
Contacts and Callbacks



Contacts and Callbacks

 One place to track all communication 

 Accessible to all, not specific to employee

 Integrated lists and reports



What is considered customer contact?

Outgoing Contact Incoming Contact

Scheduling Call                               Cancelled Appointment

Sent out Application                       Mailed back Application 

Deficient App. update                   Questions Regarding                                 

Deficiency 



POLL



PROCESS

Search for the customer 

Go to “Contacts”

Add an incoming customer contact entry 

 Fields for various customer contact scenarios available for 

selection



Scenario 1

A customer submitted an 
incomplete application.



Step 1. Search for Customer



Step 2. Go to Contacts 



Step 3. Add Incoming Contact Entry



Step 3. Add Incoming Contact Entry(cont.)



Step 3. Add Incoming Contact Entry(cont.)

For deficiencies, click the drop down button to enter a reason



Callbacks List

 Callbacks are created based on the “Call Code” 

selected in the Contact Entry Note.



Step 4. Clear the Callback

Add Outgoing Contact Entry



Step 4. Clear the Callback

Add Outgoing Contact Entry(cont.)



Callbacks List

 Callbacks are removed from the list based on the “Contact 

Action” and “Call Code” selected in the Contact Entry Note



Scenario 2

A customer called to cancel 
their appointment



Step 1. Search for Customer



Step 2. Go to Contacts 



Step 3. Add Incoming Contact Entry



Step 3. Add Incoming Contact Entry(cont.)



Callbacks List



POLL



Scenario 2 (continued)

Rescheduling Call



Add Outgoing Contact Entry(cont.)



Callbacks List

 Callbacks are removed from the list based on the “Contact 

Action” and “Call Code” selected in the Contact Entry Note



You can track deficient applications in the new “Deficient Applications Report”

Deficiency Report



What if ServTraq© 

could automate 

some of the incoming

and outgoing contact 

for you?



SMS Text Message Reminders



Confirming an Appointment

 Possible customer responses and what it 

means in ServTraq:

 1 = CONFIRM APPOINTMENT

 Creates notification in ServTraq

 Creates contact entry note

All customers that accepted text reminders will receive their appointment confirmation via text.



Contact Entry Notes

 Incoming contact entry note created when customer responds 

to confirmation text



POLL



Canceled APPOINTMENT

Possible customer responses and 

what it means in ServTraq:

 2 = CANCEL APPOINTMENT

 Creates notification in ServTraq

 Creates contact entry note with call-

code



Callbacks from Contact Entry Notes

 Contact entry logged for customer that cancelled an appointment 

via text



Callbacks from Contact Entry Notes

 Callback was created for customer that cancelled an appointment 

via text



Confirming an Appointment

Possible customer responses and what it means in ServTraq:

 Random number/letter/word = APPOINTMENT REMAINS UNCONFIRMED

 Creates notification in ServTraq

 Creates contact entry note with call-code

 Appointment remains unconfirmed



Random/Non-Numeric Response

A random number/non-numeric response to an 

appointment reminder creates a callback



Callbacks from Contact Entry Notes

 Contact entry logged for customer that responded with a non-

numeric answer



Callbacks from Contact Entry Notes

 Callback was created for customer that responded to confirmation 

text with something other than accept, cancel, or opt-out



ServTraq Notifications



Coming

Soon



Questions?



Thanks for joining us!

Questions, comments, or concerns?

Contact us at info@ServTraq.com.

Visit our portal at Support.ServTraq.com

mailto:info@ServTraq.com
Support.ServTraq.com

