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All rights reserved

The contents of this documentation (and other documentation and training materials
provided), is the property of Noetica and is strictly confidential. You may not
reproduce any part of this document without the prior consent of Noetica.

We believe that the information in our documentation and training materials is
reliable, and we have taken much care in its preparation. However, we cannot accept
any responsibility, financial or otherwise, for any consequences (including loss of
profit, or indirect, special or consequential damages) arising from the use of this
material. There are no warranties that extend beyond the program specification.

You must exercise care to ensure that your use of the software is in full compliance
with laws, rules and regulations of the jurisdictions with respect to which it is used.

The information contained in this document may change. We may issue revisions
from time to time to advise of changes or additions. We operate a policy of constantly
improving and enhancing our application software. There is a possibility, therefore,
that the format of screen displays and printed output shown in this documentation
may differ slightly from that provided in the software. It is our policy to update this
documentation whenever a major release of software takes place.

Software Release Version 4.4

Document Version: 1.4

Last updated September 2016

Notes prepared by Brigitte Reimer

Synthesys is a registered trademark of Noetica.

Microsoft is a registered trademark and Windows is a trademark of the Microsoft
Corporation in the USA and other countries.

All other trademarks recognised.

© Copyright 2016 Noetica
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INTRODUCTION TO SYNTHESYS

Synthesys is a state of the art call centre application, which consists of a number of
complementary modules. These modules work in harmony to provide all the tools
you need to design and build callflows, handle calls, track and monitor call centre
activity and to maintain staff details of those using the Synthesys system. The latest
software design techniques have been used to produce an application that is easy to
use and flexible.

Designing Callflows and Taking Calls

Callflows, irrespective of their complexity, can be built quickly and easily using the
powerful Campaign Editor. Graphical representations, ActiveX controls and point
and click mouse operations are all used to build the callflows you need.

When callflows have been designed and tested, they are ready for use within your
call centre. The Agent module is then used to handle calls and you are skilfully
guided through the appropriate callflow for the campaign in question. Prompts at the
top of the screen provide dialogue to be spoken or supporting information to assist
during the course of the call. If the caller decides to select a different option in the
callflow, you can easily move backwards to any previous part of the callflow and
make the appropriate changes. Synthesys then guides you to the next logical part of
the callflow and no relevant data is lost.

Mid way through a call you can safely park the callflow and readily retrieve it at an
appropriate time with all the data intact. This is useful if a caller has to ring back with
further details. If required, calls can just as effortlessly be transferred to another
agent, complete with the callflow and all the details that have been collected. The
agent receiving the call that you have transferred simply carries on from where you
left off.

Attaching Outbound Campaigns

Preview and predictive outbound lists, as well as SMS and email Outbound lists can
be attached to any campaign, as long as the callflow has been assigned a CRM
(Customer Relationship Management).

You can set the date and time frame during which the call should be taken and
specify by which agents. The outbound call will then be placed in a queue according
to the priority assigned.

Outbound calls can be activated and deactivated at any time and account and
campaign details can be viewed whenever required.

Synthesys Callflow Design and Outbound 9
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Tracking Calls and Actions

When a call is completed, the details of that call are stored within the Call Tracker.
On completion calls can be automatically archived and closed or alternatively they
can be left active and requiring further action. This action might be to arrange for an
engineer to visit the caller on site.

Follow up actions can be assigned to certain conclusions within a callflow to drive the
actions that are prompted for within the Call Tracker. Call details, including a history
of any actions that have taken place, can be viewed at any time. In addition, calls that
have been allocated a particular status can be viewed, which is useful for
supervisors.

The Call Tracker is a useful tool for all members of the call centre. Agents can view a
summary of outstanding calls and the appropriate actions that should be taken, while
Supervisors can obtain an overall picture of calls and how they are being handled.

TACT or Synthesys Workflow

The Teams Augmented Call Tracker allows the filtering of active calls according to
teams so that agents will only handle calls from campaigns assigned to their team.

TACT is also the start to a workflow system as calls can be moved between teams
using the Pass to Team action. An agent taking an Inbound call can pass the
callflow containing all call details to the sales team, who can pass it to the accounts
department who in turn pass it on to be dispatched.

Reports and Campaign Management

In the Campaign Manager, accessed via the Reports module under the Setup
heading of the Synthesys main screen, you can rename and delete accounts &
campaigns, reset sessions, add and schedule reports, view report run histories and
delete reports and report schedules.

Reporting options are as flexible as other modules in the system. Various report
writers can be used to produce report formats, which can then be scheduled to run in
the Synthesys Campaign Manager. Reports can be pre-scheduled, ad hoc or
instantly generated and sent by e-mail, fax or modem to a designated printer or web
address.

Synthesys Callflow Design and Outbound 10
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Standard Synthesys Modules

Setup:

Manage:

Monitor:

Agent:

Campaigns: Provides access to the Campaign Editor, where you build
callflows to provide agents with all the necessary information to present a
professional and consistent approach to your customers when taking calls.
Using the graphical interface you can design and implement callflows with
the minimum of technical knowledge and experience.

Customer Relationship Management, which allows access to both
customer profiles and customer histories, providing the agent with the best
possible help in dealing with customers’ queries and requests.

The Call Tracker, which allows you to view the details of any call stored on
the Synthesys system. Follow up actions regarding a call can also be
recorded and an accurate call history maintained. Details recorded during
the original call can be modified if required.

Outbound: Allows you to attach Outbound Lists to any callflow containing
Customer Relationship Management and to place the customers to be
contacted by the agents into a call queue, specifying the date and time
frame during which the calls should be taken.

Reports: Provides access to the Campaign Manager, where you can
rename and delete accounts and campaigns set up in the Campaign
Editor and schedule the running of reports produced using a
recommended report writer. Reports can be based on any information
stored within the Synthesys system.

Personnel: Provides access to the Personnel Manager, which is used to
set up and maintain user information, including staff records, user groups,
user accounts. This module also controls user permissions that determine
the extent to which individuals can use the Synthesys system.

Teams: Provides access to the Team Manager, used to assign individual
agents to specific Inbound or Outbound lists, reflecting the skill level and
expertise of the agents.

Live Monitor: Provides real-time information of call centre activities. You
can view the current state of all live campaigns that are running and
observe individual agent activity within your call centre in real-time.

Reports: Provides access to the Report Viewer, where you can add and
view standard Synthesys reports or reports designed by your reporting
team.

Start Work: Used to run callflows that have been implemented within the
call centre. The callflow then guides your agents through each stage of
the call until the end is reached.
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CALLFLOW DESIGN

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 Construct web style context sensitive help pages, designed to provide
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 and Outbound 14
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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.

Select a Callflov [x]

Pleate select an exizling calflow of eick on the "New Calfiow” bulten Lo creste 3 new one:
| g

+ E AN Test Centre

+ E Arvalo BCA

B -

+ E BR Jub0d

+ E Brertfoid Dy Diocks

+ ﬁ Brigite Septembeilb

+ @ Brgitels
=
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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 and Outbound 17
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Setting Up A New Account

At the Select a Callflow screen:

e Click on __NewEalfon |4, display the New Callflow window.

MNew Callflow

Account:

[N | Moo iccot.. |
Prefis: Mame:

Directony:

Ao Archive [days) |3EI
Avto Purge [days] ISEI
QK I Cancel |

e Clickon to display the New Account window and enter the

details of the new account.

e 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.

New Account El
Account Name: | boetica Frefie |MCT

Address | Suites 45-47
The Hop Exchange
B3 24 Southwark. Street
Lahdan

Pasteode: |SET1TY
Telephone: | 00448450181070

Main Contact: | Brigitte Reimer
Other Contact: Telephone:
Faw |00442074034153)  eMal | officet®nostica.com

Wworld WWide Web: | www.noetica com

Account Manager: | brigitte reimer || Invaice |D:|MCT

QK l [ Cancel

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

Synthesys Callflow Design and Outbound 18
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Setting Up A New Campaign

Back in the New Callflow window:

e 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.
New Callflow X
Account:
INu:uetic:a j Mew Account.. I
Prefis; Mame:

|NT|: |n1 ITraining
Directon:
ISCfiplS\NTE\D‘I

Auto Archive [dayz] |3IJ
Auto Purge [days) ISEI

ok | 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 days 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.

:‘. EH& )¢ Noetica Test (NOE) - CRM ( - = x
- Califlow Editor style - @
r_,’ﬁ B> Test CallFlow @ Cop, Screen View g WT E [ subfiow < Assign DDI & Import CRM
B Gsae 4 Copy Global Blo. & Main Flo | J¥ New Conclusion ] Popup script & Export CRM
Open Paste it o Help | [Selfction| MNew | Decision CRM  Pesign

& Publish (b Insert Global Block e Return from Subflow | g Maintenance - able &2 More Tools ~

Callflow Editor Tools CRM

E meh

Design Area in Flow View.

The following sections describe each of the elements indicated above.
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THE TOOLBARS

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

e 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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e
ks

Noetica

[ 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 & &

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.
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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
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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
o -2X
ArR—— e X @
[ o Test CallFinm % I - e | =5 3 Subllow <% Assign DOI & Impon CAM
fi = L | % J £ I % B ¥ Mew Corission i Popup saript m @ & Eport CFM
pen ife - Help  [Selechion’  Mew ] v CEM Design
Ak Publish i Insen Glabal Edock Pages Sereen &b Maintenance - Tawle ¢ More Tools =
alllow Edior CRM
Request o

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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Represents
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Banchl

Wi e+ 0
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The start of a Callflow. It is automatically placed in the Design Area
when building a new callflow.

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.

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.)

A Popup script can be inserted into a current callflow. In the Agent view,
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 and Outbound 26



: Noetica

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 Tooglbar. Agent Prompt Box. Tools Toolbar with ActiveX controls.
i“ _r‘ (:J alfiows - ElectroBuy Version 2.0 Section: Details - PhDesign 7. " “.“
= | screen Edits sye - E @
""g?_kd }%l M5 Shos Serif ~l1z - | Ar |
v . e Bl UulEEZEE W
Edting
Can | take your name please? [} d 4 %E 61:‘ Q;y " dﬂ 3} ﬁ \.ﬁ 3
Selaction =Dtata- O:t_nr\s Massagng Fr\a'nﬂa\ T!\e:f'nny Cla[a'h& EEIi?‘FQ ]nteu{ﬂu:r CallTrackar Cus'[mv'
Tools
Trer | - |
First Mame: t
Surnarme: l
Addmssl
|
|
|
|
|
—
|Hnme :| Wiork, :
ScreeL 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.

i . 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:

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

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

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

e Adialog box is displayed prompting you to give the new screen a name.

Section Name |

Section Mame: ||

] I Cancel |

e 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:

e 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.
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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.
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View Toolbar

ab[i rid % ﬂ]
A2 Grid Settings

Flom

Help  Branding

View S2GrdSize = | 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.

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

Editing Toolbar

M5 Sans Serif

Option Description

B

Ic

.t

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

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.

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

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:
[}

Synthesys Controls Gallery.

Return to the Main Flow of the Campaign Editor.

Click on Maintenance on the Tools toolbar and select the Maintain

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

Synthesys Control Gallery Maintenance [=<]

Controls | Categories |

Highway PopupList Contal
L&PSSearch Contral

Micrasoft Ww/eb Erowser

Hostica Address Control
Hostica AFDAccountyalidation Contral
Hostica AFDAddress Cantrol
Mastica AutaCorrect Cantral
Mostica Blocking Control
Mostica CheckBox Control
Moetica ComboList Control
Mostica CRM MuliSsarch Control
Hostica CRb Property Control
Hostica CRM Rurner Cantrol
HMostica CRM Search Control
Mastica CAM Transker< Cortral
Mastica DAFApRE Cantrol
Mostica DAFRadio Control
Hostica Datacash Control
Hostica D ataviewsr Control
Hostica DateOfEith Control
Hostica D ateTimePicker Contral
Mostica DEReIT able Cortrol
Mastica DET able Contral
Maetica Discount Contral

| e PVl il b

=1 Froperties I
Add |
J Delete |

I

e 1

Cancel

To put existing controls under different category

wish to move.

headings:

Click the Categories tab at the top of the 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

Use the Add button to move the selected controls into the Category

Controls column on the right of the dialog.

Synthesys Control Gallery Maintenance [ ]

Cortrols  Categoriefoara Erery

=1

Sptions
Select category l

Available controls
Moetica Macro Cont 2

Moetica Media ConbySHstem
Moetica Mermo Control
Moetica MonthlyPayments Control

.........

Add CRM Search
DateOfBirth
Edit

Radio

Survey Radio
SymbolTable

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

Moetica Payment Control

Moetica Picturei Control

Moetica Pin Control

Moetica Poph'atch Control
Moetica Prompt Contral

Moetica RadinText Control
Moetica ReferenceMurnber Contral
Moetica Reschedule Contral
Moetica SchemeContact Control

Add Al

Remove

Remove
all

ica Telephone Control
Mioetica Text Conkrol

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
All button, to remove all controls.

[ o |

Cancel
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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:

¢ Inthe 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 ICategUries I
Highuwway PopupList Control ;I Properties I
LaPSSearch Control
Microsoft Web Browser
Moetica Address Control 1 Add l
Moetica AFDAccounty alidation Cor FHRRERN 1T gallery [ x]
Moetica AFDAddress Control
MNoetica Autol: t Control - -
Nomlea gutcCorel Sontel oo G T Cort =] [ Caees
Moetica CheckBox Contral Noe . DAFprd' En ol | D ata Entry
Moetica Combolizt Control oetica DAFH adio Cantral O Optiors
Moetica CRM kMultiSearch Control Noet!ca DailyRertal Contral P
MNaetica CRM Praperty Contral Moetica Datacash Control Messagin
perty ging

Moetica CRk Runner Contral Mo - :
Moetica CRM Search Control ) ate0fBirth Contral 0 Financia
Moetica CRM Transfeix Control ateTimePicker Contral O Telephany
:DEE!CG SQE;DI;E CE”“F' I Woetica DEReferenceMumber Control O Databaze

oetica Adio Lontno) Moetica DEReT able Contral S criptin
Moetica Datacash Contral Moetica DBT able Control 0 seip d
Mostica Dataiswer Control Mostica Dizcount Cortrl O Integration
Moetica DatsQBirth Control Moetica DoMotCall Contral [ CalTracker
Moetica DateTimePicker Control - "
Moetics DERelT bl Control Maoetics Edit Control O Custor
Meostica DET able Contral Moetica EditCale Contral

i i Noetica Enginesr Contral
Moetica Dizcount Caontrol !
hlmmtin = Pomh Lo =l enbeed Moetica Event Control
Maetica Exchange Diary Contral
[»Jloe_tica Eollow_upltiontrgl o j Add | Cancel

Select the required control and Category click on L2281 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.
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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

Moetica CRM Runner Contral
Delete |

Moetica CRM Search Control
Moetica CRM Tranzfer< Control
Moetica DAFAppt Contral
Moetica DAFF adio Control
Moetica D atacash 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 Control
Moetica Engineer Contral
Moetica Exchange Diary Control
Moetica Folowlp Contral
Moetica Foimatted Edit Control
Moetica Keyword Control LI

hlmmbim= | mbml T manbenl
Ok I Cancel |

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

Public properties for Noetica DateOfBirth Control EHE
Public | Length | Type | Name [ Persistert | Lo Ok
2 Property  Age hd
Cancel
2 Property  DateQfBirth ks anee
Property  alidD ate ke
[x] Froperty E!lthDa}' Y Hint :Each property or
[x] Property  Bithkonth hs method can be
[®] Property  BiithYear Y private, public o
[x] Property  Donty alidate hd public and insertable

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

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

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

Maxinmum field length

Enter the maximum field length For | 255
YalidDate
I Unlimited

Cancel |

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

e 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

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]

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

y FWw_BOLD, FW_THIM, FW_EXTRALIGHT, FW_ULTRALIGHT, Fw_EBOLD, FW_MNORMAL, FW_ELACK 2LC.
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)

H
[PhRUN]

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

[Label]
TextColour=120,140,250
Font=arial,18, FWw_Thin

Ki| H

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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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

L

&

(1

418 ap B

E;.

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.

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.

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.
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Used To
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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.

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.

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.

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.

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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Order is used for placing orders for multiple goods and services. Products
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.

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.

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

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.

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.

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
configurable buttons.

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.

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

AW

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.

Telephone is used to capture up to two telephone numbers.

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

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.

e 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.

Synthesys Callflow Design and Outbound 43



: Noetica

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

Eroperty I Sumame

= 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

e 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.

e 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 |

Synthesys Callflow Design and Outbound 48



.l Noetica
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 |

e 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.

¢ 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.

Check your calculation by
Calculation checked, and it seems to be OK CliCkiI’]g the CheCk |t
button.
« ] Lal il Next click OK to enter your

Check 1 substitution into the agent
dialogue box.

I

L=
: \: \_
8

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 I+ 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.

: Delete Branch

If Brochrs Add Condition

: If‘“ Enauiy Delete Candition|

odfe. Order

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.

Define Branching
= g e [ |
: Cancel |
E‘ Default
Mew Branch
lf Order
. Delete Branch |
El Brochure
8 #Add Candition |
B lf... Erachure
Delete Eundwllunl
E Enquiry
|

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.

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

Request Request.Request PersDret ails
|

Brachure

it

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.

- . BR July02 (BRI} - Product Order Line {01} Version 12.1 - PhDesign
e
.,_/ Callflows Editar

(=3 P Test CallFlow E% o% % | [T 5creen view % % E S subflow < Assign DDI
D Hsave it | |da) Main Flow: ¥ Mew Conclusion | [E| Popup script

Open Paste Cuk T Help |Selection||  Mew Decision

& Publish a = P Back to Subflow | <3k Maintenance ~
o TMain Flow 2985 i

Callflow Editor Tools

E PersInfo Retum
= g

Y &

£ £

To return from the subflow to the main flow, click the Main Flow E 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 e 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 | pack 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 | »
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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

[k
Gallery, and click the Copy Global Block L 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 ':E'
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 Go 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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POPUP SCRIPTS

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

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

Or
¢ Highlight the screen or subflow and use the Cut or Copy icons
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.

e 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

View Compulsory Properties

View Database Column Mames
Assign Searchable Properties
[Maintenance

Assign Help For this contral
Calculations 3

Rename Control

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.

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

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.

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.

Click on Import .PHT file.
A message will inform you that this will override the existing callflow.

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

Look i [ ST = &| @l s JEEL  1n 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)

¢ 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 .PHT a message will be displayed informing you
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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CUSTOMER RELATIONSHIP
MANAGEMENT

Customer Details

Take Calls | Custom  Help

e c;ﬂl @ b ] ) - b iz:rth % 2 Customer History

& Modify Detalls

2 -t 5 - - - = X
BR July03 - Product Order Line - Synthesys

s fHangup | 5
ﬁ ﬁg,ﬂqné

Abort | MNext  End Customer =
Details 9 X
Take Calls Customer Telephory

Good Afternoon May | take your surname please?

Customer ‘ —
Customer ID [not null] IAEORTJ =
Name
Title [oar
Firsthame IJue
sSurname IE[Dggs
Telephone [1234567830
Address
Line1 IAptﬂ

Customer Designer

Line2 12 Wwest Way Tree Propeities
Line: El-a New customer
Londan i) May | take your Customer Reference Number =
. ] @ lease?
Lined pl =
€] Moetica Name Control -]
Lines (€] Address
€] Moetica Telephone Control Strin
gsizz [0
Lines #1-{€] Mastica DatefBith Contral
- L0 Hew Defauilt
osiCode S ;I
Extended  |Mone |
[ | Editable I~ Can not be empty
New Ok | Cancel
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Introduction

The Customer Relationship Management module is designed to allow access to both
customer profiles and customer histories, providing the agent with the best possible
help in dealing with customers’ queries and requests.

Customer Relationship Management fully integrates with the other functions of
Synthesys and allows the agent to view data from a variety of sources.

To the agent the Customer Relationship Management module behaves like another
screen of the callflow. Within this screen the agent is able to search for existing
customers by entering any known details, such as a telephone number or a hame, or
simply the first letter of the surname in combination with wildcards (*).

Once the customer has been identified all information previously collected can be
accessed and will be available to the agent throughout the call. This can include the
customer’s personal details and previous contact with the company, as well as the
reasons for the call, i.e. brochure request, order or query etc. Agents can also attach
notes or documents with information relevant to a customer to a customer record.

In addition to searching for customer details and viewing a customer’s history agents
can create new customer records following prompts in much the same way, as they
would do in a normal callflow run.

Customer interactions can be tracked and viewed in both in-bound and out-bound
calls.
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ASSIGNING CRM

The CRM (Customer Relationship Management) contains the customer data and is
usually placed at the beginning of a callflow, directly behind the traffic light.

Select Campaigns under the Setup heading of the Synthesys main screen and open
the campaign for which you want to add the CRM.

¢ Inthe Campaign Editor, click your left mouse button on the CRM @ icon
on the CRM toolbar, to pick up the CRM.

e Place your cursor directly behind the traffic light and add the CRM to your
callflow with a click of the left mouse button.

o Enter a short descriptive name for the CRM.

Custarmer
& —
¢ Open the CRM screen view with a double click of the left mouse button.

e Enter a name for the CRMRunner control and click OK to add the control.

Mo control selected

Control Name

enter control name: ICHMHunner

Until you have created the CRM table in the controls Maintenance page, no
information will be displayed.

R B P o P PP PP
i
i

[ SRIRRERRAIRIRRTIRY SRTRRIRURURLAAKARAAAY. |

]
n;

See next page for designing the CRM table.
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Creating a new CRM Table

To open the CRM Designer dialog and to set up a new CRM table:

e Click on the Design Tableg«} icon on the CRM toolbar or right click on the
control and select Maintenance from the drop down menu.

e Select Customer Details on the left side and enter a unique prefix into the
Prefix window on the right. The prefix can contain up to 6 characters.

£ Customer Designer o [ 1

(L{Hi |
Enter your unique CRM

Customer is not represanted by any sxtemal table Prefix

Evtemal Tables,. |

Data Source: |

For external Data Source
option, see section ‘CRM
& External Database Link’.

Prefizes .. " Save As .. " Save || Cancel I

e Next, expand the ‘Tree’ structure, double click on New and create your
CRM table using the property types in the New... window.

BA Customer Designer ' = 22
==
=423 Customer Details
ﬁ;ﬁ Custarner 1D
[ New
.
New ... Ié]
Property type
= Text " MName ™ Enumeration
" Mumber " Telephone " DatedTime
" Yes/Mo € Contral " E-mail
" Group
Py l{ S
Toperty name 1ZE ,T
=1
‘TBHt 40 =1 Cancel
Savehs .. Save Cancel

To enable CTI Auto Search you must use the Noetica Telephone control or
Telephone field to capture the customer’s telephone number and the Email
field to capture the email address when using Email OB campaigns as part of
your recycling rules.

To display the customer’s name when parking/un-parking a call, you must
use the Noetica Name control or the Name field.
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Adding a Noetica Control to your CRM

: Noetica

In the Customer Designer, highlight New in the tree structure on the left-hand side to

display the ‘New’ window.

Select Control in the Property type section and from the list displayed

e Select the required Noetica control and click OK.

r

Mew ... @1
Froperty type
™ Teut " Name " Enumeration
" Mumber " Telephone " DatekTime
" Yes/No & Control " E-mail
" Group

Moetica CheckBox Control
Moetica D ate0fBith Contral
Moetica Address Contral
DBComboboxControl
Moetica Name Contral
Moetica Edit Cortral
Muoetica Referenceflumber Control
Moetica R adio Contral

Moetica Text Contral

Property name
perty ok
|Noet|c:a Address Control Cancel

%

The selected Noetica controls will now be displayed in the Customer Designer.

&Eustnmer Designer

= H

=l

=13 Customer Details
- fid] Customer ID
B Title

-- Firsth ame
-- Surname
Telephone
£ 2R

“.[8] PostCode
129 Mew ...

<

r— Control appearanc

dap | take pour addiess, pleasae

L« v

Addlessl

|
|
I
—

o

Cantrol Settings

Prefizes || Save Az

" Save I‘

Cancel

Remember to use the Telephone field or the Noetica Telephone control to
capture the customer’s telephone number and email address to facilitate

CTI Auto Search and emails as part of advanced recycling rules.

Use the Noetica Name control or the Name field, to display the customer’s
name when parking/un-parking a call.
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Editing Noetica Controls

To edit the properties of a Noetica control:

: Noetica

e Click on the Control Settings to open the Settings window.

e Toremove available DB properties, double click on the green tick in the
Name column of Available DB Properties, turning the tick into a red
Cross.

_ Selings =] E3

Awvailable DE Properties = Properties

ad Linea Linez . : Stiing = L SIS

af Linea Lines Sting ’I

2 Lines Stiing i —

in the Settings window.

To display the Properties window of a control, click the Properties button

In the Address Control Properties window adjust your Address control as required.

Moetica Address Control Properties

i
Shortk.ey Lookup

" Mone
7 Find Address

 Address With Ambiguities

" Postcoding
& Full Postcoding

required postcode format

& Always 1 space

 Alwayz 7 long

 Alwayz 8 long

o

Cancel

Appl

e Click OK to return to the Customer Designer window.
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Entering Agent Dialogue

To enter the agent dialogue for the individual controls:

e Select the relevant field on the left-hand side of the Customer Designer
window, i.e. Address.

e Type the appropriate prompt on the right-hand side: May | take your
address, please?

£ Customer Designer o i 5 |

= =

1423 Customer Details

[id] Customer ID [
Titls

Firsth ame
Sumame
Telephone Addrassl 4
I [EH Moetica Address Control

(8] Linet I
[ Line2 |
8] Line3 I
-8 Lined

-[8] Lines I
-[8] Linek I

[8] PaosiCode
[ Mew .. I

N i

Control Settings |

May | take your address, pleasae

L

i Control appearance

Prefises ... || Save Az .. " Save Il Cancel I

Saving the CRM Table

Having designed your table:
e Click SAVE, to publish your CRM table.

e Click Yes to the message Are you sure you want to modify customer
structure, if you have changed an existing CRM table

Saving a CRM Table under a new Prefix

Using the SAVE AS option, users can save an existing CRM under a new prefix, thus
creating a new CRM table.

This way, the CRM fields of the original prefix are retained, but without the
associated customer data.
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Properties: Settings & Customisation

To configure the appearance of the CRM table:

¢ Right click on the CRMRunner control and select Properties from the
drop down menu.

In Settings, your CRM prefix will be displayed automatically.

¢ Placing a tick into the available options ‘Search’, ‘Insert’, ‘Modify’ and
‘Results’ will enable the corresponding icons and allow agents access to
the associated information when taking live calls.

e Placing a tick against the fields in the CRM table under the specific
headings will display the information to the agents when taking live calls.

Properties x| =
{ Seitings I Search I Insert I tadify | Hesu\tsl Seltings  Search |Insert | Modllyl Hesultsl SearCh: Flelds enabled
Y == for customer search.
Useprefic  |NOTEST =l N b/ Cortonr 1D
[_g\j Title .
2t ome Insert: Fields enabled to
¥ Has Search buttan J Telephone entel’ new Customer
' HasNew.. buton B ) details.
¥ Has Modify . button %j Address3
¥ Has Details... buttan Addressd . .
i o 8 address Modify: Fields enabled
¥ Has Histons... buttan [ 81 Addressk X
[ Has Notes... button [£)/ FostCode for updating customer
records
Result: Fields displayed
Cancel 0| Cancel in the ambiguity list.

e Click OK to display your CRM.
o Enter the text for the CRM into the agent dialogue box.

e Return to the Flow View in the Campaign Editor and save and publish
your callflow, before taking a call in the Agent view.

Good <<Salutation>> May | take your surname please?

Customer |0 [nat nul] [

Marne
Title

Firsthame

Surname

Telephane

Address

Linet

Line2

Line3

Line4

Lines

Lines

PostCode

Synthesys Callflow Design and Outbound 77



.l Noetica
Viewing & Editing a CRM

To view or edit an existing Customer Relationship Management table:

e Double click on the CRM section in the Campaign Editor

e To add, edit or delete fields in the CRM table, right click on the CRM and
select Maintenance to open the Customer Designer

e To view or configure the settings in your CRM table, go to Properties,
where you need to tick any newly added fields to display them to the
agents when running a live call.

Good <<Salutation>> May | take your surname please?

Customer 1D [not null] I

Mame

Title

Firsthame

Surname I

Telephone Properties

Address

Delete

Hin=t I View Compulsary Properties

Linez I— Views Database Column Mames
Assign Searchable Properties

Line3 I Maintenance

Lined I— Assign I;.lelp Far this conkral
Calculations s

Lines I— Rename Conbrol

Linea I

PostCode I

Picking up an existing CRM Prefix
To reuse an existing CRM table prefix, together with all associated customer data:

e Pick up the CRM icon m from the CRM toolbar in the Campaign Editor.
e Place it into the callflow and give it a short descriptive name.

e Double click on the CRM section and add a name for the CRM Runner
control.

¢ Right click on the control, select Properties from the drop down menu

¢ Inthe Properties window select the required prefix from the drop down
window.

e Next, tick the CRM fields that should be displayed when taking calls.
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The CRM Control Gallery

Available Noetica controls can be activated or deactivated in the CRM Control
Gallery. Only controls that are activated can be added to the CRM table.

e Open the CRM Control Gallery via the More Tools option on the CRM
toolbar in the Campaign Editor.

The CRM Gallery window displays a list of available controls.

&ERM Gallery =]
— List of awailable controls——————————— B Control appearance

DBComboboxControl i . .

Noetica Address Control o I Wi I

Moetica AFDAddress Control
Noetica CheckBox Control
Noetica DateOfBirth Control
Noetica Edit Control

Moetica Media Contral || Reeeereceiis ittt eat e ceecceecei ettt eme ettt et eeei et ieesee
Noetica Name Control

Moetica Payment Contral

MNoetica Radio Control

Noetica ReferenceNumber Control

.Moetica Telephone Control 7 I I LI

Noetica Text Control

Available DB Properties |
|

Mame | Type
Mumberi Telephone
Mumber2 Telephone
‘ Specify property tipe I 'l
™ Force to appear as control at search mode
| Froperties | | Maintenance |
I oK I | Cancel |

To activate a Noetica control in the CRM:

¢ Double click on the desired control so that is displayed in Bold print and
then click OK.

e To remove the control again, double click on it once more.

To enable CTI Auto Search, the available DB properties for the Noetica
Telephone control are set to Telephone in the Type column.

To display the customer’s name when parking/un-parking a call, the available DB
property for the Noetica Name control is set to Name.
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CRM DATA IMPORT WIZARD

The CRM Import Wizard provides a step-by-step guide to importing your customer
records from a csv file.

Select Campaigns under the Setup heading of the Synthesys main screen and open
the campaign that contains the CRM to be used for the import.
¢ Inthe Campaign Editor click the Import CRM "'; icon on the CRM

toolbar.

e Locate and open the file with the relevant customer data via the Select
file to import customer data window.

e Click Next> in the introductory screen of the CRM Import Wizard to move
to the next window, to select the type of file that you wish to import.

To import a comma- separated file, select the comma as the ‘Field delimiter’.

CRM Import Wizard |

Select File Format Options
If your file contains column
headings, tick the ‘File contains
column headers’ box.

= File containg column headers [
Test sting identifier =
' Select the comma to import a
=l comma-separated (.csv) file.

Field deliriter:

A zelection of the data to be imported iz displayed below:

trs Freddy Fre. 121
3333,

Az

< Back I Mext > I Cancel I

In the next page of the Wizard:

e Select the CRM prefix to be used for the import from the drop down
menu, then click Next> to move to the next page of the Wizard

CRM Import Wizard x|

Select a Customer Prefix

ERTIE o

< Back I Mext > I Cancel
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In the Check the preview data window of the wizard you can preview your file
columns and database fields.

CRM Import Wizard

Check the preview data below
and uge the amow to move the order of the databaze fields if required

Columt headers or data:

D atabaze fields:

s -
Freddy Firstl ame
Fry Surname
1213333 Telephone
Linel
12'Wwest Way Line2
Battersea Lined
Nl Jid [ [
Freview of import file data:
brz Freddy F.. 1213333 12West Way Battersea M... M... London —
Mi John 5. 11133333 East Lane TowerHa.. M. IN Londil;‘
A 3

< Back I Mest > I

Cancel

Use the arrow tabs to move the
selected database fields up or
down to match the data columns

in your file with those in the CRM
control.

Place a tick into the box, if you are
importing customer data
containing customer ID’s.

In the Database Update Option window of the CRM Import Wizard you can choose
to import the customer data immediately or schedule a CRM data import at a later
stage in the Campaign Manager.

Importing CRM Data Immediately

To import the customer data immediately:

e Tick the Import Now option.

Databse update options

You must choose updale database rows or inseit iow between impoit process

x|

Do you wigh ta run the import now?

e

" Schedule later in Campaign Manager

< Back

I Hest > I

Cancel

¢ Click Next>to move to the last page of the CRM Import Wizard, which
provides a summary of all your selections.

e To import the customer data click Finish.

If you need to make any changes, click <Back until you reach the relevant window.
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Scheduling a CRM Data Import

If you wish to run the customer data import at a later stage:

e Select the option Schedule later in the Campaign Manager in the
Database Update Option window of the CRM Import Wizard.

¢ Make a note of the file path, as you need this, when scheduling the data
import in the Campaign Manager.

Databse update options x|

You must choose update database rows or insert row between import process

Do you wish ta run the impart now?

 Impatt now

i+ Schedule later in Campaign b anager

SOWLI2NSYMTHE S SR eportshCRM ;I
Schedules\BRLOAN/BRLOAN_Import1.cpf ;I

< Back I Ment > I Carcel I

e Click Next>to move to the last window of the CRM Import Wizard, which
provides a summary of all your selections and then click Finish.

Set-up in the Campaign Manager

CRM data imports can be scheduled in the Campaign Manager, which is accessed
via the Reports module under the Setup heading in the Synthesys main screen.

% Campaign Manager

o [m] 3|
File View Help
H < leBgo|o
@ il ccourts -
-G AMK American Express Report Properties
B G ASD Andrew
-3 BRI Brigite Exanples Report Mame [Scheduled CRM Import D | NONE
=) BRR Brigitte Report Comment [

B = gé Ezz :;ﬁbuaik Full Mame [WOWL3Z\S7NTHES T8 \Reports\CRM Seheduies\BRLOAN/BRLOAN_Import Select your campaign,
B 03 HelpDesk. Created Date [10/01/2008 Browse Reports C| |Ck Ad d Rep ort and
04 Ties Order
- F - H
o5 Vomchrbcpert Fepait Tool |CRM IMPORT Servi x| oimat [C5v | usi ng Browse
(B 06 Express Loan Printer/Esport File Name [e.g. %d%m%y for dated flenames
£ (3] ETT rigitte Data \\DWL3255YNTHESYS \Report=\CRM Schedules\BRLOAN/BRLOAN Import RepOftS, select the

1) CRU PellandBales

et Output Servicy H
i i . | File path for your
import.

#-{Jf) DTS DemonstrationandTrsiningScrip
5.5 GLA Ghil Paramster] |

B
B
B
E
E
E
() HDS HELPDESK Parameter2 |
B [ HIw Highway —
B
E
E
B
B
B
&

o ) IRL Isington IRL | Copy the file path into

0. (3] 3an Uparade test an08 Save Delete | Edit Feport

£ G LOY Loyaly the Printer/ Export

(] MSE Medses Estates

() mwr Matt F||e Name f|e|d

() MOE Noetica
+- {55 PAS Paul Shingles

i SV .
Ready [ [nom Y

e Ensure that the CRM Import Service option has been selected as the
Report Tool.

e Click Add Schedule to set up the frequency for your CRM data Import.
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CRM IMPORT LOG FILES

Stages of CRM Fast Import
CRM Fast Import, when importing data with customer ID, has the following stages:

Sorting stage.

At this stage the Import sorts all records in descending order, considering each
record as a whole string.

Bulk Copy stage or Initial Load stage

At this stage the Import detects that the table is empty and initially loads all the
records. Files without a primary key are handled at this stage as well.
Differentiating stage

At this stage the Import compares all records in the file with records in the table. It
skips records that are compared and selects records that are not compared. If a
record with a primary key exists it is added into filename.csv.update.txt file. If a
record with a primary key is absent it is added to filename.csv.insert.txt file.
Differentiate Bulk Copy stage or Insert stage

At this stage the Import handles filename.csv.insert.txt

Differentiate Update stage or Update stage

At this stage the Import handles filename.csv.update.txt

CRM Fast Import creates the following files:

In our example, we are importing customer data from a csv file called VoucherID.
When importing data with customer ID, the following Import files are created:

VoucherlD.log
The file VoucherlD.log contains summary information of the Import operation result
for the VoucherlD.csv'file. For example:

Customers Updated: O,

Customers Inserted: 30,

Customers Ignored: 0,

Customers Failed: 4,

Total Customers: 34,

Log File: C:\Documents and Settings\Brigitte\Desktop\Import\VoucherlID.log

VoucherlD.csv.sorted.txt
The file VoucherID.csv.sorted.txt contains all records of the ‘VoucherID.csv’ that you
were trying to import.

VoucherlID.csv.insert.txt
The file VoucherID.csv.insert.txt contains all new records to be inserted, i.e. data to
be added to an existing CRM.

VoucherID.csv.update.txt

The file VoucherID.csv.update.txt contains all existing CRM records that have been
updated.
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VoucherlD.csv.log.txt

The file VoucherID.csv.log.txt contains information about the reason why the failed
records of the ‘VoucherlD.csv'file could not be imported. In our example the data for
the CRM field PO18 (representing the postcode) was too long.

2005-04-25 11:02:25:; ----- Import started -----

2005-04-25 11:02:25: Sorting ...

2005-04-25 11:02:25: Sorted ...

2005-04-25 11:02:25: BulkCoping ...

2005-04-25 11:02:25: Dropping Keys ...

2005-04-25 11:02:25: Dropped Keys ...

Field P018 value (SW12 2 ER) is too long.

See C:\Documents and
Settings\Brigitte\Desktop\Import\VoucherID.csv.log.BulkCopy.txt for invalid lines

Field P018 value (BR12 2 ER) is too long.
See C:\Documents and
Settings\Brigitte\Desktop\Import\WVoucherID.csv.log.BulkCopy.txt for invalid lines

Field P018 value (SW12 2 ER) is too long.
See C:\Documents and
Settings\Brigitte\Desktop\Import\VoucherID.csv.log.BulkCopy.txt for invalid lines

Field PO18 value (SW12 2 ER) is too long.
See C:\Documents and
Settings\Brigitte\Desktop\Import\VoucherID.csv.log.BulkCopy.txt for invalid lines

2005-04-25 11:02:35: BulkCopied ...

2005-04-25 11:02:35: Creating Keys ...

2005-04-25 11:02:35: Created Keys ...

2005-04-25 11:02:35: ----- Import finished successfully -----

VoucherlD.csv.log.BulkCopy.txt

The file VoucherlID.csv.log.BulkCopy.txt. contains all failed records from the
‘VoucherID.csv’ that you were trying to import. You can use this file to correct the
records as required and then import them again.

VOUCIM_1,Mr,John,Smith,,001 234 4444 Flat 12 ,Kingston
Rd,Kingston,London,SW12 2 ER,John.Smith@samsons.com
VOUCIM_20,Mr,Justin,Seals,012 234 1111,001 234 3333,Flat 121 ,Beaver
Rd,,Bristol,BR12 2 ER,J.S@samsons.com
VOUCIM_27,Mr,Jeffry,Simons,012 010 4333,222 014 4333,Flat 123 ,Kingston
Rd,Kingston,London,SW12 2 ER,JS@samsons.com
VOUCIM_8,Mr,Jason,Smyth,012 234 4333,222 234 4333,Flat 123 ,Kingston
Rd,Kingston,London,SW12 2 ER,JS@samsons.com
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Differentiate.txt Files
The Differentiate.txt files are created when inserting new records or updating an

existing CRM. The examples below are again based on importing customer data
from a csv file called ‘VoucherID’.

VoucherlD.csv.log.Differentiate.txt

The VoucherID.csv.log.Differentiate.txt file contains records that failed when inserting
records or updating an existing CRM, for example because the Customer ID was
blank or the number of fields of the record were invalid.
VoucherlD.csv.log.DifferentiateUpdate.txt

The file VoucherlD.csv.log.DifferentiateUpdate.txt contains all records that failed
when updating an existing CRM. You can use this file to correct the records as
required and then import them again.
VoucherlD.csv.log.DifferentiateBulkCopy.txt

The file ‘VoucherlD.csv.log.DifferentiateBulkCopy.txt’ contains all records that failed

when inserting new records into an existing CRM. You can use this file to correct the
records as required and then import them again.
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CRM DATA EXPORT WIZARD

The CRM Export Wizard, which is accessed via the Campaigns module under the
Setup heading of the Synthesys main screen, provides a step-by-step guide to
exporting your customer records to a csv file.

In the Campaign Editor, select and open the campaign that contains the CRM to be
used for the export.

e Click the Export CRM m icon on the CRM toolbar.

e Inthe Select file to import customer data window select the path and
enter the file name for your customer data export.

e Select the CRM prefix for the customer data that you wish to export in the
Select a Customer Prefix window of the wizard.

CRM Export Wizard - |

Select a Customer Prefix

¢ Move to the Next> page of the CRM Export Wizard choose whether or not
to include column headings and to select the format for exporting the
customer data.

CRM Export Wizard x|

Select File Format Options

File containg colurmn headers [~
Text string identifier: I" -
=

Field delimiter:

¢ Back I Mest > I Cancel

The last window of the CRM Export Wizard provides a summary of your selections.

Click Finish to export the customer data or Back if you need to make any changes.
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CRM DATA UPDATE, USING THE EXPORT WIZARD

The Synthesys Export Wizard allows data from a Synthesys call to be formatted as
necessary and exported to an external data source, for example, a database table or
as a comma separated file.

The Synthesys Export Wizard can also be used to update a CRM, with data collected
during a call. The wizard generates a file, which is then used to reproduce the export
as many times as required in much the same way as reports are generated.

The Synthesys Export Wizard is available from the Campaign Manager, which is

opened by clicking on Reports under the Setup heading of the Synthesys main
screen.

Setting up a CRM Update

To update CRM data using the Synthesys Export Wizard the following steps are
required:

¢ Inthe Campaign Editor add the required fields to your CRM, so that the
information can be entered and updated when the Export is run.

e Before creating the Export, make a note of your CRM Prefix and the CRM
section name.

¢ In SQL- Phoenix, check the CRM column names and associated codes of
the fields that you wish to update (i.e. Log Number = P017).

¢ Inthe Reports module under the Setup heading of the Synthesys main

screen set your export using the Export Wizard in the Campaign
Manager.

For more detailed information about creating Exports, please refer to the notes on the
Export Wizard in the Creating & Managing Reports section.
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CRM & EXTERNAL DATABASE LINK

The CRM can be linked to external database tables using the Data Source option in
the right-hand window of the Customer Designer.

To use the External Data Source option, a DSN name needs to be set up
on the server and Noetica will need to add an entry to the CCS_Interfaces
table, with the Interface Alias being unique.

The CRM has ‘read only’ access to the external tables and therefore
records cannot be modified, added or deleted from the mapped customer.

&Euston‘ler Designer ;lglél
Propertiez

Prefi
[ AHA |

Cuztomer iz not reprezented by any external table.

External Tables..

Data Source:

Frefises ... || Saveds .. Save || Cancel
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Selecting External Data Sources

e Click the Data Source button to display the available DB source or a list of
available DB sources if more than one external source exists.

'+ Customer Designer 1 [ |
Tree Fropetties
E--a_ Customer Datails :

ol Custorner ID Prefi

L[ New &HA, |

Customer is not 1epresantad by any sxteinal table
Exieirial Tables...
Data Source
Prefixes Il Save fis Save | Cancel

On selecting the required DB source, the External Tables button will be enabled.

#= Customer Designer —[olx]

Ties Properties

B3 Customer Detals s
il CustomerID Pafi
S Mew. ‘ [enel ‘

Customer s nat represented by any extemal table.

Extemnal Tables |

<CCS_COM_MSS0Ls |

External Tables

Saveds .. Save | Cancel

Prefises . |

o Click the External Tables button to open the Select Table dialog.

¢ Locate the desired table from the drop down list and click Select.

Select Table x|

= jjl et | — | Select the desired

table from the list of

I (B ank_ DET able

DE name | DB type | DB size | CRM name | cRMtpe | all available tables

AccountMme varchar a0 Mone String

AccountMo varchar A0 Mone String

BankMNme warchar ] Mone String The SeleCted table

Branch warchar 50 Mone String

D it 4 Mane Murmerical now represents your

SortCode warchar A0 Mone String H

TheatrelD itk 4 Mane Murnerical Main Customer
table.
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Binding Customer ID to External Table Column

To start up the Bind Customer ID dialog:

Select Customer ID in the CRM Design table and click the Bind to table
column button on the right hand side.

In the Bind Customer ID window, select the column to be handled as
Customer ID.

#- Customer Designer: s I i [
Tree Properties
-4 Custorner Dstails
il Customer 1D |
[ MNew.. @ =

In our example, we
have linked

| Please assign Customer |0 to & calumin

able column
3 b
Bind Customer 1D x| Customer ID to the ‘ID
column in our DB table.
DE name | DE tpe | DB si.. [ CRMname [chMuwpe [ =]
x AccountMNo warchar a0 Maone String
3 BarkNme warchar 50 None String
3¢ Branch warchar 50 None String
3¢ cuap varchar 50 Mone Shring
x int 4 Mane Murnerical
[V I b [ R T P =
Adiust CAM Type [Numencal =]
CRitd Property Nan
[.D e | =

Adding Properties

Tree

To add a table property to your CRM double click New.. in the Tree of the
Customer Designer.

From the table displayed, select the required column (‘DB name’ column)
and click OK or simply double click on the property name.

Use the CRM Property Name field to define a different name for the
column in the CRM tree.

Adjust the CRM Type as required, i.e. select ‘Telephone’ for a telephone
number

#- Customer Designer = I =i S

Propetties

=123 Custorner Details

i) 1D
[#] Accountme
[#] Accountto
[#] BarkNme
[#] Branch
il
I Insert Group
DE name [ OB type [ DB si.. | CRMname [ cRMuwpe [ <]
af Accountio warchar 50 Accountto String
g BankNme warchar 50 BankNme String
g Branch warchar 50 Branch String
af D int 4 D Hurnerical
3 soitcode warchar 50 Mone Shing
L NN [P [T =
Adust CAM Type [Swing =]
CRM Property Mam
S ortCode reset I | 0K I Cancel I
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Adding a Group
To add a group table:

e Double click New.. in the CRM Design Table.

e Tick Insert Group in the window now displayed, enter a CRM Property
name and click OK.

x|
IV Inzert Group
DB name |_DE type | DEsi.. | CRM name | cAMipe [«
V AccountMNme warchar 50 Accountt me String
V AccountMao wvarchar 50 Accountho String
V BankMNme varchar i} BankMNme String
V Branch warchar 50 Branch String E
& 1D int 4 I Numerical
-‘ [T o P PP R [=p] [N s [ P hd
Adust CRHM Type. [Mumerical =
— CRM Property Mame
rplayreh Teset | Ok, I Cancel |

Selecting External Data Sources for a Group

On selecting the group item you will see three buttons in the properties window on
the right: External Tables, Main Table Link and Depending Table Link.

e Click the External Tables button on the right hand side to open the
Select Table Dialog and select the desired table.

Tables already used will no longer appear in the list.

&Eustomer Designer =100 =]
Tree Properties

- D —
g Accounttme Extemnal T ables Move

= % g\ccznntNo b ain T able Link Mone
: ankNme:
. Depending T able Link None

Prefites ... Il Save Az .. I Save Il Cancel
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Binding a Group

The Main Customer table or subsequent parent group table now need to be linked to
the newly added tables.

Click Main Table Link to select a binding column in the Main Customer
table

Click Depending Table Link to select a binding column in the newly
added table.

Before releasing your CRM table, check that you have created a link
for the Customer ID, the Main Table and subsequent Group tables.

Settings & Customisation

Having created and released your CRM table:

Go to Properties of the CRM.

In Settings select your CRM prefix, if not displayed automatically and tick
the Tab headings that should be displayed in ‘Take Calls'.

Use the Search, Insert, Modify and Result buttons respectively and tick
the fields in the CRM table that you wish to display to the agent in ‘Take
Calls'.

The New and Modify buttons are disabled, as the CRM has read only
access to the external tables.

Records cannot be modified, added or deleted from the mapped customer.
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CRM MAINTENANCE

Selected CRM history events and unused CRM prefixes can be deleted in the
Campaign Editor, which is opened selecting Campaigns under the Setup heading of
the Synthesys main screen.

CRM History Cleanup

To clean up CRM history events open a campaign and in the Campaign Editor:
¢ Expand the More Tools P option of the CRM toolbar.

)

e Click the History Cleanup icon.

In the CRM History Cleanup dialog select the CRM prefixes, the date range and the
specific history events that you wish to delete.

&; CRM History CleanUp - x|
Prefix
2] Apamz [ZJetoo 2] seE Cler
] AJTEN "l Bzrros [l BFILEZ "l er708
(2] AITENZ Clezzrs [Clersar [ )
7] AITENE Ol eaor [l Baaasz [Tl BRETST
] anT Clecad ] BHELP1 [Tl BRFILE
7] &PPLE [Clecadt [l e1aFsg [Tl BRFLAT
] auto ClecrM [Tl enasgr [Tl BRFsGI
5] auTtoz [l BCRMIM ClsoB BRIET
0 e i
After Before
||7 August 09, 2006 06:06 j ||7 August 10, 2006 06:06 j
Event Types
D Bulk OB D Customer Details Altered D Mate
D CallDeleted D Customer Structure Altered D OJB Call
EI CallQusued Ij Customer Structure Created EI OB Call Failed
D CalRescheduled D Dacurnent E] OBManager Chang
D Callscheduled D I/B Call E] Ophssigned
D Callslept I/B Call Failed E] Predictive Dialler
D Callunslept D Import Customer E] Runner Dial
] Customer Deleted [=] Mew Customer Created [T 561 Queue Result
4 | |
Delete Events I Cancel I

Prefix In the CRM History Cleanup dialog tick the CRM prefixes for the history
events to be deleted.

After / Before Select the date range (After — Before) for the history events to be
deleted.

Event Types Tick each event that you want to delete from the history of the selected
CRM prefixes.

Clicking the Delete Events button will delete the selected history events. Clicking
Cancel will close the CRM History Cleanup dialog without deleting history events.
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CRM Delete Prefix

To delete CRM prefixes:

e
ks

Noetica

e Expand the More Tools P option of the CRM toolbar in the Campaign

Editor.

e Click the Delete Prefixes [& icon.

In the CRM Delete Prefix dialog place a tick into any of the check boxes next to the

CRM prefixes that you wish to delete.

ﬂi CRM Delete Prefixes x|

Select CRM Prefix(es)

ClaprLE Clersar [C1BRzZS [
Clauto [ Ba3332 [T BrIMP [ClBTwe i
Clauros [Tl BHELPL [C1BraaM1 [Clcimis [
[Cleto0 [Tl BaaFso [Tl BRIaNz [Tl czo59 i
[ClBzr708 Cleasqr 7] BRMAME [T czoses [
[Cle3z7s [l sos 7] BRMoE [Tl czo50e i
ClBacr Cler [ClBrRscHE [T czosaw [
Clecas %) Er70E BRTIE 2307 [
Clecmat CleroTq [ClerTIES Ecaa?u [
Flecrm [T ereTsT %) przz1 [T cora [
[ClBcrmIm [Tl BRFILE [Clerz2z [Clcant [
[Tleee [T ERFLAT [T erzza [Cleatnt [
[C1BFILEZ [Tl BRFSGI [Tl erz24 [Tl cadac4q [
N | E— 5

Delete PreFix(es)I

Cancel |

e Click the Delete Prefix(es) button, to delete the selected CRM prefixes.

e Click Cancel, to close the CRM Delete Prefixes dialog, without deleting

the selected CRM prefixes.

CRM prefixes that are still used in a campaign can’t be deleted.

A message will be displayed informing you that the CRM must be
removed from the campaign first, before you can delete the prefix.
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TAKING A TEST CALLS ON THE CRM

Use the TestCallflow > icon to run a test call in the Campaign editor.

The CRM will be displayed together with the appropriate Agent dialogue. The exact
appearance of the control will depend on how the CRM has been configured.

=) ' i BR Juhy09 - Product Order Line - Synthesys -
A - e Syle -~ @

=N @ DI ssarch | (). | @ Custormer Hetory ‘9 5 ﬁ Ve
™ !‘ l> B3 e ﬁ D Modify Detals % -
open Loy otas c M o cal

Abort | Next  End ustome
Details 4d 1o Cust
Take Calls Customer

il
fary | ¢

Good Afternoon May | take your surname please?

Customer |

Name

Customer 1D [not null] IAEORTJI

Title
Firsthame
Surnarne

Telephone

Address

[aar

[a0e

[Bloges

[1z34567850

Line1
Line2
Lined
Line4
Lines
Lines

PostCode

[apt 11

[12 wiest way

[London

[sw1

Any of the options below that have been ticked in the CRM Properties page can be
accessed via the corresponding icons:

Option Used To

Search. Enables the search for existing customer details.
New. Add a new customer.

Modify. Allows the modification of existing customer details.
Details. Display customer details.

Notes. Display and add information related to the customer.

PO E R

History. Access information of a customer’s previous contact with the
company and attach notes and documents associated with the selected
customer

Please see next page for more information about attaching notes and documents.
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Attaching Notes to a CRM Record

In some cases callflow designers may wish to attach notes or documents to a
selected customer’s CRM history, which than can be accessed and edited by agents
when running a live call.

-
e To attach a note, click the Notes #&# icon on the Customer toolbar in the

agent view.

¢ Inthe History Notes dialog subsequently displayed click on Create Note,
to enable the text box.

Name |

it o T 1]

surname W Date ‘Tw‘me ‘Dperator Note ‘
Address

Linet 10 Richmond -

Line2 Luton

Line3 lr

PostCode W
Telephone

Humbert li
CheckBox

Choicestade ledi

I~ wordwrep

e Add the note associated with the selected customer into the text box and
then click the Save Note button to display the note.

hame ‘

Title lPrufi History Notes [ELECT:ELECT_1] [_ O[]
Surname lm Date Time  |Operator |Mote
address 06/08/2009 |18:18:46 |Brigitte |Important Note associated with the
Linet m selected customer
Line2 IF
Line3 IF
PostCode W
Telephone
Hurnber1 li
CheckBox
Choicestade lGold—

Create Note ...

If auto pop notes are enabled, the CRM notes page will open automatically
together with the CRM customer record, when running a live call.

To open a note manually, click on the CRM Notes icon on the Customer
toolbar.
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Attaching a Document to a CRM Record

To attach a document, click on the History 2"' icon and then the ‘Attach..’ tab.

In the Open File dialogue, you can browse for the document to attach to the
customer’s record.

The document that you wish to attach has to be accessible on a
Network Shared Directory.

C 4" BR JulyD3 - Product Order Line - Syrthesys = x
B ToheCals | Custom  Heb Style + @)
= |

Q b om

Log  Abort | Mext  End
e

Take Cals

Good Afternoon May | take your surname please?

Custamer | qp
Custormer 1D [nat null] [4poRT_4 El
Name

Title o
FirstName [oos
TE\::I:::Z‘E % & History for the customer BRTIES_2 [BRTIES] 3 =10
Adﬁj ,— Evwent | Event .. | Event .. | [Operat... |Account..| Campa.. |DEEamJ
Lo ,% Blvpot. 28012 Inseted
Line? o | !EaIIQ. 002, Cal1ed..  Brgite
Lined — ;CJUE Cal 30/01/2.. Brochue  Brigite
Lines ,— ;CJUE Cal 30/01/2.. Enquiy Brigitte
(ifts —— <18 Cal 30/01/2.. Oider Brigitte
Postcade Fwr ;CJUE Cal 30/01/2.. Oider Brigitte
o OBMa... 30/01/2.. Cal189.. Brigite
;¢D!E C.. 02/02/2.. Enquiy  Brigitte

P Note 02022 MNate  Brigite
(% OBMa.. 02/02/2.. Cal1€9.. Bigite
@Docu.. 02/02/2.. Tiesdls  Brigite

Attach... Filters»

To read a note or to view the content of an attached document in the CRM History
window, select and double click on the associated ‘note’ or ‘document’ icon.
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THE CALL TRACKER
Synthesys Workflow

B Synthesys Call Tra |
File Edit View Help {
: |
S md XS B2 %R @ T K |
Status | Customer | Time/Date | Call Result | + | Customer |Status| gfﬁcel Conclusion -
@K - TESTP..,  28/05/2014 ... Moorland C...
@IV - TestPOP 12/06/2014 ...  Daytirne Co... Customer ID | [samest_z3 |
& Brigitte Feb...  10/07/2014 ...  Finish : _ £
@Erigitte Feb...  10/07/2014 ..  SumameS FEiins | [cnris |
@jaros - pop...  21/07/2014 ... Finish e I [Brunnel |
@iaros - pop...  20/08/2014 ...  Finish
@Fahad - crm... 12/09/2014 ... Finish Telephone | [112 555 6774 |
@Fahad - crm... 16/09/2014 ... Finish
Postcod
@BR AugSept.. 17/09/2014 .. Rotas osteode | [£3 |
@BR AugSept.. 17/09/2014 .. NewRota E WeekNum | [ |
@ Fahad - digitest 07/10/2014 ... Finish
@FahadTest - ... 13/10/2014 ... Finish i
@FahadTest- .. 14/10/2014 .. Finish | ] | b
@ FahadTest - ... 15,’10,:2014 anFh Action | Time I Operator Event
g'zahf - Eggségﬂ E”?‘: 13/01/20151...  brigitte reimer _ Script Run - L.
oe fest - C... 194 i L o $%l3/01/20151... brigittereimer  Local: Contac...
@coeTest- C.. 22/12/2014 ... Finish ZoT ,
PR Augiept o /01005 (oot ] o $%l3/01/20151... brigittereimer  Local: Contac...
%BR UQEPt 112015 CIIO L M §%13/01/20151... brigitte reimer  Local: Contac..,
ugsept.. 13/0L alkiut K F%13/01/20151... brigittereimer  Local Contac...
@ER AugSept.. 13/01/2015.. CallOut
@ BR AugSept ... 13/01/2015.. CallOut %
goep
|[Done [ [ |ACTIVE | | I |
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Introduction

The essence of call tracking is to allow existing data on the database to be retrieved,
viewed and amended if and when necessary. Once a call has been taken in the
Agent Workstation, what happens to it next depends on the type of call.

Some calls that are handled may just need reports produced about them, whereas
other calls may require further action to be taken. Such actions may include
contacting an engineer to go out on a site visit, or requesting a Help Desk Specialist
to take over the call to solve an outstanding support problem.

The Call Tracker is used to follow up and monitor calls that have been taken. Viewing
the details of outstanding calls, call centre supervisors can allocate appropriate staff
to deal with the problems reported, for example sending out technical specialists.

Call Tracker and On-site Service Calls

The Call Tracker facilitates the handling of a sequence of actions that are required to
complete and clear a call. For example, a customer may place a call for an engineer
to come out on site. Before this call can be cleared, a series of actions must take
place, such as:

o Page the engineer.
e Pass call details to the engineer.

¢ Wait for the engineer to confirm that the call has been cleared.

The Call Tracker provides you with intelligent advice regarding the next appropriate
action(s) to handle each situation effectively. Each stage in the sequence of events is
under the control of Synthesys, prompting you at the appropriate time with the next
course of action and a choice of alternatives.

At all times you take the final decision as to whether to accept the preferred option, or
choose one of the alternatives. For example, if the engineer is paged, but does not
respond within a predefined time, Synthesys will advise you of the next course of
action. This may be to simply page the engineer again, or to escalate the call to the
engineer's manager.
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Call Tracker and Outstanding Help Desk Calls

The Call Tracker provides an instant view of all active calls and therefore aids the
deployment of specialist staff to resolve outstanding issues.

If, after working through a callflow, you are unable to resolve the caller’s problem, the
call remains active on the system. This outstanding call can be viewed and retrieved
by a specialist, who can view the history of any actions taken and rerun the original
callflow to view the answers that were provided by the caller.

Every action is logged on the system and is stored against the call record. This call
history can be viewed at any time allowing anyone to be able to progress the call
effectively. For example, should a customer telephone to see if an engineer is being
sent out on site, you could access the call details, view the call history and offer an
appropriate response.

TACT and Synthesys Workflow

The Teams Augmented Call Tracker provides the functionality of filtering active calls
according to teams. Agents thus will only handle calls from campaigns assigned to
their team.

TACT is also the start to a workflow system as calls can be moved between teams
using the ‘Pass to Team’ action. An agent taking an Inbound call can pass the
callflow containing all call details to the sales team, who can pass it to the accounts
department who in turn pass it on, to be dispatched.

Unified Messaging Service (UMS)

The Unified Messaging Service (UMS) allows agents to automatically send a
message to several customers by various methods, for example via pager, fax, SMS
and e-mail.

The UMS can be set up as part of the Callflow, in which case the messages will be
send to customers listed in an address book on completion of taking a call or
alternatively UMS can be used in the Call Tracker, sending messages to customers
using the address book or sending Instant Messages to persons not included in the
address book.

To set up the UMS, we use two ActiveX controls, one control contains the message

text box and the other maintains the UMS address books. Additional services in the
Synthesys Control Programme facilitate each required method of messaging.
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QUICK REFERENCE GUIDE

A call can be in any one of five states: Active, Inactive, Archive, Testing or Discarded.

Active:

Inactive:

Archived:

Testing:

Discarded:

Calls that require action in the Call Tracker before the call can be
cleared.

Calls that have been completed (i.e. all relevant actions have been
finalised). They are no longer active, yet the call has not been
archived.

Calls that have been taken and need no further actions.

Calls that have been completed as test calls.

Calls that are marked as discarded (deleted) in the database.

Call tracking allows existing data on the database to be retrieved, viewed and
amended if and when necessary. The Call Tracker can be used by Agents to follow
up and monitor calls that have been taken.

Calls taken on Synthesys fall into two categories: ‘Finalized’ calls (i.e. Archived calls)
just need reports processed about them and ‘Follow-up’ calls (i.e. Active calls), which
require the agent to take further actions, for example, paging an engineer or
contacting a doctor in an emergency.

Synthesys uses the theatre metaphor for the Call Tracker.

Rota:

Actor:

Role:

Theatre:

Synthesys Callflow Design and Outbound

Company employee work roster.
The different individual employee’s within a firm/company.

The positions of employment held by certain individuals within a
company. Every actor must be assigned a role.

A branch/area office. A Company may have several of Theatres, for
example different area offices, all of which need to be incorporated
into the follow-up Callflow. Every branch will have different rotas,
actors and roles.

Theatres can only be used in conjunction with either the DB Table
control or the Theatre Allocation control.
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SETTING UP FOLLOW-UP PROCEDURES

This section will guide you through the process of setting up a Follow-up Callflow
and creating escalation procedures, adding employees, their position in the
company, contact numbers and work rosters.

To set up the Follow-up Procedure:

e Go to Campaigns under the Setup heading of the Synthesys main screen
and open the callflow to be used for the escalation procedure.

e Double-click the chequered flag Finish to open the Conclusion window.

¢ Change the default Call Status from Archive to Active to activate the
Follow-up Procedure dialog.

¢ Click the New button and enter a descriptive name in the dialog displayed.

Click Ney and enter a name Select the relevant team(s) if you wish the
for the Follqw-up Procedure in the calls to be handled by specific agents only.

window disp
x|
Call Besult; |foiu:e Haurs j [+ 2llow Operatar Comments
Signoff Test: [Thank you for callinﬁdbye.
LCall Status I —
" Achive " Cleared [Inactive] % .% | Available: S elactad:
Fallow-up Procedure AN 4: SALES TEAM > |

5 CTI Test

7. Sandee Clientz —<|
9 TELEMARKETII

ALL

N
Procedure : ILIFT SERVICE j Editl ﬂewl

Iitial Pricrity :INormal J

ok I Cancel |

The Teams and the agents belonging tola team need
to be set up in the Synthesys Teams module.

Next you need to create Rota Tables, so that you can set up the work roster for the
employees of the Lift Repair Service.
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Creating or Selecting Rota Tables

The window now displayed shows the name that was entered for the follow-up
procedure, in our example LIFT SERVICE - Callflow Editor.

LIFT SERVICE - Callflow Editor, E\

Rotas

Rotas inuse: SLS

Set Rota Prefix
Botas

Hew Action
Edit Action
Cloze

e Click the Set Rota Prefix button to display the Rota Picker window.
e The drop down menu contains a list of existing Rota prefixes.

e To add a new rota prefix, click the Add New Rota button.

Rota picker
Existing =&t of rotas and its description——————————————————
Edit Rota |
Add Mew Rota

oo __|

¢ Into the Edit/ Add Rota dialog, enter a Rota prefix/ hame containing up to
5 characters, beginning with a letter.

e Add a brief description, i.e. the name of the account for the Rota detalils.

Edit / Add Rota (X
Prefis 5LS

Dezcription |F|ntas for Lift Repair Service

ak. | Cancel |

Click OK to return to the Rota Picker window. Wait for your details to appear and
click OK to return to the LIFT SERVICE follow up window to enter contact details.
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Entering Contact Details

In the LIFT SERVICE follow up window, click the Rotas button to open the Rota
Details window.

e Click the Add Actor button, to add the names of the employees, leaving
the Contact field blank.

¢ Next, select Add Role to add the employee’s position in the company, for
example Engineerl, Engineer2 and Manager and click OK.

Rota Details ﬁl

Theatre [area or branch)

Diefault - Add Theatre

Edit Theatre Delete Theate

Ruoles

Engineerl

Add Actor
I.P.Andovn M

Contacts

New Rota Details

Delete Act Rota Assignment : E.L.Evator is Engineerl
Cancel

Fotas

From Until
S Tuck is I anager Fram M

g [How] [Indefinitely

o Mow & |ndefinitely

" Today [5aturday] ™ Today [Saturday]

" Tomorow (Sunday) " Tomomow [Sunday]

" Monday " Thursday " Monday " Thursday

" Tuesday ™ Friday " Tuesday " Fnday

 ‘wednesday  © Saturday " Wednesday ¢~ Saturday

Now assign each employee/ actor a role and work rosters:

e Select an employee, i.e. S.Tuck from the Actor section and a role, i.e.
Manager from the Role section.

e Click the Assign button now activated to open the New Rota Details
window.

e Assign the rota from From Now to Indefinitely and click OK.

e The information S. Tuck is Manager From Now to Indefinitely has been
entered in the Rotas section.

e Assign the other two employees the role of Engineerl and Engineer2, also

from ‘Now to Indefinitely.

Next, allocate the contact numbers for the individual actors.
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Firstly, we assign the contact numbers for the manager:

e Select the manager S.Tuck in the Actors section.
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e Click the Contacts button to open the Contacts For dialogue and New to
open the Contact Details window.

Rota Details

Theatre [area or branch)]

Default ht

Actarz

Fiotas

Add Theatie

Edit Theatre

X

Delete Theatre

Add Actar
Edit &ctar

Contacts

Delete Actar

Roles

Enginger]

Engineer2
I anager

Contacts For Harry

S Tuck iz

anager

From Mo

Priority 1 - 2323232323 - Mobile - Mow to Indefinitely, valid 00:00-23.59

Contact Details Harry

Pricrity
" Mane | v 2

Tvpe of contact |Dutb0und call - Local

Paging Service |

Mumber |2233445588

Description (29, [Office
home number)
“Yalid From From Mow to Indefinitely

QK. to call from :
[24 Hr Clock)

i |

W:,ﬁ to:lﬁ;,ﬁ

LChange...

Cancel |

e Select Priority 1 and from the Type of contact pull down list select
outbound call — Mobile.

e Enter a telephone number for the manager S Tuck into the Number field

e Enter a description for the number, i.e. Mobile into the Description box and

click OK to return to the Contacts For dialogue box.

e Click the New button again to add a second telephone number for the
Manager S Tuck, this time selecting Priority 2 and click OK.

Next, repeat the above steps to add the numbers for the engineers, their first contact
being the mobile, the second t a local call to the office, as specified on the next page.

Close the Rota Details window when all numbers have been added.

Synthesys Callflow Design and Outbound
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Setting up Escalation Procedures

We now have to set up the Follow-up procedures as requested. If there is no
response to the first specified action, the priority of the call must increase and further
actions are to be added:

1. Phone the mobile number of the duty engineer
2. Wait for 10 minutes

3. Try the duty engineer on the office number

4. Raise the priority to ‘Priority’

5. Repeat the above steps for engineer2

6. Raise the priority to ‘Urgent’

7. Contact Mr Tuck, the Manager

The sequence of these contacts is defined by the client and can vary week by week,
as the rotas of employee’s change.
To assign the call out procedure, use the Contact(1), Contact(2) and Contact(3)

options to enable the Call Tracker to determine the actor contact to use depending
upon priority and time band.

Escalation Procedures: Engineerl
Select New Action at the Follow-up Callflow Editor Window.

e Inthe Choose the Type of New Action window select 0c:antacn;1;| from
the list and click OK.

LIET SERVICE - Callflow Editor f‘5__<|

Rotaz

Fotas inuse: SLS

Set Rota Prefis |

Rotaz |

MNew Action |

Edit Action |

LCloze |
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e Select Engineerl from the drop down menu and click the Insert button to
move <<Engineerl>> in the Person to call section

e Tick Remind me again after and select 10 minutes from the drop down
menu and click OK. Ignore the ‘Change priority’ check box for now

Edit Action

X

0 |Contact[1 ]

Person ta Call. Hint : Either type in a name, or select from the available roles

<<Engineer:>

Inzert |

Engineer] -
And then...

v Remind me again after - 10 Minutes

Buotas... |

v Change priority to

Cancel

¢ Inthe Follow-up Callflow Editor window Contact (1) Engineerl>>, hold for

10 minutes appears.

e Select @Cnmamm

the top section of the window.

<Engineer1>>’ and drag and drop the action into

The Call Tracker now knows that you wish to contact Engineerl on his first contact
number and the information has been added to the callflow.

LIFT SERVICE - Callflow Editor.

X

ﬁ .......

Contact(1) <<Engineerl==; hold far 10 minutes

Ruotas

Rotas inuse: SLS

Set Rota Prefix |

Fotas |

New Action |

Edit Action |

LCloze |

Next you want assign the second contact number for the first engineer.

Synthesys Callflow Design and Outbound
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To assign the first engineers second contact number
e Click New Action and select QCﬂntaﬂ(’E)
¢ In the Edit Action dialogue box, select ‘Engineerl’ again, Insert and OK.
e Tick Change Priority to and select Priority from the drop down menu.
¢ In the Follow-up callflow design window drag Contact (2) <<Engineer1>>
into the top section of the window to put the information about contacting
Engineerl and his second number into the callflow.
Escalation Procedures: Engineer2 & Manager
Set up the contact procedures for Engineer2, selecting Contact(1) - Engineer2 and
Contact(2) - Engineer2, and then for the Manager, changing the priority from ‘Priority’
to ‘Urgent’, as required.
Drag the contact actions into the top section of the window and add a g loop

action at the end of your follow-up callflow. This will automatically repeat all stages
of the call out, starting again with ‘Contact (1) — Engineer1...’

LIET SERVICE - Callflow Editor, rg|

AT a— e — e a— a—

<<E gi— <<E|1 i <<Engi: <<Engi- <<Man- <<Man- | ,,
neerl®>| neerl>> neerd>> neerd>> ager>> ager>> P

Al Ji

Rotas

IECnntactm <<Engineer! ==; hold for 10 minutes

o .
CDntact(Q) <<Engineer! == Set Rota Prefix |

QCnntactm <<Enginesrl=> |

@ Botas
Cnntact(E) <<EngineerZ==

@Cuntactm ==Manager=>

OCu:ntac:t(Zl <=Managers> |

Edit &ction
D Loop

Rotas in use: 5L5

Mew Action |

LCloze |

When all the desired actions have been set up, close the Callflow Design window
and click OK in the Conclusion window.

The chequered flag Finish has turned from black to red to signify that this is a

Follow-up callflow. Save and publish ﬁ?;"' the callflow before taking a call in the Agent
view.
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Help Pages in Escalation Procedures

Help Pages can be specifically designed and added as an action at strategic points
within the follow-up procedures, allowing the Agent easy access to any relevant
information whenever required.

e To design your Help Page(s) select New Action in the Follow-up Callflow
Design window.

e In the Choose the Type of New Action window select @) Help page  and

click OK.

Choose the type of the new action
_ré. International call =l
T ) Cancel
Mobile phone call —I

ri FreeFone call

Message page

Eeep page

obile Message

Hold for #

A Change priority
? Miscellaneous
=

D Loop

® Help page

-

¢ Enter a name for the new Help Page in the window displayed or select an
existing Help Page from the drop down menu, then click OK.

Select a help page or type In a nEW name

IHDta Detaﬂsl ;I Cancel |

In the PhDesign window click Yes to confirm that you wish to set up a default page.

PhDesign

P

\“./ The page "%:\weblAugi01itestZ\Rotatdef ault. htm' doesn't exist; do you want to create a default page?

The Web Help Picker window will open.
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Click Edit Help to open your HTML editor, create and save your Help

Exit your Help Page Editor and remember to click Hefresh page | 1o update
your Help Page.

B Web Help Picker - Swift Lifts (=13
Back | Befrezh page Edit help Delete page LClose
URL: |X:\web\Dts\02\default. htrn
Home Page
Howme Senvices
o - ~
-] ! 2
e Click CLOSE to return to your Follow-up Editor screen.

The Help Page icon together with the name of your Help Page, in our example 'Rota

Details', will be displayed.

Select the image of the Help Page and drag and drop it into the top section of the

window as part of the escalation procedure.

demo2 - Callflow Editor

i-| <<E <<{3upe-

i RotaD-
neer%) rvisor...

etails

Fiota:

EContact <zEnginears:

Rotas inuse:  Clien

Cumact =<Engineer2=>>

Set Rota Prefix

Contact <z 3upenisords=

Botas

@ Help page: RotaDetails

Hew Action

Edit Action

LCloze

If you wish to edit your Help Page right click on the Help Page image and click Edit.

Save and publish your callflow before taking a call in the Agent view.

Synthesys Callflow Design and Outbound
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The Teams Augmented Call Tracker (TACT) allows the filtering of active calls
according to teams so that Agents will only handle calls from campaigns assigned to

their team.

TACT is also the start to a workflow system as calls can be moved between teams
using the ‘Pass to Team’ action. A Callflow containing all call details can thus be
passed on to another department, i.e. Sales or Accounts, for processing.

To add the Pass to Team action:

e Select New Action at the Follow-up Callflow Design Window.

BB Pass To Team

¢ Inthe Type of Action window, select the action and

click OK.

The Pass to Teams window is how displayed, containing all the teams that have

been created in the Synthesys Team Manager.

e Select the required team and click OK. In our example we have selected
the ‘Sales’ Team: <<29>>.

¢ To add the action to your Follow-up callflow, drag the ‘Pass to
Team<<29>>action into the top section of the Follow-up window.

Order - Callflow Editor
n.8 o8— ? —es— 7
w29y |FAes | o>y BEIpuIt cc30x> Pispatc

B Pass To Team<<29>>

? Sales: please confirm Order & pass to Accounts
H

Set Rota Prefix

B8 Pass To Team=<28>>
? Accounts: please process Order & pass to Dispatch

@1 Pass To Team<<30>>

? Dispatch: please arrange delivery of Order
H

Synthesys Callflow Design and Outbound

Miscellaneous .
Use the ? action

for brief instructions to the
respective departments, i.e.
Sales: ‘Please confirm Order &
pass to Accounts’
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Adding, Editing and Deleting Theatres

A Company may have a number of different area offices with different sets of
engineers but using the same call out procedures for all areas.

If the roles and follow-up procedures are different, you need to use
separate conclusion flags in the callflow, with associated follow-up
procedures.

To create a link to the respective Theatres (area offices) use the DB table
or Theatre Allocation control to the callflow.

In the Rota Details window you can add details of area offices clicking the Add
Theatre button and edit or delete an existing Theatre using the Edit Theatre or Delete
Theatre options.

Rota Details Ed
— Theatre [area or branch]
Aidd Theatre | Edit Theatre | Delete Theatre |
—Actor Fol
Jon Add Actor | E nigineer
Paul Supervisar
Edit &etor |
Eontasts |
EEES Actofl Add Role | [elete Hu|e|

— Rotas Feminder: To
_ . — assign an
Jonis Supervisor From Mow To Indefinitely actar, select &
Faulis Engineer From Mow To Indefinitely role for that
actor. and click
the 'Azzign’
button.

s Edit: I Bemowe I ’EI—I
ose

e To add details of area offices, click the Add Theatre button.

e To edit a Theatre, select the Theatre from the drop down menu and click
Edit Theatre

e To delete a Theatre, select the Theatre, remove the actors from the Rota
window and then click Delete Theatre

Before you can delete a Theatre, you must remove the actors from
the Rota window first.
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To add details for a new area office:

e Click Add Theatre, to open the Theatre details window.

e Enter the required information, i.e. name of the area office and manager
and other relevant details.

e Click OK to confirm the entry.

Rota Details E4
— Theatre [area or branch]
SouthOffice vI Add Theatre: I Edit Theatre: I Delete Theatre I
Drefault |
* Foles
Bl EliEn I| r [Engineer
Theatre Details [
Mame [SouthDffice oK |
Contact [Tom Thomas Cancel |
Details 1
le I Delste Fiolel
— B Heminder: To
assign an
actor. select a
role for that
actor. and click
the Aesign’
butko.
LsSTEr Exdlit: Eemawe
=2 I — I — I Close I

e Back in the Rota Details window select the required Theatre (office) from
the drop down menu.

¢ Add the names and contact details of the actors for the selected area
office and assign the actors a role and roster.

You can now use the existing escalation procedures, or set up new procedures.

Remember however that you can only use Theatres, if the call out
procedures for the Default Theatre and all subsequent Theatres / area
offices are the same

If the there are different call out procedures for each of area offices, you
need to use separate conclusion flags in the callflow, each with the
associated follow-up procedures.
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ROTA IMPORT

The Rota Import facility allows the import of rota information using comma separated
(.csv) or Excel (.xls) files. The Rota import programme will load the input file and put
the associated data in the Rota tables for the specified Prefix.

To utilize the Rota Import facility, you must create the columns and field types as
outlined in the section Rota Import Specifications.

If the rota prefix that you import already exists, information of the existing rota table
will be updated, with the exception of the Role, Start, End table. Role assignment
records will always be added, never updated and any existing role assignments for
this actor will still be valid.

Please see next page for more information.
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Points to consider

Please see the Rota Import Specifications section for detailed information
regarding the columns and field types used for the rota import.

Please also consider the following points, when checking the data file that you are
about to import:

Rota Import using Excel To import rotas using xls files, Excel needs to be
installed on the workstation from which you run the
rota import.

Length of Rota Prefixes Rota Prefixes must not be longer than 5 characters
and the Prefix must start with a letter, rather than a
number, or the rota import will fail.

Using the Default Theatre If you wish to use the Default Theatre, either enter the
word ‘Default’ in the Theatre column or leave the
Theatre column blank. (If the Theatre column is
blank/empty, the Default Theatre will be assigned
automatically, unless you cancel the rota import).

Type of Contact The available options for the type of contact need to
be entered in the format specified (i.e. Outbound —
Local) otherwise the record will not be imported.

Date Time Format Dates and time must be entered as the date/time
format: yyyy-mm-dd hh:mm:ss (2003-12-31 23:59:59).

Out of Time contacts To display ‘Out of Time’ contacts for the various
numbers entered for Contact 1-3, you must enter the
start and end date / time (yyyy-mm-dd hh:mm:ss) into
the respective ‘Start’ and ‘End’ columns.

If the contact numbers are available from ‘Now’ to
‘Indefinitely’, the ‘Start’ and ‘End’ columns can remain
blank.

Date/Time for Roles The ‘Start Date/time’ and ‘End Date/time’ fields,

(Engineer/Manager etc) specifying when an actor (Engineer/Manager etc) is on
duty, should always contain a date/time format: yyyy-
mm-dd hh:mm:ss. If the fields are left blank, the actors
will be assigned as being on duty from ‘Now’ to
‘Indefinitely’.
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Importing Rotas
The facility to import rota information from csv or xIs files is accessed via Campaigns
under the Setup heading of the Synthesys Main Screen:

¢ Open the callflow to be used for the rota import and in the Campaign
editor go to Maintenance on the Tools toolbar.

e Select Import Rotas from the drop down menu.
e Locate the file that contains the rota information that you wish to import.

The file can be a comma separated (.csv) or Excel (.xIs) file.

The Rota Import window will open, indicating the start of the rota import.

¥\~ Rota Import i _ = =] #~ Rota Import

Fota Import starked

E=ecuting 5L EXEC [Phoenix].[dbo].[sp_F!otaImportZ;I
Fiota Import Result iz OF

E=ecuting 5GL EXEC [Phoenix] [dbo][sp_Rotalmport: |
Cancel | Fiota Import Result iz OF too
E=ecuting 5GL EXEC [Phoenix] [dbo][sp_R otalmport:
Fiota Import Result iz OF
Total number of RaotalmpartE xeelFile chunks 0 lasted ©
E xiting ...

About... | EIWD”. — Abaut... |

¢ Click OK when the message Rota Import completed is displayed.

Blank Theatre Names
If the Theatre name column is blank/ empty, a message will be displayed informing
you that the Default Theatre will be assigned automatically.

Click OK to use the Default Theatre, or Cancel to abort the Rota Import.

ci\9y¥nthesys'bin' Rotalmport.exe LI

& Theatre name cannot be empty, the Default Theatre will be used, OK?

Cancel |

When setting up escalation procedures select the rota prefix that you have imported,
containing the rota information about actors (Engineer/Manager etc), their roles,
contact numbers and Theatres (area offices).

All you need to do is to set up the order of the escalation procedures using New

Action.

If Theatres are used, you must use the DBtable or Theatre Allocation
control to create a link to the respective Theatres (area offices).
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Field

Description

Mandatory

Type

ID

A unique ID for each actor
(Engineer/Manager etc)

Mandatory

Numeric, a unique
identifier

Prefix

The Rota Prefix in use

Mandatory

String VARCHAR (10)

ActorName

Name of actor
(Engineer/Manager etc)

Mandatory

String VARCHAR (100)

Contact

Leave blank if actors have more
than one contact number or if
you wish to use the Auto Dial
option. Use Contact 1-3
instead.

Optional

String VARCHAR (100)

Details

No information required if actors
have more than one contact
number or if you wish to use the
Auto Dial option. Use Contact 1-
3 instead.

Optional

String VARCHAR (255)

Theatre

Name of Theatre, if Theatres
are used. To use the Default
Theatre enter the word Default
or leave blank.

Mandatory

String VARCHAR (100)

CONTACT
GROUP1

Contactl

Contact Details: The first
contact number for an actor.

Actors can have up to 3 contact
numbers: Contact 1 — 3

Optional

String VARCHAR (80)

Priorityl

The Priority for the numbers
entered in Contact 1 - 3

Enter 1 to use the Contactl
number as the first number of
contact.

Optional

Integer INT

Typel

First type of contact, i.e.:
Outbound call — Mobile
Available Options:
'‘Outbound call - Local’,
'‘Outbound call - National’,
'‘Outbound call - International’,
'‘Outbound call - Mobile',
'Page - Message/,

'Page - Bleep',

‘Outbound call — Mobile
Message',

'‘Outbound call - Freephone'

Optional

String, VARCHAR (80)

Startl

Contact Starts: the Date/Time
from which the number entered
in Contactl is available

Optional

String (date time format
'2003-12-31 23:59:59)
VARCHAR (20)

End1l

Contact Ends: the Date/Time
until which the number entered
in Contactl is available

Optional

String (date time format
'2003-12-31 23:59:59")
VARCHAR (20)
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Field Description Mandatory Type

CONTACT

GROUP2

Contact2 The second contact Optional String VARCHAR (80)
number for an actor.

Priority2 Enter 2 to use the Contact2 | Optional Integer INT
number as the second
number of contact.

Type2 Second type of contact. Optional String VARCHAR (80)
See Typel for available
options

Start2 Contact Starts: the Optional String (date time format
Date/Time from which the '2003-12-31 23:59:59")
number entered in Contact2 VARCHAR (20)
is available

End2 Contact Ends: the Optional String (date time format
Date/Time until which the '2003-12-31 23:59:59")
number entered in Contact2 VARCHAR (20)
is available

CONTACT

GROUP3

Contact3 The third contact number | Optional String VARCHAR (80)
for an actor.

Priority3 Enter 3 to use the Contact3 | Optional Integer INT
number as the third
number of contact.

Type3 Third type of contact. Optional String VARCHAR (80)
See Typel for available
options

Start3 Contact Starts: the Optional String (date time format
Date/Time from which the '2003-12-31 23:59:59")
number entered in Contact3 VARCHAR (20)
is available

End3 Contact Ends: the Optional String (date time format
Date/Time until which the '2003-12-31 23:59:59")
number entered in Contact3 VARCHAR (20)
is available

Role The Role of an actor, Mandatory String VARCHAR (255)
I.e. Engineer or Manager
etc.

Start The date and time from Mandatory String (date time format

Date/time | which the actor is on duty '2003-12-31 23:59:59")

VARCHAR (20)
End The date and time until Mandatory String (date time format
date/time which the actor is on duty '2003-12-31 23:59:59")

VARCHAR (20)

Synthesys Callflow Design and Outbound

Group contact details are only ‘optional’, if the contact group is NOT to be
used. If the contact group is used, all fields need to be populated.
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OUTBOUND MANAGER

Queued Calls

Synthesys - Dutbound Manager [_ O] =]
File Edit Yiew Help
DedH| 2R & 4%
S All Accounts D Customer ID_| Outbound List [ Retry Time [ Times Called [ Agent ID
ﬁ DemanstrationandTrainingScripts a 7 ELECT_15 CRout nfa 0 none
ﬁ Telebusiness Callflavws a g ELECT 2 CBout nia il none
-+ ElectroBuy LB ELECT_3 CBout nfa i none
(=l 4. ElectroE fu ELECT 4 CBout nfa 0 nane
! @F g fu ELECTS  CBout nfa 0 none
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22213 ELECT_? CBout 2005-08-12 17:57 O nane
Fiig! ELECT_L CRout nfa 1 none
pz ELECT 10 CBout nia 1 none
] ELECT_11 CRaut nfa 1 none
s ELECT_12 CBout nia ] none
Es ELECT_13  (Bout nfa i none
B ELECT 14 CBout nia ] none
18 ELECT_1 CBout 2001-06-21 12:05 1 1000
Bz ELECT_10  Cout nfa 0 none
< | |
[Middle of the Queue. Hit page down For more records [17 Queve Ttems. v
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INTRODUCTION

Outbound Manager

When a callflow has been assigned CRM (Customer Relationship Management) you
can attach preview and predictive Outbound lists or SMS and Email Outbound lists to
the campaign, specifying the date and time frame during which the call should be
taken and specify by which agents.

A priority can be assigned to the outbound list and the list can be activated and
deactivated at any time, as required.

Selective Queuing Import (“SQI”)

The Selective Queuing Import (“SQI”) utility allows the user to import, update and
gueue customer records from an external database or a csv file, using the existing
Synthesys CRM and Outbound mechanisms.

The SQI Wizard provides a guide through the various steps of the queuing import.

Synthesys Scripted Call Recycling

Using Synthesys Scripted Call Recycling, simple and complex recycling rules can be
created, utilizing a graphical script, built much like a Synthesys callflow.

Decisions to enable branching and a range of icons can be dropped anywhere in a

Recycling script, determining the type of action to be taken on a call. Every recycling
rule ends up in a conclusion, specifying what should happen next to the call.

Noetica Predictive Dialler

The Noetica Predictive Dialler receives precise information from within the callflow
about the progress of each agent through a campaign.

The Predictive Dialler thus knows when agents are about to become free and it uses

this information to calculate the number of calls to dial and to place in a queue for the
agents to respond to.
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The Outbound Manager Main Screen

To open the Outbound Manager main screen, displaying a list of all client accounts
and campaigns set up in Synthesys:

e Click on Outbound under the Setup heading in the Synthesys main
screen.

e Double click on the All Accounts icon in the left-side window and click on
the plus sign next to the desired account to display the campaigns for that
account.

e Todisplay inactive Outbound lists, as well as active Outbound call lists in
the tree structure, select the Display Inactive OBCampaigns option via
the View menu of the Outbound Manager.

5 Synthesys - Outbound Manager M=l E3
File Edit Yiew Help
D B & 2 il
@ All Accounts (8] | Customer 1D | Outbound Lisk | Retry Time | Times Called I Agent ID
e DemanstrationandTrainingScripts 7 ELECT_15 CEouk nfa il none
Ele Telebusiness Callflows a a ELECT_Z CEout nfa 0 none
-4y ElectroBuy LE ELECT_3 CBout ra 0 nane
-4 ElectroCE A ELECT 4 CBaut nia ) none
Chaut Au ELECT 5 CBout nfa 0 rione
4. ElectroFault A 14 ELECT 8 CBout 2009-08-13 17:16 0 rione
) 4l Groups @15 ELECT 9 CBaut 2000-08-13 17:16 O none
2212 ELECT_6 CBout 2009-08-12 17:57 0 none
2213 ELECT_7 CBout 2009-08-12 17:57 0 none
M ELECT_1 CBout ra 1 rione
a2 ELECT 10 CBout nfa 1 none
] ELECT_11 CBaut nfa 1 nane
B ELECT_12  Bout nfa il nane
Eas ELECT_13  Bout nfa il nane
e ELECT_14 CBout nja 0 none
Me ELECT_1 CBout 2001-06-21 12:05 1 1000
% 17 ELECT_10 CBouk nfa u] none
4] | |
|M\dd|e of the Queue, Hit page down for more records |1? Queue Items, v

A blue book next to a campaign shows that this callflow contains Customer
Relationship Management.

Ared book is displayed if the campaign does not contain a CRM.

You can only attach an Outbound list to a callflow that has been assigned
Customer Relationship Management.
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ADDING PREVIEW OUTBOUND LISTS

To add a preview outbound list:

e
ks

Noetica

Right click on your campaign in the Outbound Manager and select Add

Outbound List from the drop down menu.

Add Cutbound List

add Predictive Qutbound List
Add SM3 Outbound List

Add EMaIL Outbound List

Add List Cleaning Cukbound Lisk

Properkties
Skatiskics

¢ Inthe Outbound List Properties page now displayed, enter a name for

the Outbound list into the Name field.

Account and campaign details are displayed automatically.

Cutbound List Properties &J

Outhaund [D: |
Mame: |Sales Survey
Account 1D [139
Account; |BF| AugSept
Campaign |D: |1559
Campaigr: |Jan PD test

Low Mormal High
Pricrity; '\ ' I
Campaign Expires v Start [ ate: 0g/m/f20e -

End Date: 314032018
Ok | Cancel | Advanced... | Active Times |

e Tick Campaign Expires if you wish to select a Start Date and End Date

during which to run the outbound list.

e Use the slider to assign the level of priority for the outbound list.

¢ Click OK to attach your outbound list and Yes to activate the list.

Please see the section Setting Active Times for information about setting the
time periods for presenting queued calls to the agents.

See the section Advanced Options for Outbound lists for information about
available settings to customise the way Outbound calls are presented to agents.
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ADDING PREDICTIVE OUTBOUND LISTS

To add a predictive outbound list:

e Right click on your campaign in the Outbound Manager and select Add
Predictive Outbound List from the drop down menu.

Add Outbound Lisk

Add Predictive Outbound List
Add M35 Qutbound Lisk

Add EMAIL Oukbound List

Add Lisk Cleaning Cutbound Lisk

Propetties
Statistics

¢ Inthe Outbound List Properties page now displayed, enter a name for
the Outbound list into the Name field.

Account and campaign details are displayed automatically.

Qutbound List Properties &J

Outbound [D: |

Maare: |5 ales Survey

Account 1D |1 ciz]

Apcount: |BF| AugSept

Campaign 10 |1 i)

Campaigr: |.Jan PO test

Low MHormal High

Pricrity: o \| '

Campaian Expires v Start D ate: 0g/m/20$e -
End Date: 31/03/2016 -

QK | Cancel | .-’-\dvanced...| Active Times|

e Tick Campaign Expires if you wish to select a Start Date and End Date
during which to run the predictive outbound list.

e Use the slider to assign the level of priority for the outbound list.

¢ Click OK to attach your outbound list and Yes to activate the list.

Please see the section Setting Active Times for information about setting the
time periods for presenting queued calls to the agents.

See the section Advanced Options for Outbound lists for information about
available settings to customise the way Outbound calls are presented to agents.
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SETTING ACTIVE TIMES

In the Active Times window you can specify the time period during which the
Outbound calls for the campaign should be taken:

e Click on the Active Times tab in the Outbound List Properties window.

e Click Set Office Hours to activate calls from Monday to Friday between
9.00am - 5.30pm.

e To select different time periods, move your mouse pointer to the required
cell and drag the pointer from left to right, to the desired time slot.

¢ Click OK to confirm the active times for your outbound list.

Active Times il . ) )
To deactivate selected time periods

click your right mouse button and drag
the pointer from left to right, to the
desired time slot.

Sunday
honday
Tuesday

Wednesday
Thursday To deactivate all active time periods
Friday click the ‘Clear’ button.
Saturday
7] _

Kep————————————— Functions

B Inactive Period

[ Active Period

. 0 . Clear
l Recycling Time Periods | Cancel

Red Cells Display the inactive times
Green Cells Display the active times
Lavender Blue Displays Time Periods allocated in the Recycling Designer

Default Active Times are set from 09:00 to 17:30. These settings can be changed
in the Synthesys.inf file. Please ask your System Administrator, or contact Noetica
for more information.

Time Periods allocated in the Recycling Designer (shown as Lavender Blue) need
to be cleared in the Recycling Designer selecting the relevant Time Period and
then clicking the ‘Clear’ button.
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ADVANCED OUTBOUND LIST OPTIONS

In the Outbound List Properties dialog:

e Click the Advanced button, to open the Outbound List Advanced Options
window.

e Set Maximum lateness to specify the time range in which rescheduled
calls will be re-presented to the agents.

e For predictive Outbound lists you can also specify the maximum level of
nuisance calls in %.

Outbound List Advanced Options E |
b asimum lateness: IEI Days IEI Hours |30 Minz
b axirnum Muizance calls [%); |3 b
Additional Dptions IDperatanias ;I
Ifalse
Owerdial factor: 3 |-| on
et flows: ;I
Cancel |

¢ Over dial factor: Moving the slider (default setting 100%), the amount of
over dial for predictive OB campaigns can be increased or decreased.

Please see next page for information about additional available Outbound property
settings, available via the Additional Options drop down menu.
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ADDITIONAL ADVANCED OUTBOUND LIST OPTIONS

Available Options

Use

Answer machine detection

AutoDialDelay

Cli to present

CLIToPresentOnTransfer

CallBackMaxDaysFromToday

CallBackActiveTimesOnly

DedupeQueueOnTelephone

Dial Preference

Dial Prefix
Dial Order

Idle Timeout

ListCleaningLinesToUse

ListCleaningSwitchToUse

MaximumNextCallLateness

Synthesys Callflow Design and Outbound

True/ False. Turns on/ off Answer Machine Detection, providing
the switch supports AMD.

The number of seconds that the Auto Dial should be delayed, after
the script pop.

The telephone number that will be shown on the customer phone
when receiving the call.

Enter “CustomerNumber” as a string, to display the customer
number the Switch has called

The number of days, from selection (current date +N), for which call-
backs can be rescheduled at run time. If agents select a later date,
a message showing the latest possible date (YYYY/MM/DD) for
selection is displayed.

True/ False. Enter True to specify that call-backs can only be
rescheduled within an OB lists active time periods. If the day/time
selected does not pass validation, agents will see the message 'you
must reschedule this call during campaign active times'.

True/ False. If set to True a duplicate check will be carried out on
the Queue table to ensure that when queuing new records, no
duplicate telephone numbers will be added to an Outbound list.
Instant call-backs will be queued as before.

Enter Sleeping, Queued, or Both to determine if due sleeping or
queued calls should be dialled first, or if a mixture of both should be
presented to agents in order of their QueuelD. Deactivate and re-
activate the OB list to refresh the internal PD dialling list.

Enter the dial prefix used to dial out (e.g. 9).

Instruct the dialler in which order to retrieve queued items. Enter
ReverselD if new Queue items should be presented to agents
before old Queue items. Enter ID, to present older queued items
before the newly queued calls. Deactivate and re-activate the OB
list to refresh the internal PD dialling list.

Specify in seconds (i.e. 15), the time for the automatic screen pop
of the next preview record. By default, no Idle Timeout is set and
agents need to click the Get Next Record icon at run time to request
the next preview call.

The number of calls to be made concurrently by the dialler on a list
cleaning campaign (ensuring the number is lower than the actual
lines in use, depending on the lines\trunks available).

The switch name, if List Cleaning is used in a multi switch
environment.

Specify in minutes the maximum lateness by which calls requested

via the Call Diary (Call Next) should be presented to the agent,
before they will be recycled as missed latest time.
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Use

MinCallsBeforePredictive

No answer timeout

Operator Bias

Priority Order

Rescheduled Flags

RescheduleSelectDefault

Use do not call list

UseMaxLatenessOnSleeping

UseGlobalDNC

DNCScope

Enter the minimum number of calls to be dialled for this campaign,
before predictive dialling starts, max is 99.

The number of seconds the Switch allows the call to ring, before
dropping it as no answer.

True or False. If true, rescheduled calls due will only be presented to
the agent that scheduled the call, if false, rescheduled calls will go to
any agent.

Enter None, Asc or Desc to specify the order in which to present
priority calls. Entering Desc will present calls with higher priority
settings first. Deactivate and re-activate the OB list to refresh the
internal PD dialling list.

Enter C.L.A and/ or P to determine how the Reschedule dialog is
presented to agents when aborting preview or predictive outbound
calls. Enter: C, to display all CRM numbers to the agent.

L, to display the last number dialled to the agent. A, to allow the agent
to enter a new telephone number, and P, to sleep, rather than
reschedule the call, to enable predictive calling, rather than re-
presenting the call in preview mode.

True/ False. If set to True, will pre-select a Default telephone number
in the Reschedule abort dialog at run time, providing the Rescheduled
flags OB property contains the 'L’ option.

True/ False. If True, allows Synthesys to check the telephone numbers
in the PHOENIX_DoNotCallList table and to remove associated
records from the Outbound call list.

True/ False. Set to True to set a latest re-try time for presenting
sleeping calls at run time. If not presented, they will go to advanced
recycling rules as missed latest call.

True/ False. Turned on by default for all outbound lists, to enable the
PD to check entries in the Phoenix_DoNotCall table, to determine
whether or not to make a call.

Used by the PD to decide which record to insert into
Phoenix_DoNotCall in response to an abandoned/ nuisance call or
answering machine (when using AMD).

The default DNCScope is set to Entity (CRM Prefix). To override, you
can enter Global to block the call Globally (Call Centre wide), or to
block the call for a particular customer id, list, campaign or workspace
(account), enter either Customer, OR List, OR Campaign OR
Workspace.

If you are using the Synthesys Switch, please take a look at the module document
Noetica Voice Platform for a description of additional Outbound list properties.

Please also take a look at Reschedule Flags on the next page, and the Use Do Not

Call List section.

Synthesys Callflow Design and Outbound
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Reschedule Flags

Reschedule Flags are set up in the Advanced properties dialog of an outbound list
to determine how the Reschedule dialog is presented to agents when aborting
preview or predictive outbound calls.

Outbound List Advanced Cptions @

I aximumn lateness: |D Days |0 Hours |1 Minz

Additional Options | [FE e RERER

=R

Orverdial factor: ~ 100

1]8 | Cancel |

Setting up Reschedule Flags

Using the Reschedule flags C; L; A, separated by a semicolon, you can configure
the Reschedule dialog:

Flag Description

C Display all CRM numbers to the agent
L Display the last number dialled to the agent

A Allow the agent to type the number, rather than limiting choice to the list
formed above

P Instead of rescheduling the call to the time selected, it will be 'slept' which
will enable predictive calling, instead of a preview call

The order of C and L in the Advanced properties dialog determines the order in
which the telephone numbers are displayed in the Reschedule dialog, i.e. if L is
entered before C, the last number dialled is shown at the top of the list.

If you simply enter the flag L, agents in Take Calls will merely see the last
number dialled, without being able to select or enter any numbers.
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Changing Advanced Options & Active Times

To view or change any of the settings if and when required:

¢ Open the Outbound Manager selecting Outbound under the Setup
heading in the Synthesys main screen.

e Locate and right click on the Outbound List.

e Select Properties from the drop down list.

=l Repair

e 2B PD Survey
e OB Survey

Deactivate

Achivate

Queue calls

Process DoMotCallList For this campaign now. ..

Delete

Convert Campaign

Set Recvcling Rules
v Auko Dial

Skatiskics

Manage Quotas

Properties

This will open the Outbound List Properties window. Click the
e Active Times button to set or edit active times for the Outbound list

¢ Advanced button to specify maximum lateness for rescheduled calls,
Operator bias or Dial prefix or other options, as required.
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SETTING UP SMS OUTBOUND LISTS

SMS outbound lists are used to send bulk SMS to customers. This functionality
can also be used as part of a full contact strategy. For example, customers could be
called three times and then they could be sent an SMS, followed by an email.

To send bulk SMS you need to set up a separate SMS Outbound list.
When setting up an SMS Outbound list you must ensure that the CRM for this

Outbound list includes a telephone field containing the customer’s mobile
number.

In the Outbound Manager:

¢ Right click on your campaign and select SMS Outbound List the drop

down menu.
Outbound I | Enter a name for your SMS Outbound list
Marme | SM3 Outhound
Account D |5 Enter the name of the Sender
Account I Brigitke: Training
Campaign ID [ & Enter your SMS message, including a
Campaign [ City Breaks calculation with details captured in the CRM

fields.

Sender's Mame I Moetica

iZampaign Expires r
To cut and paste word documents into the

Message (0) Caleulations .. message page use the keyboard command Ctrl
To Custhame + + V. The text must not exceed 150 characters,
This i 3 test 515 Outbound message :| including the text used in your calculation,
in?ilé:ou = which is not registered in the Message () count.

Ok I Cancel Active Times |

Queuing Customers for an SMS Outbound list

All customers for your SMS Outbound list now need to be queued on the telephone
field containing their mobile number.

Providing that the SMS Outbound list is active, an SMS message will be sent

automatically to all customers in the active queue and to customers where the
sleeping time has expired and action is due.

To set Active Times, please refer to the section Setting Active Times.

To use SMS Outbound lists as part of a full contact strategy, you can set up
your recycling rules in the Recycling Designer.
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SETTING UP EMAIL OUTBOUND LISTS

Email Outbound lists are used to send bulk Emails to customers. This functionality
can also be used as part of a full contact strategy. For example, customers could be
called three times and then they could be sent an SMS, followed by an email.

To send bulk emails you need to set up a separate Email Outbound list.

When setting up an Email Outbound list, you must ensure that the CRM for this
Outbound list includes an Email field containing the customer’s email address.

In the Outbound Manager:

e Right click on your campaign and select Email Outbound List.

e Type the required text into the Email message page or paste a word
document or html code into the message page using the keyboard
command Ctrl + V.

The email text can include calculations using information captured in the CRM fields.

Email Properties

Cutbound I I Ernail Calculstions ...

Marne | Ernail Cutbound To Custhame

Account ID I 3 This is & test outbound email

Accounk I Brigitte Training

Campaign IT | &

Campaign | Ciky Breaks

From Address Itra\niﬂg@nneti[a.(nm

Subjec | Test Email 0B

Campaign Expires ¥ Start Date |25;nsxznng vl
End Date Igsmglfgggg vl

oK I Cancel | Active Times |

Queuing Customers for an Email Outbound list

All customers for your Email Outbound list now need to be queued on the telephone
field containing their email address.

Providing that the Email Outbound List is active, an email will be sent automatically

to all customers in the active queue and to customers where the sleeping time has
expired and action is due.

To set Active Times, please refer to the section Setting Active Times.

To use Email Outbound lists as part of a full contact strategy you can set up
the recycling rules in the Recycling Designer.
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SMS and Email Outbound & the Recycling Designer

To use SMS and Email Outbound lists as part of a full contact strategy, set up your
recycling rules in the Recycling Designer.

e Use the Change Telephone icon to switch to the telephone field
containing either the Mobile number (for SMS) or Email address (for
emails) and end the branch with a Change Campaign icon.

Select the SMS or Email Outbound list that you have created earlier, to place the
calls in the queue of the selected list.

e To change back from an SMS or Email Outbound list to a telephone call,
drop a new decision based on Last call result and select the condition
SMS or Email.

e Use the Change Telephone icon and select the number on which to
contact the customer next.

e End the branch with a Change Campaign icon and select the outbound
list to which the calls should be queued.

For more information please refer to the section: Synthesys Call Recycling.

Synthesys Callflow Design and Outbound 136



: Noetica

OPTION MENU FOR OUTBOUND LISTS

When you right click on an outbound list, the drop down menu displays a range of
options available.

Elﬁ F.epair

e OB PD Surwey
2 OB Survey
Deactivate

Cueue calls

Process DohotCalllisk For this campaign now, ..

Delete

Conwverk Campaign
Set Recyding Rules

Auko Dial
Statistics

Manage Quakas

Properties
Option
Activate / Deactivate
Queue calls

Process DoNotCallList
for this campaign now

Delete

Convert Campaign

Set Recycling Rules

Auto Dial
Statistics

Manage Quotas

Properties

Uses To

Activate the Outbound list to present calls from that list to the
agents, deactivate if calls should not be presented.

Place customers to be called into the Outbound list.

Checks the telephone numbers in the PHOENIX_DoNotCallList
table and removes associated records from the outbound list
immediately. To process, the option UseDoNotCallList must also
be set to True in the Outbound List Advanced Options dialog.

Delete a selected preview or predictive Outbound list.

Convert a preview Outbound list to a predictive Outbound list or
vice versa.

Set up rules for recycling to determine when a call will be
presented to the agents.

Tick so that the telephone number will be dialled automatically.
View statistical information of all queued calls.

Set quota targets which need to be met, before an Outbound list
is deactivated automatically.

Access account and campaign information.
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Activating and Deactivating Outbound Lists

You can make outbound lists active or inactive at any time, as required:

¢ Right-click on the relevant outbound list and select either Activate or
Deactivate from the drop down menu.

A red arrow displayed with the outbound list icon confirms that the outbound list
attached is active.

=l Repair
. =3 OB PD Survey Deactivated Predictive Outbound List
g OB Survey Active Preview Outbound List

Deactivate

Activate
Queue calls
Process DoMotCallList For this campaign now. ..

Delete

Convert Campaign
Set Recycling Rules
Auko Dial

Statistics

Mamage GQuotas
Properties

Deleting Outbound Lists

If there are calls queued for the outbound list that you wish to delete, a message will be

displayed informing you that with deleting the outbound list you will automatically also delete

the queued items associated.
To delete an outbound list:
e Select Delete from the drop down menu.

e Click Yes to delete the outbound list and associated queued calls.

Elﬁ F.epair

(5} OB PD Survey
= OB Survey

Deactivate

Activate
Queue calls
Process DoMotCallList For this campaign now, ..

Convert Campaign
Set Recycling Rules
Auko Dial

Statistics

Manage Quotas
Properties
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Converting Outbound Lists

It is possible to convert a preview Outbound list to a predictive Outbound list or
alternatively a predictive Outbound list to a preview list using the Convert Campaign
option of the drop down menu.

- Repair Predictive Outbound List
i -9 OB PD Survey Preview Outbound List
g OB Survey

Deactivate

Activate
Queue calls
Process DoMotCallList For this campaign now. ..

Delete

Co
Sed weling Rules
Auko Dial

Statistics

Mamage GQuokas
Properties

If the preview Outbound list that is to be changed to predictive
Outbound list contains more than one telephone number, you need to
select the number to be dialled from the Telephone window displayed.

The CRM for thiz Dutbound Campaign has more than one
Telephone property. Pleaze select which one you want to
use fram the list below.

| Mobile =]
Home Teleihone
‘whork Telephone

oK I Cancel |

Auto Dial

Ticking the Auto Dial option will enable the Switch to dial the customer contact
number automatically, rather than it being dialled manually by the agent.
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Setting Recycling Rules

When agents takina calls abort an Outbound call selecting Answerphone, Busy or No
Answer a sleepingzzz icon will be displayed next to that call in the Outbound
Manager.

To adjust the sleeping (recycling) periods for individual outbound list:

¢ Right click on the relevant outbound list and select Set Recycling Rule
from the drop down menu to display the Recycling Settings window.

¢ Under the aborted type outcome of Answerphone, Busy, or No Answer,
adjust the settings to the desired number of days, hours and minutes.

You can also adjust the sleeping period for Nuisance calls (NC sleep period) and
set the maximum number of call attempts before setting the call outcome to
Attention supervisor (Call before attention).

x|
— Mo answer sleep period
Days Hours Minutes
0= a5 0=
—Anzwerphone sleep period
Days Hours Minutes
0= a5 0=
— Buszy sleep period
Days Hours Minutes
= =
— ML gleep period
Days Haourz Minutes
B = Jo= o=

Calls before attention: |5 3:
Cancel |

If you have a licence to use the Synthesys Call Recycling Designer, the
Recycling Designer will open, instead of the Recycling Settings window.

For more information, see the section: Synthesys Call Recycling.
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Viewing Account and Campaign Properties

To view account, campaign or Outbound list properties:

¢ Click the right mouse button on the account, campaign or Outbound list
name.

e Select Properties to display the appropriate window.

In our example we have opened the Account properties window.

Account properties Ed

— General

Account Mame: Brigitte
Account [D: 8 Prefi«: BRI

Account Manager:

— Contents

E campaigns. 2 CRM enabled.

4 queue itemz in 1 outbound campaign.

G 1 g Cancel

Displayed is General information, such as the Account Name and ID and a Contents
section with campaign information. In our example there are:

6 campaigns for the account
2 campaigns have been assignhed Customer Relationship Management.

4 calls have been placed in the queue for 1 outbound list.
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Use Do Not Call List

The Do Not Call List feature is used to remove people from individual call lists in the
Outbound Manager if they have requested to be removed, for example, by calling the
Customer Preference Service or an In-house Complaints department.

The contact numbers of persons to be removed will have to be added by the
client into the Telephone field of the PHOENIX_DoNotCallList table on the
Synthesys server.

The Synthesys DoNotCallService will check this telephone field at 3am every
morning and automatically remove associated records from the Outbound list.

Enabling the Use Do Not Call List feature

In the Outbound Manager:

e Right click on the outbound list for which you want to enable the Do Not
Call List feature and choose Properties.

¢ Inthe Properties window click the Advanced button and select
UseDoNotCallList from the Additional Options drop down menu.

{ MiContact Center Outbound - Outbound Manager o |@]sE

File Edit View Help

®? i
@ All Accounts - [ Customer... | Outbound List Retry Time Times Cal... | AgentID | Agent Name | Telephone
B aaaMattTest

) ABLPD Test
B AN Test Centre

B Alistair Testing
@ Allianz
B Avato BCA

- BR AugSept
g B Pt 013 Cutbound List Properties Ed
ebruary

-8 BRPD PerformanceTest Outbound ID: [1655

B BR PD Regression Testl

@ BRPD Testing Name: [fdessuvey
) Brentford Dry Docks pocounid: B8

(@ Brightside _
§ Erigitte Declanuary2015 Aosount [Brgite Janipr2DIE

- Brigitte FebMarch2014 Campaign ID: [1831 | Qutbound List Advanced Options -
§ Brigitte JanApr2016
£l BR2016 test Campaign: |5 2
i BRDESQI Masimum lateress: [0 Days [15 Hous[d  Mins
i - BR SchedDB -
i iy Sales Survey
Ay BR QAWin 2

@ Brigitte Oct2011

Priorky

Addtional Optiors — |[IESERye T IS

Campaign Expires [

B Brigitte Telebusiness True

@ Brigitte Test2011

@ Brigittelan2012 Overdiolfactor.  smmmmmmmm—————————— oo
B Bull oK

B Camelia test e —— ’—_|

B case6544
B CEVA

Time Zone: [(UTE) Dublin, Edinbuigh, Lisbon, Lon |
) Chase Response CSAT (UTC) Dublin, Edinburgh, Lishon, Lon

B ChrisTest

-8 DAFInbound Applications -_EIK Cancel
B DAF Outbound F|

- |«

il

End of Queue. Hit page up for mare records 0 Que

Please see next page for more information.

Synthesys Callflow Design and Outbound 142



: Noetica

Having selected UseDoNotCallList from the Additional Options drop down menu:

¢ Add the word TRUE and click OK to enable the UseDoNotCallList feature.

e To disable the UseDoNotCallList feature, add FALSE and click OK.

Mazimum lateness: ID Daps ID Hours ISD Mimz
Additional Options— [Use do net call st |
|TRUE|

Overdial factor: = W
el lows: I LI
aK I Cancel I

The Do Not Call List check is carried out at 3 am in the morning, every day.

Process DoNotCallList for this Campaign now

To run the check process manually and to remove persons from the queue of a
particular Outbound List immediately:

e Check that UseDoNotCallList in the Outbound List Advanced Options
dialog is set to TRUE.

¢ Right click on the outbound list and select Process DoNotCallList for this
Campaign now.

5 Synthesys - Duthbound Manager i =lol=|

File Edit View Help

DwH| 2R &2 43

@ Al Accounts = R0 | Custamer 1D | Outbound Campaign | Retry Time | Times Called I Agent ID
F-(§ AN Test Centre B 20424... BRFlat_7 Ties OB nfa [ none
E-fF Arvato BCA B 20424... BRFlat_3 Ties OB nfa ] rone
- Erigitte Julye B 20424... BRFlat_2 Ties O nja a none
= Brigitte Marchos B 20424... BRFlat_4 Ties OF nja o none
-4 Ties OB @ 20424, BRFEL_I0  Ties OB nja 0 nane
" After 27 02 2008 B 20424, ERFlat 11 TiesOB nia o nane
R B;‘; ¢ Deactivate i\at_l? Ties OB 2008-02-29 11:15 O 1035
8§ migttes A Flat 13 TiesoB Z008-02-23 11:15 O 1035
5B Ergited, Queuecals Flat_14  Ties OB Z008-02-29 11115 0 1035
-6 Erigitten rocess DoMobCallList For this campaign now. .. Ties OB nja 1} none
56 ErigitteC i Ties OB nfa 1] none
- BRJan0d Ties OB nja 1} none
-3 el Corvert Campaign Flak_9 Ties OB nja a none
-0 Camelia St Recycling Rules
-0 DAF It e pial
w0 DAF OU Lottt
w-fg dazea Manage Quotas
-6 Demonst ;
[]"e Eliot Propetties
- Gareth
#-§ Gareth Testhg
[P Garethz
-6 Highway
-8 jaros
3@ Joerl =]l | o
IMiddle of the Sueue| Hit nane down For mare recards 13 nuene items -
Select Pracess DoNotCallList for this Campaign, to run the check process immediately.
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MANAGING QUOTAS

Introduction

The Manage Quotas option in the Outbound Manager is used to deactivate an
Outbound list automatically once a predefined number of calls on a specified call
result is achieved and written to the database.

When the Outbound list is deactivated, no new calls will be presented to the agents.

The target may be exceeded when there are several agents already in a call for
a campaign that has reached its target.

You can specify more than one call result per outbound list.

Example of multiple call results in one condition:

¢ When a specified number of calls with result A or B are achieved for
Today() then deactivate the campaign.

Example of multiple conditions:
¢ When a specified number of calls with result A are achieved OR when a

specified number of calls with result B is achieved, deactivate the
campaign.

Quota targets can be changed whilst the campaign is live, without agents having to
log out to pick up the changes made.
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Defining Quotas
To set up Quotas:

¢ Open the Outbound Manager clicking Outbound under the Setup
heading of the Synthesys main screen.

e Locate and right click on the outbound list for which you want to define
quotas and select Manage Quotas from the drop down menu.

A series of Wizard pages will now guide you through the process of defining the
conditions that you wish to specify for your quotas.

New Condition Name

e Enter a name for the condition in the New Condition Name window and
move to the Next> page of the wizard.

New Condition Name

SalesT agel

£ Back I Mext » I Cancel Help

Call Results
To define the call results that you wish to use:
e Click on the relevant call results in the Available window.
e Use the > button, to move the results into the In Use window.

e To move the call result from the In Use window back into the Available
window, use the < button.

Call Results x|

Awailable InUsge

Brochure
Engineer
Enauiny

Salution e |
<

< Back I Mest > I Cancel Help
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Specifying Number of Calls

¢ Inthe Set the Limit window, specify the number of calls to be taken on
selected call results.

Once this target is reached, the outbound list will be deactivated automatically.

set the Limit x|

| 3: Calls

< Back I Mest > I Cancel Help

Selecting Time-span

o Next, select the time period in which the calls should be taken.

Select Timespan x|
" Tatal
 Today
& This'wWesk, starting  |Maonday |
" Thig Manth Tuesday
wiednesday
Thurzday
Friday
Saturday
Sunday S
< Back I Mext > I Cancel Help

Automatic Re- Activation

e Click Yes if you wish to activate the outbound list automatically the
following day, week or month, depending on the time-span condition set,
else select No.

Automatic Re-Activation x|

Do you want to automatically Be-Activate the Dutbound
Campaign at Midnight on the first day of the follawing
wieek?

< Back I Mext > I Cancel Help
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Summary

The final window of the wizard displays a summary of the condition specified,
including call result(s), time range and the number of calls to be taken.

e Click Finish to save the specified condition for the quota.

Summary |

Count of ["Order”] Callz »= 500 far the week, since
tonday.

< Back

Cancel | Help |

Adding further Conditions to an existing Quota

To add further conditions to an existing quota:

e Locate and right click on the relevant outbound list and select Manage
Quotas.

In the first page of the Wizard you can Add a new Condition, Edit an existing
Condition or to Remove an existing Condition.

= Edit an existing Condition

" Remove an existing Condition

< Back: I Mewut » I Cancel | Help |

e To add a new condition, click Add a new Condition.
e Move through the wizard as descript in the Defining Quotas section.

e Click Finish, to save the new condition for the quota.
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Editing existing Quotas

When a Quota for a particular call result has been met, any changes made to the
guota on this call result will be ignored.

To edit or create a new quota on a call result where a quota has been met
already, you need to delete the Outbound list and created a new one.

To edit conditions for an existing quota:
e Locate and right click on the outbound list and select Manage Quotas.

e In the first page of the wizard select Edit an existing Condition.

" #dd a new Condition

" Remaove an existing Condition

< Back I Hext > I Cancel Help

Selecting the Condition

¢ Inthe next page of the wizard, select the name of the condition that you
which to edit.

Select the Condition x|

< Back I Heut » I Cancel Helg

¢ Follow the pages through the wizard, adding or removing call results,
specifying the number of calls on selected call results and time-span, as
descript in the Defining Quotas section.
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Removing existing Quota Conditions

To remove conditions of an existing quota:
¢ Right click on the relevant outbound list and select Manage Quotas.

¢ In the first page of the Wizard select Remove an existing Condition.

" Add a new Condition

¢ Edit an esisting Condition

< Back I Mext » I Cancel Help

Selecting the Condition

e Inthe second page select the name of the condition that you which to
remove and move to the Next> page of the wizard.

Select the Condition |

< Back I Mest » I Cancel Help

Deleting the Condition

e Click Yes if you wish to delete the selected condition and click Finish.

Automatic Re-Activation

Are pou sure you want to remove this condition 7

" Yes
Mo

< Back Cancel Help
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Re-activating an Outbound list with attached Quotas

When re-activating an outbound list that was de-activated because the predefined
target set in Manage Quotas was achieved, a message will be displayed, reminding
you that the Quota for this outbound list has been met.

If you decide to reactivate the Quota as well, you will need to edit the Quota,
before agents can take calls on the Outbound List.

Whether or not the quota is activated depends on the historical data for the
corresponding call results held in the Phoenix_Statistics table.
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OUTBOUND GROUPS

Outbound Groups are used to present agents with a combination of calls from
multiple campaigns and outbound lists. Using outbound groups, agents don’t need to
complete the calls of one outbound list first, before being presented with calls from
another.

Outbound Groups are used in conjunction with the Team Manager. A team can be
set up with several agents and

e An Outbound list
¢ An Outbound Group, itself containing one or more Outbound lists

e A combination of several of these

Each Outbound list within a group has a weighting, which determines the ratios of
calls that are made from an Outbound group should it contain multiple Outbound list.

The following pages describe how to add predictive or preview Outbound Groups,
how to select outbound lists to assign to the groups and how to enter a weighing
factor for a selected Outbound list.

All Groups

Open the All Groups icon to show all existing Outbound Groups:

Icon Displays

@ all Groups
g IFAE Contact Active Preview Group
-] AB Sale Inactive Preview Group

]E A0 Loan Active Predictive Group
=3 AD Laan Confirm Inactive Predictive Group

Under each Outbound group the Outbound lists within that group are shown,
displaying the name of the account, campaign and outbound list.
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Adding a Predictive Outbound Group

To add a predictive Outbound Group:

¢ Right click on the All Groups icon in the Outbound Manager and select
Add Outbound Predictive Group from the drop down menu.

¢ Inthe Outbound Group Properties dialog, enter a name for your predictive
outbound group in the Name field.

e Tick Campaign Expires, if you wish to specify a Start Date and End Date
during which the predictive outbound group is active.

e Set your Active times for the outbound group.

Outbound Group 1D [575
Oluthe Outbound Group Advanced ﬂ e

h To set the Maximum Nuisance
Pricrit b awirium Muizance calls [%]; IB 4 call

rate (%) click the Advanced tab.

OB G El
] I Cancel | a

] | Cancel | .-’-'-.dvanu:ed...l Active Timesl

Set the Active times for the group
via the Active Times button.

Advanced Options for Predictive OB Groups

Available Options Use
Dial Prefix An appropriate dial prefix can be entered (e.g. 9 to dial out).
MinCallsBeforePredictive Enter the minimum number of calls to be dialled for this

campaign, before predictive dialling starts, the max is 99.

AMDEFalsePositiveRate False positive rate for answer machine detection.
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Adding a Preview Outbound Group

To add a preview Outbound Group:

¢ Right click on the All Groups icon in the Outbound Manager and select
Add Outbound Group from the drop down menu.

¢ Inthe Outbound Group Properties dialog, enter a name for your preview
outbound group in the Name field.

e Set the Active times for the outbound group.

Cutbound Group Properties - Preview Active I&J

Dutbound Growp 1D |1 F94

Dutbound Group Mame |BH JureT est

Ly Marmal High Tick Campaign Expires to specify a
. Lo Start and End Date for the group.
Pricrity: "
OB Group Expires | 08/06/2015 - | Set the Active times for the group

1040642015 via the Active Times button.
(] | Cancel | Advanced... | Active Times |

Advanced Options for Preview OB Groups

Available Options Use
Dial Prefix An appropriate dial prefix can be entered (e.g. 9 to dial out).
AMDEFalsePositiveRate False positive rate for answer machine detection.
Idle Timeout Set Idle Timeout, to automatically pop records from preview

outbound lists within the group, by entering, in seconds (i.e.15),
the interval for the screen pops.

By default, no Idle Timeout is set, agents need to click the Get
Next Record icon at run time to request the next preview call.
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Outbound Group Context Menu

Right click on an Outbound Group to bring up the context menu.
Add Outbound List
Only Dial From Active Lists

Deactivate

Activate
Delete

Convert Qutbound Group
Auto Dial
Statistics

Properties

The following options are available:

Option Used To

Add Outbound List Add an existing Outbound list to your Outbound group.

Only Dial From Active Lists  Uses campaign level values, rather than group level values.
If the option is ticked, records will only be dialled from
active/ non expired outbound lists.

Deactivate Deactivate an active Outbound group.
Activate Activate a deactivated Outbound group.
Delete Delete the group and associated records in

phoenix_obgroups. This does not delete interior campaigns.

Convert Outbound Group Convert different types of Outbound Groups, i.e. preview
Outbound groups to predictive groups and vice versa.

Auto Dial Tick/ untick the auto dial feature to automatically dial the
telephone number of a preview Outbound call, without
agents having to click the ‘Dial’ icon of the CTI toolbar.

Statistics Bring up combined statistics for contained campaigns.

Properties Open the Outbound group properties dialog.
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Adding Outbound Lists to Outbound Groups

To add an Outbound list to your group:

¢ Right click on the group and select Add Outbound List from the drop
down menu.

This opens the Select Outbound List dialog. Expand the All Accounts icon to
display all the currently defined outbound lists (not groups).

Move To Outbound List
Please, Select Destination Cuthound List with Customer Prefix: I BRLOAN
e Al Accounts =
B Alianz
g Brigitte Example —Selected Item:
=] Brigitte Training
Acoount I0:
. City Breaks g
(=] g Express Loan Account: Erigitke Training
BR. Loan Campaign ID: 5
- Campaign: Express Loan
= Sales Survey o .
Sales Survey OBLTSt L &
B DemonstrationandTrainingScripts DBList: Loan OB
ff Emmanuel Customer Prefix: | grLoan
(B emmanuelt

ﬁ joetest
ﬁ joetestp
& B Micenenft LI

careel_|

e Locate and select the desired outbound list.

¢ Click OK to add the Outbound list to the group.

To close the Select Outbound List dialog without adding an outbound list click the
Cancel button.
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Context Menu of Outbound lists within Group

Right click on an Outbound list within a Group to bring up the context menu.

Deactivate
Achivate
Queue calls

Remove Fram group

Convert Campaign

Set Recycling Rules
¥ Auko Dial

Skatiskics

Weighting

Properties

The following options are available:

Select/ Tick To
Deactivate Deactivate an Outbound List, if it is ‘Active’.
Activate Activate the Outbound List, if it is ‘Inactive’.
Queue calls Place customers to be called into the queue of the O/B

Remove from group

Convert Campaign

Set Recycling Rules

Auto Dial

Statistics

Weighting

Properties

Manager.
Remove an Outbound List from an Outbound Group.

Convert a Preview Outbound list to a Predictive Outbound
list or vice versa.

Set up rules for recycling, to determine when a call will be
presented to the Agents.

Tick/ untick the auto dial feature, to automatically dial the
telephone number of a Preview O/B call, without agents
having to click the ‘Dial’ icon of the CTI toolbar.

View statistical information of queued calls.

Invoke the weighting dialog, where you can set the ratio of
calls the Dialler should present from selected Outbound
Lists.

Access Account & Campaign information.

The options Deactivate, Activate, Queue Calls, Convert Campaign, Set Recycling
Rules, Auto Dial, Statistics and Properties are the same as in the Outbound List

context menu.

The options Remove from group and Weighting are descript on the next page.
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Remove from Group

The Remove from group option removes an Outbound list from the group, but does
not delete the outbound list.

Outbound List Weighting

In the Weighting dialog, you can set the number of calls the Dialler should take from
a selected Outbound List, before moving to the next.

To open the Weighting dialog:
¢ Right click on your Outbound list within the group. The values go from 1 to
10, with the default value for weighting set to 3. You then can, for
example, set another campaign to have three times as many, or x times
fewer calls, as the one set to the default.

e To adjust the setting, use the slider to determine how many calls of this
outbound list will be allocated.

Outbound Campaign WEightinf:l ﬂ

Cutbound Campaign Weighting in the Group

o1 2 3 4 5 o8 F & 9 10

K I Cancel

In the Team Manager you can set up different teams and assign specific Outbound
groups and call lists to the individual agents.

For further information regarding the Team Manager, please see the section
Synthesys Team Manager in the latter part of this Training brochure.

For agents to be able to take calls on an Outbound group it has to be
activated and Active Times must have been set for the Outbound group.

If the option Use Campaign Properties is ticked, the Outbound lists assigned
to the group also have to be activated and set to active times.
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SYNTHESYS CALL RECYCLING

INTRODUCTION. ...t
THE RECYCLING DESIGNER ..o
The MENU BaA& ....ccvniieiieeiie e

THE TOOLBARS ......oiiiiiiiiiiiiii e

The Standard Toolbar..............ccoooeei
The Recycling Toolbar ...

DEFAULT RECYCLING RULES ...,

Decisions and Branches in the Default Script

DESIGNING A NEW RECYCLING SCRIPT .....ccoviiiiiiiiiiiinnnn,

Result Branch Aborted TYPesS .......cccvvvvvviveviiieennnnn.
New Decision Last Number Dialled.......................
Work Number Branch..........cccooovvvviiiiiiiiiiieeeeceees
Mobile Number Branch ..........cccccccceeeiiiiiviiieiiiinn,
Selecting Time Periods ...
Home Number Branch .........ccccccccvvvvvvviiiiiiiininnnnn..
Completed Recycling Script.....cccoooeeeiiiiiiiiiceenneennn.
Decisions based on CRM Data ..........cccccvvvvveeeennn.

Decisions based on Priority of Call........................

COPYING A RECYCLING SCRIPT ..ot
CREATING A RECYCLING RULES TEMPLATE ........cceeeee..
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INTRODUCTION

Using Synthesys Scripted Call Recycling simple and complex recycling rules can be
created utilizing a graphical script, built much like a Synthesys Callflow.

Decisions to enable branching and a range of icons can be dropped anywhere in a
Recycling script, determining the type of action to be taken on a call. Every recycling

rule ends up in a conclusion, specifying what should happen next to the call.

Each Outbound list has a default Recycling script attached, which will serve as a
useful starter to help customers generate their own scripts.

Launching the Call Recycler

To launch the Synthesys Call Recycling Designer, right click on your outbound list
and select Set Recycling Rules from the drop down menu.

Active Times
The only available Time Periods that can be selected in the Time Period window of

the Recycling Designer are those that have been set to ‘Active’ in the ‘Active Times’
window when setting up your outbound list.

Multiple Telephone Numbers

When queuing customers, ensure that the telephone number that you select as the
first number for contacting a customer, is the same, as the number on which you
want to start off your recycling rules.

Synthesys Scripted Call Recycling is not a standard feature but has to be purchased
separately.
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THE RECYCLING DESIGNER

The Synthesys Call Recycling Designer is launched from the Outbound Manager.

e Click on Outbound under the Setup heading of the Synthesys main
screen.

e Locate and right click on your outbound list and select Set Recycling
Rules from the drop down menu.
The Synthesys Call Recycling Designer has a default recycling script attached.

Users can edit the recycling rules of the default flow to meet particular requirements
or design a totally new recycling script.

Meanu Bar
Standard Toolbar
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The following sections describe each of the elements indicated above.
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The Menu Bar

The Menu Bar at the top of the Recycling Designer Screen provides access to a
series of menu options via four pull down menus.

File Pull Down Menu

Menu Option Used To
New Create a new Recycling Script
Save Save and Release the Recycling Rules
Copy Script Copy the currently opened Recycling script to a destination
Outbound List
Exit Close the Recycling Designer and return to the Outbound

Manager Screen.

View Pull Down Menu

Menu Option Used To

Toolbar Hide or display the Toolbar. A tick next to this option indicates
that the Toolbar is currently visible.

Status Bar Hide or display the Status Bar. A tick next to this option indicates

that the Status Bar is currently visible.

Time Period Pull Down Menu

Menu Option Used To
Edit Open the Time Period window to add, edit or delete time
periods.

Help Pull Down Menu

Menu Option Used To

About Recycling Display version details of the Synthesys Call Recycling Designer
Designer you are running.
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THE TOOLBARS

The Synthesys Call Recycling Designer has two toolbars.

The Standard Toolbar
The Recycling Toolbar

When you first access the Synthesys Call Recycling Designer, the Standard Toolbar
is positioned directly below the Menu Bar and the Recycling Toolbar is positioned on
top of the Design Area.

The toolbars can be placed anywhere in the Synthesys Call Recycling Designer.

They can be positioned at the top, bottom, or to the left or right of the Design Area.
Alternatively, they can be placed on top of the Design Area as a floating toolbar.

The Standard Toolbar

The Standard Toolbar is positioned directly below the Menu Bar on the Recycling
Designer Screen:

IDE|# 2

Option Used To
& Start a new Recycling Script.
= Save and Release the currently displayed Recycling Script.
B Open the Time Period window to select or create time periods.
7 Display information about the version of the Recycling

Designer.
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The Recycling Toolbar

The Recycling Toolbar lets you build recycling rules quickly and easily.

FOJ[ G AR -0QBE SO F

Activate the selection tool.
Change the Telephone Number to call.

Tie to Agent, to ensure that the agent who took this call will get the call
when it is recycled.

iy
aﬂ Untie from Agent, to allow any agent to take this call when it is recycled.
@ Add a New Decision to enable Branching on different criteria and events.
i Change state to Attention.

i‘& Change state to Unobtainable.

o Sleep the call, for example, sleep a ‘busy’ call for ten minutes’

Q Queue the call to this campaign, with the number of times called
remaining unchanged.

:’E Re-gueue to this campaign but set the original call to Finish and queue
as a new call, with the number of times called being set to zero (0).

ﬁ Change Campaign will queue the call to a new campaign and marks the
A call as Finish in the original campaign.

E:F“ Change Campaign and Sleep will queue the call as a sleeping call to a
new campaign and marks the call as Finish in the original campaign.

@ Retime (sleep) the call for a particular time band, as set in the Time

- Period Menu. The time band requires the call to have been dialled either
by the PD or manually in Take Calls pressing the Dial button, unless ‘Auto
dial is ticked in the Outbound Manager.

@ Never Call, shows a list of all clients that do not wish to be contacted
again.

? Wrong Number, refers to an incorrect number associated with a client to
be called.

» Change state to Strategy Complete. Thus the call is not processed
; through any other recycling rule and is marked as ‘Finished’.
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DEFAULT RECYCLING RULES

When opening the Synthesys Call Recycling window, the default recycling script is
displayed.

Symibesys Call Recycling
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The recycling rules of the default recycling script are explained in the next section.
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Result Decisions 1& 2
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If a call is aborted, we have assigned specific outcomes into our Default script.

Aborted Type

Outcome

Never Call

Unobtainable & Faxtone
Wrong & Invalid Number
Missed latest time period

Other

Busy

No Answer
Answerphone
Nuisance Call

‘o_ Never Call
& Unobtainable
2 Wrong Number

33 “ Untie from agent, then Sleep for 1min

Attention

Sleep for 30min
Sleep for 4hours
Sleep for 24hours
Sleep for 3 days

The branches that we have created reflect these call outcomes and contain the

appropriate ‘if...." condition.

Define Branching x
P Call Recycling
Setup decision branching using the tree window below.
— = R
EB Never Cal Delste Brarch
] equal to Nevercall
lf»- Add Condition
E—]B Unobtainsble Dieete Conriion
o Ifan enualto Fastone
If... =qualto Unabtainable
EB “wiong Mumber
|f"_ equal to ‘Wrong number
[ --|f"‘ equal to Invalid number
[=] B Missed Latest Time e
[ --|f'" equal to Missed latest time period
1 H
K.

Result Branch 1

For each of the required Outcomes we then have placed the relevant Conclusion

icon at the end of the branch.
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Times Called Decision and Branch

Calls in our default script will go to Strategy Complete, if a number has been dialled
five times or more, without reaching the customer.

We have picked up a New Decision & and placed it after the traffic lights, to display
the ‘Select the value...” window.

From the options available, we have selected Total number of times called, then
clicked OK.

Select the value upon which the decision is based

q SYNTHESYS

Ca // Recycling
Tirmes Called Miscellansous
&+ Toatal number of times called " Last call result

" Total number of times called on the last number ™ Time period of the last call
" Toatal number of times called on a named rnumber " Last number digllad
" Time since queued
Times Called in a Time Period . : :
" Time since first called
" Tatal number of times called in a time period ;
|5 tied to an agent
" Total number of times called in a time period on the last numt
" CRM Data
" Tatal number of times called in a time period on a named nun e
™ Priority

Cancel |

Double clicking on the Decision point opens the Define Branching window, where we
have selected the New Branch button to create a New Branch, called ‘5+'.

Next, we clicked Add Condition and selected ‘Greater Than or Equal to 5’ from the
respective lists.

Setup decision branching uzing the tree window below,

=] E Tatal number of times called New Branch |
B Default Delete Branch |
== 8
: Add Condition |
Fre |f"_ Greater Than or Equalto 5 S

We then dropped the Strategy Complete -r icon at the end of the branch.
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DESIGNING A NEW RECYCLING SCRIPT

To design a new Recycling script, go to File — New on the Menu Bar.

Alternatively click the ‘new page’ O icon on the Standard toolbar to display a new
Recycling Flow.

GSyndhesys Call Recycling
Fils  Yew Tive Poricel  Help
O & 7

5
Ix

N2 ETEHLOD 0 |6 muls

Feady L)

The Call Recycling Flow that we will design is based on the following Scenario:

e Calls aborted with ‘Never Call’, ‘Number Unobtainable or Faxtone’, ‘Wrong
Number’ or ‘Other’ should go to the respective conclusion flags.

e Customers initially are to be called on their work number.

e |If they can’t be reached by the third call attempt, we phone their mobile
number.

e If customers still have not been contacted after phoning their mobile
number 3 times, we get the agents on the evening shift to call their home
number.

¢ If still no contact has been established after trying the home number twice,
we will no longer attempt to contact that customer.

e Calls with a status of ‘Busy’, ‘No Answer’, ‘Answer Phone’ or ‘Nuisance
Calls’ should go to a conclusion with a Sleep time of one-hour.

If you have multiple telephone numbers in your CRM, ensure that you select the correct
number as the first telephone number on which to contact the customer, when queuing calls.
In our Scenario, this should be the ‘Work’ number.
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To create a recycling Flow according to the specified requirements, we firstly need to
create a New Decision and associated branches for the Aborted Types.

e Pick up a New Decision » and drop it after the traffic lights to display

the ‘Select the value...’

window.

¢ From the options available, select Last Call Result and click OK.

Select the value upon which the decision is based

ﬂ SYNTHESYS

Call Recyclmg

Times Called
" Total number of times called
" Total number of times called on the last number

" Total number of times called on a named number

Times Called in a Time Period
" Tatal nurber of imes called in a time period
" Tatal number of times called in a time period on the last numk

" Tatal nurmber of times called in a time period on a named nun

Miscellaneous

" Time period of the last call
" Last number dialled

" Time since queued

(™ Time since first called
13 tied to an agent

" CRM Data

" Priarity

o]

Cancel |

¢ Double click on the Decision point, to open the ‘Define Branching’ window.

e Click New Branch and add a branch for each of the Aborted Types, i.e.
‘Wrong Number’, Number Unobtainable or Faxtone’, ‘Other’ and ‘Never

Call’.

Define Branching

SYNTHESYS

»9 Call Recycling

Setup decision branching using the tree window belov

= B Last call resul

B Defauk
E| B “wirong Murnber

I fana =aualto Fax tone

--|f,__ =qual to Wrong number

E| B Never Call

If... =qualto Nevercal

E| B Urcktainstle

o Mfaae =aual to Unobtainable

Next, click Add Condition and
select the Aborted Type for
each branch.

Mew Branch
Delete Branch

Add Condition
Delete Condition

[ o B Click OK in the ‘Define
If the last call result is equal ko . .
i - — Branching’ window to return to
S 2 the Call Recycling Screen.
Muizance call
Mj' St
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Next, we need to create the decision point and associated branches for the contact

numbers.

e Pick up a New Decision » and drop it on the Default branch, after the
‘Result’ Decision point. From the options available in the ‘Select the

value...’

Select the value upon which the decision is based

ﬂ SYNTHESYS

Times Called
(™ Total number of times called
(" Tatal number of times called on the last number

(" Tatal number of times called on a named number

Times Called in a Time Period
™ Total number of times called in a time period
™ Total rumber of times called in a time period on the last nurt

™ Total nurmber of times called in a time period on a named nun

Call Recycling

Mizcellaneous

" Last call result

" Time period of the: last call

" Time since queued

" Time since first called
" |z tied to an agent
" CRM Data

" Pricrity

o]

Cancel |

window, select Last Number dialled and click OK.

Select ‘Last Number
dialled’.

¢ Double click on the Decision point, click New Branch, and add a branch
for each of the telephone numbers, i.e. ‘Work Number’, Mobile Number’

and Home Number’.

e Next, click Add Condition and select the relevant telephone for each

branch.
Define Branching
ﬂ SYNTHESYS
> Call Recycling
Setup decision branching using the tree window below
= Last number diglled New Branch
B o [ it
IE‘ B ok Humbet Add Condition
oMy ua BOUE t Wtk Numberwork e
B Mohile: Humber
|y ue &Sl to Mobile Number
H Homne Mumber
x|
1f the last number dialled is equal to..
[HomeNumber =] Cancel
work Mumber Wtk
fee
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Work Number Branch

We now need to create the recycling rules for each of the selected telephone
numbers.

e Pick up a New Decision » and drop it on the Work Number branch.
¢ From the options available in the ‘Select the value...” window, select

Number of times called on a named number and click OK.

This time, create a New Branch called ‘Work x3’ and a Condition ‘Greater than or
Equal to 3'.

Define Branching

€ SYNTHESYS

P Call Recycling
Setup decision branching using the tree window below.
Elm MNumber of times called on a named number Hew Branch
..... B Default Delete Branch
..... B work 3
Add Condition

i Carrdition
If the number of times called on & named number is
IGreater than or Equal ta LI IE j Cancel |

Mamed Mumber: [‘Wnrk Mumber 'fork. Change

ok

¢ Next, add a Sleep icon to the default line of the Work Number branch and
set the sleeping time to 1 hour.

e Add a Change Telephone icon to the Work x3 branch and change the

number to be called to Mobile Number. At the end of the branch add a
Sleep icon, set to 1 hour.

Times Called Named Humber Sleap

|| Wk 3
MNumber k| T N

Now create the recycling rules for the Mobile and Home Numbers respectively.
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This time, we drop a ‘New Decision’ @ on the Mobile Number branch, again based
on ‘Number of times called on a named number’. We create a branch called ‘Mobile
x3’, with the Condition ‘Greater than or Equal to 3.

the sleeping time to 1 hour.

Add a Sleep icon to the default line of the Mobile Number branch and set

Add a Change Telephone icon to the Mobile x3 branch and change the

number to be called to ‘Home Number’.

number only in the evenings.

Times Called Mamed Humber

Poabile

Sleep

MNumber . |

Change Tel

&

To end the branch, add a ‘Retime’ B icon as we wish to call the home

Fetime

hulabilex3 ;

Selecting Time Periods

‘3

When placing the Retime icon, the Select Time Period window opens. Click ‘New
Time Period’ and enter ‘Evenings’ as the name for the time period, then click OK.

E New Time Period

Type a name for the new time period,

IEvening

Select or create a time period:

Evening Mew Time Period
Warning! Editing a time period, will affect all decisions Edit Time Period
in the script using that period.
Delete Time Period
(i I Cancel |

Synthesys Callflow Design and Outbound
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In the grid of the Time Period window, set the required time periods.

The only available Time Periods that can be selected here are those that have been
set to ‘Active’ in the ‘Active Times’ window when setting up your Outbound List.

& SYNTHESYS

> Call Recycﬁng displayed in orange colour.

The Current active times are

Select required hours using the grid below:

14,15 16 17 18 19 20 I [l Available

Sunday InUse

Maonday D Current

Tuesday D Campaign Ihactive

Wednesday

Thursday Dffice Hrs

Friday

A | In our example we have set the
A B E Current active times from

17.00- 20.00.

i Cancel |

To set time periods, click and drag your left mouse button in the required cells. To
deactivate time periods, use your right mouse button or click the ‘Clear’ button.

Lavender Blue Available time periods that can be selected

Dark Grey Time periods already In Use that can’t be selected

Orange Current active times period, selected for the currently specified time
period

Light Grey The Outbound list is currently ‘Inactive’ or no active times have been
enabled in the ‘Active Times’ window when setting up your Outbound
List

Click OK to commit the settings for the selected time period.

Home Number Branch

On the Home Number branch, create a ‘Home x2’ branch, again based on ‘Number
of times called on a named number’, with the Condition ‘Greater than or Equal to 2’.

Add a Sleep icon (1 hour) to the default ‘Home Number’ branch and on the ‘Home
x2’ branch, add a ‘Strategy Complete’ icon. Thus the call is not processed through
any further recycling rule but is instead marked as ‘Finished’.

Times Callad Mamed Number Sleep
Home A .
Humber ~ ™

Complete

=
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Completed Recycling Script

Your completed Recycle Flow should look as follows:
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Remember to Save your recycling rules, before exiting the Recycling Designer.
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Using the CRM Data option, users can recycle aborted calls based on information
contained within the CRM fields of a campaign.

¢ Right click on your Outbound list and select Set Recycling Rules to open

the Recycling Designer:

e Pick up a New Decision @ and drop it into your recycling script to
display the ‘Select the value upon which the decision is based...” window.

e From the Miscellaneous options available, select CRM Data and click OK.

Select the value upon which the decision is based

SYNTHESYS

> Call Recycling

Times Called
" Total number of times called
" Tatal number of times called an the last number

" Total number of times called on a named number

Times Called in a Time Period
© Total number of times called in a time period
" Tatal number of times called in a time period on the last numt

" Total number of times called in a time period on a named nun

Miscellaneous
" Last call result
" Time periad of the last call
" Last number dialled
" Time since queued
" Time since first called

" 1z tied to an agent

" Priority

[ ]

Cancel

¢ Double click on the Decision point and in the Define Branching dialog,
click New Branch. Add a new branch entering a logical branch name.

In our example we have created a branch called Date.

£ Synthesys Call Recycling =
File View TimePeriods Help
DE ™ ?

E Lastcsi  Define Branching L= Attent B
—/! o

ﬂ% SYNTHESYS 2
0 Call Recycling S &
- @
Setup decision branching using the ties window belor sk E‘&

= m CAM Data New Branch — \GJ -
Dekete Branch EL

et skep -
5 2
Add Condition 2
el BN £
(1}

Carncel 2

Al
1] x| g
Ready

Next, click the Add Condition button, to open the Condition Criteria dialog.
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To create a condition based on a CRM field

e Click the Create Condition il icon.

e Select the relevant CRM field to define your condition. In our example we
have selected the CRM DateTime field <Current DateTime>.

Create Condition Duplicate Conditions

/ Delete Condition  View Condition Summary
=] =

-

m n:orditioncyériam

e J@mi}/ O, I Cancel J Help
—

Fleaze zelect an input field that the condition relates ta:

Current DateT ime -

Current D ateTime
Customer 1D

FirstM arme

Home

Postcode

Specific DateTime

Surnarme

| Tille
T o Help

" ork

3 | Create Condition. Click this icon, to create a new condition. To edit existing
conditions, double-click on the relevant condition disc.

& Duplicate condition. Click this icon, to duplicate an existing condition.

| ﬁ' Delete a condition. Select the disc that you wish to delete, then click on the
‘Delete condition’ icon.

| | View condition summary. Click this icon, to view a summary of all conditions.

e Move to the next pages of the wizard , first selecting the required
operator, i.e. ‘between’, and then specifying the date and time range for
your condition.

‘Current DateTime ' between

‘Current DateTime *

Please define date value to be compared with the field

¥ Use Caleulations [ - - :
<Today> | [ps <] [0 days

[ Uss Calculations o :
Todaw>  v|[ps | [d days

Flease select an operator fom the list below.

» | | Cancel ‘ Help

< ‘ > Cancel Help: <«

In the next page of the wizard add a name for our condition and click Finish.
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The condition that you have created will be displayed as a Venn Diagram, showing a
floating disc ‘Date’.

e Further conditions can be defined, clicking the Create Condition ilicon.

e To edit existing conditions, double-click on the relevant condition disc.

-m— - =
® " Condition Criteria S=1

*s o x| E|

m

4 [T 3

Discs that overlap with one or more other discs imply a Boolean 'AND’ to
operate between the conditions (Date) OR (Condition2 AND Condition3).

Each condition can be manipulated, clicking and dragging it around the canvas.
If two discs overlay completely, press Control on the keyboard to drag them
apart.

e Click OK to close the Condition Criteria dialog and to display the CRM
Data branch as part of your recycling rules.

Define Branching o]
PEY Call Recycling
Setup dacision branching using the ties window below

= .. CRM Dats Mo

~ Delete Branch

Default

= [ o

e e Between [<To oday>+2] Délete Condition

4 . ¢
il
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To add the CRM Data branch to our recycling script

¢ Click OK in the Define Branching dialog, to return to the Synthesys Call

Recycling screen.

The CRM Data branch will now be displayed as part of your recycling rules.

In our example, we have added a ‘Change Campaign’icon at the end of the CRM Data
branch, to move aborted calls that match the given criteria to another Outbound list.

£ Synthesys Call Recycling® 8 & | ||
File View Time Periods Help
OE 1 %
Last call result CRM Data CRM Data Total number of times called Last call result Attention : k
? & & & & A A o
' d 4 N N N L p
Sleep 33
—@ o
! Sleep 1
f No Answer 3 &
=0
)
| B
| F
t 2]
i 1}
| =
I ®
l =
Attentior
Surname A / I‘
i -
T e e ) J
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Decisions based on Priority of Call

In the Advanced Recycling Designer, aborted calls can also be recycled based on
their Priority setting in the Phoenix_Queue table.

Call priority settings in the Queue table can be changed, for example via
Bulk Queue Change selecting from ranges between 0=Idle, 1= Low or
10=High, or by setting a string value, e.g. ‘High’ or ‘Low".

In the Outbound List Advanced Options dialog select PriorityOrder and
enter either Desc, Asc or None, to determine how prioritized records are
presented to the agents. Desc presents calls with higher priority settings
first.

To use the Priority option as part of recycling rules

¢ Right click on your Outbound list and select Set Recycling Rules to open
the Recycling Designer.

e Pick up a New Decision v and drop it into your recycling script to
display the ‘Select the value upon which the decision is based...” window.

¢ From the Miscellaneous options available, select Priority and click OK.

&% Synthesys Call Recycling = |6 ®
File View Time Periods Help
O & 2
! Last call result Total number of times called Last call result Unobtainable - h |
PN Ve i+ g
» b4 WP & !
Select the value upen which the decision is based 3' |
ﬁ SYNTHESYS s
EY) Call Recycling !
Times Called Miscellaneous Q
" Total number of times called © Last call result Q
= =2
" Total number of times called on the last number © Time period of the last call 3 Eﬂ
" Total number of times called on a named number € Last number dialled Eﬂi |
° Time since queved LE'.B
T Called Time Period
fmes Laledina fime Fef " Time since first called ]
O Total ber of i lled i d
otal umber of imes called in a tme perio T 2
" Total number of times called in a time period on the last numt >
" CRM Dats -
" Total number of times called in a time period on a named nun .
& Piority
i
“ |
&
S
i Wiong Mo. |
Wrong
e >—= 2 .15
Ready :|

Please see next page for more information.
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To create the condition based on Priority
e Double click on the Decision point and in the Define Branching dialog,
click New Branch. Add a new branch, entering a logical branch name,
i.e. ‘High Priority’.

e Next, click the Add Condition button to open the Condition Criteria dialog
and define your condition, as required.

In our example we have selected Equal to and entered 9.

& Synthesys Call Recycling ! —]=] =

Hle View lmePeriods Help

O&F # 7
Last cal result Total number of times called  Last call result Unobtainable - [
§ e a
2
T T o e 2
— 31 - )
= ‘
o
ﬁ SYNTHESYS
> Call Recycling S
- B
o e
| New Branch ':
Dot Branch 1=
AddConion | i
e S|
o ] o ||
ok B

¢ Click OK in the Define Branching dialog, to return to the Synthesys Call
Recycling screen.

You can now define the rules that should apply, for example, move calls with Priority 9 to a
High Priority Outbound list.

£ Synthesys Call Recycling ! || s o e E

File View TimePeriods Help

ODHE & ?

&
&
P
) ‘astTHESYs e
*,] *® Call Recycling O
Pleass selecta carmpaizn.  [FohPioly =] ia

]

Remember to Save your recycling rules, before exiting the Recycling Designer.
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COPYING A RECYCLING SCRIPT

You can copy an existing Recycling script from one Outbound list to another, as long
as both outbound lists use the same CRM prefix.

Be aware however that when using the Retime option to set specific time
periods for callbacks you must ensure that the Active Times enabled in
your destination outbound list match the time periods specified in the
Recycling rules that you wish to copy.

In the Recycling Designer:

¢ Go to File on the Menu bar and select the Copy script option.

File
ey ChelHHMN
Save Chrl+5

Exit !

In the Copy Script window, now displayed, the Outbound lists using the same CRM
prefix will be listed. In our example, the CRM prefix is ‘ELECT’.

ﬂ SYNTHESYS

Call R ecychn
Pleaze select a destination campaign: CRHHM Prefiz: ELECT
Account Campaign Outbound Campaign
T elebuzingss Callflows ElectraCB Custarmer Survey
Telebusmess Eallflnws ElectraCB Sales
Telebuziness Callflows ElectiaCE Brochure FollmaUp
(] I Cancel |

e Select the Destination campaign and click OK.

The current recycling script has now been copied to the selected outbound list.
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CREATING A RECYCLING RULES TEMPLATE

It is also possible to create a template of recycling rules that fit your own
requirements, thus replacing the existing default rules.

To create the template:

e Go to the Edit menu in the Outbound Manager and select Edit Default
Recycling Rules.

£ Synthesys - Outbound Manager s . - & » ] = | B ||
File [Edit] View Help
Queue calls using Selective Queuing Import
@2 | Quevecsllsusing Selective Queuing File Import Outbound List__| Retry Time Times Cal... | AgentID | Agent Name | Telephene
- Remove Queue calls using Selective Queuc Meniter  CRMRecycling  n/a 1 none None N2
m Delete SQI Prefixes . CRMRecycling  n/a 1 none None 132333
R Delete SQM Prefixes . CRMPRecycling  n/a 1 none None 1121212
o . . CRMPRecycling  n/a 1 none None 12121212
- Process DeMotCallList for entire queue | CRMRecycling  nfs 1 none None NAN2
=& Bulk Change Queus ... . CRMRecycling  n/a 5 nene Nene 12121234343434
o E Edit Defautt Recycling Rules .. - CRMRegycling  wa [ nene Nene mnam |
- T3 CRMRegycling  /a 1 nene Nene 112121212
BB Brigiteds | || @30575.. CRMMOD.. CRMRecycling  nfa 4 nene Nene 112121212
6@ Brigitclan20n2 | || B 30575 CRMMOD.. CRMRecycling  n/ 5 nene Nene 17121212
& o | || B 3075 CRMMOD.. CRMRecycling  nia 0 nene Nene
) | |8 30575.. CRMMOD.. CRMRecycling — n/a 0 nene Nene
£ CRM Modify Test ||| ® 30575.. CRMMOD.. CRM Recycling nfa 0 none None
ey CRM Recycling § 30575.. CRMMOD.. CRMRecycling  nfa 0 none None i
Date Time B 20575.. CRMMOD.. CRM Recycling nfa 0 nene 1212121212
@ More Recycling § 20575.. CRMMOD.. CRMRecycling  nfa 1 nene Nene 12212121212
Surname A Town B § 30575.. CRMMOD.. CRM Recycling n/a 2 none None 13222322222
& 4. CRM Notes Test § 20575.. CRMMOD.. CRMRecycling  nfa 2 nene Nene 1212121212
5 . CRM SQI SQM test =230575.. CRMMOD... CRMRecycling  2012-02-291711 5 nene Nene 12121212221
.4y CRM SQITest 2230575.. TRN CRM Recycling  2012-02-291711 3 nene MNene 112234 4444
A HTML Email 2230575, TRN_10 CRM Recycling  2012-02-291711 2 nene MNene 1133434541
.49 Popscript 2230575, TRN1S CRM Recycling  2012-02-291711 3 nene MNene 1133434541
& Popwatch 2230575.. TRNZ2 CRM Recycling  2012-02-291711 1 nene MNene 1133432322
.4y, TestCall Tracker 2230575, TRN_22 CRM Recycling  2012-02-291711 3 nene MNene 1121122211
& UMIStest 2230575, TRN_27 CRM Recycling  2012-02-291711 5 nene MNene 1120104333
FB0575.. TRN_28 CRM Recycling  nfa 2 nene MNene 1134432321
B Brigitteluly2011
- g FR0575.. TRN_29 CRM Recycling  nfa 2 nene MNene 1133431001
G Camelio test FR30575.. TRN 3 CRM Recycling  nfa 3 nene MNene 1123434454
FB30575.. TRN_32 CRM Recycling  nfa 3 nene MNene 1133430191
0P cescbSid FH30575.. TRN.S CRMRecycling  nfa 5 none None 112 2344333
@ DAFInbound Applications /30575, TRN.9 CRM Recycling nfa 3 nene Mone 1133432321
5@ DAF Outbound
w6 daza
@-f@ DemonstrationandTrainingScripts
BB Elliot <] T ] »
Middle of the Queue. Hit page down for more records 31 Queuc lems.

In the Recycling Designer subsequently displayed, you can edit and save your
recycling rules, as required.

The new Default Recycling rules will now be displayed automatically, for any
new Outbound list that you set up.
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QUEUING CALLS

To place customers to be called into an outbound list:

e Go to Outbound under the Setup heading of the Synthesys main screen
to open the Synthesys Outbound Manager.

e Locate and right click on the required outbound list and select Queue
calls from the drop down menu.

=] Loan Survey

-y Popflow  Deactivate
[+ Ties Aickivate
B Erigitte0s Queue calls

A Queue Wizard will open, to guide you through the required actions of creating you
call list.

If you wish to queue selected customers based on relatively complex
conditions it is recommended that you use the Queue calls using Selective
Queuing Import option via the Edit menu.

Here the SQI wizard will prompt you early on to enter a logical prefix for the
SQI operation. Entering a logical prefix will make it easier to access and edit
the existing conditions at a later stage
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Setting Selection Criteria for Queuing

The Selection Criteria option allows you to specify which records to queue, setting a
range of conditions. To queue all records skip this step and move to the Next> page.

Selective Queuing Impork Utility - Step 1 ‘r
9 Selective Queueing Import
Thiz step allows pou to define the selection criteria for the impart. This means that you can
choose which records you wish to impart from the external database by specifying a set of
conditions, or chooze Mext to import ALL records.
Click here for 5 election Criteria
¢ Back | Mest » | Cancel | Help |

Clicking the Selection Criteria button will open the Selection Criteria Definition
screen. It consists of a work area, also called “the canvas”, where coloured discs will
represent the different conditions.

Create Condition Buplicate Conditions

Delete Condition  View Condition Summary

B [=1 4

0K | Cancel | Help I

iSelection Crizeria Porinition

New condition x|

Pleaze zelect an input field that the condition relates to:

PostCode ;I

Firstt arme -

Line1

Line2

Line3

Lired

Line5

Lineh

E— FoctCode |
< | Sumame Help |

Telephane

Title b

2| Create Condition. Click this icon, to create a new condition. To edit existing
conditions, double-click on the relevant condition disc.

& Duplicate condition. Click this icon, to duplicate an existing condition.

| ﬁ| Delete a condition. Click on the disc that you wish to delete, and then on the
‘Delete condition’ icon.

| | View condition summary click this icon, to view a summary of all conditions.
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To create a new condition:
e Click the Create Condition icon.

¢ Inthe New Condition window select the property to define your search
using any fields available in your CRM (for example the Postcode field.

e Click the button to move to the next screen of the wizard to
select the required operator, i.e. containing and then type SW to specify
that you wish to queue all customers in the SW area.

Please define text stings to be compared with the field

s

[l

| 5 | Fen | caeel | el o 5 | Fen | caee | kel |

We are then prompted to enter a name for our condition, i.e. Postcode SW.

When the condition has been defined, the name entered next will appear on the free,
floating disc on the canvas.

e To create another condition, click the Create Condition il icon.
e To edit existing conditions, double-click on the relevant condition disc.

: Selection Criteria Definition _ o] x|
Cancel I Help |

If two discs are
overlaid completely,
press Control on the
keyboard to drag

Postcode §
osteode X them apart.

Battersea

Each condition disc can be manipulated, clicking and dragging it around the canvas.
Any discs that overlap with one or more other discs will imply a Boolean ‘AND’ to
operate between the conditions. For example, customers are to be queued if:
(Postcode SW AND Surname begins with H) OR (Borough = Battersea)

Click OK and proceed to the next page of the wizard.
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Selecting the Telephone Number

In the window now displayed:

e Select the telephone number to be dialled, in the event of the campaign
being turned into a Predictive Outbound List.

Selective Queuing Import ULility - Step 2 [ x|

SYNTHESYS

> Selective Queueing Import

In the event of thiz Dutbound Lizt being converted to a
Predictive Campaign which telephone Mumber waould pow wish
to uze?

E

< Back I Mext = I Cancel Help

Queuing Customer Records

This part is concerned with the parameters governing the queuing of outbound calls.
Here you can define restrictions to be imposed when queuing calls, based on
previous contact with a specific customer.

To exclude customers from the call queue:

e Place atick into the boxes of the call outcomes to be excluded, selecting a
date if required.

Selective Queuing Import Utility - Step 3 'r |
SYNTHESYS
P Selective Queueing Import

Do nat quewe call to thoze who already had any of the following types of call
[™ Finished Call - Inbound [~ Firished Call - Dutbound

phone I Aborted Call - Busy

[T Aborted Call - Mo Arswer

[ Aborted Call - Rescheduled W Aborted Call - Unobtainable

v Aborted Call - Wiong Number [~ Abarted Call - Other Reason

Wwihen?

' Ever
 Since |27/02/2008 ]

< Back I Mest = I Cancel Help
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To check for possible duplicates in the queuing process:

e Click Check for duplicates to ensure that no call is already queued for

this person.

Selective Queuing Inport Utility - Step 4

SYNTHESYS
')

A call relating to some of the records that are to be imported may already be queued. This
meahs that these people will be called twice. Do you wish to check for such duplicates in the

call queue and exclude them?

Selective Queueing Import

& Check for duplicates [for ob list 'Sales Survey’ onlyf

" Check for duplicates [for campaign 'Sales Survey' only)

" Check for duplicates (for CRM Prefix "SALSUR' anly)

" Ignore check

[ Clear current queve

[~ Clean customers against the Do Mot Call List

[~ Update Al figlds

Update all fields is
only available for the
‘Import & Queue’

< Back I Mext > I

Caticel

option.
Help |

Select Option

Check for duplicates
(for ob campaign ‘OB Campaign Name’ only)

Check for duplicates
(for campaign ‘Campaign Name’ only)

Check for duplicates (for CRM Prefix
‘Customer_Prefix’ only)

Ignore check

Clear current queue

Clean customers against the Do Not Call List

Update all fields

Description

To check the current Outbound list selected
for duplicates.

To check all Outbound lists associated with
the selected Campaign for duplicates.

To check all Outbound lists that use the same
CRM prefix.

If you do not need to check for duplicates, for
example queuing calls for a new campaign.

To remove customers from the call list of the
selected Outbound list, before queuing calls.

To check the Phoenix_DoNotCallList table for
telephone number and to remove customers
from the call queue if a match is found.

Is activated for Import & Queue option only.
Tick to update all fields within your CRM but
do NOT tick if only selected fields are to be

updated.

The last step of the Wizard gives you the option to queue the customers immediately
or to schedule the queuing process for a later stage.
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The available options for placing customers into the call queue are:

e Queue now

e Schedule later in Campaign Manager

Selective Queuing Import Utility - Step 5

b 501 Prefix |5Q|_?g

’ SOIMName (747257079064 - DBManag

Do you wish to:

" Schedule later in Campaign Manager

< Back I Firizh I Cancel Help

e Tick Queue now to queue the customers immediately. The queue
process will start in the background and after a short while all relevant
calls will be displayed. To refresh the Outbound Manager, you can press
the F5 key.

e Tick Schedule later in Campaign Manager, if you wish to queue the
customers at a later stage, running a SQI report.

Schedule later in Campaign Manager

When you select the Schedule later in Campaign Manager option, the SQI Name
field is activated and you can replace the default SQI name with a more user-friendly
SQI name, as required.

To schedule a SQI report later in the Campaign Manager, make a note
of the SQI name entered, or copy it, as you will need the SQI name,
when setting up your SQI report.

Please see the section Schedule a SQI Import in Campaign Manager for
information about setting up and scheduling a SQI Report.
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Queuing Customers for a Second Outbound List

If you are setting set up more than one Outbound list for a callflow, a message will be
displayed informing you that this is a duplicate Outbound list.

It is advisable to use the CRM Filter (using the ‘Queuing Customers Based On
Selected Conditions’ option) when queuing customers to avoid duplicating calls.

DEBEManager LI

& WARMING, This is a duplicate outbound campaign, when queuing calls use the CRM Filker o avoid duplicating calls
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Selective Queuing Import
“SQI”

=lo] x|

Cahcel | Help |

Postcode S\

Battersea

Selective Queuing Import Utility - Step 3

SYNTHESYS

»> Selective Queueing Import

Do not quewe call to those who already had any of the following types of call
[ Finished Call - Inbound [ Firished Call - Qutbound
[~ Aborted Call - Answer phone [ Aborted Call - Busy
v i@ E [ Aborted Call - Mo Answer
[” Aborted Call - Rescheduled W Aborted Call - Unobtainable
v Abarted Call - Wrong Mumber [~ Aborted Call - Other Feason

Wwhen?

& Ever
€ Sinoe |27/02/2008 ]

< Back I Mest » I Cancel Help
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INTRODUCTION

The Selective Queuing Import (“SQI”) utility allows the user to import, update and
queue customer records from an external database, using the existing Synthesys
CRM and Outbound mechanisms.

The SQI Wizard provides a guide through the various steps of setting up a Selective
Queuing Import.

Users determine which data source and which columns in one specific table from that
data source are to be used in the import. They then can define the import selection
criteria, specifying which records to import and define the output of the import
process, which are essentially a Synthesys CRM table and the way in which the input
columns relate to the CRM columns.

Users can furthermore decide whether to run the data import immediately or at a later

stage, creating a SQI report and schedule for the report to be run and if required
customer records to be queued.
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THE SQI WIZARD

To place customers to be called into an outbound list using the Selective Queuing
Import option:

o Go to Outbound under the Setup heading of the Synthesys main screen
to open the Synthesys Outbound Manager.

e Select the required Outbound list and go to Edit on the menu bar.

e Select Queue calls using Selective Queuing Import to open the SQI
Wizard.

In the first window of the SQI Wizard

Enter a name for a New SQI import

Or
Select an Existing SQI name from the drop down menu.

e e

Selective Queuing Import Utility - Step 1

SYNTHESYS

ey Selective Queueing Import

Please select a SQl prefic for this import.

& New |59 Outbound

" Bsting | ...f...]

Meod > Cancel Help

Click Next> to continue to the next page of the wizard.
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SQI Import and Queue
In the second page of the SQI Wizard, you can now select either:

Import and Queue  To Import customer data into the CRM, as well as
gueuing customers in the Outbound Manager

Queue only To simply queue the customers already in your CRM

To queue customers from an external data source, use the Import and Queue’
option, to import the customers into the CRM first, before they can be queued. If the
customer records are already in the CRM, you can use the ‘Queue only’ option.

( Selective Queuing Import Utility - Step 2 [&F
LY Selective Queueing Import
Pleaze, select an action you would like to perform
% mport and Queue
" Queue only

< Back | Mexd = | Cancel Help

Click Next> to continue to the next page of the wizard, where you select the required
data source, database table and columns.
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Part 1: Input — Data Source & Table Columns

You now need to select the database that contains the table with the data to be
imported from the list of ODBC data sources available on the system.

Selective Queuing Import Utility - Step 3

SYNTHESYS

ey Selective Queueing Import

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

e T O -

< Back Mext > Cancel I Help I

Next, select the table or view from the selected data source, and the columns from
that table/ view to be used in the import.

Selective Queuing Import Utility - Step 4 [ x|

SYNTHESYS

ey Selective Queueing Import

Please select & table or view from the following st

... and then select all columns that are to be used in the course
of the impart either for selection or output.

=
[B CustomeriD ﬂ Select Al
[ Tie Unselect Al
E’é‘- FirstMame

7
M- Surmame hd
1 o

< Back I Hext > I Cancel I Help I

The last step in this part allows you to give the selected fields more user-friendly
names.

Selective Queuing Import Utility - Step 5 i E
PO Selective Queueing Import ) _
. - e The first column contains the selected
In the "Alias Column Names' column below, please twpe in any userfriendly
names that pou may wish to associate with the selected column names and Col umn hames.
press enter key to zave the change.
Selected Column Names Alias Column Mames -
i Fr— The second column (‘Alias column’) an
g Buname. editable field in which you can type any
e o user-friendly names that you may wish to
Lre2 Lhes associate with the selected column names.
!_\ne@ !.ineSl -
L4 | _»l"
< Back Meut > Cancel I Help

Press ENTER each time, to save any name changes made in the Alias column.
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Part 2: Import Selection Criteria

The Import Selection Criteria allows you to choose which records to import,
specifying a set of conditions. To import all records, skip this step by clicking Next>.

Selective Queuing Import Utility - Step 6 -

9o Selective Queueing Import
Thiz step allows pou to define the selection criteria far the import. This means that you can
choose which recards pou wizh ta impart fram the external database by specifying a set of

conditions. or choose Mext to import ALL records.
Click. here for Selection Criteria
< Back Hext » Cancel Help

Clicking the Selection Criteria button will open the Selection Criteria Definition
screen. It consists of a work area, also called “the canvas”, where coloured discs will
represent different conditions.

Create Condition Buplicate Conditions

Delete Condition View Condition Summary

i Selection Criteria Zefinition

New condition |

Pleaze zelect an input field that the condition relates to:

PostCode LI

FirstM ame

Lire1

Line2

Line3

Lined

Line5

Linet

— FostCode |
<< | Surnarne Help |

Telephone s

Title X

il ‘Create Condition’. Click this icon, to create a new condition. To edit existing
conditions, double-click on the relevant condition disc.

4 ‘'Duplicate condition’. Click this icon, to duplicate an existing condition.

| g| ‘Delete a condition’. Click on the disc that you wish to delete, and then on the
‘Delete condition’ icon.

| | ‘View condition summary’ click this icon, to view a summary of all conditions.
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To create a new condition:

e Click the Create Condition il icon.

¢ Inthe New Condition window select the property to define your search
using any fields available in your CRM (for example the Postcode field.

e Click the button to move to the next screen of the wizard to
select the required operator, i.e. containing and then type SW to specify
that you wish to queue all customers in the SW area.

Plaase define test stiings to be compared with the fisld

v

| | b | caeel | Hep |

We are then prompted to enter a name for our condition, i.e. Postcode SW.

When the condition has been defined, the name entered next will appear on the free,
floating disc on the canvas.

e To create another condition, click the ‘Create Condition’ il icon.
e To edit existing conditions, double-click on the relevant condition disc.

Selection Criteria Definition B ] |
Cancel I Help |

If two discs are
overlaid completely,
press Control on the
keyboard to drag
Postcode SWA

them apart.

Battersea

Each condition disc can be manipulated, clicking and dragging it around the canvas.
Any discs that overlap with one or more other discs will imply a Boolean ‘AND’ to
operate between the conditions. For example, customers are to be queued if:
(Postcode SW AND Surname begins with H) OR (Borough = Battersea)

Click OK to return to Step 1 of the wizard and proceed to the next step.
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Part 3: Binding Source Fields & CRM Columns

This part defines the output of the import process, which is essentially a Synthesys
CRM table and the way in which the input columns relate to the CRM columns.

e Click Next> in the Selection criteria window to move to the next part of the
SQI Wizard.

e Select the Outbound list for which you want to queue the calls.

Selecting the Outbound list will automatically determine the CRM prefix to be used.

Selective Queuing Import Ukility - Step 7 E

SYNTHESYS

FY ) Selective Queueing Import

Select the Outbound List to queve calls for

@ Al Accounts -
-8 Alianz

&-§f Brigitte Example

= Brigitte T raining

| [-# City Breaks

(-4 Express Loan

&
m
2
3
1)
=
=y
il

b1
o
2
=
[
3
=
il
L

Selective Queuing Import Utility - Step &

SYNTHESYS

Y Selective Queueing Import

Agzigh values to destination columns.

Mote: Valuez shown in red no longer exist in the calflow and must be
1eplaced

Destination Source =

Cuztomer D[PO0T]

Title[POO3] Title

FirstM ame[P004] Firsth ame

Surname[PO0DE] Surname

i ' | _>|_I
Calculaliunsl j Ed\t...I

¢ Back I Mext » I Cancel | Help |

The Source column is one of the aliases defined Partl; the Destination column is the
CRM table. To change a source field:

e Click on the required field in the Source column and select the required
field from the drop down menu.

The Calculations option is not available in the current version.
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If your CRM contains more than one telephone number, the next screen of the wizard
will ask you to select the number to be used should the campaign be turned into a
predictive outbound list.

Selective Queuing Import Utility - Step 9

SYNTHESYS

»0 Selective Queueing Import

In the event of this Outbound List being converted to a
Predictive Campaign which telephone Mumber would you wish

b uze?
[

HomeT elephone[PO05]

< Back I Mest > I Cancel Help

Part 4: Queuing Customer Records

This part is concerned with the parameters governing the queuing of outbound calls.

In this part of the wizard you can define restrictions to be imposed when queuing
calls, based on previous contact with a specific customer.

To exclude customers from the call queue:

e Place atick into the boxes of the call outcomes to be excluded, selecting a
date if required.

Selective Queuing Import Utility - Step 10 'r il
SYNTHESYS
FY ) Selective Queueing Import

Do not gueue call ko those who already had any of the following types of call
™ Finizghed Call - Inbound [ Finighed Call - Dutbound
I Aborted Call - Answer phone [ Aborted Call - Busy
¥ aborted Call - Do mot cal [ Aborted Call - Mo Answer
[ Aberted Call - Rescheduled W Aborted Call - Unobtainable
v Ehorted Call - Wiong Numbeé [ Abarted Call - Other Feason

Wwhen?
’7 i+ Ewer

 Since |27/02/2005 |

< Back I Hest > I Cancel Help
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The next page of the SQI Wizard allows you to check for possible duplicates in the
gueuing process, to check that no call is already queued for this person.

Selective Queuing Import Ukility - Step 11 [ |

SYNTHESYS
>

A call relating to zome of the records that are to be imported map already be queued. Thiz
meats that theze people will be called twice. Do pou wish ta check for such duplicates in the

call queue and exclude them?

Selective Queueing Impovrt

& Check for duplicates [for ob list 'S ales Survey' onlyE

" Check for duplicates [for campaign 'Sales Survey' only)
" Check for duplicates [for CRiM Prefix ‘SALSUR' only)

 Ignore check

[ Clear cunent queue
[™ Clean customers against the Do Mot Call List
I Update all fields

Do NOT tick the ‘Update all
fields’ box, if you only wish
to update some of the

< Back I Mest > I

Cancel | Help |

selected CRM fields.

Select Option

Check for duplicates
(for ob campaign ‘OB Campaign Name’ only)

Check for duplicates
(for campaign ‘Campaign Name’ only)

Check for duplicates (for CRM Prefix
‘Customer_Prefix’ only)

Ignore check

Clear current queue

Clean customers against the Do Not Call List

Update all fields

Description

To check the current Outbound list selected
for duplicates.

To check all Outbound lists associated with
the selected Campaign for duplicates.

To check all Outbound lists that use the same
CRM prefix.

If you do not need to check for duplicates, for
example queuing calls for a new campaign.

To remove customers from the call list of the
selected Outbound list, before queuing calls.

To check the Phoenix_DoNotCallList table for
telephone number and to remove customers
from the call queue if a match is found.

Tick to update all fields within your CRM; do
NOT tick, if only selected fields are to be
updated.

Finally, the last step gives you the option to run the import immediately or at a later
stage and whether or not to queue calls in the Outbound Manager.
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The available options for placing customers into the call queue are:
e Import now
e Schedule later in Campaign Manager

e Do not queue calls

Selective Queuing Import Utility - Step 12 : ﬂ

,I S0 Prefix |5g|_421

S0l Manne |SQI Outbourd

Do wou wigh to;

" Schedule later in Campaign Manager

[ Do not queue calls

< Back I Finizh I Cancel | Help |

e Tick Import now to queue the customers immediately. The queue
process will start in the background and after a short while all relevant
calls will be displayed. To refresh the Outbound Manager, you can press
the F5 key.

e Tick Schedule later in Campaign Manager to queue customers at a later
stage, running a SQI report. Make a note of the SQI name, as you will
need the SQI name, when setting up your SQI report.

e Tick Do not queue calls, if you want to run the CRM Import without
queuing customers.

If you tick the Schedule later in Campaign Manager option, make a note of the
SQI name entered, or copy it, as you will need the SQI name, when setting up
your SQI report and schedule.

Please see the section on Schedule a SQI Import in Campaign Manager for
information about setting up and scheduling a SQI report.
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SQI Queue Only
Part 1: Enter or select a SQI Name

e To set up a new Queue Only queuing import, enter a New SQI name.

e To view an existing SQI Import, select an existing SQI hame from the drop
down menu.

If you select an existing SQI name, the Import and Queue or Queue Only option in Step 2 of

the wizard will be greyed out, as the type of import action associated with the selected SQI
name has already been selected.

-

.
Selective Queuing Import Utility - Step 2 [

S Y N T H E S Y S If the customer records are

already in the CRM, you can use
P Selective Queueing Import the ‘Queue only’ option.

If you need to import customer
records first, before placing them

. into the queue, you must use the

i ‘ ) f

Import and Queue’ option

Flease. select an action you would like to perform

< Back | Next > | Cancel Help

Part 2: Selection of Outbound List

You now need to select the Outbound list, for which you want to queue the customer
records, before moving to the Next> page of the wizard.

Selective Queuing Import Utility - Step 3

SYNTHESYS

P Selective Queueing Import
Select the Dutbound List to queue calls for
All dccounts “
ﬁ Allianz

-0 Brigite Example
Eﬁ Brigitte: Training
| -4 City Breaks
M. Express Loan
. =M Sales Survep

..... Sales Survey

ﬁ DemonstrationandT rainings cripts
-8 Emmanuel

E ,amrna_nuelt =

< Back I Mest » I Cancel | Help
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Part 3: Set Selection Criteria for Queuing

The Selection Criteria allows you to choose which records to queue, specifying a
set of conditions. If you wish to queue all records, skip this step, clicking Next>.

Selective Queuing Import Utility - Step 4 i
P Selective Queueing Import
Thiz step allows vou to define the selection criteria for the import. This means that you can
choose which recards you wish ta import fram the external database by specifving a set of
conditions. or choosze Mest to impart ALL records.
Click here for Selection Criteria
< Back | Mest > | Cancel | Help |

Clicking the Selection Criteria button will open the Selection Criteria Definition
screen. It consists of a work area, also called “the canvas”, where coloured discs will
represent the different conditions.

Create Condition Buplicate Conditions

Delete Condition Condition Summary

=10 x|

Ok | Cancel | Help I

1 Selection Criceria Cerinition

New condition x|

Pleasze zelect an input field that the condition relates ta:

PostCode ;I

Firzth arne:
Line1
Line2
Line3
Lined
Line5
Lineb
E—— PostCode |
<< | Sumame Help |
Telephane s
Title: X

To create a new condition, click the ‘Create Condition’ il icon. Inthe ‘New
Condition’ window, select the property according to which you want to define your
search. You can use any field that is available in your CRM (in our example we have
selected ‘Postcode’).

For more information about setting selection criteria, see Part2: Import Selection
Criteria, in the SQI ‘Import and Queue’ section.

Click OK and the Next> to proceed to the next part of the Wizard.
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Select the telephone number that you wish to use, in the event of the campaign being
turned into a Predictive Outbound List.

Selective Queuing Import Utility - Step 5

SYNTHESYS

ey Selective Queueing Import

P e

In the event of thiz Dutbaund List being converted to a
Predictive Campaign which telephone Mumber would you wish

to uge?
N

Telept

= i
“work T elephone[PO0E]

< Back I Hext > I Cancel Help

Part 4. Queuing Customer Records
This part is concerned with the parameters governing the queuing of outbound calls.

Here you can define restrictions to be imposed when queuing calls, based on
previous contact with a specific customer.

To exclude customers from the call queue:

e Place atick into the boxes of the call outcomes to be excluded, selecting a
date if required.

Selective Queuing Import Utility - Step & ) x|
SYNTHESYS
FY ) Selective Queueing Import

Do not gueue call to thoze who already had any of the following types of call
I Finished Call - Inbound [ Finished Call - Outbound
I &hborted Call - Anewer phone [ Aborted Call - Busy
v i) calf [~ Aborted Call - Mo Answer
[ Aborted Call - Rescheduled W Aborted Call - Unobtainable
¥ &borted Call - Wiong Murmber [ Aborted Call - Other Reazon

When?
’7 * Ewver

€ Since |27/02/2008 =]

< Back I Mest » I Cancel Help
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You now have the option to check for possible duplicates in the queuing process, i.e.
do you want to check that no call is already queued for this person.

Selective Queuing Import Utility - Step 7

q SYNTHESYS

Selective Queuemg Import

A call relating to zome of the records that are to be |mpolted may already be queued. This
means that these people will be called twice. Do you wish to check for such duplicates in the

call queue and exclude them?

+ Check for duplicates [for ob list 'S ales Survey’ onlyE

" Check for duplicates [for campaign 'S ales Survey' only]

" Check for duplicates [for CRM Prefix 'SALSUR' only]

£ lgnare check

[ Clear curment queue
[ Clean customers against the Do Mat Call List
[T Update allfiglds

Update all fields is only
enabled for the Import &
Queue option.

< Back I Nest » I

Cancel

Help

Select Option

Check for duplicates
(for ob campaign ‘OB Campaign Name’ only)

Check for duplicates
(for campaign ‘Campaign Name’ only)

Check for duplicates (for CRM Prefix
‘Customer_Prefix’ only)

Ignore check

Clear current queue

Clean customers against the Do Not Call List

Update all fields

Synthesys Callflow Design and Outbound

Description

To check the current Outbound list selected
for duplicates.

To check all Outbound lists associated with
the selected Campaign for duplicates.

To check all Outbound lists that use the same
CRM prefix.

If you do not need to check for duplicates, for
example queuing calls for a new campaign.

To remove customers from the call list of the
selected Outbound list, before queuing calls.

To check the Phoenix_DoNotCallList table for
telephone number and to remove customers
from the call queue if a match is found.

Activated for Import & Queue option only. Tick

to update all fields within your CRM; do NOT
tick, if only selected fields are to be updated.
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The last step of the Wizard gives you the option to queue the customers immediately
or to schedule the queuing process for a later stage.

e Queue now

e Schedule later in Campaign Manager’

Selective Queuing Import Utility - Step &

ﬁ SOIPrefie [5l52

S0 M ame |SQI Outbaund

Do pou wish ko

™ Schedule later in Campaign M anager

< Back I Finigh I Cancel Help

e Tick Queue now to queue the customers immediately. The queue process
will start in the background and after a short while all relevant calls will be
displayed. To refresh the Outbound Manager, you can press the F5 key.

e Tick Schedule later in Campaign Manager to customers at a later stage,
running a SQI report. Make a note of the SQI name entered, as you will
need the SQI name, when scheduling your SQI report.

If you tick the Schedule later in Campaign Manager option, make a note of the
SQI name entered, or copy it, as you will need the SQI name, when setting up
your SQI report and schedule.

Please see the section on Schedule a SQI Import in Campaign Manager for
information about setting up and scheduling a SQI report.
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Schedule a SQI Import in Campaign Manager

To set up a SQI report and schedule in the Campaign Manager:

e
ks

Noetica

e Goto Reports under the Setup heading of the Synthesys main screen to

open the Synthesys Campaign Manager.

Setting up a SQI Report

In the Campaign Manager:

e Locate and right click on your campaign and select Add New Report.

e Enter the Report Name, any Comments as required and type a name
into the Full Name field.

e Select SQI Service in the Report Tool field.

e Next, type in the SQI name as entered in Step 2 of the SQI Wizard into
the Printer/Export File Name field, for example SQI Outbound.

e Save your SQI report.

[ File View Help

H-= & Bolo

FEomrmgr W a3 B

-5 abesu
G5 AIN AJN Test Centre
-G ALl Allianz
L5 ALT ABLPD Test
- () AWL Alistair Testing
-5 B1L Brigitte Test2011
(5 B12 Brigitteluly2012
|| £ G BAS BR AugSept
(5 BCA Arvato BCA
£ (5§ BDD Brentford Dry Docks
= £ BFM Brigitte FebMarch2014
1B, 01 Popwatch and HTML
B}, 02 BigSQFile
1B, 03 OB Testing
(B}, 04 Bulk Email Test
1B, 05 BR ExportWizTest
(B} 06 Test Call Tracker
12 07 Multiple UMS test
1B, 08 BR CRMImport
1B} 09 PrePayment Cards
B, 04 Unobtainable 12 Recyclin
B, 0B BIG CRM SQI
1B, 0C FFP CRM
B}, OD New BigFile
1B, OF Biffile DBServer
B}, OF DB Combobox
1B, 0G OBReschedCalc
G50 BJA Brigittelan2012
() BOC Brigitte Oct2011
50 BPT BRPD Testing
) BRI Brightside
(50 BRO BR Februany2013
« i

Ready

Created Date [17/11/2014
50 Senice

Report Propetties

Report Mame |BR 501 Dutbound 1D | WONE

Comment t [Sa1 File Import

Full Name [SGI File Import

Browse Aeparts
Fomat [Binay -

Pintet/Expart File Name [ g, %% for daled filenames)
[5a1 Outbound

Output Service

Output Tool [<none> -

Parameter! |

Parameter2 [

save | Delete
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Scheduling a SQI Report

To add a schedule for your SQI report:

¢ Locate and right click on your report in the Campaign Manager and select
Add Schedule

¢ Inthe Schedule Wizard, select a start and end date and the frequency of
the report run.

e Save the schedule for your SQI report.

In our example, the next SQI report will run on Monday 17" November at 18:30.

['schedute Summary o 5
SYNTHESYS

Selective Queueing Import

You have now scheduled BR 501 Outbound report to run. Please check that the
information below is comect, particulary the next run date and time fields for timed
reports.

Frequency every set number of da

Next Run Date 1Monda~,r. 17 Nov 2014

Next Run Time ]15330

Parameter 1 1

Parameter 2 ]

Schedule detall  [Every 1days 7

< Back et 1 Finish ] Cancel

To check that your SQI report has run successfully:

¢ Go to Report Runs or alternatively check the queue in the Outbound
Manager.

For further information regarding setting up reports and schedules, please see the he
Reports manual.
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Selective Queuing File Import
“SQI”

Selective Queuing Import Utllrty le Import Step

€ SYNTHESYS
FY

Selective Queueing Import

2‘ Please, specify a name of source file to be imported
E |\\NEWBLU EDB"\Syrthesys'\ Training “Woucherl Do
! Row Delimiter: {CRULF e

Sample data from the file:

Customer|D, Title, First Mame, Surmame, Home Worl [Flat Strest | »
WOLICHER 1 Mr John Smith 234 AAMA I A A At

i
H
i

I |
T LG 3 R IR A

T

pres
S
i

s

o

Postcode SW

e
R

A

R

R
g
i
i
5

2

o
e

Battersea

,,,v,,.
R
R R SN AR A AR

e
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INTRODUCTION

The Selective Queuing File Import utility allows the user to import, update and queue
customer records from a flat file.

The SQI Wizard provides a guide through the various steps of setting up a Selective
Queuing File Import.

Users determine which file is to be used for the import. They then can define the
import selection criteria, specifying which records to import and define the output of
the import process, which is essentially a Synthesys CRM table and the way in which
the data to be imported relates to the CRM columns.

Users can furthermore decide whether to run the data import immediately or at a later

stage, creating a SQI report and schedule for the report to be run and if required
customer records to be queued.
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SELECTIVE QUEUING FILE IMPORT (“SQI”)
To place customers to be called into an outbound list using the Selective Queuing
File Import option:

e Go to Outbound under the Setup heading of the Synthesys main screen
to open the Synthesys Outbound Manager.

e Select the required Outbound list and go to Edit on the menu bar.

e Select Queue calls using Selective Queuing File Import to open the SQI
Wizard.

The SQI Wizard

The SQI Wizard provides a step-by-step guide through the process of importing or
updating data, using the Selective Queuing File Import.

Please see the following pages for details.
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Part 1. Data Input, Source File and Table Columns

Selecting the Data File
The first part of the wizard will determine which data file is to be used for the import.

Step 1: SQI Welcome screen. Click the Next tab of the SQI Welcome screen to
move to the next page of the Wizard.

Step 2: The next step involves the selection of the source file. Click the Browse
button, to select the file, choose a Row Delimiter if required and view the data that
you are about to import.

The name of the source file needs to contain the full UNC path and therefore contain.
\\MachineName\Drive\....

Selective Queuing Import Utility - File Import Step 2 w
SYNTHESYS
29 Selective Queueing Import

Please, specify a name of source file to be imported

1 WNEWBLUEDB Synthesys\ Training“\Voucherl D.c
Row Delimiter: {CRHLF} '1

Sample data from the file:

[CustomeriD Tile First Name, Sumame. Home Work [Flat Street | ~
VOLUCHER_1.Mr.John, Smith, 112 234 4444 271 234 4444 Fat [

VOUCHER_2.Ms Betty Wales. 113 343 2322 271 343 2322, —
VOUCHER_3.Dr Tom Gage, 112 343 4454 222 343 4454 12

< Back Mext > Cancel Help

Step 3: Now, select the delimiter that separates your fields, i.e. ‘Tab’, ‘Semicolon’ or
‘Comma’ and view the effect in the Sample data from the list section.

To display the column headings for the File that you import, tick the ‘First row
contains field name’ box.

o]

Selective Queuing Import Utility - File Enpoﬁ Step 3

SYNTHESYS |

Selective Queueing Import

Choose the delimiter that separates yourfields: —————————
| € Tab " Semicolon {* Comma

¥ First row cortains field names

Sample data from the file:

CustomerlD ] Title | FirstName | Sa
WVOUCHER_1 Mr John S
VOUCHER_2 Ms Betty Wi
pars . n T rﬁ

< Back Mext > | Cancel Help i
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Creating a Temporary Data Import Table

You now need to create a temporary database table where the data from your flat file
will be stored initially, before you choose the destination data source later on in the
wizard.

Step 4: This is where you enter the name of the table in which the data from your flat
file will be stored temporarily.

F B
Selective Queuing Import Utility - File Import Step 4 w

SYNTHESYS

FY ) Selective Queueing Import

Please specify a table name

‘gucheri D] Browse ... |

™ Drop the Table First

< Back Next = Cancel Help

Steps 5 & 6: Show the process of importing the flat file data, and that the temporary
table has been created.

Selective Queuing Import Utility - File Import Step sm"" b 5
SYNTHESYS

FY ) Selective Queueing Import

You have successfully completed SQI File Import Wizand.
The file you chose has been successfully imported.
To close this wizard click Nead.

Summary:

Source file: “WNEWBLUEDB\S

Destination Table: VoucherlD

thesys' Training Waoucher| D .c

< Back Meat = Cancel
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Data Source and Table Columns

Having successfully completed the import of the flat file data to the temporary table,
you now need to create or select a name for your SQI report, select the Database
with the temporary table that you have created and specify the columns to be used in
the import.

Step 7: Enter a new name for your SQI import or select an existing SQI name from
the drop down menu.

O [
FY ) Selective Queueing Import
N Please select a SQ prefix for this import.
5QI Mame
& New |BF{F|IeSOI|
|
I i~ Bdsting I LI
I. < Back Next = Cancel Help

Step 8: This dialog shows the input action for the File import. The Import and Queue or
Queue Only option will be greyed out, as the action associated with a new file SQI import has
already been selected, i.e. Import and Queue.

Selective Queuing Impor;tili - Ste -_'_':' u
» Selective Queueing Import
Fleaze, select an action you would like to perform
& |mport and Queve
C Quele anly
< Back MNext > Cancel Help
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Step 9: Now, select the required data source from the list of ODBC data sources
available on the system. You need to select Phoenix, as this is the location of the

temporary table that you have created.

Selective Queuing Import Utility - Step 9

==

SYNTHESYS

Y Selective Queueing Import

I Please select a data source from the list below which is to be
used as the source for this import

Phonepe |

< Back Next > Canesl ‘ Help

Step 10: Your temporary table will be displayed automatically. You can now tick the
columns from the table that you wish to use for the import.

Selective Queuing Import Utilty - s:_e_\
SYNTHESYS

Selective Queueing Import

»

Please select a table or view from the following list ...
;"u"uucherID {owner[dbo]) :j

... and then select all columns that are to be used in the course
of the import either for selection or output.

A
B CustomerlD Iil Select Al
IEéT'“e — Unselect All

#
|E’r Firsthame

2
T Sumame:

=)

Step 11: The first column contains the selected column names, the second column
(‘Alias column’) an editable field in which you can type any user-friendly names that
you may wish to associate with the selected column names.

rSE|E(tIVE Queuing Import Utility - Step 11 @‘

*»® Selective Queueing Import To change the name displayed in the
In the "Alias Column Mames"* column below, please type in any user-friendly AIIaS COIumn, CIICk Into the fleld and type
brees et o v e chg e b e and in the user-friendly name.

Selected Column Names Alias Column Names
ple ;me You then must press enter after each
irstMame irstName N
Sumams Sumame name change, to commit the changes
Postcode Postcode . .
made in the Alias column.

4 | m +

< Back Mext > Cancel Help
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The Import Selection Criteria allows you to choose which records to import, by
specifying a set of conditions. If you wish to import all records, skip this step by

clicking the Next> button.

Step 12: Clicking the ‘Selection Criteria’ button will open the ‘Selection Criteria

Definition’ screen.

SYNTHESYS

»d Selective Queueing Import

This step allows you to define the selection criteriz for the import. This means that you can
choose which records you wish to import from the extemal database by specifying a set of
conditions, or choose "Next" to import ALL records

Click here for Selection Criteria

Selective Queuing Import Utility - Step 12 ﬁ

< Back | Next > | Terer ‘ Help |

The Selection Criteria Definition screen consists of a work area, also called “the
canvas”, where coloured discs will represent different conditions.

Create Condition Buplicate Conditions

s Selection Criteria I";

K

Delete Condition

Cancel |

Condition Summary

_ (Ol

Help I

Mew condition

x|

Flease zelect an input field that the condition relates to:

FPostCode ;I

Firgthd arne -
Line1
Linez
Line3
Line4
LineS
Lineb

<< | Surnarne
Telephone

Help |

Title X

il ‘Create Condition’. Click this icon, to create a new condition. To edit existing
conditions, double-click on the relevant condition disc.

> ‘Duplicate condition’. Click this icon, to duplicate an existing condition.

| W ‘Delete a condition’. Click on the disc that you wish to delete, and then on the

‘Delete condition’ icon.

| | ‘View condition summary’ click this icon, to view a summary of all conditions.

Synthesys Callflow Design and Outbound
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To create a new condition:

e Click the Create Condition il icon.

¢ Inthe New Condition window select the property to define your search
using any fields available in your CRM (for example the Postcode field.

e Click the button to move to the next screen of the wizard to
select the required operator, i.e. containing and then type SW to specify
that you wish to queue all customers in the SW area.

Plaase define test stiings to be compared with the fisld

v

| | b | caeel | Hep |

We are then prompted to enter a name for our condition, i.e. Postcode SW.

When the condition has been defined, the name entered next will appear on the free,
floating disc on the canvas.

e To create another condition, click the ‘Create Condition’ il icon.
e To edit existing conditions, double-click on the relevant condition disc.

: Selection Criteria Definition _ o] x|
Cancel I Help |

If two discs are
overlaid completely,
press Control on the
keyboard to drag
Postcode SWA

them apart.

Battersea

Each condition disc can be manipulated, clicking and dragging it around the canvas.
Any discs that overlap with one or more other discs will imply a Boolean ‘AND’ to
operate between the conditions. For example, customers are to be queued if:

(Postcode SW AND Surname begins with H) OR (Borough = Battersea)

Click OK, and proceed to the next step.
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Part 3: Binding Source Fields & CRM Columns

This part defines the output of the import process, which is essentially a Synthesys
CRM table and the way in which the input columns relate to the CRM columns.

Step 13: Selection of an Outbound list. This will automatically determine the CRM
prefix to be used. ‘Next’ will move you to the next page of the wizard.

rSE|ECtIVE Queuing ImportUtiiit;r—S-t-t;;.J 13 e *W L @1
SYNTHESYS
» Selective Queueing Import

Select the Outbound List to queue calls for
B-6@ BR AugSept

B-68 BR February2013

; BR PD PerformanceTest

ER PO Regression Test1

BER PD Testing

Brentford Dry Docks

[+

E

-8 Brightside

Brigitte DecJanuany2015

=]

BDJ Filelmp Test1

i__JFile Imp Steps

g File SQI QueueOnly

< Back Next > Cancel Help

Step 14: The next step involves assigning values to the fields defined in steps 10
and 11 with actual CRM columns.

[ Selective Queuing Import Utility - Step 14 I&J1
> Selective Queueing Import
Azsigh values to the destination columns. . .
Note: Values shown in red no longer exist in the calflow and must be replaced TO Change a .SOU!'CE fleldv CIICk on
Destination B - the relevant field in the Source
T S | | column and select the required
First Name[P002] Title I i| field from the drop down menu.
Sumame[P003] Sumame f W
Telephone[P004] First Name -
4 | ([} r
Calculations | J
< Back Next > Cancel | Hep |

The Source column is one of the aliases defined in step 11 (Partl); the Destination
column is the CRM table.

The Wizard will also potentially allow for calculations based on the Source fields to
be used. This however is not available in the current version.
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Part 4: Queuing Customer Records
This part is concerned with the parameters governing the queuing of outbound calls.

Step 15: If your CRM contains more than one telephone number, select the
telephone number that is to be queued and dialled first, in the event of the campaign
being turned into a Predictive Outbound list.

Selective Queuing Import Utility - Step 1”_ S5
SYNTHESYS

P Selective Queueing Import

In the event of this Outbound List being converedto a
Predictive Campaign which telephone Number would you wish
to use?

|Home[POD4) |

Home[PD04]
Work[P0OO7]

< Back Next > Cancel Help

Step 16: Defining restrictions to be imposed when queuing calls, based on previous
contact with a specific customer.

To Exclude customers from the call queue:

¢ Place atick into the relevant box of possible call outcomes and if required
select a date as appropriate.

rSeIectiveQueuing Import Utility - Step 16~ ﬁﬂ
SYNTHESYS
9 Selective Queueing Import

Do not queue call to those who already had any of the following types of call

[ Finished Call - Inbound ™ Firished Call - Outbound
[ Aborted Call - Answerphone [ Aborted Call - Busy

[~ Aborted Call - Do not call [ Aborted Call - No Answer

| [ Aborted Call - Rescheduled |~ Aborted Call - Unobtainable
[~ Aborted Call - Wrong Mumber [ Aborted Call - Other Reason

{* Ever
" Singe |17/11/2014 =]

< Back i MNext = i Cancel Help
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Step 17: This option allows you to check for possible duplicates in the queuing
process, i.e. to check that no call is already queued for this person.

Note: Checking for duplicates is advisable, but can take a long time to perform.

Selective Queuing Import Utility - Step 1‘

S

SYNTHESYS

N

call queue and exclude them?

{* Check for duplicates for ob list 'BDJ DB Import' only)
" Check for duplicates for campaian ‘DB Import” only)
" Check for duplicates for CRM Prefic 'BDJDBI only)

" Ignore check

[~ Clear curent queue
[~ Clean customers against the Do Not Call List
[~ Update all fields

Selective Queueing Import

A call relating to some of the records that are to be imported may already be queusd. This
meang that these people will be called twice. Do you wish to check for such duplicates in the

Do NOT tick the ‘Update all fields’
box, if you only wish to update
some of the selected CRM fields.

. < Back | Mext = | Cancel | Help |.z

e

Select Option

Check for duplicates
(for ob campaign ‘OB Campaign Name’ only)

Check for duplicates
(for campaign ‘Campaign Name’ only)

Check for duplicates (for CRM Prefix
‘Customer_Prefix’ only)

Ignore check

Clear current queue

Clean customers against the Do Not Call List

Update all fields

Synthesys Callflow Design and Outbound

Description

To check the current Outbound List selected for
duplicates.

To check all Outbound Lists associated with the
selected Campaign for duplicates.

To check all Outbound Lists that use the same
CRM prefix.

If you do not need to check for duplicates, for
example queuing calls for a new campaign.

To remove customers from the call list of the
selected Outbound List, before queuing calls.

To check the Phoenix_DoNotCallList table for
telephone number and to remove customers
from the call queue if a match is found.

Tick to update all fields within your CRM; do

NOT tick, if only selected fields are to be
updated.
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Step 18: Finally, the last step gives you the option to run the import immediately or
at a later stage and gives you the option not to queue calls in the Outbound Manager.

e [mport now
e Schedule later in Campaign Manager

¢ Do not queue calls

Selective Queuing Import Utility - Steplu Iﬂ
S Y N T H E S Y S Remember to make a note
K p p of the SQI name entered, as
FY ) Selective Queuemgwlmport you will need the SQI name,
B when scheduling your SQI
eI (B report in the Campaign
SQIName  [BRFleSQI Manager.
Do you wish to:

" Import Now
(" Schedule later in Campaign Manager
™ Do not queue calls

|
< Back | Finish | Cancel | Help |i

e Tick Import now to queue the customers immediately. The queue
process will start in the background and after a short while all relevant
calls will be displayed. To refresh the Outbound Manager, press the F5

key.

e Tick Schedule later in Campaign Manager to queue customers at a later
stage, running a SQI report. Make a note of the SQI name entered, as you
will need the SQI name, when scheduling your SQI report.

e Tick Do not queue calls, if you want to run the CRM Import without
gueuing customers

If you tick the Schedule later in Campaign Manager option, make a note of the
SQI name entered, or copy it, as you will need the SQI nhame, when setting up
your SQI report and schedule.

Please see the section on Schedule a SQI Import in Campaign Manager for
information about setting up and scheduling a SQI report.
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Web Queuing
The Web Queue Wizard

{ Synthesys - Outbound Manage:
File View Help
0 Queue calls using Selective Queuing Import
fp s [Hiecbtnoseeansbuungbeln uttnineles .| RedeiTene. [isnerCalt. | AeelD | Augext blogne ] Tedeavane
i Remove Queue calls using Selective Queue Monitor BLOan OB extent.. n/a 0 none 112 344 6771
i Delete SQI Prefixes BLOan OB extent... n/a 0 none 113454 5227
& Delete SQM Prefixes BLOan OB extent... n/a 0 none 113 454 7999
i BLOan OB exdent.. n/a a none 113363 7855
P DoNotCallList for enti
R e ST UEl BLOan OB extent.. n/a 0 none 112 3446776
E Bulk Change Queue ... BLOan OB extent... n/a 1] none 1134545333
E Edit Default Recycling Rules .. BLOan OB extent... n/a 0 none 1134547383
E BLOan OB extent.. n/a 0 none 113363 4444
a Web Queueing ... BLOan OB extent.. 2013-01-1109:31 0 none None 1122341111
‘ BLoan Noatch TEST TR ZT BLOan OB edent.. 2013-01-112200 0 none None 113343234
o
-1 D2y
- Time test
— - T— » | =] = |
8 ° Condition Criteria
6 = I{‘f.p'l ﬁl I ok | Cancel I Help I
e -
Pleaze zelect an input field that the condition relates to: 3
Custorner 1D I
Customer 1D
Ernail Tel
First Mame
Street
Surname
Telephone
Title E |
Firizh Caricel
T

Synthesys Callflow Desigh and Outbound 227



Noetica

s

WEB QUEUING — THE WEB QUEUE WIZARD

T 0o (1 Tox i o o WP PPPPPPPPP 229
The Web QUeUE WIZard........cooooieviiieeiiiieee et 229
Step 1: Entering or selecting a Web Queue name.............ccccvvvveeennnnn. 230
Step 2: Selecting Outbound list for lead ..............ccvvieeiiiiiiiiieie e, 230
Step 3: Setting criteria based on CRM data ...........cccooeeeeeiiiiiiiiiiinneen, 231
Step 4: Outbound list to use if criteria is NOT met.......ccocovvviiiiiiiiinnneennn. 233
Step 5: Saving the Web Queue PrefixX ... 233
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The Web Queue wizard enables users to specify queuing conditions based on CRM
data to determine into which outbound list incoming web leads are to be placed.

The Web Queue wizard is used in conjunction with the CRM Web Service, the

Rules Engine Web Service and the Dialler Web Service.

This allows the client technical team to set up a Web Service call that never changes,
but then gives the Call Centre the ability to direct these incoming web leads into
different outbound campaign lists based on a set of CRM criteria that can be

changed, as required.

¢ Inthe Web Queue wizard users create different web queue prefixes, each
containing associated queuing criteria based on CRM data, and the
outbound list to be used in the queuing process.

¢ Incoming customer leads from a web site are added to the CRM via the

CRM Web Service.

e The Rules Engine Web Service then uses the web queue prefix and
associated criteria to direct these leads into the appropriate outbound lists.

The Web Queue Wizard

Web queue prefixes to specify queuing criteria and outbound lists are created via the
Web Queuing option in the Synthesys Outbound Manager.

¢ Open the Synthesys Outbound Manager.

e Select the Outbound list required and go to Edit on the menu bar.

o Select Web Queuing to open the Web Queue wizard.

ﬁ [ Synthesys - Qutbound Manager - B ——

A

=

File View Help
Queue calls using Selective Queuing Import
m Queue calls using Selective Queuing File Import
| E Remove Queue calls using Selective Queue Monitor
- Delete SQ1 Prefixes
T Delete sQM Prefixes
Process DoNotCallList for entire queue
E Bulk Change Queue...
M Edit Default Recycling Rules ...

Web Queueing ...

Qutbound List

Retry Time Times Cal...

AgentID

Agent Name

Telephone

FZSUTEET TRIVZT

BLoan NoMatch

¥ 21BLOan OB extentedHrs

=
g Timetest

BLOan OB extent...
BLOan OB extent...
BLOan OB extent...
BLOan OB extent...
BLOan OB extent...
BLOan OB extent...
BLOan OB extent...
BLOan OB extent...
BLOan OB extent...
BLOan OB extent...

Synthesys Callflow Design and Outbound

n/a
n/a
n/a
n/a
n/a
n/a
n/a

coococoooo

n/a
2013-01-1108:31 0
2013-01-11 22:00 0

none
none
none
none
none
none
none
none
none
none

None
None

1123446771
113454 5227
113454 7999
1133637835
112 3446776
1134545333
1134547383
113 363 4444
22341111
1133432334

229



: Noetica

Step 1. Entering or selecting a Web Queue name

The first page of the Web Queue (WQ) wizard will prompt you to

e enter a name for a new WQ prefix into the New field,
orto
e select Existing to edit a WQ prefix that already exists.

IP‘nl'\ll'eb Queue Wizard - Step 1 : \\: M1
ﬂ SYNTHESYS
D Web Queueing

Flease select a prefic.

& New |BRLoan|

" Bxisting |ma;c J

Mext = Cancel Help

Step 2: Selecting Outbound list for lead

In the next page of the wizard

e Select the Outbound list into which to put the lead if the criteria set is met.

[§ R
Web Queue Wizard - Step 2 o s @

SYNTHESYS
> Web Queueing

Select Match Outbound List

-6 BER February2012 »  CRM prefix is ‘BLOAN'
4. BR WebChat B
[ CRM OBTest -
- CRM PDTest
(-4 Export 50
-4 Express Loan
A Day
Time test -

‘ 1 | P

< Back | Neat > | Cancel Help
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Step 3: Setting criteria based on CRM data

In page 3 of the WQ wizard, specify the conditions that are required to place a
customer record into the selected outbound list.

e Press the Click here to set your condition button to open the Condition
Criteria screen.

- =
‘Web Queue Wizard - Step 3

“ SYNTHESYS
Y Web Queueing

(=

Far "Matching customers' select a condition

Click here to set your condition

TTCBaE T Neas | Cancel | Hep |

The Condition Criteria screen consists of a work area, also called “the canvas”,
where coloured discs represent the different conditions.

Create Condition Duplicage Conditions

Delete Condition View Condition Summary
A _ . )
% - é ﬁ :..j | ok Cancel J Help |
(S -

m

Flease zelect an input field that the condition relates tao:

Cugtomer [D j

First Mame
Sheet
Surname
Telephone
Title

ES Cancel Help

il ‘Create Condition’: Create a new condition. To edit existing conditions,
double-click on the relevant condition disc.

< 'Duplicate condition’: Duplicate an existing condition.

| g| ‘Delete a condition’: Select the disc that you wish to delete, then click the
‘Delete condition’ icon.

|E| ‘View condition summary’: View a summary of available conditions.
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To create a new condition:
e Click the Create Condition il icon.

¢ In the New Condition window, select the property to define your search
using available CRM fields, for example the Town field.

e Click the button to move to the next wizard screen and select the
required operator, i.e. containing and then type London to specify the
name of town in your criteria.

s N
New condition x| @
FostCods! “Town' alphabetically prefived with
Please select an operator from the list below. Please define test strings to be compared with the figld

ot betwesn B londor]

liker

not rull

is null

ending in

not ending in

ok containing

contained in |

<« | i I Firish | Cancel | Help | “ ‘ i | | Cancel ‘ Heln |

You are then prompted to enter a logical name for the criteria i.e. London, which will
be displayed on the free floating disc on the canvas.

e To create another condition, click the ‘Create Condition’ il icon.

e To edit existing conditions, double-click on the relevant condition disc.

® ' Condition Criteria uﬂl&]
[
oo = oK | Cancel | Help |

Each condition disc
can be manipulated,
clicking and dragging
it around the canvas

m

If two discs are
overlaid completely,
press Control on the
keyboard to drag

- || them apart.

Any discs that overlap with one or more other discs will imply a Boolean ‘AND’ to
operate between the conditions. In our example:

(London AND Home Owners) OR (New Contact).

Click OK and proceed to the next page of the wizard.
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Step 4: Outbound list to use if criteriais NOT met

In step 4 of the Web Queue wizard

e Select the Outbound list that the calls will be queued into if the criteria is
NOT met, or

e Tick Do not specify the Outbound List, if you don’t wish to queue the leads
that do not match the set criteria.

-
Web Queue Wizard - Step 4

oy L e

Sy

L &

SYNTHESYS
Web Queueing

[ Do not specify this Outbound List
Select NOT Matched Outbound List

T G @ CRM OBTest -
Q. CAM PDTest @
Q. Export 5QI -

CRM prefix is 'BLOAN'

Step 5: Saving the Web Queue prefix

The last step of the Web Queue wizard show a summary of the criteria and the WQ
Prefix that will be used by the Rules Web Service to direct incoming web leads to

the appropriate outbound lists.

Web Queue Wizard - Step 5

e W

S

Synthesys Web Queue Wizard

WQE_2

|BRLoan

4

Prefix

Name

You choose to do the following action:

Q Prefic: WQE_2
Match Outbound List - BLOan OB extentedHrs|
Not Match Outbound List - BLoan NoMatch

Cancel

< Back | Finish |

Help

Synthesys Callflow Design and Outbound

In our example the
QueuingPrefix
parameter is <WQE_2>.
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VIEWING QUEUED CALLS

ynthesys - Outbound Manager : =o) x|

File Edit Wew Help

Ded +2R &% 432

all Accounts AlID I Customer ID I COutbound Campaign I Retry Time Times Called I Agert ID
68 AN Test Centre B z0424... BRFla_7 Ties OB nia 0 [
@ arvato BCA B z04z4... BRFla_3 Ties OB nia 0 none
£-§P Brigitte Julye B z0424... BRFlt_z Ties OB ria 0 nione
B Briitte: Marchig B z04z4... BRFla_4 Ties OB nfa i) niane
=4, Ties 0B B 20424, BRFIE_ IO Ties OB nia i) none
pfter 2702 2008 B z0424... BRFlst_11  Ties OB nfa 0 none
[:l'"e Brigl Ortober 2007 ;z:20424... BRFlat_12 T?es OB 20058-02-2911:15 0 1035
o z&70424... BRFlat_13 Ties OB 20058-02-2911:15 0 1035
-8 Brigitte September0s z )
[]___e Brigitte1an07 zz&Z0424,,, BRFlat_14 Ties OB 2005-02-29 110115 0 1035
D___e Brigitte June0s E2D424... BRFlat_5 Ties OB nfa i} none
[]...e BrigitteOct e E20424... BRFlat_& Ties CB nfa 0 none
&-E@ BRIanO4 &20424... BRFlat_& Ties OB nfa ] none
E]---@ Eull &20424... BRFlat_9 Ties OB nfa 0 none
E]---@ Camelia best
E]---@ DAF Inbound Applications
-f§f DAF Outbound
E]---@ dazza
E]---@ DemonstrationandTrainingScripks
-8 Elliot
B[ Gareth
#-§f Gareth Testing
#-f8 Garethz
#-§8 Highway
[]—--@ jaros
5@ Zoero =l i
[Middle of the Queus. Hit page down for more records |13 queus items. 4
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VIEWING QUEUED CALLS

To view the queued calls for an outbound list:

e Goto Outbound under the Setup heading of the Synthesys main screen

to open the Synthesys Outbound Manager.

e Select the required outbound list to display all calls queued for this list in

the window on the right, showing their current queue status.

e Todisplay inactive Outbound lists, as well as active Outbound call lists in
the tree structure, select the Display Inactive OBCampaigns option via

the View menu of the Outbound Manager.

Explanation of Icons and Queue States

Icon | Description Queue
State
IE Done: refers to outbound calls, which have been completed. 0
B Queued: a green light lists the active calls in the queue waitingto be | 1
taken; the red light lists the inactive / deactivated calls
ﬁ Rescheduled: refers to the number of scheduled calls to be taken at | 2
a specific time.
& Attention: shows the number of calls, which need the supervisor’s 3
attention because the customer to be called has not been reached.
E Never Call: lists all clients, which do not wish to be contacted. 4
.@ Running: shows the number of outbound calls in process. 5
2 Sleeping: refers to calls waiting to be put back into the queue. 6
=
_"? Wrong Number: incorrect number associated with a client to be 9
" called.
ﬁﬁ Unobtainable Number: if number is not obtainable. 10
*FHEI Predictive Call in progress / running 11
E Advanced Recycling strategy complete / done 12
r Emergency: To instigate instant callback 14
-
E Moved: Shows calls that have been moved to another OB list as part | 15
of advanced recycling rules, or using the Reschedule control to
move a record between Outbound lists.
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Lead Tracking

Lead Tracking allows users to follow leads in Synthesys providing a complete life
cycle of the call, from the time it was queued, past various queue manipulation
activities.

To distinguish between queued records moving to ‘Done’ because they are

completed and ‘Done’ as a result of certain recycling events, a new queue state
‘Moved’ has been added.

The Moved Hqueue state is displayed, if

e The Change Campaign option is used in the Advanced Recycling
Designer to move a queued record to a different Outbound list

e Arecordis Re-queued as part of advanced recycling rules

e The Reschedule control is used to move a call between Outbound lists

€ Synthesys - Outbound Manager 1 “" o . & & i . o o[ e S
File Edit View Help
? 2 %
@ Al Accounts - [ [ customer... | Outbound List | Retry Time [ Times Cal... [ Agent1D | Agent Name | Telephone
@@ AJN Test Centre 2230758, TRN_11 Lead List 2012-06-22 171 0 none None 112 344 6771
B8 Allianz 2230758, TRM12 Lead List 2012-06-221741 0 none Nene 113454 5227
B Anvato BCA 12230758, TRH 14 Lead List 2012-06-2217:11 @ none Nene 113 363 7855
5§ Brentford Dry Docks .z230758... TRN_16 Lead List 2012-06-2217:01 0 none Hone 112 344 6776
1§ Brigitte Oct2011 12230758, TRN17 Lead List 2012-06-221741 1 none Nene 113454 5333
1§ Brigitte Telebusiness 2230758, TRM 18 Lead List 2012-06-2217411 2 none Nene 1134547383
6§ Brigitte Test 2010 = |-=230758... TRN 19 Lead List 2012-06-2217:11 1 none Hone 113 363 4444
i@ Brigitte Test2011 AP 30758.. TRMS Lead List 012-06-2217:37 1 none Nene 223454 5757
G Brigiti<0d 30758, TRM13 Lead List 2012-06-2617:06 1 none Nene 113454 7999
L Brigiticienznn2 [ 30758... TAN 23 Lead List n/a 1 none Hone 112 555 6774
ESGH&.H TRN_24 Lead List n/a 1 none MNone 110 454 5757
o Brigitteluly2011 F30758.. TRN_25 Lead List nfa 1 none None 113111 797
5§ Brigitteluly2012 BB30758.. TRN.26  Leadlist nfa 1 none None 1133631010
4 Exchange Diary E30758.. TRN30 Lead List n/a 1 none None 13403 321
&y Lead OB BRz0758... TRN_3L Lead List nfa 1 none None 113224 5227
-4 LeadTracking [EA20758... TRW 33 Lead List nfa 1 none Nene 112 222 6771
ER New 830758, TRN 34 Lead List n/a 1 none None 113454 5777
@3 BR UnobWrong [BEa0758.. TRM4 Lead List n/a 1 none Nene 112344 6774
- gly Lead List Ez0758... TRMG Lead List n/a 1 none None 113454 7797
i Lear TrackDB [BR30758.. TRMT Lead List n/a 1 none Hone 113 363 7877
@ Bull ®0758.. TRNT Lead List n/a 2 none Nene 113363 7877
-6 Camelia test F20758.. TRMS Lead List n/a 1 none Nene 113454 7797
B case6sis 30758, TRH 31 Lead List n/a 2 none Nene 113 224 5227
@i DAFInbound Applications
w6 DAF Outbound
B dazzs
w8 DemonstrationandTrainingScripts
@6 Elliot
w0 Emmanuel
@6 Export TestJoe
w6 Gareth
w6 he544
@ Healthcare Landscapes
w6 Highway =i i v
Widdle of the Queue, Hit page down for more records 23 Queue Items.

The two tables that support lead tracking are Phoenix_Lead (containing one row in
phoenix_lead for each initial lead created in Synthesys) and
Phoenix_Lead_Tracking (with a record for each queue instance).

Recycling events and queue states can be tied to dial events by linking records
between phoenix_recycling and phoenix_statistics using the ContactID column.
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If you select and right click on a queued call, a range of options will be displayed,
depending on the call outcome.

[ customer... [ Outbound List [ Retry Time Times Cal... | AgentID | Agent Name | Telephone
. TRMN_18 Second CRM n/a [4] none 113 454 7383
TRN_19 Second CRM nia 0 none 113 363 4444
TRN_2 Second CRM nia 0 none 113 343 2322
TRN_20 Second CRM nia 0 none 112 234 1111
TRN_21 Second CRM nia 0 none 113 343 2334
TRM_22 Second CRM nia 0 none 112112 2211
TRM_23 Second CRM nia 0 none 112 555 6774
TRM_24 Second CRM nia 0 none 110 454 5757
TRM_25 Second CRM nia 0 none 112111 7797
TRM_26 Second CRM nia 0 none 112 363 1010
TRMN_27 Second CRM nia 0 none 113 443 2321
TRMN_28 Second CRM n/a [4] none 1134432321
TRMN_29 Second CRM nia [+] none 113443 2321
S 0 none 112 343 4454
-09-1812:33 1 1153 jo 113 343 4541
Sleep -09-1812:33 1 1153 jo 112 344 6771
e -09-1812:38 3 1153 jo 113 454 5777
-09-17 16:45 2 none Mone 221 234 4444
s Bt 1 none Meone 113 454 5227
3 none Meone 113 454 7999
Customer Details 1 none None 113 363 7855
Properties 1 none MNene 113 343 4541
Change State 1 none Mone 112 344 6776
Move To Outbound List 1 none Mone 113454 5333
2 none MNone 112 222 6771
Times Called Infermation 2 hone None 112 344 6774
RN Second CRI n/a 2 none MNone 113 454 5757

Select Option To

Operator assign

Schedule/Reschedule

Change the Call Time

Queue

Sleep

Delete

Customer History
Customer Details
Properties

Change State

Move to Outbound

Times Called
Information

Synthesys Callflow Design and Outbound

Select a particular operator from the drop down list to take the
outbound call for the selected customer, or remove the agent
assignment by selecting <De-assign Agent>. Due Sleeping calls
assigned to an operator will change to Reschedule state.

Display the Schedule Call window where you can set the date and
time frame in which the call should be taken.

Set a start and latest time to present sleeping calls. This will
change the state of sleeping calls to reschedule.

Queue calls with a current state of not queued, for example,
‘Sleeping’ ‘Rescheduled’ or ‘Attention Supervisor’ etc.

Set a waiting period, before the call is placed back into the queue
for outbound calls to be taken.

Delete the highlighted customer from the queue.

Display details of the caller’s previous contact with the company.
View details of the customer held in the CRM.

Display detailed information about a queued call.

Change the queue state, i.e. from Attention supervisor to
Queued.

Move calls from one Outbound list to another.

Details about the number of times called for the selected Queue
ID, Lead ID and Customer record.
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Customer History

To view details of a customer’s previous contact with the company:

¢ Right click on a queued call and select Customer History

,ﬁ History for the customer BRTIES_2 [BRTIES] i |EI|1|

Ewvent | Event ... | Ewent ... | (perat... |Accounl...| Carnpai... |DEEM
S Import. 28/01/2... Inserted
I Calld.. 30/01/2.. Call 1839 Erigitte
f<1/B Cal 30/01/2.. Brochure  Brigitte
‘QL-‘I.-"B Call 30/0/2.. Enguiry Erigitte
f<1/B Cal 30/01/2.. Order Brigitte
f<1/B Cal 30/01/2.. Order Brigitte

Attach... Filter> >

e To filter information, click the Filter button.

e Select or enter the Event, Operator or Event Text and a date and time
period, then click the Filter Events button on the right.

e To add a Note or document, click the Add Note or Attach.. buttons.

e To display all information associated with the caller, click the ‘Reset
Values’

ﬁ History for the customer BRTIES_Z [BRTIES] = Ellﬂ
Ewent | Ewvent ... | Ewent ... | Operat... I Account.. I Campai.. I OBCam... I
l¢‘I/E Call 30/01/2.. Order Brigitte:

[E21/6 Call Rty Brigitte:

AddNots | atach.. | Eters |
Ewent Time Interval
|<Mat Active> =l Date Time
Operator ID From [2004 /30701 | :
<k potives = To 2004730000 [ .
Event Test
|Drder ;I Fieset Values Eilter Exvents
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To change the current queue state of a calls with different call outcomes:

Select and right click on the queued calls

Select the Change State option from the drop down menu.

1D

| Custamer 1D | Quthound Campaign | Rekry Time

| Times Called | Agent 1D |

20424... BRFlat_7
B z0424... BRFlat_3

Ties OB
Ties OB
Ties OB
Ties OB
Ties OB
Ties OB

Tie -l

Time

Move To Outbound Campaign

B zo4z4... BRFlat_2

B z0424... BRFlat_4

B z0424... BRFlat_10

B zo4z4.. BRFat_1I

2z DECLL_Lo

- Cperakor Assign

-2 Unsleep

EE Change the Call

F: Delete

%; Customer Histary
Customer Details
Properties
Change State

°

Synthesys Callflow Design and Outbound

nla
nfa
nla
nla
nfa
nla

2008-02-29 11115
Z20058-02-29 11115
Z20058-02-29 11115

nfa
nla
nfa
nla

a}

[y e Y s e e e e s e A e o |

nonge
none
nonge
nonge
none
nonge
1035
1035
1035
none
nonge
none
nonge

In the Change Queue Item State dialog select the queue state that you
wish to display for the selected calls.

Change Queue Items State

Mew Queue Ikem State:

Atkention

Akkention
Dane
MewerCall

Scheduled
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The most efficient way to move queued calls from one Outbound list to another is by
using the Queue Manipulation Wizard (Outbound: Edit — Bulk Change Queue).

However, if you just want to move a few calls from one Outbound list to another, you

can also use the following steps:.

¢ Right-click on the calls that you wish to move and select the Move to

Outbound List option.

¢ Inthe Move to Outbound List dialog, select the target outbound list,
displaying all relevant details on the right-hand-side.

Mowve To DOutbound List E32

Please, Select Destination Outbound List with Customer Prefisx:

@ All Accounts
E 6B Telebusiness Callflows
=] 4 ElectroCE

—Selected Item:

FTe) [ Custormer 10 [ outbound List [ Betry Time [_Times called
- ELECT_14 CBout nia o
B - ELECT_1S CEouk nia o
A= ELECT_= CEout nta o
B o ELECT_= CBout nra o
- JEt=S ELECT_& CBouk nia I}
A 1= ELECT_7 CBouk nia I}
B = ELECT_o CEouk nia o
== ELECT_10 <Eout ZO09-09-10 15:33 1
== ElEeT a1 cReon Z009-09-10 15:36 1
= Delsts I 2009-09-10 15:50 1
Change Stake ni= 1
= o nia o
= nfa =]
[=-=-B Y ELECT_& CBouk nia o

I ELECT

Account I0:
Accounk:
Campaign ID:
Carnpaign:
OEBList ID:
OBList:
Cuskomer Prefix:

z

1

ElectroCE
4

Mew OB lisk
ELECT

Telebusiness Callflow

Cancel |

e Click OK to remove the calls from the original queue and to queue them

as newly queued items in the selected outbound list.

5 S¥ynthesys - Outbound Manager

Fil=  Edit  View Help

DwH| % E22R2|=E| 7 2l 2

All Accounts

B Darrall

B DemonstrationandTrainingScripts

B dfdsfds

B Telebusiness Callflows

iy ElectroBuy

=1 g Electrace

i e CBout
ek = OE list

z0022
B zo0z3
B zo0z4
20025 ELECT_t

Customer ID
ELECT_L0O
ELECT_11
ELECT_12

Sutbound List
New OF lisk

News OF list nia
News OF list nia
News O list nia

Times Called

oocoo

All moved calls, regardless of their current queue state, will be displayed in the
target list as freshly queued calls, with the number of times called set back to O.

To move multiple calls on a regular basis use the Queue Manipulation Wizard
(Outbound: Edit — Bulk Change Queue).

Synthesys Callflow Design and Outbound
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You can view the number of times a record has been dialled by looking at two

columns in the Outbound Manager. The Times Called for this list column shows
the number of dials for the selected outbound list, the Total Times Called column
shows the total number of dials for the lead.

¢ Right-click on the queued call in the Outbound Manager and select the

Times Called Information option from the drop down menu.

L. BRTESTL00A
$g3 Missed Latest Time
L3 Move from SW
L5 Mot SW
=R

& Export SQ1

A Express Loan

.4y Popwatch test
& Brentford Dry Docks
8 Brigitte Oct2011

Change the Call Time
Delete

Customer History
Customer Details
Properties

Change State

Move To Qutbound List

Times Called Information

@ Brigitte Telebusiness

@ Brigitte Test2011

@ Brigittelan2012

@ Brigitteluly2012

@ Bul

B Camelia test

B cased54

@ DAFInbound Applications
B DAF Outbound

B domn

B DemonstrationandTraining
B Elliot

B Emmanuel

8 Export Test Joe

@ Gareth

o oras

Scripts

Middle of the Queue. Hit page down for more records 6 Queue frems.

[ Synthesys - Outbound Manager ™0 Eraw e = | 5
File Edit View Help
? 83
@ Al Accounts - [ Customer D[ Outbound List | Retry Time Tires Called forthis list | AgentD | Agent Name | Telephone Total Times Called
) AINTest Centre 7 30789... 3 MovefromSW  2012-01-0216:18 2 none None 1UN112 2
& Allianz =230789... 10 Move from SW  2013-01-021549 2 None 35353535 2
B Arvato BCA ETERE 6 Mave from SW 2013-01-0215:50 2 None 3636363636 3
@ BR October2012 Operater Assign 2013-01-0215:50 2 none None 2134345678 2
49 CRM PDTest (= 2013-01-0215:51 2 none None 2626262779 3
i@ BR TimeMissed na 1 none None 231231133 1

In the dialog displayed you can see the number of dialls for the selected Queue ID,

Lead ID and Customer record.

The Number of times called information in our example shows that there are 2
dial events for the Queue Id in the current Outbound list.

We can however see that the customer record has also been called from another
Outbound list, as a ‘3’ is shown for the Lead Id and for the Customer.

i N
Dialog Iﬁ
Mumber of times called for this Queue Id: 0
Mumber of times called for this Lead Id: 1
Mumber of times called for this Customer: 1
L%
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Deleting Queued Items

To delete selected items from the call queue:

¢ Right click on the calls and select Delete from the menu.

For multiple call selection you can use the Shift or Control keys in combination with
selecting relevant ID’s in the call queue.

5 Synthesys - Dutbound Manager ;Iglll
File Edit Yew Help
[+, callthis ;I ji] | Customer 1D | Outbound Campaign | Retry Time

-l datepickiest BEE_1 Campaignl nja

-l datetimetest ' BEE_10 Campaignl nfa

- likedafwithcalcs ' BEE_11 Campaignl nja

-4 reschedtest ' 8 BBE_2 Campaignl nfa

-4 testnearest ' 9 BEE_3 Campaignl nfa

A :es:Erdk:E B0 eems Campaignl nja

: t::ttlrcansfer B Emss Campaignl nfa
IZZI---@ BMG 12 BEE_& Campaignl nfa
S8 Brigite Dec B1= e Campaignt nia

Ay Compliant B+ EEEs Campaignl nfa

A CRM Import1 Bic e Campaignl nja

g, CRM radio

* DoB

.‘ Imp ME

[ Meeting
(Eg Campaignil
- Campaignz
o Cancel -
« [ » |‘I « | o
|Page L of L |11 queue items. v

e To delete all selected from the call queue click the Yes to All button in the
Confirm queue item delete window.

Confirm queue item delete: x|

&z Delete queue item with ID =57
Deletions are permanent and cannot be reversed,

v | e — i Dl ,WI

e To check each ID separately click Yes to delete the ID or No to retain the
ID in the queue.

A message will confirm the number of items deleted successfully.
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Viewing Queue Statistics
To view statistical information on all calls queued for a particular account or
campaign:
¢ Right click on the relevant account or campaign and select Statistics from
the drop down menu.

We have selected Statistics for the account Sales Survey.

The Queue Items shown for the currently selected outbound list are as follows:

-

OBList Statistics: BR TimeMissed SRESS)
Hueue ltems
& Done: i 7  OI/B calls have been done/ completed
. Hueued: 13
Y Scheduled: & 13 O/B calls are queued
&.ﬂ'«ttentiun: 1
T heverCal 0 5 O/B calls have been rescheduled to be taken at
& Funning: 0 a specified time
z i i i i
i Slesping: 8 1  O/B callis set for attention of the supervisor
? WrongMoo 0
= Unobtainable: 0 8  OI/B calls have sleeping status, to be taken at a
& FD Running. 0 specified time
[ Recycling 1]
Complete:
B Moved: ] 34 Total number of O/B calls currently in the queue
= Emergency: 0
Tatal: 34
Structure
Accounts: Fis)
Campaigns: B27
CRiM 78
Outbound Listz: 580
Artive: 475
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Setting a Filter

To set a Filter to display particular call outcomes only, go to VIEW on the menu bar
and select Set Filter.

o To show all queued items, click the ‘Select all* tab and then OK.
e To start a new selection, click ‘Clear all’, before ticking the required

status.

In our example we have placed a tick into the Scheduled box, to display only calls
with the status Rescheduled.

{ Synthesys - Outbound Manager =8 %
File Edit View Help
% 2l &l
i@ All Accounts D Customer... | Outbound List Retry Time Times Cal... | AgentID | AgentName | Telephene
B30 AJN Test Centre 30758.. TRNIE Second CRM nia 0 none 113 454 7383
-8 Allianz 30758... TRN_19 Second CRM n/a none 113363 4444
B Arvato BCA 30758... TRN.2 Second CRM n/a 0 none 113343 1322
16 Brentford Dry Docks 30758... TRN_20 Second CRM n/a 0 none 112234 1111
B8 Brigitte Oct2011 30758... TRN_2L Second CRM n/a 0 none 113343 2334
-6 Brigitte Telebusiness 30758.. TRN_22 Second CRM n/a 0 none 112112 2211
5@ Erigitee Test2011 30758... TRN_23 Second CRM n/a 0 none 112 555 6774
9§ Brigittelan2012 30758... TRN 24 Second CRM n/a 0 none 110 454 5757
G Brgitteluly2012 30758... TRN.25 Second CRM n/a 0 none 113111 7797
& RV Check 30758.. TRN_26 Second CRM n/a 0 none 113 363 1010
30758... TRN_27 Second CRM n/a 0 none 113 443 321
& CRM HistoryTest 30758.. TRM_28 Second CRM n/a 0 none 113443 2321
El-@. CRM SanityCheck 30758.. TRN_ 29 Second CRM n/a 0 nene 1134432321
- @ CRM Sanity 30758... TRN3 Second CRM n/a 0 none 112 343 4454
: E:t: "‘EWE’ 730758... TRN_10 Second CRM 2012-09-1812:33 1 1153 jo 113 343 4541
change Diary 207, ™ = Y 112 344 6771
@ 1B Reschedule test %307 View Options - - lemzm] 113 454 5777
& LeadInbound =2 307! . 3 221 234 4444
5. Lead Tracking3 o o7q | [ Show hems with status 1 113 454 5227
@ LeadTracking - 307! B I bone |/ [ Unobtainable ¥ [ wiong Number L 113 454 7999
&1 4 LeadTracking2 8 307. B I Guewed  B® [ MeverCal B I Predictive Callin Frogiess = 113 363 7855
& New CRM Check 307 3 113 343 4541
& New CRM2 307 ¥ ¥ Schedued ® [ Running 2 I Recycling Complete : 112 344 6776
14 New CRIM3 207 Ay T Mention 22 [ Gleeping s | Emergency 1 1134545333
-8 Queue test OB 307 3 112 222 6771
4 QueueTest 078 | B 1 Moved 3 112 344 6774
& 4 Second New CRM FAz07g 3 113 454 5757
@i BTst Move [o13 Cancel Select al Clear all
Move xCalled
L.@ly Second CRM ~
-6 Bull
-6 Camelia test
G- case6544
63§ DAF Inbound Applications =ilig i v
Middle of the Queue. Hit page down for more records 27 Queue Ttems,

To place all these rescheduled calls back into the live queue:

e Select and right click on all calls and select Change to Queued State.

Customer... | Outbound List Retry Time Times Cal... | AgentID Agent Mame Telephone
o TRN_10 Second CRM 2012-09-1812:33 1 1153 jo 1133434541
Operator Assign 2012-09-1812:33 1 1153 jo 112 344 6771
2012-09-1812:38 3 1153 jo 113 454 5777

Reschedule

Change to Queued State
Delete

Customer History
Customer Details
Properties

Change State

Maowve To Outbound List

To search for a specific Customer ID, Telephone Number, Agent ID, Agent Name or
Queue ID, use the Set Search Filter option described on the next page.
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The Set Search Filter option is used to carry out searches based on ‘Customer ID’,
‘Telephone Number’, ‘Agent ID’, ‘Agent Name’ or ‘Queue ID’.

e To search for specific records in all accounts, select the ‘All Accounts’
icon in the left-hand side of the Outbound Manager, before clicking on Set
Search Filter.

e To display matching records for a specific Outbound List, select this

Outbound List, before clicking on Set Search Filter.

In our example, we select the All Accounts icon before clicking Set Search Filter. As
search criteria, we choose Customer ID from the parameter drop down list.

» Synthesys - Qutbound Manager
File Edit [ view Help

[ @ [ v StatusBar

call queue
B Arace

v Explorer style

=@ Alliar  Set Filter
£ Set Search Filter...
j == R
9" Statistics
=@ erigi
L@ erign  SetPage Size

& ¢ Display Inactive 08Campaigns

1ol x|

< | customer D | Outbound List | Retry Time

[ Times C... [ Agent1D | Agent Name

276787  VOUCHER_2:
276786  VOUCHER_2!
276705
6

. CRM ImportTest
&3 CRM DBImp

~-4@. CRM Notes

4. CRM Notes2.

9. CRM Test

4. CRMTest April
4. CRMTest Marchil
@ DB ServiceTest
4. Delete CRMPrefix
. DeleteCampaign
4 Edit SQT

@ LiftRepair Survey
~4@. New DBTable test

g Rotas OutofHours
4. Runner test

4. SOl test

4. Trans Table

4. UMS MessageX
7@ Brigitte09
7@ Bull

-6 Camelia test
- cases544

P

&l CRM File Import

4. Recycling MoveandSleep
4. Redydling SpaceTel

222767
B 222767
B 222767
G 222767

276795  VOUCHER_7 CRM File Import
276791  VOUCHER_34  CRM File Import
276790 VOUCHER_33  CRM File Import
276789 VOUCHER_31  CRM File Import
276788 VOUCHER_30  CRM File Import
6  CRM File Import

2

DH e e e

[

2o Parameter:
R 222767
222767
222767 Custamer [D
222767
222767 Agent D

-

222767
222767

222767 Aqgent Name =

222767

222767

222767

2275 Queue 1D

222767 T elephone Murnber -
| IF.

222767
222767

none
none
none
none
none
none
nane

x|

6755 TOCHERT,

=l

= e
22276755  VOUCHER_10  CRMFile Import  nfa
22276754  VOUCHER_1 CRM File Import  nfa

......

NE

-
Middle of the Queue. Hit page down for more records

[31 Queue rems.

We enter a specific Customer ID (i.e. Voucher_14) and click OK, to return the

matching record(s) for the selected Customer ID.

File Edit view Help

=10l x|

£ Es W& % SR

rigitte Test2011

4. CRM and Controls

4 CRM ImportTest
& CRM DEImp
&3 CRM File Tmpart

D [ Oulbound List

Times ... | Ayenl D | AgentName | Te
o none T

lQueue Search Fllter x|

Custorner D
82227 voucicris CRM rile Tmpo

1 Queus frems.

NI

Go to View on the menu bar and select Cancel Filter, to display all queued items

again.
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The Edit Break Reasons option in the Outbound Manager allows users to add and
edit reasons for going on a break. These reasons will be stored in the
Phoenix_BreakReason table and can be selected by agents when taking calls, by

clicking the Break icon on the Telephony toolbar.

To add new break reasons

- - E-E-E-E-E-E-E-E-E-E-E

@ Bull
w6 Camelia test

B case6544

B DAF Inbound Applications

=@ DAF Outbound

=88 Danny

-8 dazza

B DemonstrationandTrainingScripts

Open the Synthesys Outbound Manager.

Go to Edit on the menu bar and select Edit Break Reasons.

E ‘Outbound - Outbound

File [Edit] View Help

Queue calls using Selective Queuing Import

Queue calls using Selective Queuing File Import

Remove Queue calls using Selective Queue Monitor

B jotestLM
9 Kaaka

Delete SQI Prefixes

Edit Break Reasons

Delete SQM Prefixes

Process DoMNotCallList for enti
Bulk Change Queue ...
Edit Default Recycling Rules ...

Web Queueing ..

Edit Break Reasons

¥

Code | Break Reason

[v Break Reasons Enabled

Phone State

|_Enabled

o |

Cancel

ﬁ Emmanuel

[5=) PaladTnD

In the Edit Break Reasons dialog click the Add New button.

Enter the ID/ code (as used by your Telephony Switch) for the first reason,
into the Break Reason Code field.

Enter the reason for the break into the Break Reason field.

Tick the Enable box to display the reaon and allow selection at run time.

Select or enter the Phone State (to reflect the phone state used by your

Telephony Switch).

Edit Break Reasons L |._ EE
] Code | Break Reason | Phone State | Enabled |
% e Fy
Add New Break Reason B & I.&J
Phone State:
Break Reason Code: | 1 Phone State: -
Add New
Break Reason: | Tea
Edit
Enabled: W
oK I Cancel |
\
s |

Click OK to save the changes.
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To change information of existing break reasons

e Select the break reason that you wish to edit and click the Edit button.

¢ Inthe Edit Break Reason dialog now displed, update the relevant fields, as
required.

e Click OK to save the changes.

Edit Break Reasons o PY
Code | Break Reason Phone State Enabled
1 Tea Break Enabled
1 Coffee Break Enabled Edit
3 Swimming Aessl el ~
4 Lunch Edit Break Reason i LJ%
5 Gym e
5 LE=in Phone State:
Break Reason Code: |6 Phone State: |Break -
Add New
Break Reason: | Meeting
Edit
|¥ Break Reasons Enl|
Enabled: ¥
oK | Cancel |
\

If the message: Failed to save 'break reasons enabled' to synthesys.inf is
displayed, when ticking/ un-ticking the Break Reasons Enabled checkbox, please
ask someone from your IT department with full system administration rights to
enable or disable the break reasons.

At run time, when clicking the Break icon on the Telephony toolbar, the added break
reasons will be displayed for selection.

Style ~ Display program information, version number and copyright 9

— Take Calls Custom Help
X | |> Bl -\,_.; 1 Q % & Search B
Abort Next End Call Next Rotas Help Telephany

Tracker Action Details 3 &
Take Calls Customer
- <
Break Reason Iﬁ

Select Break Reason 4 b

Ready Calls: 1 Time: 00:11 Todo O ]
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THE QUEUE MANIPULATION
WIZARD

Queue Manipulation Wizard - Step 3 X
€ SYNTHESYS
» Queue manipulation

Pleaze zelect an ophon to filker

" Callz matching Filter

Al zalls in Queus
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THE QUEUE MANIPULATION WIZARD

INTRODUGCTION. ...ttt ettt e ettt eebb e r s e e e e e eee ittt aeeeeaaeennees 251
Opening the Queue Manipulation Wizard..............oooeeeeeeieeieeeeeeen 252
Entering a Prefix or Name ........ooovvvvviiiiiiiiiiiiieeeeee 253
OPTION 1: CALLS IN STATE ..ot 254
ASSIGN 10 AQENL... .o 255
(O o o To T ol 0T ] Y 256
Change State.........coiiii i 257
De-assign and Delete OPLioNS .......coovieeeiiieiiiiiiin e 258
OPTION 2: CALLS MATCHING FILTER ...uuiiiiiii e e 259
Defining CONItIONS ......cvvviiiiiiiiiiiiiiiiieeeeeee et 260
DefiNiNG ACHONS .....ooviiiiiiiiiiiiiiieeeeee ettt 262
OPTION 3: ALL CALLS IN QUEUE ... .ot 263
SCHEDULING BULK QUEUE CHANGE.........c.ccooiiiieee e, 265
Adding a GSCScheduler REPOI ......cccooeeviiiiiiiiiee e, 265
Scheduling a GSCScheduler REPOI ........coviieiiiiiiiiccee e, 266

Synthesys Callflow Design and Outbound 250



: Noetica

INTRODUCTION

The Queue Manipulation Wizard is used for global manipulations on a queue
effecting all items queued or to manipulate the queue of a selected Outbound list
only.

&5 Accounts

L)

Global Queue Manipulation

Occasionally users may want to change the status of all sleeping calls to queued, or
they may want to move all attention calls to a different outbound list, or queue them.

To achieve this global manipulation of queued items, the All Accounts icon has to
be selected in the left-hand side of the Outbound Manager, before opening the
Queue Manipulation Wizard.

In the Queue Manipulation Wizard users then choose either the option Calls in State
or All calls in Queue and follow the instructions as described in the wizard.

Manipulation on OB Campaign level only E33
To manipulate queue entries on outbound list level, a specific outbound list must
be selected in the left-hand side of the Outbound Manager, before opening the
Queue Manipulation Wizard.

Users then choose one of the available options Calls in State, Calls matching Filter

or All calls in Queue and follow the instructions provided by the Queue Manipulation
Wizard to change the current queue state of items in the selected Outbound list.

The Calls matching Filter option always implies Outbound list level and is used to
define specific selection criteria for manipulating the state of queue entries in a
selected Outbound list.

Scheduling a Queue Manipulation Action

Users can decide to manipulate the queue immediately, or at a later stage, creating a
report and schedule in the Synthesys Campaign Manager.

The Report Tool used for the report schedule is the GSCScheduler Service and
users must enter the name or prefix associated with the queue change action.

For more information, please see the section Scheduling Bulk Queue Change.
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Opening the Queue Manipulation Wizard
To manipulate queued items of an outbound list using the Queue Manipulation
Wizard:

e Go to Outbound under the Setup heading of the Synthesys main screen
to open the Synthesys Outbound Manager.

e Select the required Outbound list and go to Edit on the menu bar.
e Select Bulk Change Queue to open the Queue Manipulation Wizard.
Before opening the Queue Manipulation Wizard, select All Accounts for a global

manipulation of queued items or a specific outbound list to manipulate queue entries
on outbound list level.

Queue Manipulation Wizard Welcome Screen

The Queue Manipulation Wizard will guide you through the various steps of
manipulating your queue entries.

Queue Manipulation Wizard - Step 1 x|
q Welcome to Queue Manipulation Wizard

< Back Cancel Help

e The Next> button is used to navigate to the next page of the wizard.
e The <Back button to move back to the previous page.

e To abandon an action without saving the changes, click Cancel.
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Entering a Prefix or Name

To start your queue manipulation action:

o Enter a New name or Prefix for your queue manipulation action

e Select an Existing name from the drop down menu.

Queue Manipulation Wizard - Step 2

SYNTHESYS

> Queue manipulation

Pleaze select a prefis.

& Mew IBHQueueChange{

= Existing IE'9 LI

< Back I MHest > I Cancel Help

Available Options

In the next page of the Queue Manipulation Wizard, select the required options:

e Callsin State
e Calls matching Filter

e All calls in Queue.

Queue Manipulation Wizard - Step 3

SYNTHESYS

> Queue manipulation

Fleaze zelect an option to filter

Ic

" Calls matching Filter

Al calls in Queus

< Back I Mext = I Cancel Help
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OPTION 1: CALLS IN STATE

Using the Calls in State option:

Select a specific Outbound list, to manipulate queued items for that list.

Only select All Accounts before opening the Queue Manipulation Wizard if you
wish to manipulate queued items for all accounts.

Queue Manipulation Wizard - Step 3 il
SYNTHESYS
D Queue manipulation

Flease select an option to filker

& Calls in Statel

€= Calls matching Filter

Al calls in Queue

< Back I Hext » I Cancel Help

Move to the Next> page of the wizard to select the outcome(s) to be changed.

e Tick any outcome, as required, before moving to the next page of the
wizard.

To change the state of sleeping calls for example, tick the checkbox next to the sleeping icon.

Queue Manipulation Wizard - Step 4 " -n- - Iﬁﬂ
> Queue manipulation
Show tems with status
B I Done @ ™ Unobtainable ? [~ Wrong Number
I [T Queued @ [ MNevercal @ [T Recycling Complete
B [ Scheduled @ [ Sleeping A [ Atertion
Bl [ Moved
Selectall | Clearal |
<Back [ Nea> |  Cancel | Help

Next, select an Outbound list: Move to the next page of the wizard, where you will
be prompted to select the Outbound list that you wish to manipulate. Only choose All
Accounts, if specified changes are to be made for the whole queue, i.e. all call lists.

Following the selection of the Outbound list, move to the next step of the wizard, to
specify the changes that you wish to make.
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Assign to Agent

The Assign to Agent option allows you to assign rescheduled and sleeping calls
to a particular agent.

Any outcomes other than rescheduled or sleeping that may have been selected
will be ignored as they can’t be assigned.

In the Next> page of the wizard

Select the agent that is to be assigned to the currently rescheduled or
sleeping calls.

..‘

Crumn Mlamipuiation Wizard - Step 6 prsiran

| - — —— d | esmee Pdaripintion wizars - d1ap 7 et e
|q5YNTHESYS QSYNTHESYS
i e Queue manipulation ey Queus manipulation
What do you Wt 10 da with thess cals

[ e 12 agere =

Crarge atn

o

_ i Bt Caat J Hip | « Back Mest Coansd Hee 1

In the final page of the Queue Manipulation Wizard you can manipulate the queue
immediately or create a GSCScheduler report in the Synthesys Campaign Manager.

For more information, see the section Scheduling Bulk Queue Change.

-
Queve Manipulation Wizard - Step 8

=X

“ Synthesys Queue Manipulation Wizard

>3

You choose to do the followsng achion
" Do now

(¥ Schedue later n Campaign Managed

GSC Prefic GSCS_4

Oubound Campagns [k
Sort Of Fiber:Calis In State
Fiter Options: Altention Sleeping

hon to doc Azsign 10 agers

< Back Frwh Cancel Heb |

To change detalils, if required, click the <Back button. To process the action click
Finish, to abandon the action without saving any changes click Cancel.
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Change Priority

The Change Priority option allows users to change the call priority of selected
records or call outcomes.

Having defined the records or outcomes concerned in Step 4 of the Queue
Manipulation wizard

e Select Change Priority in Step 5 of wizard.

Next, choose the call Priority that is to be assigned from a range
between 0 — 9 (Idle = 0, Low =1, High = 9).

Custiot Mpngmalation - ]

(usse Murdpuilacion Wiased - Siep T il |
& SYNTHESYS & SYNTHESYS
»b Queue manipulation ) Queuve manipulation
Wil e o wind o e with e ol Choows e cale Prorty
oo 1t et - |

-\nl e |

cfck | e Grod | mew

In the final page of the Queue Manipulation Wizard you can manipulate the queue
immediately or create a GSCScheduler report in the Synthesys Campaign Manager.

For more information, see the section Scheduling Bulk Queue Change.

Queue Manipulation Wizard - Step 8 HH
ﬂ Synthesys Queue Manipulation Wizard
>

Wil chocn 1o da the fallemang achion:

T Do now

GES:'Iﬁi& GECE_4
St OF Fiber Cals |r Stale [%
Filtat Optacrns: Aligrion S leepng

¢ Back Firizh Cancel | Hew |

e To change details click <Back.

e To save the changes, click Finish.

e To abandon the action without saving changes, click Cancel.
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Change State

In this page of the wizard you can select the change that is to take effect.

Options include Assign to agent (only sleeping & rescheduled outcomes), Change
State, De-assign agent, or Delete.

T —
€ SYNTHESYS
b Queue manipulation

What do you want to do with thess calls

|O}anqeue :J

Having selected the Change State option, the next dialog will show the associated
outcomes that can be selected.

e Select the relevant outcome, as required, i.e. Queued to change the state
of sleeping calls to queued.

The final page of the wizard provides a summary of the action to be taken. You can either
manipulate the queue immediately or schedule a GSCScheduler report, described in the
section Scheduling Bulk Queue Change.

e N g CQuess Maripulstion Wizerd - Step 8 [
SYNTHESYS - uaes Masipaiation Wizard
Fe ) Queue manipulation ‘q‘
Diracas nes cal dlate
[Gueued - e chuoee 122k thet Folownareg St
Ll T
: | 1™ Sichedue Lates in Camgaign Hanager [%
o b 1.1 Prfoc G5L5_10
S = Enmm:m'ns'l:”
Dpiorm: Qususd ARenion Sleeping
15 e Change staie
ok [ mmar | ced | wee | cgok [ Fran | cawel Hep

e To change details, if required, click the <Back button.

e To process the action, click Finish, to abandon the action without saving
any changes, click Cancel.
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De-assign and Delete Options

Further options that can be selected in the Queue Manipulation Wizard, as part of the
initial Calls in State selection, include De-assign agent and Delete.

il

=

Crueue Manipulation Wizard - Step

SYNTHESYS

E) Queue manipulation
1

; What do you want 10 do with these calls '
I
| |:leﬂs=l;r agent ﬂ

Asign 1o agent
! Change Pricsty
' sine

Delete.
|

| -

As no associated selections are required for De-assign agent or Delete, clicking
Next>, will move you directly to the final page of the Queue Manipulation Wizard,
providing a summary of the action to be taken.

| Queve Mumputatson Weard - Step 7 o e
“ Synthesys Queue Manipulation Wizard
>

‘You chooss 10 do the following action
" Dorow

(% Schedule later in Campaign Manager

<gock [ Frish | cCoca | W |

Users can manipulate the queue immediately, or create a GSCScheduler report in
the Synthesys Campaign Manager, described in the section Scheduling Bulk
Queue Change.

e To change details, if required, click the <Back button.

e To process the action click Finish, to abandon the action without saving
any changes click Cancel.
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OPTION 2: CALLS MATCHING FILTER

The Calls matching Filter option, allows users to define conditions for manipulating
the queue entries for a selected Outbound list, which should be selected, before
opening the Queue Manipulation Wizard.

| Queue Manipulation Wizard - Step 3

SYNTHESYS

FY ) Queue manipulation

Fleaze select an option ta filker

" Calls in State

A&l calls in Queus

i < Back I Mest > I Cancel | Help |

If no outbound list was selected before opening the wizard, users will be prompted to
do so after choosing the Calls matching Filter option.

If an Outbound list has already been selected, the wizard will skip this step.

[ Quewse Mampulation Wizard - Step 4 ﬂ

ﬂ SYNTHESYS

Queue man.'pufanon

Select an Quibourd List 10 montor

‘,-rsﬁtl-r
‘.:eﬂr\-

i BR Wieb Qs
08 'u'
. y Fpchucdassd Troe Tost

iy, OEFaached aic

) Hgh Pty
) Low ek

« Binck Vet > Cancel Haip

Move to the Next> page of the Queue Manipulation Wizard, to define the required
selection criteria.
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Defining Conditions

In the Calls matching filter dialog the conditions to be used for the queue
manipulation are defined.

Queue Manipulation Wizard - Step 5 ﬁ
& SYNTHESYS
> Queue manipulation

For Tals matching hlter” select a condkion

Click here to set yow condiion

cpack | Mews | cCanca | Hep |

The Condition Criteria screen consists of a work area, also called the canvas, where
coloured discs will represent the different conditions.

Create Condition Buplicate Conditions

Delete Condition View Condition Summary

=lolx|

| Cancel | Help |

Mew condition x|

Fleaze zelect an input field that the condition relates to:

<Agenthzsigned: j
LA gentdsignads -

<State0fCall»
<TimezCalled:
Custorner [0
Firsth ame
Home:

Linel

<< |Line2 Help |
S | e

Lined i

When using the Move to Outbound list option, all moved calls, regardless of their
current queue state, will be queued and displayed in the target Outbound list as
freshly queued calls, with the number of times called set back to 0.

To move queued calls only, the appropriate condition must be set using the
<State of Call> option.
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To create a new condition:

e Click the Create Condition il icon.

¢ Inthe New Condition window select the property to define your search (in
our example we have selected <RetryTime>).

e Click the button to select the required operator after and add the
date and time 2008 02 27 19:00 to specify that the changes will affect
queued calls after the selected date and time entered.

Newr condition

Edit condition %
*<RetyTimes' "<FietryTime>' after

Please select an operatar from the list below, Please define date value to be compared with the field

™ Use Caloulations [ 2008-02-27 13:0

equal -

not equal <Today> | |pls = IU days

between
not between

is il x|

< | > | Firiish | Cancel | Help I = I 22 | ittt I Cancel | Help |

e Inthe next page of the wizard add a name for our condition and click
Finish, to display a floating disc on the canvas.

¢ Further conditions can be defined, clicking Create Condition il
e To edit existing conditions, double-click on the relevant condition disc.

: Condition Criteria 1 o [

Cancel | Help |

-

If 2 discs overlay
completely press Control
on the keyboard to drag
them apart.

Each condition disc can

— | be manipulated, clicking
and dragging it around the

4 pooopll

canvas.
Any discs that overlap with one or more other discs will imply a Boolean ‘AND’ to
operate between the conditions. For example:

(<RetryTime>‘after’ 2008 02 27 19:00° AND Times called =3) OR (Result = Unobtainable)

Click OK to return to the Calls matching filter screen and Next> to proceed to the next
part of the Queue Manipulation wizard.
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Defining Actions

From the options displayed, choose what to do with the filtered queued items, e.g.
Move to Outbound List.

Queue Manipulstion Wizard - Step 6 ; :: |
SYNTHESYS * Moved will be queued in the target Outbound
Poy Queue manipulation list as freshly queued calls, with the number of

times called being set back to zero.

What do you want to do with these calls

[Grange Froty o To filter out and move selected queue states
Change Prionty o

Chorgesse only, use the <State of Call> option when

e — creating your condition.

< Back Next > Cancel Help

e -

The next page of the wizard will prompt users to select the destination Outbound List.

CQueue Manipulation Wizard - Step 7 M

S SYNTHESYS

S Queue manipulation

Seiuect an Outbound Ll 1o monitor

Ay D8 Combobox
+ ‘ FEF i)
Ay Mutipie UMS test
4 @ New BoFie
% 4 08 Tewng

& OBReschedCac

In the final page of the wizard users can either manipulate the queue immediately, or create a
GSCScheduler report in the Synthesys Campaign Manager, described in the section
Scheduling Bulk Queue Change.

Queve Manpuistion Wzard - Step 8§ ]
“ Synthesys Queue Manipulation Wizard
>

You choose to do the following action
Do now
 Schedule later in Campaign Managed
gSC Prefec GSCS_6 e
utbound Car pagn - 1iest
Sort Of Fiker.Calls Matcharg Filter [%

\Action to doc Move to outbound campagn
Dutbound campaign: Brigitte September6/Ties/ARer.

<Back [ _Fnsh | Cocel | Heb |

Click Finish to process the action.

To change detalils, if required, click <Back, to abandon the action without saving the changes,
click the Cancel button.
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OPTION 3: ALL CALLS IN QUEUE

The option All calls in Queue is used to manipulate the state of queued items for all
accounts or for a selected Outbound List only.

e Select All Accounts if the changes are to affect all accounts

e Selecting a specific Outbound list, to manipulate queued items that list

Queue Manipulation Wizard - Step 3 B x|

ﬂ SYNTHESYS
P Queue manipulation

Please select an option to fiker

 Calls in State
£ Calls matching Filter

& Bl n Heue

<Back HNewt > Cancel | Hep |

Next, select an Outbound list: Move to the next page of the wizard, where you will
be prompted to select the Outbound list that you wish to manipulate. Only choose All
Accounts, if the specified changes are to be made for the whole queue/ all call lists.

Following the selection of all or a specific Outbound list, move to the next step of the
wizard, to specify the changes that you wish to make. Options include Change
Priority, Change state, De-assign agent and Delete.

Queue Manipulation Wizerd - Step 5 ﬁ

€ SYNTHESYS

» Queue manipulation

‘Wh do you wank bo do with thess cals

|U:.5ﬂ;|e Pristy -|
Charige sale

De-assion agent

et

If either the option De-assign agent or Delete is selected, Next> will move you
directly to the final page of the wizard, displaying a summary of the action about to be
taken.

Check the details to ensure that the summary reflects your requirements, before
clicking Finish to process the action.
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If the option Change state is selected, the subsequent page of the wizard displays

the available call state options.

Queue Manipulation Wizard - Step 6 ﬁg.‘
& SYNTHESYS
>0 Queue manipulation
|Queued ll
{Eukﬂﬁ“ ..... w IH*

On selecting Sleeping or Schedule, the next pages of the wizard will either prompt
you to specify the sleeping period, or the schedule date and time.

Queue Manipulation Wizard - Step T ]
q SYNTHESYS
Queue manipulation
Specy seen piid
N = e T
&
Bk [ Hetr | concd | W |

Queue Manipulation Wizard - Step 7

& SYNTHESYS

EY ) Queue manipulation

Scheds calls

St & b 1o sckeadule the cal o
|'1:' Ji

F] E |1:'.>ﬁ;u* =
Swlact the lates! tme the call can be made E
EEESD = [z

cBock [ Hetr | Cwes | Heo |

In the final page of the Queue Manipulation Wizard, check the summary displayed.

[Queue Manipulation Wizard - Step 8

£

»>

Synthesys Queue M.

You choose to do the following action:
" Donow

& BSchedule iater in Campagn Managet
GSC Peelic GSCS_8
Outbound Campaign - Ties0B
Sort OF FerAll Cals In Queue
1o do Change state
[New state: Scheduled

< Back | Finish |

s

b

ipulation Wizard

Hep

Either manipulate the queue immediately,

or create a GSCScheduler report in the
Synthesys Campaign Manager, described
in the section ‘Scheduling Bulk Queue
Change’.

Click Finish to process the action. To change details, click <Back, to abandon the
action without saving changes, click the Cancel button.
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SCHEDULING BULK QUEUE CHANGE

To action the outbound bulk queue change via the Schedule later in the Campaign
Manager option:

e Go to Reports under the Setup heading of the Synthesys main screen to
open the Synthesys Campaign Manager.

e Create a GSCScheduler report for your bulk queue change.

Adding a GSCScheduler Report

In the Campaign Manager:
e Locate and right click on your campaign and select Add New Report.

o Enter the Report Name, any Comments as required and a full report
name (or ‘None’) into the Full Name field.

e Select GSCScheduler Service (Global State Changer Scheduler) in the
Report Tool field. The Format will automatically be displayed as CSV.

o Type the name or prefix as entered in Step 2 of the Queue Manipulation
Wizard (for example BRQueueChange), into the Printer/Export File
Name field.

e Save your report.

4 Campaign Manager ;IEIEI
Ele Wew Help

Hi=l2200]

5 All Accounts -
-G AN AIN Test Centre Report Properties
{% - giku Fieport Name [BulkQueus S chedule ol ST
(-3 BCA Arvato BCA Commert |
g g :;: :::S:::JJ:;ES Full Name |Ties 0B Bulk Queue Changsl
[+ @ B4 Brigitte Julky0s Created Date |27/05f2008 Brovise Reports I
g g ::\llé)EBr:?g‘T:tE:NuQ:g: Report Tool IESCSchedu\er Servi ™ Formnat -
B BOC BrigitteOct Printer/Export File Name (2 g. %d%m3y for dated filanames)
([ BRI Brigitte lmaeueChange
-3 BRI BRJan04 ;
-5 BRO Brigitte Ockober 2007 Dutput Service
=15} BRS Brigitte September0s Output Taal m
. 01 Loan Application
G- (B 02 Loan Survey OB Parameter] I
=] @ 03 Ties Parameter2 I
 [=-{illg Bulkqueus Schedule
P LTy Add Schedule
B Report Runs Save I Delete Edit Feport
- l-{BllE TestakandHTHML
@ 04 Papflow Delete Campaign
- bul Bul
- CAM Camelia test
-3 DAF DAF Inbound Applicstions -
o
| | [%
Ready w4

Into the Printer/Export File Name field, enter the name or prefix as entered in Step 2 of the
Queue Manipulation Wizard, when creating the conditions for the bulk queue change.

Next set up the report schedule.
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Scheduling a GSCScheduler Report
To add a schedule for your GSCScheduler report:

e Locate and right click on your campaign in the Campaign Manager and
select Add Schedule

¢ Inthe Schedule Wizard, select a start and end date and the frequency of
the report run.

e Save the schedule for your GSCScheduler report.

In our example, the report will run every Tuesday at 17.39pm.

ki Campaign Manager ;IEIEI

File Wiew Help

Hi=z2B0 o

B all Accounts - 5 :
LG ATN AT Test Centre Schedule information for Scheduls 10 657

@ adaggk Frequency ISDEc\ﬁD days of the week,
@ auz auaud

203 BCA Arvato BCA MextRunDate  [Tugsday, 24 Jun 2008

(-] BIS Erigitte Jan0s

(-G BI7 BrigitteJan0? NestRun Time  [17:38

-0 BIA Brigite Juky06

[]--@ BJU Brigitte June0s Parameterl |

e

[

[

£

[

-y BNO BrigitteNoc0s
(3 BOC Brigitk=Oct
-3} BRI Brigitte :

150 BRI BRJan04 Schedule detail Tuesday,
(3 BRO Brigitke October 2007
=+ BR3 Brigitte Septemberis
%@ 01 Loan Application Start Date |24/UEf2EIEIE Start Time: |17 39

Iﬂ% HTHL Ernsil Test EndDsle  [unindefiniel,  EndTime [00.00
A Loanapp queue change
@ Add Schedule
B Report Runs
At -chedule No 557
BB test HTML emai
g Test Lawout no bkl
[+-{Allg Testing HTM Email
B, 02 Loan Survey OB

"@DET\ES = %
g e ILI_I

Ready [ [nom 4

Parameter2 I

B
|

Shaow repart rns | M adify | Delete

To check that your GSC report has run successfully:

¢ Go to Report Runs and also check the queue in the Outbound Manager.

For further information regarding setting up reports and report schedules, please
consult the ‘Managing Reports’ document.
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SYNTHESYS
QUEUE MONITOR

Queue Monitor Condition Wizard - Step 3

SYNTHESYS

Py Queue monitor

Please select a Data Source from the list below fram which the
customer table is to be monitored

[

New condition

=0l

Help |

Postcode

Please select an input field that the condition relates to:

| Fitiigh I Cancel

Help
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INTRODUCTION

The Synthesys Queue Monitor allows for calls to be removed from the queue of a
selected Outbound List, if predefined conditions apply. Associated information will be
added to the CRM history.

Only calls with call status ‘queued’, ‘sleeping’ and ‘rescheduled’ will be removed from
the queue.

The Synthesys Queue Monitor provides a step-by-step guide through the various
actions required.

Users determine the data source, plus the table and columns within that data source
and then, using fields from the Synthesys CRM table, define the selection criteria to
specify which calls are to be removed from the outbound queue.

Users can furthermore decide whether to run the call remove process immediately or

at a later stage, creating a SQM report and a schedule for the report run in the
Campaign Manager.

The Synthesys Queue Monitor (SQM) is not a standard feature but needs to be
purchased separately.
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Opening the Queue Monitor (“SQM”)

To remove selected customers from an outbound list using the Queue Monitor:

e Go to Outbound under the Setup heading of the Synthesys main screen
to open the Synthesys Outbound Manager.

e Add or select the required outbound list.

e Go to Edit on the menu bar and select Remove Queue calls using
Selective Queue Monitor to open the Queue Monitor.

Queue Monitor Condition Wizard - Step 1 il

q Welcome to Queue Monitor
FY ) Condition Wizard

< Back Cancel Help

The following pages provide a step-by-step guide to the Synthesys Queue Monitor
Wizard.
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Synthesys Queue Monitor (“SQM”)

Part 1: Data Source & Table Columns

The first part of the wizard will determine which data source and which columns in
one specific table or view from that data source are to be used for the de-queue
process.

Step 2: To begin with, enter a New name for your SQM report or select an existing
SQM name from the drop down menu.

Queue Monitor Condition Wizard - Step 2

& SYNTHESYS

PN Queue monitor

Please select SOM prefix.

= HNew IBFlemoveI

= Existing I ifbik £ j

< Back I Mest » I Cancel Help

Click the Next> button, to continue to the next page of the wizard.

Step 3: Next, select the required data source from a list of all ODBC data sources
available on the system.

Queue Monitor Condition Wizard - Step 3

& SYNTHESYS

*® Queue monitor

Please select a Data 5 ource from the list below from which the
customer table is to be monitored

Phoenix j
[Ehoe
Phorieys

Fieplication_Fk_Phoenix

Replication_Rk_Phoneys
Target
TRM

< Back I Mest » I Cancel Help
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Step 4: The next step involves the selection of one table or view from the selected
data source, and the columns from that table/view to be used for the de-queue
process.

Queue Monitor Condition Wizard - Step 4

SYNTHESYS

PN Queue monitor

Flease select a table or view from the following list ...
CS_OBMNAME Customer WIEW [owner]
Select all columng that are to be uzed in vour conditions.

E’étustomerl[ﬁ j Select Al |

@é‘- Title Unzelect Al

E’é Firsth ame
A
i - Sumarme
B <

< Back I Mest » I Cancel | Help

Step 5: Now, select a column that contains the Customer ID.

Queue Monitor Condition Wizard - Step 5

€ SYNTHESYS

PN Queue monitor

Please select a column that has the Custarner 1D

I Customer 1D j

Home Mumber
Lire1
Line2
Line3
Lined

< Back I Mest = I Cancel Help

Synthesys Callflow Design and Outbound 272



: Noetica

Part 2: Remove from Queue Selection Criteria

Step 6: Click the ‘Selection Criteria’ button, to open the ‘Selection Criteria Definition’
screen. Here you can specify, which calls to remove from the outbound queue.

£

Only calls with call status ‘queued’, ‘sleeping’ and ‘rescheduled’ will be removed from

the queue.

Queue Monitor Condition Wizard - Step &

ﬂ SYNTHESYS

*® Queue monitor

Thiz step allows you to define your condition for the manitar,

Click here to st your condition

< Back | Mext > | Cancel | Help |

The screen consists of a work area, also called “the canvas”, where coloured discs
will represent different conditions.
Creatg

Condition  Duplicate Conditions Delete Condition View Condition Summary

i Seledtion Criteriz crefinikin - ] 4

New condition ]

Pleaze zelect an input field that the condition relates to:

<< B3 I Firish I Cancel Help

> | ‘Create Condition’. Click this icon, to create a new condition. To edit existing
conditions, double-click on the relevant condition disc.

& ‘Duplicate condition’. Click this icon, to duplicate an existing condition.

| | ‘Delete a condition’. Click on the disc that you wish to delete, and then on the ‘Delete
condition’ icon.

| | ‘View condition summary’ click this icon, to view a summary of all conditions.
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To create a new condition:

e Click the Create Condition il icon.

¢ Inthe New Condition window select the property to define your search
using any fields available in your CRM (for example the Postcode field.

e Click the button to move to the next screen of the wizard to
select the required operator, i.e. containing and then type SW to specify
that you wish to queue all customers in the SW area.

Plaase define test stiings to be compared with the fisld

v

| | b | caeel | Hep |

We are then prompted to enter a name for our condition, i.e. Postcode SW.

When the condition has been defined, the name entered next will appear on the free,
floating disc on the canvas.

e To create another condition, click the ‘Create Condition’ il icon.

e To edit existing conditions, double-click on the relevant condition disc.

M Condition Criteria

% O|FR
~ | Iftwo discs are overlaid
|| completely, press
Control on the keyboard
to drag them apart.
£ 3

Each condition disc can be manipulated, clicking and dragging it around the canvas.
Any discs that overlap with one or more other discs will imply a Boolean ‘AND’ to
operate between the conditions. For example, customers are to be queued if:
(Postcode SW AND B2) OR (if the condition is Sale)

Click OK, to return to proceed to the next part of the wizard.
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Part 3: Removing Queued Customers

You now need to select the Outbound List from which you want to remove the
queued customers and decide whether to run the data de-queue process
immediately or at a later stage, creating a SQM report and schedule in the Campaign
Manager.

Step 7: Select the Outbound List from which you want to remove the customers from
the outbound queue.
\;:m. 5‘

S SYNTHESYS

*® Queue monitor

Queue Monitor Condition Wizard - Step T

Select an Dutbound Campaign to monitor

FileStl ]
{4 0BMame

OB Mame
--dgp. OBMameZ

A DueueCals -
.4y SOIBR

Repair

< Back I HMext > I Cancel I Help I

Step 8: Next, decide if you want to run the data de-queue process immediately or if
you want to schedule a SQM report later in the Campaign Manager.

Queue Monitor Condition Wizard - Step 8§ x|
# Synthesys Queue Monitor Condition Wizard

Do you wish ta:

= Remave from quele how

& Schedule |ater in Campaign Manager

¢ Back I Finizh I Cancel | Help |

e Tick Remove from queue now if you want to remove the customers
queued from the outbound queue immediately.

e Tick Schedule later in Campaign Manager to remove the customers

from the Outbound queue at a later stage, with a scheduled report set up
in the Campaign Manager.

Please see the next section on ‘Schedule a SQM Import in Campaign Manager’ for
information about setting up and scheduling a SQM report.
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Schedule a SQM Report in Campaign Manager

If the option Schedule later in the Campaign Manager has been selected:

e Go to Reports under the Setup heading of the Synthesys main screen to
open the Synthesys Campaign Manager.

o Create a scheduled SQM report to remove selected customers from the
outbound queue.

Setting up a SQM Report

In the Campaign Manager:
e Locate and right click on your campaign and select Add New Report.

o Enter the Report Name, any Comments as required and a full report
name (or ‘None’) into the Full Name field.

e Select SQM Service in the Report Tool field. The Format will
automatically be displayed as CSV.

e Type in the name of your SQM, as entered in Step2 of the Queue Monitor
wizard, into the Printer/Export File Name field, i.e. BRemove.

e Save your SQM report.

k& Campaign Manager H=]
File Wiew Help

Hi~le Bo|o|

E All Accounts -

-3 AN AN Test Centre Fepont Properies
U"% :!D'Ié’;"g'?:z Fieport Name |SQM Remove D m
-G auz auau Comment I
(-3 BOG Brigitt=08
B @ BO3 Brigtte0d Full Name IF!emnva Postcode SW and B2 o Sale
E-47 01 Loan Application Created Date |18/09/2003 Browse Reports
E‘{ﬂﬂ_E mdme Repart Toal ISQM Service ﬂ FDImatlESV j
B E Report Runs Printer/Expart File Name [e.g. %d%my for dated filenames]
L3 BCA Arvato BCA m’ﬂ"e
-G BOD Brentford Dry Dacks
-3 BI7 Brigittedan0? Dutput Servic
) BOC BrigitkeOct Output Tool |<nane> v[
E-L3) BRI BR July09
-0 BRS Brigitte September(é Parameter! |
F-L3 bl Bull Parameter? |
B C44 casecsdd
(- CAM Camelia test
-] DAF DAF Inbound Applicatins Delete | Edit Report
B daz dazza
(-3 DOA Martin
(- DOB DAF Outbaund
B DRC Gareth
I:I--@ DTS DemonstrationandTraining3cric 5
.- Sy .
| |8

Ready i
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Scheduling a SQM Report

To add a schedule for your SQM report:

e Locate and right click on your campaign in the Campaign Manager and
select Add Schedule

¢ Inthe Schedule wizard, select a start and end date and the frequency of
the report run.

e Save the schedule for your SQM report.

In our example we have set up a schedule to run the report on a specific day of the
week, Tuesdays and Fridays, with the next report run due on Friday the 18"
September 2009 at 18:30.

k& Campaign Manager !E ﬁ
File Wew Help

Hl~286 0|
BA\IA:cDunts -

(L) AN AT Test Centre

mig ALI F\\I\‘.anz Frequency |snecwlic days of the week
-4 203 oojk

Schedule information for Schedule D 609

3 auz avau NestRunDate  [Friday, 18 Sep 2003
- BOS Brigitte0s
EI@ B03 Brigitte0d Mext Fun Time |13 a0
=87 01 Loan Application
=-|Blle 5GM Remave Parameterl |

() Add Schedule

B Repart Runs
A} = cheduls o 600

Parameter2

]_@ BCA Arvato BCA Schedule detai Tuesday. Friday,

i
+-[J BOD Brentfard Dry Docks =
[y BI7 BrigicteJand? :

1 (3 BOC Brigitect StatDate  [18/08/2008 Statt Time [18:30
]'@ BR BR July03 End Date Irun indefinitely End Time |00:00

-[Jj) BRS Erigitte September0s

+- 5y bul Bl

B
B
£
B
B
£
B
[]-@ 44 casehoet Show report ins | M odify | Delete |
£
B
B
£
B
B

(3 CAM Camelia test

]-[@ DAF DAF Inbound Applications
[ daz dazza

-3 DOA Martin

+- [y DOB DAF Outbound

[ DRC Gareth =
e Sy . .=
4| | ¥

Ready el 2

To check that your SQM report has run successfully:

¢ Go to Report Runs and also check that the calls have been removed from
the queue in the Outbound Manager.
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DELETING SQI AND SQM PREFIXES

The function to delete SQI or SQM prefixes has been added to the Edit menu in the
Outbound Manager.

| Edit

Queue calls using Selective Queuing Import
Queue calls using Selective Queuing File Import

From a dialog listing either all SQI or SQM prefixes, users can select one or more
prefixes for deletion.

Delete SQI Prefines x|

Choose 501 Prefixes

JGTest ]
joe2

Joeman

Joesgi

joetes

Josellll

JosesiQll J
jusk crmi02

KAISER

Loan

PRE

riekanne

g

e :I

Delete Prefixes I Close I

Prefixes can only be deleted, if no live schedules are assigned for the selected SQI
or SQM prefixes.

If schedules exit, they will have to be removed first and the delete request is ignored.
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