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CallRail’s
Secret Menu 2023

Features you didn’t know you
were missing out on




Maximize your
use of CallRail

Chances are you’re already tracking all your phone calls with
CallRail. You’re meticulously creating new Call Tracking numbers,
assigning them to new campaigns, and getting a clearer picture of
your marketing performance and the people on the other end of
the phone.

You’re also likely recording your calls while reviewing call
transcripts to suss out new marketing opportunities, improve
your service, and train your staff effectively. And if you’re using
our qualified leads feature, it’s safe to say that you’ve seen an
improvement in leads generated.

But what if you could do more? What if you could uncover
additional savings and opportunities to drive revenue and ROI?
Would you pass it up or dig deeper? The good news is that you
don’t have to look far. We've collected all the hidden features that
make up our secret menu that can help you better communicate,
analyze, and organize your leads.

Give them a try. Let your friends and coworkers know. And if you
have questions, don’t hesitate to reach out.
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Section 1

Call Tracking
Optimization
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https://www.callrail.com/website-visitor-tracking
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Call Flows (requires: Call Tracking)

Part of ensuring that you’re delivering an exceptional customer
experience is making it easier for callers to find what they’re
looking for and connecting them with the right person. Call
Tracking’s call flow feature gives you the power to create a
routing system that takes care of callers from the moment they
connect to your tracking number. Using our call flow builder
toolin Conversation Intelligence, you can easily build a call flow
from scratch and assign it to your call tracking numbers of
choice as well as record custom greetings that tell callers how to
navigate your call flow.

There are also several templates you can use under call flows to
create a routing system specific to your needs. For example, the
menu step template allows callers to press a number on the
keypad to be routed to a specific person, department, or team.
The round robin template lets you route phone calls to multiple
destinations in a queue sequentially. And the scheduling
template allows you to route calls based on department needs,
agent capacity, or business hours.

Explore all the templates in this article.

Start Call Flow

Custom Greeting

®

Hi, thanks for calling Callender Consulting.
How may | help you?

Keypad
/200

000

Press 1 for customer service.

Added to Call Queue

( ©,
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https://www.callrail.com/blog/call-flow-builder-tips
https://www.callrail.com/blog/call-flow-builder-tips
https://support.callrail.com/hc/en-us/articles/360000007363-Call-Flow-Builder-Templates

Call Flows Tag Step (requires: Call Tracking)

(i@j} Set up automatic tagging based on how your customers interact
Tag — with your call flow to unlock insights before you even pick up
T m— the phone! Then you can view the Calls by Tag report to
understand what your customers are looking for when they call
Apply tags you, how they want to communicate with you, and more. Use
Existing Customer X Opportunity X + your findings to further tweak your call flow to better serve your

customers and leads!

Learn how to set up a tag step in your call flow here.
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https://support.callrail.com/hc/en-us/articles/5711798687629-Calls-by-Tag-Report
https://support.callrail.com/hc/en-us/articles/5712100621325

Lead Qualification (requires: Call Tracking)

Lead qualification is what gives color and context to your daily
interactions. It's the next step in being able to make more
informed decisions about how you conduct business.

Qualified: Keep it simple: give it a thumbs-up!

Tags: Get more specific by tagging the call based on
what's important to your business.

Value: Have a good idea of the lead value after getting off
the phone? Add the value and instantly gain insight into
your pipeline.

Notes: Get super detailed by keeping notes from the call.
This is especially helpful when fielding a high volume of
calls, or if you have multiple employees working with the
caller. Having a detailed log of past interactions gives your
customer experience that "wow" factor!
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Bonus: You can also qualify, tag, or add value before you even
hang up the phone by pressing the star * key.

Become an expert at qualifying leads in CallRail.

Amy Willis
Call Source:
Direct Mail

Can | get a Quote?

rr v A B W
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https://support.callrail.com/hc/en-us/articles/5711776551437-How-to-Qualify-Leads-in-CallRail-

Section 2
Call Insights



https://support.callrail.com/hc/en-us/articles/360004983871-Call-Highlights-Report

Key Terms Spotted (requires: Conversation Intelligence)

Call highlights pinpoints the words and key phrases your target Thank you for the information you sent me.
audience uses when talking about your business. Once you have . ‘ o .

. | § DO YO, J ’'m interested in [FlA RN to talk
determined which ones are the most important, you can use the key
terms spotted feature to keep track of them. about [igAN:N I’'m eager to get started

Housed within Conversation Intelligence, key terms spotted cues as soon as possnble.

you in on how often these words come up in conversations and

when. This feature is extremely beneficial for making sure your

agents are following a specific call script or if you want to know how |Hm .‘H’.MH.. |.H‘.H\ HH,
many calls are coming in that are sales related versus |l||||H||“|HII‘]HHl i |"|‘H’|l
service-related.

Follow these steps to turn this feature on. @ @
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https://support.callrail.com/hc/en-us/articles/5712145236749

@ Agent

Summary Transcription
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Call Summaries

(requires: Premium Conversation Intelligence)

In the past, you may have accepted that you simply couldn’t
listen to every call and would miss some valuable insights. Today,
that’s no longer the case. CallRail’s Conversation Intelligence uses
artificial intelligence (Al) to review and analyze all your calls for
you to deliver key highlights of calls.

Call summaries lets you review call transcripts at a glance by
creating a three to five sentence summary of every call -

making it easy to find whether talk tracks are being followed and
identify areas where product training may be needed. Call
summaries also reduces friction when engaging in multiple
conversations with customers and speeds time-to-close thanks to
more thorough context for handoffs.

Finally, call summaries allows you to quickly identify emerging
trends because it analyzes and summarizes insights across
numerous calls - all while saving your team significant time and
effort reviewing every call.

Discover how you can conveniently view all your call summaries.
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https://support.callrail.com/hc/en-us/articles/9360680990221-Call-summaries
https://support.callrail.com/hc/en-us/articles/16948315169549-Call-Summaries-report

Call Sentiment Analysis

(requires: Premium Conversation Intelligence)

Monitoring customer and staff sentiment on your calls helps you

understand what frontline teams say on calls and how that

impacts customer satisfaction. It also allows you to identify sBn |||| |||..||I. |||....||I|.||I||.|
where staff may need additional support or training and helps

ensure quality experiences for your customers, which ® Agent Overall sentiment
strengthens customer loyalty, drives positive word-of-mouth, L - A
and ultimately contributes to the long-term success and growth Positive

of the business. Summary Transcription

With call sentiment you can identify customer sentiment in
real-time. This enables you to quickly identify customer
frustration and escalate calls to a manager. It also lets you
monitor and measure the sentiment of calls so you can quickly
understand what your frontline teams are saying on calls
without spending time listening to call recordings. This helps
team leads ensure their teams are providing good experiences.

Learn more about call sentiments in this article.
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https://support.callrail.com/hc/en-us/articles/14738235036301

Section 3

Communication
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https://support.callrail.com/hc/en-us/articles/360035337452-Automated-Responses
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Form QUiCk ReSpPOoNSEeS (requires: Form Tracking)

Response time is everything. Any lag between the first contact and
your response increases the likelihood that your prized lead will go
with the competition instead. Form quick responses helps you close
the lag by alerting you when a form has been submitted.

Depending on how you want to be notified, the system will send
you a text, email, or phone call when a form is submitted. It then
gives you the option to connect with the customer or prospective
lead directly from the notification.

So, if Amy submits a form on your website, you’ll get a text letting
you know, along with the details she shared. You can then reach out
to her from your smartphone within minutes of the form being
submitted. Talk about never missing another lead. All you need is
Form Tracking to make use of this feature.

Read more about it in this article.

Full Name all 5 (-

Amy Willis

Email Address o MESSAGES now
Amy.Willis@email.com L
New Form Submission

Cc 1ents
S - Name: Amy Willis
Looking for quote on inground pool.
Email: Amy.Willis@email.com

Comments: Looking for quote
on inground pool.
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https://support.callrail.com/hc/en-us/articles/5712061253773

Hank Massey D) (&

& Qutboundrecorded call

¥ SESSION INFO
Date: May 14,2022 12:11pm
Tracking number:

Organic Facebook 866-382-6302

Agent: John Adams
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OUTBOUND RECORDED CALL CLASSIFICATION

Qualified: I‘ Call on May 14, 2022

Tags: Follow Up Call x
Buyer X
Listing Provided X

Value: $11,000

Notes:

Returned call and
provided details on 555
Sycamore St. bungalow

Outbound Calling (requires: Lead Center)

You can use Lead Center as your complete business phone
system, either alongside your current solution or in place of it, to
consolidate tools. Lead Center works just like your phone and
even better. Make and take calls, transfer them between staff,
queue callers when your team is tied up, monitor live calls, and
much more in Lead Center.

With the smart caller ID feature, you can return all inbound calls
in one click and automatically use the same call tracking number
they used to get in touch. Lead Center also automatically
manages all customer interactions — providing you with an
all-encompassing customer communications portal, including a
detailed timeline of your communications to date. And with the
ability for your team to use the Lead Center mobile app, you’ll
dramatically free up more employee time and flexibility.

By making outbound calls in Lead Center using your call tracking
numbers, you’ll increase your answer rate, convert more
customers, reduce the length of your sales cycle, and make your
staff's lives easier.

Get more details of the benefits of Lead Center here.

Ebook: CallRail’s Secret Menu 2023

13


https://www.callrail.com/blog/what-is-call-tracking/
https://www.callrail.com/lead-center/
https://support.callrail.com/hc/en-us/articles/360049866691-Lead-Center-Mobile-App-Overview
https://www.callrail.com/blog/using-call-tracking-numbers-to-place-outbound-calls
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Unlimited SMS & MMS Texting (requires: Lead

Center)

Not only do 89% of consumers prefer to communicate with
businesses through texting, 74% respond to a text from a business
within an hour. Plus, texting saves time and is more efficient for
everyone. It’s a lot easier for your business to handle multiple text
conversations at once than it is multiple phone calls.

With Lead Center, your team can send, receive, and manage texts
alongside your other communication channels without leaving the
CallRail app. You can send texts without character limitations,
customize text templates, fire off templated texts in just a few taps,
and send photos and videos in the office or on the go.

You also don’t have to worry about dropping the ball. Lead Center
provides a centralized, foolproof log of your team’s communication
history with each individual prospect or client. Anyone on your
team can quickly dig into when the customer got in touch — and
whether or not someone on your team responded — so you’ll never
accidentally leave a customer hanging again.

Here are even more tips for texting as a team.

N)
Ines Little @ Q

9 more interactions -
% Outbound Text

Hey Ines, this is Camilla from The Belmont Bros, | received

your request for landscaping services. Can you share some
pictures of what type of services you are looking for?

| just moved into a new home. | am looking for someone for
regular lawn maintenance and someone to trim back these bushes.
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https://www.callrail.com/blog/5-reasons-texting-is-the-new-calling-and-how-to-adapt-your-business
https://www.callrail.com/blog/4-tips-for-texting-as-a-team-in-lead-center
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Getting Started

CallRail’s secret menu helps you get the most out of the
platform with features that allow you to better communicate,
analyze, and organize your leads. Regardless of your plan,
everyone gets call flows, automated response, and lead
attribution by source. All you have to do to leverage these
tools' power is turn them on.

To experience the rest of the features in our secret menu,
connect with a CallRail expert to set them up right away. Or feel
free to email

Connect with a CallRail expert


mailto:analytics@callrail.com
https://view.callrail.com/Account-Review.html
https://view.callrail.com/Account-Review.html

