Robo Call Mitigation: Ensuring a Secure
and Controlled Telephony Experience
on the Flip Platform

The telecommunications landscape is fraught with potential for misuse, particularly concerning
unsolicited outbound calls, commonly known as robo-calls. Traditional Private Branch Exchange
(PBX) systems, while offering immense flexibility, inadvertently empower users with the ability to
route inbound and outbound calls to a vast array of features, functions, and destinations. This
inherent freedom, while beneficial for some, can inadvertently lead to scenarios where calls are
inadvertently or intentionally sent to unsuspecting individuals, raising concerns about privacy
and compliance.

In stark contrast, the Flip platform has been meticulously engineered to provide an exceptionally
secure and guardrailed user experience. Our commitment to mitigating the risks associated with
unauthorized outbound calls is paramount, forming a cornerstone of our platform's design
philosophy. Unlike the open-ended nature of a PBX, the Flip call experience is rigorously
curated by our dedicated team of developers and project managers. This proactive approach
ensures that the platform adheres to stringent rules governing when and how an outbound call
can occur.

To uphold this commitment to security and user protection, the Flip platform operates under
highly constrained conditions for initiating outbound calls. In fact, there are only two precisely
defined scenarios under which our system will ever generate an outbound call, each carefully
vetted and designed to serve a legitimate and pre-approved purpose.

Scenario 1: Bridging Live Calls to Human Agents via PSTN

The first scenario addresses the fundamental need for human interaction within an automated
system. This typically occurs when a caller has initiated an inbound call to one of our customers
phone systems. Upon reaching the customer's system, the call is then seamlessly transferred to
our advanced automated platform. Within this automated environment, the caller may reach a
point where they express a desire or necessity to speak directly with a human agent.

In such instances, to facilitate this crucial human connection, the Flip platform will initiate an
outbound call over the Public Switched Telephone Network (PSTN) to the customer's
designated phone system. This strategic outbound call serves as a vital bridge, enabling the
automated system to connect the original inbound caller with a live agent who can provide
personalized assistance.



Crucially, this type of sophisticated call setup is not a spontaneous occurrence. It is the result of
a meticulously planned and mutually agreed-upon arrangement with the customer well in
advance. Before any such integration is implemented, a comprehensive call takes place
involving the customer, our experienced project managers, and our skilled development team.
During this collaborative session, every detail is thoroughly discussed, ensuring that the correct
phone numbers are accurately configured, and all routing mechanisms are precisely aligned
with the customer's agreed-upon phone numbers and operational requirements. This rigorous
pre-implementation process guarantees that all outbound calls under this scenario are
legitimate, expected, and contribute directly to a seamless customer experience.

Scenario 2: Proactive Reminders for Pre-existing Bookings

The second legitimate scenario for an outbound call on the Flip platform revolves around
enhancing customer service and efficiency through proactive communication. This scenario
comes into play when a caller has already engaged with our automated platform and utilized
one of our integrated services, such as placing a booking for an appointment or service.

As the scheduled time for their booking approaches, the Flip platform has the capability to
initiate a targeted outbound call to the caller. The primary purpose of this call is to provide a
timely reminder of their upcoming booking and, critically, to confirm their continued requirement
for the service. This proactive communication helps reduce no-shows, improve customer
satisfaction, and streamline operational workflows for our clients.

It is imperative to understand that this type of outbound call is subject to stringent activation
criteria. It can only be triggered under two fundamental conditions:

1. Prior Inbound Engagement: The caller must have previously initiated an inbound call
to our platform and actively utilized one of our services (e.g., made a booking). This
ensures that the outbound call is always in response to a pre-existing interaction and a
known relationship with the caller.

2. Business Opt-In: The business that the caller has engaged with must have explicitly
opted to enable this specific type of outbound reminder call. This ensures that our
customers retain full control over their communication strategies and that no unsolicited
calls are made on their behalf.

Unwavering Commitment to Controlled Outbound Calling

A cornerstone of the Flip platform's security and user trust is our unwavering commitment to
prohibiting manual outbound call initiation by our customers. Unlike traditional telephony
systems, our customers do not possess the ability to independently or manually make outbound



calls from the Flip platform. This fundamental design choice eliminates the potential for misuse,
unauthorized solicitations, or the generation of unwanted communications.

Instead, every single outbound call made by the Flip platform is systematically controlled,
automatically triggered, and strictly adheres to pre-defined, legitimate business reasons. We will
only ever initiate an outbound call to a valid caller who has a clear, pre-established, and valid
reason for receiving such communication. This stringent policy underscores our dedication to
providing a secure, compliant, and user-centric telecommunications experience, effectively
mitigating the risks associated with unauthorized or problematic outbound calling.
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