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What is AutoQue? 
AutoQue is an automated voice messaging delivery system.  AutoQue delivers 
customized pre-recorded messages to defined recipients.  It eliminates the 
unnecessary resource drain by calling existing customers to remind them of 
appointments, overdue payments and special promotions. 

How does AutoQue work? 
Each day the spooler batch report for AutoQue will automatically generate the listing 
of customers and phone numbers using the RSSS program “Build Rental Customer 
Label File” or what we refer to as LRCUST.  AutoQue transfers these parameters 
automatically to the AutoQue dialer operated at High Touch, Inc. Then AutoQue will 
call these customers based on the current campaign.   

What is a Campaign ? 
An AutoQue Campaign is the verbiage used to notate the differences between groups 
of people that will be called.  As in the examples below, there will be two different 
groups of customers who will be identified to be called. 
   
Here are some examples of the screen input to build the AutoQue file using the 
LRCUST program. 
 
The first group of customers has new agreements during a specified time frame and 
will be given a reminder call to notify them their first payment is due.  The calls will 
be made Monday evening starting approximately 6:00 pm for those customers with 
new agreements.  The customer will have the ability to “bridge” the call back to the 
store for further information.   
 
Figure 1 shows the screen setup for new customer calls.  Figure 2 shows the sample 
script. 
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Figure 1 Build Rental Customer File for AutoQue New Customers Calls 
 
 
Hello, this is Bob’s Rent To Own. We are calling as a friendly reminder of your 
appointment tomorrow during our usual office hours from 10:00 a.m. until 7:00 p.m. 
Monday through Friday and 9am to 5pm Saturday.  If you wish to speak to a customer 
service representative now, please press “0”.  Be sure to ask us about our exciting 
weekend specials. Thank you for choosing Bob’s Rent To Own.  Good Bye 
 

Figure 2 Sample Script for New Customer  
 
The second group of customers will be all customers that are 1-3 days past due (no 
grace period) and will start approximately at 10:00 am.  These customers will have 
the ability to “bridge” the call back to the store for further information.  If they 
choose to bridge the call, your phone will ring and the customer will be on the line 
ready to speak with you.   
 
Figure 3 shows the screen setup for past due 1-3 days customer calls.  Figure 4 
shows the screen setup for past due calls due tomorrow.  Figure 5 shows the sample 
script. 
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Figure 3 Build Rental Customer File for AutoQue Past Due 1-3 Days Calls 
 

 
Figure 4 Build Rental Customer File for AutoQue Reminder Calls 



  AutoQue 

 Page 6 of 17 
10.11.2010  RSSS AutoQue 
 

 
 
Hello, this is Bob’s Rent To Own calling for [customer name].  If you are [customer 
name] please press “1”.  If you are not [customer name] please press “2”.  This is a call 
from Bob’s Rent To Own regarding your agreement.  To be connected to the store 
please press “0” now or you may contact the store at [store number]. 
 
If “1” then….This is a call regarding your agreement. Please visit our store for further 
details or to be connected now please press”0” or you may also contact the store at 
[store number]. Thank you. 
 
If “2” then…Please have [customer name] contact our store at [store number].  Good 
bye. 
 
Figure 5 Sample Script for Customer Past Due Calls 
 

Placing Calls 
A Call Campaign is set up in AutoQue with the agreed upon time schedule and the 
integrated voice recording (referred to as an IVR) is created with the voice message 
and response parameters.  The IVR can be a simple message played or it can be an 
interactive call giving the person options to press on the telephone keypad. 
 
The name of the AutoQue file will specify to the dialer which campaign it belongs to.  
When an AutoQue file is received by the dialer, it will automatically place calls 
beginning at the appropriate time, which is driven by the call campaign and the local 
time zone of the customer’s store. 
 
Different states have different regulations on times that collection calls and/or 
marketing or solicitation calls can be placed. Some states do not allow marketing 
calls at all.  Your company is responsible for knowing those laws and making sure 
their call campaigns are following their state regulations. 

Flow of Information 
Figure 6 illustrates the flow of information from the creation of the file thru the 
AutoQue program.  Information is pulled thru the Onscreen Collections (TICKDUE) 
module and a file is generated that contains consolidated information for the 
particular campaign builder that will be input into AutoQue.    Later the consolidated 
results file from the Campaign calling gets sorted into a sorted results file that is 
brought into the RSSS system.  The sorted results file updates the customer record 
contact history and is also utilized for reporting.  The report is called the Account 
Manager Activity Report or as we refer to it as the AMACTRPT program. 
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Figure 6 AutoQue Cycle 

Uploading Call Results 
Call results are sent back after the call campaign is completed.  These can be 
uploaded into the RSSS customer contact history information and can be viewed on 
the Take Payment (RP program), Online Payments or on the Account Manager 
Activity Report (AMACTRPT program). 

Call Merge and Call Conversion Programs 
These two programs referred to as CALLMERG and CALLCONV load the call results to 
the Customers Contact History and also generate a summary report. 
 
You can run this from the command line or this can be set up to run automatically on 
a regular schedule.  To run from the command line in RSSS, press F10 and type in 
CALLMERG.  It will search for a pending results file, move it into the appropriate data 
directory and automatically run the CALLCONV program which will convert the 
results into customer contact history.  A report will be generated of the results and 
statistics on success. 
 
Figures 7, 8 and 9 are examples of call results that were loaded into the customer 
contact history.  These are viewed on the Take Payment (RP program), press F6 for 
comments, press F6 again. 
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Figure 7 Call Results in Contact History Customer bridge to store 
 

 
Figure 8 Call Results in Contact History message played successfully 
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Figure 9 Call Results in Contact History no message unsuccessful call 
 
Figures 10, 11 and 12 are examples of call results reports that were loaded into the 
customer contact history.  These are viewed on the Take Payment (RP program), 
press F6 for comments, press F6 again or within the Onscreen Collections (TICKDUE 
program). 
 

 
Figure 10 Results Error Report (bad customer number, duplicate record, etc) 
 

 
Figure 11 Results Error Report (clean, no errors) 
 



  AutoQue 

 Page 10 of 17 
10.11.2010  RSSS AutoQue 
 

 
Figure 12 Last Page of Summary Statistics 

Maintaining a History of Call Records 
There are regulations about the storing of call records.  Your company is responsible 
for retaining two years of call records.  The RSSS AutoQue system places the auto 
call files, results files and uploaded report files to one common directory.  These files 
can be moved periodically into an archive directory and should be backed up and 
accessible in case they are needed. 
 
Your company is responsible for periodically (at least twice a week) checking to 
make sure call results have been received or uploaded each day as scheduled.  If 
there is a day missing, your company representative can contact RSSS at 361-993-
1790 or email support@rsss.com. 

What Reports are available? 
Store level will have access of the information in two waysm through the Account 
Manager Activity Report and  through the Take Payment Comment Contact History 
explained below. 
 
Each day you should receive a copy of the Account Manager Activity Report 
(AMACTRPT program) that ran off your RSSS spooler batch the night before. An 
example of the report shown below will indicate who was called with a designation of 
DIALER and what was associated with the call.  See Figure 13 and 14. 

mailto:support@rsss.com�
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How to print only Auto Dialer Results Records 

 
Figure 13 Account Manager Activity Report Screen for Dialer Report 
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Figure 14 Sample Account Manager Activity Report for AutoQue 
 
The 2nd way you can access the information is through the customer comments (F6-
Comments) area within the Take Payment (RP program) or within the OnScreen 
Collections module (TICKDUE program).  See Figure 15. 
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Figure 15 Customer AutoQue Comments Contact History Screen  
 
If customer requests “No Call” or “Opt Out”, you can adjust the Notification flags on 
the Customer Record (RCUSTMNT program).  See Figure 16. 
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Figure 16 Customer Record Notices Flags for AutoQue Opt Out/In 
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Appendix A– Sample Scripts 

Sample Collections Scripts 
 
Hello, this is a call from [Company Name] regarding your rental agreement.  Your 
rental agreement has expired.  To make arrangements please contact the store at 
[Store Phone Number] or to be connected to the store, press “0” now. 
 
Hello, this is a call from [Company Name].  This is a reminder call regarding your 
rental agreement.  To make arrangements or to be connected to the store, press “0” 
now.  You can also contact the store at [Store Phone Number].  If you have 
already made your payment, please disregard this message. 
 
Hello, this is a call from [Company Name] calling for [Customer Name].  If you 
are [Customer Name], please press “1”.  If you are NOT [Customer Name], 
please press “2”.   
 

• If 1: This is a call from [Company Name] regarding your agreement.  To be 
connected to the store, press “0” now or you can contact the store at [Store 
Phone Number] or visit our [Website Address] to setup online payments 
for your convenience.  That’s [Website Address].  Thank you.If you have 
already made your payment, please disregard this message. 

 
• If 2: Thank you.  Please have [Customer Name] contact the store at [Store 

Number].  Goodbye. 
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Appendix B – Call Response Codes (CRC) 
 
RC MEANING 
AMM ANSWERING MACHINE-MSG NOT PLAYED 
BUSY BUSY SIGNAL 
DROP DROPPED 
FAX FAX/MODEM 
HTBO BRIDGED TO STORE 
HTBF BRIDGE TO STORE FAILED 
HTNA CALL NOT ATTEMPTED 
NOANS NO ANSWER 
NOCLL NOT CALLED 
NOCPA COULD NOT DETERMINE RESULT 
OI OPERATOR INTERCEPT 
PER PERSON-MSG NOT PLAYED 
QUE QUEUED 
SKIP SKIPPED 
S1o PERSON ANSWRD-PARTIAL MSG PLAYED 
S1e PERSON ANSWRD-FULL MGS PLAYED 
S2o ANS MACHINE-PARTIAL MSG PLAYED 
S2e ANS MACHINE-FULL MSG PLAYED 
S3o PERSON ANSWRD-PARTIAL MSG PLAYED 
S3e PERSON ANSWRD-FULL MSG PLAYED 
S4o ANS MACHINE-PARTIAL MSG PLAYED 
S4e ANS MACHINE-FULL MSG PLAYED 
TBK  TELEBLOCK 
UNK NO DIAL TONE/BAD DIALER RECORD 
XFER TRANSFER 
 



  AutoQue 

 Page 17 of 17 
10.11.2010  RSSS AutoQue 
 

 Index 
Account Manager Activity Report, 10 
AutoQue Comments Contact History Screen, 13 
Call Campaign, 6 
Call Conversion, 7 
Call Merge, 7 
Call Merge and Call Conversion Programs, 7 
Call Response Codes (CRC), 16 
Campaign, 3 
Customer AutoQue Comments Contact History Screen, 13 
Customer Record Notices Flag for AutoQue Collection Opt Out, 14 
Customer Record Notice Flag for Marketing Opt-In, 14 
Examples of call results reports, 9 
Flags for AutoQue Opt Out/In, 14 
Flow of Information, 6 
How does AutoQue work?, 3 
How to print only Auto Dialer Results Records, 11 
Maintaining a History of Call Records, 10 
Opt Out/In, 14 
Placing Calls, 6 
Sample Account Manager Activity Report, 12 
Sample Script for Customer Past Due Calls, 6 
Sample Script for New Customer, 4 
Sample Scripts, 15 
Uploading Call Results, 7 
What is a Campaign ?, 3 
What is AutoQue?, 3 
What Reports are available?, 10 

 


	What is AutoQue?
	How does AutoQue work?
	What is a Campaign ?
	Placing Calls
	Flow of Information
	Uploading Call Results
	Call Merge and Call Conversion Programs
	Maintaining a History of Call Records
	What Reports are available?
	How to print only Auto Dialer Results Records

	Appendix A– Sample Scripts
	Sample Collections Scripts

	Appendix B – Call Response Codes (CRC)
	Index


