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To:
From: 
cc:
This Planning Sheet will help you work out the details for setting up your preferences for dmAnswers14. You can use it to collect basic information about how you want dmAnswers14 to work within your organisation, so that the session can be focused to your specific needs.
1 Completing this form 
In this section, we tell you how to complete this form, what we need to know and how long it should take you.

1.1 Don't worry, our dmAnswers14 Pro can manage the setup and answer your questions
We have included twenty minutes ProTime with your dmAnswers14 purchase. We believe that is more than enough time to set up your installation and answer any questions that you have about the dmAnswers14 controls or how your company can reap the biggest benefits following setup.

1.2 It should only take you around 10 minutes…
It should only take you around 10 minutes to complete this form. We don’t want you to agonise over it as our pro will be able to help with anything you’re not sure on, although will be good if you have an idea of your requirements before the session. Fill in what you can and let us take it from there.
All ProTime advisors have been fully trained and certified by dmClub. We know that they will not only be able to set up a simple dmAnswers14 for you in 20 minutes, but they will also be able to give you sound advice so that you can use it in the most efficient and cost-effective manner.

1.3 About this form

This form is divided into two parts. You should complete the blue sections on the left hand-side (or in a separate table in sections 3 and 5). The orange headings give an example of the type of information we want and it has been completed for a fictitious copywriting services company. The table automatically expands as you type into it so you can provide a full description.

Some sections only need to be filled in if you would like to use the FrontDesk feature – that’s where your incoming calls will come straight to our front desk agent, who will then screen the calls according to your preferences. 

If you only want to use MessageDesk (message taking when you can’t answer) to start with, there is no need to fill in the sections marked FrontDesk Only

1.4 Confidentiality

This form is completely confidential. It will be held for training and quality assurance purposes and will not be disclosed to any third parties for any purpose.

1.5 Returning this form

Once you have completed this form, return it to Support by email (support@dmclub.net) or fax 020 7060 2001.
If there are any problems that prevent your ProTime Session from being scheduled, Support will contact you to resolve them.
2 Your details

ALL CUSTOMERS
Put your contact details in this section

	Complete this column
	This column provides an example

	Contact Name

	Contact Name

John Wordsworth

	Company Name


	Company Name
Words, Words, Words!

	Phone number we can contact you on for the session

	Phone number we can contact you on for the session
01462 889108

	DM Club ID: You use this ID to log in to your DM Clubhouse


	DM Club ID
John@WWW.com

	dmConnect12 number

OR

dmSwitchboard12 Account
(You can find this on the logo for your switchboard. It is a number in the format nnn-nnnn)
	dmConnect12 number

01234 567 890
OR

dmSwitchboard12 Account
004 0055

	Do you want to use front desk, message desk or both?

(if you are not sure, please contact support on 020 7060 2000 for a chat before booking your ProTime session)
	Do you want to use front desk, message desk or both?

I want to use front desk for all my incoming calls, and message desk if I’m out of the office or can’t answer the phone.


3 Introducing your organisation and its aims

ALL CUSTOMERS
Use this section to tell us about why you purchased dmAnswers14

	Complete this table

	How important is this to your business?
	3 – Very Important
	2 – A bit important
	1 – Not important/not relevant

	We want to avoid missing sales related calls
	
	
	

	We want to improve the quality of our existing professional call answering service
	
	
	

	We want professional call answering services but do not want to commit to a contract
	
	
	

	We already have professional call answering service but are looking to cut costs
	
	
	

	We are busy and want someone to screen calls for us
	
	
	

	We want a professional call answering that we can afford
	
	
	

	Other 1  (please write reason here) optional
	
	
	

	Other 2 (please write reason here) optional
	
	
	


	Example Table

	How important is this to your business?
	3 – Very Important
	2 – A bit important
	1 – Not important/not relevant

	We want to avoid missing sales related calls
	x
	
	

	We want to improve the quality of our existing professional call answering service
	
	
	x

	We want professional call answering services but do not want to commit to a contract
	x
	
	

	We already have professional call answering service but are looking to cut costs
	
	
	x

	We are busy and want someone to screen calls for us
	
	x
	

	We want a professional call answering that we can afford
	x
	
	

	Other 1  (please write reason here) optional
	
	
	

	Other 2 (please write reason here) optional
	
	
	


4 What’s more important to your business?

ALL CUSTOMERS
What is more important to you and your business? Put an X next to the answer most applicable to you.
· Money-saving

· Time-saving

· Both

5 Think about your business availability circumstances
FRONT DESK ONLY
Think about when you might use each availability mode in your business.

Example: You might want to set yourself to “Busy” when you’re working on your month end accounts or to “Unavailable when you’re out visiting clients.
	


Complete this column

	This column provides an example

	Availability
	When to use
	Availability
	When to use

	Direct
	
	Direct
	When I want to save money

	Normal
	
	Normal
	When I'm not too busy

	Busy
	
	Busy
	When I'm in a meeting, having lunch or driving somewhere

	Unavailable
	
	Unavailable
	When I'm in an important client meeting or trying to plan something


6 Plan which call types you want handled and when
FRONT DESK ONLY
Now that you have considered what circumstances you will use each availability mode, look at dmNote #1140, at the section on call types (1.4). Write a list of which call types you want handled above “Other” at each time. Also think about whether you want the agent to put the call straight through to you (unattended), or if the agent should brief you first (attended)
	Complete this table

	Call Type
	Direct
	Normal
	Busy
	Unavailable

	When (paste from “when to use” table in section 4)
	I want to save money
	I’m not too busy
	I'm in a meeting, having lunch or driving somewhere
	I'm in an important client meeting or trying to plan something

	Unsolicited
	
	
	
	

	NewBiz
	
	
	
	

	Urgent
	
	
	
	

	Emergency
	
	
	
	

	Other
	
	
	
	

	Insert more rows here if there are other call types you have specific preferences for (e.g. family)
	
	
	
	

	
	
	
	
	


	Example Table

	Call Type
	Direct
	Normal
	Busy
	Unavailable

	When (paste from “when to use” table in section 4)
	I want to save money
	I’m not too busy
	I'm in a meeting, having lunch or driving somewhere
	I'm in an important client meeting or trying to plan something

	Unsolicited
	I'll screen my own calls
	Do not transfer
	Do not transfer
	Do not transfer

	NewBiz
	I’ll answer myself
	Unattended transfer
	Unattended transfer
	Take message

	Urgent
	I’ll answer myself
	Unattended transfer
	Attended transfer
	Take message

	Emergency
	I’ll answer myself
	Unattended transfer
	Attended transfer
	Attended transfer

	Other
	I’ll answer myself
	Take message
	Attended transfer
	Take message

	Insert more rows here if there are other call types you have specific preferences for (e.g. family)
	
	
	
	

	Family
	I’ll answer myself
	Unattended transfer
	Attended transfer
	Attended transfer


7 What should we say to your callers?
ALL CUSTOMERS
	Complete this column
	This column provides an example

	Greeting


	Greeting
Good morning/afternoon, you’re through to Words Words Words! How can I help?

	Reason for unavailability


	Reason for unavailability

In a meeting

	When will you return the call


	When you will return the call
2 working hours


8 How should we notify you that you’ve had a call?
ALL CUSTOMERS
	Complete this column
	This column provides an example

	What email address(es) should we send notifications to?


	What email address(es) should we send notifications to?
John@WWW.com, jill@WWW.com

	What mobile numbers would you like sms notification to? (9p charge applies) - optional

	What mobile numbers would you like sms notification to? (9p charge applies) - optional

07777 555 666

	What’s more important to your business, keeping the cost to a minimum or having a top quality written transcription of the call?


	What’s more important to your business, keeping the cost down or having a top quality written transcription of the call?

I’d like to keep the cost as low as possible, but would still like a relatively accurate written message so that I don’t have to listen to every call. 


9 Scheduling your ProTime session
ALL CUSTOMERS
We want to schedule the ProTime session at a time that is convenient for you. We are able to hold the sessions Monday to Friday at any time between 9.00am and 6.00pm. Sessions begin on the hour and half hour.
In the spaces below, give three times that you would be able to have a ProTime session. We will do our best to meet your first choice.

	First Choice: 
	Date: 
	Time: 
	

	Second Choice: 
	Date: 
	Time: 
	

	Third Choice: 
	Date: 
	Time: 
	


Once a ProTime session has been scheduled, we will contact you by email Ticket and ask you to confirm the appointment.

9.1 Terms

Terms and Conditions apply to the ProTime session.
Please see http://notes.live.dmclub.net/5096 
10 Do you have any questions that we can answer during the ProTime session? 
	Type your questions into this column
	Sample Questions

	
	Can I choose the hours for my answering service to be active?

	
	How often can I change my preferences?

	
	etc

	
	etc

	
	etc


11 Internal references
	Ticket Number:
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