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OVERVIEW

This document is for people who need a broad understanding of Synthesys, from
Callflow Design to producing reports. Areas covered include:

¢ Basic Callflow Design, though this is covered in more detail in other documents
¢ How the Synthesys database is structured
¢ How and why tables are created, how tables are hamed

¢ How the Campaign Manager is used in conjunction with the Report Service and
how Reports can be produced using third party report tools, for example Crystal
reports.

How Synthesys Works

e Synthesys is a complete Call Centre Software solution. The stages in the life-
cycle of a call-centre telephone campaign are as follows:

e The customer and Account Manager agree on a 'call flow' - what questions the
call-centre operators are to ask the callers and what reports will be required
and how often they will be produced.

e This information is converted to a Synthesys 'Callflow'’ which is a logical
representation of the 'flow' of the telephone call. This is done using the first
Synthesys tool, the 'Campaign Editor'. (Every time a call is taken for this
customer the same Callflow is followed.) When a Callflow is saved, the
Designer automatically creates tables in the Synthesys database, which will
later be used to store all of the information taken during a call.

e The Callflow is tested and the Reports are designed using a Report tool (e.g.
Crystal reports).

o Before the Callflow goes 'live' the Reports are scheduled to run at pre-
determined times (e.g. daily at 9am, or weekly) using the Synthesys '‘Campaign
Manager' tool

e The Callflow goes 'live' and Operators take calls using another Synthesys tool,
the 'Agent Workstation'. When a call is completed, the 'Transaction Service'
adds the call (Call Run) information to the appropriate database tables.

e Calls are taken and reports printed for the lifetime of that Campaign.
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CAMPAIGN EDITOR BASICS

Good Callflow Design
A few points to bear in mind when designing Callflows:
e 1.Use Call Results to distinguish the different types of calls that you have.

e Call Results are used to classify the nature of the different types of calls in your
Callflow. For example: you may have a Callflow that has a different call path for
a 'Brochure Request' and for a 'General Enquiry'. Similarly a Callflow may have
a 'Message Taken' flow and a 'No Message Taken' flow. You may wish to
report on the different types of calls in different ways. In that case it would be
useful to use Call Results to distinguish between the nature of the call. You will
see this later when you come to designing reports. (Note: - it is essential to use
call results if you are using 'instant faxing').

e 2.Use Subflows to avoid repeating information in a Callflow.

e Subflows have many benefits, | mention but a few. They improve the
appearance and readability of your Callflow and help stop your Callflow looking
cluttered. Also from a reporting point of view they are very useful and can make
reporting much easier. This is because in a subflow the data is stored in one
database table instead of being spread over many database tables. Suppose
we ask the caller where they saw our advertisement in different parts of the
Callflow. If this information were taken in a subflow then report on it would be
much easier as you will see later.

¢ 3.Use Meaningful names for Sections and controls

e The names of your controls and sections go into making up column names in
the database tables and so if they are meaningful (i.e. the name Address an
address control) it will make writing your reports easier.

e 4.Do not use long names for sections/subflows/controls.

e The names of your controls and sections etc go into making up the names of
database tables and column names. Since some applications do not support
database column names of over 32 characters it is advisable to keep the length
of such names to a minimum.

e 5.Keep it simple!

¢ Try and make the Callflow as simple and concise as you possibly can. This will

make maintaining your Callflow easier as well as keeping the length of your
calls to a minimum. It will also make reporting easier.
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DATABASES & SQL

4.2 Introduction to Databases & SQL (plus Tables & Columns)
Synthesys uses a relational database to store telephone call (Call run) information.

In a relational database, all data is held in tables, which are made up of rows and
columns. Each table has one or more columns, and each column is assigned a
specific data type, such as an integer number, a sequence of characters (for text), or
a date. Each row in the table has a value for each column.

A typical fragment of a table containing employee information may look as follows:

Emp_ID Emp_Surname emp_fname Department_ID
10057 Smith Fred 7
10693 Donaldson Anne 3

The above table may be called 'Employee’. It has 4 columns and currently 2 rows of
data.

The concept of 'Relational Databases' means that tables can be related to each
other. For example the above table has a column called department_ID. This relates
to another table called Department, which holds information about other
departments. So we can look-up information about department '7' for instance.

In order to uniquely identify a row in a table, a column can be defined as a Primary
key. This ensures that no two rows in the table can have the same Primary key
value. In the above example, the column Emp_ID could be defined as being the
Primary Key.

Relational databases use a special language called 'SQL' to create tables, and to
add, delete and view data. In order to create reports it is necessary to understand
what tables, rows and columns mean. Synthesys was designed so that a user does
not require any knowledge of SQL, however a basic knowledge can give you quick
access to viewing your data.

Synthesys commonly uses 'Sybase SQL Anywhere' for its relational database. 'SQL
Central’ can be used to connect to the database, & from there all you the tables
within the database can be seen.

The simplest SQL statement to look at the data in tables is the 'SELECT' statement,
e.g.

SELECT * from Employee

This will show you all of the 'rows' of data in the 'Employee’ table. The *'is a
wildcard character which means that you want to view all of the columns in this table.
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The Synthesys Database Structure
Synthesys uses two databases:

Phoneyx - the design database, where tables are initially created
by the Campaign Editor.

Phoenix - the 'live’ database. When a Callflow is released, the
tables created in Phoneyx are copied into Phoenix. All
of the 'Call Run' data is only stored in Phoenix.

There are two types of table in the Synthesys database:
Custom tables: created by the Campaign Editor - see next section.

Phoenix stock tables: a core set of tables used to define the
Synthesys database.

Every installation of Synthesys has the same set of stock tables, all of which begin
with 'Phoenix_'. Both Phoenix & Phoneyx have the same Stock table definitions,

although only Phoenix contains any telephone call data.

(There are also System tables, which belong to the database itself and should not be
touched)

The Synthesys Data Model

The stock tables and their relationships are represented in the section: Diagrams of
Data Model.

Every time a Callflow is run through the 'Agent Workstation' the Transaction Service
will add a row into the Phoenix_Statistics and Phoenix_Event tables.

If the Call Run is not aborted then rows will also be added to the ‘Main' Custom
table and other Custom tables (see next page).

The 'Sequence_ID'

The most important table is the Phoenix_ Statistics table. This table contains a
record of every Call Run in the system and the main events related to the call. There
is one row in the Phoenix__ Statistics table for every Call Run, each row being
uniquely identified by the 'Sequence_ID' column. The Sequence_ID is the Primary
key for this table.
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Custom Tables

Once a Callflow has been released, the Campaign Editor will have created the
database tables in the Phoenix database used to store all of the call data. These
tables are the 'Custom tables'.

There are certain naming conventions for custom tables that it is helpful to know
about when designing Callflows (see 'Good Callflow Design' above). Custom tables
all begin with the same Prefix, which is made up from the three characters Account,
prefix e.g. DGV (all Campaign belong to an Account) plus the two digits Campaign
Prefix for this Campaign (i.e. the nth Campaign for this Account) e.g. 02. So all
Custom table-names for this new Callflow will begin with "DGV02_".

The first table created by the Campaign Editor is always the "Main" table. This
contains this first bit of information in the Callflow and in our case will be named
"DGV02_Main". The Main table's first columns are always:

Sequence_ID as in the Phoenix_Statistics table
Event_Date the date the Callflow was run
Event_Time the time the call was taken

The remaining columns in this table depend on the design of the particular Callflow.

Other Custom tables are also created, all with the Sequence_ID as the first column in
the table. The number of custom tables produced depends on how the Callflow is
designed.

In general, the Campaign Editor will create one table for each 'path’ in the Callflow in
order to group related pieces of information together.

The Campaign Editor will create a new table for each 'Branch' in a Callflow. So if our
sample Callflow has a branch for 'Order' and another for 'General Enquiry', then two
tables will be created, one called DGV02_General_Enquiry, and another called
"DGVO02_Order.

A separate table will be created for each Subflow also, as each Subflow contains the
same information.
Column Names
Column names are created with similar naming rules. The name of a column is
defined as:
<Section_Name>_<Control_Name>_<Iltem_Name>
So a section called 'Details’ with a '‘Name' control in it will have the following columns:
Details_Name_Title
Details_Name_FirstName

Details_Name_Initials
Details_Name_Surname
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REPORT TOOL - CRYSTAL REPORTS

Introduction

Crystal Reports is a reporting package that can be used to create reports on the calls
taken by Synthesys.

People with little or no experience of databases & report writing can quickly and
easily create professional reports using Crystal Reports.

Reports are usually saved on the Server in the Synthesys\Reports folder. A separate

folder is created below the reports folder for each Campaign. Crystal reports have a
“.rpt’ file extension.
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Set up - Database connections for Crystal

Customers must purchase Crystal Reports Developer Edition and install it onto the
server.

Crystal 8.5:

When designing reports customers must use the CrystalPhoenix ODBC.

This ODBC must use Windows Authentication to connect to the database on the
server. If this is not done any scheduled reports will fail, as the Crystal Service
cannot log into the database. The ODBC must also be on any design workstations
but does not have to use Windows Authentication.

Crystal 9

You can use Phoenix ODBC there is no need to use CrystalPhoenix

Crystal 10

For Crystal 10 you may need to use OLE DB(ADOQO) connection type.

SI=IE

Data |

Browse the data source for the tables pou want to add.

[Mote: ta edit the alias for a table, select the tabls in the "Selscted Tables' ree and click on it or
push the F2 key)

Available Data Sources: Selected Tables:

[#- [ Current Connections

[ ([ Favorites

@[ History

[ Create Mew Conmection

i @ [Access/Excel DA0)

i E-(CIADONET XML

[C)Database Files

#-(C100BC RDO)
Ca0lap

LB

[N 0Lk D (-00)
[[dMare Data Saurces
([CRepositony

0k | Cacel | Heb

/]

Select Microsoft OLE DB Provider for SQL Server

zl

OLE DB Provider
Select a provider from the list or select a data link file

Erovider. Microsoft OLE DB Provider for DTS F'ackage;l

Micrazoft OLE DB Pravider for Indexing Sery
Microsoft OLE DB Provider for Intemet Publis
Microsoft OLE DB Provider for ODBC Diivers
Microzoft OLE DB Provider for OLAP Service
Microzoft OLE DB Provider for Olap Services

Use Data Link File: r

Hicrozaft Diata Link File: I _I

< Back I Mest > I Finish Cancel Help
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Fill in the details as requested.

Server is you SQL Server
Database is Phoenix

OLE DB {(ADO)

Connection Information
Prowide necessary information to log on ta the chogzen data source

Server ILomdon j
User ID: Isynthesys
Password: I xxxxxxxxx
Database: IF‘hoenm j
Integrated Security: ]

< Back IWI Finish Cancel Help

Press Finish

Synthesys Campaign Manager
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Creating reports: Adding tables

e
okl

In order to add tables to your report the first thing to do is make a note of the

campaign prefix you wish to base your report on.

The first screen will prompt you to select a ‘report expert’ or a blank report.

Welcome to Crystal Reports

r— Create a Mew Cryztal Report Document

oo'!% " Using the Beport Expert

DG‘

x|

@ ¢ Open an Existing Report

We will select a blank report.

Noetica

You must then select your database connection (See page 11 for the Synthesys

database connection option).

E-[_J0DBC ]

- 3 CE8
- & CROREV3E
- i CASS

A= F CrystalPhoeni

- i3 ECDCMusic

- B GIOS PROD

- 64 Highway =l

3 Create Mew Data Source
43 Connect Using File Data Source J HEmovE |

£

[

E Add to Favarnites |
- 6 CRAMLY3IE

- &3 Crystal Delete Fayvarite |
E ota ;
£
E
E

r— Data Explorer
. Dptiohg.
Browse thiough the folders to find vour data souce's _D—I
tables. Select and Add tables that contain data yvou Help |
want to report on. ‘r'ou can also double-click a table —

to add it ’TI

Now select your tables, by highlighting the relevant table and pressing ‘Add’, repeat

this until all tables are added and press ‘Close’.

@ Data Explorer

Phoenix.dbo. TBCO1_CALL_RESULT ;I
-5 Phoenix.dbo. TBCO1_Cash
--[B8] Phoenix.dbo. TECOT_Cash_amray

[ Phoenix.dba. TBCO1_ChequeP0 iy
-8 Phoenix.dbo. TBCO1_Gold
WS Fhoenix.dbo. TECOT_ b ain

Phoenix.dbo TECOT_Mecls
- [ Phoenix.dbo. TECO1_MoPrab

- [E] Phaenix.dba. TECO1_MoPracs
-] Phaenix.dba. TECO1_MotTried

- [B] Phaenix.dba. TECO1 Mafwiork h
«| T »

—Data Explarer

Erowse through the folders to find pour data source's
tables. Select and Add tables that contain data pou
want to report on. Y'ou can also double-click a table
o add it.

3|

Add

Bemowve |

Add to Eavorites |
Delete Fawarite |

Options... I
Help I
Cloze I
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Joining the tables:

e The Main table from the script is joined to the Phoenix_Statistics table via the
Sequence_ID. NB You may receive a field length warning when making this
join, just press OK it will not affect the running of the report.

e The Main Table is joined to the CRM via the customer ID.

e The Main Table is then joined to any ‘branch tables’ or Subflows via the
Sequence_ID. N.B Any joins to Branch Tables or Subflows must use a Left
Outer Join. This is set by right clicking on the join and selecting options then
select Left Outer.

E: Standard Report Creation Wizard El
Link
Link together the tables you added to the report m|
] Auto-Arrange
tics TBCO_Main TBCO1_Gold A
® D B Sequence D # = B sequence_ID o Elias
> EventID Event_Date Gold_Text_Yalue 3
OBy Key

I EventTime Event_Time Gold_Text

T od

IdleTime Introd_Mt_CustomerPrefix
B QueLelD Tntrod_ME_prompt

OBCampaign_ID Inkrod_Mt_CustomerID e T Ordler Links...
B 5equence_ID Appliance_Comba_value Customer 1D Llear Links

Operator, _Namg Appliance_Texk_Yalue Title:

Operator_ID Prablem_Problem_Yalus Surname
B resut Questions_Radio_Yalug Linel

CRMPrefix PayMeth_Card_¥alue Ling2

CustomerlD Pay_Payment_PaymentMethod Line3 T

SessionlD Pay_Payment_CardMumber Line4 =

Telephone Pay_Payment_ExpiryManth PostCode

PreviousState Pay_Payment_Expiryear MNurmber 1

Pay_Payment_Issushumber ChoicesMade
Pary_Payment_valid ~
v
< Back ” Mest > I [ Finish ] l Cancel ] [ Help ]

When all joins are made, press OK. N.B To return to this screen from the report
select ‘Visual Linking Expert’ from Database drop down menu on toolbar.

In the field explorer select the fields you would like in your report by double clicking
on the field and dragging and dropping onto the report, repeat this process until all
fields are added.

=g e X+

x|
5B CS_ELECT_Customer VIEW -l
= Cuztomer 1D
2 Title
-2 Symame

E= Linel

PoztCode
Humberl ;I

LCloze Help |
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Setting filters

In order to set a filter on your report you must use the ‘select expert’ from the toolbar.

&

You will be presented with a choose field dialogue; select the field you wish to base
your filter on.

N.B if you wish to filter on a text field it must be less than 255 characters.

Choose Field
— Fields: ok
EI@. Repart Fields: -
i -m= C5_ELECT_Customer_IEW Linel Cancel

-3 C5_ELECT_Custorer_VIEW Line2
i em3 C5_ELECT_Custamer_VIE'W Line3
B @ Phoenix [DDEC - CrystalPhoeniz)
=12 TECO_Main i
-2 Seguence_ D Browsze...
BN:SEE vent [ate
= Event_Time
= Event_Duration

-3 |ntrod_Mt_CustomerPrefix
B2 |ntrod_Mt_prompt

B2 |ntrod_Mt_CustomerlD
=1 L i L Ar=l

Help

1 B

You can now give the report the criteria you wish to filter on in this instance we want
to see calls in the past 7 days.

x
TBCO_Mair Evert_Date | News |
MNew
Iis in the period j Wieek T oD ateFromSun j
WieekToD ateFromSun - Delete |
MonthT oD ate =
‘Vear] oD ate Brawse... |
LksT oSun
LastFullafesk
LastFullMonth
Ok, I Cancel | A0 atesToT oday Show Formula >>>|
1410 ates T ovesterday =

From the left hand drop down you select the variable; from the right hand drop down
select the condition.

This will now present calls from the database for the last seven days only.
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Instant Reports

In order to run an instant report, which is a report than runs immediately after a call
has been taken and only shows the data for that call, such as an email or a fax, we
need to base our filter on a parameter field.

In order to create a parameter field, select Parameter field from the field explorer
and select New.

& Field Explorer x|

= lEs% X[+

Mew (Ckrl+n

X4 Formula Fields:
SOL Expreszion Fields:

ARl Paramneter Fields:

: z Running Total Fields:
- B, Group Marme Fields:
E Special Figlds:

Cloze | Help |

Give the field a relevant name and press OK.

1I
P. ter Field
Mamie: ISequence 10|
Frompting text: I
Walue type: I String j
Optians

I~ &llow multiple values Set default values |

& Discrete valuels)
" Range valugls) ¥ &law editing of default values when
| Discrete and Fange Yalues there iz more than one value

ok I Cancel | Help |

Return to the select expert and create a filter based on the Sequence_ID from the
Main Table, and set the variable to ‘is equal to’ and the condition to ‘(?Sequence ID)’
and press OK.

E select Expert

TECO1_Main Sequence_ID | <News |

Iis equal to ;I || =]
{?Sequence 1D}

19330802-164413-001 TSEO I—
195990202-164918-001 TSEO Browse. .
20010604-1 2381 6-004kALD
20010604-123343-004k AL 0
20010604-124210-004k AL 0
20010604-124524-004k A1 0

Ok I Cancel I 20010604-125250-004kMAL0 Farmula >

20070604-1 25638-004MAL0 -

Delete

T

The report will only return data for a specific sequence ID, which Synthesys will pass
to it at the end of the call.
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Adding Report Details and Schedule

Now the report is ready, save it in the reports directory, under the relevant account,
on the Synthesys Server. For Synthesys to automatically run the report, report
details and a report schedule need to be set up in the Campaign Manager.

To open the Campaign Manager:

e Click on Reports under the Setup heading of the Synthesys main screen.

e To add a report to your campaign, right click on the relevant campaign and
select Add New Report or Report Wizard from the drop down menu.

K Campaign Manager [0 x]
Ble diew Help

B~ % B0 0]

Al Accourts
b [ aaa dfdsfds Report Properties
B [ DAR Darral
(1 [3) DTS DemonstrationandTrainingscripts Report hame [Report Name D 2
gy sss sofsdfscf Cormment [This is an instant report
B TBC Telebusiness Callflavs
"B} 01 Electroaut Full Mame [\\ServeiNametSpnihesys\Reporis\ccounthameveportile
147 02 ElectroBuy Created Date [24,09/2009 Browse Repoits
) |Al Order Request
acd sehedule Repart Tool [Crystal Service =] Format [word |
[ Report Runs Printer/Expart File M ame [e.0. Zd%m3%y for dated flenames)
----- @ Scheddle o 1 \\Serverl ame\Synthesys\ReportsiAccountilame\reportfile.doc
By 03 ElectroCh :
-5 waL Walker Output Servic
51| Report Taols Ouiput Tool [Email Servics. 7]
Parameter] |Flom Address
Parameter2 [To Addresd
Save | Delete: Edt Peprt
Ready B e

With Microsoft Exchange 2005, the 'from' email address in Campaign Manager needs to be

entered with an alias name: Kim Constantine<Kim.Constantine@noetica.com>

Next, add a schedule for the report using the Schedule Wizard.

e Enter a start/end date for your report, the frequency for the report run (for instant
reports select ‘Every time a call is taken’) and other details as required.

¥ Campaign Manager =] B3
Elle Wiew Help

Hl-=lzBe®]

K Al Accounts

L aa dfdstds Schedule information for Schedule 1D 1
[+ DAR Darroll o 1
@ % DTS DemanstrationandTrainingScripts ey | |EETEEEISER
[ sss sdfsdfsdf NextFun Date |
- TBC Telebusiness Callflows
i Bl 01 ElectroFault Mest Bun Time |
=147 02 ElectroBuy
! |8l ©rder Request Parameter] |<55quence,lD>
: Add Schedule
| Report Funs Patameter2 |
Lo Elect .0 Schedule detail  [Call Results: Dider, = |
[+ WAL Walter LI
|1l report Tools

Stant Date  [24/03/2003 Start Time  [05:35
EndDate o indfiritely End Time  [00:00

Shaw report s | Modity | Delste |

Ready Bl
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Using Emails with Crystal Reports

Email service putting reports into the body of an email

The email service allows Crystal reports to be placed into the body of the email.
In order to do this the following needs to be done.

a. The report output must be either Text or HTML.
b. The output parameter must be suffixed by “ /BODY”
i.e. “//[server/folder/reportname.txt /BODY”

NOTE: Please ensure that there is a space before the forward slash and body (
/BODY).

2. Email Service - Attaching miscellaneous files to an email

Files can be attached to Synthesys emails by adding the following text to the
Printer/Export filename when setting up a report:

<Attach:d:\Myfile.txt>

This is in addition to the usual printer name or export filename.
E.g.

o \\jellybean\d\Synthesys\Reports\JON\Report2.html /BODY
<Attach:D:\myfile.txt>

If the /BODY parameter is used, there will be one file attachment, and the report
will appear in the body of the email.

If the /BODY parameter is not used, there will be two attachments — the report
attachment and the specified file attachment.

The attachment facility can be combined with the database column facility,
whereby data from the Phoenix database is inserted into a report parameter
using the ‘<Table.Column>" method. Here a filename contained in the database
can be used as the attachment filename. (Note: for instant reports only)

E.g.

e D:\Synthesys\Reports\Report2.html
<Attach:<Table.Column:CALO5_Main.b_Tel_numberl>>

And a different value will therefore appear for every report run, and this is the
information the Email Service will use when emailing the report. Displaying
Report-run information for this could show the following:

¢ \\jellybean\d\Synthesys\Reports\JON\Report2.html /BODY
<Attach:D\anotherfile.txt>
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k& Campaign Manager
Ele Wew Help

=] E3

Bl = &6 0

B All dccounts

-3 aaa dfdsfds
-3 DAR Darrol
[ @ DTS DemonstrationandTrainingScripts
5 sss sdfsdfsdf
=163 TBC Telebusiness Callflows
. 01 ElectroFault
-7 02 ElectroBuy
=il Order Request
Q Add Schedule
- IZ Report Runs
0 scheduleno 1
- (B 03 ElectrocE

[+ WAL Walter
]Il Repart Toals

Ready

Report Properties

i

Repart Name |AutnF!ep\y

Comment |Any relevant comments

Full Hame I\\ServEIN amehSynthesys\RepoitsiaecountM amehreportfile

Created Date |24/09/2003
Report Tool | Crystal Service vl Format |C5W -

Printer/E xport File Name [e.g. %d%m#y for dated filenames)

Browse Reports

I\\ServalN ameSynthesys\Reportshaccounttl amehreportfile. csv /BODY

Output Servics

Dutput Tool HyEN =S

Parameter1 IFrUmAddless

Parameter2 |<Tab\e. Calumn:ACCOT_Main. Sectiont ame_CantralM ames

Save Delete Edit Fiegort

B

Requirement for HTML Reports in Crystal Version 9

e
okl

Noetica

If you wish to use the HTML option to send out your reports, you initially need to
install the required software.

In Crystal report, go the Export 5 icon on the Standard Toolbar and in the Export
window now displayed; select HTML 4.0 (DHTML) from the drop down menu.

Formnat:

OK

IHTML 4.0 [DHTHML)

Latus 1-2-3 [wk1)
Laotus 1-2-3 (W3]
Laotus 1-2-3 (WS
ODEC - CROREVIE

Cancel

Pl

Help

On clicking OK the required software will be installed automatically.

Synthesys Campaign Manager
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SYNTHESYS CAMPAIGN MANAGER

Report Details

&4 Campaign Manager !E
File WYiew Help
Hi=22o o]
E All Accounts =
{5 aaa dfdsfds Report Properties
[E3} @ DAR Darroll
[]--{j:l DT3 DemonstrationandTrainingScripts fepotliane IHBDD" Mame D I z
@ sss sdfsdfsdf Comment ITh\s iz an instant repart
- TBC Telebusiness Callflows
‘ 01 ElectroFault Full Hame I\\SENE[Name\SynlhEsys\F!epurts\AccuunlName\repurlf\la
&7 02 ElectroBuy Created D ate I24:‘DBHZDDS Browse Reports |
=-{flg ©rder Request - = Format [vword =
add Schedule Fieport Tool IElyslaI Service J art J
{g Report Runs Printer/E xport File Mame [e.g. Zdfmy for dated filenames)
@ schedule No 1 “WServeiM amehSynthesye A eportebAccounth amereportfile. doc
B, 03 ElectroCs
-G waL walker Output Servic
-l Report Tools Output Toal IEma\I Service 'I
Parameter] IFrumAddress
Parameter2 |TnAddlesx]
Save Delete | Edit Fiepart
Ready &

Report Schedule

Schedule Summary

# SYNTHESYS
» Schedule Wizard

You have now scheduled Order Request report to run. Pleaze check that the
infarmation belows is correct, particularly the next run date and time fields for timed
reporks.

Frequency

Next Flun D ate IFriday, 25 Sep 2009

Mext Run Time |1333U

Parameter 1 |<Yesterday>
Parameter 2 I
Schedule detail Manday Wednesday Friday, d

< Back Hest > | Finish I Cancel |
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THE SYNTHESYS CAMPAIGN MANAGER

Introduction

To open the Synthesys Campaign Manager:

e Click on Reports under the Setup heading of the Synthesys main screen.

The Campaign Manager is a tool for modifying details of accounts and campaigns,
scheduling reports, and viewing report run histories.

Reports are created using a Report Tool such as Crystal Reports. The user can then
use the Campaign Manager to set up automatic running of the report. The Campaign
Manager is invoked from the Synthesys Workstation Screen. A Tree-View of All of
the Accounts and Campaigns is displayed with options of adding Reports and
Schedules to each Campaign. The information stored by the Campaign Manager is
used by the Report Services to run the reports

Briefly going back to the Synthesys Database structure, the Campaign Manager uses
a number of Stock Database tables to store its information:

Phoenix_Account holds Account information

Phoenix_Campaign holds Campaign information for these Accounts

Phoenix_Report holds Report information for these Campaigns

Phoenix_Schedule holds Schedule information for these Reports

Phoenix_Report_Run holds Report Run information about the Reports

Phoenix_Report_Tools holds information about the report tools used to run the
reports.
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Account View

If the All Accounts icon is expanded, a list of the Accounts will be displayed.
Selecting one of these Accounts will display the Account information:

¥ Campaign Manager

Fils visw Help

Hi-l« 86 6

I Al accourts

- BRI Brigitte Examples Account Details

[ BRP Brigitte Report ’7

+ G o brigis Dt Account Name: [DemonstrationandT rainingS cripts Prefix: [DTS
) CTICTI Test Addrass: | Suites 4547

) DN Davel The Hap Exchange.

= £§) DTS DemenstrationandTrainingScripts 24 Southwark Seet

[B) 01 Message Service
- [2) 02 SwiftLifts

[ 03 Marketing
B, 04 onatin Postoode: [SET1TY Aecount Manager: [£dmin -
[B) 05 Donation Request
- B3 06 Emal Handing Main Contact: [Brgit= Reimer Telephane: [0044 845 0181070
= B 09‘ Popiatch Other Contact. | Telephone: [
-39 IRL Tslington TRL
E: % PES PUD?Aﬂat(hAndEma\I Service Fax 0442074030159

- 5U75u Jordan E-mal |office@nnetica.com
-] TBC Telebusiness Callflows
-3 TRN TRAINING

() UMs UMS Invoice D)
-3 2AH Zarah Delete
[l Report Taols

Wwieb Site: [wima notica com

Ready

Any of the fields that are not greyed out may be edited and saved.

Every Account and Campaign that has been released will be displayed. New
accounts and campaigns are created by the Campaign Editor when a new callflow is
designed, not in the Campaign Manager.

Campaign View

Expanding the Account displays a list of the Campaigns for this account. Selecting
one of these campaigns displays details of the campaign in the right hand pane:

b Campaign Manager [_[T][x]
File Miew Help

Hl<|8 800
BAIIAccounts

5 saa didsfds Campaign Details
3 DAR Darrall
= €5 DT DemonstrationandTrainingscripts Campaign Name |Praduct Drder
%g; ;ﬁg‘z;i"“‘it‘”” StatDate [13/03/2005  EndDate [01/01/2525
(S} 03 Marketing Campaign 1D |7 Campaign Prefiz |04
[T %04 Product Crder
) 7or ok Inactive Period (days) [30
{3 TBC Telebusiness Callflows Senal Venan l_w AN l_

WAL walker
[0 Report Tools Seript Fioot Direstory [ ScoriptsADTS 404
Campaign Owner |Brigitte

Fecard full Aborted Call information in DB [

Save I Delete

Ready EliaE
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Report View

Expanding a campaign will display a list of reports for the campaign.

This is where you can view or edit report details and add schedules to run these
reports automatically. The report itself has been designed and saved as a file using
the report tool.

k% Campaign Manager !E B
File Wiew Help

H =220 0]

5 all Accounts
- aaa didsfds Report Properties
[]-@ DAR Darroll
{5 DTS DemanstrationandTrainingSeripts fenortlane IHEDDrt Narme o I 2
@ sss safsdfsdf Comment |This iz an instant report
=5 TBC Telebusiness Callflows —
. 01 ElectroFault Full Mame I\\5erverName\SynthEsys\F!epurts\AccuunlName\lepurtflle
-7 02 ElectraBuy Created Date |24/03/2009 Erowse Reports
¢ =-{in order Request - = =
add Schedule Report Tool IErystaI Service J Fomat |wiard J
@ Report Runs Printer/E xport File Mame [.9. %d%m=y for dated filenames]
€ Schedule Mo 1 I\\SENE[NamE\Synlhesys\F\epurls\Ac:ounlName\repurlfi\e.du:
(B 03 ElectralB :
- Wil Walker Clutput Servic
[+l Repart Tools Output Taal |Email Service 'l

Parameter] IFromAddless

Parameter2 ITo Addresd

Save Delete | Edit FHepart

Ready l_ ,_ ’_ A

A new Campaign will have no reports set up in the Campaign Manager.

New reports are added using the Add New Report or Report Wizard options, which
are described in detail on the next pages.
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ADDING NEW REPORTS

To use the Add New Report option to display a blank report template:
e Click on Reports under the Setup heading of the Synthesys main screen.
¢ Right click on the campaign and select Add New Report.

e Enter all details, as required into the Report Properties section, including.

Field Description
Report Name Contains any name to identify your report
Comment Any comment about the report
Full Name This is the full name of the report. It must include the path and exact name of

the report. This is used when the report is automatically run. Use the browse
reports button to avoid any typing errors.
Created date This will default to today's date.

Report Tool A drop down list of the report tools available on your version of Synthesys.
You must select the correct report tool for your report. (A Crystal Report
cannot be run selecting Impromptu as the report tool, for example).

Format The output format of the report, available for the selected tool.
Printer/Export Name of a valid printer (You can check printer names used by other reports) or
Name Export file name - this is only used by download type reports, i.e. reports that

need to be saved as data text files. If this is to be used, a filename such as
\\c\folder\%d%m%y.txt can be used to create different filenames on different
days. This will produce a file called \\c\folder\210599.txt for example. To send
a fax, you need to enter the name of a TIF printer. Reports are then saved as
an image and faxed as bit maps.

Output Tool Select an Output Tool e.g. Fax Service if the report is to be faxed or Email
Service to send it as an email. The output format from the Report Tool must
be compatible with the format used by the Output Tool. If no Output Tool is
required, leave this field as <none>.

Parameterl & 2 Parameters for the Output Tool. To send Emails, enter the senders email
address (from Address) into the Parameter1 field. With Microsoft Exchange
2005, the 'from' email address in Campaign Manager needs to be entered with

an alias name: Kim Constantine<Kim.Constantine@noetica.com>. The recipients

email address is entered into the Parameter?2 field. For multiple recipients
separate the email addresses with a semi-colon (;).

To send a Fax, enter the destination fax number into the Parameterl field
and into the Parameter?2 field enter the name of the recipient.

Clicking the Save button will add this report underneath the current Campaign.
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USING THE REPORT WIZARD

To add a new report using the Synthesys Report Wizard to guide you step by step
through the process of setting up the report and report schedule:

e Click on Reports under the Setup heading of the Synthesys main screen.

¢ Right click on the campaign for which you want to run the report and select
Report Wizard from the drop down menu.

¥ Campaign Manager [_ (O] ]
Ele Yiew Help
H-elzel o]
@ Al accounis
5 aaa didsfds Campaign Details
3 DAR Darrol
=) D3 DemaonstrationandTrainingScripts Campaign Nams [Product Order
i+ [Sp 01 Loanapplication
- B 2wl Start Date [13/08/2009 End Date [01/01/2525
% 03 Marketing Campaign 1D |7 Carnpaigr Prefis |D4_
5 sss sdfs  EdECalFow ays] |30
& T8c Tel Unlock Call Flow wen I N -
-0 WAL W, Create New Export ...
-l Report  create New HTML Email ... ctary |ScriptsiDTS04
Show Schedules S T

Show Repart Runs
Remove Intermediate Yersions
Assign telephone number For this campaign

Report Wizard ...
Add New Report

Fiecord full Aborted Cal information in DB [~

Save | Dete |

e

Entering a Name for the Report

Use the first page of the Synthesys Report Wizard, to enter a name to identify your
report.

Enter Report Name x|

q SYNTHESYS
Report szard

‘welcome ta the Synthesps Repoart Wizard.  This wizard
will quide wou through the options far setting up your
report.

Enter a name for thiz repart to dizplay in the Campaign
tanager

<-Back I Hest = I Firizh Cancel
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Next, you select the Report Tool used to create your report. A drop down list shows
the report tools available on your version of Synthesys. Ensure that you select the
correct report tool for your report, i.e. Crystal Service for a Crystal Report.

Then, you enter the full name of the report, including the path and exact name of the
report, so that the report can run. You can use the Browse button to select the file
name and path, to avoid any typing errors.

SYNTHESYS

Select Report

!

»

Select the Report Tool to create your repart

=

Crystal Service

Enter a path and filename far thiz repart

Report Wizard

\WReddevilSynthesyshReports\Crystal 3 Testing\Report.ipt

The report tool is selected using the
drop down menu.

The Browse button is used to select
the file name and path.

< Back Mest »

Eitiish

Cancel |

Report Output Type

You now need to select the Report Output Type from the drop down list, for example
select Fax, if the report is to be faxed, or Email, to send it as an email.

Select Report Output

ﬂ SYNTHESY

P Report Wizard
Flease zelect what pou would lke to happen to this
repoit once it has run.
Output Tepe | E-mail j
Take Mo Action
E «poit ba File
Fax
Prirt
Fun Application [.EXE]

Firish

< Back I Hent > I

| Cancel
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Specifying Email Details

If you select Email as the Report Output type, the next page of the Wizard will prompt
you to enter the Sender’s e-mail address, the recipient’s e-mail address and any
comments that you wish to appear at the top of your email.

Specify E-mail Details , x|

€ SYNTHESYS
PN Report W,fzard

Enter the e-mail details of wha iz gending and wha iz receiving
this report

From address:

IE nquinies@noetica. com

Tao address: [zeparate multiple recipients with a semi-colan)

ITraining@nnetica com

Caomments [thiz will appear in the top of the email body]
Mest meeting

< Back I Mext » I Firish | Cancel |

With Microsoft Exchange 2005, the 'from' email address in Campaign Manager needs to
be entered with an alias name:
Kim Constantine<Kim.Constantine@noetica.com>

Selecting Output File Name & Format

Next, you select the Output file format from the drop down list. You can send the
report, for example, as a text file, HTML, TIF or Excel file etc. The output format from
the Report Tool must be compatible with the format used by the Output Tool.

Select Report Dutput ' x|
& SYNTHESYS
P Report Wizard

Please select a filename and format for this report

Please select farmat for this repart

Text j
Eucel =
HTHL

FDF

TIF 1=
‘word bl

< Back I Hent > I Finizh Cancel
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Email Attachment or in Body

You can send the report as an attachment or in the body of the email, clicking either
‘Attachment’ or ‘In Body'.

send Report as Attachment x|
€ SYNTHESYS
*® Report Wizard

Do you want to send this report as an attachment or in
the body of the email?

& Etachment
" InBody

< Back Hext s | Finizh I Cancel

Clicking Finish will move you to the Schedule part of the Wizard, where you can set
up a schedule for the report run.

Entering Fax Details

If you select Fax as the Output type, the next page of the Wizard prompts you to
enter the Sender’s name, the recipient’s name, any comments that you wish to add,
and of course the fax number.

You then need to enter the name of a TIF printer. Reports are then saved as an
image and faxed as bit maps.

Specify Fax Details x|

€ SYNTHESY
PN Report Wizard
Enter the details of whao is sending and wha iz receivin‘g
thiz report
Senders name Clicking Finish will move you to the

Schedule part of the Wizard, where

Recipient's name

| you set up a schedule for the report

Comments run.
|

Fax number

< Back I Heut > I Firish Cancel
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Export to File

If you select Export to File as the Output type, the next page of the Wizard prompts
you to select the File format, i.e. CSV, and to enter the location for your export.

Clicking Finish will move you to the Schedule part of the Wizard, where you set up
your report schedule.

& SYNTHESYS

Select Report Dutput

PN Report Wizard
Pleaze zelect a filename and foimat for thiz report
Pleaze zelect format for thiz report
- |
Uze default location or enter a specific location
I\\Fl eddevilkSynthesys\ReportsBrigitte0 cthoutputfile. cev
Browsze |

< Back Teut > | Finizh I Cancel

Print

If you select Print as the Output type, the next page of the Wizard prompts you to
enter a Printer name for this report. Insure, that you enter the name of a valid printer
(You may check printer names used by other reports) or Export file name - this is
only used by download type reports, i.e. reports that need to be saved as data text
files. If this is to be used, a filename such as \\c\folder\%d%m%y.txt can be used to
create different flenames on different days. This will produce a file called
\\c\folder\210599.txt for example.

Clicking Finish will move you to the Schedule part of the Wizard, where you set up a
schedule for the report run.

Run Application

If you select Run Application as the Output type, the next page of the Wizard will
prompt you to enter or browse for the application that you wish to run.

Click Finish to set up a schedule for the report run in the Schedule part of the Wizard.

Take no Action

If you select Take no Action as the Output type, you can click the Finish tab, to move
to the Schedule part of the Wizard.
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SETTING UP REPORT SCHEDULES

When all report details have been entered, the Report may be scheduled to run in a
number of different ways or frequencies. The information saved is used by the
Report Service to automatically run and print the report and to re-schedule the report.

The Schedule Wizard will guide you through the process of setting up your report
schedule. You can open the Synthesys Schedule Wizard at any time from the
Campaign Manager, using the Add Schedule option.

In the Schedule Report now dialog of the Schedule Wizard:

e Click Yes to set up a schedule immediately or No to set up the schedule later.

Schedule Report now? [ x|

SYNTHESYS
EY ) Schedule Wizard

“would you liks ta set up & schadule for this report now?

i« Hed
© No

Setting Schedule Start & End Dates

In the Schedule start dialog set a start and finish date for your report run:

e Selecting Immediately to start your report run straight away or

e Starting on to select a start date from the diary page.

Specify Schedule Activation Time [ x|

Q SYNTHESYS
> Schedule Wizard

When would vou like to start using this report schedule?
& dmmediatend
" Statingon | 14/09/2009 =

Do you want to stop using this schedule after a particular date?

i+ Mo, continue indefinitely

" *Yes, Last run an I‘M.-’EIS.-’ZEIEIS =

< Back I Mexst > I Finish

Cancel |

Synthesys Campaign Manager

To set a finish date for your report run,
click Yes, Last run on and select a finish
date from the diary page

Or click No, continue indefinitely, to run
your report indefinitely.
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Setting a Frequency for Report runs

In the To run at page of the Wizard, select how often you want to run your report.

To run at [ %]
q SYNTHESYS
EY) Schedule Wizard

“w'hen would you ke thiz report to run?

— Timed Event driven

" Every |1 :l L " Every lime a call is taken

I 3‘ haurs
" Every |1 = 1s) " Call Tracker Print' button
= daylz;

" Fiom a 'Call Tracker action

" bonihiy In the ‘To run first at’ field, set the Start
Time for your report run.

Torun first st [18:30 :‘

< Back I Mext > I Finish Cancel |

The available frequencies for your
report runs are:

Timed:
Every Click Every and then enter the minutes, hours or days, to run the report at
regular intervals.

Specific days Select this to run your report at specific days of the week. The next page
of the Wizard will allow you to select the desired days of the week, e.qg.
every Monday, or every Saturday and Sunday.

Monthly If Monthly is selected, the next page of the Wizard allows you to select
certain patterns of monthly reports for example the last Friday of Every
month, or the first day of every month.

Run once only  To run the report only once.

Event driven:

Every time a This is for reports that are to be run immediately after a call has been

Call is taken taken. If selected, the next page of the Wizard gives you the option to

(Instant) run the report for Specific Call Results only, or for Any Call Result.
For example, you may want to run an Order report, where a customer has
placed an order. In this case itis likely that in your Callflow Design, you
gave Order Calls a Call Result of 'Order'. Select this call result for this
Schedule and the Report Service will only run this report for calls with the
call result ‘Order’.

Call Tracker This frequency is similar to Instant, in that it runs reports for one call. The

‘Print’ button difference is that it is invoked when the 'Print' button is selected in the Call
Tracker. If you want Operators to be able to print out a call that they are
currently viewing in the Call Tracker, this frequency can be selected.

From a Call Select this option, if you want to run the report when an operator clicks the
Tracker action  'Archive Call' button in the Call Tracker.
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When you select On specific days of the week in the To run at page of the Wizard,
the next page will prompt you to tick the days on which you want to run the report,

e.g. every Monday, Wednesday and Friday.

Select Days of Week

€ SYNTHESYS
» Schedule W:'za(d

Fleaze zelect the days of the week when the report is ta run

¥ Friday
I~ Tuesday I~ Saturday
¥ ‘wWednesday [T Sunday

™ Thursday

< Back I Mest > I

Cancel

Monthly

When you select Monthly in the To run at page of the Wizard, the next page of the
Wizard allows you to define further details,

e.g. to run the report on the first or last day of the month, or on a specific day.

Specify Monthly Period

€ SYNTHESYS

P Schedule Wizard

Please select when vou want the report ta run

& Day 1 of the manth

" the lagt day of the month

O the firat VI

of the month

Eiriigh

Cancel
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Every time a call is taken or Call Tracker Print button

To set your report run for any Call Result or for specifically selected Call Results:

e Select Every time a call is taken or the Call Tracker ‘Print’ button in the in

the To run at page of the Wizard.

e In the next page, select the desired Call Result(s) in the Available results
window and use the Add>> button to move the selected result(s) into the

window on the right.

Select Call Results

ﬂ SYNTHESYS

>

Pleasze select the Call Results for which this repart iz ta be run
Available results

Schedule Wizard

<Al Call Results> Order
Finizh
Erochure
Ernguiry

5 aleshisit

<< Remove |

I Include abaorted call results [Mote: &borted Call Results are displayed in red]

Use the <<Remove button to
move the selected result(s) back
into the window on the left.

Tick the box, if you wish to

< Back Mext > Firiigh

Cancel

| include aborted call results.

From a Call Tracker action

To run a report for specific Call Tracker actions:

e Select From a Call Tracker action in the To run at page of the Wizard.

e In the next page, click on the desired Call Tracker action and use the Add>>
button to move the selected result(s) into the window on the right.

Select Call Tracker Actions

ﬂ SYNTHESYS
P Schedule Wizard

Which Call Tracker actions will be uzed to run the repart?

Script Run - I'YR Recorded C.
Script Run - Data Enty
Cutbound call - Local
Outbound call - Mational

3 -
Outbound call - Intemational
Outbound call - Mobile Add s |
Page - Meszage
Page - Bleep
Clear << Aemave |
Pass
Haold
Miscellaneous
Meszage Collection
Fieactivate
R enrinritize LI

< Back I Hext > I Firiish Cancel

Synthesys Campaign Manager

Use the <<Remove button tab to
move the selected action(s) back
into the window on the left.
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Passing Parameters to the Report

When setting up schedules it is important that the schedule type you pick
corresponds to the information retrieved in the report itself. A report scheduled to run
once per day should only have data for one day's calls.

In the Parameters dialog of the Wizard you can select the required parameters from
the list or enter your own parameters.

Specify Additional Parameters 5'
ﬂ SYNTHESYS
> Schedule Wizard

Are there any additional parameters pou would like to pazs to the report?

Parameter 1

<Today>

Parameter 2 -]

Mote: vou can select a parameter from the list or type
in one of your own

< Back Meut » Firizh Cancel

Schedule Summary

The last page of the Wizard displays a summary of your report schedule.

Check that the 'Next Run Date' and 'Next RunTime' fields display the date and time
that you expect the report to run on next. Only Instant Schedules will not display a
‘Next Run Date or Time' as they can run at any time.

Schedule Summary
ﬂ SYNTHESYS
> Schedule Wizard

*r'ou have now scheduled Order Request report to un. Please check that the
information belaw is corect, particularly the next run date and time fields for timed
reports.

Frequency

Mext Fun Date IFnday, 25 Sep 2009

Mext Run Time |1833U

Parameter 1 I(Yasterday>

Parameter 2 I

Schedule detail Manday \Wednesday Friday, ;I

|
¢ Back Tent > | Finizh I Cancel |
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Schedule View

e To view details of existing report schedules, click on the relevant SchedulelD.

e To edit existing report schedules, select the ScheduleIlD and click the Modify
button to open the Synthesys Schedule Wizard, where you can make your
changes as required.

e To add a new report schedule, click the Add Schedule option. The Synthesys
Schedule Wizard will guide you through the process of setting up your new
report schedule.

ki Campaign Manager [_[C]
File Wiew Help
Hi<|2 Bo|o|

E All Accounts = 2 :
L) ALL Aliane Schedule information for Schedule ID 16

[ BEX Brigitte Example

Fi I onth
=15 BTR Erigitte Training ieauneh I Y

E-§7 D1 ity Breaks Next FunDate  [Thursday, 0 Oct 2003
=1-{fflg ER Scheduled SQT
@ Add Schedule Mest Fun Time |15.45
B Report Runs
€8 Schedule Mo 2 Parameterl I(Ygglglda}o
[} -chedule o 16
. 02 Sales Survey Pl I
. 03 Express Loan Schedule detail Cray 1 of the month ;I

[ @ cgs garethgs y

[J-@ cob Karen LI

(- CRM NoeticaTesting

e @ DTS DemonstrationandTrainingserip Start Date IT 4/09/2003 Start Time  [16:45

-5 ET Emmanuel L EndDate  [unindefnitely  ErdTime [0000

(-5 ELM Emily

B0 GET emmanuelt

[J-@ GE5 carotel outbound Show report iuns | e oddify I Delete |

[J-@ joe joetest

(5 jop joetestp

(-5 MIC Microsaft

(-5 MON MONDIAL

-G MRK Markii

(- HOE Nostica =

e S

| | »
Ready i

Check, that the 'Next Run time' field is displaying the date and time that you expect
the report to run on next. Instant Schedules will not display a ‘Next Run Time' as
they can run at any time.

Ensure that the schedule type picked corresponds with the information retrieved in

the report itself. A report scheduled to run once per day should only have data for
one day's calls.

Parameterl & Parameter2

These two parameters can be used for passing parameters to the report itself, such
as date parameters.

As with report parameters, there are a number of special case parameters that are

converted to values when the report is run e.g. <Yesterday> is converted to a date.
See Parameters section.
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Report Run List View

Once a report has been scheduled and has been run by the Report Services, the
information about when it ran can be viewed by clicking on the Report-Runs icon.
This will display a list of report-runs.

There are two methods for viewing report-runs:

e Report Runs for one Report only. Select the report-runs icon below the report.
This will display the report runs for this report only.

Schedule. .. I Next Run I Account I Repork Mame I Type I Report Tool
1 10:594M 16 Sep, 09 Yagna(ol) ¥aGL CityBreak, weekly S0 Zervice
2 03:11PM 15 Sep, 09 Brigitke Training{01) BR Scheduled SG1 weekly S0 Service
] 0Z:42PM 17 Sep, 09 Brrigitte Examplef01) ECityEreak wisekly 501 Service
4 04:32PM 17 Sep, 09 Y2 OB Tesk(D1) BR x¥Z OBTest weekly S0 Zervice
5 05:21PM 16 Sep, 09 Brigitke Examplef04) ZRM Data Impork weekly S0 Service
16 04:45PM 01 Ock, 09 Brigitte Training{01}) EBR Scheduled 501 monthly 501 Service

e All Report runs. Select the report-runs icon £ from the toolbar. The user is
presented with a dialog where they can select to view all report runs, report-
runs with a specific status or report runs over a date period.

Report Run Filter

Pleaze tick the appropriate boxes to filker your rezults, or press OK to view the latest
repork runs

¥ Status * Status Mame IEr etal Service - Unknown format j

HE Ln| oimat N

v Aceount / Campaign
= Account Name IBrigitte Training [BTA] j

+ Campaign Mame IBH OBWizard [ID:65] j

v RunDates " Before 11 September 2009~ | and
¥ Between 14 September 2009 ¥

Ok I Cancel |

Report Run Maintenance

The Campaign Manager has the facility to view and change report-run information.
This is useful when a report needs re-running either because of a report-run error or
just to produce another copy of a report.

Right-clicking on a report-run_id allows a user to:
e Edit this report run. The ‘Edit Report Run’ dialog (next page) is displayed,
allowing the user to modify any of the report-run values that may have been

entered incorrectly. If the report needs re-running, the status can be changed
to ‘Action Required’.
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k4 Campaign Manager _[O]
Eile  Wew Help

Ml =B o

@ Allaccounts =l [Re. [5c..]  Date| Time| Status | Sequence I |
L5 ALL allianz a1 2 08(09/09 15:12 SQI Service - Finished
5 BER Brigitte Exampls 8 Z0409/09 15:12 5Q1 Service - Finished
EHEY) BTR Brigitte Training &4 Edit Report Run [x]

-7 01 City Breaks

) |Bg BR Scheduled 5Q1

" Add Schedule
- [&8 report Runs
LD schedue Mo 2
@ schedule No 16

02 Sales Survey
(B 03 Express Loan
I3 cos garethgs

-3 cob Karen

-] CRM NoeticaTesting
-3 DTS DemonstrationandTrainingScrip
-3 EGT Emmanuel
-3 ELM Emily

E-J) GET emmanusle
-3 665 carotsl outhound
- joe jostest

- jop joetestp

(-3 MIC Microsoft

(- MON MONDIAL
- MRK Marku

L) NOE Nostica

Ready

: Se——

56 Feport Mame |BR Scheduled 501

RAepart Aun D |68

53 Status |501 Servioe - Firished

51
o Run Date [OT709708  Aun Time [1572

=

47 Scheduls No. [2 Sequence ID

34 Parameter IEHT5T2

4z Report Location [501
- Fiepart Tool [S01 Service Format
3% Report

Schedule Parameter] |

= Schedule F‘alametelZl

Output Servic

Output Taol

Parameter I

Parameter? [

Cancel

[8ave and Close |

B

Noetica
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e Change Status. The status of reports can be changed here without using the
‘Edit this report run’ dialog. Multiple Report-run can be selected and all of their
statuses changed en-bloc. The status can be changed to ‘Cancelled’, <Report
Service> Action required, <Report Service> Finished, <Output Service> Action

Required, or <O

utput Service> Finished.

Schedule List View

A list of the scheduled reports can be viewed by clicking the Schedule @ icon. A list
of schedule details will be displayed, including dates and times of next-runs.

The Report-Run and Schedule views can be ordered by any of the headings simply
by clicking on the heading that you want, e.g. you can view the Schedules in
chronological order, or reports in account order.

Parameters

There are a number of ‘Interpreted’ fields that can be used in the parameters of
Reports and Schedules that are interpreted by the Report Starter Service to produce
a different value in the Report-Run entry. The fields to which this applies are:

Field

Printer/Export Name
Parameterl
Parameter?2
Parameterl
Parameter?2

Area/Table
Phoenix Report
Phoenix Report
Phoenix Report
Phoenix Schedule
Phoenix Schedule

Synthesys Campaign Manager
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Report Services Parameters and Formats

Report parameters are used to add flexibility to running reports, by allowing certain
key words to be substituted for other values when the report runs. The available
‘Interpreted’ fields are:

<Yesterday>

This will put in yesterday’s date into this field. This is useful for daily reports that take
a date parameter as a prompt. Putting <Yesterday> (including the angle brackets)
into Parameterl of a schedule, will change the Report_Run Schedule Parameterl
value to the actual date of yesterday when the report was run, e.g. 1999-12-19.
<Today>

The same as above except with today’s date.

<Report_Run_ID>

This will be substituted by the Report_Run_ID i.e. the unique report run number.
This is useful for exported files that need a unique name.

<Sequence_ID>

This will be substituted for the unique ‘Sequence_ID’ of a call and can therefore only
be used by ‘instant’ reports run for one call only.
<Table.Column:TableName.ColumnName>

This parameter is used to look up a value from a database column. This can only be
used for ‘Instant’ reports as the value retrieved is for one row in the database with
one Sequence_ID. The value is looked up in the database for this Sequence_ID
given the Table & column name.

The format is: <Table.Column:TableName.ColumnName>

NOTE: You need to check the Table and Column Name in the Database.

For example in Campaign Manager under Parameter2

Parameter2 <Table.Column:JONO1_ Main.one_Text >
could become the value: ‘Hello’

The looked-up value (e.g. ‘Hello’) is added to the report_run information created

when the report is run. An example of when this may be used is for entering an
email address into the address field when using the Email Service.
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% characters

Any fields with a % will be interpreted as dates or times and will be changed to a date
or time value depending on the character following the %. The characters that can
be used include %d — day of the month (1-31), %y year, %m month (1-12), %h hour,
etc. The date displayed reflects the date the report was generated.

E.g. Test%d%y.txt would be interpreted as Test042007.txt

Note: This option is used to save a report as a file on the network. When emailing the report
however, the file name will be changed to report run ID.

/BODY

The /BODY parameter can be used to put the report data into the body of the email
instead of as an attachment. This is available for any ‘Text’ format report, or Crystal
reports with HTML format.

To do this add ‘ /BODY’ to the end of the Printer/Export file name field in the Report
Properties.

Ensure that there is a space before the forward slash and BODY ( /BODY).

The /BODY parameter is ignored for formats other than Text and HTML.

k% Campaign Manager !E E
File Wiew Help
H ~lc Bolo]
5 All Accounts
- asa dfdsfds Report Properties
@ DAR, Darroll
{3 DTS DemanstrationandTrainingSeripts fiencilians IAutoHepIy b 2
@ 555 sdfsafsdf Comment |Any relesant comments
-5 TBC Telebusiness Callflows —
‘ 01 ElectroFault Full Mame I\\SEwerNamE\SynthEsys\F!epurls\A:CUuﬂlName\repurlh\e
E@ 02 ElectroBuy Created Date I24fDS.JZDDS Erowse Reports I
{ [=-{ig Order Request - T
H T & Sy =
Add Scheduls Feport Tool IEryslaI Service J J
{z Report Runs Printer/Export File Mame [e.a. Zd%my for dated filenames]
€y Schedule Mo 1 WServerN ame S pnthesps\Reports\WccountN amesreportile. cav ABODY]
- By 03 Electroch :
- WAL Walker Output Servic
00 Report Tools Output Taal IEmaiI Service 'l
Parameter] IFlom Address
Parameter2 |T0Address
Save | Delete | Edt Heport |
Feeady 4
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<NODUP>

Prevents reports from running when a duplicate value is found in a specified field
within a given time period.

In certain instances it can be necessary to stop reports being run when a report
parameter has the same value as that of a previously run report. For example, it may
be desirable not to send an email report to the same recipient twice within an hour of
the first email.

The <NODUP:nn> parameter can be used to implement this. The <NODUP:nn>
parameter is added (using the Campaign Manager) to the field where duplicates are
to be suppressed.

The notation is <NODUP:nn>, where nn is the number of minutes.
E.g. to stop a report running twice for the same sequence_id within an hour, add:

<Sequence_ID> <NODUP:60>

The Report Starter Service checks the reports fields for this parameter. If any reports
have run within the specified time that have the same value in that field, the report
run status is set to “Duplicate Entry — Finished”. This status is ‘Finished’ rather than
the usual ‘Action Required’, so the report will not run.

<NODUP> can be added to the following fields:

Full Name (Report Properties)
Printer/Export File Name (Report Properties)
Output Service Parameterl (Report Properties)
Output Service Parameter2 (Report Properties)
Parameterl (Schedule Properties)
Parameterl (Schedule Properties)

The Report Starter Service removes the <NODUP> parameter for the Report Run
entry. This is done so the report can run using the ‘real’ parameter, e.g.
Sequence_ID.

For example:

Report Entry: <Sequence_|D> <NODUP:30>
Report Run Entry: 7f3dad78-1610-4d82-a2bf-dd1ba5718844
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Report Properties

Report Mame |Heport MHame [} 253

Conrnent |An}l relevant comments

Full Mame I\\F! eddevil\SynthespshA eports\ TestReport. ipt

Created Date ID‘I /032006
Report Taool ICrystaI Service 'l Farmat ITth vl

Frinter/Export File Mame [e.g. Zd%my for dated filenames)
I\\Heddevil\Synthesys\Heports\TestH eport. bt

Output Service

Output T ool IEmaiI Service 'l

Parameter] IFIDI‘I‘I Email Address

Parameter? |<T able. Colurnn: T ableM arme. Columni ame: <MODUP: 30>

Save I Delete EditHepart |

Notes:

e The Report Starter Service only checks for duplicates in the field where the
<NODUP> parameter is added.

e <NODUP> can be added to more than one field.

e There are no limits on the max/min number of minutes.

o If areport runs with the <NODUP> parameter and encounters a duplicate
field entry within the specified time, which also has the status “Duplicate Entry
— Finished”, the new run status will still be set to “Duplicate Entry — Finished”.

e <NODUP> is not case sensitive.

<Attach:filename>

Attaching miscellaneous files to an email.

Files can be attached to Synthesys emails by adding the following text to the
Printer/Export filename when setting up a report:

<Attach:d:\Myfile.txt>

This is in addition to the usual printer name or export filename. E.g.:
\\Reddevil\d\Synthesys\Reports\Report2.html /BODY <Attach:d:\myfile.txt>
Note: The filename is relative to the server, not the local machine.

If the /BODY parameter is used, there will be one file attachment, and the report will
appear in the body of the email.

If the /BODY parameter is not used, there will be two attachments — the report
attachment and the specified file attachment.

The attachment facility can be combined with the database column facility, whereby

data from the Phoenix database is inserted into a report parameter using the
‘<Table.Column:TableName.ColumnName>’ method (see above).
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Here a filename contained in the database can be used as the attachment filename.

E.g.: D:\Synthesys\Reports\Report2.html <Attach:<Table.Column:CAL05_Main.b_Tel_numberl>>

and a different value will therefore appear for every report run, and this is the
information the Email Service will use when emailing the report.

Displaying Report-run information for this could show the following:

\\Reddevil\d\Synthesys\Reports\Report2.html /BODY <Attach:d:\anotherfile.txt>

Report Properties

Created D ate ID2JDS£2DDE

Report Name |HeportName 1D 307
Comment Iﬁ-‘n.ny relevant comments
Full M ame |'\'\Heddevil\d'\Synthes_l,ls\F!eports'\Heportert
Browse Hep
Repart Taal IEr_l,JstaIServi-:e vl Farmat {HTML j

Printer/Export File Mame [e.g. Zd%my for dated flenames)

I'\Fieportzhtml ABODY <attach < T able. Column: CALDS_Main.b_Tel_numberl >

Output Service

Output Toal IErnaiI Service 'l

Parameter] |Fr0m Emall &ddress:

Pararneter2 ITo Email Address

Save | Delete Edit Hepart |

Edit Report Run x|
Repart Hame lNew— Report Run 1D W
Status ICl_l.lstaI Service - Finished j
Run Date IW Fun Time IW
Sohedule Mo, Iw Sequence D |
Report Location |\\leddevil\d\Synthesys\Heports\B rigitte\ Test.rpt
Report Tool ICr_l,lstaI Service Farmat IW
E:ﬁametel |ynthesys\F|eports\Brigilte\Test.hlml <attach: d: myile. tat

Schedule Parameter] I

Schedule Parameter2|

Output Service
Output Tool |

Parameter] I an}lone@noetica. com

Parameter2 |bligitt8@noetica.con‘i

Save and Close I Cancel
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<ADDTOP:filename>, <ADDBOTTOM:filename>

Used by reports using the Email service, these two parameters add values to the top
and bottom of email bodies.

E.g: <ADDTOP:\\server\d\myfile.txt>

This will add the contents of myfile.txt to the top of the email. If used in conjunction
with /BODY, the top of the email will contain the text from the file, and the remainder
of the email will contain the report itself.

Note: The filenames are relative to the server, not the local machine.

Heport Properties

Feport Mame IHeportName D 307

Comment IAn_l,l relevant comments

Full Mame I'\\H eddevilhd\Synthespsh R eportshReport 3. rpt

Created Date |D2.-’03.-’2DDE Browse Reports I
Report Toal ICI}'staI Service 'l Farrnat IHTML 'l

Printer/E «port File Mame [e.g. ZdZmy for dated filenames]
|'\Fleport3. el ABODY <ADDTOP:d: Srapfile. bt

Output Service

Output Taal IEmaiI Service Vl

Parameterl IFrom Email Address

Parameter2 ITo Ermail Address

Save | Delete Edit Feport |

Automatic output file naming

Reports that use an Output Service have their output files automatically renamed to
the report_run_id so that the file cannot be overwritten the next time the report is run.

For example, if this was not done the following could arise: a report is set up to
export to a file called myfile.xls, which is emailed every 30 minutes. If the Crystal
Service is running, but the Email Service is stopped for some reason, myfile.xlIs will
be created for report run id 300, for example. The status will remain as “Email
Service — Action Required”. The next time the report runs, e.g. Report run id 325,
myfile.xlIs will be overwritten, making it invalid for run 300. When the email service is
restarted, the queued report runs of 300 & 325 would both send the same attachment
of myfile.xls.

What actually happens is that myfile.xls is renamed to 300.xls for the first run and to
325.xls for the next run, and both of the files are emailed.

Reports that do not use an Output Service do not get their files renamed, (apart from
TIF image files).
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Emailing Using Aliases / Friendly Names

An email ‘Alias’ is a friendly name associated with an email address.
Emails can be sent via the Email Service using just the full email address as a
parameter, or with an Alias in conjunction with the full email address.

Emailing without an Alias:

Syntax: Person@DomainName
Example: Julie.Smith@context.co.uk

The email address is ‘Julie.Smith@context.co.uk’.
This email would be sent to Julie.Smith@context.co.uk and would arrive addressed
to Julie.Smith@context.co.uk

Emailing with an Alias:

Syntax: Alias Name < Person@DomainName >
Example: Julie Smith<Julie.Smith@context.co.uk>

The Alias here is ‘Julie Smith’ and the email address is ‘Julie.Smith@context.co.uk’.
This email would be sent to Julie.Smith@context.co.uk and would arrive addressed
to ‘Julie Smith’.

Note:
¢ When Aliases are used, the email address must be enclosed in Angle
brackets (<>).
e The friendly name can include commas, spaces and quotation marks, but not
angle brackets.
e The above rules apply to both Sender and Recipient addresses.

Report Properties

Report Mame |Reportdame D o7

Caomment |An_|,| relevant comments

Full Mame |‘\‘\F!eddevil\d‘\Synthesys\Heports\HepnrtS.rpt

Created Date |D2£03£2DDE
Report Tool ICr_I,lstaIServic:e v| FUfmatIHTML 'I

Frinter/E #part File Mame [e.g. #d%miy for dated filenames)
|'\F|eddevil\d\Synthe&y&'\Heports\HeportS.htrnl BODY <ADDTOP:d:\myfile. tut>

Output Service

Output Tool IEmaiI Service 'I

Parameter] Ian_l,lone@noetica.com

Parameterz I.J ulie Smith<Julie. Smithi@company. co.uk>

Save | Delete Edit Report |
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Requirement for Microsoft Exchange 2005

With Microsoft Exchange 2005, the 'from' email address in Campaign
Manager needs to be entered with an alias name:
Kim Constantine<Kim.Constantine@noetica.com>

% Campaign Manager B [ ]
Fle Vew Help
=z Bolo
& Aliccounts -
E-E5) AIN ATM Test Centre Report Properties
- BCA Arvato BCA
1-3) BI5 Brigitte Jan0s Repart Mame [Reporthame2 (o] 307
B 814 Brigitte k08 Comment [Any relevant comments
=5 BIU BrigittJune0s
147 01 Tiss are Us Fuil Name [\eddeviliSyrthesys\Repors\Repan2.ipt
E1-{Bfig Repart Name: Created Date [02/03/2006 Browse Reports
¢ (@ add Schedule
H - Format -
[ report funs Report Tool [Crystal Senvice 7] HTML |
E1-{B Reporthiamez Prinker/E sport File Name [e.0. %d%m3y for dated flenames]
@ ndd schedde [D:5pnihesys\Repoits\Report2 tml <Attach:<T able. Cobumn.CALDS_Mainb_Te
H Report Runs
lBie Scheduled CRIM Data Impor - Dutput Servi
-{6Hg Ties SQT Output Todl |Email Service bd
[ENE U]
B 03 Esternal 0B Parameter |Kim Constantine<Kim Constantine@nostica com>
- [E) 04 Krawatten fusr Alle Parameter2 [Enquiies@nostica conf
[B) 05 LottaTicket
B o6 Flatrile sQ1
- By 07 SQI FlatFilsTst Save Delete Edit Fieport
E- [ BMO BrigiteNoc0s
B BOC Brigitect
=5 BRI Brigitte
E-§7 01 CRMUpdate
{88 CRM Update
Sl
4 »
Ready R

Email Subject

It is also possible to put information from the callflow into the subject of an email. This
can only be used for Instant reports.

<Subject:enter any text you want in the subject field here<Table.Column:enter the
field from the database you want to use here> and any extra text here followed by>,
ie.

<Subject: Thank you for your call your reference number is
<Table.Column:BRIO1_Main.refno>>

Report Properties

Fieport Mame |HeportName In} I 307

Comment IAny relevant comments

Full Marme |'\'\H eddevil\d \Synthesps\R eportshReport3.pt

Created Date |D2£03J2DDB
Report Tool I Crystal Service b l Forrnat IH THL Byl I

Printer/E #port File Mame (2.9, %dZmy for dated filenames)
IportS.htmI JBODY <Subject: your Ref iz <Table. Column:BRIOT_Main RefMax»

Output Service

Output Tool I Ernail Service it I

Parameter] Ianyone@noelica. com

Parameter2 |Julie Smith<Julie. Smith@Ecompary. co.uks

Save | Delete Edit Repart
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Impromptu reports in HTML format

When Impromptu saves a report in HTML format, it produces a number of HTML
files. The name of the HTML file should be saved in the Campaign Manager in the
Report Parameter field with full path.

e.g. \server\d\synthesys\reports\aCampaign\areport\MyReport.html

this will create an HTML file called MyReport.html (plus other related files) in the
\\server\d\synthesys\reports\aCampaign\areport folder. It is advisable to specify a
folder to be used solely for the particular report, e.g.
synthesys\reports\aCampaign\report1\daily.html.

Emailing Impromptu reports with HTML format

Due to the number of HTML files produced by Impromptu for a report, Synthesys
overrides the filename specified by the user and publishes the report directly to a
unique folder for each report run according to the report run ID, e.g. folder
\\synthesys\spool\email\245 for report run 245.

This ensures that when the files are emailed only the relevant files will be sent.

Crystal Reports in HTML format

The name of the HTML file should be saved in the Campaign Manager in the Report
Parameter field with full path.

e.g. \server\d\synthesys\reports\aCampaign\MyReport.html

Crystal reports in HTML format only produce one HTML file, so emailed HTML
reports created using Crystal are sent as one file.
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When setting up a report you can select what format you want the report to be

produced in, e.g. Excel or PDF.

Each Report Tool and Output Tool has a different number of available formats.

When an output Tool is used the selected format must be available to both tools used,
e.g. it is not possible to fax an Excel file, so Excel will not be available as a format if
the Fax Service is used.

Tool Type | Tool Print | TIF | Text Excel | HTML | PDF
Report Impromptu Yes Yes | Yes Yes Yes Yes
Tools Service

Exe Service - - - - - -

Crystal Service | Yes Yes | Yes Yes Yes Yes
Output
Tools

Fax Service No Yes | Yes (GFI | No

Fax only)
Email Service No Yes | Yes Yes Yes Yes

Report Tools

The Campaign Manager maintains report tool information. Expanding the Report
Tools icon at the bottom of the Account list shows the Report Tools. The details of
the programs used by Report Tools are recorded here & new tools may be added.

Every Report is run using a Report Tool - software used to run the report, e.g. Crystal
reports. Report Tools have a Tool-type of either ‘Report Tool’ or ‘Output Tool’.
Reports that require two actions use an Output tool such as Fax to perform the
second part of the report run.

Synthesys Campaign Manager
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REPORT SERVICES

The Report Services are a set of programs that perform the running of reports.

The Report Starter Service checks the ‘Next Run’ column in Phoenix_Schedule for
any Scheduled reports due to run. The Report Starter Service then adds an entry to
the Phoenix_Report_Run table with a status of ‘Action Required’, and all of the
information needed to run the report, including the Report Tool name.

Each of the Report Tools has its own Service to run reports.
These Services check the Phoenix Report Run table for any Report Runs with a
status of ‘Action Required’ for its own Report Tool. The Report Service then runs the

report & updates the status to either finished, failed (with reason), or an ‘Action
Required’ status for an Output Report Tool.

The currently available Report Tools/Services available under Synthesys are:

Tool Name Tool Type Purpose

Impromptu Service Report Tool Run Impromptu Reports

Exe Service Report Tool Run any executable program
Fax Service Output Tool Run Fax reports

Email Service Output Tool Run Email Reports

Crystal Service Report Tool Run Crystal Reports

Export Service Report Tool Run Export Reports

SQI Service Report Tool Run Selective Queuing Imports
CRM Import Service Report Tool Run Scheduled CRM Imports
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HTML EMAIL REPORTS

~=1olx]

File View Help

~le/20 @
5 All Accounts. - ;
& AIN AJN Test Centre Campaign'Uetails

@) AL Allianz Campaign Name [CAMTest sprl

0 BOY Brigitte0d

£ B11 Brigitte Test2011 Start Date [07/04/2011 EndDate [01/01/2525
: 01 SQItest Campaign D 1260 e e
-8k 02 Runner test
B 03 UMS Messagex Inactive Peiiod (daps] |30

--[Ej 04 Rotas OutofHaurs Seript ersion [7.0 FIN
= gg g:‘: _Ir:;mﬁm Scipt Root Directony |Seripts\E1140
B 07 New DBTable test Campaign Owner [None

B 08 CRM Notes

-B) 08 CRM Hotes2

B 0A Delete CRMPrefix
(Bl 08 Edit SQI

g 0C Trans Table Riecard full Aborted Callinformation in DB T

0D DB ServiceTest

By OE DeleteCampaign &I

B oF Redycling SpaceTel
B4 0G Recycling MoveandSle

(S OH LiftRepair Survey
Bl O CRMTest March11l
=47 AD
{H_HE BR Export Edit Call Flomy
{8 BTie Poste.  Wnilck Call Flaw: To address: | <<EmailAddress == ==Calculations ==
[ cRM Apr1 Create New Export
e Doc with I\
5 BAP Brigitte Test =gy Sehedules 1;0 §<Cushnmer>> =
5 BCA Arvato BCA P

Show Report Runs Please read the attached document.

50 BOD Brentford Dr 5 - v
5} BTE Brigitte Telel[  \EMOVE NIBMMECia P>

S5

Enter HTML Email

From address: Email @noetica.com

3 bul Bul Assign telephone ni
B nn mcnn Report Wizard ... <HTML> £
—I—‘ Add New Report <HEAD> . = i =
| <META http-equiv=Content-Type content="text/html; charset=iso-8855-1"=

<META content="Microsoft FrontPage 4.0 name=GENERATOR »</HEAD >

<BODY bgColor=#ffffff>

<DIVz<DIV=

«=DIV align=center »<FONT face=Tahoma size =5 >MEMORANDUM < [DIV = < FONT = <FONT

face=Arial size=2

<P=8&nbsp; </P= < /FONT>

DIV align=justify = <FONT face=Tahoma >Date: <SPAN

dass=343024014-11012012 >&nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; </SPAN=11

Jan 2012</FONT =</DIV=

=DIV align=justify = <FONT face=Tahoma =< /FONT =&nbsp; </DIV =

DIV align=justify > <FONT face=Tahoma =To: <SPAN

dass=343024014-11012012 >&nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; 8nbsp; &
Employees of HTML Test Limited < /FOMT =< /DIV >

=DIV align=justify = <FONT face=Tahoma = <5PAN

dass=343024014-11012012 >&nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &

Attachments Browse... Remove
VBRIGITTEDESKTOP \Desktop\HTML Email Report. doc

™ Run from Inner Popflow O Cancel

Synthesys Campaign Manager 53



CREATING HTML EMAIL REPORTS

: Noetica

The Create New HTML Email option enables users to copy and paste or type HTML
straight into an edit box and to send details in the body of an instant email:

e Click on Reports under the Setup heading of the Synthesys main screen.

¢ In the Campaign Manager, right click on the campaign for which to create the
email and select Create New HTML Email from the drop down menu.

Entering Email Information

In the Enter HTML Email dialog displayed:

e Enter the email address of the sender into the ‘From address’ field.

e Next, enter the email address of the recipient into the ‘To address’ field, or
alternatively use a calculation to pick up the email address of the recipient.

Enter HTML Email =5

From address: | HTMLEmail @noetica.com

To address: | < <EmailAddrese = < <Calculations ==

To < <Customer ==

“p=

Please read the attached document.
“p=

<HTML:=

<HEAD =

<META http-equiv=Content-Type content="text/html; charset=iso-8853-1">

<META content="Microsaft FrontPage 4.0" name=GENERATOR =< /HEAD =

<BODY bgColor ==

<DV« DIV

<DIV align=center > <FONT face=Tahoma size =6 >MEMORANDUM < /DIV = < [FONT = <FONT
face=Arial size=2>

<P=8&nbsp; < /P =< /FONT =

<DIV align=justify = <FONT face =Tahoma >Date: <5PAN

dass=343024014-110120 12 >&nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; </SPAN=11
Jan 2012« FONT = </DIV =

<DIV align=justify = <FONT face =Tahoma < /FONT =&nbsp; < /DIV>

<DIV align=justify = <FONT face =Tahoma >To: <SPAN

Employees of HTML Test Limited < /[FONT = </DIV =
<DIV align=justify =<FONT face =Tahoma><SPAN

dass=343024014-11012012>&nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &

dass=343024014-11012012>&nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &

Attachments Browse... Remove

-~

VBRIGITTEDESKTOP\Desktop\HTML Email Report.doc

¥ Run from Inner Popflow oK | Cancel

¢ Into the text box displayed, enter a text message and type or copy and paste

html, to send text and images.

e To add call information, click the <<Calculation>> option, enter a name for
your calculation and pick details, as required, from the CRM and callflow.

¢ If you want to send HTML emails from within Popup scripts you need to tick

the checkbox "Run from Inner Popflow".
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Adding Attachments to HTML Emails

To add attachments to your HTML email
o Click the Browse... button and locate the file that you wish to attach.

e Ensure that the file attachment sits on the system somewhere where the HTML
Email Service can see them, i.e. the Synthesys Application Server or a system
share somewhere.

e Use the full UNC paths i.e. \Machine\sharename \directory\filename, when
picking up the file.

e Click OK to save your HTML email, or Cancel to exit the Enter HTML Email
dialog without saving the changes.

- \
Enter HTML Email o]

From address: | HTMLEmail@noetica, com

To address: | = «EmailAddress = < <Calculations: >

To <<Customer>> -
<p= il
Please read the attached document.
<p=

<HTML =

<HEAD >

<META http-eguiv=Content-Type content="text/html; charset=is0-8859-1">

<META content="Microsoft FrontPage 4.0" name =GEMERATOR. »</HEAD =

<BODY bgColor =#fffff>

<DIV=</DIV>

<DIV align=center = <FONT face=Tahoma size=8 =MEMORANDUM < DIV =< [FONT =<FONT
face=Arial size=2>

<P>&nbsp; <[P =< /FONT >

<DIV align=justify = <FONT face=Tahoma =Date: <SPAN

dass=343024014-11012012> &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; </SPAM=11
Jan 2012« FONT ></DIV>

<DIV align=justify = <FONT face=Tahoma =« /FONT =&nbsp; <,/DIV >

<DIV align=justify = <FONT face=Tahoma =To: <SPAN

dlass=343024014-110120 12> &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp; nbsp; &nbsp; &nbsp; & Click the
Employees of HTML Test Limited < /FONT =</DIV >
<DIV align=justify > <FONT face=Tahoma ><SPAN Browse...button to
class=343024014-11012012:> Bnbsp; &nbsp; &nbsp; &nbsp; &nbsp; &nbsp;8nbsp; 8nbsp; nbsp; 8nbsp; & _ IOcate flle
Attachments Browse... Remove | attachments

\\BRIGITTEDESKTOP \Desktop\HTML Email Report. doc

¥ Run from Inner Popflow Ok | Cancel

To remove file attachments from your HTML email
e Select the file attachment that you wish to remove in the Attachments section.
e Click the Remove button.

e Click OK to save your HTML email, or Cancel to exit the Enter HTML Email
dialog without saving the changes.

See next page for information about creating HTML email reports and schedules.
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Creating HTML Email Reports

On saving the HTML email, the associated fields will be filled automatically in the
Report Properties screen:

Report Tool
Format

Parameterl
Parameter2

All you need to enter is a name for the report into the Report Name and Full Name

HTML Email Service is selected by default
Is set to HTML

Displays the email address of the sender
Displays the email address of the recipient

fields and any comment, if required into the Comment field.

The printer/export file name can be left blank for HTML email reports.

%« Campaign Manager

File View Help

=1l

Hl~zBo®

ﬁ All Accounts
5§ AN AN Test Centre
-5 ALL Allianz
=-[3§ BO9 Brigitte0d
-5 B11 Brigitte Test2011
- By 01 SQItest
-[B) 02 Runner test
- B 03 UMS MessageX
-8} 04 Rotas OutofHours
- By 05 CRM ImportTest
- By 06 CRM Test
- By 07 New DBTable test
- By 08 CRM Notes
- By 09 CRM Notes2
B 0A Delete CRMPrefix
-8 08 Edit 5QI
-[B 0C Trans Table
[ 0D DB ServiceTest
- B} 0E DeleteCampaign
-[B OF Redycling SpaceTel
B 06 Recycling MoveandsSlet
-[8) OH LiftRepair Survey
-[B) 01 CRMTest March1l
E-§7 01 CRMTest April
= e ]

. -8 Add Schedule
@ Report Runs

. £ Schedule No 722
|l Test HTML Email
(3 BAP Brigitte Test 2010
-5 BCA Arvato BCA
-3 BOD Brentford Dry Docks
(3 BTE Brigitte Telebusiness

Report Properties

Fieport Mame [HTML Email ]

Comment I

Full Name [HTML Email

Created Date |12/04/2011 Browse Reports
Report Taal |HTML Email Serviee vI Format [HTML -

Printer/Expart File Mame [e.g. %d%m%u far dated filenames]

Qutput Servi

Output Toal lm

Parameter |tesl@noetica.com

Parameter2 Ib[igille.rsimsr@nuet\ca.cum

Save Delete

Edit Feport

FElEEEE

The Report Tool and Format fields will already be populated with the HTML Email Service
and HTML respectively and the email address of the sender (Parameterl) and recipient
(Parameter2) will contain contact details as entered in the HTML email.

Next, set up an instant schedule for the HTML email report. Please see next page,

for more information.
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Creating Instant Report Schedules

HTML email reports can only be run instantly, i.e. every time a call is taken.
In the Schedule start Dialog:

e Select Immediately to start your report run straight away or Starting on to
select a start date from the diary page.

As HTML email reports can only be run instantly, the option Every time a call is
taken is already selected in the next page of the Schedule wizard, with all other
options greyed out.

ﬂ SYNTHESYS
> Schedule Wizard

“wihen would you like this report to run’?

— Timed Ewent driven

i Every I‘I 5: minute(s]

I 3‘ hour(s
1 Every |1 = ts) ) Ealll Tracker ‘Frint’ butian

= Ewer I‘I 3‘ dawiz]
4 - = From a 'Call Tracker' action
£ On specific days af the week
= tonthly
Torun first at 03539 Z‘

< Back I Mest = I Finish Cancel

¢ Move to the Next> page of the Schedule wizard, were you can select all, or
specific call results for your report run, using the Add>>button.

e Check that the frequency and required parameters are displayed correctly in
the summary dialog, before clicking Finish to save the instant report schedule.

Editing an HTML email report

To edit an existing HTML email:
e Right click on the report and select ‘Edit HTMLEmail'.
e In the Enter HTML Email dialog subsequently displayed, make your changes
as required. Email address details can be modified directly via the Parameterl

& 2 fields in the Report Properties screen, as well as in the Enter HTML Email
dialog.
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Example of an HTML Email

Here an example of the html email that was sent:

MEMORANDUM

Date: 11 Jan 2011

To: All Employees of HTML Test Limited
Synthesys Training Limited
Noetica Limited
Test Systems Limited

From: Sarah Jones
HTML Test Limited, Group Finance Director

Subject:  Year End 2010/11 - Expense Claims

As the end of the 20010/11 accounting and tax year is rapidly approaching I am now planning to close the accounts as early
in April as possible. In order to do this, anyone submitting a March expense claim should do so with expenditure up to and
including, but NOT beyond, the 315t March 2011.

Your co-operation is appreciated.
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EXPORT WIZARD

Firzt Select Destination D atabase for Synthesys Expart

[TRN .

Select Table Select Destination Calumns

Elﬁ TEM [<] Date
=g dbo G Title (<] FirstM ame

- CRM_FT_INFO [<] Surmame [] Date of Bith

Bl CRMEstemal [<] Telephone (<] Postcode

Bf dtproperties [<] Order (<] Payment

BR Ties_ae Us [ EE i

B U_Dehit * Database Export Step 2 of 2 x|

Agzign Values to Destination Columng
Mate. Walues Shown in Fed no Longer Exist in the Callflow and bMust be Replaced

Destinati0n| Source |

Date Call Date
CuztD Custorner-Custorner-Custorner |0
Title

FirstM ame

Suname [ Slolation, .
Telephone | Gequence 1D
Posteode  |Call Date

Order Cughorner-Cuztormer-Cuztamer (D hd
Payment

Calculations j Edit. . |
< Back I et > | Cancel |
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THE SYNTHESYS EXPORT WIZARD
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EXPORT TO AGENT DASHBOARD ..ot 72
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Saving the Export and Adding Schedules .............cooieeeiiiiiiiiieiiiiiee e, 77
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Introduction

Using the Export Wizard, data from a Synthesys call can be exported to an
external data source, for example to a database table or as a comma separated file.

The Export Wizard is used to generate a file controlling the export. This file is then

used to reproduce the export as many times as required in much the same way as
reports are generated.

Exports are always scheduled as Instant reports.

Creating a New Export

Exports are created in the Synthesys Campaign Manager, using the Export Wizard:

e Click on Reports under the Setup heading of the Synthesys main screen, to
open the Campaign Manager.

e Select and right click on the campaign for which you want to create the export
and select Create New Export from the drop down menu.

k& Campaign Manager

[H[=1 E3
File Wiew Help
Hl=eB0|o
E All Accounts :
5 asa didsfds Campaign Details
DAR Darroll
TS DemonstrationandTrainingScripks Campaign Mame IPlDdUCl COirder
01 Loanapplication l—
02 SwiftLifts Start Date IWS."DS/‘2DDS EndDate |01/01/2525
03 Marksting Campaign 1D IT Campaign Prefix |04
o Exit. Cal Flaw days) [0
Unlock Call Flow
ersion IT 0 FIN
Create e ort ...
{0 Report Create New HTML Email... clory |Scripts\DT5\D4
Show Schedules e IBngitle
Show Report Runs
Remove Intermediate Yersions
Assign telephone number For this campaign
Report Wizard ...
Add Mew Repart
Fecord full Aborted Call information in DB [~
Save I Delete:
Create New Export 4

Please see the next pages for information about exports to Flat File or Database
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FLAT FILE EXPORT

To export data as a comma separated text file:

e Selected the Flat File option in the Export Wizard, then move to the NEXT>
page of the wizard to continue.

" Moetica Export Wizard

Select Required E xport

" Databaze

< Back I Mest > I Cancel

Delimiters & Field Qualifiers

o If the file that you export should contain column headers, tick the option First
Row Has Column names.

e Select the required Row and column Delimiters and Field Qualifiers for your
Export.

e In the Create New File column select the Time Interval, i.e. if you want to
create a new file for each call, hourly daily weekly etc

" Flat File Export Step 1 of 3 x|

IV First Fiow Has Column Mames?

r Create Mew File

Fiow Delirmiter : {CRHLF} - ' Orice Orly " wieekly
Colurnn Delimiter : IEomma[,] vl " ForEachCal (" Monthly
" Hourly = Yearly

Field Qualifier : IDoubIe Guate(" VI
g ¥ @ Daily

< Back I Mest » I Cancel

e Click next> to move to the next page of the wizard.
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The selected callflow is presented in a Tree style with check boxes to allow selection

of the required sections and controls that will be exported.

You can also select a set of core elements, such as Call Duration, Date and Time.

* Flat File Export Step 2 of 3

Select Required Sections/Controls from the Synthesys D atabase

=B OEMame
- <)1d| Sequence 1D
DB Call Date
@0 Cal Time
Eﬁ Cusgtomer
----- Eﬂ Customer ID
[ P| Mostica Mame Contrel. Title
[ P| Moetica Mame Control. Firsth ame
[] P| Moetica Mame Cantrol. Sumname
Eﬂ Hame Mumber
: Eﬂ Work Number

L AN Masbic s & ddracs Canbeal Linal

|

< Back I Mext > I

Cancel

Selecting the Export Destination

Next you need to specify the export destination for the Synthesys call data file. You

can
.

Type in the path for the file export, or

Select the path using the Browse button, ensuring that it includes the

machine name and drive \MachineName\Drive\ File Location.

-
& Flat File Export Step 3 of 3

€& SYNTHESYS
> Export Wizard

Select Destination File Location

|"-."-.NE‘.‘\.|'BLUE"-.Sw‘rlhesys"-.Tlaining"-.BRExpurl‘."a'izardTesﬂ J
Back [ Net> |  Cancel |

S |

Move to the Next> page of the wizard.

Synthesys Campaign Manager

If the file path entered
or selected is invalid,
the following message
is displayed:

'Selected Location is
not available to the
Export Service. Please
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The file used to generate the export will be stored by default on the server under
Synthesys Reports.

You can change the location if required, using the Browse button.

‘ Save Export / w

SYNTHESYS
Export Wizard

Select Location for the Export

newblug syrthesys \Reports\BR AugSept\Dynamic Teams ._..1

< Back I Firigh ] Cancel

e Click Finish to Save the export.
¢ Click <Back to return to edit information in previous pages.

¢ Click Cancel to abandon the action without saving the settings.

Please see next page for more information.
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Report Details for the File Export
You now need to enter the report details for your file export:

e Enter a Name for the export report

o Ensure that Export Service is displayed as your Report Tool and Binary is
displayed as the Format

e SAVE the report details.

k& Campaign Manager !E E
File “iew Help

Bl~e R0 o
E all Accounts
(3] saa dfdsfds Report Properties

DAR Darrall l—
Bg DT3 DemonstrationandTrainingScripts fisoollienc IHBDDH Nam D | NONE
a 01 Loanapplication Comment ||
Lo [E) 02 SwiftLifes
LBy 03 Marketing

Full Mame I\\D PERATIOMS 414 5ynthesys\ReportsiD emonstrationandT rainingS criptsiProd

- (B 04 Product Order Created Date [24/03/2003 Browse Reponts
R sss sfsdfsdf
Format |B
%)) TBC Telebusiness Calflows Report Tool [Expon Senics v JEinary El
WAL Walter Printer/Export File Mame (e.0. %d%my for dated flznares)
(1-{Ill Report Tools
Output Servics
Output Toal |<none> -

Parameter] I

Parameter2 I

Save | Delete Edit Fepot

Ready el

e Next, use the Schedule wizard to add an Instant Schedule, selecting ‘Every
time a call is taken’ (in the Event driven column).

Checking Report Runs

e To check that the report has run successfully, click on Report Runs under your
Export report.

e The call data will be exported to the specified file location and you can open it
using Notepad.

Editing Flat File Exports
To edit your export file:

e Right click on your Export report and select Edit Export to open the Export
Wizard.

e Make your changes by moving through the pages of the Export Wizard clicking
the Next> button.

Synthesys Campaign Manager 65



: Noetica

EXPORT TO A DATABASE TABLE
To export your Synthesys call data to a database table:

e Select the Database option in the Export Wizard, and then click Next>.

Before using the Wizard, ODBC data sources must be set up with the same names on
the Server which the Export Service is running on and on each Workstation that will
be used to create new or edit existing "Export Service" reports.

" Noetica Export Wizard x|

Select Required Export

* Database
" Flat File
i CATI

¢ Back Cancel

Selecting the Destination Database

To select the destination database for your export:

e Click on the Browse

ilicon to open the Select Data Source window.

e Here, click on the Machine Data Source button and select your data source
name from the list displayed, before clicking OK.

* Dialog x|

First Select Destination Database for Spnthesys Export

In our example, the data

Select Table Select Destination Columns source we have Created for
our database export is called
‘TRN’.

Select Data Source i |

File Data Source  Machine Data Source |

Data 5ource Marnme | Type | Description -]
MQIS User SOL Server
MS Access Database User
OHME Spstern OHMS
ol Sestem  link to phoeniz on owl
Phoenix User Synthesys Phoenix Database J
Phoney: User Synthesys Phoneys Database
TestD ata User
User Training =
Ton Crobnre
i il
Mew... I
& Machine Data Source is specific to thiz machine, and cannot be shared.
"User' data sources are specific to a user on this machine. “'System'' data
sources can be used by all users on this machine. or by a system-wide service.

(5].9 I Cancel Help
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Selecting a Database Table
Having selected your data source name:

e Select the database table for your Synthesys export, displaying the
corresponding data columns.

e Inthe Select Destination Column window, de-select any columns not
required for your export by clicking on them.

" Dialog : x|

First Select Destination D atabase for Synthesys Export

[TRN
Select Table Select Destination Columnis
=3 TRN [ Date B CustiD

=4 dba 0 Title [E<] FirstM ame
B8 CRM_FT_INFD [<] Sumame [] Date of Bith

B8 CRMExtemal ] Telephone [<] Posteods

B diproperties [ Payment

-~ BH Ties_are_lUs

[ U_Debit

£ Back. I Nest > I Cancel

Callflow Answer Selection
In the Database Export window, select the data to be exported from the callflow:

e Click into the Source field on the right hand side and select Call Value from
the drop down list.

" Database Export Step 2 of 2 e x|

Agsign Walues to Destination Columns

Mote, Values Shown in Red no Longer Exist in the Callflow and Must be Replaced

Destination | Source |
Date Call Date

CustlD Customer-Customer-Customer 1D _|
Title 2
Firsthame I =
Sumame | gjejation,,

Telephone | sequence ID

Postoode | Call Date

Order Customer-Customer-Customer 1D hd
Payment

Caloulstions | | Edt |
<Back | Mo | Cawel |

e In the ‘Select Required Value...” window, which displays your section and
control names, select the field that you wish to export and then click OK.

select Required ¥alue from the Callflow B x|

= OBMame A oK

== Customer
-4 Customer Cancel

2 Name Corl
- P| Nostica Name Control Firsthiame
7P| Noetica Name Control Sumame
TP] Home Number
7P| work Number
TP| Moetica Addiess Contiol Line1
- P| Nostica Addiees Contiol Line2
-TP| Noetica Addiess Contiol Line3
7P| Mostica Addiess Contiol Lined
7P| Moetica Addiess Contiol Line§
TP| Moetica Addiess Control Line§
- P] Nostica Addiess Contiol PastCode
B2 Call Duration

Call D>
& canae =
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The property selected is entered in the Source field of the Database Export window.

* Database Export Step 2 of 2 |

Azsign Walues ta Destination Columns

Mote, Yalues Shown in Red no Longer Erist in the Callflow and Must be Replaced
Destination ‘ Source | -
Date Call Date
CustiD Customer-Customer-Customer ID

IEustomer-Eustomar-Noellca Mame Control. Title ;I
Firsth ame
Surname
Diate of Bith
Telephone
Posteode
Order -
Payment j
Frnin

Calculationg j Edit |

< Back. I

Tdest >

| Caniel |

¢ Repeat the above actions until you have assigned values to all of the columns.

o Use the ‘Back’ button if you need to go back to the ‘Select Required Value..’
window, to deselect extra column names.

* Database Export Step 2 of 2

Azsign Walues ta Destination Columns

Mote, Yalues Shown in Red no Longer Erist in the Callflow and Must be Replaced
Destination ‘ Source -
Date Call Date
CustiD Customer-Customer-Customer ID
Title Customer-Customer-Moetica Mame Control. Title
FirstName _Customer-Customer-Hostica Mame Contol Firsth ame
Surname Customer-Customer-H oetica Mame Contral. Surnarne]
Diate of Bith
Telephone
Posteode
Order -
Payment j
Frnin

Calculationg j Edit |

< Back. I

Tdest > |

Caniel

When values have been assigned to all columns, the ‘Next’ button will be enabled

and you can move to the next screen.

The file used to generate the Export will be stored by default on the server under
Synthesys Reports but you can change the location if required, using the Browse

icon. Click ‘Finish’ to save the export.

" Save Export

Select Location for the Expart

I\\Heddevil\Synthesys\H eports\BrigitedctOBN ame2 exp

£ Back.

Cancel
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Report Details for the Database Export

To enter the report details for your database:

o Enter a Name for the export report

e Ensure that Export Service is displayed as your Report Tool.

e Ensure that Binary is displayed as the Format.

e SAVE the report details.

& Campaign Manager !E m
File “iew Help
Hi<eBo o
E all Accounts
@ saa dfdsfds Report Properties
3 DAR Darral [Wane
=1-5§) DTS DemanstrationandTrainingscripts RegaitName [Raport Hame Juf| SHOEE
¢ -[2} 01 Loanapplication Comment ||
(B} 02 SwiftLifes — -
a 03 Marketing Full Mame I\\DPEHATIDNSM \Synthesys\R eports\DemonstrationandT rainingS cripts'Prod
i @ 04 Product Order Created Date |24/03/2009 Browse Reports
[@ ss5 sdfsdfsdf lﬁ
: Farmat (B
() TBC Telebusiness Callflows Eepoioclf] Expart Service ad naw al
WAL Walter Printer/E sport Fils Name [e.0. %d%m%y for dated filenames)
#{lld Report Tools
Output Servics

Output Toal Im

Parameter] I

Farameterz I

Save Delete Edit Feport
Ready A

Setting Instant Schedules in the Schedule Wizard

: Noetica

e Add an Instant Schedule, selecting Every time a call is taken (in the Event

driven column).
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Editing Database Exports

Every time you modify your callflow, adding, renaming or deleting sections or
controls, you must update your export in the Export Wizard.

To open the Export Wizard and to edit your export file:

e Locate the export report to the Campaign Manager, right click on the report and
select Edit Export from the drop down menu.

1 || Campaign Manager =10l =]
File Visw  Help

CIEEEE T

[E1 @ AXT Activex Test | =]
B[ BEA Martink Report Properties
=8 BM1 BRI Mai0l
=6 BRD Brigitts Feb Repart Name [Ties Are Us Export Report D 345
-4, 01 CRM Import Comment |
Lp 0ZICCS
A, 03 Cancel CalBack Full Mame [\sMARTINIENSYNTHES TS \ReporshTies ars L1 exp
g 04 testz Created Date [16/05/2001 Browss Reports
2 o ;E;;k;t:k Report Tool [Expot Service = Format [Test =

b 07 date Printer/E xport File Hame [2.g. %d%m?y for dated filenames
~ACp 08 Wiad

B {7 09 Ties are Us Output Servic

filNfTies Are Us Export Report:
" ™ qut Tool | <nones - -
-+ 04 Union Edit Expart. .. T Format =

[+ OB TiesOB Farameter] |
T e ket Paransta? |
2 gg g:zg'a”“h Sequence D fInstant Dnls]

<% 0G Branching Save | Delte | EdtFepot  —
& 80 BRI Brigitte - -
4] (D 4 | r

Ready [ T 4

¢ Any required changes can be made, by moving through the pages of the Export
Wizard clicking the ‘Next’ button.

Any values shown in RED are values that are incorrect or have been removed from
the Callflow and therefore need to be replaced.

e Assign new values or deselect the column(s) no longer required in the ‘Select
Destination’ Column.

e Update your destination database, to display new values that have been added
to the callflow.

" Database Export Step 2 of 2 : x|

Assigh Values to Destination Calumns
Mote. Yalues Shown in Red no Longer Exist in the Callflow and Must be Replaced

Destination ‘ Souce -

Date Call D ate

CustlD Customer-Custormer-Cugtomer [0

Title Customer-Customer-Nostica Mame Control. Title

Firsthl ame Customer-Custormer-H e IR e |
Surname Customer-Customer-Nc -

Date of Bith Custorner-CustomerMo
oy e e First Select Destination D atabase for Synthesys Erport
Telephone I

Pasteods TAN

Drder Select Table Select Destination Columns

Efi"“e”’ B I Date TusiD

) = dbo =] Title <] Firsthame
Caleulations l— BB CRAM_FT_INFO <) Sumame [] Date of Bith
B CRMEstemal [<] Telephane [ Posteode
B diproperties e [<] Payment
B Ties_ae Us i
-~ U_Debit

< Back I Mext > I Cancel
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USING CALCULATIONS IN DATABASE EXPORTS

To add a calculation:

e Click into the Source field on the right hand side and select Calculation from
the drop down list.

* Database Export Step 2 of 2 ; ;i x|

Azsign Yalues to Destination Columnz
MHote. Yalues Shown in Red no Longer Exist in the Callflow and Must be Replaced

D egtination | Source -
Date Call Date

CustiDr Customer-Cust

Title Customer-Cust

FirstMame | Customer-Cush

Surname Cuztomer-Cust
Date of Bith  Customer-Custe
Telephone  Customer-Cush
Postcods Cuztomer-Cust
Order

Payrent

Fwwmiirn

Calculations I

< Back | Hewt s | Cancel |

e Next, click into the Destination box to open the ‘New Calculation...” window
and enter a name for your calculation.

Mew Calculation x|

Mame :

|DrderDetaiIs{

Ok, I Cancel |

On clicking OK, the Calculation definition window will open and you can enter your
calculation as required.
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EXPORT TO AGENT DASHBOARD

The Agent Dashboard is displayed to the agents in the Callflow Display area of the
Agent Start Work screen, when agents are not currently in a call. The Dashboard
shows statistical information about the calls that agents have taken and can be
configured to also include the commission due to an agent, based on a percentage of
the total amount of sales.

To display the commission as part of the statistical information on the dashboard, you
need to create an Export in the Synthesys Campaign Manager, exporting the call
data of the Sales campaign to the Synthesys_Reports_Sales table in the Phoenix
database.

e Click on Reports under the Setup heading of the Synthesys main screen, to
open the Synthesys Campaign Manager.

e Select and right click on the Sales campaign for which you want to create the
export and select Create New Export from the drop down menu.

e In the Export Wizard, select the Database option, before moving to the Next>
page.

e Using the Browse n, select the destination database, Phoenix, under the
Machine Data Source tab in the Select Data Source window.

¢ From the Phoenix database, you now need to select the table for your export,
which is Synthesys_Reports_Sales. The required destination columns are
automatically selected.

* Database Export Step 1 of 2

q SYNTHESYS
Exparfk%zard

First Select Destination D atabase for Synthesys Export
IPhoenix

Select Table Select Destination Columnns

B Phoenis_WSNotiy ;I 'E Sequence_id [x] Sale_alue
B SL5_Actars [<] Commissian

B 5L5_Contacts

B 5L5_Foles

B SL5_Rotas

Bl 5L5_Theatres
Bl SOI_REGQUESTS
@ Synthes_l,ls Hepolts

|

< Back I Mest > I Cancel

Move to the Next> page of the Export wizard, where you need to assign the required
values to the destination columns.
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The value for the Sequence_id and Sale_Value columns are assigned using the
SequencelD and Call Value options from the drop down menu in the Source
section.

To specify the commission:

e Select Calculation from the drop down window and enter a logical name into
the New Calculation window.

* Database Export Step 2 of 2

ﬂ SYNTHESYS
Export Wizard

P rensos

Azzign Walues to Destination Columns
Mote. Walues Shown in Red no Longer E ®ist in the Callflow and Must be Replaced

| Destination | Source
| Sequence id Sequence (D
QR R
[ Commigsion _
Marme :
ICommissior‘]
1
: Ok I Cancel |
] Calculations I j Edit... |
|
< Back | Hext > | Cancel I

The commission is entered as decimal percentage, i.e. 5% = 0.05.

e To specify a commission, say of 5%, enter the following calculation:

Calculation Definition {Commission)

[ CallFlow Calculation Commizzion(]
Systemn
% I:I!;ueratnrs Commigzion="0.05"

[ Functions End Calculation

Move through the remaining pages of you wizard and click Finish, to return to the
Report Properties window, where you enter the report details and set up an Instant
report schedule.

Please see next page for more information.
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To enter the report details for your database export:

o Enter a Name for the export report

o Ensure that Export Service is selected as the Report Tool and Binary as the

Format.

k% Campaign Manager !E E
Eile Wiew Help
Hl=l2|B0|0|
E All Accounts ;
&3] asa didsfds Feport Properties
[-L35 DAR Darrol -
=-£5 DTS DemaonstrationandTrainingScripts Fiepctlione IAgent Sales Cammission I 9
a 01 Loanapplication Caomment I
By 02 SwiftLifts - s
a 03 Marketing Full Mame I\\DPEHATIDNS41 “SynthesyshRepaorts\DemonstrationandT raining criptssProd
[—]@ 04 Product Order Created Date |2?.-"1 0/2003 Browse Feports |
E| E:HE ,Qget Saes Cornrnission Eyerm Tt I-EHDOIE Service vl Format IBinar}' vl
[ Add Schedule
{E Report Runs Printer/Export File Mame [e.0. Zd%m?y for dated filenarmes)
BHg Crder Export
[-{glg TestDE Joe :
(8} 05 Email Handling Output Service
[]..fja. HLP Helpdesk. Output Taol Im
@ ss5 sdfsdfsdf
[-L TBC Telebusiness Callflows Parameter] I
-5 WAL Walter Parameter2 |
-l report Tools
Save | Delete Edit Repart |
A

Ready

SAVE the report details and the set up an Instant schedule for your data export:

e Click Add Schedule under the Export that you have just created, to open the
Synthesys Schedule Wizard

e Add an Instant Schedule, selecting Every time a call is taken (in the Event

driven column).

e Select the Call Result that should trigger the export, i.e ‘Sale’ or ‘Order’, as
specified in the conclusion flag of the callflow of your Sales campaign.
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EXPORT TO UPDATE CRM FIELDS

Using the Synthesys Export Wizard, data from a Synthesys call can be exported to
an external data source or the export can be used to update CRM fields 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.

To run an Export to update a CRM with details collected during a call:

e Add the required fields to your CRM, so that the information can be entered
and updated when the Export is run.

e Create a data Export in the Campaign Manager, using the Export Wizard.

Before creating the Export, check the name of your CRM Prefix and CRM section
name and in SQL- Phoenix, check the CRM column names and associated
codes of the fields you wish to update (i.e. Log Number = P017).

In the Export Wizard:

e Select ‘Phoenix’ as the Machine Data Source and then the relevant CRM table
for the export, i.e. CS_CRM Prefix_Customer,

PN Export Wizard

First Select Destination Databaze for Synthesys Export

IF‘hoenix

Select Table Select Destination Columnz
.. CS_BRORD_HISTORY ;I B obiect_index [EE] POO1 .
@ C5_DAROL_Customer —1 |[JPooz [ Poo4
B CS_DARDL_HISTORY [1PO0S [ Poo7
[ C5_ELECT Customer [ Poas [ Poog
F CS_ELECT_DELETED CJPo10 Jro1t
-F CS_ELECT_HISTORY [CJFoi2 P02
@ CS_ELECT_HISTYPE CJPms <] PO1E
Bl CS_WALTER_Customer [JFms e
-F CS_WALTER_HISTORY -
= [ P22 [ P023

4 | L A prios jid|

< Back I MNext > I Canicel |

e In the Select Destination column, deselect, apart from object_index and P001
(which refers to the Customer ID), any of the CRM fields not required for the
export/ update.
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You then need to assign values to the Destination Columns.

" Database Export Step 2 of 2 ) : x|

Azzigh Walues to Destination Columng
Mote. YWaluez Shown in Red no Longer Exist in the Callflow and Must be Replaced

Degtination | Source |‘
object_index I j

Egg; New Calculation i x|

o4 Yo
PO0E oMt

Eg?g ID biect ndex |

Eg:} :12 aK I Cancel |
PO LI
P14

Calculations j Edit... |

< Back | MHext> | Cancel |

To assign the value for the object_index field, create the following calculation:

Calculation ObIndexCustID()

Sql = "Select OBJECT_INDEX from CS_ZZ1 Customer where P001 =" &
[CallFlow.CRM.CRM.Customer ID] & "™

ObIndexCustID = DatabaseLookup("Phoenix",Sql)

End Calculation

Noetica

e Any fields highlighted in blue must represent the name that you gave to your

Calculation, your CRM prefix and your CRM section.

e **The calculation ‘SQL = “.... * must be kept in one line.

Next, fill the rest of the Destination Columns with the relevant fields from the callflow,

using Call Value from the drop down menu in the source field.

“ Database Export Step Z of 2 |

Azzign Yalues to Destination Columnz
Mote. Yalues Shown in Red no Longer Exist in the Callflow and Must be Replaced

Destination | Source -

object_index  Objectindex

PO Cuztomer-Customer-Customer 1D

PO03 Customer-Customer-Moetica Narme Contral Title

FO04 Cuztomer-Customer-Noetica Name Control. Firsth ame

FO0E Cuztomner-Cuztomer-Mostica Name Coktral. Sumame

FOOE Cuztomer-Cuztomer-Home Mumber

FO10 Cuztomer-Customer-Mostica Address Caontral. PostCads —

FO11

PO12

EE:} f Calculation. .. -
Seqguence D

Calculations | Customer-Custamer-Customer [0

Cusztomer-Customer-Home Mumber i

< Back I Hert s Cancel
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Accumulative Comments

To capture accumulative comment details, ensure that the Noetica Text control in
the CRM is displayed as a Noetica control, i.e that the option ‘Force to appear as
control in search mode’ is ticked for the Noetica Text control in the CRM Gallery.

To assign the value for the comments field, including agent name, time stamp and
accumulative text, displaying the last 2048 characters of comments inserted, create

the following calculation:
Calculation Comments()
Comments=[CallFlow.CRM.CRM.Noetica Text Control.Value] & "
" & [System.AgentName] & " " & CurrentDateTime( ) &"
"& [CallFlow.ClientComment.Comment.Value]
Le= len(Comments)
If Le > 2048 then
Comments = Right(Comments,2048)
Else

Comments = Comments
End if

End Calculation

End Calculation

NOTE: Calculation statements can be split, pressing ENTER between the &”
“& characters to display information, i.e the agent name, on a separate line.

Once all the destination fields are filled, click FINISH.

Saving the Export and Adding Schedules

In the Campaign Manager:
e Enter a Name for your Export report

e Select Export Service as your Report and click SAVE.

e Use the Schedule Wizard to add an Instant Schedule, selecting ‘Every time a

call is taken’ (in the Event driven column).
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TROUBLESHOOTING

Problem: Reports containing no data
Solution: 1.The filter may be filtering out too much data

2.The Report may be using the wrong database tables or tables from different
campaigns that are not related, check SQL in Report Query.

3.The Report may be using the wrong columns, check SQL in Report Query against
Callflow design.

4.'Impromptu’ does not support column names of over 32 characters so if the custom
tables created by your Callflow has such columns you may need to modify the
Callflow.

Problem: Report contains too much data
Solution: Incorrect filer, instant Reports must include the Sequence_ID
from Phoenix Report table

Problem: '‘One copy of Synthesys is already running'

Solution: Use Control-Alt-Delete to Terminate 'Workstation'
Problem: 'Invalid Session' message box, ResetSession

Solution: The System did not finish your last session properly, run

ResetSession to end your previous session.

Problem: '‘Unable to open Synthesys.inf' error

Solution: The network is probably not working

Problem: Placeholders don't appear in templates.

Solution: Templates only work properly in Impromptu over a network

when done using a mapped network drive. Map a drive to
where the template is and then try again.

Problem: "This will result in a 'Cross-Product report'

Solution: The joins between your tables are not set up correctly.

Problem: After a system crash in Editor, releasing produces error32
cannot copy file.

Solution Stop DBSharedMem & restart
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SYNTHESYS CAMPAIGN MANAGER

Managing Accounts & Campaigns

Renaming Accounts & Campaigns
Re-setting a Synthesys Session
Assign Telephone Numbers to Campaigns
Remove Intermediate Versions
Deleting Accounts
Deleting Campaigns

Deleting Reports & Schedules
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MANAGING ACCOUNTS AND CAMPAIGN

The Campaign Manager shows a tree structure of all the accounts and campaigns
created and released in the Campaign Editor.

In the Campaign Manager you can rename and delete accounts & campaigns, reset
sessions, add and schedule reports and view report run histories and delete repots
and report schedules. For more information about managing reports from the
Campaign Manager, please refer to ‘Creating and Managing Reports’

N.B. A ‘Campaign’ is synonymous with a ‘CallFlow’ in that a campaign always has
one callflow associated with it. This document uses the term ‘Campaign’ rather than
‘CallFlow’.

To start the Campaign Manager, click on Reports under the Setup heading of the
Synthesys main screen.
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Renaming Accounts and Campaigns

In the Campaign Manager:

Noetica
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o Expand the All Accounts icon and select the account or campaign you want
to rename. Account or Campaign details will be displayed on the right-hand

side of your screen.

e Put your cursor into the Account or Campaign Name field and edit as required.

e Click Save to commit the changes. You will see that your account or campaign

listed on the left-hand side has been renamed.

k% Campaign Manager !El E
File Wew Help
Bl @B o
ﬁ Al Accounts = :

(5 ALL Allianz Report Properties
[-{3 BEX Brigitte Example
H R LM
EI@ BTR Erigitte Training eport Mame |F|ep0rt Mame I | MOWE

El@ 01 City Breaks Comment IAn_l,l relevant comments

. =-{iflg EBR Scheduled SQT -

o add Scheduls Full Hame IFuII name of report path [MWOperationsServersSyntheys\AeportsstestR eport.rpt)

; {E Report Runs Created Date I14.-"DS.-"2DDS Browse Reports |
Dy schedule Mo 2 l—_l
Format IESV l
02 Sales Survey Report Toal | Crestal Service % x
B} 03 Express Loan Printer/E xport File Mame [e.g. %dX%m3y for dated filenarnes)

I:HﬁI cgs garethgs “WOperationsServersSyntheys\ReportsitestR eport. tat
[#-{3j cob Karen
-5 CRM NoeticaTesting Dl aiziies
[]--@ DTS DemonstrationandTrainingScrip Output Tool IEmaiI Service 'l
[-63) EGT Emmanuel
F-{35 ELM Ervily Parameterl IFrnm Address
[]--@ GET emmanuelt — Parameter2 |To Addresy
(-6 &S carotel outbound
[#-5) joe joetest
-6 jop joetestp Save | Delete Edit Repart |
-6 MIC Microsaft
[-G5 MON MOMDIAL
L MRK Markiw
-6 NOE Mostica
L) OBZ OBTestz <
SoRA ol
< | _>l_I
Ready A

The account or campaign you have renamed will now be displayed with its new name
in the Select a Callflow dialog of the Campaign Editor and in the Agent module.
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Auto Archive Option
The number of hours that an Inactive call will remain as inactive before its status is
automatically changed to ‘Archive’ by the Housekeeper is known as Inactive Period.

When a callflow is created the user chooses the ‘Inactive Period’ for the callflow. The
‘Inactive Period’ can also be changed using the Campaign Manager.

The default setting for the ‘Inactive Period’ is 30 days but this can be reduced as required.

k% Campaign Manager !El E
File Wiew Help

Hi~e B o]

ﬁ All Accounts
g aaa dfdsfds Campaign Details
@I DAR Darroll
E@ DTS DemonstrationandTrainingScripts Campaign Mame IPdeuct Order

:El; g; ;Sv?ai;tns“catm Stat Date [13/08/2008  End Date [01/01/2525

~[5 03 Marketing Campaign 10 I? Campaigr Prefix |U4
@I% dFsdde - Inactive Period (days) |3U
&' TBC Telebusiness Callflows Script Version IT FIN I—
- WaL Walter =
-{Il{ Repart Taols Script Root Directary ISCIIDES\DTS\M
Campaign Owher IBfiQi“E

Fecord full Abarted Call information in DB [

Save I Delete

Ready l_ ’_ ’_ A

Only calls that have been inactive for longer than the ‘Inactive Period’ will have their
status changed to ‘Archive’.
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Re-Setting A Synthesys Session

If you exit from the Synthesys Campaign Editor using non-standard methods, such
as Ctrl+Alt+Del, or through a system crash, your user account will normally be reset
automatically and on accessing the system a message Recovered Phoenix
Session will be displayed.

Sometimes however you need to reset your session manually in the Campaign
Manager.

o Expand the All Accounts icon to display the list of your Accounts.

e Next, select the Account and Campaign for which you need to reset the
session.

e Right click on the Campaign and click Unlock Call Flow.

a all Accounts

-0 ATM AT Test Centre
-3 AW Al weh Centre
=5 BNO Erigitte Mov

B Edit Gall Flow

The session is now reset and you will be able to access the Synthesys Modules
without receiving any error messages regarding invalid sessions.

Information about the campaign_owner, i.e the person who has the script open (or
who had it open when they crashed) is logged in the 'Phoneyx’' database, with a
reference in phoenix_session, which records the username, machine name etc.
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Assign Telephone Numbers to Campaigns

Assigning telephone numbers to campaigns allows calls for a campaign to be routed
to the available agent(s), automatically displaying the appropriate callflow.

e To assign a DDI (Direct Dial In) number to the campaign in the Campaign
Manager, Right click on the relevant campaign and select Assign telephone
numbers to this Ccmpaign.

Edit: Call Flaw

nlock Call Flavs

Create New Expart ...

Show Schedules

Show Report Runs

Remaove Intermediate Yersions

#Assign kelephone number For this campaign
Report Wizard ...
Add Mew Repart

¢ In the Assigned numbers for this campaign dialog enter the DDI number in the
Type a new telephone number field click the Add button and then Close to exit
the dialog.

e Toremove a DDI number, select the number and click the Remove button.

Assigned numbers for this campaign . i x|

123456789 Cloze |
Bemove |

— Twpe a new telephone number and click Add———

3344556677 Add

It is possible for one campaign to have more than one dial in number and it is also
possible for several campaigns to share an incoming line.

If the telephone number to be added is already used in another campaign, a
message will be displayed and you can either:

e Click Yes to reassign the number to the current campaign or No, to assign the
number to both campaigns.

The number '1212'is in use by account Brigitte Juneds' {campaign 'Ties are Us'), Click YES ka reassign it to this
campaign, MO to have the number assigned to both campaigns,

o Cancel

If different campaigns share an incoming line, a box is displayed when taking calls,
asking agents to select the campaign they wish to run.
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Remove Intermediate Versions

The new Campaign Manager has the functionality to delete interim versions of
callflows.
¢ Right click on the campaign, for which you want to delete the interim (saved)
versions and select Remove Intermediate Versions.

A message will inform you that this will permanently remove all previously saved
versions for the selected campaign.

PhRepMgr 1

@ This will Permanantly Remaove Intermediate Yersions of the Callflow From the Server

Do vaou wish ko Proceed?

To go ahead click Yes, to cancel the action click No.
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Deleting Accounts

To delete Accounts or Campaigns:

e Expand the All Accounts icon in the Campaign Manager and select the
account or campaign you want to delete.

e To delete the selected account or campaign, click the Delete button.

' Campaign Manager

Account Details

Pastcode: [SET1TY Account Manager | Admin -

Main Contact: [Brigite Reimer Telephone: [0044 845 0161070

Other Cortact: | Telephone: |
Faw: [044 20 7403 4159

(3 PES PopWatchandEmail Service
w5 5U3 5u Jordan

I 3 TBS Telebusiness Calflows eh Site: [vwms nostica cam
& G TR TRAINING

o i M Ui In
+ ﬁ zét zarah Delete

o

Report Tools

veice [D:

Before an account can be deleted from Synthesys, all associated campaigns must be
deleted first. A message to this effect will be displayed and the account will not be
deleted.

PhRepMar B3

There are 3 Campaigns for this Account. please delete them first.

e When all campaigns have been deleted for the account, press the Delete button
will display the following message:

Are pouy gure woy want to delete this Account 7 |f the CheCk bOX iS t|Cked the reports
== Cancel folder for the account will also be
deleted.
I Tick box to delete reparts folder for this Account
[Folder: Y\QuailsSenthespshreportsheZ] Press OK to delete the Account.

A message will inform you that the account has been deleted and the icon for the
account will disappear from the Campaign Manager.
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When deleting an Account, the following takes place:
The Account is deleted from the ‘Reports’ folder on the Server (if applicable).
The Account is deleted from Phoenix_Account table (Phoenix database).

The Account is deleted from Phoenix_Account table (Phoneyx database).
The Account is deleted from the ‘Scripts’ folder on the Server.

Deleting Campaigns

e Select the campaign you wish to delete and click the Delete button.

A window listing the various options for deleting campaigns is displayed:

‘wharning! vou are about to delete a Campaign!

Thiz will permanently delete data from the Design and/ar Live databases.
There are 37 Callz faor this Campaign

— Please zelect what you want to delete

% Delete 'Call Data from before I'ID;-'DS;-?DDS

" Delete all'Call' Data from Live Database

Delete 'Call' Data and Custom tables from Design Databaze and
Live Databases, but keep Campaign information and Script.

{” Delete Campaign Entirely, fram Design Database and Live D atabaze

Delete | Cancel I

Campaigns and Active Sequences

If there are Active Sequences associated with this campaign, you must go to the
Call Tracker and archive any active and inactive calls, before the campaign can be
deleted.

PhRepMgr

There are Active Sequences far thiz campaign, please clear them Ffirst.

Campaigns with Outbound Campaigns

Any Outbound campaigns that have been set up under the campaign that you wish to
delete need to be deleted first in the Outbound Manager.

PhRepMgr x|

This Campaign has an Outbound Campaign, please use the Outbound Manager to delete it Firsk!
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Options for Deleting Campaigns

A record of the SQL commands used to delete the Campaign is recorded on the
Server in EventLogs\DelCampaign\ folder, in .SQL files prefixed with the
CampaignlID.

Option 1: Delete Call Data from before date

This option will delete data for this Campaign prior to the specified date. This option
is useful for deleting ‘test’ calls for the Campaign before it goes live. This ensures
that only live data is contained in the database.

The following takes place when this option is selected:

1. Transaction files for this Campaign are deleted from the Transactions folder
on the Server.

2. CallFlow data is deleted from tables prefixed with the three-letter Account-
prefix and two-digit Campaign-prefix, e.g. ABC0O1_Main, from before specified
date (Phoenix database).

3. Data is deleted from Phoenix_Event table from before specified date (Phoenix
database).

4. Data is deleted from Phoenix_Sequence table from before specified date
(Phoenix database).

The above is then repeated for the Phoneyx database.

Option 2: Delete all Call Data from database

This option will delete all call data for this Campaign, but the tables themselves will
remain. Use this option to delete all Campaign data, e.g. when re-starting an old
Campaign.

The following takes place when this option is selected:

1. Transaction files for this Campaign are deleted from the Transactions folder
on the Server.

2. All CallFlow data is deleted from tables prefixed with the three-letter Account-
prefix and two-digit Campaign-prefix, e.g. ABCO1_Main (Phoenix database).
N.B. data in the CALL_RESULT table is not deleted, as this relates to the
CallFlow itself.

3. Datais deleted from Phoenix_Event table (Phoenix database).

4. Data is deleted from Phoenix_Sequence table (Phoenix database).

The above is then repeated for the Phoneyx (Design) database.
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Option 3: Delete Call data and Custom tables from Design Database and Live
Databases, but leave Campaign information and Script
This option deletes all database tables specific to this Campaign, and all other call
data. The Campaign still remains in the Campaign Manager and the CallFlow itself
can still be edited by the Campaign Editor.
Use this option when a CallFlow has been edited and changed significantly in its
layout, and you no longer need tables or columns that were created by previous
releases. As long as you are sure that you have no historical data that you need to

retain, this option will delete all custom tables, but keep the CallFlow file. The
CallFlow can then be re-released creating a fresh set of tables.

The following takes place when this option is selected:

1. Transaction files for this Campaign are deleted from the Transactions folder
on the Server.

2. All CallFlow tables are deleted — those prefixed with the three-letter Account-
prefix and two-digit Campaign-prefix, e.g. ABC01_Main (Phoenix database).
N.B. the CALL_RESULT table is not deleted, as this relates to the CallFlow
itself.

3. Datais deleted from Phoenix_Event table (Phoenix database).

4. Data is deleted from Phoenix_Sequence table (Phoenix database).

The above is then repeated for the Phoneyx (Design) database.

Option 4: Delete Campaign entirely, from Design database and Live Database.
This option deletes the campaign entirely. All database tables relating to the
Campaign are deleted from both databases, as are the CallFlow files and transaction
files.

The user will be stopped from deleting the Campaign by a pop-up message box if:

e There are any ‘Outbound Campaigns’ for the Campaign. These can be deleted
using the Outbound Manager.

Or

e There are any reports set up for the Campaign. These can be deleted using
the Campaign Manager, see ‘Deleting Reports and Schedules’ below.
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The following takes place when this option is selected:

1.

© © N o g M~

Transaction files for this Campaign are deleted from the Transactions folder

on the Server.

All CallFlow tables are deleted — those prefixed with the three-letter Account-
prefix and two-digit Campaign-prefix, e.g. ABC01_Main (Phoenix database),

including the _CALL RESULT table)

Data is deleted from Phoenix_Event table (Phoenix database).

Data is deleted from Phoenix_Sequence table (Phoenix database).

Data is deleted from Phoenix_Release table (Phoenix database).
Data is deleted from Phoenix_Invoice table (Phoenix database).
Data is deleted from Phoenix_DDI table (Phoenix database).
Data is deleted from Phoenix_Search table (Phoenix database).

Data is deleted from Phoenix_Campaign table (Phoenix database).

The above is then repeated for the Phoneyx (Design) database.

The Campaign icon disappears from the Campaign Manager.

Synthesys Campaign Manager
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Deleting Reports and Schedules

Reports and Report Schedules are deleted via the Campaign Manager. With the
‘Report Properties’ dialog showing in the Campaign Manager, pressing the ‘Delete’
button will delete the report.

The user will be prevented from deleting the report if the report has any run

‘Schedules’ set up. Schedules can be deleted by selecting the ‘Schedule’ icon for
the report and clicking on the ‘Delete’ button.

When a Report is deleted:

1. The Report is deleted from Phoenix_Report.
2. The Report icon in Campaign manager disappears.

When a report ‘Schedule’ is deleted:

1. Data from Phoenix_Report_Run table is deleted for this Schedule.
2. The Schedule is deleted from Phoenix_Schedule table.

3. The Schedule icon in Campaignh manager disappears.
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DIAGRAMS OF DATA
MODULE

/ Synthesys ‘Basic’ Data Module

Synthesys ‘Personnel’ Data Module

Synthesys ‘Reports’ Data Module
Synthesys ‘Example Rotas’ Data Module
Synthesys ‘Example Campaign’ Data Module

Synthesys ‘Example CRM & Queue’ Data Module

Synthesys ‘Teams’ Data Module
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Synthesys 'Example CRM & Queue' Data Model

Phoenix_Campaign
PH Campaion 1D Phoenix_CT| Audit
Campaign_Mame
pon_late Synthesys CalllD
Seript_Raat_Oir Suich Ll
Campaign_COwmer .ﬂggmlD
Soript_‘Wersion X N RingTime
Campaign_Pre fx Sequence_jd Phoe nix_ Sequence Start Ti
Account |0 ‘ EnadT_ e
Inactive Feriod PH Sequerce 10 TotalDommant Time
FParto_Purge
BN — Ph aenix_load FH1JE M2 F | Campaign_iD E‘;Pr: ation S s
Campaign_id 11,158,147 hsert_Date ool i
A PK | Evert W hsert_Time < o
Sequence_id 16.15,13.17 s Sequence_id CallClasz
Duration 4’ Rezult Trunk
Person W File_Name allEn dTime
Uzer_ld Soript_‘wersion Seript EndTi
Usertame Conc_Comments Fii Scnpt IFB'E
Evart_Type ool ®quence_
FE1 Campaign_id
Campaign_id Ewent_Result
Initial_Status
Ewent_Date
Ewenit_Time
Call_Rezult Sequence_jd _
FE3 | Sequence_|D Sequendge_id
Phoenix_0BCampaigns
FK In] 0TS0 _Main
FK1 | Campaign_ID PK.FK1 | Sequerce 1D e
O BCampaign_Mame
Customer_Pre ix Ewert_Date FH 0
Ative_Times Evert_Time
Max_Callz Ewent_Duration ‘_ x:;.lrn
hiax_Lateness one_CustomerPrefix Durti Ime
Priority one_prompt Id? T.'On
Operator_Bonus one_CustomerlD DueeuI:;E
Stat i
s two_Radie OB Campaign_id
Phoenix_Qu eus Campaign_id
- ‘FDD] f Customer_id FE1 gequznge_u
FK jIn] Operator_Name
Telephone Operatar_id
FKI | OBCampaign_iD - Rezlt
L Customer_|D CFbl Prefix
Campaign_id Aotive_Times 05 _ELECT Custorer Custgmel_'lD
SaEte Seszion_id
Times_Galled POC { Fustemer_id cbject_index
Operator 1D g = Joct
Retry_Time
Latest Time FK1,FRZ B U2 Eggg
Telephone P00
PODS
POO?
PODZ
POOY
PO10
PO11
PO12
PO13
PO
CS_ELECT_HISTORY | pong /Custamer id| PD16
PO1&
FK1 | Customer I PO
FE1 Sequence_I0
FH2 EvertiD
Event Time Stamp
EventText
Event Data
OperatorlD
object_index

Synthesys Campaign Manager 99



: Noetica

Synthesys "Teams' Data Model
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