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Introduction

User: % 1* ;r‘w
l Roles: Manager

Th h b
dyetem for Call Center and Oulreach rE nEve heen

Home | Process 800 call | Reparts w Maintenance w Logout

KMain > Home |
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¢ SCOUT is fully integrated with the CDSS
database and OASIS, and the prospect data
will flow into OASIS in a “real-time” manner.

SCOUT will allow the call center to securely
receive calls, process and record prospect
data, and immediately transfer potential
prospects “Live” to available online OA staff.

KOYCOUT i

There have be
System lor Call Center and Oulreach

Home | Procesz 800 call | Reports » Maintenance w Logout

Main = Home |




Job Cops 1o Corps
Spotlight

Training 2008 : SCOUT Demo

¢ Call center agent clicks Process 800 call.

I User: setiEiindige fodel oir
Roles: Managen

There have been 0 unsuccestful login attempt(s) since your latt successful login on 752352008 12:39:38
dyetem [or Call Center and Ouireach

Hamell Process 800 call | Reports w Maintenance v Logout

Main = Home |

Welcome Script
YWelcome everyone.

This script can be used by the Call Center managers to post daily annoucements or ather important
information, to share with all Call Center agents.

J-15-2008 Special Bvent
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SCOUT Demo

¢ SCOUT Agent Process

K2COUT

Syetem for Call Center and Oufreach

User: i Shers
Roles: Manager

There have been 0 unsuccessful login attempt(s) since your last successful login on 7/15/2008 16:50:21

TYPE OF CALL

@ Type of cal listed in the CalleriD?

@ Enter Phone number:

@ How should the cal be handled?

@ What is the source of the cal:

@ What is the secondary source :

@ Which queue did the call come from?

| 1-Enroll/admCounselor lid Enrollment Call Type

; . ank you for calling th bCorpS Information
this is Krista £545% 'l be happy to

[5Prospect 9 assist yowyjth locating an Admissions
Counselor.
[is -radic IS

[+ Bobs Mornign shov ]l Have you called this 1-
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User: Vendetti, Krista
l Roles: Manager

There have been 0 unsuccessful login attemptis) since your last successful login on 7746/ 2008 0B:54:35
Syetem for Call Center and Oufreach

PROSPECT INFORMATION —

@ First Name

Name
Middle Mame

john
m______________
Persen Records @ Last Name
555555555 |

Address @ SSN

Summary @ Ethnic Origin Amerl’can Indian or Alaska Native IKd

@ Gender

¢ Agent collects prospect
Information
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Insert New Address

@ Address 1 [

s ———— ¢ Agent clicks Next to

@ City |
ostre [ ¥ Complete addreSS
@ Zip code [N

Home Fhone [

oo ¢ Prospect information will
display.

Email

Pager |

Mobile Phone |
el User: siinfhdeed Ny
Roles: Manager

There have been 0 unsuccessful login attempt(s) since your last successful login on 7/16/2008 0B:54:35
Jystem for Call Center and Quireach

PROSPECT INFORMATION —

You must add at least one address.

Name Add Address
Femal Beaiis Address1l City State Zip Home Phone Main Address
Address .

r m 2222 1N aaaa Kansas 78987 5555555555 Main : Yes

Summary
| Previous |
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¢ Confirm identity data

User: Vendetti, Krista
l Roles: Manager

There have been 0 unsuccessful login attemptis) since your last successful login on 7/416/2008 08:54:35
Syster for Call Center and Qulreach

PROSPECT INFORMATION —

Flease verify if the following information is correct.
MName If yvou need to make additional changes use the previous button.
Once you are done click FINISH to save the data.

Ferson Records

Mame : john m smith SSH : ***-**.5555 Relationship : Prospect Name Identity :

Address Prospect

Summary

DOB : 12/23/1987Ethnic Origin : American Indian or Alaska Native Gender: Male

[ check Here To add another contact.

=
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¢ Call summary

I User: “Wisabngayn
Roles: Manager

There have been 0 unsuccessful login attemptish since your last successful login on 771672008 0B:54:35
Syetemn [or Call Center and Oulreach

CALL SUMMARY " End cai |
| et |

DateiMime Of Call:  7AGR2008 1 8:56 AM Type Of Caller : 1-EnrolliAdmCounselor
Primary Source : 5 -Did Mot Specify Secondary Source : MIA Language : 1-English

Prospect Information Main Address

Name: john s e
s

S5N: E_AF_BEERE

DOB: 12Uy

Ethnicity : American Indian or Alaska MNative

Kansas
Gender: M
78987

ddaa

Additional Contacts : add Contact
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User: & Si iy
l Roles: Manager

There have been ¢ unsuccessful login attempt(s) since your last successful login on 7/16/2008 08:54:35
System lor Call Center and Oulreach

WARM TRANSFER SCRIPTS —

Transfer Confirmation

We are going to send you a letter and brochure in the mail. The letter will confirm your referral and will also
have the telephone number for the admissions counselor. You can call that number during normal business
hours, Monday through Friday between 9am and Spm, to schedule an appointment. Would you like for me to
transfer you to this number?

Flease indicate where you want us to mail you infomration: SCO l | I I 1
Description Method Address f Email Alternate Email ?

System for Call Center and Quireach

END CALL

JobCorps Mew Vision Pl 2222 1l =22, kansas, 72927 B4
E-mail []

English Brochure 2 P Aml 2222 1l saza, kansss, 78987 g

Spanish Brochure 1 PYTAmN 2222 Illl, 5222, Kansss, 78987 [og)|

E-mail []
Spanish Brochure 2 Pl 2222 1l =55, kansss, 78987 B4 O pone with call

QO warm Transfer

Thank you for calling Job Corp

@ Please state reason cal ended:

Generic Closing

QO call Disconected

Save Call And Finish
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A OFFICE STAFF

On-line Counselor $election

Cin-line Counselor Selection

Hame Haff Title City State Phone

Select ‘% pac, Team Leader Houston Texas 71384761418
Select : 0a counzselar Houston Texas 7135502454

Select _::_\n.-,-_-;_.._.-=_ - 0acounzelor Houston Texaz 7139639211

WARM TRANSFER PROCESS

Call Personld: 160

Name:
Call Counselor Phone Number:

Feport Results
@ Did live person answer the callz Oves O o

e

T ”
- .. A .
o T

{713) BE0-2454
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¢ If the counselor does not answer, agent can
leave a message.

Call Person Id : 160

Name: TR TR e

Call Counselor Phone Number: (7130 GEFEE

Report Results
@ Did live person answer the call? Oves ®po

¥oice Mail Script

LEAVE THE FOLLOWING MESSAGE:

This is Krista (xEEs from the Job Corps MNational Call Center. We received a call
from Sam lam who 15 interested in the program. You can reach Sam lam at | NFAA ).
Sam lam can also be reached at (713) 445-7897

Thank you for your assistance.

Mext
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User: Siakiaasdats
Roles: Manager

There have been 0 unsuccessful login attempt(s) since your last successful login cn 771672008 08:54:35
Syetem for Call Center and Oulreach

OA OFFICE STAFF —

Live Person Did not answer

Unfortunately, no one was available to take your call. However, your information will be uploaded into the
Admissions Counselor system. If you have not been contacted within two business weeks, give us a call
back. Is there anything else | can assist you with?
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Call Counselor

Report Results

Mame: T i re S it i
Phone Number: (T15) S

@ Did live person answer the call? ®ve: O o

Live Person Answered

This is Krista @i mssdrom the Job Corps Mational Call Center. | have Sam lam on the
line and they would like to tallk to yaou.

Wil you accept this call’?
@ Did the person take the callz & ves Owe

et

Call Person ld : 160

Call Counselor

Report Results

OA Counselor Took Call

The admissions counselor will wallk you through the application process. Is there
arything else | can assist youwith? Thank you for calling Job Corps Mational Call
Center. Have a good day.

[ Presvious ] [Finish]
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¢ Choose appropriate reason

@ Pleaze state reazon call ended:

'E:'Dcune itk Call
I:::I'Wﬁ.fen’rn Transfer

I:::I'Call Disconected

[ Save Call And Finish
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Contract Manager Maintain Service Area Zip Codes
Process QGuality Control

Maintain Staff

Reassign Counselors
Reassign Center Gender Served: (%) pale & Female ' Male only ) Female anly

Assign Zip Code to Office by: (&) Zip Code & County () State

Assign Prospect

Bulk Center Assignment
View Pending Arrivals
Approved QC

Prospect Transfer Staff List
SCCHIT Lhnascinned Procomneets Assign  Zip Code Office Code Male Office Code Female

@Zip Code: (01101

[ zearch ] [Heset ] [ Azzign ]

Maintain Service Area ] 01101 N st e

Forms=

¢ Caution: The zip codes and service areas assigned to
Screeners are currently set and defined by the terms of
the contract and should not be changed unless authorized
changes to the contract area are made.
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¢ Select County or State radio button
¢ Select State and County
¢ Click Assign

Maintain Service Area Zip Codes

Assign Zip Code to Office by: () il Code (&) County () State

Gender Served: (2 iaie 2 Female ) Male only O Female anly

State: | Alaska W
County: | AMNCHORLAGE W

Microsoft Internet Explorer
Azzign

x"‘.{'/. You are abaout to assign all the zip codes in the selected counky ko wour OFfice.

(8] 4 Cancel
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¢ Contract Manager function - All CMs must set this up!

Counselar
Contyact Manager Select Counselor to accept phone

Process |_T.!IJ.'=| It_lll Cortrol ': a I I 5 frﬂ m E c ﬂ UT
Mairtain Staff

sign Counselors )
Warm Transfer Staff Hame S¢c Code User Active

gn Certer

: FTI:IEFIEI::t‘ o o iCharles ) NEDUR Yes
Bulk Certer B=signrnert o .'L:-f.:'.’-_
Wiew Pending Arrivals g
fpproved GIC
Frospect Transfer Staff List

SCOUT Unassigned Prospects

il Lay MEDJRT Mo

i Lary  MEDJRU Mo

Mairntain Service Lrea

VUYL Dorett & MADJES
Forms AN
Reports
OA Toolkit
PCOP
Traval

CTOWMH

MELLR1

O 0O 0O 0O O

mECJBLI

[<]

MEL.JPE

[<]

Logor | ey |

]

o s I
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¢ Counselor function
¢ Set your status

Counselor
Forms
Reports
DA Toolkit
FCOP

Trawel

Feady totake calls
from Call Center?

Yes @ Mo L
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Maintain Counselor Address

Screener: ziiiiE

Accept Warm Transfer: Yes

¢ Select Maintain Address: | il T

Counselor Address

City: Sk

¢ Update information o

¢ Click Submit 2o Codes [F0e

Home Phone:
Work Phone:
Ext:

Fan:

County:
Email:

Pager:

Mobile Phone:

Submit ” Cancel ]
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¢ Enter Call Person ID

Assigned Prospects

Call Person I0: |40
Last Hame:

First Hame:

Call Date From: w | Toe w |

[ Search ] [Heset ]

Prospect Hame Date OF Call Gender City/'State Zip Code Personlid Process Status Contact [

kihki , kihk o7l 2005  hMale Austin, Texas 78743 40 Application Mot Started
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¢ Enter Contact Date, Process Status, and
comments

Contact Prospect

Call Person ID: 104

Hame: He st e
Date of call: 074 7/2003 Date of birth: 01014935
Address: 3213 City/State: 321 | Alaska
Zip Code: 01545 Gender: Male
Home Phone: Mobhile Phone:

Email Address:
Contact Date: v Process Status: | Application Mot Started »

Comments:

[ Subrmit ] [ Cancel ] [ Return Prozpect
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¢ SCOUT Assigned Prospects
¢ SCOUT Unassigned Prospects

Counselor Assigned Prospects
Enter Applicant Data

Immediate Denial

Record Permanent 55M
Manage Active Apps
Manage Rejected Apps Last Name:
View Pending Arrivals

Contact Prospects Firet Name:
Bulk Center Assignment

Maintain Referral Agency Call Date From: I E Toe I E
Maintain Counselor Address
SCOUT Assigned Prospects
SCO0UT Unassigned Prospects

Call Person ID:

Contract Manager Search | REE"'Eﬁl

Forms
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ULEJ\ ?&?ﬁ:‘fg tzoog SCOUT Assigned Prospects

¢ SCOUT Assigned Prospects

Counselor Assigned Prospects
Enter Applicant Data

Immediate Denial

Record Permanent 55K
Manage Active Apps
Manage Rejected Apps Last Name:
View Pending Arrivals

Contact Prospects Firzst Name:
Bulk Center Assignment

Maintain Referral Agency Call Date From: | 3 Toe | 3
Maintain Counselor Address
SCOUT Assigned Prospects
SCOUT Unassigned Prospects

Call Person ID:

Contract Manager S | H'c"ss"ﬂt|

Forms
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¢ Search Results are Your Prospects

Assigned Prospects

Call Person ID:
Last Hame:

First Hame:

Call Date From: w | To: b

[ Search ] [Heset ]

Prospect Hame Date Of Call Gender City/State Zip Code Personld Process Status Contact [t

man_, old 0530020058 Female  sywwwshwwwssynywwwyywyyy | Massachusettz 01545 9 Application Mot Started
kikki |, kjhk 070120058 WMale Austin, Texas TE748 40 Application Mat Started
Sifuentes  Sam 772008 Male 321 | Alazka 01545 104 Application Mot Started
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¢ Complete the Contact Form

Microsoft Internet Explorer

Contact Prospect

Call Person ID: 104

¥ou are about to Rekurn this Prospect to the Unassigned Prospect: Lisk,

Cancel

Hame: 5o svimiZonr

Date of call: 074 72008 Date of birth: 01011938
Address: 3213 City/State: 321 | Alazka
Zip Code: 01545 Gender: Male
Home Phone: Maohile Phone:

Email Address:

Contact Date: Process Status: | Application Mot Started

Comments:

[ Submit ] [ Cancel ] [ Feturn Prozpect
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SCOUT Unassigned Prospects

Counselor
Erter fpplicant Data
Irnediate Denial
Record Perrmanent 55
Manage Aotive Apps
Manage Rejected Bpps
Wiew Pending frrivals
Cortact Prospects

Unassigned Prospects

Call Person ID:
Last Hame:

First Hame:

Call Date From: w | To: - |

[ Zearch ] [Heset ] [ Azzign to Self ]

Assign Prospect Hame Date OF Call Gender City/State

" 03012 |, 053012 05/3002008  Male Austin, Texas

LILLLLUUUY

woung | too 053002008 Male T

in , logged O6F30:/2005  Male WMazsachuzetts

Sifuentes | Sam o7 7200s  Male 32 |, Alaska

Zip Code Prospect Status

Tar4a

01345

01345

01345

Application kot
Started

Application Rot
Started

Application kot
Started

Application Mot
Started

Bulk Certer f==zignrmert

Mairtzin Referral Agency

Mairtain Counselor 2ddres:

SCOUT b==igrned Prospects

SCOUT Unassigrned Prospects
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¢ SCOUT Unassigned Prospects

Unassigned Prospects

Call Person I
Last Hame:

First Hame:

Call Date From: . | To: - |

[ Zearch ] [Heset ] [ Zelect Counzelor ]

Assign Prospect Hame Date OFf Call Gender City/State Zip Code Prospect Status

TGt DBGEORO0E  Male  ohe S iSlipir oS T e Application Mot Started

=
s

0BROZ008  Male  Tobilm oo 0T e T Application Mot Started
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Contract Manager Menus

¢ Select counselor
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OAOMS20 Report Search Criteria :

Reported Begin Date: 611/2005 ik |Repurte:| End Date: | 7#10/2003 S |

[ Submit ][ Reset ]

8/8/2008 OUTREACH AND ADMISSIONS REPORT CARD ( OAOMS-20 )

REPORTING PERICID ﬁHIZUUE - 6/30/2008
REGION : 02 Philadelphia AGENCY : 5%

---Arrivals---Non Sep LVL1 2T --90 Days-
Student ID Center Source Female Male Pool Credit Pool Credit

030800 ZT Commit 1 1
030800 ZT Commit 1 1
030800 ZT Commit

030800 Enroliment

030800 90 days commit

030800 ZT Commit
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¢ To download a copy of this presentation, select
the desired file from the file share area and
select ‘'save to my computer.’

If you have any questions, contact the
Technical Assistance Center:

» Email: helpdesk@jobcorps.org
» Call: 1-800-598-5008 option 2

Visit SIMON, https://simon.jobcorps.org to take
courses online and additional information

If you have any Outreach & Admissions
guestions, please contact Wendy Manning at
202-693-3104 or manning.wendy@dol.gov



mailto:helpdesk@jobcorps.org
https://simon.jobcorps.org/
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