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Introduction

A callflow drives the conversation between an agent and a caller. It achieves this by
displaying prompts to agents showing a question to ask, or information they may
require during the course of the conversation.

A carefully planned and well-designed callflow should provide all the necessary
information to maintain a professional and consistent relationship with a caller. A
callflow containing comprehensive details about a campaign allows an agent to
respond to any query quickly and accurately.

The Campaign Editor provides you with all the tools you need to design and
implement a callflow with the minimum of technical know-how. You can:

e Create and maintain callflows for use within the call centre.

e Develop the callflow, as it will be seen in the agent module during a live call.

e Cc
additional support during a live call.

e Produce follow-up procedures to aid call tracking.

The Campaign Editor achieves this high level of usability via a Graphical User
Interface (GUI), and the implementation of an object orientated design philosophy.

This format provides you with a powerful, elegant and sophisticated interface for
callflow development.

Synthesys Callflow Design 4
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STARTING THE CAMPAIGN EDITOR

At the Synthesys Main Screen:

e Click on Campaigns under the Setup heading.

The Campaign Editor will open, provided that you have the required access
permission set up in Synthesys Personnel.

The Campaign Editor displays the Edit Room, with the Select a Callflow screen. Here
users can either select an existing callflow, or create a new one.

(G
/| Callfow Exitor stle - = @

B Test CalFlow % [ | [sereen view % l% D &} S subflow <3 Assign DOT m y} & 1mport cRM
[ save G

G | 4= main Flow ¥ new condusion | ] Popup seript & Expart CRM

Open Paste  Cut Help | Selection  Mew | Decision CRM  Desian
& Publish & Pages [Cat) ¥ Back bo SubFlow | < Mainkenance - Table £2Mare Tools -
Calflow Editor Tooks CRM
Select a Callflow B

Plesse select an existing calflow a1 click on the "New Calliaw” button to creat 2 new one
= QO i

# E &N Test Cenire

E Arvato BCA

-

. E BR July09

# E Brentord Dy Docks

. E Brigite Septemberl

E Brgitels
A =l
ok Cancel Test celfion | New Calfiow |
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Understanding the Select a Callflow Screen

The Select a Callflow screen shows a tree structure, similar to the one in your
Windows Explorer and graphically represents the customer accounts and callflows
that are stored within the system (Edit Room).

A callflow is created for each campaign you are managing and is stored under the
appropriate customer account.

The Edit Room in which all callflows are held.

Select a Callflow E3

Fleaze select an exizting callflow or click on the "New Callflow'" button to create a new one:

IE‘ O All Synthesys Calflows =
----- Allianz

e El

]S I Cancel | Test callflow e Callflow |

A filing cabinet represents a customer account.

The open drawer represents a customer account that has been
selected.

& S

The group of arrow icon shows a campaign for which a callflow has
been created.
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Selecting an Existing Callflow

To work with an existing callflow, follow the steps below:

At the Select a Callflow screen, locate the customer account to which the callflow
relates. You can do this in two ways:

e Use the vertical scroll bar to move up and down the structure of accounts until
the required customer account is displayed.

-Or-

o Press the first letter of the required customer account to move to that section
of the directory.

When the required customer account is displayed, click on [+ next to the account’s
filing cabinet. Existing callflows for the selected customer are displayed.

If no [+ is shown next to the customer account, then no campaigns
currently exist for that customer. For details on how to create a new
callflow, see the next section.

Click on the callflow that you want to work with.

Click on to open the selected callflow in the Campaign Editor main screen.

Synthesys Callflow Design 7
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Setting Up A New Account

At the Select a Callflow screen:

o Click on __NenEalfen | ¢4 display the New Callflow window.

New Callflow
Account:
N | e iccou.. |
Prefis: Mame:
Directony:

Ao Archive [days) ISD
Ao Purge [days] ISD
Ok I Cancel |

e Click on to display the New Account window and enter the

details of the new account.

The Account Name, Prefix and Account Manager fields are compulsory and
must be completed.

The Prefix that you enter must be unique and only contain three letters. It is used to identify
all data held against the account and allows easy identification of data held in database
tables.

(X

MNew Account

Account Mame: | Nostica Prefiv |MCT

Suites 45-47

The Hop Exchange
24 Southwark Strest
Londan

Addresz:
E3

Postcode: |SET1TY

ain Contact: | Brigitte Reimer Telephone: | 00448450181070

Qther Contact: Telephone:

00442074034159 e-Mail | affice@nostica.com

Faw:
Wworld Wwide Wweb: | www.noetica.com

Account Manager: | brigitte reimer | Invoice [D: | MCT

l

QK. [ Cancel

When you have entered the account details click OK to save the details and return to
the New Callflow window.
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Setting Up A New Campaign

Back in the New Callflow window:

¢ Enter a name for the campaign into the Name field, in our example it is
‘Training’. The name should represent the campaign it is designed to

support.
Pl
Account:
INnetica j New Sccount... I
Prefis: Mame:

INTI: |n1 ITraining
Directony:
|s.:ripts~,m|:\n1

Auto Archive [daps] ISEI
Auto Purge [days) IEIIJ

ak | Cancel |

Accept the default Auto Archive and Auto Purge settings, or enter alternatives if
required. See the following for details:

Auto Archive Defined in days. When a call becomes the specified number of hours old
and it has either an Active or Inactive status, it is automatically archived.

Auto Purge Defined in days. Any archived call files that are older than the specified
number of days are automatically removed from the server.

e Click on OK to return to the Select a Callflow screen, where the new callflow is
added to the directory under the new customer account.

¢ Click on OK to display the Campaign Editor main window and to start building
your new callflow.

The new account and callflow will be added to the directory.

For an overview of the Campaign Editor and the functions that are available to help you build
a callflow see the next section Using the Campaign Editor Main Screen.
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USING THE CAMPAIGN EDITOR MAIN SCREEN

To open the Campaign Editor main screen:

e Select your campaign in the Select a Callflow screen and click OK.

The Campaign Editor main screen is displayed. It is here that you build and modify
the overall flow of your callflow and the paths that can be taken through it.

Callflow Editor Toolbar. Tools Toolbar. CRM Toolbar.
= ER July03 (BRJ) - Pradudk Order Line (01) Y¥ersion 12,0 - PhDesign 7 X
/= Callflow Editar Style ~ -i
F (alla]
- Test CallFlow E% J// % | [% = Subflow <% Assign DDL @ @ Impart CRM
= B o 0 | ¥ New Conclusion | | Popup script b Excport CRIM
Gpen Paste | cut Help ||Selection]| Mew | Decision ) CRM  Design
ke Publish %% Pages +subflow | g Maintenance = Table More Tools ~
CallFlows Editar Toals CRM
Finish
i

Design Area in Flow View.

The following sections describe each of the elements indicated above.

Synthesys Callflow Design
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THE TOOLBARS

The Campaign Editor main screen has three toolbars in Flow View:
e Callflow Editor Toolbar.
e Tools Toolbar.

¢ CRM Toolbar.

Callflow Editor Toolbar
The Callflow Editor toolbar is used for opening, editing and publishing callflows, for

assigning web style help pages and for moving between screen and flow view and
subflow and main flow.

Tools Toolbar

The Tools toolbar enables users to build callflows quickly and easily, dropping
screens, decisions and conclusion flags, as required.

Via the Maintenance drop down menu of the Tools toolbar users can import existing

callflows, assign a DDI number to a campaign and import rota details for a specified
prefix.

CRM Toolbar

The CRM (Customer Relationship Management) toolbar is used to access and
design CRM tables and to import or export customer data.

Via the More Tools drop down menu of the CRM toolbar users can access the

Synthesys Global Gallery and can maintain the CRM, deleting selected CRM history
events and unused CRM prefixes.

Please see the next pages for more information regarding the options available using
the Callflow Editor, Tools and CRM toolbars.
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[ Test CallFlow @ 'ig" | Screen Yiew e
E Save o = | Main Flow

Qpen Paste  Cut Help
i Publish g‘; Pages

Option

Callflows Editar

Description

Il v

Ot [ 8 By & &

Synthesys Callflow Design

Open. Display the Select a Callflow window. From this window users can open
an existing callflow or create new callflow.

Test Callflow. Testing of a callflow before it is published.

Save. Save the currently displayed callflow. Callflows are automatically saved to
the central server using a fixed format file name. The file name is generated
using the account prefix and the name of the callflow.

Publish. Publish the callflow to save it to the central server and to broadcast it
to the entire call centre. Agents in the call centre can only use a callflow after it
has been published.

Paste. Paste the contents of the Windows clipboard at the cursor /insertion
point.

Cut. Remove the currently highlighted selection and place it on the Windows
clipboard.

Copy. Copy the currently highlighted selection to the Windows clipboard.

Copy Global Block. Copy a selected screen, subflow or CRM and save it to
the Global Gallery.

Insert Global Block. Pick up a Global block from the Global Gallery and insert
it into the callflow.

Screen View. Switch to display Screen View mode.

Main Flow. Switch from Subflow View back to Main Flow View.
Help Pages. Assign and create web style help pages. Help can be assigned to

the customer account, the callflow, an individual screen of the callflow, or a
control.

12
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The Tools Toolbar

% E S S subflow <& Assign DO

E‘H Mew Conclusion _E Popup scripk
[Selection||  Mew | Decision : o
SCreen Back to Subflow | < Maintenance ~

Tools

Option Description

% Selection. Activate the selection tool. Your cursor is changed to an arrow, which
can be used to select a specific area of the callflow.

New Screen. Add a new screen to the callflow.

:ETT Decision. Add a new decision to the callflow. A decision allows the callflow to

react to questions in different ways.

@ Subflow. Add a subflow to the main callflow to help keep the callflows
uncluttered. A subflow may contain screens that you want to use several times
throughout the callflow.

E-i:l New Conclusion. Add a new conclusion point to a particular area of the callflow.
| Back to Subflow. To enter the subflow again.

; ; Assign a DDI number to the callflow. This allows calls for a campaign to be
< routed to specific agent(s), automatically displaying the appropriate callflow.

=l Insert Pop script. Add a pop script to a current callflow to allow agents in Take
HEl Calls to move from the original callflow through an embedded pop script and back
to the original callflow.

Eﬂ- MAINTENANCE. To access a range of available maintenance functions via a
drop down menu, including:

| 2 Export to CSV file. Allows you to export callflow design details, i.e. screen/
control names and agent dialogue prompts, as a csv file.

Import PHT file. Allows you to import existing callflows.

Check Calculations. Check through all calculations in the callflow.

| [Eh Add Tables to Impromptu Catalog. Will automatically add tables and create
joins for the Cognos Impromptu report writer.

| a Import Rotas. The Rota Import facility allows the import of rota information using
csv or xls files. The Rota import programme loads the input file and puts the
associated data in the rota tables for the specified prefix.

| @ Maintain Synthesys Controls Gallery. Access the Synthesys Gallery, where
ActiveX Controls can be added and deleted.
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The CRM Toolbar

& i Import CRIM

&4 Export CRM
CRM  Design
Table &2 More Todls ~

CRM

Option  Description

CRM. Add Customer Relationship Management to a callflow.

Design Table. Opens the CRM Design Table, where users add any data fields,
as required.

Import CRM. Opens the CRM Import wizard, guiding users through the process
of importing customer data.

Export CRM. Opens the CRM Export wizard to enable users to export customer
data as a csv file.

MORE TOOLS. To access CRM maintenance and the Synthesys Global
Gallery via a drop down menu:

History Cleanup. Delete specified CRM history events selecting CRM prefixes
and date range.

Delete Prefixes. Delete unused CRM prefixes. A CRM prefix can only be
deleted if it is no longer used inside a callflow.

CRM Control Gallery. To access the list of controls available in the CRM.

H 8 &8 % 8 8B &8

Synthesys Callflow Design 14



‘
8 Noetica
VIEWING THE PATH OF A CALLFLOW

On accessing the Campaign Editor, the design area automatically shows the
selected callflow in Flow View.

Using a road analogy, traffic lights indicate the starting point of your callflow and a
chequered flag signals the end.

Starting Point Tools Toolbar CRM Toolbar
Callflow Editor Toolbar

End Point

=B 4

BR July03 (BRJ) - Product Crder Line {01p Version 12,0 - PhDesign

I caon e S @ G
T3 Test CalFlow @ % D Screen View e [% E $—r 5 aubflon i AR & mport CRM
T HSave o F’H Hew Conchus) }J Popup script g o Export CRM
Cpen Paste  Cut Help |[Selection|| Mew | Decision CRM  Design
W Publish i Pages Seteen B | S Maintenance ~ Table ﬁMure Tanls =

Callfow Editar

aquast Request Request PersDetal: ~ Product Finish
L O —o—F

PersDetals  Brocnure ype

:E%@ﬂ—

Details

Enquiry }—bD

CRM

Subflows can improve the efficiency of callflow design.

New Screen. Screens contain questions that are to be asked
during the live operation of the callflow.

Branches illustrate the path through the callflow

To build a callflow, new screens placed in between the start and finish, contain the
questions that are to be asked during live operation of the callflow. A Decision Point
and associated branches within the Callflow determine the paths that can be taken
during a call.

All callflow elements are represented by symbols, which are described in the table on
the following page.
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Symbol Represents

The start of a Callflow. It is automatically placed in the Design Area
when building a new callflow.

(2o

}-jﬂ A Conclusion Point within the callflow. A Conclusion is automatically

‘ placed in the Design Area when building a new Callflow to indicate the
end of the callflow. Further Conclusion Points can be placed on branches,
if the call needs to be ended before the natural end of the callflow is
reached.

A Screen within the callflow. The name of the screen is shown above the
symbol. You can view the contents of a screen by double clicking on the
symbol. This displays the Design Area in Screen View mode. See page
46.

A Decision Point within the callflow. Decision points are used to split the
flow of the Callflow, by allowing for different branches to be taken if certain
conditions are fulfilled.

The end of a decision point. All branches for a particular flow converge
on this point, ready for the flow to move onto the next appropriate screen.

A Branch, or path, that can be taken through the callflow. A branch
always belongs to a decision point.

Banchl

A Subflow contained within the main callflow. Subflows are mainly used
to stop the Design Area becoming too cluttered. For example, if a
particular sequence of screens is used more than once, then that
sequence can be contained within a subflow and reused as many times
as required throughout the callflow. It should be noted that a subflow can
only be used once in the same flow (i.e. whichever way you traverse the
callflow you will only encounter the same subflow once.)

Wi e+ 0

A Popup script can be inserted into a current callflow. In the Agent view,
HE| the agent will initially take information on the original callflow, with the

embedded callflow popping at the appropriate point. Once the relevant

details have been collected the call will return to the original callflow.

Synthesys Callflow Design 16
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WORKING WITH A SCREEN

Screens within a callflow contain the questions that are to be asked during a live call.

To view or maintain the contents of a screen within a callflow:

e Double click on the Screen E icon on the Tools toolbar in the Flow View.

View Tolear. Agent Prompt Box. Tools Toolbar with ActiveX controls.
I
'_é,)‘ S A& Telebusiness Calflows - ElectraBuy Version 2.0 Section; Detais - PhDesign !
= o sk - = @
£l el s dans serf -l -[ARFE R
:Eﬂ =lp Erﬁvg BI UEEEEF:‘ Tools
Sl UEE=28|E &=
View Editing
Can | take your name please? £ % f %5 a @ " Lﬂﬂ 8} % j& |ﬁ
Selection| Data Options Messaging Financial Telephony Database Seripting Integration CallTracker Custom
. Tools
|
Title: | ;
First Name: |
surname: ;
i
sddress |
i
i
i
i
i
|
i
i
IHame :| ok ¢ ‘
|
i
| |
o ‘ \
Screen Design Area. ActiveX Controls.

Questions within the screen can be designed in a WYSIWYG (What You See Is What
You Get) fashion using ActiveX Controls. These can be sized and positioned as
required. Text for the Agent Prompt Box can be produced in a variety of sizes, fonts,
styles and colours. This type of embellishment is ideal for highlighting intonation or
important areas of the callflow.

All ActiveX Controls placed in a screen must be contained within the
red dotted lines. Anything you place outside the dotted lines may not
display correctly at certain screen resolutions.

To return from inside a screen back to the Flow View, click on the Flow View cﬁ‘i
icon.
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Adding a New Screen to the Callflow

To add a new screen to the callflow:;

Click your left mouse button on the New Screen E icon at the Tools toolbar.

Move your mouse pointer over to the new callflow. Your mouse pointer has
changed to a box attached to an arrow.

To drop the screen, left click on the line between the traffic lights and the
chequered flag.

A dialog box is displayed prompting you to give the new screen a name.

Section Name E |

Section Mame: ||

(] I Cancel |

Enter a name into the Section Name field and click OK to add the new screen
to the callflow.

Always give your screens a descriptive name, as they will be
displayed as tab headings when taking calls, helping the agent to
navigate backwards and forwards through the callflow.

To enter the required controls and agent dialogues:

Double click your left mouse button on the screen to open the Screen View.

The following pages explain the main features of the Screen View.

Synthesys Callflow Design 18
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THE SCREEN TOOLBARS

The screen view consists of three main toolbars:
e View Toolbar
e Editing Toolbar

e Tools Toolbar

View Toolbar

The View toolbar is used to specify grid settings, colours and branding and for
assigning web style help pages.

Editing Toolbar

The Editing toolbar enables users to apply formatting to text entered into the agent
text prompt box.

Tools Toolbar

The Tools toolbar provides access to Noetica ActiveX controls and services via a
range of drop down menus to facilitate the design of complex campaigns.

The Tools toolbar is configurable. You can add any of the available controls to
the existing control categories and even add the same control under several
headings.

For more information please see the next section ‘Configuring the Tools
toolbar’.

The next few pages provide a description of the available toolbars in Screen View
and of the existing Noetica ActiveX controls.

Synthesys Callflow Design 19
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View Toolbar

ab[i rid % ﬂ]
A2 Grid Settings

Flion o Help  Branding
View o2 Grid Size - Pages

Wiew

Option  Description

Flow View. To return to the Flow view of the callflow
Grid. To active the grid.

. Grid Settings. To change the density of the grid.

Help Pages. To add web style help to the callflow.

Branding. To set a background colour and branding for the whole campaign, or
for individual screens.

J
ﬁ Grid size. To enlarge the area in which you can place your controls
=

Editing Toolbar

MS Sans Serif {10 -~ A~

Option Description

B Apply bold to the selected text. Click on the button again to remove bold from
the selected text.

T Apply italics to the selected text. Click on the button again to remove italics from
the selected text.

Apply underlining to the selected text. Click on the button again to remove the
underlining from the selected text.

Ic

Change the Foreground colour of the selected text using the standard colour
palette that comes with Windows.

.t

Align Left.

Centre.

Align Right.

= Bullet.
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Tools Toolbar

The Tools toolbar is totally configurable. You can add any of the available Noetica
ActiveX controls to any of the existing control categories.

If you wish, you can also display selected ActiveX controls under several category
headings.

W %E%@?Lﬁﬂa}%&lﬁ

election| Data Options Messaging Financial Telephony Database Scripting Integration CallTracker Cuskom
Enkry * - - - - - - -

Tools

Symbol Tools Control Category

! Selection. Activate the selection tool. Your cursor is changed to an arrow, which
I can be used to select a specific area of the Callflow.

‘f Data Entry. Configure to display Noetica data entry type controls, as required,
including for example the Address, Text and Edit controls.

% Options. Configure to display any Noetica controls, as required.

@ Messaging. Configure to display Noetica controls associated with messaging,

including for example the Popwatch or Postwatch controls.

ﬁ“} Financial. Configure to display any Noetica controls associated with finance and
payment, including for example Payment and Discount controls.
? Telephony. Configure to display Noetica controls around telephone and dialling,
for example New Reschedule, DoNotCall and Telephone controls.
3} Scripting. Configure to display Noetica controls supporting specific campaign

requirements for example the Blocking, Reference Number and Verification
controls.

[-d'ﬂ Database. Configure to display Noetica controls that require creating a database

; table via the control maintenance page or that return data from a user defined table
by means of a “SQL” statement, including for example the DB Table and DB
Combo box controls.

,%% Integration. Configure to display Noetica controls integrating to third part software,
-~ for example the Address and Exchange Diary controls.
"E Call Tracker. Configure to display Noetica controls associated with the Call
Tracker and escalation procedures, for example the UMS Message, Theatre

Allocation and Follow up controls.

Iﬁ Custom. Configure, for example, to display controls specifically developed for your
company or for a specific purpose.

For more information about adding selected controls to the above control categories,
please see the next page Configuring the Tool toolbar.
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Configuring the Tools Toolbar Categories

To arrange the existing Noetica controls under the available category headings, to

meet your own requirements:
[}

[ ]
Controls Gallery.

Return to the Main Flow of the Campaign Editor.

Click on Maintenance on the Tools toolbar and select the Maintain Synthesys

The Synthesys Control Gallery Maintenance dialog, with available Noetica ActiveX controls.

Synthesys Control Gallery Maintenance [ <]

Controls | categeries |

Highway PopupList Control
LAPSSearch Control

Microzoft Wweb Browser

Moetica Address Control

Moetica AFDAccounty alidation Control
Moetica AFDAddress Control
Moetica AutoCorrect Control
Moetica Blocking Control

Moetica CheckEox Control
Moetica ComboList Control
Moetica CRM MultiSearch Control

;l Properties I

Aadd I
J Delete I

Moetica CRM Property Control
Moetica CRM Runner Control
Moetica CRM Search Control
Moetica CRM Transfer< Control
Moetica DAFAppE Control
Moetica DAFR adio Control
Mosetica D atacash Control
Moetica Dataviewer Control
Moetica D ate0fBirth Control
Moetica D ateTimePicker Control
Moetica DERelT able Control
Moetica DET able Control

Moetica Discount Contral
I

el =]

Blevmbios~ Frohl o

o 1

Cancel

To put existing controls under different category

Click the Categories tab at the top of the

to move.

Use the Add button to move the selected
column on the right of the dialog.

Synthesys Control Gallery Maintenance [ ]

Contrals  Categories |

headings:

dialog.

From the Select category drop down menu, select the category heading.

In the Available controls column of the left, highlight the controls that you wish

controls into the Category Controls

Select category |

;I‘
—

Available contrals
Mogtica Macro Cont o
Moetica Media Cont T
Moetica Memo Conk S2lTracks
Moetica ManthlyPayments Control
Moetica Mame Contraol

Moetica Mearest Allocation Contral
Moetica MewReschedule Contral
Moetica Mewsagent Control
Moetica Order Control

Moetica Payment Control

Moetica Pickures Contral

Moetica Pin Control

Moetica Popiatch Contral
Moetica Prompt Conkrol

Moetica RadioText Control
Moetica ReferenceMurnber Contral
Moetica Reschedule Contral
Moetica SchemeContact Control

Add CRM Search
DateCfBirth
Edit

Radic

Survey Radio
SymbolTable

Add Al

Remove

J

Remove
All

Moetica Text Control

To add all controls from the
Available controls column into the
selected category, use the Add All
button.

Use the Remove button, to remove
selected controls, or the Remove

Cancel

All button, to remove all controls.

Synthesys Callflow Design

22



: Noetica

Importing ActiveX Controls into Synthesys

Third party ActiveX Controls, or ones you have created yourself using Visual C++,
can be imported for use within Synthesys. The compiled code for the existing
controls (.ocx files) are stored within the Synthesys\bin directory of your server, along
with the other executable files for Synthesys.

To insert a new control into Synthesys you must first copy your compiled code to the
Synthesys\bin directory on the server and then follow the steps below:

¢ In the Main Flow of the Campaign Editor go to the Tools toolbar and select
Maintenance and click the Maintain Synthesys Controls Gallery.

e The Gallery window is displayed, which lists all the controls that are currently
stored within Synthesys.

e Click on to display the Add Control to Gallery window to display all
registered ActiveX Controls that are installed on the Synthesys server:

Synthesys Control Gallery Maintenance

Controls ICategories I

Higkwsay PopupList Contral ;l Properties I
LAPSSearch Control
Microzoft Web Browser
Moetica Address Control 1 Add I
Moetica AFDACccounty alidation Contrc
Moetica AFDAddress Control Add control to gallery | ]
Moetica AutaCorrect Contral - -
Moetica Blocking Contral Noet!ca CRM Transferi< Control d Add to Categories
Maetica CheckBox Cantral Hoetica DAFApp Control Diata Entry
Maetica Combalist Cantral Moetica DAFR adio Contral .
Moetica CRM MultiSearch Control Moetica DailyRental Contral [ Options
Maetica CRM Praperty Control Moetica Datacash Contral O Messaging
Moetica CREM Runner Contral Mo O Fi ol
Moetica CRM Search Control TP T T —. Inancial
! atelfBirth Control

Maoetica CRM Transfers Control ateTimePicker Contral O Telephony
Maectica DAPARRt Control Moetica DBR eferenceMumber Control O Databaze
Moetica DAFRadio Control Mactios DEReIT able Control =
Moetica Datacash Control oelEa &1 aple Lonira O Scripting
Moetica Dataiewer Control Noet!ca DBTabIe Contral J O Inteqration
Moetica DateDBirth Control Hoetica Discount Cantral
Moetica DateTimePicker Contral Moetica DoMotCall Control O calTracker
Moetica DEReIT able Contral Moetica Edit Contral O Custom
Moetica DBT able Control Moetica EditCale Contral
Maoetica Discount Control Moetica Engineer Contral
Blostize DobloiCol Contoal Moetica Event Contral

Maetica Exchange Diary Contral

[»Jloe_tica Eollow_upltiontrgl o j Add | Cancel

Select the required control and Category click on L2211 The selected control is
added to the category list. Please see the next page to configure the control.

If the control you wish to add to the Gallery is not displayed in this list then the
control has not been placed into the Synthesys\bin directory on the Synthesys
server -or-

The control has not been registered on the local machine. When the .ocx file of the
required ActiveX Control is placed within the Synthesys\bin directory it should be
automatically registered. Alternatively, to register the control manually, go to the

DOS prompt and find the directory in which the regserv32.exe file is located. Type
in regserv32, followed by the path of your .ocx file and press the Return key on
your keyboard.

Please contact your IT department, to assist you with importing and
registering new ActiveX controls.

Synthesys Callflow Design 23



: Noetica

e Select the control you have just added and click on .

Synthesys Control Gallery Maintenance [ x|

Controls | Categories I

Moetica CheckBox Control
Moetica ComboList Control
Moetica CRM MultiSearch Control
Moetica CRM Property Contral Add

Delete |

Moetica CRM Runner Control
Moetica CRM Search Control
Moetica CRM Transfer< Control
Moetica DAFADpt Caontral
Moetica DAFF adio Control
Moetica Datacash Control
Moetica O ataviewer Contral
Moetica [ ate0Bith Control
Moetica DateTimePicker Cantral

Moetica DERelT able Contral
Moetica DET able Contral
Moetica Discount Contral
Mogtica DoMotCall Control
Moetica Edit Cantrol

Moetica EditCale Contral
Moetica Engineer Contral
Moetica Exchange Diary Control
Moetica Followlp Contral
Moetica Formatted Edit Control
Moetica Keyword Contral LI

Rhlmmbim= | =bmd Cmanbenl
Ok I Cancel |

The Public Properties window for the selected control will be displayed:

Public properties for Noetica DateOfBirth Control E

Public [ Length | Type | Name [ Persistent | i Ok
2 Property  Age Y

Cancel |
2 Property  DateQfBirth ks anee
Properity  “alidD ate ks
[x] Property B!rthD ay Y Hirt :Each property o
[x] Property  Birthtd onth ks method can be
X1 Property  Birthv'ear ¥ private, public or
[ Property  Donfy alidate Y public and insertable

in the database,
Choose which
properties and
methods need to be
public or Database
with the mouse.

Select the Public check box so a green tick is displayed. This setting makes
the property available for branching.

Select the Public check box again to display the Maximum Field Length
window:

Maximum field length

Enter the maximum field length for | 255
alidDate
I™ Unlimited

: Cancel |

Click on C_=_1. This makes the property both public and its value can be
stored within the Synthesys database.

Click on to return to the Gallery window and then again to return to
Screen View. The new control should now be displayed in the selected
toolbar.
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Customizing ActiveX Controls

Noetica

If required, size and colour settings of Noetica ActiveX controls can be changed
adjusting the settings in the Branding.inf file, which is located on the Synthesys

Server:

\\Server\Synthesys\etc\Custom

'_]Branding.inffNotepad 2 Ellll
File Edit Format Help

i Branding controls the default Took and feel of the Take call modules. :J
[General]

i Fw_BOLD,

tPhRun]

[Label]

K|

MormalTextColour=0,0, 80
BackgroundColour=190,1%4,194
Font=arial,140, FW_BOLD

[SXnTathr1]

selectedTextColour=0, 0, 80

selectedTabColour= 255,255,300

; Font is any windows font. Second parameter is point size*l0. Third can be

selectedront=arial, 140, FW_BLACK
H
3 otherTextcolour is wsed for the Left/Right scroll Buttons as well as Text on other Tahs

6therTextco1our=0,0,0
otherTabColour= 255,255,255

H
; Position options are Center,Tile,Stretch (default)

pefaultpPicture=%¥LoCAL% \bhin\Runner. jpg
pefaultPicturerosition=stretch
Idlepicture=¥LocaLX\hinyRunner. jpg
Idlepictureposition=stretch
minimumPrompTLines=4
sCTIToolbarbocking=Top
CTITooTlharoocking=Floating

TextColour=120,140,250
Font=arial,18, FWw_Thin

FW_THIM, FW_EXTRALIGHT, FW_ULTRALIGHT, Fw_BOLD, FW_MNORMAL, FwW_BLACK etc.

Please contact your IT department, to assist you with changing the Branding.inf

file, as this will effect the appearance of all Noetica controls in all your
campaigns.
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i Noetica
ACTIVE X CONTROLS

ActiveX Controls are essentially the building blocks of your Callflow. As the Callflow
is made up of screens, each screen is made up of ActiveX Controls and associated
text that has been entered into the Agent Prompt Box.

The combination of an ActiveX Control and Agent Prompt Box text constitutes a
guestion within the screen. These questions are used to collect data from campaign
calls.

Each ActiveX Control defines how a screen is presented when the Callflow is run.
They also control related background tasks, such as building database tables and
retrieving specific data.

Noetica Controls will be provided as part of your ongoing maintenance and
support contract. Ranges of other controls are also available from a variety of
third party sources, such as Microsoft.

These can be added to the toolbar using the Control Gallery option, which is
located on the Maintenance pull down menu on the Tools toolbar.
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List of Standard Noetica ActiveX Controls:

Control Used To

.ﬁ. Address allows the capture of a postal address, including postcode.
Address details can be entered manually or using additional addressing
software, the address can be completed automatically on the entry of a
postcode.

Application Launcher is used to link Synthesys to other applications by
launching target applications at strategic points in the callflow when talking
calls.

&

Blocking 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.

(1

Checkbox displays a group of Windows style check boxes. Any number of
boxes can be created.

Combo List displays a Windows style drop down list. The list of available
items is referenced from the database.

CRM Property enables the maodification of customer details set-up in the
CRM control (Customer Relationship Management). Multiple instances of
the CRM Properties control can be positioned at strategic points anywhere in
the callflow.

=

Date of Birth allows the capture of a caller's date of birth.

Date Time Picker allows the capture of any date (past, present and future)
from a diary page displayed, as well as allowing the capture of the time.

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

0 @ &

DB Combo box allows users to return data from a user defined table into
the Synthesys database by means of a “SQL” statement, containing Column
names and the table the data resides in. In addition agents can enter text not
contained in the drop down list.

DBTable is typically used to maintain lists of clients and sites. It allows
users to search on client data to bring up full information about that client or
site. The control is often used in conjunction with Synthesys service call
rotas. Based on the location of an office the correct Service team for that
area can be contacted automatically.

E;.

Synthesys Callflow Design 27



: Noetica

Control Used To

[E,: DB 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.

EF Discount 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.

% Do Not Call is used to take customers scheduled for a call back out of the
queue of an Outbound list, if they phone in before the scheduled Outbound
call is due.
@ Edit is a text box that can accommodate numerical, currency, text or

alphanumeric input. Specific masks can be created which force the agent to
enter information in a specific format or automatically converts it into that
format.

;J Editable Calculation 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.

Formatted Edit 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.

E

Follow-up is used to handle calls that are a follow-up of a previous call. The
callflow and required fields to be displayed are selected in the controls
properties page and search terms can be identified.

Media Code allows the capture of a media source code. Based on a
reference number or media name, full source details can be displayed on
screen. The control is used primarily for the purpose of market research.

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

@ < ¥

Memo allows the entry of large amounts of text, as it uses a memo field in
the database, rather than a text field. Information in the Memo Control can
be displayed to the agent as ‘Read only’, in text or HTML format.

31| Monthly Payment control enables the calculation of repayments in
instalments, taking into consideration the total cost, a minimum first
instalment and the time over which the payments will be made.

Name allows the capture of a caller’s title, initials, first name and surname.
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Control Used To

53 Order is used for placing orders for multiple goods and services. Products
= : : SO
and prices are set up in the control and VAT, post and packaging, invoice
sub-totals and totals can be calculated automatically. Goods can be
searched for by product category, manufacturer or product code. Discounts,
price matching and product warranties can also be included.

ﬁ} Special Order allows the taking of orders including up sell schemes &
special offers, postage and packing costs and other features. Lists of
products and prices can be imported from the database.

i Payment allows you to specify various methods of payment and their related
details, such as card number, expiry date etc.

E Picture allows JPEG, GIF, or PNG pictures to be displayed in a screen,
together with other controls.

PIN is used for entry of personal identification numbers. In the Campaign
Manager the Pin control can be linked to a particular campaign to filter out
and display only details of active calls for the selected campaign in the Call
Tracker.

}

PopWatch enables incoming emails to be inserted into the Call Tracker as a
new call, based on the callflow that contains the Pop Watch control. Emails
can be accessed and dealt with by entering the callflow using the Edit icon in
the Call Tracker. An automatic reply regarding the receipt of the email can
be sent out to the customer via a report.

'n, PostWatch is designed to integrate the processing of incoming post and
faxes as part of your agents' workflow, generating personalized replies as
required. Post is initially scanned in using an external scanning system (i.e.
‘Recomatics Scanning Software) and then placed as a workflow item in the
Call Tracker, where it is queued and routed to the correct team, department
or individual, ready to be processed.

a Prompt is a none-data capture control used to prompt agent dialogue during
a call.

. Radio allows a mutually exclusive selection to be made from a number of
J configurable buttons.

"'i" Radio Text combines the functions of a Radio control and a Text control. A
. mutually exclusive selection can be made from a number of options and
comments for each selection can be added into an associated text box.

1: Reference Number allocates a system-wide unique reference number
according to a predefined configurable format.
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Control Used To

@ New Reschedule allows the agent to schedule a call to a more convenient
time for the customer. Calls can be rescheduled automatically to call
customers after a pre-selected period or the operator can choose a date and
time from a diary page. Calls can be rescheduled to the current or another
Outbound list and agents can select the telephone number for the callback.

' Survey Radio is typically used to design survey questionnaires. From a
range of questions and associated responses, displayed together with a set
of radio buttons, one option per question can be selected.

Symbol Table enables users to utilize data captured in a main callflow and
use it within a pop flow.

il

Telephone is used to capture up to two telephone numbers.

N

Text can be used to enter free format text, such as the nature of a call, or a
software problem that is being experienced.

|}f Verify allows persons with appropriate permissions to go through a certain

path in the callflow. User name and password need to be entered to bypass
the verification control, for example for a supervisor to confirm a sale.
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THE SCREEN DESIGN AREA

The Screen Design Area can be thought of as a blank canvas on which you paint the
required controls. Controls are selected from the Tools Toolbar and placed into the
Screen Design Area. Once placed, each control can be configured as required by
setting a number of properties.

Grid Settings
When you put more than one control into a screen you may find it easier to line up
the controls using a grid.

e To activate the grid, select Grid from the View toolbar

e To change the density of the grid, select Grid Settings

e To enlarge the area in which to place your controls, select Grid Size.

it Persinfo - PhDesign S

~Aﬂf @@6" da“’]’%u

______ el Collracker

IHnmE H| wark

Show all Controls

In some cases you may wish to display all controls within a screen to the agents
when taking a call, rather than displaying one control at a time.

e To enable the all controls option, go to the Tools toolbar in the main flow of
the Campaign Editor.

Select Maintenance and Show All Controls from the drop down menu.
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Background Colour and Branding

You can set a background colour and branding for the whole campaign, or for
individual screens.

To set different colours and branding images for particular screens, open the
screen, before selecting the Background Colour & Branding option.

Background Colour

To display background colours and to insert a branding image, go to the:
e Tools toolbar in the main flow of the Campaign Editor.

e Select Maintenance and Background Colour & Branding from the drop down
menu.

¢ In the Background colour section of the Background dialog, select ‘None’, if
you do not want to display a background colour.

o Select Default, to display the default colour.
e Tick Specific in the Background colour section and click ‘Select’ to pick a

colour from the Basic colours panel in the Color window. To define the colour
further, click the Define Custom Colors>> option.

= ) —
Basic colors:
—Bac:_‘gri;:io:lour l_ I_ I_ l_ - I_ l_
" Default .I_I_I_I_-.-
EFAFEENEN
fiin EMAEEEEN
' specific (136, . - - . - - . - J
et ——— NN T
= Default Custom colars:
I
 Specific I_I_I_I_I_I_I_I_l_ J

Define Cuzgtom Colars = |

ak. I Cancel |

[ | Cancel

Branding Image

To select a branding image (BMP, Jpeg, etc) of your choice, tick Specific in the
Branding section and select the required file via the Open dialog.
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Placing ActiveX Controls
To add the desired ActiveX controls to the screen, select the control from the relevant
drop down menu by clicking you left mouse button on the control.

¢ Having selected the control, move your mouse to the top left corner of the
design area in the screen.

e Click and hold down the left mouse button and drag the mouse to the right
and down slightly to produce the outline of a rectangle. For example:

INo control selected

e Release the mouse button and click OK to drop the control.

e Enter a short, descriptive name for the control so that the information recorded
by it can be easily identified in the system database.

e Click OK. The ActiveX Control is created and placed within the Screen Design
Area.
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Examples of ActiveX Controls

When a control is selected from one of the category folders on the Tools Toolbar and
placed within a screen, it looks very much as it does in the Agent view, when the live
callflow is run.

The following are typical examples of ActiveX Controls used within a callflow screen.

Example 1: Cheque and Credit Card Verification

This control is created using the Noetica Payment Control option. This control
consists of radio buttons and input fields that confirm valid payment details.

Radio buttons,
from which one selection can be made

é Payment dethod

2  American Express " Visa Card Numberl

Al Mastercard " Access f .

; Start DAt | | Fields that become active
A|f™ chequesPostal Order © Switch A

EEiry Datel_ I_ dd  ram When.

[EElE Numberl_ Wz =i ) R I_ I_ l_ zer:glﬁlgggon selection has

[EHEraT Cardl

SECUrY Numberl Werify |

SONNNUNURUNRNANLNURURRANANY (RURANNNY

Example 2: Name

This control is created using the Noetica Name Control option. The control displays
input fields for a client name.

Title: I j ]

First Mame: I

Surname: |
AR = G = =
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Understanding ActiveX Options
If you right click on an ActiveX Control a pop up menu is displayed which provides
access to a number of options.

Each control has a delete option, a properties page and the ability to set compulsory
and searchable fields. Some controls also have maintenance options:

Properties

Delete

‘Wiew Compulsory Properties

Views Database Column Mames
Assign Searchable Properties
Mainkenance

Assign Help For this control
Calculakions r

Rename Conkrol

See below for a brief description of the main options available from this pop up menu.

Properties
Using the Properties option, the way information is presented in the control can be
changed.

For example, the Radio control allows you to display the buttons horizontally,
vertically, or in a specific number of columns and existing options can be replaced.

In our example, we have replaced the existing options of Yes and No with the options
required in our campaign.

Noetica Radio Control Properties

Options
Order ;I
Brochure
Enquiry
=
¥ Have a default Number Of Colurmns |1_:Il

,TI Cancel | Apply |
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Compulsory Fields

Selected fields within an ActiveX control can be set as mandatory using the
Compulsory Fields option. Mandatory fields are used to stop agents from moving to
the next point in the callflow until they have entered all the required information to
produce accurate and meaningful reports.

For example to set the Surname field of the Name control to be compulsory:

¢ Inthe Mandatory Properties dialog of the control, select Surname from the
Property drop down menu

e Select the Compulsory option and in the text field subsequently enabled, add
a clear instruction for the agents.

Mandatory Properties
Broperty ISurname LI
Cancel |

= Mot Required [4 value iz not required for this property]
" Advizony [user will be prompted for a value for thiz property)

' Compulsory (user must enter a value for thiz property)

T ext for dialog box if no value is entered
'ou must take the caller's surmame]

Searchable Fields

Searchable fields are used to assign a meaningful name to the data collected using
the control so that more extensive searches can be carried out when in the Call
Tracker. To Assign a Searchable Property to the Postcode for example:

¢ Inthe Search Fields dialog of the address control, select Postcode from the
Property drop down menu

o Enter a descriptive name for the search field into the Search Name field.

Search Fields

Property | PaostCode =l

Colurnn Mame |E RJ01_PersDetails. Persinfo_Address Po

Search Mame IPostcode{

Apply I Cloze
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Maintenance

The Maintenance option is enabled when a control has links to a database. For
example, the Order or Combo List controls.

The Combo List is set up to display different items in a list. A list may need new items
inserted into it, or old items deactivated. This can be achieved through Maintenance.
It is a way of maintaining the data associated with a specific control.

Combo List control:

Choices
w Software

w# Hardware
+# Lpgrading

Click Mew ta Add Options

Mew Achivate Deactivate | Ok I Cancel

View Database Column Names

The option View Database Column Names allows users to check the table and
column names under which the selected ActiveX control is stored in the database.

Table and column names can be passed to the reporting team, identifying the
screens and controls that need to be included into the relevant reports.

The table and column names are also required when users set up Hidden Fields to
hide certain database information, for example a credit card number, from the view of
the agent when they check call details in the Call Tracker.

Database Column Names
Public: I Mame I [ atabaze Column I -
Paymenth ethod TBCOZ_ain Payment_Papmenttd ethod
CardMurmber TBCOZ2_Main. Payment_CardMumber
E=pirptdonth TBCOZ_tain.Payment_Expirykdonth
E=piny'r'ear TBCOZ_tain Payment_E xpinyr'ear
lssueMumber TBCOZ_Main Payment_ssuel umber
alid TBCDZ_Main. Payment_talid
Carddame TBCOZ_Main.Payment_CardMame
BirthChay TBCOZ_tain Payment_BithD ap ||
Birthtdonth TBCOZ_Main Payment_Bithtonth
Birthv'zar TBCOZ2_Main. Payment_Birthy'zar
Starthdonth TBCOZ_ain.Payment_Starttdonth j
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Hidden Fields

Hidden Fields are used to hide certain database information of Active X controls from
the view of the agent when they check call details in the Call Tracker.

Hidden Fields Permissions In Synthesys Personnel

The permissions associated with Hidden Fields are assigned in Synthesys
Personnel:

e To hide specific details from agents, the permission View Hidden Fields
needs to be moved out of the Current Permissions box for the Agent group
and into the Available Permissions box.

¢ To hide the database column name and script property name from view as
well, the permission Modify Hidden Fields must be removed from the
Current Permissions box for the Agent group and placed back into the
Available Permissions window.

Entry in Blank.ini File

After the View Hidden Fields and Modify Hidden Fields permissions have been
removed from the selected user or user group, the Blank.ini file in the Synthesys etc
folder on the Server must be configured.

To hide for example a credit card number, we need to add the database column
name for the Payment Active X control to the Blank.ini file. The database column
name must include the Table Name and Column Name as displayed below.

To check the table and column name for the control either right click on the control in the
screen view in the Campaign Editor or look it up in the database.

& Blank.ini - Motepad

Fil= Edit Format Help

[Hidden Fields]
BRIO3_Main. Pay_Payment_Cardnumber

Appearance of ‘Hidden Fields’ in the Call Tracker

When agents access the Call Tracker, any ‘hidden’ information entered in the
Blank.ini file can’t be viewed by agents without the ‘View Hidden Fields’ permission.

In our example, we have hidden the credit card number from view.

Prefix | Order Pay |Cu:unc:lusiu:un|

paymerthiethod | [visa |

Cardhumber | |**xx*m |
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Agent Prompt Box

When an ActiveX Control is selected within the Screen Design Area, the Agent
Prompt Box becomes active:

Agent Prompt Box.

How can | help you?

ActiveX Control.

Text prompts entered in this box assist agents during a live call.

The text that is entered is usually the question that should be asked, by the agent, at
that moment within the callflow. Alternatively, it may be to offer supporting advice,
such as ‘Don’t forget to offer caller the Spring promotion!’

The appearance of the text within the Agent Prompt Box can be changed using the
Editing Toolbar.

Using Calculation Substitutions you can also include information that has been
recorded in a previous screen of the callflow as part of the agent prompt. You may,
for example, include the caller’'s name or an item they have ordered.

For more information about Calculation Substitutions, please see the next page.
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Using Calculation Substitution

Substitution takes an item of information that has been recorded in one screen of a
Callflow and inserts it within the current Agent Prompt Box. Calculation substitutions
help to personalise the conversation and to build a relationship between the
customer and the company, as well as giving vital information to the agent. It
presents an image of professionalism as customers feel that the agent is helpful and
attentive

For example, using the Noetica Name Control, a caller's name is recorded, i.e. Mr
Jones. This name can then be inserted into the text accompanying a closing
statement, such as ‘Thank you for your order Mr Jones’.

Substitution can also be used to perform more complex events, such as calculations.
These calculations can be used to quickly inform a caller of their total sales order,
i.e.: sales order value, plus any VAT and delivery charges.

To perform a substitution you need to know where in the callflow the information that
you want to use is kept. Three sets of information are required:

e The name of the screen in which the information was recorded
e The name of the control that captured the information within the screen

e The name of the property within the control that contains the specific item of
information you wish to use in substitution.

The names are case sensitive and can be found by highlighting the appropriate
control within the Screen View.

For an example of a calculation substitution see next page.
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NAME SUBSTITUTION
To create the substitution, click your right mouse button in the agent dialogue box
and select Insert Calculation.

#hich product would you like to order

Insert Calculation |

¢ Inthe Select Existing or Create New Calculation window, click on the New..
button.

e Enter a name of your calculation into the Create New Calculation window,
i.e. CustName and click OK.

e |
Ezxisting Caleulations
Now._| Marme :
IEustN ame
N ak. I Cancel
Lancel |

¢ Inthe Calculation Definition window, select and open the folder that contains
the screen used to collect the caller’s name.

e Double click your left mouse button on 'Title' to move the information into the
right-hand side window.

Next, add a space using &" "& on the keyboard and then double click on the
Surname to move the surname substitution into the window on the right-hand side.

ierD etails. Mostica Namne Control Title] & *[CustomerD etails. N oetica Name Control. Surman

Check your calculation by
Caleulation checked, and it seems to bs OK CliCkiI’]g the CheCk It
button.
4 ] Lal il Next click OK to enter your
— e || SUbStitution into the agent
— dialogue box.

Enter the remainder of your agent dialogue as required. Remember to Save and
Publish your callflow before testing your substitution in the Agent view.

Which product would you like to order <<CustName>>
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Placing Substitutions into Controls

To bring forward information collected in one control and place it into another control,
right click on the latter control and select Calculations - Set - Value.

B 8 8 8 0 0
i

b
7
“|Message from

Properties

Delete

Wiew Compulsory Properties
\igws Database Column Mames
Assign Searchable Properties

[ R

I

Maintenance
Assign Help for this control
Calculations Set ...
Rename Control Edit ... 3 Title
Remaove ... # Arrangement

TextMaximum

Click on the NEW button in the Select or Create Calculation window.
Enter a name for your calculation and move the required information from the folder

on the left into the right-hand side of the Calculation Definition window via a double
left mouse click.
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DEFINING BRANCHING

Decision points and the associated branches will determine the flow of the call.

A decision point can, for example, be based on the Noetica Radio control. The path
through the call will change depending on the option a caller selects.

To add a branch the Decision tool aﬂ. is selected from the Tools toolbar in the Main
Flow of the Campaign Editor:

e Move your cursor so that it is positioned on the line after the screen that
contains the information on which you wish to branch.

e Click your left mouse button to add the decision point.

e The Select Value for Decision window is displayed.

Carcel_|

An icon representing the Request screen, along with a [ sign is displayed at the top
of the window.

e Click on the ] sign to display the controls within the Request screen.

¢ Click on the [#l sign next to the control option, also called Request and then
select Value:

Click on OK, to add the decision point to the Flow View at the Campaign Editor main
screen.
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To display the Define Branching window double click on the decision point.

¢ Click on the Value option at the top of the window and then to
display the New Branch dialog.

e Enter a descriptive branch name and click Ok to create the branch.

e Select New Branch again and create further branches, as required.

1]

Define Branching

=N __ o [| Inour example we have created a brochure and
= [ oo __==_|| anenquiry branch.
B If e Mew Branch
Delete Branch
If Brochrs Add Condition
: If‘“ Enauiy Delete Candition|

Name: [Brochure]

Ok I Cancel

We keep the If...Order option on the Default branch, as this represents the main
table for the campaign in the database and because for the order request we need to
ask the most questions.

The If...Brochure and If...Enquiry options however need to be moved into the
appropriate branches.

e Click your left mouse button on the If...Brochure value, hold down the mouse
button and drag it down to the Brochure branch. Release the mouse button to
place the value under the selected branch.

e Next, click and hold down your mouse button on the /f...Enquiry value and
drag it down to the Enquiry branch.

lE‘ Walue |LI
H Cancel
E Diefaul
: {Hew Hranch |
E lfm Order = -
. Delete Branch
E‘ Brochure
: Add Conditian
[ lf___ Brochure .
X Delete Condition)
El Enguiry
]f Enguiny

Click OK to return to the Main Flow and to
display the new branches in your callflow.

Return to the Main Flow and save F‘ your
callflow.
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CREATING SUBFLOWS

Subflows are miniature callflows used if a particular sequence of screens is repeated
more than once in different branches.

A subflow could, for example, contain information regarding a caller’s personal
details or employment or it could contain information around available payment
methods.

e Left click on the subflow icon @ on the Tools toolbar.

¢ Move the subflow to the required position in the callflow and click the left
mouse button to display the subflow name dialog.

o Enter a short descriptive name and click OK to add and display the subflow.

Request Request.Request PetsDretails
E j 3} ol — =(‘d:)_

)

Brochure

)

Enquity

{

e Double click your left mouse button on the subflow to enter it.

The subflow view is almost identical to the main callflow view except that the default
branch inside a subflow displays a blue end flag to allow a return to the main flow.

Any screens and controls can now be placed inside the subflow in the same way as
they are added to the Main Flow.

A BR July02 (BRIY - Praoduct Order Line {013 Yersion 12,1 - PhDesign

(28 |
- _./j Callflow Editar

rﬂ B Test CallFlow @ % Fs | [T 5creen Yiew % % D | Subflow: < Assign DOT
E:I Save '\‘j 4= Main Flow | " — E’a Mew Conclusion é Popup scripk
Cpen 7 Paste  Cut o Help |Selection|  Mew Drecision .
& Publish G [Fain Flow ] 2955 Screen ¥ Back o Subflow | 3k Maintenance ~

Callflow Editor Tools

E ParsInfo Retun
m

To return from the subflow to the main flow, click the Main Flow @ icon on the
Callflow Editor toolbar.
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Reusing existing Subflows

To increase the efficiency of callflow design, it is possible to pick up and place an
existing subflow on other branches within the callflow should the same set of
questions be required at this point.

When picking up an existing subflow we reuse the existing underlying database table
for that subflow and therefore any changes made to one of the subflows will
automatically be reflected in the others.

In our example, we want to ask the questions contained in our PersDetails subflow
on the Brochure branch of the Callflow.

e To reuse the existing PersDetails subflow, pick up a new subflow icon@
from the Tools toolbar in the Campaign Editor main screen.

e Place it on the Brochure branch

e Select the existing subflow PersDetails, from the drop down menu and click
OK.

Sub-zoript name [wou may select an exizting one;

[

PersDatailz |

Cancel |

To check the content, double click on the subflow to open it. Return to the main
callflow.

Copying and pasting existing Subflows

Another way of utilizing existing subflows is the copy and paste option.

When copying and pasting a subflow, you will be asked to rename every screen and
every branch within the subflow.

This way, you will create a new database table for the copied subflow.

Both subflows will initially contain the same information, but any changes made to
one will no longer be reflected in the other.
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WEB STYLE HELP PAGES

Context-sensitive help pages can be created using any Web Page/HTML Editor, to
offer additional support and advice to agents when taking calls. For example, you
could create and assign help pages to an Order Control showing product listings and
examples of the products that are available.

Text, graphics and sound can all be included within the help pages. Furthermore, the
help facility can be extended to allow direct access (via hypertext links) to the World
Wide Web, or company Intranet.

The assigning of web page help to a particular area of a callflow takes place within
the Screen View.

e To create a web style help page, click on % which is located on the Callflow
Editor Toolbar.

The following window is displayed, which allows you to select the item to which you
want to assign the web style help:

What would you like help for?

= This &ccount

" This Campaign
* This Section

= This Contral

This Account If you assign help to the account, the help will be available for all
Callflows that are created for the account.

This Campaign If you assign the help to the whole campaign (Callflow), the help
page will be available at any point during a call.

This Section If you assign the help to the currently displayed screen, then the help
will only be available to an agent when working in that screen.

This Control. If you assign the help to the currently selected control then the help

will only be available when an agent is entering information into that
control.
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After a selection has been made, click 1.

If this is the first web page you are creating for the selected account, callflow, section
or control, then you are asked whether you want to create a default page.

For example:

Create Page

The page 'file: \WARMADAQLMGASYMTHESY S web W LE TS0 SntrosM ame’default htm' doesn't exist; do pou want to create a
default page?

Click to display the Web Help Picker window. From here you can access your
HTML editor to modify the default page as required.

When web pages have been created they are automatically saved to the central
server.

¢ Click Edit Help to open your Help Page Editor, create and save your Help
Page.

e Exit your Help Page Editor and remember to click Befresh page | hack in the Web
Help Picker window, to update your Help Page.

Il Web Help Picker - Music World Help Page [_ O}

Back I Befrezh pagel Edit help I Delete pagel Lloze |

URL: I,iZ:'\web\Dts\D4\defauIt.htm

| v

% WHesic World Felt Page

Q Welcome to the Music World Help Page

Flease use this page to receive further information on the Music World titles
that are currently available

TITLES CURRENTLY AVAILABLE -

Q Jazz
Q Soft Rock - & compilation of soft rock hits
Q Rock -

B
1 | »

Synthesys Callflow Design 48



.l Noetica
GLOBAL BLOCKS

In the Callflow Editor, you can use Global Blocks, if you wish to re-use an existing
screen or subflow in a number of different callflows. You can in effect design a
‘template’ subflow (or section), containing all the questions, screens and branches
related to a specific topic, i.e. employment or payment details, and then save it to the
Global Gallery.

To use the information in different campaigns, simply pick up the subflow (or section)
from the Global Gallery and add it to the relevant callflow. Any changes that you
subsequently make to the subflow (or section) will only be reflected in the new
callflow, not in the template still in the Global Gallery.

When saving a CRM to the Global Gallery however, any changes made to the
CRM will affect the original CRM table, unless you save the CRM under a new
prefix (CRM Maintenance — Save As), after adding it to a new callfow.

Saving items to the Global Gallery:
e Select the screen, subflow or CRM _that you wish to save to the Global Gallery,
and click the Copy Global Block ﬁe‘—é" icon on the Callflow Editor toolbar.
e Enter a name for the selected item into the 'Enter file name ..." window and
click OK.
Picking up items from the Global Gallery:

=
¢ Open the destination callflow and pick up the Insert Global Block 'HE' icon
from the toolbar.

e Select the required screen, subflow or CRM in the Insert Global Block window,
then click OK to add the item to your callflow.

If your callflow already contains a section/ branch with the same name, you will
be prompted to rename every duplicate instance, before you can paste it into the
callflow.

Deleting Global Blocks
Global Blocks can be deleted from the Gallery in the Synthesys Campaign Manager.

e (o to Setup — Reports, to open the Synthesys Campaign Manager.

e Select View on the menu bar, and then Show Global Blocks, to open the
Global Block dialog.

e Here, select the item(s) that you wish to delete, then click the Delete
button.
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POPSCRIPTS

Using the Popup script icon HEl on the Tools toolbar, you can insert another callflow
into the callflow that you are currently working on.

Supplier Supplier.Radio In progeess...

*D—'a} |_|i
select the required callflow

Type
—
@ lE‘ l) All Synthesys Callflows
D emonztrationandTrainingS cripts

Existing
(o>

Softtype
eSS

Zell

(>0

X%,

Loanapplication

*#g i
3

SwiftLifts

Telebusiness Callflows

oK I Cancel

When taking a call, agents will initially take information on the main callflow.

At the appropriate point, the embedded callflow will be popped; the agent will run
through the pop script to collect the relevant details after which the call will return to
the main callflow.

The pop script can be used most efficiently in conjunction with the Symbol Table
control, as the Noetica Symbol Table control enables users to display data captured
in a main callflow, within a pop script.

To enable agents to launch the Popup script when taking calls, please ensure
that the main callflow and the Popup script is in their Team.

To send HTML emails from within Popup scripts you need to tick the checkbox
"Run from Inner Popflow",when setting up your HTML Email in the Campaign
Manager, via Setup - Reports.

For more information regarding the Symbol Table control, see the section Noetica
Active X controls in the appendix of this document.
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CUTTING, COPYING & PASTING OPTIONS

When designing or editing your callflow you may want to cut, copy and paste a
selected screen or subflow. To do this, either:

ACCREF ‘

T R.enarne

Cuk
Copy

¢ Right click on the screen or subflow and select Cut or Copy then

¢ move to the position where you wish to paste the screen or subflow, right click
and select Paste

Or
o [
¢ Highlight the screen or subflow and use the Cut or Copy icons L on
the Callflow Editor toolbar, then

e select the Paste icon [% on the Callflow Editor toolbar, move to the position
where you wish to paste the screen or subflow and select Paste.

When you copy a screen, the Change Name window will open, prompting you
to rename your screen before you can paste it.

When you copy a subflow you have to rename each screen and branch name
contained within the subflow, before you can paste the subflow into your
callflow.

Change Mame

WARMING  Changing the name can have adverze effects
on the rnhing of existing reparts and on Call Tracker ability
to dizplay data from callz pou have already taken

Mame  |ACCREF

Cancel |

You do not need to rename a screen or subflow when you Cut and Paste it
within a callflow.

You will be unable to cut and paste a screen or subflow if there are decision and
branches based on the selected screen or subflow.
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RENAMING SCREENS AND CONTROLS

When adding or renaming screens you must notify the person responsible for setting
up your reports, as they will have to be updated to display the required information.

Renaming Screens

To change the name of an existing screen, right click on the screen to open the
Rename Block window.

ACCREF ‘

T Renarne

Zuk
Copy

In the Change Name window type in the new name for your screen, then click OK.

Change Name B

WBRMNING  Changing the name can have adverse effects
on the running of existing reports and on Call Tracker ability
to dizsplay data from calls you have already taken

Mame ACCREF

Cancel |

In the Database Column Options window, select whether you wish to 'keep the same
Column names', 'change the column names' or wish to 'add new column names'.

For explanations regarding the choices click the Details of Options button.

Database Column Options E3

i~ Keep the same Column names

* Change the column narmes:

Detailz of Options

" Add new columns
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DETAILS OF OPTIONS

|F pou ‘Feep the same Column names’

The calltracker will dizplay data from both old and new calls. The correct section name will be displayed
in both cazes. Howewer the contral name will not be updated

Mo changes to reports are needed

If you 'Change the Column names'

The calltracker will not be able to display data from old calls which are archived
Reports will need to be updated

If pou ‘idd new columnz'

The calltracker will dizplay data from old and new callz and the relevant section names and control
namesz will be dizplayed

Reports will need to be updated

KEEPING THE SAME COLUMN NAMES

¢ If this option is chosen all information taken during a call prior to the name
change will be displayed under the original screen name in the Call Tracker

¢ Information taken after the name change will be displayed under the new
screen name.

¢ No changes are required in your report set up.

CHANGE THE COLUMN NAMES

¢ Only information taken under the new screen name can be accessed in the
Call Tracker.

¢ If you change screen names you have to replace the old column names with

the new column names in your report folder.

ADD NEW COLUMN NAMES

e As with the first option you can access information from calls taken prior to the
name change (under the original screen name) and information taken after
the name change (under the new screen name).

e However, you have to add the new column names to your report folder.
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Renaming Controls

To change the name of an existing control, right click on the control and select
Rename Control from the drop down menu.

Message for: I j

Properties

Delete

Wiew Compulsary Properties

‘Wiew Database Column Mames
Assign Searchable Properties
[Mainbenance

Assign Help For this control
Calculations 3

Rename Conkral

As with renaming screens, the Change Name window will be displayed. Type in the
new name for your control and click OK.

Next select whether you wish to keep the same Column names, change the column

names or add new column names in the Database Column Options window.

KEEPING THE SAME COLUMN NAMES

e All information taken during a call prior to and after the name change will be
displayed under the original control name in the Call Tracker.

¢ No changes are required in your report set up.

CHANGE THE COLUMN NAMES

¢ Only information taken under the new control name can be accessed in the
Call Tracker.

¢ If you change the control name you have to replace the old column name with

the new column name in your report folder.

ADD NEW COLUMN NAMES

e As with the first option you can access information from calls taken prior to the
name change (under the original control name) and information taken after
the name change (under the new control name).

e However, you have to add the new column names to your report folder.
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NEW CONCLUSIONS & CALL RESULTS

Whenever you complete a branch, having taking all relevant information, you may
wish to add associated conclusions, together with the appropriate call result to
distinguish the nature of the calls.

A call may for example have different branches for ‘Order’, 'Brochure Request' and
'‘General Enquiry'.

Pick up a New Conclusion Fﬂ icon from the Tools toolbar and place it onto the
appropriate branch.

Double click you left mouse button on the conclusion to open it and enter a suitable
name into the Call Result field, i.e. Brochure.

Add any signoff text as required into the Signoff text box bellow and click ok.

You can also add a text substitution as part of the dialogue in the Signoff Text box.

Call Besult: IM vl [V allow Operator Comments
Signaff Test: [Thark wou for caling, Goodbye.

Call Status —Teere
IV(._ duchive (7 Cleared [Inactive] € Active ‘ Lvailable: Selected:
Follow-up Procedure ?i??'?il:LeLife ﬂ e | [ALL
. n 3 <
Prlolcedlfrel. Iﬁ ﬂl Mew 1215 air;deeTes _I
I itial Briarity :Im gi B.gl—;]DBlnc[
% L 2]

[I]:4 I Cancel
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TAKING A TEST CALL

Taking test calls, users can check the callflow structure to ensure that the right
questions are asked and the appropriate information is collected at each point in the
campaign, depending on the caller’s requirements.

To run a test call, click on the Test CallFlow D icon on the Callflow Editor toolbar in
the Main Flow of the Campaign Editor.

o -

Alternatively you can Publish "= ) your callflow to broadcast it around the Network
and then take a call in the Agent view.
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IMPORTING EXISTING CALLFLOWS

Importing callflows means that you can design and release a callflow on one machine
(e.g. Laptop) or Network, then copy it onto another machine/network by importing the
relevant pht.file.

To import a callflow into a new campaign, you have to set up a separate
callflow on the recipient machine/network and release it firstly before the
importing, then after importing.

e To override an existing callflow, simply open that campaign, import the
relevant callflow and release it to replace the existing callflow.

e Before you import a callflow, have a look at the callflow that you wish to copy
in the Campaign Editor. If it contains any database dependant Active X
controls (such as the Combo List, CRM or DBTable controls, then the data
behind the controls will be lost because importing does NOT copy over the
database tables as well. You will have to re-enter this data in the
maintenance of the control.

e However, you can export and import the data in the tables rather than copying
the data down, then inputting it back into the newly imported callflow.

IMPORTING CALLFLOWS
To import an existing callflow, select Maintenance on the Tools toolbar in the
Campaign Editor.

e Click on Import .PHT file.

e A message will inform you that this will override the existing callflow.

e Click Yes to confirm that you wish to replace the currently open callflow with
the callflow you are about to import.

In the Open dialog now displayed, you need to locate the callflow that you wish to
import.

Please see next page for more information.
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Locate the callflow you wish to import in the relevant directory:

Server\Drive\Synthesys\Callflows\prefix\CampaignNo\Latestversion\0\Script.pht

Lookin [ ST =l & @ s JEELH 10 our example, the callflow
Seript etwark Meighborhood is located at:
=] Eagle Eagle\\e\Synthesys\scripts\
Cle Act\07\2\0\Script
(] Sprthesys
(] scripts
(] Act
o7
File name: Daz Open I
Files of lypec™ | Senpt Hies | phit) i 'I Cancel |
™ Dpen as read-only
7

A Tree hierarchy exists
e Account Prefix (i.e. the prefix you gave the account during initial design)
¢ Callflow campaign number (i.e. a single account can have several campaigns)

e The major versions of each callflow — Every released version of a particular
callflow is kept in its own directory.

e The minor versions of each callflow —Version 0 is the released version of a

callflow (and the one you should copy), version 1 is the saved version of a
callflow.

Always copy the latest released version of a callflow because then you will know

exactly what to expect. The latest version is the one with the highest directory
number.

If you are uncertain about which campaign number the callflow you wish to copy
is, then open the callflow in the Campaign Editor, and look at the top of the

screen — where you will see the account and campaign names, the prefix and
the release version.

When you double click on
that Database style controls may have lost their data, which needs to be re entered.

Click OK to import the callflow and then release the callflow before taking a call in the
Agent Workstation.
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ASSIGNING DDI TO INBOUND CAMPAIGN

Assigning a DDI (Direct Dial In) allows Inbound calls for the campaign to be routed to
specific agents, and on answering the call, enables the automatic screen pop of the
associated callflow.

The Assign DDI option is used to add, modify and delete a DDI number for the
selected campaign.

e Left click on the Assign DDI \5\3 icon on the Tools toolbar.

o Enter the DDI to be used for the selected callflow into the “Type a new
telephone number’ field, then click the Add button to add and save the
number.

e Toremove an existing DDI number, select the DDI that you wish to remove
and click the Remove button.

) & Import cAM
& & Export CRM

Assigned Numbers for this campaign

Closs

Tope a s teleghiore nussbes ard chk Add

=] ] Add

If the DDI that you enter has already been assigned to another callflow, a message
will inform you that the number is already used by another account/ campaign.

e

PhDesign

@) The number 302" is in use by account ‘Brigitte JanApr2016' (campaign
WY ‘DOITest). Click YES to reassign it to this campaign, NO to have the
number assigned te both campaigns.

¢ Click Yes, to re-assign the DDI to the current callflow, click No, to assign the
DDI to both campaigns, or Cancel the action.

If multiple DDIs are assigned to the one campaign, the associated callflow will pop to the
agent screen. If the same DDI is assigned to more than one campaign, agents need to
select the appropriate callflow from the list of available campaigns displayed.

The DDI number that you need to enter depends on the configuration of your telephony
system, so please ask your System administrator, or take a look at the document
‘Capturing DDI by Prompt control and Calculation’.
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