Agency on Aging Area 4 Phone System
How it Works

Agency on Aging Area 4 utilizes a phone system that allows you to connect with all the
people you support with one phone number. There are several benefits to this system:

e \olunteers and clients never need to share their personal phone numbers with
one another, protecting everyone’s privacy.

e We can automatically track phone calls made via the phone system for reporting
purposes, saving staff time and reducing the need for volunteers to report hours.

e Clients will know when one of our trusted volunteers is calling because it will
always be the same phone number on their caller ID. This can help protect people
from answering spam/fraudulent calls.

To use the phone system, you'll always start by dialing: (530)444-1516

Below is an example of how it would work for a volunteer, Julie, who has been matched
with 2 clients, Dustin and Jane:
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*Wolunteers who only participate in one program won’t need to select that program
when calling the phone system number. Instead, you will skip the first box in the diagram
above and only hear the menu with the list of clients.



Phone System FAQ’s

Will the system be spying on my calls?
No, the content of your calls remains unmonitored and unrecorded. We will simply be
tracking how often the calls occur and how long they last for reporting purposes.

Can | leave a voicemail?
Yes! Our number behaves like a regular phone number, so you can leave and receive
voicemails as usual. If you leave a voicemail, just be sure to provide (530)444-1516
as your callback number.

How does the system know who to connect me to?

We have a phone number on record for both volunteers and clients. The phone system
recognizes who is calling based on that number and uses that information to connect you
with the right people. As long as you call (530)444-1516 from the phone number we
have on file for you, you’ll be able to connect to your matches. If you call from a different
number, you’'ll be directed to our office line.

| called the number and was immediately forwarded to the office. What happened?
There are a few possibilities:
e You may not have been matched with any clients yet. Check with AAA4 staff to
check.
® You need to call from the phone number we have on file for you. If you call from a
different number, the phone system won’t work.
e If you have a private/unlisted phone number, you need to dial *82 to temporarily
unmask your number so our system recognizes who’s making the calls.

After | pressed a number to connect with my client, the call disconnected.
After you choose a client, the call goes through like a regular phone call. There are a few
possibilities for why it disconnected:

e The client’s line may have been busy.

e The client may screen calls for phone numbers they don’t recognize.

e You or the client may not have good cell phone reception.


https://console.twilio.com/us1/develop/phone-numbers/manage/incoming/PN76fddacc61b754919917e3d755d27653/configure

