
Preparing Your Intake Team for TCPA-Compliant
Call Campaigns

Building a Compliant and Effective Intake Process
Running a successful inbound call campaign requires more than just driving traffic to a phone
number. Advertisers must ensure their intake teams are prepared to handle calls in a way that
respects regulations and maximizes the value of every lead. When calls are generated through
media buying and screened partners, the intake process becomes the critical link between
marketing spend and measurable outcomes. This article outlines the steps to prepare your
team for TCPA-aware call campaigns, focusing on what to watch at each stage.

Understand TCPA Requirements for Inbound Calls
The Telephone Consumer Protection Act (TCPA) sets rules for how businesses can contact
consumers, including calls initiated by the consumer. For inbound campaigns, the key is
consent. When a prospect calls your business, they have given implied consent to receive a call
back, but only under specific conditions. Your intake team must understand that any outbound
follow-up calls, texts, or voicemails must be handled with the same care as cold calls. This
means maintaining clear consent records and respecting opt-out requests immediately.

What to watch: Ensure your team knows that consent is not blanket permission. If a caller
provides their number during an inbound call, that consent may not extend to automated
marketing calls or texts. Train agents to ask for explicit permission before sending any follow-
up messages. Keep a log of every consent interaction, including timestamps and the exact
wording used to obtain permission.

Design an IVR That Qualifies Without Asking for Trouble
Interactive voice response (IVR) systems can qualify leads before they reach a live agent, but
they must be designed carefully. An IVR that asks for sensitive information, like a Social
Security number or payment details, without proper disclosures can create compliance risks.
For TCPA-aware call campaigns, the IVR should focus on routing the caller to the right
department based on their needs, not on collecting data that could be used for unsolicited
marketing later.

What to watch: Keep IVR prompts simple and avoid recording consent for future contacts
during the automated portion. If you need to capture consent, do it with a live agent who can
explain exactly what the caller is agreeing to. Also, ensure the IVR does not inadvertently create



a recorded call without proper consent, as some states require two-party consent for
recording.

Set Geo Filters and Operating Hours to Match Compliance
Not all states have the same TCPA rules. Some states have their own do-not-call lists or
stricter consent requirements. Your intake team should be aware of where callers are located
and apply geo filters to respect local laws. Similarly, operating hours matter. Even for inbound
calls, calling a prospect back outside of reasonable hours, typically between 8 a.m. and 9 p.m.
in their time zone, can violate TCPA guidelines.



What to watch: Train your team to check the caller's area code and time zone before any return
call. Use call routing software that can automatically suppress outbound attempts during
restricted hours. If your campaign targets multiple states, have a compliance checklist that
accounts for state-specific variations. This is especially important when working with screened
partners who may generate leads from diverse regions.

Manage Intake Capacity to Avoid Rushed Calls
When a campaign drives a high volume of calls, the intake team can feel pressured to move
quickly. Rushed calls lead to mistakes, including missed consent disclosures, improper
handling of opt-out requests, or failure to capture accurate lead information. For TCPA-aware
call campaigns, quality matters more than speed. A single compliance error can result in fines
or litigation, making it essential to balance volume with thoroughness.

What to watch: Monitor call abandonment rates and average handle times. If agents are
rushing, consider adjusting the campaign's pacing or adding more staff during peak hours. Use
call routing to distribute calls evenly and avoid overloading any single agent. It is better to let a
call go to voicemail with a clear opt-in message than to have an agent take shortcuts that
create compliance gaps.

Integrate Consent Records into Your CRM
Every call should generate a consent record that is stored in your customer relationship
management (CRM) system. This record should include the date, time, phone number, and a
note about what the caller consented to. For example, if a caller agrees to receive a text
message with a quote, that consent should be logged separately from general call consent.
Your intake team needs to know how to update these records accurately and how to retrieve
them if a dispute arises.

What to watch: Ensure your CRM has fields for consent type and expiration. Some consents,
like permission to send marketing emails, may not carry over to phone calls. Train agents to
ask for specific consent at the end of the call, not during the middle when the caller may not
fully understand what they are agreeing to. Regularly audit consent records to catch errors
before they become problems.

Establish Exclusivity Rules for Call Routing
If your campaign involves multiple advertisers or partners, exclusivity rules prevent the same
lead from being contacted by more than one entity. This is a common issue when using
screened partners who generate calls for multiple clients. Without clear routing rules, a



prospect could receive duplicate calls, leading to confusion and potential TCPA violations if the
calls are unsolicited.

What to watch: Define exclusivity windows in your call routing system. For example, if a lead is
assigned to one advertiser, block other advertisers from contacting that number for a set



period. Communicate these rules to your intake team so they know not to transfer or share call
data with outside parties without authorization. This also protects your campaign from
appearing spammy to consumers.

Train Agents on TCPA Basics and Escalation Paths
Your intake team should receive regular training on TCPA fundamentals, not just on call scripts.
They need to recognize red flags, such as a caller who says they are on the National Do Not
Call Registry or who asks to be removed from all contact lists. Agents should know how to
escalate compliance questions to a manager or legal team rather than guessing on the spot.

What to watch: Create a simple escalation flowchart that agents can reference during calls.
Include steps for handling opt-out requests, consent withdrawal, and complaints about
previous contacts. Role-play common scenarios in training so agents feel confident in real
situations. For additional guidance, many advertisers turn to resources like
ridgerisemedia.com to understand how intake workflows align with regulatory standards. This
site offers insights into managing qualified calls and leads in a way that supports compliance
without sacrificing performance.

Monitor Call Recordings for Compliance Gaps
Recording calls can help you review agent performance and catch compliance issues early.
However, recording laws vary by state, and you must inform callers if you are recording. Your
intake team should know the recording policy for your campaign and how to disclose it
properly. Use call recordings as a training tool, not just a punitive measure. When agents see
that their calls are reviewed for quality and compliance, they are more likely to follow
procedures.

What to watch: Ensure your recording system can separate calls by consent status. Some
states require all parties to consent to recording, while others only need one party to know. If
your campaign covers multiple states, use the strictest standard to stay safe. Review
recordings regularly to identify patterns, such as agents forgetting to ask for consent or using
language that could be interpreted as misleading.

Test Your Intake Process Before Launch
Before going live with a new campaign, run test calls through your entire intake pipeline. Have
team members pose as prospects and go through the IVR, speak with agents, and request
follow-ups. This reveals gaps in routing, consent collection, and agent knowledge. It also helps
you verify that your CRM is capturing the right data and that your call routing is respecting geo
filters and operating hours.

https://ridgerisemedia.com/


What to watch: Pay attention to how test calls are handled at each stage. If a test caller asks to
be removed from a list, does the agent process that immediately? If a caller hangs up before
consent is given, is the record still stored? Fix these issues before real calls come in. A smooth
intake process builds trust with prospects and reduces the risk of complaints.



Review and Adjust Based on Call Data
After your campaign is running, use call data to refine your intake approach. Look at metrics
like call duration, transfer rates, and lead conversion to see where the process is working and
where it is not. If many calls are being transferred incorrectly, your IVR may need adjustment. If
agents are spending too long on consent disclosures, consider streamlining the script without
losing clarity.

What to watch: Keep an eye on complaint rates and opt-out requests. A sudden increase may
indicate a change in your intake process that is confusing callers. Regularly update your
training materials based on real-world feedback. The goal is to maintain a system that is both
TCPA-aware and efficient, so your team can focus on converting leads rather than worrying
about compliance. For more on building reliable intake systems, resources like
ridgerisemedia.com offer practical frameworks for advertisers looking to scale their call
campaigns responsibly.


