v COURTESY v OTHER v AVG EMRT v
4th & Race Apartments 1004-01 F&C 55 0 0 0 0 0 0
Amber Woods

223 E Town Street Apartments 84 279 69 17 0 0 193
Autumn Breeze
Apartments 2700 University 248 301 81 0 27 9 184 3m33s
Avon Creek
Apartments 306 Riverfront 199 154 33 2 6 5 88 2m 4s
Axis 360 Market Square 292 196 32 10 8 0 146 1msis
Boulevard at Central
Station 4th & Race Apartments 264 386 80 0 12 1 283 1h 47m
Brownsburg Crossing Amber Woods 350 440 57 60 64 0 259 17m 20s
Cambridge Square

Autumn Breeze Apartments 280 371 104 61 16 0 190 9m 23s
Carmel Woods
Apartments Avon Creek Apartments 256 131 10 15 31 0 75 5m 42s
Carriage House

Properties List Headers

Property Name — A list of all properties that you are assigned to
Units — The total number of units at the property
Total Calls — The total number of calls that hit the Notify IVR for that specific property

NN

Leasing — The total number of callers that hit the IVR and selected the Leasing option, if

applicable

5. General — The total number of callers that hit the IVR and selected the General option, if
applicable

6. Courtesy — The total number of callers that hit the IVR and selected the Courtesy Officer
option, if applicable

7. Emergency — The total number of callers that hit the IVR and selected the Emergency
Maintenance option, if applicable

8. Other — The total number of callers that hit the IVR and either failed to select an option, or

selected an option outside of the predefined categories listed above

Average Emergency Maintenance Response Times

Located in the upper right-hand corner, you will notice three boxes containing emergency
response times. These times have been calculated based on the emergency maintenance
response time for the following categories:

1. Portfolio is based on the average emergency response time for the last 30 days, specific
to the properties you are assigned to. If you’re only assigned to one property, the portfolio
time will reflect this.

2. Company is based on the average emergency response time for your entire company or



management group for the last 30 days. This is calculated based on every property within

your company, regardless of what you see or have access to.
3. Industry is based on the average emergency response time for all properties in the Notify

system.

Properties List Report

When setting your email preferences in your user profile, you can choose to have the properties
list, with updated stats, emailed to you on a weekly or monthly basis.

Email Preferences

Email notifications sent to: v

PROPERTY NAME EMERGENCY LEASING GENERAL COURTESY OTHER

B B R 8

SCHEDULED EMAIL REPORTS
Weekly report
Monthly report

DELETE USER

Property Dashboard

Click on a property name in the Properties List or in the left sidebar to get to that property’s
dashboard. The property dashboard displays call activity over the last 30 days, and today’s

schedule.
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Amber Woods 0

Call Lookup

Team

Schedule

Statistics
Autumn Breeze CALL ACTIVITY (last 30 days)
Apartments
Avon Creek Q search VIEW ALL CALLACTVITY © )
Apartments
Axis v v DATE v TIME v RESPONDENT v RESP TIME~ RESOLUTION v NOTES v FROM # v RECORDINGS
Boulevard at Central Other 3/25/23  9:36am - - 0 OREGON CALLER  +15555551224
Station
s burg G Emergency 3/25/23  7:35am Joe 8m1s A-OMW 0 Unavailable +15555552231 ) 4

rownsburg Crossing
Cambridge Square Leasing 3/24/23  6:58pm - - 0 JESSICALUCAS  +15555553239 ® +
;:;’;::‘::gds Emergency 3/2423  6:31pm Joe 11m13s A-NME 0 WIRELESS CALLER ~ +15555554203 ® #
Carriage House Other 3/24/23  5:24pm - - 0 Unavailable +15555555224
Clark's Crossing Other 3/24/23  3:43pm 5 - 0 HARVESTOR FNC C  +15555556211
Corporate
Cosmopolitan on the Other 3/24/23  3:18pm - - 0 JOHNSON,KEYAIRA 415555551760
Canal Other 3/24/23  2:00pm . - 0 WIRELESS CALLER  +15555550004

Dakota Ridge -
Depot at Nickel Plate

1. CALL OVERVIEW shows the last 30 days calls in graph form. You can select and deselect
the categories in the bottom of the graph to show and hide them. If you click “View All
Statistics”, it will take you to the Statistics page, so that you can filter and view the data as
needed.

2. TODAY’S SCHEDULE shows all of the schedules for that property. If you need to edit a
schedule, you can click the edit symbol E, which will bring you to that schedule to edit.

3. CALL ACTIVITY shows up-to-date call history for the last 30 days. You can search and sort
this data, and click a row to view the individual call overview window with more

information. If you want to see more than just the last 30 days, click “View All Call



Activity.”

INDIVIDUAL CALL OVERVIEW

Property

Call duration
3/4/20 @ 4:05pm

3/4/20 @ 4:05pm

3/4/20 @ 4:06pm

3/4/20 @ 4:06pm

3/4/20 @ 4:06pm

Glenview Apartments

Agent 3
7m 555

374720
Tm 31s
Call received from 444-252-1556

Caller selected Emergency

Message received from
444.252-1556

Call disconnected

Call sent to Agent 1

NOTES

121319 @ 10:17am

Beth P: appointment scheduled
for this afternoon at 4:30pm to fix
toilet

12/12/19 @ 10:30am
Sarah L: rubber flapper ordered

12/12/19 @ 10:03am
Tom H: unit 12 needs a new

TEAM MANAGEMENT

Team Management Page

Available only to Admins

The Team Management page contains a list of users for your property. You can add, edit or

delete team members here. You can access the page by clicking “Team” under the property

name in the left side panel.
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Call Lookup TEAM MEMBERS

Team

Q search + ADD TEAM MEMBERS

Schedule

Statistics NAME EMAIL TITLE ROLE STATUS
iﬁzi;c;vxgstreet Alicia Osborne aosborne@flco.com Regional Manager Admin v Activated #F ®
2700 University Gavin Greene ggreene@flco.com Director of Management Systems Master v Activated F ®
306 Riverfront Judah Johnson jiohnson@hellospoke.com HS Support Master v Activated F ®
360 Market Square
4th & Race Apartments Michael Collins mcollins@flco.com President Master v Activated F ®
Amber Woods Ryan Blakely rblakely@hellospoke.com HS Support Master v Activated #F ®
Autumn Breeze " " .

2
Apartments Sarah Dassylva sdassylva@flco.com Vice President Master v Activated # ®
Avon Creek
Apartments
Axis
Boulevard at Central
Station
You can also click the ‘ ‘ button in the Property Dashboard.
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Axis TYPE v v DATE v TIME v RESPONDENT v RESP TIME~ RESOLUTION v NOTES v FROM v FROM # v RECORDINGS
Boulevard at Central Other 32523 9:36am E E 0 OREGON CALLER  +15039125107
Station
) Emergency 32523 7:35am Joe 8m1s AOMW 0 Unavailable +13179020695 ® +
Brownsburg Crossing
Cambridge Square Leasing 324123 6:58pm - E 0 JESSICALUCAS ~ +13176904713 ® &
Carmel Woods Emergency 324123 631pm Joe 11m13s  ANME 0 WIRELESS CALLER ~ +13179020695 ® +
Apartments
Carriage House Other 324123 5:24pm E . 0 Unavailable +13178142230
Clark's Crossing Other 32423 3:43pm 5 . 0 HARVESTORFNCC ~ +13178250478
Corporate
Other 324123 3:18pm - E 0 JOHNSONKEYARA +13179939604
Cosmopolitan on the
Canal Other 3/24/23  2:00pm 5 - 0 WIRELESS CALLER ~ +18123961428

Dakota Ridge -
Team Management Features

Admins can set up or edit user profiles at any time by clicking the edit symbol [#]. A window with

their profile information, notification and email preferences will open.



TEAM MEMBERS

Q, search + ADD TEAM MEMBERS
EMAIL STATUS
Bob Ringwald bob.ringwald@glenview.org Maintenance Supervisor Admin v Active ¥ ®
Casper Santana casper.santana@glenview.org Maintenance Basic ¥ Active ¥ ®
Gloria Smith gloriagloria@gmail.com Leasing Limited v Pending ¥ ®
Manny Zimmerman manny.zimmerman@glenview.org Leasing Admin ¥ Active ¥ ®
Samuel Sidekick Samuel.sidekick@glenview.org Regional Manager Master ¥ Active ¥ ®
Tom Timmer tormmytimmer@outlook.com Maintenance Limited = Active ¥ ®

1. Add - Admins can add team members by clicking “Add Team Members” in the top right.
Here, you can add an existing user, add a new user, or bulk import a CSV file of users.

2. Edit — Admins can edit or set up user profiles at any time by clicking the edit symbol 4. A

window with their profile information, notification and email preferences will open.

3. Remove — To remove a user from a property, click the remove symbol () In the
confirmation window, you can also choose to remove them from that particular property

or all properties by checking the Remove from all properties box.

Remove Casper Santana?

[ ] Remove from all properties

Removing a user does not delete them from the Notify system. It will only remove them

from this or all properties, but the user profile will still exist in the system.

4. Delete - To delete a user completely from the Notify system, click “Delete User” in their
user profile.
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Adding Team Members

1. On the Team Management page, in the upper right there is an option to + Add Team
Members. You can add existing (they are already in the Notify system), add new, or bulk
import.

a. Add existing — If a person already exists in the Notify system (assigned to another

property), choose Add existing. In the window, select people from “Available



People” and add them (using the right arrow) to “Add Members”.

ADD EXISTING USERS x
|Q Search |
AVAILABLE PEOPLE ADD MEMBERS

Abigail Henry Dean Dorton

Bob Acorn

Carlos Migden
Evelyn Moore
Fitzgerald Darcy
Gregg Peterson
Henry Philips
Isaac Thomas

Jerome Finley
Karla Leis

Larry Coppertone
Mary Steginga
Nick Smith

b. Add new — When adding a new person to a property, you must enter their first and
last name, title, email and user role (see below for a diagram on user roles). You
also have the option to add them to multiple properties (if they are assigned to

more than one).

ADD NEW USER X

ADD TO MULTIPLE PROPERTIES?

st Name ‘ | [ 101 E Corry

Last Name ‘ | [ 140 E. Main

tie

cma ‘ |

User Role ‘ - |

_ ‘ | [ Brookstone Court

O Highlands Apartments

O Igloo Town Plaza

[ Jade Palace

@ [ Kangaroo Village

[ Loaon Creek




c. Bulk import — Here you can find an Excel template to use when bulk importing. Fill

in the spreadsheet exactly the way it is (don’t move, remove or add any columns).

Save it to your computer as a CSV file. Once ready and select the

file to import.

Bulk Import
Downlood template

User Roles

When adding a new user, each person will need to be assigned a user role. Here is what each
has access to:

BASIC LIMITED ADMIN
View schedules X X X
View individual call overviews X X X
View reporting X X X
Edit schedules X X
Edit other user’s profile data X
Manage teams X

Team Member Status

Once new team members are added to a property, they will be sent an email with login
credentials and a link to set up their account. Their status will remain “Pending” on the Team

Management page until they or their property’s Admin have completed the set-up process by

clicking the “Edit” button 4 next to their status.


https://support.office.com/en-us/article/save-a-workbook-to-text-format-txt-or-csv-3e9a9d6c-70da-4255-aa28-fcacf1f081e6

When their user profile is set up, the status will automatically change to “Activated.” Pending team

members will not be available to put on a schedule until their status has changed to “Activated.”
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1004-01 F&C AMBER WOODS

223 E Town Street
Apartments TEAM MEMBERS

2700 University
. Q search + ADD TEAM MEMBERS
306 Riverfront
360 Market Square NAME EMAIL TITLE ROLE STATUS
4th & R Apart t: S . A
e AREIEMEnt Felicia Strong Fstrong@flco.com Compliance Limited v Activated #F ®
Amber Woods
— Gavin Greene ggreene@flco.com Director of Management Systems ~ Master w Activated # ®
Call Lookup
Janice Goodnight Amberwoods@flco.com Admin Basic ¥ Pending F ®
Team
Schedule Joe Sanders jsanders@flco.com Maintenance Supervisor Admin w Activated # ®
Statistics Judah Johnson jiohnson@hellospoke.com HS Support Master v Activated #F ®
Autumn Breeze . . B
Apartments Lisa Berry Iberry@flco.com Property Manager Admin « Activated F ®
Avon Creek Melissa Rourke mrourke@flco.com Regional Manager Admin ¥ Activated #E ®
Apartments
Axis Michael Collins mcollins@flco.com President Master = Activated [# @
Boulevard at Central Paul Helms pjoehelms@gmail.com Maintenance Tech Basic ¥ Pending @ ®
Station
Brownsburg Crossing Peggy Lott Peggylott@flco.com Leasing Basic Activated # ®
Cambridge Square Phillip Day eltonday123@gmail.com Maintenance Tech Basic v Activated #H ®
Carmel Woods ) R
Apartments Ryan Blakely rblakely@hellospoke.com HS Support Master v Activated F ®
Carriage House Sarah Dassylva sdassylva@fico.com Vice President Master v Activated # ®
Clark's Crossing
Zanea Jackson zjackson@flco.com Leasing Consultant Basic ¥ Pending F ®
Corporate

Editing User Profile Information

Admins can set up or edit user profiles at any time by clicking the edit symbol [#] in the Team

Management page.



TEAM MEMBERS

Q search + ADD TEAM MEMBERS
NAME EMAIL TITLE ROLE STATUS

Felicia Strong Fstrong@flco.com Compliance Limited Activated [ |®
Gavin Greene ggreene@flco.com Director of Management Systems Master Activated F |®
Janice Goodnight Amberwoods@flco.com Admin Basic Pending * |®
Joe Sanders jsanders@flco.com Maintenance Supervisor Admin Activated # |®
Judah Johnson jiohnson@hellospoke.com HS Support Master Activated 4 |®
Lisa Berry Iberry@flco.com Property Manager Admin Activated 4 |®
Melissa Rourke mrourke@flco.com Regional Manager Admin Activated F |®
Michael Collins mcollins@flco.com President Master Activated # |®
Paul Helms pjoehelms@gmail.com Maintenance Tech Basic Pending # |®
Peggy Lott Peggylott@flco.com Leasing Basic Activated [ |®
Phillip Day eltonday123@gmail.com Maintenance Tech Basic Activated 4 |®
Ryan Blakely rblakely@hellospoke.com HS Support Master Activated F |®
Sarah Dassylva sdassylva@flco.com Vice President Master Activated ¥ |®
Zanea Jackson zjackson@flco.com Leasing Consultant Basic Pending * |®

User Profile Information

After clicking the edit symbol E, a window with their profile information, notification, and email

preferences will open. Admins can edit this information for each user on the property.
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Email notifications sent to: ‘ksmith@hsnoﬁfy.com v|
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SCHEDULED EMAIL REPORTS

Weekly report

Monthly report
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1.

Title: Required field.

Timezone: Check to make sure your timezone is correct.

Phone: Enter at least one phone number (can have up to 5).

SMS: Check this box if you would like to receive text message notifications.

Email: You can have up to 2 email addresses in the system.

Pin #: Enter in a 5-digit PIN number that is unique to you. If you call into the system from
an unrecognized phone number, this will be your PIN to access the phone system and
listen to maintenance messages. If you call from the phone number listed on your profile,
you will not be asked to enter your PIN.

Live Escalation (required): Select a phone number where you can be easily reached. Live
Escalation means that a caller will be put on hold and the Notify system will call this
number in order to connect the caller to you live. You can have up to 2 numbers for Live
Escalation. If you add a second number and you are on a Live Escalation schedule, it will
call the top number first, then immediately call the second number. Live Escalation will
only be active if it is built into a property’s schedule, and you are added to that schedule.
Notifications (escalation rules): You must have at least one Notification Rule and up to 5
rules. We recommend each person have at least 2. You can receive messages via text
message (SMS) and/or a phone call. After every notification you also set the WAIT time,
which is the amount of time the system will wait until it either goes to your next
notification rule or the next person on the schedule. You can add, edit or delete
notification rules at any time.

Escalation Alerts: Set up text message notifications to alert you when an escalated call
has not been responded to. Escalation alerts are not required, and you can add, edit or
delete at any time.

Email Preferences: Anytime a message is left in the Notify system, an email with the
transcription and audio file and attached will be sent. Select the email address you want
notifications sent to. If you entered more than one email address in your user profile, you
can set up different email preferences for each email address. For each property you are
assigned to, you can pick the emails you wish to receive by adding a checkmark to the
box. Changes can be made at any time.

Scheduled Email Reports: By checking the weekly and monthly report boxes, you will be
emailed a weekly and monthly snapshot of the property list page, including the missed

call stats and average emergency maintenance response times.



NOTIFICATIONS

Types of Notifications

Admins can set up and edit a user’s notification preferences any time by clicking the edit symbol

[#] in the Team Management page. There are 4 different types of notifications a user can

receive:

1. Live Escalation (required field): Select a phone number where you can be easily
reached. Live Escalation means that a caller will be put on hold and the Notify system will
call this number in order to connect the caller to you live. You can have up to 2 numbers
for Live Escalation. If you add a second number and you are on a Live Escalation
schedule, it will call the top number first, then immediately call the second number. Live
Escalation will only be active if it is built into a property’s schedule, and you are added to

that schedule.

2. Notifications (escalation rules): You must have at least one Notification Rule and up to 5
rules. We recommend each person have at least 2. You can receive messages via text
message (SMS) and/or a phone call. After every notification you also set the WAIT time,
which is the amount of time the system will wait until it either goes to your next
notification rule or the next person on the schedule. You can add, edit or delete

notification rules at any time.

3. Escalation Alerts: Set up text message notifications to alert you when an escalated call
has not been responded to. Escalation alerts are not required, and you can add, edit or
delete at any time. These are recommended for staff that are not on the on-call list, but

want to know when an escalation has not been resolved.



Live Escalation e

Phone | 555-555-1234 (Work) v

Notification Rules e

SMS v 555-555-1234 (Work) v

WAIT | 5 minutes v

2 | Phone ¥ 555-555-1234 (Work) v ®

WAIT | 5 minutes v

Escalation Alert o

If an escalation has not been responded to after D)

1Th 30m v | SMS me at | 555-555-1234 (Work) v

Notification Rules Overview

Notification rules are the system rules for how to notify staff in the event of an emergency

maintenance issue or courtesy officer issue. Admins can set up and edit a user’s Notification



Rules any time by clicking the edit symbol [#] in the Team Management page and scrolling down

to “Notification Rules.”

Notification Rules e

1| sMs v | | 555-555-1234 (Work) v

war

2 | Phone v | | 555-555-1234 Work) | ®

wan

Every user must have at least one Notification Rule and up to 5 rules. We recommend each

* under “Notification

person have at least 2. You can add rules by pressing the plus symbol
Rules.” Notifications are made to users that are on the Emergency or Courtesy schedule. After
every notification you also set the WAIT time, which is the amount of time the system will wait

until it either goes to the user’s next notification rule or to the next person on the schedule.

Users can receive messages via text message (SMS) and/or a phone call. To enable text message

notifications, check the box to agree to text messages at the top of the user profile.



Name

| John || smith |

Title ‘ Maintenance Tech ‘

Timezone ‘ Eastern Time, ET, New York, NY w ‘

Phone | 555-555-1234 [ work ]
| agree to receive SMS messages from HelloSpoke
+

Email @
+

PIN # 12345

SCHEDULE

Types of Schedules

Admin and Limited users can set up and edit the schedules by clicking “Schedule” on the left

side panel or clicking the edit symbol [#] hext to the schedule on the property dashboard.
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223 E Town Street TODAY'S SCHEDULE

CALL OVERVIEW (last 30 days)

Apartments
s VIEW ALL STATISTICS € EMERGENCY [
Call Lookup Nomey
Team 50 12am - 12am

Schedule
Statistics
2700 University
306 Riverfront
360 Market Square
4th & Race Apartments

Amber Woods
CALL ACTIVITY (last 30 da)
Autumn Breeze Ny
Apartments
g Q search

Avon Creek
Apartments

TIMEw  RESPONDENT RESPTIMEw RESOLUTIONw NOTES
Axis
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Types of Schedules




There are four different types of schedules:

1. Emergency Notify — This is the emergency maintenance schedule. When a caller leaves
an emergency maintenance message, the message will be escalated to the people on
this schedule based on each user’s Notification Rules.

2. Emergency Live — This type of schedule will only appear if Live Escalation is added as a
feature on your account. When someone calls during this time, the caller will be put on
hold (for the designated amount of time) and the system will call the people on this
schedule (based on each user’s Notification Rules) in an attempt to connect the caller with
someone live. If the call is not connected live in the designated amount of time, they will
be asked to leave a message and it will be escalated according to the Notify schedule
rules. If a Live Escalation call is missed and a message is left, the Live Escalation schedule
will be turned off until the messages are resolved.

3. Courtesy - This is the courtesy officer schedule. This schedule will only appear if Courtesy
is included on your account. When a caller leaves a courtesy message, the message will
be escalated to the officers on this schedule based on each user’s Notification Rules.

4. Inactive — All notifications will be turned off during this time, and will resume once a Notify

schedule starts.
Three Ways to Set Up a Schedule
When first creating a schedule, our team can assist with setting it up in one of three ways,

depending on your team’s preferences:

1. Forever & ever — the same people are on call every day, all day
2. Rotating — every other week rotation

3. Custom — anything outside of forever & ever and rotating
Only custom schedules have the ability to make system changes to their schedules.

*If your schedule needs to change from one to another, reach out to HelloSpoke Support.

Adding/Removing People on Schedule

You can add/remove people from a schedule by clicking on the plus symbol on a day or on an
escalation list. The method of adding/removing people will be different depending on which way

your schedule is set up.


https://support.hellospoke.com/hc/en-us/requests/new

Forever & Ever and Rotating Schedules

Click the list button ein the upper right hand corner to edit your list(s). Here you can add (+),
delete (X), and drag and drop users. Changes here will change the people on-call from the day of

the change going forward.

APRIL > O O
2023 ) X
On-call lists
w S

29 1
NOTIFY NOT IEﬁ X NOTIFY
12am- 12am 12an + 12am- 12am

]

+ + +

= 6 7 8

Custom Schedule

1. On the calendar there are + signs under each schedule time. Click the + sign, and you can

either select an escalation list (if you have created them) or an individual person. You can



add as many people under each time slot as needed.

List #2
Live Reply

Alex
Beth
Brian
Casey
Henry
Jeremy
Kelly
Mary
Samuel
Steve
Tom

2. The escalation calls will happen in the order people appear on the schedule, so the top
person will get the first call. You can drag and drop the order of people on the calendar if
you need to rearrange.

3. Here’s an example of the first week filled out:
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4. You can use the copy right ® and copy down & arrows to help fill out your schedule
faster. If your schedule is the same week to week, you can fill out one week and then

copy down the schedule to fill it out. If your schedule is the same (or similar) day to day,



then you can use the copy right arrow to copy the people from one day to the next. If the
schedule times are not exactly the same for the entire day, it will only copy people where
the times match.

If you have a Live Escalation schedule, you will need to consider how many people to
add to the schedule based on your on hold time. Each person on the Live Escalation
schedule will be called for 30 seconds. Example: if you set a max hold time of 2 minutes
and only put one person on the Live Escalation schedule, that person could potentially be
called 4 times if they never answer the call. So you’d maybe want to either add more
people to the Live Escalation schedule, or consider reducing the on hold time if there is
only one person to answer the call.

If you do not add people to your schedule, you will get an error and the people last on call
will remain on call until people are added/found. Your calendar will present an error letting
you know that no people are found.

Using the Schedule Builder (custom only)

Properties using a custom schedule can design their schedule using the Schedule Builder. Any

edits in the Schedule Builder will change the schedule from today forward. To get started, follow
the steps below.

1.

Pick the property and calendar type you want to build a schedule for.

2. Click the Schedule Builder icon. The schedules window will open, and you can

create as many schedules as needed. Your schedules must cover 24 hours a day, 7 days



a week.
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Name your schedule.

Choose the times that this schedule covers. Schedules are in increments of 30 minutes,
so you can choose anywhere from 30 minutes to 24 hours. Once your times are selected,
be sure that the duration box reflects the right amount of time.

Select the days of the week this schedule applies to. Your schedule will build visually on
the right side of the window to ensure you are covering 24 hours a day, 7 days a week.
If this is a schedule where you want Live Escalation (calls are sent directly to a person’s
mobile phone vs. caller leaving a message), then check the Live Escalation box and set
the on hold time (the total amount of time a caller will be on hold).

If this is a schedule where you don’t want notifications sent, then check the Inactive box
and all messages that are left during this time will be sent via email and will begin to
escalate once your schedule is active again.

To add another schedule, click + Add another schedule at the top of the window and
repeat steps 3-7 until your 24/7 schedule is completely filled.

The system will not let you save your schedules if there are any gaps or overlaps, so use

the visual schedule builder to ensure that 24/7 is covered. Note: Live Escalation



schedules will not show up on the visual schedule builder.
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Your schedule has gaps.
Please ensure your schedule has 24/7 coverage.

. If you have a schedule that is over multiple days, but the times are different each day (like
this example), you can adjust times by checking Restrict times and then clicking EDIT.

You must first select the days of the week for this schedule.

Restrict times

Schedule: Weekend

i

From: [ 12:00 AMw | o[ 12:00 AMw | | 24 hours |
From:[12:00 AM v | 10 [08:00 AMw | | Bhours |
From: | 05:00 PM + | 0| 12:00 AMw | | 7 hours ‘
[ saturday ~] |

Saturday - ram | 12:00 AM = | to ‘ 12:00 AM = | | 24 hours




1. Once you have your schedules built and click save, your calendar will now be updated

with the times you set for each day.
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12. If you do have a day/time where there isn’t a schedule, the last people on call will remain
on call until a new schedule is found. Your calendar will present an error letting you know

that no schedule is found.

Editing Individual Days

You can add/remove people, change the order of people, and edit the schedule for individual
days.

Editing People For Individual Days

To adjust the people on your schedule, you can:
e Drag and drop the order
e Click the «ee and remove someone from the schedule (this will only delete this instance,
not every instance going forward)



e Click the «ee and you can edit a user’s preferences (this is helpful if you need to change a
phone number or notification preference)

e Click the +to add someone new to the schedule.

Editing Schedule For Individual Days

To edit the schedule on one day (like a holiday), right click (Ctrl + click) on that particular day on
the calendar. A window with that day’s schedule will appear. You can edit the existing schedules,

delete ® or add + a new schedule. Keep in mind that your schedule still must cover the entire
24 hours.

Adjust schedule o
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Escalation Lists (custom only)

If you have a custom schedule, you can use escalation lists to organize your lists of emergency
maintenance staff. Escalation lists are handy if you always have the same group of people on call
together. Example: Tom, Beth, Samuel and Henry are always on call at the same time. Escalation
lists are not required but are a time saver when adding people to your schedule.

1. To build an escalation list, on the custom schedule, click the Escalation List icon ein
the upper right corner.

2. Name your escalation list.
Click the + sign under People and add your people to this list. Add them in the order they

are on call.

Click + Add another list at the top of the window to create more than one list.



Escalation Lists

=+ Add another list

List #1

®

People

Beth

+

List #3

People




Custom Schedule Examples

Rotation

You have three maintenance techs, and they rotate their shift every week at the same time. You’d
set up one schedule for this, but just adjust the times to match the time that they rotate. For

example, this crew rotates on Mondays at 8am, so the times are adjusted to 8:00 AM to 8:00 AM.

e s A —4 - A — 4
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1:00 PM
200PM
3:00 PM
400 PM
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9:00 PM
10:00 PM
11:00 PM
12:00 AM
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This is what the rotation calendar would look like on the schedule with the 8am switch on

Mondays:
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Restrict Times

You have two maintenance crews — one works M-F and the other works weekends.
You’d set up two schedules for this. And because there are different times each day you would

use the Restrict times option on both schedules.
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Daily schedule — This maintenance crew is on call starting Monday morning at 9am until Friday at
5pm. Because the times are not the same every day, you would select your days, check Restrict

times, and click edit to set the times for each day.

Restrict times :

Schedule: Daily

[Monday v | From [09:00AM | o[ 12:00AM~ | | 15 hours |

[Tuesday v | From [12:00AM ¥ | o[ 12:00aM v | | 24 hours |

| Wednesdayw | From[12:00 AM ¥ | o[ 12:00AM v | | 24 hours |

[Thursday | From [12:00AMw | o[ 12:00aM v ] [ 24 hours |

[Friday v | From [12:00 AMw | o [0s:00PMw | | 17 hours |
Psnie

Weekends schedule — This maintenance crew is on call starting Friday at 5pm until Monday at
9am. Because the times are not the same every day, you would select your days, check Restrict

times, and click edit to set the times for each day.



Restrict times

Schedule: Weekends

| sunday w| From [12:00AM v |0|12:00AM v | | 24 hours |
| Monday v| From [12:00aM v | o [09:00AM~ | [ 9hours |
| Friday v | From:[05:00PM v |o[12:00AM~ | [ 7hours |
| saturday v| From [12:00aM v | o[ 12:00AM ¥ | [ 24 hours |

Your calendar will look like this:
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CALLING INTO THE NOTIFY SYSTEM

Checking New Messages

Based on your notification preferences, you will receive a text message or phone call notifying
you that there is a new urgent message (emergency maintenance or courtesy) that needs
attention. Text notifications will always come from 502-276-7859, and phone calls will come from
a property specific number. We recommend saving each number as a contact in your phone for

easy recognition.

Below is a chart of how to navigate from there.

New messages - 1

I—) Replay message — 1

Return call — 2

Acknowledge, on my way — 3
Acknowledge, not an emergency — 4
Delete message — 7

Date and time — O

New Message Options
1- Replay message - Replay the new message.

2 - Return call - Call the person who left the message back directly. The system will mask your
phone number, so they will not receive your personal phone number. This conversation is also
recorded.

3 - Acknowledge, on my way - The system will call the caller back and play a pre-recorded
message informing them that you are on the way to the property.

4 - Acknowledge, not an emergency - The system will call the caller back and play a
pre-recorded message informing them that their issue is not an emergency, and someone will
assist them during regular business hours.



7 - Delete message - Delete the message.
0 - Date and time - Hear the date and time that the message was left.

NOTE: you must either return call (2), acknowledge (3 or 4), or delete (7) the new message for the

escalation process to end.

Checking Saved Messages

To check saved messages, call your emergency number (the notification number that called you

or the number in the text message notification you received).

Below is a chart of how to navigate from there.

Saved messages — 2

I—) Replay message — 1

Return call — 2

Save message — 3

Listen to next message — 4
Listen to previous message — 5
Delete message — 7

Return to main menu — *

Saved Message Options
1- Replay message - Replay the new message.

2 - Return call - Call the person who left the message back directly. The system will mask your
phone number, so they will not receive your personal phone number.

3 - Save message - Save the message.

4 - Listen to next message - If you have multiple saved messages, choose this to listen to the
next one.

5 - Listen to previous message - If you have multiple saved messages, choose this to listen to
the previous one.

7 - Delete message - Delete the message.

* - Return to the main menu.



Resolving an Escalation

To resolve an escalation, and stop receiving phone or text notifications for an urgent message,
you must answer the emergency number (the notification number that called you or the number
in the text message notification you received), and then choose one of these options:

New messages - 1

I—) « Return call (2)

. Acknowledge (3 or 4)
- Delete (7)

What happens if you don’t choose an option

If you don’t choose one of the above options, the system will continue notifying you based on
your notification preferences. When it gets to the last notification on your notification preferences,
it will move onto the next person on the emergency or courtesy schedule.

For example, if your notifications are set up like the rules below, if you do not answer the text
message and choose a valid option to end the escalation, the system will wait one minute, and
then try calling you. If you do not answer the phone and choose a valid option, the system will
then move onto the next person on the emergency schedule:

Notification Rules e

1| sMs v | | 555-555-1234 (Work) v

A

2 | Phone ~ | | 555-555-1234 (Work) v ®

wa

In this example, if Jon doesn’t answer any of their notifications, it will move onto Mike. If Mike
doesn’t answer any of their notifications, it will go back to Jon, and will continue like that for 24
hours until the escalation is resolved by someone:
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When to Use PIN Number

Every user in the Notify system requires a five digit PIN number. The PIN needs to be unique, and
cannot be already used on another user account. You can set a user’s PIN number when editing

the user profile in the Team Management page.

Name Jane Smith

Title | HelloSpoke Admin ‘
Timezone | Eastern Time, ET, New York, NY v ‘
Phone | 555-555-1234 | | Work v ‘

D | agrees to receive SMS messages from HelloSpoke

+

Email jsmith@hsnotify.com

+

PIN # 09876




When to Enter PIN

Users only need to enter their PIN number if they call into our system from an unrecognized
phone number. If they call into the system from the phone number that is on their user profile,

they will not need to enter their PIN number.

REPORTS

Statistics

You can access Statistics by clicking Statistics in the left side panel.
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This is a graphical overview of calls received by type.
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1. In the upper right corner of the graph, you can select your date range. The default is the
last thirty days, but you can pick a custom date range.

2. Inthe upper left you have some viewing options: hourly, daily, and monthly. This will
change the graph view based on your selection. The data defaults to include both
business hours and non-business hours, which you can change by selecting or
deselecting the check boxes.

3. Along the bottom, your call types are color coded. Any combination of these can be
filtered out by clicking on them. Example: you can view only Emergency calls by clicking
on General and Other to turn them off.

4. You can hover over anything on the graph to see actual numbers.

5. To download the graph, click the download icon 9 in the upper right and select PDF,
JPG or PNG format.

Call Lookup

You can access Call Lookup by clicking Call Lookup in the left side panel.



Autumn Breeze

Apartments

Call Lookup

Team Q IAutumn Breeze Apartments

Schedule

Statistics PROPERTY NAME v
Autumn Breeze ... Leasing 4/1/23 2:50pm
Autumn Breeze ... Leasing 4/1/23 1:20pm -
Autumn Breeze ... Other 4/1/23 1:18pm
Autumn Breeze ... Other 4/1/23 1:14pm -
Autumn Breeze ... Other 4/1/23 12:09pm
Autumn Breeze ... Other 4/1/23 12:05pm -
Autumn Breeze ... General 4/1/23 10:50am
Autumn Breeze ... Leasing 4/1/23 10:39am -
Autumn Breeze ... General 4/1/23 10:21am
Autumn Breeze ... Leasing 4/1/23 10:16am -

This is a list of all of the phone calls received for all properties you are assigned to.

9 Mar 01, 2023 - Apr 01, 2023 ~

Q [Meadow Street Village o
PROPERTY NAMEv RESPONDENTv RESP TIMEv RESOLUTION v FROM v RECORDINGS
Meadow Street V... Emergency 3/24/23 10:36am Jamie 1m 24s A-NME 1 TAYLOR GREENE +5555551234 ® +
Meadow Street V... Other 3/23/23 8:10am - - 0 WEBB JAMIE +5555554321

Meadow Street V... Emergency 3/22/23 9:15pm Bob Tmas A-OMW 1 TAYLOR GREENE  +5555551234 ® +
Meadow Street V... Other 3/13/23 2:18pm = - 0 WEBB JAMIE +5555554321

1. In the upper right corner, you can select your date range. The default is the last 30 days,
but you can pick a custom date range.
2. There are a couple of ways to sort and filter the data:

a. Sort: The data automatically sorts by date and time, but you can sort any column
(ascending or descending) by clicking the down arrow next to the header. The
header will turn green when sorted.

b. Filter: At the top of the list there is a search bar where you can enter in keywords
to search by. Example: you want to see all Emergency calls that Tom responded to.
You’d type in Emergency and hit enter, and then Tom and hit enter. The data will



then filter to show you all calls that include Emergency and Tom in the data.

Q | Emergency x| [ Tom |

CALL DURATI w R TIME -~ LIVE -
Emergency 9:37am m31s Tam 8m 435 Er 4
Emergency 9:3%am Tm31s Tom 3m 08s = -
Emergency 4:05pm 1m31s Tom 1m 555 LIVE 4

3. Once you have the data sorted and filtered the way you want, you can download it to a

spreadsheet. To download the data, click the download icon 9 in the upper right.
4. Clicking on one of the calls displays the Individual Call Overview:

IELOTT IVIATTdBEITIETIL GTOUpD ¥

EADOW STREET VILLAGE DASHBOA

INDIVIDUAL CALL OVERVIEW x
9 Mar
Property Meadow Street Village
’ 0:00 0:00 i
Type Emergency
- 3/22/23 @ 9:15pm  Call received from 555-555-1234
leadow Street Village Date & time 3/22/23 9:15pm

3/22/23 @ 9:15pm  Caller selected Emergency

3/22/23 @ 9:16pm  Message received from 555-555- ® ¥
w Street V... Emergency Response A-OMW 1234 TAYLOR GREENE  +184

w Street V... Other Response time 1m 4s WEBB JAMIE +150)

3/22/23 @ 9:18pm
w Street V... Other From # +5555551234 Taylor G: Testpcall WEBB JAMIE +15(

Plumbing toilet, flood

TRANSCRIPTION
Hi. This is Taylor Green with Hello spoke. My toilet is
flooding. This is a test call.

Type note and ‘enter’ to add

Individual Call Overview

You can view the Individual Call Overview by clicking on a specific call line in the Call Lookup
page or in the Call Activity box on the Property Dashboard.



IELOTT IVIATTdBEITIETIL GTOUp {x

EADOW STREET VILLAGE DASHBOA INDIVIDUAL CALL OVERVIEW

Property Meadow Street Village
Type Emergency

@] Date & time 3/22/23 9:15pm

Respondent Bob

w Street V... Emergency Response A-OMW

w Street V... Other 3 Response time 1m4s

w Street V... Emergency From TAYLOR GREENE

w Street V... Other From # +5555551234
toilet, flood
TRANSCRIPTION
Hi. This is Taylor Green with Hello spoke. My toilet is
flooding. This is a test call.

b

0:00 0:00

3/22/23 @ 9:15pm  Call received from 555-555-1234
3/22/23 @ 9:15pm  Caller selected Emergency

3/22/23 @ 9:16pm  Message received from 555-555-
1234

3/22/23 @ 9:18pm
Taylor G: Test call

X
g Mar

¥
FROM v [z:{e]]

® L
TAYLOR GREENE  +184
‘ WEBB JAMIE +150)
+184
WEBB JAMIE +150)

Type note and ‘enter’ to add

The Individual Call Overview contains:

1. Inthe top left, you can see information about the caller and call.

In the bottom left, you can read a transcription of the message if they left a message.

If the caller said any keywords recognized by our system, it will display them in the gray

box above the transcription, and it will categorize the call accordingly.

4. Inthe top right is a timeline of events where you can see exactly what happened from the

time the call came in to when the call ended or escalation was resolved.

5. In the bottom right, you can add notes about the call. Each note displays who wrote the

note, and a date and time stamp.

Scheduling Reports

You can choose to have reports sent to your email inbox on a weekly and monthly basis when

setting up your Email Preferences.



Email Preferences

Email notifications sentto: | jdoe@hsnotify.com ¥

PROPERTY NAME EMERGENCY LEASING GENERAL COURTESY OTHER
AmberWo.. . - 0
SCHEDULED EMAIL REPORTS

Weekly report

Monthly report

The PDF reports contain the total number of missed calls broken down by type, as well as the

Average Emergency Maintenance Response Times for your properties.

CALL FORWARDING

Setting Up Call Forwarding

** We recommend setting up automatic call forwarding **

Automatic Call Forwarding

. Contact your Phone Service Provider

2. Ask to add Call Forwarding Ring No Answer (CFNA) and Call Forward Busy (CFB)
features. If they tell you to push *72, reiterate that you need Call Forwarding Ring No
Answer (with 4-5 rings to your office phone), not just call forwarding.

3. Provide the Forwarding Number listed in your Notify Training Follow Up email (always be
sure to include a 1 in front of the number)



For One Phone Line:
CFNA (4 rings) & CFB

For Multiple Phone Lines in a Hunt or Rollover Group:
CFNA on all phone lines in your office hunt group, after 4 rings
CFB on the last line only

Additional Notes:
e If you have voicemail via your phone company, this will need to be canceled/turned off
e |f you have an internal voicemail or answering machine in-house, you will need to

disable
e Write down the representative’s name that took the order and their extension #, along

with the order due date for tracking purposes

Manual call forwarding can be set when you want incoming calls to go directly to your IVR (phone
menu) instead of ringing. This can be handy when you need to step away or want to manually

forward at the end of a day.

Each major phone provider may have a different process, but here's a list of the most common

manual call forwarding techniques:
*72 — Call Forwarding Always (*73 to deactivate)
*90 — Call Forwarding Busy (*91 to deactivate)

*92 — Call Forwarding No Answer (*93 to deactivate)

Please refer to your phone provider for more detailed instructions on manual call forwarding



