
User guide



Callwell – how it works

Customer submits an enquiry 

through a portal

You “Press 1” to instantly call 

the customer
All your email leads are in one 

place with a clear contact history

Customer is impressed with your 

quick response

Within seconds, the lead appears 

on your Callwell screen
Callwell calls the branch informing 

you of a new enquiry



Getting started….. 

Handy Tip : Please remember to log out of Callwell at the end of the day 

• If you are having trouble accessing the system, click 

Forgotten your password? and enter your email 

address

• You will receive an email containing a link to reset 

your password

• To open Callwell for the first time, enter 

api.callwell.co.uk into your browser or go to 

www.callwell.co.uk and use Login                                        

• Enter your username (your email address)

• Enter your password

• Callwell constantly updates with new lead 

information, so please bookmark the application and 

leave it open during your working day.

http://www.callwell.co.uk/


First things first…..

• Once you have logged in for the first time, 

please look at the top-right corner of the 

screen. You will see a section called 

Active number and this is the number 

that Callwell will use to call you. 

• Check the number is correct or open the 

drop-down box and select your office 

number.

• You are now ready to start using Callwell 



Your Callwell Enquiries Screen

How will I know I have a new Callwell lead? When a Callwell enquiry is received, your telephone will ring and announce, ‘This is a Callwell message, 

you have a [Portal], [Enquiry type] lead from [Name], press 1 to call now”, open the enquiry on Callwell to see all the information, then press 1 to start the 

call to the customer.

Record the call outcome here

The Enquiries screen 

shows your leads with the 

latest at top

The page automatically refreshes every 

60 seconds, but the icon can be clicked to 

update immediately

The History tab shows who has claimed 

the lead and the entire contact history

Use the Advanced  Search option 

to find and manage leads

Assistance is on hand with our online 

support guides and FAQs

The source tab shows where the enquiry 

came from and by clicking on the envelope 

you  can see the full details of the enquiry



Your Callwell enquiry details

Use this button to 

call a customer that 

was missed

Full details of the  

enquiry are here

Additional comments 

are left here

Click on the control 

buttons to take ownership 

of a lead and increase 

your score



Advanced search

Auto-refresh is paused

Use “Property search” to 

find all enquiries relating to 

a specific address, area or 

postcode quickly

Click Search to view 

results

Advanced search can be used to filter your leads quickly. 

Use “Unclaimed enquiries” and “Not called” 

to see all leads that need to be actioned

Find all enquiries 

from a specific portal

Filter by “Enquiry type” to find 

your high-value leads 

immediately



Callwell Score (shown on your Dashboard)



How to stop the clock and achieve a high score

The phone 

rings with a 

Callwell call

You press 1 and 

connect to the client 

or leave a voicemail 

and the timer stops

You don’t answer 

the call and the 

timer keeps 

going 

You call the client 

later, using the 

Callwell system, and 

either speak to them 

or leave a message 

and the timer stops

You call the client 

back using your own 

phone, not via the 

Callwell system and 

the timer keeps going

You click on an 

outcome button but 

but don’t call the 

client and the timer 

keeps going

The timer only stops when you see

Connected – Successful call in the History section



Resources

Videos

• Why use Callwell: Click here

• How Callwell works: Click here

• A walk around the Callwell enquiries screen: Click here

• Scoring Explained: Click here

• None-scoring enquiries: Click here

• What's on the dashboard: Click here

• Callwell FAQs: Click here

• Advanced search and referrals: Click here

L                           Is situated in the top right-hand corner of your Callwell screen 

Alternatively, here is a link to our online support guides and FAQs: https://support.callwell.co.uk/hc/en-gb

You can send an email to support@callwell.co.uk for anything else.

Help

https://vimeo.com/769408779
https://vimeo.com/769407716
https://vimeo.com/769408186
https://vimeo.com/769408943
https://vimeo.com/769410325
https://vimeo.com/769409978
https://vimeo.com/769410657
https://vimeo.com/769409388
https://vimeo.com/714392720
https://support.callwell.co.uk/hc/en-gb
mailto:support@callwell.co.uk
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