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ADDRESS
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The Noetica Address control allows the capture of a postal address (including

postcode). Address details can be entered manually, or if additional addressing

Noetica

software is used, address fields can be entered automatically, based on the entry of

a postcode.

Appearance ﬁ

" WWWW
Addressl

—

Property Page

Right click on the control and open the Properties dialog, where you configure the
type of address facilities that you wish to use.

Moetica Address Control Properties

Shortkey Lookup
" Mone
" Find Address

' Address With Ambiguities

" Postcoding
" Full Postcoding

% TownCounty Postcoding

required postcode format
% Always 1 space
1 Always 7 long

" Always 3 long

¥ Display town if same as county

=l

o]

Cancel |

Apply

Depending on the addressing software used, the following properties are available:

None
Find Address

Address with

Ambiguities

Postcoding

Full Postcoding

Town County
Postcoding

The full address has to be entered manually.

Entering the postcode will display the rest of the address when Enter is
pressed. The House/flat number needs to be put in manually.

Adding the postcode will display the rest of the address when Enter is
pressed. Details such as house number or company name can be

selected from a window displayed.

Entering the postcode will display the address, typing the address will
display the postcode on pressing Enter. Select house number manually.

Adding the postcode will display the address, typing the address will
display the postcode on pressing Enter. Various details, such as house
number /name can be selected from a window displayed.

Di spl ays
same as

t he
county?®o

t own

and county i
iws & dounty kame willbe t h

displayed, even if they are the same.
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General Use when Taking Calls

When taking calls, the cursor is placed on the first line of the address control. The
next action depends on the configuration of the control:

i Ifnoaddressings of t ware i s used, enter the caller
address fields displayed.
T I'f addressing software is used, enter the

of the address control.

[Maw 1 toke your posicode please?
Address |

T ——

Acddress I:l\.\vl 118

R
f OnpressingEnterthe call erdéds address wil/| be displ
T If the Variant Details dialog opens, select the additional details, which can

include company name or apartment number. They will then be placed

into the first line of the address control.
1 If the Variant Details dialog does not open, ask the caller for the additional

details required to complete the address and enter them manually.

Address ||
x
ISt Johns Hil e >

EUROMEDIA SALES AND MARKETING, 7 11 -

ILONDON FLale 13
I JUMCTION BOX MEWSAGENT, UNIT 2, 7 11
K. AMND M CAFE AND RESTAURANT, 17
I KEBAR FEAST. 14
MaMNNS TAILORING AND MENSWEAR, UNIT 1.7 11
I SOUTHEANE, TF!AVEL,‘?
F11TN WESSEX BAMOQUETING SUITE

FraRn FIRNOPF 711

Cancel

L

1 To quickly clear an address so that you can add a new address, press the
F2 Function key at the top of your keyboard.

Noetica ActiveX Controls 6



: Noetica

APPLICATION LAUNCHER

The Noetica Application Launcher allows users to launch websites or target
applications at strategic points in the callflow when talking calls.

Appearance C?B

L B B B i i A 3 3 g

AppLauncher o

R

Properties

Right click on the control and open the Properties dialog, from where you locate the
target application using the Browse button.

Enter the full path, including machine name and drive of the application to be
launched, i.e.\\Martini \E\Planning\ExpensesClaim, or the path of a website, i.e.
www.noetica.com .

AppLauncher Control Properties ﬂ

Chooge target application to launch

Target : Iwww.nnetica.com Erowse

Window Shyle : IMaHimiSE j

Button Caption : |AppLauncher
IV Auta Launch

0k I Cancel | Apply |

Choose target Click the Browse button to locate the full path (including

application to launch  machine name and drive) of the file you wish to open.

Target The path of the selected application will be displayed in
the Target field.

Window Style Select the window size for opening the target application.

Button Caption Enter a name for the Application Launcher button. In our

examElxpehsesod.

Auto Launch To automatically launch the application or website on
reaching the control when taking calls.

Noetica ActiveX Controls 7
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General Use when Taking Calls

The website or target application
1 can be set to launch automatically on reaching the control
1 agents can click the button of the Application Launcher.

The name of the button will reflect the type of application that is about to be
launched, in our example, an Expense claim sheet.

[Pt ams ok e Spowviaes batlon 1o cpe se Sasvase s d et

| Wb Expencos i

Cxgenses

1 Inthe target application you can view existing details and you can add
new entries or make changes, as required.

1 When exiting the target application, you will return to the Synthesys
callflow.

xxxxxx

‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘

uuuuuu

[ AT WiN\Sheet1 { ezt £ shesta / K| W

Enter or Ctrl and Enter will move you to the next section in the callflow.
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BLOCKING

The Noetica Blocking control is an invisible control that can be used in conjunction
with calculations to stop agents advancing in a callflow, if the calculation requires it.
An appropriate error message is entered and displayed to the agents.

=
Appearance ‘%

Block

Pre-requisites

Due to the way Synthesys works, the Blocking control needs to be set up according
to the following guidelines:

1 The Blocking control should be the first control in the next section,
following the section containing the control on which the calculation is
based.

1 The section containing the Blocking control needs to contain another
control after it.

1 The ErrorMessage property should never be an empty string, as these
properties are not re-evaluated when switching sections in Take Calls.

Setting a Calculation

Right click on the control and select Calculation i Set - ErrorMessage.

A
i

Properties

Delete

View Compulsory Properties

Block

‘iew Database Column Mames
Assign Searchable Properties
[Maintenance

Assign Help For this contral

Calculations Set .., ErrorMessage

Renarme Contral

In our example, the calculation in our example specifies that:

Noetica ActiveX Controls 9
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If account details have been entered, agents must enter the Sort Code as well,
ot herwise they canét move to the next
been taken, the Sort Code field can be empty.

sect

9 If the property ErrorMessagei s set to Anoned (this i

calculation, the control will automatically post a Ctrl-Enter when taking
calls, so that it will skip through itself.

9 If the property is set to anything else, the Blocking control will display a
message and prevent agents from advancing any further in the Callflow.

"You must take the Sort Code, as an Account number has been entered.”

Calculation Definition {validate)

[ System Calculation walidate()
[Z3 CustomerD etails .
(23 Calflaw If [Callflowe Account Account Value] <3 ™' then
1 Operators If [Callflows Account. SortCode Yalue] ==""" Then
[ Functions validate=""v'ou muzt take the Sort Code, as an Account number haz been entered.”
[ Calculations Elze
validate="none"
End if
Elze
validate="none"
End if

End Calzulation

Other calculation used in conjunction with the Blocking control could, for example,
prevent agents from entering any undesired characters, such as unwanted spaces,
dashes or apostrophes.

Noetica ActiveX Controls
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General Use in Take Calls

In our example, the Noetica Blocking control has been configured to ensure that
agents enter the Sort Code, if account details have been entered.

and your sort code?

Op Note: You must take the Sort Code, if an account number has been entered.

Cusiomer'Enquiry Account ‘J’alidaiinn'

Account RMumber
|1 212121212

Sort Code :

Agents that ignore the prompt and try to move to the next screen without entering the
Sort Code will go through the Blocking control, which will stop the agent from moving
any further, until the Sort Code is entered.

An error message to this effect will be displayed:

"You must take the Sort Code, as an Account number has been entered."

\Op Note: Please go back to the Account section and enter the Sort Code

Custnmerl Enquiryl Account Validation

0 “ou musk kake the Sort Code, as an Account number has been entered.

When the Sort Code is entered, agents will press Enter on their keyboard to skip the
Blocking control and to move straight to the next section in the callflow.

Noetica ActiveX Controls 11



: Noetica

CHECK BOX

The Noetica Check box control displays a group of Windows style check boxes. Up
to 20 boxes can be created and the control allows multiple selections of options.

Appearance E]

!".v".-’.-".v".-’.v".-’.-"fa’fa’a’fa’.’a’fa’fa’a’fa’fa’a’fa’fa’a!
gl_ Button 1 [ Button 2
QI_ Buttcn 3 [ Buton 4
[ Buttons [~ Button &

i-".v".-’.-".v".-’.v".-’a’fa’fa’a’fa’.’a’fa’fa’a’fa’fa’a’fa’f/

i\"‘.\"‘."‘."‘."-.\"‘."‘.\"‘."‘.

Right click on the control and open the Properties dialog, to enter text for up to 20
boxes. The appearance of the control can be change, selecting the number of
columns displayed, up to a maximum of 5 columns.

Moetica CheckBox Control Properties

Options I Button 1","But
Euttar 1 -
Button 2
Euttar 3
Button 4
Euttan 5 LI

2 =
Mumber of Columns =

Ok I Cancel I Al

To enter your own text:

Move your cursor into the Options window.

Replace the existing options, i.e. Button
required, pressing Enter on the keyboard to move down to the next line.
T Next, select the number ofndoboOmds and t h

Next, configure the appearance of the control, selecting the number of columns to be
di splayed and click 60KS®.

In our example, one control is set to display 1 column, the other displays 3 columns.

a
MMM.’ i
[~ Mavies [ Movies [~ Sport [ Mews
[~ Sport [T Comedy [~ Mature [T Documentary
[ hews s
™ Comedy
[~ Mature

[ Documertary
£E
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General Use when Taking Calls

The Check box control is designed to allow the selection of any number of choices
from the options available.

The boxes can be selected and deselected using the mouse or the keyboard.
1 If you use your mouse, click the left mouse button into a box, to make a
selection.

9 If you want to use your keyboard, use the arrow keys to move between the
available options and make the selection using the space bar.

Ablackt i ck will show the options that have been
Mastercard, Store Cards and Dinners Club.

I
[Muyl ask which credit cards you currenthy hold?

CreditCards |

[ Wisa
[ Mostercerd
[~ American Express

Noetica ActiveX Controls 13



COMBO LIST
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Noetica

The Noetica Combo List control displays a Windows style drop down list. The list of

available items will be referenced from the database.

L] ]
L] ]

Appearance ===

ML <
§Selem f E
>

Properties

Right click on the control and open the Properties dialog:

Enter a caption into the Menu Title field.

In the Type of Menu select the List or Combo button to display the control
as a normal list or as a combo list to the agents, when taking calls.

1 Place atick in the Sorted List box to display the choices entered in

alphabetical order.

1 In Number of Choices Visible specify the number of items to be displayed

at any one time.

Moetica ComboList Control Properties
Mernu Title : [52lect

Tepe OF Menu

Ta change the options

& List © Combo use the Maintenance methods

Mumber Of Chaices Visible : 1 il v Sorted List
ak. | Cancel

Please see next page for more information.

Noetica ActiveX Controls
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Maintenance
To enter your selection of choices:

1 Click the New button and add your first option into the Click New to Add
Options field.

1 Press Enter on your keyboard or click the Add button, to add the entry
into the Choices section of the control.

Choices

w# Barclaps

o LLopds

o blliance and Leicester
+# Bank of Scotland

Choices

w# Barclays

w# L Lopds

w# Alliance and Leicester
3¢ Bark of Scotland

Click Mew to Add Options Click Mew ta Add Options

IFirst Direct First Diire:ct

fdd fotivate Qeactivatel oK I Cancel | MNew Activate | Qeactivatel Ok Cancel

You candét delete any of the options once they
deactivate entries so that they are not shown to the agents when taking calls:

1 Select the option and click the Deactivate button.

9 To reactivate your choice, select it and click Activate.

Activated options display a green tick, deactivated options a red cross.

Back in the Property Page

After you have entered your choices in the Maintenance page, go back to the control
Properties page, select the number of choices that you wish to show to the agents at
any one time.

Noetica Combolist Control Properties x|

General l

Menu Title : [5a)ect

Type Of Menu To change the optionz:

£ List * Combo uze the Maintenance methods

|Barcalys —

Murnber Of Choices Visible : il v Saorted List

Ok, | Cancel Apply

Noetica ActiveX Controls 15
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General Use when Taking Calls

In our example we display a list of bank names.
To select the required item:

1 Click your left mouse button onto the arrow of the combo box to open the
drop down menu with a selection of different banks.

1 Select the required bank name from the list by clicking your left mouse
button on the bank name.

You can use your mouse pointer and the vertical scroll bar to move up and down the
screen, or you can use the arrow keys to the right of your keyboard

At which bank do you hold your current account?

Banks LLoyds j
Bank of Scotland -
Barclays
Clyeszdale
Co-operative
First Direct

Halifax

Micllands
Mationwice
Matiest
Sainshury
Tesco

l

Noetica ActiveX Controls 16
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CRM PROPERTY

The Noetica CRM Property control enables the modification of customer details set
up in Customer Relationship Management. The control can be positioned at
strategic points anywhere within the callflow.

Appearance m

[ Mew customer

Maintenance

Right click on the CRM Property control and select Maintenance.

1 The prefix or name of the CRM used in the Callflow is automatically
displayed.

9 Tick the controls that you want to be visible in the CRM Property control,
for example '"Telephone' and 6Addressb.

T Next, select Save Manual, to display a save button, which agents will
need to click to save changes manually or select Automatic to auto save
any changes made.

9 If Autoresize is selected the control will automatically resize itself
depending on the size of the selected items.

Maintenance ﬂ
Prefis |44 =l
a_J' Mew customer

[l Customer ID
€] Moetica Mame Contral

—Save
 Mever ‘ [~ Autoresize ‘
' Manual

 Automatic Ok I Cancel |

Noetica ActiveX Controls 17
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The CRM Property control will now display all options controls that you have ticked in
the Maintenance page.

| v

Iew custormer
T elephone

Moetica Address Cantrol
Address I

—

il
|

Save

You can set Galcdatidnd $dtaC€ u tno rdor thelC&M Property
control to ensure that the customer details are automatically updated, if agents select
another customer in the CRM using the F2 key and CRM Search.

General Use when Taking Calls

On reaching the CRM Property control, details for the selected customer are
di splayed, for example the customerb6s telephon

To modify and update the information:
9 Click your left mouse button into the relevant fields and replace the
existing information with the new details, as required.

To clear the existing information first, before updating details, press F2.

If a Save button is displayed, you need to press the Save button to commit
the changes to the database and to update the customer record. If no
Save button is displayed, the changes will be save automatically

|May | take your new Telephone number and Address. please

C_F{M ChangeAddress

|»

Custamer D etails
Telephone
1234 BE7S

Moetica Address Control
Address |1 2 \West Viay

IPutney

ILondon

-

Noetica ActiveX Controls 18
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DATE OF BIRTH

The Noetica Date of Bithc ont r ol all ows the capture of a cal

Appearance Eﬂ
!.-’.—-’//.-’.—-’//.-’///.’/.-’.—-’//.-’.—-’//.-’/a!

Day hth “ear

-

‘r’z"//.-’z"//.-’///.’/.-’z"//.-’z"//.-’/

Properties
Right click on the control and open the Properties dialog:

9 Tick the Allow date to be blank option to allow for no date to be entered
when taking calls.

If the option is not ticked, the entry of a date is compulsory

Moetica DateOfBirth Control Properties =]
¥ Allows date to be blank
Ok I Cancel I Apply
General Use when Taking Calls
To enter a callerdés date of birth:
9 Click the left mouse button into the Day field,toent er t he call er 6s d.

birth.

1 Use the Tab keys == on your keyboard to move into the Month and
Year fields, to enter the month and year of birth.

1 Press ShiftUand Tab on your keyboard to move back to the previous field.

Could yvou give me yvour date of birth please?
DoBirth |

Noetica ActiveX Controls 19
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DATE TIME PICKER

The Noetica Date Time Picker control allows the capture of any date (past, present
and future) and the capture of the time.

Appearance %

Please select a date = B
Mo Date Selected

Pleasze select a time

Properties

Right click on the control and open the Properties dialog and tick any options as
required.

1 To set a calculation to display the time selected, for example in the agent
dialogue, enter the desired date format into the Optional Nice Date
Format field.

T To export entries of the Date Time Picker control to another database,
enter the desired date format in the Output format field.

Noetica DateTimePicker Control Prop x|
General ]
Date
v ih e fAny date
[ cohfi " Past and today anly
[ Display date anly " Future and today only
[ Must have time
Optional Mice Date Format
for calculations anly Output Format sent to Databasze
|28 zd 2B 2y %t %d %B %Y

48, Full weekday name B : Full month name
%d : Day of month [11-31)  %m : Month az decimal num [01-12)
oy ear (2 digits) 32 Year with century [4 digits]

Ok, | Cancel | Apply |

Must be valid Only enables the selection of valid dates from the diary page in Take
Calls. If Past and today only is ticked, agents can only select dates
for today and in the past.

Must be confirmed If ticked, agents have to click the Confirm button before they can
move to the next control.

Display dates only Dates will be displayed without the time option.

Must have time Display the time field without the tick box option

Any date Enable the selection of todayds

Past and today only Only enable the selection of tod

Future and today only Only enablethes el ecti on of todayds date

Noetica ActiveX Controls 20
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General Use when Taking Calls

To select a date:

9 Click the arrow of the Please select a date field, to open the diary page.

Date Time Picker - When did the event take place?

Picture | AppLauncher | Account | Blocking | DateTime |

Please select a date | (7] 22  January 2010~

Friday January 2010
Please select a time | ooy (s4on Tue Wed Thu Fri Sat Sun
1 2 3

a5 6 7 8 3 w0

11 12 13 14 15 16 17

18 19 20 21 B 23 24

25 26 27 28 29 30 A

[ Today: 22/01/2010

1 Locate and select the required date. A tick will automatically be placed into
the Please select a date box.

T If the time option is displayed, place a tick into the Please select a time
box and select the time, as required.

Date Time Picker - When did the event take place?

Picture | AppLauncher | Account | Blocking | DateTime |

Please select a date 22 January 2010 v
Friday

Please select a time | 42.00

T If the Confirm button is displayed, click the button to confirm the date and
time selected.

1 To change the date and time that you have entered, click the Amend
button and select the appropriate date and time, repeating the above

steps.

Noetica ActiveX Controls 21



DATA VIEWER
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The Noetica Data Viewer control displays information from a data table or view in a
grid format and allows agents to select existing records and to create new records.

Appearance |_-|

Properties

Right click on the control and open the Properties dialog.

Choose the required Data Source in the DSN field.

Select the table and fields from the data source to be used, entering a
corresponding SQL statement or using the DataViewer wizard in the
maintenance of the control.

Moetica DataViewer Control Properties lﬂhj
| General |
| DSMN: Phoenix Edit...
| Imitial SOL query: |
SELECT CompanylD, Company, Contactd ame, Telephone, - Edit... |
i | Uze additional field Caption label  Additional
| &dditional field compulsory Order by
Il fields must be populated Town
| Allow editing zelected records
| Hide 'Mew Faw' buttan
o e | p—
Option Tick to

Use additional field

Additional field compulsory

All fields must be populated

Allow editing selected records
Hi de &6New Rowbd

Noetica ActiveX Controls

Add an extra column to the selection area of the control.

Ensure that agents enter information into the added
column, before they can move on to the next section.

Ensure that information has been entered into all fields,
before agents can move on to the next section.

Allow agents to modify/ change selected details.
Remove the New row button from view at run time.

22



L .
" Noetica
Entering a SQL query

In the properties page of the Data Viewer control

1 Identify which data source you wish to use.

M Click the Edit button on the DSN field and select the data source name, as
required, from the drop down menu.

General

Initial SOL queny:

Phoeniz
[ Phaney::
|:| Al Training
[] &llows editing selected records

Next, you can edit the initial SQL query to determine, which table and fields from the
selected data source you wish to use.

1 Click the Edit buttononthe 6 | ni t i al .SQL querybd

T Inthe text box now displayed, type the appropriate SQL statement, i.e.:
fSel ect col umn 1, column 2¢é from tabl e whi

|

SELECT ID, Mame, Bank, Accountho, SortCode, Branch, Poskoo uls |

Cancel |

a0l is ok,

1 Click the Verify button to check that the specified table and columns are
valid. If this is not the case, an error message will be displayed.

Instead of entering a SQL statement, you can select the required data table and
fields for a selected data source in the maintenance option of the control, using the
DataViewer Maintenance wizard.

Please see the next page for more information.

Noetica ActiveX Controls 23
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The DataViewer Maintenance Wizard
Step 1: Selecting the Data Source

In the maintenance page of the Data Viewer control:

Select the name of the data source that you wish to use.

If you have selected the data source in the properties page of the control,
check that the correct data source name is displayed in the DataViewer
Maintenance wizard. Move to the Next> page of the wizard.

Data¥iewer Control - Step 1

& SYNTHESYS
>

DataViewer Maintenance

Please select a data source from the list below which is to be
uzed as the source for this impart.

A
Feplication_Fik_Phoenix
Replication_Rk_Phoneys
Target
TRM

1

< Back I Mext > I Cancel

Step 2: Selecting the Data Table and Fields

The next page of the DataViewer Maintenance wizard will prompt you to:

1 Select the required table or view from the selected data source.
1 Check that all columns that you wish to use are ticked.

DataYiewer Control - Step 2

ﬂ SYNTHESYS
>

Data¥iewer Maintenance

FPleasze zelect a table or view from the following list ...

DB Test DET able [ownerdbo

... and then zelect all columnz that are to be uzed in the course of the import
either for zelection or output.

EéName
'Ei::Bank

. |
e (i rrnmthl o X

< Back I Mest > I Cancel |

Noetica ActiveX Controls 24
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Step 3: Alias Column Names

The first column contains the selected col umn
columndé Names.

The 6Alias columné names c an -flieadlye@amneswihd, t o ass
the selected column names on the left.

DataViewer Control - Step 3 ] x|

% SYNTHESYS
9

Dataliewer Maintenance

Ir the "&lias" columi below, please tupe in any user-fiendly names that you
may wish to associate with the selected column names.

Selected Column Mames Alias Calumn Names

Marme Mame

Bank Bank

Accounthlo Accounthlo

SortCode SortCode

Branch Branch

Telephone Telephone

J T |

¢ Back. I Nest » I Cancel |

Step 4: Adjusting Column Width

This page of the DataViewer Maintenance wizard allows you to adjust the column
width of the selected columns, before you click Finish, to display the associated data.

Display Data

Having clicked the Finish button in the DataViewer Maintenance wizard, the records
associated with the selected data source, table and fields are displayed.

] | ShopMam | Street |T0wn | Postcode | Manager | Retail_ID |Teleph0n-

1 Quick Sto | 35 Forest  Horsham | HR1 HZ Joe Blogg: 1001 12345678
[z Willage St & Long St Pembroke PO 22 Sarah Gra 1002 12323232
= 3 East Stree 21 East 51 London LE3 L2 Lana Knig | 1003 12345454
< >
Add to selection ’ Clear l ’ Search l
| ] | ShopMam | Street T own Postcode | Manager | Retail_ID |Teleph0n-

< >
[ Mesww rovy ] l Deselect ]

If required, users can set the RowsSelected property to compulsory, to ensure that
agents at run time select and add at least one record to the selection area using
the Add to selection button, before moving to the next section.
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General Use when Taking Calls

Noetica

e
il

The Noetica Data Viewer control displays information from a data table or view in a
grid format and allows you to select existing records and to add new records.

Selection Area

ID | ShopMam | Street |Town | Postcode | thanager | Retail_ID |Teleph0n|

1 Quick 5to | 35 Forest Horsham  HR1 HZ  Joe Blogg: 1001 12345675
E[E Willage 5t & Long 5t Pernbroke PO 22 Sarah Gra 1002 12323232
B - East Sfree 21 East 51 Londan LE3 L2 Lana Knig 1003 12345454
< >
Add to selection l Clear l [ Search l
| In; | shopham | Street |T0wn | Postcode | thanager | Retail_ID |Teleph0n|
< >
l Nesw row l [ Deselect l

€lear button to clear
records displayed

Search button to enable
the search for a specific
record

Buttons to add or deselect (remove) rows from the

selection area.

Searching for a specific Record

Providing that no other records are displayed in the Data Viewer control, you can
search for a specific record. If existing records are displayed:

9 Click the Clear button first, to remove the records displayed, before typing
your search criteria into the relevant field, i.e. customer name into the

name field.

9 Click the Search button to bring up the associated record.

I8} ShopName Street Town Postcode | Manager | Retail ID | Tele
Quick Stop

< >

Add to selection [ Clear l [ Search ]

| 1D | ShopNarme | Street T o Postcode | Manager | Retail_ID |Telep

< >

Noetica ActiveX Controls

Mew rowy l’ Deselect

If all available fields must
be completed before you
can move on, a relevant
message will be displayed.
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Adding Records to the Selection Area

To add a record to the selection area of the Data Viewer control

: Noetica

Select a record as required and click the Add to Selection button.

ShopMam | Street Town Postcode | Manager | Retail Il Telephom

35 Forest | Horsham

Quick Sto

Willage 5tc 6 Long St Pembroke PO 22 Sarah Gra 1002 12323232
East Stree| 21 East 31 London LE3 L3 Lana Knig 1003 12345454
¥

£
add to selection

[cor ] oo |

1D

|Sh0pName |Street |Tuwn

‘ Postcode ‘ anager ‘ Retail_ID ‘Telephc

1

Quick Stop

35 Forest | Haorsharm  HR1 H2 | Joe Blogg: 1001 123456]

¥

[ Miw rowe H Deselect ]

Selection Area

Adding new Rows

If you need to add at
least one record into
the Selection area
before you can move
on, a relevant
message is displayed.

9 Click the Add new row button, to add a new row to the selection area of
the Data Viewer control.
1 Double click your left mouse button into the first field, to enter information
into the fields available.
1 Use the tab keys on the keyboard to move to the next fields and back
again.
D ‘ ShopMam | Street |Town | Postcode | Manager ‘ Retail_ID |Telephon|
1 Quick Sto | 35 Forest Horsham HR1 HZ  Joe Blogg: 1001 12345678
EIE Willage Sto & Long St Pembroke PO 22 Sarah Gra 1002 12323232
3 East Stree 21 East 51 London LE3 L3 Lana Knig 1003 12345454
] >
[ ceor ] [Csouen
1D ShopMame Street Town Postcode | Manager | Retail 1D | Teleph
|
¢ >

l Mewr row ]l Deselect ]

Noetica ActiveX Controls
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Deselecting Rows

To deselect and remove a specific record only from the selection area:

1 Select the record that you wish to remove, before clicking the Deselect
rows button.

&dd to selection l Clear l [ Search ]

1D ShopMarme ‘ Street ‘Tuwn ‘ Postcode | Manager | Retail_ID |Telephc

z Village Store | & Long St Perbroke PO 22 Sarah Gra 1002 123232
East Street |21 East 51 Lana knig m 123

£ >

l Mew row l [ Deselect ]

To deselect and remove all records from the selection area:

T Click the Deselect rows button, without first highlighting a specific record.

Data¥iewer i - El

Remove all rows From current selection?

Mo Zancel |

1 Click Yes to remove all or the rows that you have selected from the
selection area.

1 If you do not wish to remove any rows, click No.

If the RowsSelected property has been set to compulsory at design time, agents
have to select and add at least one record to the controls selection area, using the
Add to selection button, before they are able to move to the next section.

When making fields mandatory at design time, a clear message should be entered
for the agents.
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DATABASE COMBOBOX

The DB Combo box control allows users to return data from a user defined table into

the Synthesys database by means of a ASQLO st
and the table the data resides in. In addition agents can enter text not contained in

the drop down list.

If a database other than Phoenix is used, the database name needs to be entered
into the 6Synthesys.infé file.

Appearance ﬁq
Y : ]
i N—

Properties

Right click on the control and open the Properties dialog.
1 In the first edit box, enter a caption for the control.

1 Inthe second, enter a SQL statement to return 2 columns to the control.

The first field must be the code field and is hidden from agent view, the second field
the description field, which contains the relevant entries, in our example the Job
Titles, is displayed.

DEComboboxControl Properties : 1[

General |

Combaobox prampt IJnh Titles

SCGL SELECT statement ISeIect Code,JobTitle from &x_Demo_JobTitle

DS IDefauIt

The SELECT statement should include 2 fields: The first fizld must be the
code field and the zecond must be the dezcription field

Ok I Cancel | Apply |

The SQL statement can also be entered via a calculation by setting the SQL
property. The value of the calculation needs to be a text string. I.e.

Calculation SQL()
SQL=0Sel ect columnl, column2 from Tabl e_X0o
End Calculation
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General Use when Taking Calls

The Noetica DB Combo box displays a list items via a drop down menu, in our
example a list of job titles. New items can be added to the existing list.

To select the required item:

Locate, in our example the job title, in the drop down list.
Click your left mouse button on the chosen option, to select it.

If the Job Title that you are looking for is not displayed, you can type it into
the Job Title field.

‘J JohTitile

Job Title - | N ETERT eI j
[T Manager -
Managing Director

Marketing Director
Office Manager
Froject Manager
Software Developer
Technical Directar |
Training Manager

Noetica ActiveX Controls 30



DB TABLE
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Noetica

The Noetica DBTable control is typically used to maintain lists of clients and sites. It

allows you to carry out searches and updates of client information.

If the Rota option is ticked in Properties, the DB Table can be used in combination
with Theatres to bring up details of call-out procedures for different area offices. The
Theatres need to be set up in the Campaign Editor as part of the Follow-up

procedures.

Appearance [&

B P P 2

AARKRRIRRTRRURKRKERAREARAARRARY UKKHRRARARRRRRARRARIRRRRRRRNANY |

O ot

Properties

Right click on the DB Table control and select Properties.

Enter a Table Prefix for your DB table.

To allow agents to create new customer records, tick the Operator can

Create New Records field.

1 If the table is used in Call Tracker escalation procedures, tick the Use
Rotas field and select the rota prefix to be used from the Select drop

down menu.

1 Click OK to exist the properties page and go to Maintenance of the control

to set up your DB table.

Noetica DETable Control Properties

General I

Table Prefiz  |Bank ;I

¥ Usze Rotas Select |[BIEES

¥ Operators can Create New Records

ak. I Cancel

Apply

Noetica ActiveX Controls
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Maintenance

In the first window of the wizard you can select to create or edit a DB Table or to
perform an import or export.

1 To create your DB table column fields, select Manually Maintain Data
Table from the options displayed.

9 Click OK to continue and to create your DB table

Select Operation

Cancel

1 Click OK in the Create Table dialog to display the DB table.
x|

If you are using the DB table with rotas, the Theatre Name field will automatically
display the area offices for the prefix selected and associated records.

iin) Theatre M. Name Accommoda | Type of Acc | Landlord
1 Londan Smith Flat Rented Council
2 Erighton Gatshy Semi Detach Rented Housefssn
3 |oefaul ha
Default -
Manchester
Brighton
Cardif
Eelfast bl
£dd Column [Pl
Add Record Delete Record Ok

Delete Column Cancel
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Creating Column Headings/ Field Names

Noetica

If you do not use the DB Table control with rotas, a column for the ID number will

have been added automatically to the DBTable, but you need to add required
Column Names:

9 Click the Add Column button to display the Input window and enter the

name of your first column field.

9 Enter the other Column Names, as required.

Add Column
Add Record Delete Record
Delete Column

When you have added all the required column names:

1 Click the Add Record button to add the necessary information.

Custormer Bank Account No | Sork Code Branch

Sith MatWest 12121212 12-12-1z  Chelsea
Harries Barclays | 23232323 10-10-10  Tooking
Gaksby |

Add Column
Add Record Delete Record
Delete Column Cancel

I To delete existing records, use the Delete Record button.

I To delete existing columns, use the Delete Column button.

When you delete records or columns, a message will prompt you to confirm that you
wish to delete the selected column or row of records containing the record selected.

Noetica ActiveX Controls
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When you have entered all necessary information, click OK to return to your DBTable
control now displaying all the Field names/Column headings that you have entered.

O T O O S OIS
2
=

Eustomerl

Eankl

Account NDI

Sart Cc-del

Branchl

e e e S S S TR S S W S S S D S S S R S S S

L&

Editing your DB Table control

To edit your DB Table at a later stage:

1 Right click on the control and select Maintenance.

b 0 B b 8 8 8 P b 805 088 000 0
3
-

Customerl

Bank

Account Mo

Sort Code

Branch

Properties

Delete

View Comaulsary Properties
Assign Searchable Properties
Maintenance

Assign Help For Ehis control
Calculations 3

Rename Control

Search |

R R T R A S S R R

[

The DB Table Wizard opens and you can choose to maintain your Data table, adding

or deleting field names and records or to use the Import or Export option.

Select Operation

Noetica ActiveX Controls

Cancel
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Editing Columns and Records

To edit information in the DB Table at a later time:

1 Click Manually Maintain Data/ Table.

1 Inthe Search Options window you can search for the customer records
that you wish to edit, entering the details into the relevant fields.

If more than 200 records fit your search criteria, the message: Too many records
returned, refine search will appear and you have to redefine your search.

9 Click Search to continue to the next page of the DB Table wizard.

9 Click Back to return to the previous screen.

Search Options

1 Clicking the Search button in the Search Options window opens the
Search Result window containing your DB Table information.

search Results x|
] Customer Bark Account No | Sort Cods | Branch
1 Srrith Nat West  |12121212 |12-12-12 | Chelsea
z Harries Barclays  |23232323 | 10-10-10 | Tocting
E] L1
Add Calumn Print...
Add Fecord Delete Record oK.

Delete Column Cancel
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Importing Data into your DB Table
To import data, select Import Facility in the first page of the DB Table Wizard.

1 Inthe Where is the File window, enter the path of the file that you wish to
import or click the Browse button to locate the file.

Where is the file

C:ihdy Documentsh 0BT ablelmport. cav

T Inthe File Format window, select the format and type of import to be
performed. Click Save & Run to start your import immediately.

Records from File: To view
Records prior to import.

Delimiter / Separator: Select as required. To import a CSV file, select a comma in the
6Del imiterd field.

Is Data To Be Cleared First: To clear the existing data from your DB Table before importing
new data tick the Is data to be cleared first box. To add new records to the existing data,
do not tick the box.

Does File Conhtahe Fdbdbe: contesi s |leD&wo,nttaii mk | tDbes 66 M
any records in the DB Table with matching | D6s can
import file.

Cancel: will close the DB Maintenance Wizard.

Back: will return you to the previous window of the DB Maintenance Wizard.

Save: Will store the parameters set above to a configuration file, to be used at a later date to
schedule the data import via the Campaign Manager.

Save & Run: Will launch the import program and load the data immediately, as well as save
the configuration into a settings file.
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The final part of the wizard is the progress and status bar showing the details of your
data import.

Information displayed includes the number of records imported, the number of
records rejected and the location of the rejected file.

1 To display more detailed information, click on the << button.

DBTable Import/Export utility

Fecords Imported 3 of tatal 3 Fiecords Rejected: 0

Fejected Records in file: C:ADOCUMENTS AND SETTINGS!.. \DEBAME. err
<< Back | Close |

Import started!

Import operation selected
Forting started!

Fows from 1 to 3 lasted: 0.04
Fiejected rows: 0

QK Tatal: 3

Customers Updated: 0
Customers Inserted: 3

Irnpart finished!

Exporting Data from your DB Table
1 To export data from your DB Table, select Export Facility in the first page
of the DB Table wizard.

1 Enter (or select using the Browse button) the file name and location for
your DB export (Figl) and click Next>.

C:4My DocumentsS\DB Export.cav

1 Select the file format for exporting the data, i.e. a comma in the Delimiter

field to export a CSV (comma separated) file and click Export to start the
export.

The next window of the wizard will show the details of your export, including the
records exported and the records rejected.
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General Use when Taking Calls

The DBTablei n our example is used to bring up det ai
account.

i Enterthecal | er 6s account number or other det ai
Search to displays the associated details.

1 Toremove the information displayed, press the Clear button.

Sagh Ahe el fov ths 2onird Rurmeer. anhar s AURRD 87 In6a tha Acsaurd N o sl
ard dick free SESRCGH bulton

BankDsl |

Bt 10
Gl Using a star (*) will bring up a list from
Saflode| = 00 .
BT which you can select the customer

and associated details.

=

Creating a New Customer Record

Provided that permission has been granted when the control was configured, you will
be able to add new customer details to the DBTable control. If no customers are
found, following a search, the No Records window will open.

horecords ]

Create Mew Record

9 Click the Create New Record button.

9 Enter details for the new customer into the each of the available fields in
Add New Record window and click OK to display the customer details.
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DB RELATIONAL TABLE

The Noetica DB RelTable control (Database Relational Table) uses two look up
tables/views, which are created and maintained by the customer.

The first table, the Data Table, contains, for example, details of sites/agents while
the second table, the Reference Table, contains the allocation criteria with a criteria
column (i.e. postcode but could be anything) and an id/key column, which then links
back to the site/agent table.

Appearance E}’

B P P P P P

Search Data:

| Search |
Clear |
Fesult:

Properties

Right click on the control to open the Properties dialog and using drop down boxes:

1 Select the Reference Table that contains your search criteria and the
column that will determine the search criteria (for example, the postcode)
and the column that contains the key (i.e. the link to the Data Table i.e.
site/agents ID).

1 Next, select the Data Table containing the site/agent details and the
column that contains the key, i.e. the link to the Reference Table.

Reference Table: The DB table containing your search criteria.

Moetica DBRelTable Control Propetkies x| Search_ Field: The COIum_nS _tha_t will
determine your search criteria, i.e.
DBRelT able Property Page I postcode.
Fef Tkl = . -
Feence 1908 JEd agrost = Key field: The columns that will link
e coinn? | back to the site/agent table.
F.ey Field - ..
I':U'Dm i Data Table: The DB tables containing
the site/agent details.
Data T able agent j
Kep Field — Key field: The columns that contain the
fie. link to Ref = key to link to the Reference Table.
table]

0K, I Cancel | Apply | Help |
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General Use when Taking Calls

The Noetica DB RelTable control displays a Search Data and Result field and a
Search and Clear button. The search criteria to be entered are determined by the
search criteria specified when the control was configured.

In our example the search criteria is based on the postcode for an area office. To
display details of the required area office:

1 Enter the postcode in the Search Data field. The postcode must be
entered with a space, i.e. gu30 7rh.

1 Click the Search button to bring up a record in the Result fields,
displaying the address of the area office.

\May | take the postcode, please

HNewsagent I

Search Data
{guan 7rh

Clear I

ID 3 7

Result

ShopName [MR AF GARD
Add1 [PASSFIELD POST OFFICE
AddZ [PASSFIELD COMMON
Add3 [PASSFIELD
Add4 [ IPHOOK

PC [Gusn 7AH =
4 |L|_I

9 Click the Clear button, if you wish to clear the information displayed in the
Result fields.

If there is more than one search field match in the reference table, an ambiguity list
will be displayed, from which the agent can select the required record.
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DISCOUNT

The Noetica Discount control is used for calculating discounts based on an initial
price and discount percentage. The resulting price is displayed to the agent in the
Discounted Price field.

Appearance 'E-:-F

Initial Price : £0.00
Dizcourt Percentage : |0

Discourted Price : £0.00

v

Properties

Right click on the control and open the Properties dialog, where you can configure
details, such as price, discount percentage and the general appearance of the
control.

Noetica Discount Control Properties |

General

Initial Price : IED.UU [~ Hide Initial Price

[~ Enter Initial Price

Dizcount
Percentage : |5 [~ Hide Discount Percentage

P aximum Discount |5

[ Round to nearest pound

¥ PFound to nearest five or nine pounds

0K I Cancel Apply

Initial Price The initial price can be entered in the Initial Price field, or it can
be carried forward from another control using calculations.

Discount Percentage The available discount is entered in the Discount Percentage
field. If the Roundup Discount field is ticked, the total amount,
after deducting the discount, will be rounded up to the next full

pound.
Hide Initial Price 'I_'ick the Hide Initial F_‘rice an_d/ or Hide Dis_count Percentage
Hide Initial Discount Ii’fll(ijnsgli)z;(lzi:,do not wish to display these fields to the agent when
Maximum Discount It is possible to enter the maximum discount percentage

available, which cannot be exceeded when taking calls.
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Using Calculations for Displaying the Initial Price

To set up your calculation:

1 Right click on the control and select Calculations 1 Set - InitPrice from
the drop down menu.

I
Initisl Price : |£m

Discount Percentane - IS 3:

iscounted Prics |£D.DD

A -

Properties

Delets
“Wiew Compulson Properties
Azzign Searchable Properties

D

l=lir\=n=lr =
Azzign Help for thiz control

s
Edit ... » MaxDizcount
Bemave ... » DizcPrice

Calculations Set...

Dizcount
EnterPrice

Roundup
HideDiPer
HidelPrice

General Use when Taking Calls

Depending on the configuration, the Discount control may show

1 The Discounted Price field only

1 The Discounted Price field, plus the Initial Price and Discount Percentage
fields:

Initial Price : £250.00

Dizcount Percertage . [10 <
Discounted Price : £225.00|

i

The initial price will either be entered by the agents or it can be brought forward
automatically via a calculation.
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The Noetica Do Not Call control is used to remove a customer from an outbound

call list if the customer phones in, before the callback is due.

In the Outbound Manager the call will be displayed as a completed call, represented
by a chequered flag, with a CRM History event text of @Queue Changed State to

Donebo.

Appearance ﬁ

C R d From O Q

Properties

Right click on the control and open the Properties dialog. You can remove a

customer from the queue of All Campaigns of Selected Campaigns only.

To remove a caller from selected campaign only:

1 Select the Selected Campaigns option to display a list of your Outbound

call lists.

9 Click on the box next to the Outbound list from which you want to remove
the caller, to show a green tick.

1 To select or deselect all Outbound lists, use the Select All and

Select_None buttons.

MNoetica DoMotCall Control Properties

General

Select Required Outbound Campaigns

Femawe Fram

" all Campaigns

{* Selected Campaigns

Select Al | Select None |

[ GroupPre

) ozephGeorge
XIER OB

0K, I Cancel Apply

Noetica ActiveX Controls
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General Use when Taking Calls

The customer scheduled for a call back will automatically be removed from the queue
in the Outbound Manager, when the agent passes the Customer Removed from
Outbound Queue control.

1 Agents simply press Enter on the keyboard, to move to the next screen
and then click OK in the Conclusion window to finish the call.

Uip Modo: The cuslomer will be semosed fom the Oothound geeses aulomalicallby
Fmnen click EMTER nnid then finik the cali

Customer | CHMPrap | Engeiey | Modia | Prosect | Peyment | Relerence Gancetitica |
| LUFT]
b9 ]
&

Customer Remoyed From Quibsund esus [P RE
3

When the call has been completed, the outbound call list will be updated.
A chequered flag will be displayed next to the customer record in the Outbound

Manager, showing a completed call with a CRM History event text of Queue
Changed State to Doned
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EDIT

The Noetica Edit control can be configured to allow numerical or text input only or to
accommodate alphanumeric input.

Appearance @

Mame :

Property Page
Right click on the control and open the Properties dialog.
1 Enter a caption for the control. The caption position can be set to Above
Edit or Left of Edit.
The text width can be altered (to a maximum of 40).
Text style can be set to Alphanumeric/ Numeric/ Currency.
If text style is set to Alphanumeric, the number of lines in the control can

be altered (to a maximum of 10).

Moetica Edit Control Properties

al |

Caption IName .

Caption Pozition : ) — Text Style
) Mo, of Lines :I‘I 3
& ahove Edit ¢ Alphanumeric
Text Width : =
€ Left OF Edit LA ET " Numeric

¢ Cumency

Ok I Cancel Ll
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General Use when Taking Calls

To enter text into the Edit control:

9 Click the left mouse button into the first line of the control and enter your
text or numbers, as required.

I Use the Tab keys +<— to move to the next line down.

Edit Contral:
[
|
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EDITABLE CALCULATION

The Noetica Editable Calculation control (EditCalc) works like a text control, but the
initial Input Value can be set to a calculation. Agents can then edit this field, and the
edited value will be saved to the database.

Appearance :|

Properties

Right click on the control and open the Properties dialog.

1 Enter a caption for the control. The caption position can be set to Above
Edit or Left of Edit.

1 The text length can be set to a maximum of 2048 characters.

MNoetica EditCalc Control Properties x|

Caption Pozition:
i Above Edit
i Left OF Edit

Caption: I
b aximum Text Length |2D48

(]9 I Cancel | Lpply

To set the desired calculation:

1 Right click on the Editable Calculation control, select Calculation i Set i
Input value.

1 Enter the required text for your calculation: Editcalc="This is a calculated
message".

o 0 0 8 8 05 007 A
5
Properties

Delete

Wiew Compulsory Properties
“Wieww Database Column Names
Assign Searchable Properties
Maintenance

Assign Help For this control

B

[

Calculations Se ReadyState

Rename Control Walue

Remowe ... * Inputialue
Title
Arrangement
MaximumTexk
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General Use when Taking Calls

When agents reach the Noetica Editable Calculation control, a predefined text, as set
up in the calculation, will be automatically displayed.

1 Agents can view the details and add additional information, overwrite the

information altogether, if required, or leave the text already displayed
unchanged, as required.

EditCalc |

h’his iz & calculated message
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FORMATTED EDIT

The Formatted Edit control is used in conjunction with Regular expressions, to
specify acceptable entries for the control.

If the entry fails validation, an error message is presented and agents are prevented
from advancing in the callflow, until they enter information that passes validation in
the control.

Appearance I'\EEF

R

Matme:

Properties

Right click on the control and open the Properties dialog.

Enter a caption

Enter the required Regular Expression, and the Error message that is to
be displayed to the agents, should the entry not match the criteria
specified.

The Regular Expression in our example allows the entry of numeric characters (0-9) but
specifies that it will only accept an entry of exactly 10 numbers, no more and no less.

Noetica Formatted Edit Control Properties rg|
Title
Caption:; | Account: O above Ed.it
(%) Left of Edit
Regular prey
E spreszion: [0-3)105%
Error You must enter 10 numbers Far the
Meszage: account nurnber Test Width:
10 -
[ (] l [ Cancel ]

In the Error message field, we have entered the message: You must enter 10
numbers for the account.
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General Use when Taking Calls

The Noetica Formatted Edit control uses Regular expressions, to stop you from
advancing in a callflow, if the entry does not match the criteria specified, i.e. 10
numbers, or an @ sign for an email address.

In our example, the Formatted Edit control has been set up to stop agents from
advancing in a callflow, if account number does not contain 10 numbers.

1 If agents enter any other characters, or if the account number entered is

longer or too short, an error message will be displayed prompting agents
with the action to take.

In our example the message reads: You must enter 10 numbers for the account.

Custumerl Enquiry Account

A ccaourt:

1 Regular Expression Check . 5'

@ Wou must enter 10 numbers For the account

When agents enter the required 10 numbers, as required, they can move to the next
section of the callflow.
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FOLLOW UP

The Noetica Follow-up control is used to handle calls that are a follow-up of a
previous call.

For example, an engineer may phone the Engineer Callback line to request further

information regarding a repair or to pass on details about the solution of a problem,
as reported in a Repair Line campaign.

Appearance #

i Lancel 3

B
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Properties

Right click on the control and open the Properties dialog.
1 Select the Callflow that the current campaign is a Follow-up to, as well as
the Call Type and any Searchable fields related to the selected callflow.

1 Inthe Details section of the properties page, tick the fields of the selected
callflow that you wish to display in the current Follow-up callflow.

Noetica FollonUia CRISIEUE. = Moetica FollowUp Control Properties : ﬂ
General Display |
Calflow: IEngineerEaIIDul - RepaiLine j """" mv” @[‘j‘c . j
o aller
Call Type: |Active 'l ------- D]/ Customer D
------- P1/ Noetica Name Control. Title
~Search Temg—————— || | Pl Nostica Name Control FirstName
....... Moetica Name Control.§
Search Tem 1: ILogNumber A0 1 % Tzlee;aon;me onirol aumame
Search Tem 2: | j ------- E Noetica Address Control Linel
e (TR B Pl Nostica Address Control Lins2
search Tem 3 I j ------- P]J MNoetica Address Control Line3
Search Tem 4: I j ------- P]J MNoetica Address Control Lined
SemchTems | = | Il | PJJ Noetica Address Control Line
Feen e I j ------- P]J MNoetica Address Control Line6
------- Pl Moetica Address Contral PostCode
Event Type: | miscellanecus - I | E w —
------- 2 LogHumber
B8 ! ReferenceNumber |
114 I Cancel Lpply ,—IDK Cancel | Aoy |

Please see the next page for more information.
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Details of the Follow Up Control Properties

Callflow Select the callflow that this current call is a follow-up to

Call Type Refers to the call status that the search will look for, i.e.
Active, Inactive or Archive calls etc.

Search Terms Consists of up to five fields, which allow the user to select
iSearchabl e Propertieso that
the selected callflow. Search Terms are used in conjunction
with calculations.

Event Type Refers to the event type to be attached from the callflow
selected in the o0Callfl owd i
available is Omiscellaneous:

Event Type i Any fAtickedo fields will be

Display Follow-up control.

Search Terms and Calculations

Using Search Terms in conjunction with calculations enables the user to filter out
particular customer records to be displayed to the agent.

You can display, for example, only customers who live in a particular postcode area,

or filter out and display only one customerrecordat a ti me, corresponding
number 6 passed on by an engineer.

Search Term

I n our example, we wish to follow up action
!

s t
therefore use the Follow-u p contr ol in our O6Engineer Ca bac

When calling, the engineer will refer to a log number generated in the initial callflow.

I n order to filter out customer data based on
case Search Term 1: Log Number,we have created a section call e
whichwec ol | ect the | og number using an OEditd cor

containing the Follow-up control.

LagMurnber Dot ails
E—'j—'z—’
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Calculation
The calculation is setonthe Follow-up contr ol in the 6éDetail sd se
OEditd contr ol icion:t he 6LogNumber 6 se

Calculation 7 Seti SearchValuel
The calculation will look roughly like this: LogNum=[Callflow.LogNumber.Log.Value]

Calculation Definition {LogMNum}

(7] Swstem Calculation Logurm(]
= Callflow
Ea LagMunber LagMum=[Callflov. LagMurmber. Log Y alug)
E“a Log End Calculation
MNurmLines
1K alue
[C7] Dperatars

[C7 Functions

General Use when Taking Calls

In our example, an engineer will phone the Engineer Callback line to pass on
details about the solution of a problem, as reported in a Repair Line campaign.

Usually Search Terms, for example a Log Number, are specified when configuring
the Follow-up control, to filter out a specific customer record.

T Agents must select the record displayed and click OK to generate a link.

1 The now linked call has to be displayed in red.

If more than one customer record is displayed, agents must select the relevant
record from an ambiguity window, and then click OK to generate a link.

LogNumber FollowUp |

Sequence |D I Titlel Surmname I T elephone I PoztCode IDetaiIs'

PO0312150933... Mr Ryder 111 5335 Shwid doors b
PO031215 0934, Mrs Fry 121 3333 S lift ddors
POO1215 0937, Mr Sands 32z A Light i ¢ Cancel I
POD1215 0929, Mr Tully 111 5555 Snfd braken i

4 records loaded
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Follow up Control in the Call Tracker

Noetica

e
il

I n the Call Tracker details of the O6Engineer C
viewed, using the Link icon on the Call Tracker toolbar.
T Locate and select one aols. the O0Engineer Cal
1 Click the Link icon on the Call Tracker toolbar to display both, the
060Engineer Callbackdé and the associated O6R¢
9 Click on each call in turn, to view the associated call details.
Misynthesys Call Tracker o ] [
File Edit Yew Help
S| aB|(Ho XS5 12QAF D@ T s |
{% Active Calls 1121509500
Skatus ICustomer IT\meIDate ICaII Result I Customer |Detai|s|LogNum|Conclusionl e
Eift Repair - ... |15/ 3. |Repair
Engineer Lin... 151212003 ...  EngCalback Customer 1D I ’W‘
Title: | [
Firsthlame | Tony
Surname | ’Sands—|
Telephone | ’W‘
Lined |
Line2 | 17 Kersley Street s
B _>l_I
T N —
,/'15,!’12;‘2003‘.. Brigitte Reimer  Contack Da...
./@15,!’12;‘2003‘.. Brigitke Reimer  Miscellaneous
Done [ [ |acTmE B
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MACRO

The Noetica Macro control allows users to invoke client side macros. The Macro
itself, a saved sequence of commands or keystrokes is written by the client to
simplify tasks, for example the transfer of selected data to a target application.

Please take a look at the list of Virtual Key codes that work with the Noetica Macro
control.

Appearance m

e ———_

Properties

Right click on the control and open the Properties dialog.

1 Locate and pick up the macro, using the Browse button, to display the
path of the macrointhe6 Macr o fie. r uno

Usually the macro will be stored on a central server, rather than a local PC, to ensure
that agents taking a call can access the macro. The path therefore will need to
include the machine name: \\MachineName\ Folder Name\Filename.macro.

Moetica Macro Control Properties Xl

General I

kacro ta run: I'\'\Fi eddevilh\SynthezpshetchBRParam.macr | Browse. .. I

Parameters: IF'aram‘I =Brigitte Test

Button caption: Ic:lick far b acro

(] .4 I Cancel I Apply I

The Parameter name (as defined in the macro file) and value is entered into the
Parameters field (Param1=XXX).

If multiple parameters are required, a semi-colon is used between parameters:
ParameterName=ParameterValue;ParameterName=ParameterValue e.g.
CustomerIiD=1234;Screen=ABC1
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Setting up Calculations

Parameters can also be set by a calculation, to allow the use of dynamic parameters,
for example, to set the parameter to be equal to Customer ID.

ii Click for Macro -

Froperties
Delete

iew Compuizory Propestics
s T Wiew Dekabase Column Mames
Azgign Searchable Propertiss

#Assign Help For this contral
4 Filename

k| Parameters

¥ EuttorCaption

Renarme Contral

Calculations can be used to set the Filename, any or all of the Parameters and the
text of the ButtonCaption.

A calculation to set a parameter for the CustomerID would look somewhat like this:
Calculation ParametersCalc()

ParametersCalc = "Param1="&[CustomerDetails.Customer ID]

End Calculation

If the parameter is set using a calculation, the Parameter field in the Macro control is
left blank.

Noetica Macro Control Properties i[
F
b acra to run: I\\H eddevil Synthesyps\etchBRParamd.macr  Browse. . I

Farameters: I

Euttan caption: IStart b acro

Ok I Cancel Lpply
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List of Virtual Key codes that work with Macro control

When creating the Macro file instructions, clients should be aware that there are a
limited number of Virtual Key codes that can be used with the Noetica Macro control:

Symbolic Constant Name Value (hexadecimal) Keyboard (or Mouse) equivalent
VK_RETURN 0D ENTER key
VK_ESCAPE 1B ESC key
VK_F1 70 F1 key
VK_F2 71 F2 key
VK_F3 72 F3 key
VK_F4 73 F4 key
VK_F5 74 F5 key
VK_F6 75 F6 key
VK_F7 76 F7 key
VK_F8 77 F8 key
VK_F9 78 F9 key
VK_F10 79 F10 key
VK_F11 7A F11 key
VK_F12 7B F12 key
VK_SCROLL 91 SCROLL LOCK key
VK_BACK 08 BACKSPACE key
VK_SPACE 20 SPACEBAR
VK_PRIOR 21 PAGE UP key
VK_NEXT 22 PAGE DOWN key
VK_HOME 24 HOME key
VK_END 23 END key
VK_UP 26 UP ARROW key
VK_DOWN 28 DOWN ARROW key
VK_LEFT 25 LEFT ARROW key
VK_RIGHT 27 RIGHT ARROW key
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Macro Example

Param CustomerID

: Noetica

FindwWindow "Untitled - Notepad"

Press "VK_HOME"
Type CustomerID
Press "VK_RETURN"

Param CustomerID

FindWindow window

Press "VK_HOME"

Type CustomerID

Press "WVK_RETURN"

declares an expected parameter for this macro. Also specifies
parameter's name, in this case we are passing the CustomerID.

finds an application with name declared by the window variable in
our example we are looking for an open application of notepad
the title of which would be "Untitled - Notepad"

this function will set the cursor position to the top of the notepad
application

simulates keyboard input, typing specified string, in this instance
it types a CustomerID into notepad. If this argument is enclosed
in quotation marks, the following escape sequences are
recognized and replaced

\n - newline, \t - tab character, \" - will be replaced with quotation
mark, \\ - will be replaced with single backslash

simulates keyboard input, pressing one specified key. Should be
used for difficult keys, in this case we are simulating a carriage
return

0 So taking this further a macro consisting of:

Param CustomerID
Param Firstname
Param Surname
Param Telephone

FindWindow "Untitled - Notepad"

Press "VK_HOME"
Type CustomerID
Press "VK_RETURN"
Type Firsthname
Press "VK_RETURN"
Type Surname

Press "VK_RETURN"
Type Telephone
Press "VK_RETURN"

0 would produce a notepad output of:

ID1234
Peter

Smith
0207111111
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The calculation that needs to be set up for a macro that contains multiple parameters
should look something like this, but ensuring the calculation is displayed all on one
line:

Calculation BRTRN()

BRTRN="CustomerID="&[CustomerDetails.Customer
ID]&";Firstname="&[CustomerDetails.Firstname]&";Surname="&[CustomerDetails.Surname]&

" Telephone="&[CustomerDetails.Telephone]

End Calculation

General Use when Taking Calls

To run the Macro, for example to transfer selected information to a target application:

1 Agents click on the button displayed. The name of the button will reflect
the task in hand.

The data transferred could, for example, be a specific CustomerID, used to bring up
a customerbd6s insurance details from withi

QP Note: Please click the button to start the macro

_Icustomer (3 StantMacro |

Click for Macro
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MEDIA

The Noetica Media control allows the capture of a media source code and display of
media sources together with related information.

Appearance %‘:}
Category | j
Medlia Source | j
Iedia Code | j
Description

Properties

Right click on the control and open the Properties dialog.

The Table Prefix field will automatically contain your Account Prefix and Campaign ID
but you can enter a new Prefix, if required.

Moetica Media Control Properties x|

[ Allow operatar to type codes

Table Prefis (BAGOE [ No User Category Selection

[ Mo User Source Selection

When comparing Media codes... Ordering
W Swap'D' and D' [Fera) Az Entered
¥ Swap'l'and ' " Alphabetical
¥ Swap's'and '8’ " Mozt Popular First

Ok | Cancel |

Option Used To
Swap 'O'and 0 Accept entries of either the letter 'O or Zero
Swap 'l'and 1 The letter 'I' or the number one are interchangeable
Swap 'S'and 5 The letter 'S' or the number 5 are interchangeable
As Entered Display all information as entered in Maintenance
Alphabetical Display the information in alphabetical order A-Z
Most Popular First Places the media code used most often to the top of the list

Allow operator to type codes Allows agents to enter media codes
No User Category Selection  Disable the Category Selection field

No User Source Selection Disable the Source Selection field
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Maintenance

Right click on the Media control and select Maintenance.
9 Using the appropriate buttons in the Maintenance window you can add
new information and edit or delete existing information.

1 To commit the information entered to the database you must click the
Save button.

New. Use this icon or the New button to add new media codes and details.

Delete. Use this icon or the Delete button to delete the media code and associated
Information.
Up and Down. Allows you to move a media code up or down to the desired position.

G S lel X |8

Green tick shows Active media codes.

Timer shows Media codes not yet active, with starting date set in future.
Red cross shows date of code has expired.

Activate / Deactivate buttons: Manually activate/ deactivate the media code. This option
is only available if no specific start/ end date has been entered for the media code.

Import / Export: To import existing media codes from a csv file and to export existing media
codes and information as a csv file.

Purge: Delete all expired media codes up to a specified date.
Save: To commit the information entered to the database you must click the Save button.

Cancel: To exit the maintenance window without saving the recent changes.
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