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CUSTOMER RELATIONSHIP
MANAGEMENT

CRM Maintenance Table

&Eustomer Designer i | Dlﬂ
= |
(=124 Custarner Details

-Jid] Customer 1D B ’ |

|

Default

Bl WorkTelephone
[ 8] Apattment ;I
--[8] Streat

--[8] Borough
[g Town

--[8] PostCode
[__j Mew j

Sting size |4U I l

¥ Editable ™ Cannot be empty ¥ [rides

Prefives ... " Save bz .. II Save l‘ Cancel

CRM Properties Table

Settings  Search | Inzert I Modif_l,ll Hesultsl

t=3,/ Customer Details

------- [id)./ Customer ID->Property00

------ B Title> Propery

------ @J' FirstM ame-»Propertyl2
@J Surname-> Propertyl3

------- [Ell/ HomeT elephone-> Property0d
[El workTelephone-» Property05
|/ Spartment-»Property0f

------- [8) Street->Propenty?

------- [8) Borough->Property0d

[€)/ Towne>Property03

------- [8) PostCode-»Properyll

Cancel |
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CRM

The CRM (Customer Relationship Management) option is used for creating new CRM
accounts and campaigns and for adding, editing and managing CRM tables and
customer records.

The CRM module allows access to customer profiles and histories and enables
outbound calling.

When a CRM table has been created either in the CRM editor or in the Outbound
Wizard, associated Outbound lists are then added in the Output Wizard or Outbound
module of Synthesys 5.

Customers to be phoned are queued and placed into the required Outbound lists in the
Outbound module. It is also in the Outbound module that customer call lists are
maintained and managed.

Under Teams in the Synthesys 5 Management application, agents can be assigned
to particular Outbound lists, reflecting the skill level and expertise of the agents and to
control the distribution of workload throughout the call centre.

Using CRM Details in a Synthesys Webflow

CRM details are typically used in conjunction with Synthesys webflows that are
designed in the Synthesys Interaction Studio.

To use all or selected CRM details as part of a webflow created in the
Synthesys Interaction Studio, for example to enable branching or calculations
on selected CRM information or to display details in the Dashboard, you must
create the corresponding Parameters in the Webflow Properties as part of the
webflow design process.

Please use the Synthesys 5 manual for information about creating CRM
parameters in the Synthesys Interaction Studio.

Synthesys.Net: CRM & Outbound 8



CREATING CRM ACCOUNTS

Starting the CRM Editor

To open the CRM editor

: Noetica

¢ Open Synthesys Management by clicking on the Synthesys Workspace

Management icon on your desktop.

e Select the Applications tab and in the Launch Applications screen select

CRM

The CRM editor will open, and in the Select a Callflow screen subsequently displayed,

you can select an existing CRM, or create a new one.

@)
/| calfion Editor

[ Test CallFlow % cg [y | [ 5ereen View e [% D 3} S Subflow 3 Assign DDT
Hsave Gy | &IMain Flow §# New Conclusion | [g] Popup script
Open Paste  Cub Help | Selection Mew | Decision
e Publish &b Beges il ¥ Back to Subflow | < Maintenance -
Calflow Editor Tools

stk ~® @
m ga & Tmpart CRM

) B Export CRM
CRM  Design

Table 2 More Taols -
CRM

Select a Callflow

Please select an existing callflow or click on the "New Callflow button to create a new one:
; E BIN Test Centie
+ E Brvato BCA
E auau
E BR Jub03
E E Brentford Dy Docks
E Brigitte Septemberl5

E Brigitte03
= [
e Cancel Test el | New Calfiow |
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The Select a Callflow Screen

The Select a Callflow screen displays the customer accounts that you are managing
and the CRM campaigns that you have set up.

A CRM is created to manage the customer data for Inbound and Outbound lists and to

give agents access to customer profiles and histories.

The Select a Callflow screen, in which all accounts and campaigns are held

Select a Callflow

Pleaze select an exizting callflow or click on the "Mew Callflow™ button to create a new one:

IE' O All Synthesps Callflows =

N hd
] I Cancel | T ezt callflow =T Eallflu:uwl

E A filing cabinet represents a customer account.

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

Gﬁi The arrows show a campaign for which a callflow has been created.

Synthesys.Net: CRM & Outbound 10



Setting up a new CRM Account

At the Select a Callflow screen:

e Click on _Mentaien | display the New Callflow window.

|
Account:
T | Mew Accoun.. |
Prefix: Hame;
Dirgcton:

Auta Archive [days) |3D
Auto Purge [days] ISD

oK I Cancel |

g
el

Noetica

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

of the new account.

e The Account Name, Prefix and Account Manager fields are compulsory and

must be completed.

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

database tables.

In our example we have entered account details for the ‘Brigitte Training’ account.

New Account

Agcount Name: IBrigitte Training [ IBTH

Address;  |Moetica
7-11 St Johnz Hil

55 Clapham Junction
Londan

Paostcode: ISW1 11TH
M ain Contack IDann_l,l Singer Telephone: |D2D F3268500

Other Contact:l Telephone: I
Faw |D2D 8019515 e-tail: Ienquiries@noetica.com

Wiorld “Wide “Web: Iwww. hioetica. com

ficcount Manager: IBfiQiNE FReimer v l Irwvaice 1D: I
QK I Cancel |

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

Once you have entered the required account details, click OK to save the details and

return to the New Callflow window.

Synthesys.Net: CRM & Outbound
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Setting up a new CRM Campaign

Back in the New Callflow window you now need to add a hame for your campaign.

The name entered should reflect the campaign for which the CRM is created, in our
example ‘City Breaks’.

New Callflow

Account;

IBrigitte Training j Mew Scocount... |

Prefis: Hame:
|BTH |m IEity Breaksd

Directany:
IScripts\ETH\Eﬂ

x|

Auto drchive [days) |3D
Auto Purge [days) ISEI

Cancel |

¢ Enter a name for the new campaign into the Name field.

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

You do not need to make any changes to the default Auto Archive and Auto Purge settings, as
these are not used in the current version of the Synthesys Dialler Platform.
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USING THE CRM MAIN SCREEN

In the Select a Callflow screen, select the required campaign and click OK to display
the CRM Editor Main Window:

Callflow Editor Toolbar. Tools Toolbar. CRM Toolbar.

N F ER July03 (BRJ) - Produd: Order Line (01) Yersion 12,0 - PhDesign - x
/‘ Calllow Editor Style - -H
- (a]la)

g [ Test CallFlow E% d%f I i e [% 8:r S subfiow <& Assign DDI m @ Import CRM

/ Hsave g | & w ¥ New Conclusion | [&] Popup script & Expart CRM

Open i Paste  Cut & PHazlgs Selection S?’Zv;n Dexislon | v o . | e E.)rzsbu‘gen s

Callflows Editor Tools CRM

Finish
B

Design Area in Flow View.

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

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

e CRM Toolbar.

Callflow Editor Toolbar

The Callflow editor toolbar is used for opening, editing and publishing CRMs and for
moving between screen view and flow view.

Tools Toolbar

The Tools toolbar in the Synthesys 5 is not used, as webflows are created in the
Synthesys Interaction Studio, with DDI numbers being assigned in Synthesys
Management.

CRM Toolbar

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

Via the More Tools drop down menu of the CRM toolbar users can maintain the CRM,
deleting selected CRM history events and unused CRM prefixes.

Please see the next pages for more information regarding the options available using
the Callflow Editor and CRM toolbars.

Synthesys.Net: CRM & Outbound 14
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The Callflow Editor Toolbar

[ Test CallFlow @ 'ig" | Screen Yiew e
E Save d = | Main Flow

Qpen Paste  Cut Help
i Publish : Pages

Callflows Editar

_ L
tf‘p

Description

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

Test Callflow. Testing of a CRM before it is published.
Save. Save the currently displayed CRM.

Publish. Publish the CRM to save it to the central server and to broadcast it to
the entire call centre.

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

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

Copy. Copy the currently highlighted selection to the Windows clipboard.
Copy Global Block. Copy a selected CRM and save it to the Global Gallery.
Insert Global Block. Pick up a CRM from the Global Gallery.

Screen View. Switch the display to Screen View mode.

Main Flow. Not used in this version, as webflows are designed in the
Synthesys Interaction Studio using web controls.

Help Pages. Not used in this version as Help pages for webflows are assigned
in the Synthesys Interaction Studio.

™ tn (8P & & #dv G
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The CRM Toolbar

& i Import CRIM

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

CRM

Option  Description

CRM. Add Customer Relationship Management to be used in a webflow.
Design Table. Opens the CRM Design Table to add any data fields, as required.

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

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

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

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

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

CRM Control Gallery. Not used in the current version, as webflows are
designed in the Synthesys Interaction Studio using web controls.

a8 8 %W 8 B8
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ASSIGNING CRM

The CRM m icon (Customer Relationship Management) is located on the CRM
toolbar in the CRM editor.

o Click your left mouse button on the CRM icon.

e Place your cursor between the traffic light and the conclusion flag and drop
the CRM with a click of the left mouse button.

e Enter a short descriptive name for the CRM.
Customer

8i—

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

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

Ko control selected

Control Name

enter control hame CRMRunner

No information will be displayed until the CRM table has been created in the
Maintenance page and details have been configured in the CRM Properties page.

P O P P P P P P2 PP 2 282 2
ey
i

[ BRRRRARURRRRARURNRAY_ RRRRRURURVIRURLARARY, |

]
CF

See next page for creating the CRM table.

Synthesys.Net: CRM & Outbound 17



Creating a new CRM Table

Noetica

g
el

When creating the CRM table, carefully check the data fields of the customer file that
you wish to import and ensure that you create the same number of fields in your CRM

table.

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

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

characters.

&Eustumer Designer

8T 1

[id] Custamer 1D
[_j Mew ...

A

Prefi

’]BHTST

Customer iz not represented by any external table.

Entermal Tatles,.. |

Data Source: |

Prefixes

" Save As

Cancel

" Save Il

Enter a unigue CRM
Prefix

For information
regarding External
Database Links contact
your Noetica Account
Manager.

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

EA Customer Designer

[= £

= =]

ifil Customer ID
e Mew ...

E1-423 Customer Details

"
New ... &J

Properly type

& Test  Mame " Enumeration

" Mumber " Telephone " DatekTime

" Yes/MNo " Cantral " E-mail

" Group

Property name Size

i [ |
= |
[Test 0= Cancel

Savehs..

Save Cancel

Synthesys.Net: CRM & Outbound

To enable CTI Auto Search always use a Telephone field to capture the
customer’s telephone number, and the Email field to capture the email
address when using Email OB campaigns as part of your recycling rules.
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Saving your CRM Table

Before saving your CRM table, carefully check that the fields in your CRM match the
data fields of the customer file that you are going to import.

Click Save to save your CRM table.

&Eustomer Designer i 2 |EI|1|
= H
=43 Customer Details :
..... [id] Custamer D Prefi:
T Tite “SALSUH ‘
Firsth ame
B Sumame
\':I\-’Don::'lirjfs:oo:: | Cusztomer iz not reprezented by any external table.
""" Rl N EE—
..... [_ﬁ Street
_____ [€] Borough COr ME5EL |
CRM Designer is about save changes.
""" g Town Are vou sure you want to modify customer structure?
----- PostCode
----- [ New ... S I
To save an existing
CRM under a new
prefix use the Save
As option.
| Savess. . II Save || Lanicel |

If you are editing an existing CRM table click YES to ‘Are you sure you want to modify
customer structure’.

The subsequent message displayed informs you that you must go to the CRM
Properties dialog and tick any tab headings and CRM fields that you want to be visible

when running > the CRM in the CRM editor, for example to edit customer details.

CRM Runner 5 |

Customer description For prefix SALSUR has been altered. CRM is going ko update your existing search params, If
wou have added new fields that vou wish ko be visible in vour control please select them in Properties.

Synthesys.Net: CRM & Outbound 19
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CRM Properties: Settings & Customisation

To open the CRM Properties dialog:

e Right click on the CRMRunner control in the section view and select
Properties from the drop down menu.

Placing a tick into the available options Search, Insert, Modify and Results will enable
the corresponding icons to allow access to the selected fields when running the CRM
in the CRM Editor.

;
— — Search: Fields enabled
| Saarchl Insert I Modifyl Hesu\tsl Settings Search ||nselt I Modifyl F\esullsl for Customer SearCh
. - E==W Cuistomer Details
Use prefix IBF!TST J g p— .
B Tite Insert: Fields enabled to
Bl Firsthame
B Sumame enter new customer
¥ Has Search button (Bl Telephons details.
¥ Has New... buttan (81 Apartment
[8]/ Shest
i B h . .
7 Has odly.. bt v Modify: Fields enabled
V¥ Has Detaik... button (€1 Pasteads for u datm Customer
[+ Has Histon... button [/ Email p g
¥ Has Notes... buttan records
Result: Fields displayed
in the ambiguity list.
Cancel | oK I Cancel |

Click OK to display your Customer Relationship Management table.

Customer 1D [not null]

Title

Firstharne

surname

Telephone

Apartrnent

Street

Borough

Tawn

Postoode

Ernail

Click the Flow View‘j’g icon to return to the CRM Editor, then Save and Publish the
CRM.

Synthesys.Net: CRM & Outbound 20
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Viewing & Editing a CRM

To view or edit an existing Customer Relationship Management table:

e Double click on the CRM section in the CRM editor.

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

e To view or configure the settings in your CRM table, go to Properties and
tick any newly added fields to display them when testing your CRM in the
Campaign editor.

Customer |D [not null

FirstMarme

surname

1

Title I
|

|

Telephone I Properties

Apartrnent Ii Dielete

St I iew Compulsory Properties

Baraugh I Yiew Database Column Mames
Assign Searchable Properties

Tawn I ]
Mainkenance

Postcode I Assign Help For this conitrol

Email I — Calculations »
Renarne Control

Picking up an existing CRM Table

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

e Pick upa CRM icon @ from the CRM toolbar in the CRM editor.

e Place it between the traffic light and the conclusion flag and enter a short
descriptive name for the CRM screen.

¢ Open the CRM screen with a double click of the left mouse button and add
a name for the CRM Runner control.

¢ Right click on the control, select Properties and in the Properties window
select the required CRM table prefix from the drop down list.

e Tick any CRM fields that should be displayed when running the CRM in the
CRM editor.

Synthesys.Net: CRM & Outbound 21
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Saving an existing CRM under a new Prefix
Use the Save As option in the Customer Designer dialog if you want to use an existing
CRM, but not the customer data associated with the selected CRM prefix.

o Click Save As, enter the new CRM prefix into the dialog displayed and click
OK.

e Go to the Properties page of the CRM to check that the new prefix is now
displayed.

&Eustomer Designer : \\ ;Iglll

= =

=423 Customer Details

----- [id] Customer 1D Prefi

[ Title ( SAL5UR

Firgth arne

-JE Sumame

----- HomeT elephone I

----- ‘wiorkTelephone Save CRM trmplate

..... [8] Apartment Emal Tables.. |

..... [8] Street Enter a new prefix.

..... [8] Barough [This will be saved in the list of available prefies) SCES_COM_M550L |

----- [ Town Frefi
’7|SALESI

Esented by any external table.

----- [ New ..

ok I Cancel

Saveds .. || Save || Cancel

¢ If the new CRM prefix is shown correctly in the CRM Properties page, return
to the CRM Maintenance dialog.

¢ Make any changes to the new CRM table as required, before importing the
new customer data.

Remember to go back to the CRM Properties page to tick any newly added fields so
that they will be displayed when testing your CRM in the CRM editor.

Click OK to confirm the changes made, then Save and Publish your CRM.
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CRM DATA IMPORT & EXPORT WIZARD

The CRM Import and Export wizards enable users to import customer data into a
CRM table and to export subsequent changes made to the CRM data to a CSV file.

The respective CRM Import and Export wizards provide a step-by-step guide to
importing and exporting your customer records.

The CRM Data Import

To use the CRM Import facility:

e Click the Import CRM 1!'; icon on the CRM toolbar in the CRM editor.

e Select the file containing your customer data from the Select a file window
and click Next> to move to the next page of the CRM Import wizard

e Select the type of file that you wish to import from the Field delimiter menu,
i.e. comma to import a comma- separated file.

CRM Import Wizard

Select File Format Dptions

File contains column headers [

If your file contains column

Text string identifier; I 'l
=

Field defirniter:

headings, tick the File contains
column headers box.

A zelection of the data to be imported is displaved below:

Select the comma to import a

Mrs Freddy Fry. 121
3333,
A2

comma-separated (.csv) file.

I Mest > I

< Back

Cancel

e In the next page of the wizard, select the CRM prefix that you wish to use
for the Import from the drop down menu.

CRM Import Wizard

Select a Customer Prefix

ERTIE! fs

Click Next> to move to the next page of
the Wizard

Synthesys.Net: CRM & Outbound
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In the Check the preview data part of the wizard you can preview your file columns

and database fields.

CRM Import Wizard

Check the preview data below
and use the amow to move the order of the database fields if required

Use the arrow tabs to move
selected database fields up or

D atabaze fields:

Calurnn headers or data:
Firsth ame ﬂ

hrs -
Freddy
Fry
121 3333
Line1

Surmame

12 West'wWay Line2
Battersea Line3
Nil Jod [

Preview of import file data:

down to match the data columns
in your file with those in the
CRM control.

Place a tick in the check box
when importing customer data

with Customer ID.

Mrs Freddy F.. 1213333 12west Way Battersea
Mi Juhn S 111 33333 East Lane Tower Ha...
4

M... N... London =
N...IN... London T

3

< Back I Mest > I

Cancel |

In the Database Update Option window of the CRM Import Wizard you can either:

e Import the customer data immediately or

e Schedule a CRM data import at a later stage in the Campaign Manager.

Importing CRM Data Immediately

To import the customer data immediately, tick the ‘import Now’ option.

Databse update options : 5]

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

Do you wish to run the import now?

" Schedule later in Campaign Manager

< Back I Mext > I

Cancel |

The final page of the CRM Import Wizard provides a summary of all your selections.
Check the details, before clicking ‘Finish’ to import the customer data.

If you need to make any changes, use the <Back button. To abandon the action without

importing customer data, click Cancel.

Synthesys.Net: CRM & Outbound
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Scheduling a CRM Data Import

To run the customer data import at a later stage, select the option Schedule later in
the Campaign Manager in the Database Update Option window of the CRM Import
wizard.

Make a note of the file path displayed or copy it, as you will need to enter this
file path when scheduling the data import in the Campaign Manager.

Databse update options x|

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

D you wish ta rn the import now?

= Import mow

% Schedule later in Campaign Manager

oo E AL DA AR BLOAT o] cor ;: Make a note of the file

path, as you need this, when
scheduling the data import in the
Campaign Manager.

< Back I Mext > I Cancel I

In the final page of the CRM Import wizard check the summary provided, before clicking
‘Finish’.

Set-up in the Campaign Manager

In the Synthesys Campaign Manager, set up and schedule your CRM data import.

=10j %]

ki Campaign Manager
File Wiew Help

Hl~¢2oo

® Alaccounts =]
5 AMz American Express Report Properties

3 AsD andrew
3 6ttt Exanples Fiepoit Name [Scheduled CRM Import 1o [ MOWE .
£1 ) BRP Brigitte Report Comment | Select your campaign,

B 0t ez e s Full Name: [V LI25G Y NTHE S \eponshCFM & chedss\RLOAN/BLOBH mport click Add Report and

- [B 02 Ties callback

+1- Bl 03 HelpDesk, Created Date [10/01/2006 Browse Fieports .
By 04 Ties rler ] e | using Brow_se Reports,
select the File path for

(Bl 05 VoucherExport
@ 06 Express Loan Printer/Export File Name [e.g. %d%m%y for dated filenames]

-G BTT Brigitte Data WAOWLIZASYNTHESYS Reports\CAM Schedules\BRLOAN/BRLOAN Import i

£ CRU PellandBales yOU rim port'

- [ CTICTI Test Output Servi

[ DHL DHL Output Taol | <nonex =

- [ DTS Demonstrationand TrainingSerip

+- () GLA Ghil Parameter | Copy the flle path IntO the
i Hesfionins Paente? | Printer/ Export File

E
E
E
i
i
E
E
-3 HIW Highway -
:
E
E
E
E
E
i

(] TRL Islington TRL .
- () Jan Upgrade test Jan08 Save Delate Edit Feport Nam e fleld .
- [ LOV Loyalty

- ) MSE Medsea Estates

- (3 mwr Matt

+- () NOE MNostica

Ready [ wom %

Ensure that you have selected ‘CRM Import Service’ as your Report Tool.

Click Add Schedule and define the time and frequency for your CRM data Import.

Synthesys.Net: CRM & Outbound 25



: Noetica

CRM Data Export

To export customer data from the Synthesys database tables:

e Click the Export CRM a; icon on the CRM toolbar in the CRM editor.
e Inthe Select a file dialog select the path and enter the file name for your
customer data export.
The CRM Data Export
In the CRM Export wizard subsequently displayed:

e Select the CRM prefix that you wish to use for your data export in the Select
a Customer Prefix dialog of the wizard.

CRM Export Wizard x|

Select a Customer Prefix

¢ In the next page of the CRM Export wizard, choose whether or not to
include column headings and the format for exporting the customer data.

CRM Export Wizard x|

Select File Format Options

File contains column headers [~
Text string identifier: I -
Il vl

Field delimiter:

Click the <Back button to make
changes or Cancel to abandon
the action without saving any

< Back I Meut » I Cancel | Changes made

Move to the Next> page of the wizard and check the summary provided, before clicking
Finish to export the customer data.
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EXAMPLE OF CRM IMPORT FILES

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

Sorting stage.

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

Bulk Copy stage or Initial Load stage

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

Differentiating stage

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

Differentiate Bulk Copy stage or Insert stage

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

Differentiate Update stage or Update stage

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

CRM Fast Import creates the following files:

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

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

Customers Updated: 0,

Customers Inserted: 30,

Customers Ignored: 0,

Customers Failed: 4,

Total Customers: 34,

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

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

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

The file VoucherlID.csv.update.txt contains all existing CRM records that have been
updated.

VoucherID.csv.log.txt

The file VoucherID.csv.log.txt contains information about the reason why the_failed
records of the ‘VoucherID.csv'file could not be imported. In our example the data for
the CRM field P018 (representing the postcode) was too long.

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

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

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

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

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

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

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

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

Field PO18 value (BR12 2 ER) is too long.
See C:\Documents and
Settings\Brigitte\Desktop\Import\VoucherlD.csv.log.BulkCopy.txt for invalid lines

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

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

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

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

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

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

VoucherID.csv.log.BulkCopy.txt
The file VoucherID.csv.log.BulkCopy.txt. contains all failed records from the

‘VoucherID.csv’ that you were trying to import. You can use this file to correct the
records as required and then import them again.

VOUCIM_1,Mr,John,Smith,,001 234 4444 Flat 12 ,Kingston
Rd,Kingston,London,SW12 2 ER,John.Smith@samsons.com
VOUCIM_20,Mr,Justin,Seals,012 234 1111,001 234 3333,Flat 121 ,Beaver
Rd,,Bristol,BR12 2 ER,J.S@samsons.com

VOUCIM_27,Mr,Jeffry,Simons,012 010 4333,222 014 4333,Flat 123 ,Kingston
Rd,Kingston,London,SW12 2 ER,JS@samsons.com
VOUCIM_8,Mr,Jason,Smyth,012 234 4333,222 234 4333,Flat 123 ,Kingston
Rd,Kingston,London,SW12 2 ER,JS@samsons.com
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Differentiate.txt Files

The Differentiate.txt files are created when inserting new records or updating an
existing CRM. The examples below are again based on importing customer data from
a csv file called ‘VoucherID’.

VoucherlD.csv.log.Differentiate.txt

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

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

VoucherID.csv.log.DifferentiateBulkCopy.txt

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

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

Use the TestCallflow > icon to run the CRM (Customer Relationship Management)
in the CRM editor to check details or to add or modify customer details, as required.

5 S s Brigitte03 - Product Order - Dr Watson - Synthesys - =2 x
@
J Take Cals Custom Help style - = @
@ P Next | (75} 2> 1] g & search & tistary ‘9 & §Hangup | §8 Transfer | ® Ereak
PREnd & Hew i Modfy (2 &h Hold @rark ) Resthedule
Open Log Abort c I\ Next Rotas  Help Customer D\a\ c tN xl (a\l
ctals | ‘@MOES || Customer Rec jary | €3 Unhold | @ Unpark | () Special Reschedule
Take cans Customer Telephony
Good Morning. Could | take your name, please?
Op Mote: Enter surname and hit search. If customer is not found, click the New icon on the Customer toolbar and enter details.
Customer | 4b
customer 10 [not null] |EPRQD 1
Name
Titls [or
Surname [Watson
Telephone [112233445566
Address
Linet [noetica
Line2 [7-11 st Johns Hill
Line3 [etapham Junction
Lined [London
Lines I
Lines [
PostCade |sw11 TN
AddressStatus fi
Manual Call Calls 1 Time 01:25 Todo 107

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

Option Used To

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

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

Notes. Display and add information related to the customer.

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

e e e

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

In some cases CRM designers may wish to attach notes or documents with information
related to the selected customer.

e To add a note you need to take a test call > and using the Search e
icon, select a customer record.

~
e Click the Notes @& icon on the Customer toolbar in the agent view.

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

Harme |

Title History Notes [ELECT:ELECT_1] M=

Date ‘Tw‘me ‘Operator ‘Note ‘

Surname

[History Notes [ELECT:ELECT_1]

Address

. mpartant; Note asseciated with the selected custome
Linet

Line2
Line3
PostCode

Telephone

BiEEEEREE
S EEE
al=lEl =2 =
Y 2l 3
2 gl 2

3
El
g
El
e

Humber1

CheckBox
Choicesivade

5]
=
a

I™ Wordwrep saveote CancelNote
I Create Nate ...

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

Mame |

Title lpmf— History Notes [ELECT:ELECT_1] [_ O[]
Surname W Date Time Operator |Note
Address 0670872009 [18:18:46 |Brigitte |Important Note associatad with the
Linet lm selected customer
Line2 lﬁ
Line3 IF
PostCode W
Telephone
Number1 Ii
CheckBox
Choicesiade lGnld—

Create Mote ...

If ‘auto pop notes’ is enabled, the CRM notes page will open automatically
together with the CRM customer record, when running the test call.

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

To attach a document:

e Take a Test call > and using the Search ‘ﬁ' icon, select a customer
record.

e Click the History Ir‘ icon and then the Attach.. tab.

e In the OpenFile dialogue, browse for the document to attach to the
customer’s record.

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

BR JulyD3 - Praduct Order Line - Synthesys o

er History 3 ﬁ
o
¢ st o

) @ Search & cus
3

& New & Mo
s Custon
Detals A

Take Cals cu

Abort | Next  End

Good Afternoon May | take your surname please?

Customer | 4 b

Customer 10 [notnull] [xgoRT_4 Al
Name
Title o
Firsthame |JDE
surname ==
Telephone [123a56785%0 & History for the customer BRCITY_2 [BRCITY] [_ O[]
Bddress
Linet Japt1r Event | Event Date and Time | Event Text [opera.. [accou... [camp... [ ot
Line2 |12 Wiest iy B callqueusd  31/03/2008 12:20:1%  Call 7403 quened  Brigitte
Line3 | B call Deleted  31/03/2003 15:04:03 Call 7409 Deleted  Brigitte

i - Buote 26/08/2009 12:49:33  Hote 1005
Iy }Dntument 26/08/2009 12:50:38 Blank. ini 1005
ine
Lines

PostCode Wit l | o
Add Note attach. Filters<<| Close
Ewent Time
[<not active> = Date Time

Dperator Fram |31/73 /2009 |11:02
5 To '
|<Nutm,ve> j 2678 /2009 [12:52

Event Text

|<NntActiva> | Resetvalues| Filter Events

To read a note or to view the content of an attached document in the CRM History
window

o Double click on the Note or Document in the Event column, to open the
required note or document.
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Accessing Customer History

To access historical events associated with the selected CustomerID:

e Take a test call > and using the Search @ icon, select a customer
record.

e Click the History -1" icon to open the History for the Customer.... dialog.

& History for the customer BRCITY_2 [BRCITY] H=] 3
Event | Event Date and Time | Event Text | Opera... | Accou,.. | Camp. .. | OF
-! Call Queued  31/03/2009 13:29:18  Call 7409 queued  Brigitte
I Call Deleted  31/03/2009 15:04:03  Call 7409 Deleted  Brigitte
@Nute 26/08/2009 12:49:33  HNote 1005
}Ducument 26/08/2009 12:50:38  Blank.ini 1005
« o
Add Hntel Attach... Eilters<<| Close
Event Time
|<N0t Active> j Date Time
from [31 73 2005 1102
Operator rom 13173 f2009 |11:02
- To I :
|<N0t Actives j 2608 f2000 |12:52

Event Text

|<N0tActive> j Beset\.’atuesl FilterEventsl

e To display selected information only, click the ‘Filter’ button and enter the
required search criteria into the Event, Operator ID and Event Text fields.

e Todisplay all information again, click the Reset Values tab.
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Selected CRM History events and unused CRM prefixes can be deleted in the CRM
editor of the Synthesys Dialler Platform.

CRM History Cleanup

To clean up CRM history events:

o Expand the More Tools & option of the CRM toolbar.

e Click the

History Cleanup )

icon.

In the CRM History Cleanup dialog select the CRM prefixes, the date range and the

specific history events that you wish to delete.

£, CRM History CleanUp x|

Prefix

7] Apamz [T Btoo [T eee Cler

7] AITEN [ClEzrros [JJeFiLE2 [Cler708

] aTENZ [Tl Baera [ZleFsqr [CleroTg

(7] AITENZ [ Cleazzsz [ClereTST

] anT ClBcad CleHELPL [Tl BRFILE

] &PPLE [ClecasT ] Baarsg "l BRFLAT

2] AUt Clecrm [Cleiasct [ClerEsar

1 autoz 7] BeRmMIM Cleos ERIET
. ol
After Before

||7 August 09, 2006 D606 j ||7 Bugust 10, 2006 06:06 j

Event Types

D Bulk OB D Customer Details altered D Mote

D CallDeleted D Customer Structure Altered D OJB Call

D CallQueued D Zustomer Structure Created D /B Zall Failed

D CalRescheduled D Document D ©OBManager Chang
D Callscheduled D I/B Call D Ophssigned

D CallSlept IJ8 Call Failed D Predictive Dialler
D Calunslept D Import Custamer D Runner Dial

D Customer Deleted D Mew Custamer Created D 501 Queue Result
1| | 2l

Delete Events I Cancel I
Prefix In the CRM History Cleanup dialog, tick the CRM prefixes, for the

history events to be deleted.

After / Before

deleted.

Event Types

CRM prefixes.

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

Tick each event that you want to delete from the history of the selected

Click the Delete Events button to delete the selected history events or Cancel to close

the CRM History Cleanup dialog without deleting any history events.
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CRM Delete Prefix

To delete CRM prefixes:

e Expand the More Tools P option of the CRM toolbar.

e Click the Delete Prefixes Il icon.

g
el

Noetica

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

CRM prefixes that you wish to delete.

.ﬂ,; CRM Delete Prefizes x|

Select CRM Prefix(es)

[ClappLE [l Brsqr [ClBRZZS i
[ auto 7 pazasz [CleTw [
Clautoz [T BHELP1 [T BRIaN [Clciots [
Fletoo 7 eanFsg [7) BrIanz [T cz059 [
[ClBzr708 [Tl Bansar [7] BrMaME [7] czo50E [
Cle3zz7a Cleos [T BrRHoE ["]czos9c [
ClBaDR Clep [T BRSCHE [T] czosow [
ClBcas [Cler708 BRTIE CZ307 [
[ClBcadr [l BROTO [ClerTIES Ecaﬂn i
ClBcrm [C18rRETST Clerzz1 [Clcors [
[Tl BcrrIm [Tl BRFILE [Clerzzz [Clcait i
Cleee [C1BrRFLAT [ClBrzzs [Cleattt [
[Tl BFILEZ [T BRFSGI [Tl erzz4 [Tl cad4c4 i
N B il

Delete PreFix(es)I

Cancel |

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

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

Synthesys.Net: CRM & Outbound

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

A message will be displayed informing you that the CRM must be removed from
the campaign first, before you can delete the prefix.
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OUTBOUND WIZARD

Creating a new CRM

ff‘tustnmer Designer

=10 =l
=&
(=123 Customer Details
[id] Customer ID
~JE Title
B CTE—
[ Sumame 5
Telephone Praperty typ
% Srest " Test  Name " Enumeration
ET
8 Pzgzme £ Number " Telephone C DatekTime
-[8] Country  Yes/Mo £ Canfral  Group
[ Mew
Property name: Size 'TI
Ermail an =
=

‘ Save s, " Save || Cancel

Adding an Outbound List & selecting a Team

Dutbound Setup Wizard - Step 4

€ SYNTHESYS

Outbound Campaign x|

*® fizard
Mame: INew OBCampaign B e
W Fredictive
Team: = §f <Elobal= * M

R GRIGITTE

il Hybrid Wity
'ﬁ Microsoft _I

() Mondial Jid

OK I Cancel |

< Back | Iext > | Cancel | Help
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OUTBOUND WIZARD

The Outbound Setup Wizard is used to:

e Create new accounts, campaigns, CRM tables and Outbound lists
o Edit existing CRM tables and Outbound list settings

e Link an Outbound list to an associated Synthesys webflow

The Outbound Setup Wizard provides a steps-by-step guide through the various
stages required.

Outbound Setup Wizard - Step 1 x|

ﬂ Welcome to Outbound Setup Wizard

>

Cancel Help

e To navigate to the next page of the wizard, use the Next> button, to move
back to the previous page use the <Back button.

¢ To abandon an action without saving the changes, click Cancel.

CRM (Customer Relationship Management) tables will hold the customer
data, allowing access to customer profiles and histories and to enable
Outbound calling.

The Call lists of customers to be phoned are created and managed in the
Outbound module of the Synthesys Dialler Platform.
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Creating or Selecting Accounts
To create or access an account:

e Open Synthesys Management by clicking on the Synthesys Workspace
Management icon on your desktop.

e Select the Applications tab and in the Launch Applications screen select
Outbound Wizard.

e Inthe Outbound Wizard click Next> to move to page 2 of the wizard.

The Select an Account screen displays a list of all accounts set up in the Synthesys
Dialler Platform.

Outbound Setup Wizard - Step 2 x|

ﬂ SYNTHESYS
P Qutbound Setup Wizard

Select an Account

----- e Erigitte Training
----- fB BRTest

e DemonstrationandT rainingS cripts
B iostest

----- e joetestp

B Microzoft

< Back I Hezt> | Cancel | Help |

e To edit a CRM for an existing account, select the account where the CRM
is stored and move to the next page of the wizard.

e To create a new account, click the New button and enter the details for
the new account into the New Account dialog.

Mew Account
Account Mame: IBrigitte Training Prrefis: IBTH . P i
The Prefix must be unique and contain

stz el three characters. It is used to identify all

- onns Hil . .
55 |Clapham Junction data held against the account in the

Lenden database.

Postcode:lm

Main Contact IDanny Sirger Telephaone: |D2D F3268500

Other Eontact:l Telephone: I

Fax |0208013515 eMal: [enquiies@nostica.com The Account Name, Prefix and Account

Manager fields are compulsory and must
be completed.

World Wwide "Web: Iwww.noetica.com

Accourt Manager: IB'iQiNB Feimer 'I |mvinice ID:I
Ok I Cancel |

Click OK to save the details and move to the Next> page of the Outbound wizard.
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Adding or Selecting CRM Campaigns

Step 3 of the Outbound Setup wizard displays a list of all CRM campaigns that have
been set up under the selected account.

¢ To modify an existing CRM click the Modify button. You can then add,
modify or delete CRM fields in the CRM Designer dialog. Please see next
page for more information.

e To create a new CRM table click the New button and enter the required
details.

Entering details for a new CRM campaign

e Add the prefix for the new CRM table into the CRM Prefix field. The prefix
can contain up to six characters. In our example: ‘BRCITY".

e Enter a name for the CRM campaign into the Name field. The name should
reflect the name of the account or webflow for which the CRM is created.

Outbound Setup Wi {- x|
S Y N T H E S Y S The CRM prefix must be
ﬂ unique as it is used to
New Callflow | xINizard identify the customer data
s CRM Prafis held in this CRM in the
[Brioite Trairing BRCITY database.
Frefix: M arme: prE
|BTH ||35 IEit_l,lBreaks
Directory: M

IScripts\BTH\DE

Auto Archive [days] ISD
Auto Purge [daps) ISD

Ok I Cancel |
< Back | Mext » | Cancel | Help |

The default Auto Archive and Auto Purge settings do not need to be changed, as they are not
used in the current version of the Synthesys Dialler Platform.

Click OK to open the Customer Designer, where you add the required CRM fields.

Adding and Modifying CRM Fields

Adding new CRM Fields
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To add new fields to your CRM table:
e Double click New in the tree structure on the left-hand side.
¢ Inthe ‘New’ window subsequently displayed tick the required property type

(i.e. Telephone, if the field is to capture a telephone number or email
address) and enter an appropriate name for the field.

#- Customer Designer 1 =]
=&
=23 Customer Details
il Customer ID
~JE Title
~JE FirstM ame
~JE Sumame
~[El Home
New ...
— Property typ
 Teut " Name " Enumeration
 Number ' Telephone " Date&Time .
i Yes/Mo = Contral " Group Use a Telephone f|e|d to
~Propery name S o] capture the customer’s
IW’DIH ’]JD ;‘ ’ml telephone number tO
enable CTI Auto Search.

| Save Az " Save || Cancel I

Having added all required fields, click Save to save your CRM table.

Modifying existing CRM Fields

e Torename a CRM field, right click and highlight the existing name and type
in the new name.

e To delete an existing CRM field, select the field and press Delete on the
keyboard.

When saving, click YES to ‘Are you sure you want to modify customer
structure’.

The CRM Runner message subsequently displayed reminds users to configure
the control in the CRM Properties page in the CRM editor if they wish to add or
modify customer details using the CRM editor.

Move to the next page of the Outbound Wizard, to select or add an Outbound list for
the selected CRM.
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Adding or Selecting Outbound Lists
In the Select an Outbound Campaign screen, you can select an existing Outbound list
or add a new Outbound list for the selected CRM.

e To edit the settings of an existing Outbound list, click the Modify button.
Please see next page for more information.

e To add a new Outbound list, click the New button and enter the required
details.

Entering details for a new Outbound List
e Add the name for the new Outbound list into the Name field.
e To set up a predictive Outbound list, tick the Predictive check box.

¢ If you wish to assign the Outbound list to a team, select the relevant team.

Dutbound Setup Wizard - Step x|

S SYNTHESYS

‘ Dutbound Campaign ' x|

Marme: I Mew OBCampaign

¥ Predictive

e =il <Giobal> R R

i ERIGITTE

i Hvbrid et

iy Microsoft
- iy Microsaftz

------ iy rodialloe

i Mondial ;I

(o4 I Zancel |

< Back | [ewt > | Cancel | Help |

New Outbound lists will be activated immediately by default, with the Active
Times being set to Office hours: 09:00 to 17:30.
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Setting Advanced Options for Outbound Lists

In the Outbound List Properties dialog:

g
el

Noetica

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

window.

e Set Maximum lateness to specify the time range in which rescheduled calls will

be re-presented to the agents.

e For predictive Outbound lists you can also specify the maximum level of nuisance

calls in %.

Outbound List Advanced Options

b axirmum latenezz: IEI Dayz IEI Howrs |30

b aimum Muizance calls [Z]: |3 b

Ming

Additional Options I OperatarBias

Ifalse

Overdial factor:

Wfeb flows:

Cancel |

e Over dial factor: Moving the slider (default setting 100%), the amount of over dial

for predictive OB campaigns can be increased or decreased.

Please see next page for information about additional available Outbound property

settings, available via the Additional Options drop down menu.

Synthesys.Net: CRM & Outbound
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Additional Advanced Outbound List Options

Available Options

Use

CallBackMaxDaysFromListEnd

CallBackMaxDaysFromToday

CallBackActiveTimesOnly

DedupeQueueOnTelephone

Dial Preference

Dial Prefix

Dial Order

Idle Timeout

MaximumNextCallLateness

Synthesys.Net: CRM & Outbound

Enter the number of days for which call-backs can be
rescheduled at run time, AFTER a campaign has expired (the
Date Time the agent selects is compared to ‘campaign end
date' +N). If agents select a later date, a message showing
the latest possible date (YYYY/MM/DD) for selection is
displayed.

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

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

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

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

An appropriate dial prefix can be entered (eg 9 to dial out).

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

Idle Timeout is used to automatically pop preview Outbound
lists and rescheduled calls to your agent’s workstation. To
enable Idle Timeout, specify in seconds (i.e. 15), the
automatic screen pop of the next preview record. By default,
no Idle Timeout is set and agents need to click the Get Next
Record icon at run time to request the next preview call.

Specify in minutes the maximum lateness by which calls
requested via the Call Diary (Call Next) should be presented
to the agent, before they will be recycled as missed latest
time.
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Use

MinCallsBeforePredictive

Operator Bias

Priority Order

Rescheduled Flags

Use do not call list

UseMaxLatenessOnSleeping

Recording

RecordingAgent
RecordingCustomer

MusicOnHold

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

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

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

Enter C.L.A and/ or P to determine how the Reschedule dialog
is presented to agents when aborting preview or predictive
outbound calls.

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

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

The Recording options are available when using the Synthesys
Voice Platform. Select Recoding and enter the word True, to
record the conversation of both the agent and the customer.

Select and set RecordingAgent to True, to create a recording
file for the conversation of the agent.

Select and set RecordingCustomer to True, to create a
recording file for the conversation of the customer.

To play music when the caller is put on hold, enter the name of
the WAV file to be used, i.e. CypressGoats.wav. The WAV file
selected has to be stored in the Synthesys Voice Platform WAV
folder.

To return to the Outbound List Properties dialog, click OK.

For more information about Rescheduled Flags, please see the section ‘Outbound
Management - Reschedule Flags’.

Synthesys.Net: CRM & Outbound
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OUTBOUND MANAGEMENT

Creating Call Lists

Synthesys - Outbound Manager [_ [O]x]
Fle Edt View Help
D BB S| ® 43
IS 4l Accounts D Custarmer ID_| Outbound List [ Feetry Time [ Times Called [ agent 10
#| ff} DemonstrationandTrainingScripts . B ELECT_IS CBout nfa o none
-6 Telebusiness Callflows B: ELECT 2 CBout ra o none
. ElectroBuy .E ELECT 3 CBout nfa i none
4. ElectroCB B ELECT ¢ CBout ra 0 rone
gl CBout Bu ELECT 5 CBout nfa 0 none
& &E‘:cmhmt 14 ELECT & CBout 2009-08-13 17:16 0 rone
jigH ELECT_8 CBaut 20090813 17:16 0 none
=212 ELECT 6 CBout 2009-08-12 17:57 0 none
=213 ELECT_7 CBaut 20090812 17:57 0 none
1 ELECT_1 CBout nja 1 none
£z ELECT_I0  CBout nja 1 nane
s ELECT_11 CBout nja 1 none
=25 ELECT_12  CBout nja ] nane
s ELECT_13  CBout nja 0 none
Be ELECT_14  CBout nja ] nane
18 ELECT_1 CBout 20010621 12:05 1 1000
:5 17 ELECT_10 CBiout nfa a nong
4] | |
Middle of the Quene. Hit page down For more records [17 Queue Items. v

View Call Statistics

DBList St.

ales Survey

~ Hueue ltems
E Dane:

B Queed
@ Scheduled:
& Abtention:
B Mever Call
=2 Running:
=& Sleeping

? ‘wiong Mo:
’h Unobtainable:
BEE,

-+ FD Running:

[ Recyeling
Complete:

= T = e = = = S e = Y

Tatal: 15

- Shucture
Accounts: 20
Campaigns: 29
CRM 28
Outbound Lists: 37
Aitive: A
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OUTBOUND

The Outbound Manager

Once a campaign has been assigned CRM (Customer Relationship Management) you
can add the required Outbound lists.

As part of setting up the Outbound list, you specify the date and time frame during
which the call should be taken, assign a priority to the Outbound list and create your
call list, queuing all customers to be contacted.

In the advanced properties dialog of the Outbound list you then specify the name of
the server and the Synthesys webflow that is to be used with the CRM campaign.

Noetica Predictive Dialler

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

The Predictive Dialler thus knows, when agents are about to become free and it uses
this information to calculate the number of calls to dial and to place in a queue for the
agents to respond to.

Selective Queuing Import (“SQI”)

The Selective Queuing Import (“SQI”) utility allows the user to import, update and
gueue customer records from an external database, using the existing Synthesys CRM
and Outbound mechanisms. The SQI Wizard provides a guide through the various
steps of setting up a Selective Queuing Import.

Synthesys Scripted Call Recycling
Using Synthesys Scripted Call Recycling, simple and complex recycling rules can be
created. Using branching and a range of icons in a Recycling script the type of action

to be taken on a call can be determined. Every recycling rule ends up in a conclusion,
specifying what should happen next to the call.
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The Outbound Manager Main Screen

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

¢ Open Synthesys Management by clicking on the Synthesys Workspace
Management icon on your desktop.

e Select the Applications tab and in the Launch Applications screen select
Outbound.

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

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

5 Synthesys - Dutbound Manager H=] 3
File Edit Wew Help
DeH tER &7 4 i
@ Al Accounts (o] | Customer 1D | Outbound Lisk | Retry Time | Times Called | Agent ID
e DemonstrationandTrainingScripts _G 7 ELECT_1S CEauk nja il none
EI@ Telebusiness Callflows a a ELECT_2 CRout nja i} none
4. ElectraBuy LE ELECT_3 CBaut ra 0 nane
-4 ElectroCB B ELECT 4 CBout nia ) none
-y CBout A ELECT 5 CBout nfa 0 none
4. ElectroFault A 14 ELECT 8 CBaut 2009-08-1317:16 0 none
D 4l Groups @15 ELECT 9 CBout 2009-08-1317:16 0 none
2212 ELECT_6 CBout 2009-08-12 17:57 0 none
2213 ELECT_7 CBout 2009-08-12 17:57 0 none
Mt ELECT_1 CBaut ra 1 none
=z ELECT_10  CBaut nfa 1 nane
k] ELECT_11 CBaut nja 1 none
4 ELECT_12  CBaut nfa il nane
s ELECT_13  CBaut nfa il nane
B ELECT_14 CBout nja 0 none
Me ELECT_1 CBout 2001-06-21 12:05 1 1000
55-_5J 17 ELECT_10 CBouk nfa u] none
2| | |
|M\dd|e of the Queue. Hit page down For more records |1? Queue Ikems, v

A blue book next to a campaign shows that a CRM (Customer Relationship
Management) has been added to this campaign.

You can only attach an Outbound list once you have created a CRM
(Customer Relationship Management).

You need to Publish the CRM campaign to display it in the Outbound
Manager.
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ADDING PREVIEW OUTBOUND LISTS

To add a preview Outbound list:

Account and campaign details are displayed automatically.

-
ki

Noetica

e Right click on your campaign in the Outbound manager and select Add

Outbound List from the drop down menu.

Add Outbound Lisk

Add Predictive Cutbound Lisk
Add M5 Qutbound Lisk

Add EMAIL Outbound Lisk

Add List Cleaning COutbound List

Properties
Statiskics

¢ In the Outbound List Properties page now displayed, enter a nhame for

the Outbound list into the Name field.

r

Qutbound List Properties

===

Outhaund [D: |

Mame: |Sales Survey

Account 1D 139

Account; |BH AugSept

Campaign ID: [1659

Campaigr: |.J an PO test

Lo Maormal

Pricrity: L '\ '

High

Campaign Expires v Start Date:

End Date:

Ok | Canecel | Advanced...| ActiveTimes|

08/01/2M6 ~
/03206 -

If required, tick Campaign Expires and select the Start Date and End Date during

which you want to run the Outbound list.

Use the slider to assign the level of priority for the Outbound list.

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

The section Advanced Options for Outbound lists contains information about
the various settings available to customize the way OB calls are presented to

agents.

Synthesys.Net: CRM & Outbound
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ADDING PREDICTIVE OUTBOUND LISTS

To add a predictive Outbound list:

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

Add Oukbound Lisk

Add Predictive Cutbound Lisk
Add 5M35 Outbound Lisk

Add EMAIL Outbound List

Add List Cleaning ©utbound Lisk

Froperkies
Skakiskics

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

Account and campaign details are displayed automatically.

Qutbound List Properties &J

QOutbound [D: |

Mame: [5ales Survey

Account 1D: |‘I ]

Arcount: |BF| AugSept

Campaign ID: |'| 559

Canpaigr: |Jan PO test

Lo MHarmal High

Pricrity: A

Campaign Expires v Start Date: 03/01/2016 -
End D ate: 31/03/2016 ~

Ok | Cancel | ﬁdvanced...| Acti\reTimes|

If required, tick Campaign Expires and select the Start Date and End Date during
which you want to run the predictive Outbound list.

Use the slider to assign the level of priority for the Outbound list.

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

The section Advanced Options for Outbound lists contains information about
the various settings available to customize the way OB calls are presented to
agents.
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SETTING ACTIVE TIMES

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

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

o Clicking Set Office Hours will make the calls active from Monday to Friday
between 9.00am - 5.30pm.

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

e Click OK to confirm the active times for your Outbound list.

Activellilicy X To deactivate selected time periods
click your right mouse button and drag the
pointer from left to right, to the desired
time slot.

Sunday
Monday
Tuesday

HEETIOEREY To deactivate all active time periods click

I:E;Tav the ‘Clear’ button.
Saturday
| _
Key Function:
[l Inactive Period
[ Active Periad
l Recycling Time Periods &I Cemes |

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

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

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

In the Outbound List Properties dialog:

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

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

e For predictive Outbound lists you can also specify the maximum level of nuisance

calls in %.
Outbound List Advanced Options Ei |
b axirmum lateness: IIJ Days IEI Hours |20 Minz
bk axirum Muizance callz [%): |3 *
Additional Optiors | DperatarBias =l

Ifalse

Owerdial factar: 3 W

wfeb Hows: ;I

Cancel |

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

Please see next page for information about additional available Outbound property
settings, available via the Additional Options drop down menu.
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Additional Advanced Outbound List Options

Available Options

Use

Answer machine detection

AutoDialDelay

Cli to present

CLIToPresentOnTransfer

CallBackMaxDaysFromToday

CallBackActiveTimesOnly

DedupeQueueOnTelephone

Dial Preference

Dial Prefix
Dial Order

Idle Timeout

ListCleaningLinesToUse

ListCleaningSwitchToUse

MaximumNextCallLateness

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

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

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

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

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

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

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

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

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

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

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

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

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

Specify in minutes the maximum lateness by which calls requested
via the Call Diary (Call Next) should be presented to the agent,
before they will be recycled as missed latest time.
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Use

MinCallsBeforePredictive

No answer timeout

Operator Bias

Priority Order

Rescheduled Flags

RescheduleSelectDefault

Use do not call list

UseMaxLatenessOnSleeping

UseGlobalDNC

DNCScope

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

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

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

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

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

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

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

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

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

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

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

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

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

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

Call List section.
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Reschedule Flags

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

r =
Qutbound List Advanced Cptions @

M aximum lateness: |D Days |0 Howrs |1 ting

Additional Options | [FEESELFEFERE

[0
Dverdial factar: x [tTo0
| =l
| =]
ok | canesl |

Setting up Reschedule Flags

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

Flag Description

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

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

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

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

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

To view or change any of the settings if and when required:
e Click your right mouse button on the respective Outbound list.

e Select Properties from the drop down list to open the Outbound List
Properties window.

=l Repair

== OF PD Survey
O g Ba] Deactivate
Ackivate

Cueue calls
Process DolobCallLisk For this campaign now. .

Delete

Convert Campaign

Set Recycling Rules
v fuko Dial

Skakistics

Manage Quotas

Properties

e Click the Active Times button to change active time settings in Active
Times window.

o Click the Advanced button to change the settings in the Outbound List
Advanced Options window, as required.
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SETTING UP SMS OUTBOUND LISTS

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

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

y When setting up an SMS Outbound list you must ensure that the CRM for
this Outbound list includes a telephone field containing the customer’s
mobile number.

In the Outbound Manager, right click on your campaign and select SMS Outbound
List the drop down menu.

S5MS Campaigns

Outbound 10 | Enter a name for your SMS Outbound list and the
Marme | 55 outbourd name of the Sender.
Account 1D |3

Account I Erigitke Training

Zampaign 10 I g

Enter the required SMS message, including a
calculation with details captured in the CRM
fields.

Campaign | City Breaks

Sender's Mame I Moetica

Zampaign Expires N
You can cut and paste word documents into the

Message (0 Eell R s message page using Ctrl + V. The text must not
To Custame - exceed 150 characters, including the text used in
Thisis & test SMS Outbound message your calculation, which is not registered in the
Thank vou Message () count.

Moetica LI g ()

oK I Cancel Active Times |

Queuing Customers for an SMS Outbound List

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

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

automatically to all customers in the active queue, as well as to those customers where
the sleeping time has expired and action is now due.

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

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

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

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

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

In the Outbound manager, right click on your campaign and select Email Outbound
List.

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

Email Properties

The email text can

Cutbourd 10 | fnal_ Cemldtens.. | jnclude calculations of
Name [ Emal Outbound 1o Lusttlame details captured in the
Account ID |3 This is a kest outbound email CRM f|e|ds

Accounk I Erigitke Training

Campaign 10 | g

Campaign | City Breaks

From Address I training@nostica.com

Subject | Test Email OB

Campaign Expires W Start Date  |25/08/2009 'l
End Date 25082009 vl

0K I Cancel | ActiveTimesl

Queuing Customers for an Email Outbound List

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

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

to all customers in the active queue, as well as to those customers where the sleeping
time has expired and action is now due.

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

To use Email Outbound lists as part of a full contact strategy you can set up
your recycling rules in the Recycling Designer. See next page for more
information.
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SMS and Email O/B & the Recycling Designer

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

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

Depending on whether you want to send an SMS or an email, select the SMS or Email
Outbound list that you have created earlier, to place the calls in the queue of the
selected campaign.

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

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

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

For more information regarding the Recycling Designer please refer to the Section:
Synthesys Call Recycling.
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OPTION MENU FOR OUTBOUND LISTS

When you right click on an Outbound list, the drop down menu displays a range of
options available. The options will be described in more details in the following
sections.

=l Repair

Le=8 OB Survey

Deackivake

QB PD Survey

Cuene calls

Process DoMotCallLisk For this campaign now. .,

Delete

Convert Carmpaign
Set Recvcling Rules

Auko Dial
Skatiskics
Manage Quokas
Properties

Option

Activate / Deactivate

Queue calls

Process DoNotCallList
for this campaign now

Delete

Convert Campaign

Set Recycling Rules

Auto Dial
Statistics

Manage Quotas

Properties

Uses To

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

Place customers to be called into the Outbound list.

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

Delete a selected preview or predictive Outbound list.

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

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

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

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

Access account and campaign information.
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Activating and Deactivating Outbound Lists

You can make Outbound lists active or inactive at any time, as required.

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

Ared arrow displayed with the Outbound list icon shows that the Outbound list attached
is active.

Elﬁ Repair
. .= OB PD Survey Deactivated Predictive Outbound list
B Survey Active Preview Outbound list

Deactivate

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

Delete

Convert Campaign
Set Recycling Rules
Auko Dial

Statistics

[Manage Quokas
Properties

Deleting Outbound Lists

If there are calls queued for the Outbound list that you wish to delete, a message will
be displayed informing you that with deleting the O/B list you will automatically also
delete the queued items associated.

e To delete an Outbound list, select Delete from the drop down menu.

o Click “Yes’ to the message displayed, to delete the Outbound list and
associated queued calls.

=l Repair

(5] OB PD Survey
L= OB Survey

Deactivate

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

Convert Campaign
Set Recycling Rules
Auko Dial

Statistics

Manage Quaokas
Properties
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Converting Outbound Lists

You can convert a preview Outbound list to a predictive Outbound list or a predictive
Outbound list to a preview Outbound list, using the Convert option of the drop down
menu.

=]~ Repair
. fEj OBPDSurvey  Predictive Outbound list
OB Survey Preview Outbound list

Deactivate

Ackivate

Queve calls

Process DollotCallList far this campaign now...

Delete

Conwert Campaign

Set Recycling Rules
Auto Dial

Statistics

Manage Guotas
Properties

If the Preview O/B list that is to be changed to Predictive O/B list contains more than one
telephone number, the type of number to be dialled by the predictive dialler has to be selected
from the Telephone window displayed.

The CRH far this Dutbound Campaign has more than ane
Telephone property. Please select which one you want to
use from the list below.

| Mobile 4|
Home TeIeEhone
Wwork Telephone
()3 I Cancel |
Auto Dial

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

When an Outbound call is aborted in Take Calls selecting ‘Answerphone’, ‘Busy’ or
‘No Answer’ a [z2 sleeping icon will be displayed next to that call in the Outbound
Manager.

To adjust the sleeping (recycling) periods for individual Outbound lists, right click on
the relevant O/B list and select Set Recycling Rule from the drop down menu to display
the Recycling Settings window.

Sy pee : = Set Recycling Periods

— Mo answer zleep period
Days rlours Hinutes To adjust the sleeping period, select the aborted type
g [ [0 ] ping p , yp

outcome and adjust the settings to the desired
number of days, hours and minutes.

—anzwerphone sleep period

Diaps Haurs Minutes When the time is up the call will join the live queue,
= [+ o= displaying a green traffic light.
— Busy sleep period
Dayz Haurs Minutes
= I = I =
—MLC sleep period
Daps Hours Minutes . .
Fd e 0o Call before attention: allows you to specify how

often a call will be placed back into the queue after
an unsuccessful attempt to contact a customer,
Calls before attention: [5 =] before it is brought to the attention of the call centre

supervisor.
Cancel |

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

For more information, see Section: Synthesys Call Recycling.
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Viewing Account and Campaign Properties
To view account, campaign or Outbound list properties highlight and click the right
mouse button on the account, campaign or Outbound list name.

Next select Properties to display the appropriate window. In our example we have
opened the Account properties window.

Account properties x|

— General

Account Mame: Brigitte
Account |D: 8 Frefi«: ERI

Account bManager:

— Contents

B campaigns. 2 CRM enabled.

4 queue items in 1 outbound campaign.

Cancel I

Displayed is General information, such as the Account Name and ID and a Contents
section with campaign information:

e There are 6 campaigns for the account.

e 2 campaigns have been assigned Customer Relationship Management.

e 1 Outbound list with 4 calls placed in the queue.
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The Do Not Call List feature is used to remove people from individual Call lists in the
Outbound Manager, should they have requested to be removed by calling, for
example, the Customer Preference Service or an In-house Complaints department.

The contact numbers of persons to be removed will have to be added by the client,
into the Telephone field of the PHOENIX DoNotCallList table on the Synthesys

server.

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

Enabling the UseDoNotCallList feature

¢ In the Outbound manager, select and right click on the Outbound list for
which you want to enable the Do Not Call List feature and choose

Properties.

e In the Properties window, click the Advanced button and select
UseDoNotCallList from the Additional Options drop down menu.

[ MiContact Center Outbound - Outbound Manager

File Edit View Help
? 21 i

D All Accounts - |

Customer...

Outbound List | Retry Time

Times Cal..

AgentID | Agent Name

Telephone

B 2aaMattTest
B ABLPD Test

B AN Test Centre
B Alistair Testing
@ Allianz

@ Anvato BCA

-8 BR AugSept
 BR February2013

Qutbound List Properties

B

-8 BRPD PerformanceTest
{8 BR PD Regression Testl
-8 BRPD Testing
@ Brentford Dry Docks
- Brightside
@ Brigitte Declanuary2015
-8 Brigitte FebMarch2014
@ Brigitte JanApr2016
-4, BR2016 test

5 BRDBSQI

(9 BR SchedDB

(e Sales Survey
& BRQAWin2
@ Brigitte Oct2011
(@ Brigitte Telebusiness
@ Brigitte Test2011
B Brigittelzn2012
@ Bull
B Camelia test

B cosedSi

B cEvaA

-8 Chase Response CSAT
 ChrisTest

-8 DAFInbound Applications
) DAF Outbound =llic

Outbound |3 |1655

Marne:
Account D |164

Account

Sales Survey

Eigite JanApi2iiE

CampaignD: [1831
R 2

Campaigr:

Low

Pricry:

Campaign Expires [

Cutbound List Advanced Options.

B

Masimum lateness: [0 Days [15

Additional Dptions

Use do not calllist

Tie

Overdial factor

Tirne Zane:

Hours [4 Mins

o - i
[UTC) Dubin, Edinburgh, Lishan, Lan v

T

End of Queue. Hit page up for more records
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¢ Addthe word TRUE and click OK, to enable the UseDoNotCallList feature.

Outbound List Advanced Options
I aimuim lateness: ID Daps ID Hours ISD Hing
Addtional Options [ Use da nat call st =l
[ To disable the UseDoNotCallList feature,

add the word FALSE, then click OK.

Overdial factor: " |1 oo

Weh fows: I j

oK I Cancel |

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

Process DoNotCallList for this Campaign now

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

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

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

3 Synthesys - Dutbound Manager o ] 9]

File Edit ¥ew Help

Ded| tE2R|&|F 43

@ Al Accounts ]I | Customer ID | Outbourd Campaign [ Retry Time | Times Caled [ agert 1o

-6 AN Test Centre B z0424... ERFlat_7 Ties B nfa 0 nong

B-f5 Arvato BCA B z0424... ERFlat_3 Ties OF nfa i Hone

BB Erigitte JuyDs B 20424... ERFlat_2 Ties OB nia 0 nane

1 Brighte Marchos B z0424... ERFlat_4 Ties OB nia 0 none
T4 Ties OB B z0424.. BRFlat_10  Ties OB nfa 0 none

i After 2702 2008 B 20424, BRFat_11  Ties OB nia o none

0@ Br"; ? Deactivate Hat 12 Ties OB 2008-02-29 1115 0 1035

B Brighta s Activats Flat 13 Ties OB 2008-02-23 11115 0 1035

- Brigtte) Queue calls Flat_14  Ties OB 2008-02-28 11:15 10 1035

R  Process DahotCallis: for this campaign now... [ Ties OB nfa 0 nang

&-fB BrigiteC Ties OB nfa o none

M e BR.Jannd Ties OB nfa a none

-8 Eull Conwert Campaign Flat_3 Ties OB nfa 1] none

B Camela get Recycling Rules

#-fB DAFInb o auke Dial

&l e DAFOQUE  opatistics

- duza Manage Quotas

#-ff Demonst Fee

G- Elliot

-8 Gareth

@ Gareth Testing

-8 Garethz

- Highway

6B jaros

@ Jocml =]l | i

[Middle oF the OuURtE. Hif nane down For more rechrds 12 auene items 4

Selecting Process DoNotCallList for this Campaign will run the check process
immediately.
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OUTBOUND GROUPS

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

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

e an Outbound list
e an Outbound Group, itself containing one or more Outbound lists

e a combination of several of these

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

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

All Groups

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

Colour Displays

Active Preview Group
Inactive Preview Group

]ﬁ AD Loan Activg Predicftivg Group
Inactive Predictive Group

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

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

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

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

e Set your Active times for the outbound group.

Outbound Group X
Outbound Group 1D {575
A ] Qutbound Group Advanced EEE——
b To set the Maximum Nuisance
5 : i % call
Pror  Mairum Nuisarice calls (2} [ & rate (%) click the Advanced tab.
OB G El Set the Active times for the group
Ok I Cancel | 3| via the Active Times button.

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

Advanced Options for Predictive OB Groups

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

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

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

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

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

e Setthe Active times for the outbound group.

Cutbound Group Properties - Preview Active Iﬁ

Cutbound Group 1D |1 F94

Outbound Group Mame |BH JurneT est

Tick Campaign Expires to specify a

Law Narmal High Start and End Date for the group.

Priarity: "

0B Group Expires [ 08062015 Set the Active times for the group

via the Active Times button.
10/06/2015
(] | Cancel | Advanced... | Active Times|

Advanced Options for Preview OB Groups

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

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

By default, no Idle Timeout is set, agents need to click the Get
Next Record icon at run time to request the next preview call.
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Outbound Group Context Menu
Right click on an Outbound Group to bring up the context menu.
Add Outbound List

Only Dial From Active Lists

Deactivate

Activate
Delete

Cenvert Outbound Group
Auto Dial
Statistics

Properties

The following options are available:

Option Used To
Add Outbound List Add an existing Outbound list to your Outbound group.
Only Dial From Active Lists  Uses campaign level values, rather than group level values.

If the option is ticked, records will only be dialled from
active/ non expired outbound lists.

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

phoenix_obgroups. This does not delete interior campaigns.

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

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

Statistics Bring up combined statistics for contained campaigns.

Properties Open the Outbound group properties dialog.
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To add an Outbound list to your group:
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¢ Right click on the group and select Add Outbound list from the drop down

menu.

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

Move To Outbound List B3

Please, Select Destination Oukbound List with Customer Prefisx;

N Al Accounts
B Alianz
@ Brigitte Example
B 88 Erigitte Training
Ay City Breaks
] g Express Loan
ER Loan
iDifLoan OB
] 4 Sales Survey
Sales Survey
e DemonstrationandTrainingScripts
8 Emmanuel
8B emmaruel
joetest

i jostestp
1 B Micrnen Fr

HEHE
=

-

I BRLOAN

— Jelected Item:
Account I0:
Account:

Campaign I0:

[

Zampaign:
CBList ID:

CEBLisk:
Customer Prefix:

3

15
Express Loan
63

BRLOAN

Erigitke Training

Loan OB

Cancel |

e Locate and select the desired Outbound list.

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

To close the Select Outbound List dialog, without adding an Outbound list click the

Cancel button.
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Context Menu of Outbound lists within Group

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

Deactivate
Activate
Queue calls

Remaove from group

Corsert Carnpaign

Set Recycling Rules
v Ak Dial

Statistics

\Weighting

Properties

The following options are available:

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

call list in the Outbound Manager.
Remove from group Remove an Outbound list from an Outbound Group.

Convert Campaign Convert preview Outbound lists to predictive Outbound
lists or vice versa

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

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

Statistics View statistical information of queued calls.
Weighting Invoke the weighting dialog, where you can set the ratio
of calls the Dialler should present from selected

Outbound call lists.

Properties Access Account & Campaign information.

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

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

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

Outbound List Weighting

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

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

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

Outbound Campaign "n'nl'f_'irl_:|hl:inf:I x|

Cuthound Campaign Weighting in the Group

o1 2 3 4 5 & ¥ & 9 10

| Ik I Cancel

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

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

For agents to be able to take calls on an Outbound Group, the Outbound group
has to be activated and Active Times must have been set for the Outbound
group. If the option ‘Use Campaign Properties’ is ticked, the Outbound lists
assigned to the group also have to be activated and set to active times.
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INTRODUCTION

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

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

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

Each Outbound list has a default Recycling script attached, which will serve as a useful
starter to help customers generate their own scripts.

Launching the Call Recycler

To launch the Synthesys Call Recycling Designer, right click on your Outbound list and
select ‘Set Recycling Rules’ from the drop down menu.

Active Times

The only available Time Periods that can be selected in the Time Period window of the
Recycling Designer are those that have been set to ‘Active’ in the ‘Active Times’
window when setting up your Outbound list.

Multiple Telephone Numbers

When queuing customers, ensure that the telephone number that you select as the

first number for contacting a customer, is the same, as the number on which you want
to start off your recycling rules.
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THE RECYCLING DESIGNER

To launch the Synthesys Call Recycling Designer

¢ Open Synthesys Management by clicking on the Synthesys Workspace
Management icon on your desktop.

e Select the Applications tab and in the Launch Applications screen select
Outbound.

¢ Right click on your Outbound list and select Set Recycling Rules from the
drop down menu.

The Synthesys Call Recycling Designer has a default Recycling script attached. Users
can edit the recycling rules of the default Flow to meet particular requirements or
design a totally new Recycling script.
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The following sections describe each of the elements indicated above.
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The Menu Bar

The Menu Bar at the top of the Recycling Designer Screen provides access to a series
of menu options via four pull down menus.

File Pull Down Menu

Menu Option Used To

New Create a new Recycling Script

Save Save and Release the Recycling Rules

Copy Script Copy the currently opened Recycling script to a destination
Outbound list

Exit Close the Recycling Designer and return to the Outbound

Manager Screen.

View Pull Down Menu

Menu Option Used To

Toolbar Hide or display the Toolbar. A tick next to this option indicates that
the Toolbar is currently visible.
Status Bar Hide or display the Status Bar. A tick next to this option indicates

that the Status Bar is currently visible.

Time Period Pull Down Menu

Menu Option Used To

Edit Open the Time Period window to add, edit or delete time periods.

Help Pull Down Menu

Menu Option Used To

About Recycling Display version details of the Synthesys Call Recycling Designer
Designer you are running.
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THE TOOLBARS

The Synthesys Call Recycling Designer has two toolbars.
e The Standard Toolbar
e The Recycling Toolbar
When you first access the Synthesys Call Recycling Designer, the Standard Toolbar

is positioned directly below the Menu Bar and the Recycling Toolbar is positioned on
top of the Design Area.

The toolbars can be placed anywhere in the Synthesys Call Recycling Designer. They can be
positioned at the top, bottom, or to the left or right of the Design Area. Alternatively, they can
be placed on top of the Design Area as a floating toolbar.

The Standard Toolbar

The Standard Toolbar is positioned directly below the Menu Bar on the Recycling
Designer Screen:

DE[#?
Option Used To
0 Start a new Recycling Script.
= Save and Release the currently displayed Recycling Script.
B Open the Time Period window to select or create time periods.
B Display information about the version of the Recycling Designer.
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The Recycling Toolbar

The Recycling Toolbar lets you build Recycling Rules quickly and easily.

NO2H QG NR-0QBEHO2F

Activate the selection tool.
Change the Telephone Number to call.

Tie to Agent, to ensure that the agent who took this call will get the call when
it is recycled.

Untie from Agent, to allow any agent to take this call when it is recycled.
Add a New Decision to enable Branching on different criteria and events.
Change state to Attention.

Change state to Unobtainable.

a8 2av

. Sleep the call, for example, sleep a ‘busy’ call for ten minutes

Queue the call to this campaign, with the number of times called remaining
unchanged.

i

Re-gueue to this campaign but set the original call to ‘Finish’ and queue as a
new call, with the number of times called being set to zero (0).

&

Change Campaign, will gueue the call to a new campaign and marks the call
as ‘Finish’ in the original campaign.

i

Change Campaign and Sleep will queue the call as a sleeping call to a new
campaign and marks the call as Finish in the original campaign.

i

,:,9 Retime (sleep) the call for a particular time band, as set in the Time Period

= Menu. The time band requires the call to have been dialled either by the PD
or manually in Take Calls pressing the Dial button, unless ‘Auto dial’ is ticked
in the Outbound Manager.

@ Never Call, shows a list of all clients that do not wish to be contacted again.

> Wrong Number, refers to an incorrect number associated with a client to be
called.

» Change state to Strategy Complete. Thus the call is not processed through
; any other recycling rule and is marked as ‘Finished’.
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DEFAULT RECYCLING RULES

When opening the Synthesys Call Recycling window, the default Recycling script is
displayed.

Syl beesys Call Recycling,

v —p g Y !
R by
H ™ s

N2ORNNBLOE L G RpYAy

The recycling rules of the default Recycling script are explained in the next section.
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Decisions and Branches in the Default Script

‘Result’ Decisions 1& 2

If a call is aborted, we have assigned specific outcomes into our Default script.

Aborted Type Outcome

Never Call D Never call

Unobtainable & Faxtone % Unobtainable

Wrong & Invalid Number 2 Wrong Number

Missed latest time period & Untie from agent and Sleep for 1min
Other * Attention

Busy Sleep for 30min

No Answer Sleep for 4hours

Answerphone “ Sleep for 24hours

Nuisance Call i

Sleep for 3 days

The branches that we have created reflect these call outcomes and contain the
appropriate ‘if...." condition.

Define Branching -:::3:: [
PN Call Recycling
Setup decision branching using the tree window below,
- B Defauit Bl =W ch
ElB Mever Call M
equal to Hevercal
... = Add Coniion
ElB Unabtainable Delete Condition
M... equaltoFaxone
... =qualto Unottairable
ElB “wiong Number
lf___ equal to Wrang number
-lf". equal to Invalid number
[=]- B Missed Latest Time e
lf___ equal to Missed latest time period
o &
aK

Result Branch 1

For each of the required Outcomes we then have placed the relevant Conclusion icon
at the end of the branch.
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‘Times Called’ Decision and Branch

Calls in our default script will go to ‘Strategy Complete’, if a number has been dialled
five times or more, without reaching the customer.

We have picked up a ‘New Decision’ @ and placed it after the traffic lights, to display
the ‘Select the value...” window.

From the options available, we have selected ‘Total number of times called’, then
clicked OK.

Select the value upon which the decision is based

q SYNTHESYS

Ca!/ Recycling
Times Called Mizcelansous
% Tatal number of times called " Last call result
" Tatal number of times called on the last number " Time perod of the last call
7 Tatal number of times called on & named number " Last number dialled

Time gince queued

Times Called in a Time Period i 1 ,
Time since firet called

" Total number of times called in a time period

" Total number of times called in a time period on the: last numt

~
~

" |s tied to an agent
" CRM Data

~

" Tatal number of times called in a time period on a named nun e
Pricrity

Cancel

Double clicking on the Decision point opens the Define Branching window, where we
have selected the ‘New Branch’ button to create a New Branch, called ‘5+’.

Next, we clicked ‘Add Condition’ and selected ‘Greater Than or Equal to 5’ from the
respective lists.

Setup decision branching wsing the tree window below.

=] m Tatal number of times called Hew Branch
B Diefault Delste Branch
E‘E 5
B Add Condition
|f_ s Greater Thanor Equalto 5 S

We then dropped the ‘Strategy Complete’ F' icon at the end of the branch.
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DESIGNING A NEW RECYCLING SCRIPT

To design a new Recycling script, go to File — New on the Menu Bar.

Alternatively click the ‘new page’ O icon on the Standard toolbar to display a new
Recycling Flow.

Gynthesys Call Recycling
P Yo Tirw Perice el
O & %

&
I

D BpRAE

=

s B R-R Bl TeY -

Enady LA

The Call Recycling Flow that we will design is based on the following Scenario:
e Calls aborted with ‘Never Call’, ‘Number Unobtainable or Faxtone’, ‘Wrong
Number’ or ‘Other’ should go to the respective conclusion flags.
e Customers initially are to be called on their work number.
e Ifthey can’t be reached by the third call attempt, we phone their mobile number.

e If customers still have not been contacted after phoning their mobile number 3
times, we get the agents on the evening shift to call their home number.

e If still no contact has been established after trying the home number twice, we will
no longer attempt to contact that customer.

e Calls with a status of ‘Busy’, ‘No Answer’, ‘Answer Phone’ or ‘Nuisance Calls’
should go to a conclusion with a Sleep time of one-hour.

NOTE: If you have multiple telephone numbers in your CRM, ensure that you select the
correct number as the first telephone number on which to contact the customer, when
queuing calls. In our Scenario, this should be the ‘Work’ number.
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Result Branch ‘Aborted Types’

To create a recycling Flow according to the specified requirements, we firstly need to
create a New Decision and associated branches for the Aborted Types.

¢ Pick up a ‘New Decision’ @ and drop it after the traffic lights to display

the ‘Select the value...’

window.

From the options available, select ‘Last Call Result’ and click OK.

r

Select the value upon which the decision is based

~

ﬂ SYNTHESYS

Times Called
(" Total number of times called
(™ Total number of times called an the last number

" Total number of times called on a named number

Times Called in a Time Period
" Total number of times called in a time period
" Total rumber of times called in a time period on the last numt

" Total number of times called in a time period on a named nun

Call Recycling

Miscellaneous

Time period of the last call
Last number dialled

Time since queued

Iz tied to an agent

~
~

~

" Time since first called
~

" CRM Data

~

Friority

]

Caneel |

e Double click on the Decision point, to open the ‘Define Branching’ window.

o Click New Branch and add a branch for each of the Aborted Types, i.e.

‘Wrong Number’,
Call’.

Define Branching

iy SYNTHESYS

> Call Recycling

Setup decision branching using the tree window below.

= E Last cal result
B Default
= B “wirong Mumber

If... =qualtoFaxtone

v lfaea EQUSI toWrong RUmber

EB Never Call

If... =qualto Nevercal

EB Unahbtainabls

o fana EOuSIto Lincbtainable

Number Unobtainable or Faxtone’,

‘Other’ and ‘Never

Next, click ‘Add Condition’ and
select the ‘Aborted Type’ for
each branch.

MNew Branch I
Delete Branch I

Add Condition I
Delete ot I

Other Conditions i . . .
B bl el syl cialie Click OK in the ‘Define
Db B e || Branching’ window to return to
i [ B the Call Recycling Screen.
MNuizance call
P o |
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Next, we need to create the decision point and associated branches for the contact

numbers.

e Pick up a ‘New Decision’ @ and drop on the Default branch, after the

‘Result’ Decision point.

¢ From the options available in the ‘Select the value...” window, select ‘Last
Number dialled’ and click OK.

Select the value upon which the decision is based

& SYNTHESYS
»s

Times Called
" Total number of times called
" Total number of times called on the last number

" Tatal number of times called on a named number

Times Called in a Time Period
7 Total number of times called in a time period
€ Total nurnber of times called in a time period on the last nurmt

" Total number of times called in a time period on a named nun

Call Recycling

Mizcelaneous
" Last cal result

" Time period of the last call

” Time since queued

" Time since first called
7 15 tied to an agent
" CRM Data

" Pricrity

o]

Cancel |

Select ‘Last Number
dialled’.

o Double click on the Decision point, click New Branch, and add a branch for
each of the telephone numbers, i.e. ‘Work Number’, Mobile Number’ and

Home Number’.

¢ Next, click ‘Add Condition’ and select the relevant telephone for each

branch.

Define Branching

& SYNTHESYS

ES ) Call Recycling

Setup decision branching using the tree window below

= Last numbe dislled
B oetat

(=[5 e umber

oy, eauslto Mabile Mumber

If the last number dialled is equal to...

Home Mumber b
ome Mumber

tabile Murnber

wiork Humber Wwork

Mews Branch I
Delete Branch I

Add Condition I
Delete Condition I

Synthesys.Net: CRM & Outbound
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Work Number Branch

We now need to create the recycling rules for each of the selected telephone numbers.
Pick up a ‘New Decision’ @ and drop it on the Work Number branch.

From the options available in the ‘Select the value...” window

e select ‘Number of times called on a named number’ and click OK.

This time, create a New Branch called ‘Work x3’ and a Condition ‘Greater than or Equal
to 3.

Define Branching K\

=1 SYNTHESYS

P Call Recycling
Setup decision branching using the tree window belaw.
IE‘-- m Mumnber of times called on a named number New Branch |
B Default Delete Branch |
B Wark 43
Add Condition |

Conditions ‘.’ Condition |
If the: number of times called on a named number is...
Iﬁreater than or Equal ta j IE j Cancel |

Marned Number: [\A/nrk Mumber s ork Change |

0k |

¢ Next, add a Sleep icon to the default line of the Work Number branch and
set the sleeping time to 1 hour.

e Add a Change Telephone icon to the Work x3 branch and change the
number to be called to ‘Mobile Number’. At the end of the branch add a
Sleep icon, set to 1 hour.

Times= Called Hamed Humber Sleep

| | ik _A i .
Mumber | o

Now create the recycling rules for the Mobile and Home Numbers respectively.
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This time, we drop a ‘New Decision’ L on the Mobile Number branch, again based
on ‘Number of times called on a named number’. We create a branch called ‘Mobile
x3’, with the Condition ‘Greater than or Equal to 3'.

Add a Sleep icon to the default line
the sleeping time to 1 hour.

Add a Change Telephone icon to
number to be called to ‘Home Num

To end the branch, add a ‘Retime’
number only in the evenings.

Times Called Mamed Humber Sleep

habile
Number

k]

Change Tel

of the Mobile Number branch and set
the Mobile x3 branch and change the
ber’.

5 icon as we wish to call the home

Fetime

R

Selecting Time Periods

When placing the Retime icon, the Select Time Period window opens. Click ‘New
Time Period’ and enter ‘Evenings’ as the name for the time period, then click OK.

Select Time Period

q SYNTHESYS
»> Call Regych’ng

Select or create a time period:

Evening

Mew Time Period
Edit Time Period
Delete Time Period

Wwarning! Editing a time period, will affect all decisions
in the zcript uging that period.

L

Cancel |

Synthesys.Net: CRM & Outbound

We now need to select the required
time period in the grid of the Time
Period window.
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In the grid of the Time Period window, set the required time periods.
NOTE: The only available Time Periods that can be selected here, are those that have been
set to ‘Active’ in the ‘Active Times’ window when setting up your Outbound list.

Time Period x|
ﬂ SYNTHESYS ) The Current active times are
> Call Recycling displayed in orange colour.

Select required hours using the grid below:

14,15 A6 17 18 19 30 21 [l Avaiable

Sunday InUse

Monday I:l Current

Tuesday |:| Carnpaigh [nactive

Wednesday

Thursday Difice Hrs |

Friday

i | In our example we have set the
TE T Current active times from

17.00-20.00.

e Cancel |

To set time periods click and drag your left mouse button in the required cells. To
deactivate time periods, use your right mouse button or click the ‘Clear’ button.

Lavender Blue  Available time periods that can be selected

Dark Grey Time periods already In Use that can’t be selected

Orange Current active times period, selected for the currently specified time
period

Light Grey The Outbound list is currently ‘Inactive’ or no active times have been

enabled in the ‘Active Times’ window when setting up your Outbound list

Click OK to commit the settings for the selected time period.

Home Number Branch

On the Home Number branch, create a ‘Home x2’ branch, again based on ‘Number of
times called on a named number’, with the Condition ‘Greater than or Equal to 2’.

Add a Sleep icon (1 hour) to the default ‘Home Number’ branch and on the ‘Home
x2’ branch, add a ‘Strategy Complete’ icon. Thus the call is not processed through
any further recycling rule but is instead marked as ‘Finished’.

Times Called NamedNumber Sleap
Home A L
Mumber | =

Complats

B
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Completed Recycling Script
Your completed Recycle Flow should look as follows:
S ) aldiE
DE® %
. -
Tonat 1| st g ?:
-y S S— 2
’ &
——— i
Tt ﬂ
= ; :
Q
M, 2
=0 N
......... — e
| e M
" L1
L= ?
" r
I ...‘..1/—'?
o L _._a
| o —.ﬁ
I 1 o
" e birt |
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Decisions based on CRM Data

Using the CRM Data option, users can recycle aborted calls based on information
contained within the CRM fields of a campaign.

e Right click on your Outbound list and select Set Recycling Rules to open the
Recycling Designer.

e Pick up a New Decision @ and drop it into your recycling script to display the
‘Select the value upon which the decision is based...” window.

e From the Miscellaneous options available, select CRM Data and click OK.

-~
Select the value upon which the decision is based

oy SYNTHESYS

> Call Recycling
Times Called Mizcelaneous
O Tatal number of times called 7 Last call result

" Total number of times called on the last number Time period of the last cal

" Tatal number of times called on a named number Last nurmber dialled

Time since queued

= T Cldine e : : :
Time since first called

¢ Total number of times called in a time period

Iz tied to an agent

' Total number of times called in a time period on the last numt |

™~ Total number of times called in a time period on a named nun |

o
o
.
.
L
@
o

Cancel

e Double click on the Decision point and in the Define Branching dialog, click
New Branch. Add a new branch, entering a logical branch name.

In our example we have created a branch called Date.

£ Synthesys Call Recycling =8| %
File View TimePeriods Help
DHE % 7
g Last eat | Define Branching X Anentor * N
— SYNTHESYS & -
4
; S
L) Call Recycling g &
"G @
Setup deci hing using the tree window below. Skeep. fIE
Mew Branch — S "
ata i
Detaut Delete Branch e = ’Q
2
Add Condition - @
| saer E
[Pate -]
- o
" |
i o i
Ready
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Next, click the Add Condition button, to open the Condition Criteria dialog.
To create a condition based on a CRM field

e Click the Create Condition il icon.

e Select the relevant CRM field to define your condition. In our example we
have selected the CRM DateTime field <Current DateTime>.

Create Condition Duplicate Conditions

I}?éte Condition  View Condition Summary

| # ' Cordition Crferiay = EE_

% B J@/ﬁit/ Ok J Cancel { Help
| e T

Pleaze select an input field that the condition relates to:

Currernt D ateT ime _:J
Current DateTime
Customer ID
FirstMame
Home
Postoode
Specific DateTime
Surmame
|Titl=
Town Help

e W rk

o | Create Condition. Click this icon, to create a new condition. To edit existing
conditions, double-click on the relevant condition disc.

Iy Duplicate condition. Click this icon, to duplicate an existing condition.

| ﬁ' Delete a condition. Select the disc that you wish to delete, then click on the
‘Delete condition’ icon.

| | View condition summary. Click this icon, to view a summary of all conditions.

¢ Move to the next pages of the Wizard, first selecting the required
operator, i.e. ‘between’, and then specifying the date and time range for your
condition.

‘Current DateTime '
‘Cunent DateTime ' between

Please select an aperator from the list below
Please define date valus to be compared with the fisld

W Use Calculations -
<Today> | |pus | |0 days

¥ Use Calculations ’7
< Todays ~|fpus |4 days

Cancel | Help

Cancel | Help

In the next page of the wizard add a name for our condition and click Finish.
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The condition that you have created will be displayed as a Venn Diagram, showing a

floating disc ‘Date’.

e Further conditions can be defined, clicking the Create Condition ilicon.

e To edit existing conditions, double-click on the relevant condition disc.

' Condition Criteria |
a3 IC@I B:l I = — | Help

-« m

| »

m

Discs that overlap with one or more other discs imply a Boolean ‘AND’ to
operate between the conditions (Date) OR (Condition2 AND Condition3).

Each condition can be manipulated, clicking and dragging it around the canvas.
If two discs overlay completely, press Control on the keyboard to drag them

apart.

e Click OK to close the Condition Criteria dialog and to display the condition in the

Define Branching dialog.

Define Branching

€ SYNTHESYS
> Call Recycling

Setup decision branching using the tree window below.

=-Fd cAmpaa
Defeui

= Date
b

New Branch
Delete Branch

Add Condition
Delete Condition

Synthesys.Net: CRM & Outbound
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To add the CRM Data branch to our recycling script

e Click OK in the Define Branching dialog, to return to the Synthesys Call
Recycling screen.

The CRM Data branch will now be displayed as part of your recycling rules.

In our example, we have added a ‘Change Campaign’ icon at the end of the CRM Data
branch, to move aborted calls that match the given criteria to another Outbound list.

r:gg Synthesys Call Recycling’ 80 & = | Bl ||
File View TimePeriods Help
D n % ? .......
E Last call result CRM Data CRM Data Total number of times called  Last call result Attention = %
—<p P A4 ¥ A4 B ¥
Sleep 33
> =
” o]
il Sieep L
| No Ansiner @ o
sQ
2
! ]
i &
¥ &
| o
| ?
| E
' L3
Attentior
Sumame & 4,"
Change Camp
—o—,
| Never Call
I -
|[Reacly T éu
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Decisions based on Priority of OB List

In the Advanced Recycling Designer, aborted calls can also be recycled based on their
Priority setting in the Phoenix_Queue table.

Call priority settings in the Queue table can be changed, for example via Bulk
Queue Change selecting from ranges between 0=lIdle, 1= Low or 10=High, or by
setting a string value, e.g. ‘High’ or ‘Low’.

In the Outbound List Advanced Options dialog select PriorityOrder and enter
either Desc, Asc or None, to determine how prioritized records are presented to
the agents. Desc presents calls with higher priority settings first.

To use the Priority option as part of recycling rules

e Right click on your Outbound list and select Set Recycling Rules to open the
Recycling Designer.

e Pick up a New Decision @ and drop it into your recycling script to display
the ‘Select the value upon which the decision is based...” window.

¢ From the Miscellaneous options available, select Priority and click OK.

% Synthesys Call Recycling = (@] ®
File View Time Periods Help
DE & 2
E Last call result Total number of times called  Last call result Unabtainatle - Iy |
P @ & & my
Select the value upon which the decision is based 3' |
& SYNTHESYS ol
- ; i
ES ) Call Recycling o
Titnes Called Miscellsnsous Q
" Tatal number of times called € Last call result 0
= |
" Total number of imes called on the last number " Time period of the last call 3 E
" Total number of times called on a named number " Last number dialled E‘-“ |
" Time since queued &9
Times Called in a Time Period
e waledin & Time et € Time since first called (1]
" Total number of times called in a time period @ il enceEn ?
" Total number of times called in a time period on the last numt »
" CRM Data =
" Total number of times called in a time period on a named nun
' Priority
i
- |
&
]
' Wrong Mo. |
Wrong
o> — 2 N
Ready i
L p

Please see next page for more information.

Synthesys.Net: CRM & Outbound 96



: Noetica

To create the condition based on Priority

e Double click on the Decision point and in the Define Branching dialog, click New
Branch. Add a new branch, entering a logical branch name, i.e. ‘High Priority’.

o Next, click the Add Condition button to open the Condition Criteria dialog and
define your condition, as required.

In our example we have selected Equal to and entered 9.

£ Synthesys Call Reoyciing |8 [=[=] = ]
e
IR

! Last call resuit Total number of times called  Last call result Unobtainable - N
(2] =

2

T To Agent  [PRGHE ses =
T B RN — @)

Define Branching Bg n

n

ﬂ SYNTHESYS

> Call Recycling g

) B

St decision branching Lsig the e i below e

Mews Branch L4

— = Pricriy @

. Dete Sranch L=

>

dion: ===
=[5 o ] _cna ||

e Click OK in the Define Branching dialog, to return to the Synthesys Call
Recycling screen.

You can now define the rules that should apply, for example, move calls with Priority
9 to a High Priority Outbound list.

& syt Cat Ry l=l@| = |
T e o eere—Tw
DE &
[pRTp— Usrobsisisaie = Iy
s = s
2
..... v Sieen Y
NNNNNNN S ~ =1
e o
== B
=) S
€ SYNTHESYS ol
P Call Recycling g
Ploass select acampaian [FanFrom =] 3 :
| Concer
2
A -
Ready )

Remember to Save your recycling rules, before exiting the Recycling Designer.
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COPYING A RECYCLING SCRIPT

You can copy an existing Recycling script from one Outbound list to another, as long
as both outbound lists use the same CRM prefix.

Be aware however that when using the Retime option to set specific time
periods for callbacks you must ensure that the Active Times enabled in your
destination outbound list match the time periods specified in the Recycling
rules that you wish to copy.

In the Recycling Designer:

¢ Go to File on the Menu bar and select the Copy script option.

File
Ty ChrlH+M
Save ChrHS

Exit !

In the Copy Script window, now displayed, the Outbound lists using the same CRM
prefix will be listed. In our example, the CRM prefix is ‘ELECT’.

Copy Scripk
Call R ecyc:hn g
Fleaze zelect a destination campaign: CRM Prefiz. ELECT
I Account | Campaign | Outbound Campaign |

Telebusiness Callflows ElectraCB Cuiztamer Survey
Telebusiness Calflows ElectolCB Sales
Telebusiness Callflows ElectraCB Brochure Followlp

(]9 I Cancel

e Select the Destination campaign and click OK.

The current recycling script has now been copied to the selected outbound list.
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It is also possible to create a template of recycling rules that fit your own requirements, thus

replacing the existing default rules.

To create the template:

¢ Go to the Edit menu in the Outbound Manager and select Edit Default

Recycling Rules.

[ Synthesys - Qutbound Manager B * g s D i ‘E@m
File [Edit] View Help
Queue calls using Selective Queving Impert
I Ao [DeeieckismoSeiedne Dusung leimect Outbound List___| Retry Time Times Cal... | AgentID_ | Agent Name | Telephone
§  Remove Queue calls using Selective Queus Monitor CRMRecycling  n/a 1 none None 12211012
B Delete SOl Prefixes CRMPRecycling  nfa 1 nene Nene 133223
§ |- CRMRecycing  n/a 1 nene Nene 1121212
I - CRMPRecycling  nfa 1 nene Nene 12121212
§  ProcessDoNotCallist for entire queue CRMRecycling  n/a : none None 221912
§  BukChenge Queue.. CRMPRecycling  nfa 5 nene Nene 12121234343434
§ it Defauk Recycling Rules . CRMPRecycling  nfa 6 nene Nene manms |
P—— ry CRMRecycling  na 1 nene Nene 1121172
@ Brgitteto | ||BasT5.. CRMMOD.. CRMRecycing  nia 4 nene Nene 11212172
§ brigitanzot2 | || B 30575, CRMMOD.. CRMRecyding  n/a 5 nene Nene 1121212
& Cin | ||BasT5.. CRMMOD.. CRMRecycing  nia 0 nene Nene
| || B30575.. CRMMOD.. CRMRecycling  nfa 0 nene Nene
= 4. CRM Maodify Test ||| §30575.. CRMMOD.. CRMRecycling  nia 0 nene Nene
8 CRM Recycling B 30575.. CRMMOD.. CRMRecycling  nfa 0 none None i
Date Time B 30575.. CRMMOD.. CRMRecycling  n/a 0 nene 11212122
More Recycling B 30575.. CRMMOD.. CRMRecycling  n/a 1 nene Nene 1nAnN12
Surname A Town B 8 30575.. CRMMOD.. CRM Recycling n/a 2 none Mone 13232323232
&4 CRM Notes Test B 30575.. CRMMOD.. CRMRecycling  n/a 2 nene Nene 11172
) 4. CRM QI SOM test 2Z30575.. CRMMOD.. CRMRecycling 201202201711 5 nene Nene 112121291
Ay CRM SQITest 2230575, TRN.L CRMRecycling  2012-02-2017:11 3 nene Nene 112 234 4444
. HTML Emil 2Z30575.. TRN10  CRMRecycling 20120220171 2 nene Nene 113 343 4541
& Popscript .z230575.. TRM15  CRMRecycing  2012-02-2017:11 3 none None 113 343 4541
4. Popwatch 2230575 TRN.2 CRMRecycling  2012-02-2917:11 1 none None 113343 322
@ TestCall Tracker .z230575.. TRM22  CRMRecycling  2012-02-2917:11 3 none None 12112 2211
& UMStest 2230575 TRM27  CRMRecycling  2012-02-291711 5 none None 112010 4333
4 @ Briginely2011 PR20STS.. TRNZS  CRMRecyding  nia 2 none None 113403 321
o sl 30575 TRM29  CRMRecycling  n/a 2 none None 113 3431001
o Comeiatest F20575.. TRN 3 CRMRecycling  nfa 3 none None 112 343 4454
[30575.. TRM32  CRMRecycling  n/a 3 none None 1133130191
B cased5s 30575, TRN S CRMRecycling  nfa 5 none None 112234 4333
=@ DAFInbound Applications 4,30575... TRM.D CRMPRecycling  na 3 none None 113343 2371
5@ DAF Outbound
- darzs
-6 DemonstrationandTrainingScripts
@ Hiliot - I I '
Middle of the Queue, Hit page down for more records 31 Queus Items,

In the Recycling Designer subsequently displayed, you can edit and save your recycling

rules, as required.

Synthesys.Net: CRM & Outbound

The new Default Recycling rules will now be displayed automatically, for any
new Outbound list that you set up.
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Queuing Calls

: Selection Criteria Definition

Postcode S\

Battersea

utbound Manager
File Edit View Help
e tER2]7 2] 2

All Accounts D Customer ID | Qutbound Campaign | Retry Time: Times Called | Qperatar ID|

All Groups B 44a017s ERTIES_1G  Mavez nfa 0 none

. 4430179 BRTIES_14 Move2 nfa a none

' 4430180 BRTIES 2 MoveZ nfa a none

' 4430181 BRTIES 3 MoveZ nfa a none

' 4430152 BRTIES 4 MoveZ nfa a none

' 4430193 BRTIES S Movel2 nfa a none

. 4430186 BRTIES_S Move2 nfa a none

224430174 BRTIES_1 Move2 2006-02-27 1725 2 none

&44301?5 BRTIES_10 Movez nfa 2 nonge

224430176 BRTIES_11 Move2 2006-02-27 1725 1 none

&4430177 BRTIES_12 Movez nfa 2 none

E‘HSDIE‘I BRTIES_& Movez nfa a none

E4430185 BRTIES_T Move2 nfa a none

‘443018? BRTIES_2 Move2 nfa a none
4| |
[Middle of the Queue. Hit page down for more records /14 gueue items, A
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QUEUING CALLS

To place customers to be called into an Outbound list:

¢ Open Synthesys Management by clicking on the Synthesys Workspace
Management icon on your desktop.

e Select the Applications tab and in the Launch Applications screen select
Outbound.

If you wish to queue calls, without the need to set and edit a range of selected queuing
conditions, you can

e Locate and right click on the required Outbound list and select Queue calls
from the drop down menu.

Elﬁ Loan Survey

iy Popfloy Deackivate
[+ Ties Ackivate
(B Erigittenz  [ETTEE

A Queue Wizard will open, to guide you through the required actions of creating you
call list.

To queue selected customers based on relatively complex conditions, we

recommended that you use the Queue calls using Selective Queuing Import
option via the Edit menu.

Here the SQI wizard will prompt you early on to enter a logical prefix for the SQI
operation. Entering a logical prefix will make it easier to access and edit the
existing conditions at a later stage
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Setting Selection Criteria for Queuing

The Selection Criteria option allows you to specify which records to queue, setting a
range of conditions. To queue all records skip this step and move to the Next> page.

Selective Queuing Import Utility - Step 1 'r
9 Selective Queueing Import
This step allows vou to define the selection criteria for the import. This means that you can
chooze which records you wish to impart from the external database by specifying a set of
conditions, or choose Next to impart ALL records.
Click here for Selection Criteria
< Back | Meut > | Cancel | Help |

Clicking the Selection Criteria button will open the Selection Criteria Definition
screen. This consists of a work area, also called “the canvas”, where coloured discs
will represent the different conditions.

Create Condition _Buplicate Conditions

Delete Condition

View Condition Summary

i selection Criceria Pzrinition

_ ol =
(0] 4 | Cancel I Help |

New condition

Pleaze select an input field that the condition relates ta:

FostCode LI

FirstM ame
Line1
Line2
Lined
Lined
Line5
Linef
— osiode |
<4 | Sumame Help |
————|Telephone

Title X

2| Create Condition. Click this icon, to create a new condition. To edit existing
conditions, double-click on the relevant condition disc.

< Duplicate condition. Click this icon, to duplicate an existing condition.

|ﬁ Delete a condition. Click on the disc that you wish to delete, and then on the
‘Delete condition’ icon.

| | View condition summary click this icon, to view a summary of all conditions.
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To create a new condition:
e Click the Create Condition icon.

¢ In the New Condition window select the property to define your search
using any fields available in your CRM (for example the Postcode field.

e Clickthe button to move to the next screen of the wizard to select
the required operator, i.e. containing and then type SW to specify that you
wish to queue all customers in the SW area.

Please define text strings to be compared with the field

s

« | | Feen | Coneal | Hen | « | » | Feen | ol | He |

We are then prompted to enter a name for our condition, i.e. Postcode SW.

When the condition has been defined, the name entered next will appear on the free,
floating disc on the canvas.

e To create another condition, click the ‘Create Condition’ il icon.

e To edit existing conditions, double-click on the relevant condition disc.

i Selection Criteria Definition

If two discs are
overlaid completely,
press Control on the
keyboard to drag

Postcode S\
them apart.

Battersea

Each condition disc can be manipulated, clicking and dragging it around the canvas.
Any discs that overlap with one or more other discs will imply a Boolean ‘AND’ to
operate between the conditions. For example, customers are to be queued if:
(Postcode SW AND Surname begins with H) OR (Borough = Battersea)

Click OK and proceed to the next page of the wizard.
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Selecting the Telephone Number

In the window now displayed:

e Select the telephone number to be dialled, in the event of the campaign
being turned into a Predictive Outbound List.

Selective Queuing Import Utility - Step 2
SYNTHESYS
»> Selective Queueing Import

I the event of this Outbound List being converted to a
Predictive Campaign which telephone Humber would pou wish
to use?

H

1e[FO0R]
“wéork T elephone[PO0E]

< Back I Heut » I Cancel Help

Queuing Customer Records

This part is concerned with the parameters governing the queuing of Outbound calls.
Here you can define restrictions to be imposed when queuing calls, based on previous
contact with a specific customer.

To exclude customers from the call queue:

o Place atick into the boxes of the call outcomes to be excluded, selecting a
date if required.

Selective Queuing Import Utility - Step 3 'r x|
SYNTHESYS
P Selective Queueing Import

Do not queue call to thoze who already had any of the following types of call
[ Finished Call - Inbound I Finished Call - Outbound
1 | one [ Aborted Call - Busy
I Aborted Call - Mo Answer
[ Aborted Call - Rescheduled W Aborted Call - Unobtainable
v Aborted Call - *rong Number I Abarted Call - Other Reason

wihen?
’7 % Ever

" Since |27/02/2008 =1

< Back I Mext > I Cancel Help
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To check for possible duplicates in the queuing process:

o Click Check for duplicates, to ensure that no call is already queued for

this person.

Selective Queuing Import Utility - Step 4

SYNTHESYS

> Selective Queueing Import

A call relating to some of the records that are to be imported may already be gueued. This
meanhs that these peaple will be called twice. Do you wizh ta check for such duplicates in the

call gueue and exclude them?

& Check for duplicates [for ob list 'S ales Survey’ onlyl

" Check for duplicates [for campaign 'S ales Survey' only)

" Check for duplicates (for CRM Prefis 'SALSUR' anly)

£ lgnore check

™ Clear curent queve
[ Clean customers against the Do Mok Call List
I~ Update 4l fields

Update all fields is greyed
out, as this is only relevant for
the ‘Import & Queue’ option.

< Back I Mest > I Cancel

Help |

Select Option

Check for duplicates
(for Outbound list ‘Outbound list Name’ only)

Check for duplicates
(for campaign ‘Campaign Name’ only)

Check for duplicates (for CRM Prefix
‘Customer_Prefix’ only)

Ignore check

Clear current queue

Clean customers against the Do Not Call List

Update all fields

Description

To check the current Outbound list selected
for duplicates.

To check all Outbound lists associated with
the selected campaign for duplicates.

To check all Outbound lists that use the same
CRM prefix.

If you do not need to check for duplicates, for
example queuing calls for a new campaign.

To remove customers from the selected
outbound list, before queuing calls.

To check the Phoenix_DoNotCallList table for
telephone number and to remove customers
from the call queue if a match is found.

Activated for Import & Queue option only. Tick
to update all fields within your CRM, do NOT
tick, if only selected fields are to be updated.

The last step of the Wizard gives you the option to queue the customers immediately
or to schedule the queuing process for a later stage.
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The available options for placing customers into the call queue are:

o Queue now

o Schedule later in Campaign Manager’

Selective Queuing Import Utility - Step 5

i S0 Prefix Igm_?g

’ SOIName  [747232hd-75h8-4 - DEManag

Do your wizh to:

™ Schedule later in Campaign Manager

¢ Back I Finish I Cancel Help

o Tick Queue now to queue the customers immediately. The queue process
will start in the background and after a short while all relevant calls will be
displayed. To refresh the Outbound Manager, you can press the F5 key.

e Tick Schedule later in Campaignh Manager to queue the customers at a
later stage, running a SQI report.

Schedule later in Campaign Manager

When you select the ‘Schedule later in Campaign Manager’ option, the SQI Name field
is activated and you can replace the default SQI name with a more user-friendly SQI
name, as required.

If you want to schedule a SQI report later in the Campaign Manager, enter a
new logical SQI name and make a note of the name entered or copy it, as you
will need the SQI name, when setting up your SQI report.

NOTE: Please see the section, ‘Schedule a SQI Import in Campaign Manager’ for information
about setting up and scheduling a SQI Report.
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Queuing Customers for a Second Outbound List

If you are setting set up more than one Outbound list for a CRM, a message will be
displayed informing you that this is a duplicate Outbound list.

It is advisable to use the CRM Filter (using the ‘Queuing Customers Based On
Selected Conditions’ option) when queuing customers to avoid duplicating calls.

OBManager 5'

& WARNING, This is a duplicate outbound campaign, when queuing calls use the CRM Filker to avoid duplicating calls
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Selective Queuing Import
“SQI!!

i Selection Criteria Definition (] 1
: Cancel | Help |

Postcode SW

Battersea

Selective Queuing Import Uil

SYNTHESYS

Selective Queueing Import

>

Do ot queue call to thoze who already had any of the following twpes of call
[ Finished Call - Inbound [ Finished Call - Outhound
[~ Aborted Call - Snswer phone [ Aborted Call - Busy
v ik [ Aborted Call - Mo Answer
[ Aborted Call - Rescheduled W Abaorted Call - Unobtainable
[v tborted Call - Wrong Mumber [ Aborted Call - Other Reason

Wwhen?

% Ever
£~ Since |27/02/2008 =]

< Back I Mest » I Cahcel Help
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INTRODUCTION

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

The SQI Wizard provides a guide through the various steps of setting up a Selective
Queuing Import.

Users determine which data source and which columns in one specific table from that
data source are to be used in the import. They then can define the import selection
criteria, specifying which records to import and define the output of the import process,
which is essentially a Synthesys CRM table and the way in which the input columns
relate to the CRM columns.

Users can furthermore decide whether to run the data import immediately or at a later

stage, creating a SQI report and schedule for the report to be run and if required
customer records to be queued.
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THE SQI WIZARD

To place customers to be called into an outbound list using the Selective Queuing
Import option:

e Open Synthesys Management by clicking on the Synthesys Workspace
Management icon on your desktop.

e Select the Applications tab and in the Launch Applications screen select
Outbound.

e Select the required Outbound list and go to Edit on the menu bar.

e Select Queue calls using Selective Queuing Import to open the SQI Wizard.

In the first window of the SQI Wizard

e Enter a name for a New SQI import

Or
e Select an Existing SQI name from the drop down menu.

Selective Queuing Import ”m,. 5
SYNTHESYS

ey Selective Queueing Import

Please select a SQI prefix for this import.

& New |5QIOutbound

™" BExsting | ...'f...]

Click Next> to continue to the next page of the wizard.
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SQIl ‘Import and Queue’

In the second page of the SQI Wizard, you can now select either:

-
ki

Noetica

Import and Queue  To Import customer data into the CRM, as well as queuing

customers in the Outbound Manager

Queue only To simply queue the customers already in your CRM

To queue customers from an external data source, you must use the ‘Import and Queue’

option, to import the customers into the CRM first, before they can be queued. If the

customer records are already in the CRM, you can use the ‘Queue only’ option.

[ Selective Queuing Import Utility - Step 2 l&r
>0 Selective Queueing Import
Plzaze, select an action you would like to perfarm
(% Import and Queue
" Queue only
< Back Next = Cancel Help

Click Next> to continue to the next page of the wizard, where you select the required

data source, database table and columns.

Synthesys.Net: CRM & Outbound
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Part 1: Input — Data Source & Table Columns

You now need to select the database that contains the table with the data to be
imported from the list of ODBC data sources available on the system.

Selective Queuing Import Utility - Step 3

SYNTHESYS

ey Selective Queueing Import

Please select a data source from the list below which is to be
uzed ag the source for this import,

T —

< Back I Mest > I Cancel | Help |

Next, select the table or view from the selected data source, and the columns from that
table/ view to be used in the import.

Selective Queuing Import Utility - Step 4

SYNTHESYS

ey Selective Queueing Import

Please select a table or wiew fram the follawing list

.. and then select all columns that are to be uged in the course
of the impaort either for selection or output.

(B CustomenD iI Select Al
(B Tite Unssiect Al
Ei:: Firsth ame:

W’/A Sumname 'LI

h T’ | »

< Back I Mest > I Cancel | Help |

The last step in this part allows you to give the selected fields more user-friendly
names.

Selective Queuing Impork Utility - Step 5

E

SYNTHESYS

P Selective Queueing Import ) _
= - — The first column contains the selected
In the “Aliaz Column Mames" column below, please type in any user-friendly
names that you may wish to associate with the selected column names and Col umn hames.
press enter key to save the change.
Selected Column Names Aliag Column Mames &
e T — The second column (‘Alias column’) an
g Bnme editable field in which you can type any
ot e user-friendly names that you may wish to
e Lhez associate with the selected column names.

Line3 Line3 -
K1 | »

< Back I Mext » I Cancel | Help

NOTE: Press ENTER each time, to save any hame changes made in the Alias column.
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Part 2: Import Selection Criteria

The ‘Import Selection Criteria’ allow you to choose which records to import, by
specifying a set of conditions. If you wish to import all records, skip this step by clicking
Next>.

Clicking the ‘Selection Criteria’ button will open the ‘Selection Criteria Definition’
screen.

Selective Queuing Import Utility - Step 6
ey Selective Queueing Import
This step allows pou ta define the selection criteria for the import. This means that you can
choose which records you wish ta import from the extemal database by specifying a set of
cohditions, or choose Next to import ALL records.
Click here for Selection Criteria
< Back Mest > Cancel Help

The Selection Criteria Definition screen consists of a work area, also called “the
canvas”, where coloured discs represent the different conditions.

Puplicate Conditions
Delete Condition View Condition Summary

Create Condition

: Se'ection Criceria

New condition

Pleaze select an input field that the condition relates to:

PostCode LI

FirstM ame -
Line1
Line2
Line3
Lined
Line5
LineE

<< | Sumanme Help |

————| Telephone
Title: Rt

il ‘Create Condition’. Click this icon, to create a new condition. To edit existing
conditions, double-click on the relevant condition disc.

< 'Duplicate condition’. Click this icon, to duplicate an existing condition.

|ﬁ| ‘Delete a condition’. Click on the disc that you wish to delete, and then on the
‘Delete condition’ icon.

| E| ‘View condition summary’ click this icon, to view a summary of all conditions.
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To create a new condition:
e Click the Create Condition icon.

¢ In the New Condition window select the property to define your search
using any fields available in your CRM (for example the Postcode field.

e Clickthe button to move to the next screen of the wizard to select
the required operator, i.e. containing and then type SW to specify that you
wish to queue all customers in the SW area.

Please define text strings to be compared with the field

s

« | | Feen | Coneal | Hen | « | » | Feen | ol | He |

We are then prompted to enter a name for our condition, i.e. Postcode SW.

When the condition has been defined, the name entered next will appear on the free,
floating disc on the canvas.

e To create another condition, click the ‘Create Condition’ il icon.

e To edit existing conditions, double-click on the relevant condition disc.

i Selection Criteria Definition

If two discs are
overlaid completely,
press Control on the
keyboard to drag

Postcode S\
them apart.

Battersea

Each condition disc can be manipulated, clicking and dragging it around the canvas.
Any discs that overlap with one or more other discs will imply a Boolean ‘AND’ to
operate between the conditions. For example, customers are to be queued if:
(Postcode SW AND Surname begins with H) OR (Borough = Battersea)

Click OK and proceed to the next page of the wizard.

Synthesys.Net: CRM & Outbound 116



: Noetica

Part 3: Binding Source Fields & CRM Columns

This part defines the output of the import process, which is essentially a Synthesys
CRM table and the way in which the input columns relate to the CRM columns.

e Click Next> in the Selection criteria window to move to the next part of the SQI
Wizard.

e Select the Outbound list for which you want to queue the calls.

Selecting the Outbound list will automatically determine the CRM prefix to be used.

Selective Queuing Import Utility - Step 7

SYNTHESYS

e Selective Queueing Import

Select the Outbound List to queue calls for

All Aocounts -
B Aliarz
9 Brigitte Example
-8 Brigitte Training

-4, City Breaks

Ay, Express Loan

=M. Sales Su

: 5ale:

ﬁ DemonstiationandTrainingScripts

B Emmanuel

F-@ emmanuelt

=8 =

< Back I Mest I Cancel | Help

The next step involves assigning values to the destination fields.

Selective Queuing Import Utility - Step & 'r

SYNTHESYS

Py Selective Queueing Import

Azsign values ko destination columns.
Mote: Walues shown in red no longer exist in the callllaw and must be

replaced

Destination Source =
Customer [D[PO01]

Title[POD3] Title

FirstN ame[PO04] FirstM ame

Sumame[PO0E] Surame =
I i | _>l_I
Calculatinnsl j Edit...I

< Back I Pest I Cancel | Help

The Source column is one of the aliases defined in Partl; the Destination column is
the CRM table. To change a source field:

¢ Click into the required field in the Source column and from the drop down menu
displayed, select the appropriate field.

The Calculations option is not available in the current version.
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If your CRM contains more than one telephone number, the next screen of the wizard
will ask you to select the number that you wish to use in the event of the campaign

being turned into a Predictive Outbound

Selective Queuing Import Utility - Step 9

SYNTHESYS

list.

»> Selective Queueing Import

e rous

I the event of thiz Outbound List being converted to a

Fredictive Campaign which telephone Mumber would pou wish

to uze?

B05]
WiorkTeleph

onelF0E]

=

< Back I Mewt > I Can

cel Help

Part 4: Queuing Customer Records

This part is concerned with the parameters governing the queuing of Outbound calls.

In this part of the wizard you can define restrictions to be imposed when queuing calls,
based on previous contact with a specific customer.

To exclude customers from the call qu

eue:

e Place atick into the boxes of the call outcomes to be excluded, selecting a date if

required.

selective Queuing Import Utility - Step 10

SYNTHESY

S

FY) Selective Queueing Import

Do not queue call to thoze who already had any of the following twpes of call

I Finished Call - Inbound [ Firished Call -
I~ Aborted Call - Answer phone [ Abarted Call -
|+ Abarted Call - Do nat call I~ Aborted Call -
I~ Aborted Call - Rescheduled W Aborted Call -
W hored Call - Wiong Mombed [ abaorted Call -

Outbournd
Euzyp

Mo Answer
Unobtainable

Other Reason

When?
’7 i+ Ever

 Since |27/02/2008 =]

< Back I Mext » I

Cancel

Help
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The next page of the SQI Wizard allows you to check for possible duplicates in the
gueuing process, i.e. to check that no call is already queued for this person. Note:
Checking for duplicates can take a long time to perform.

Selective Queuing Import Utility - Step 11

SYNTHESYS
*d

A call relating to some of the records that are to be imported may already be queued. This
means that theze people will be called twice. Do pou wish to check far such duplicates in the

call gueue and exclude them?

& Check for duplicates [for ob list ‘Sales Sureey’ onlyE

£ Check for duplicates [for campaign 'Sales Survey’ anly)

" Check for duplicates [for CRM Prefis 'SALSUR" anly)
 Ignore check

[ Clear cument queve
[” Clean customers against the Do Mot Call List
[~ Update all fields

Selective Queueing Import

Do NOT tick the ‘Update all
fields’ box, if you only wish to
update some of the selected
CRM fields.

< Back I Hext > I

Cancel |

Help |

Select Option

Check for duplicates
(for Outbound list ‘Outbound list Name’ only)

Check for duplicates
(for campaign ‘Campaign Name’ only)

Check for duplicates (for CRM Prefix
‘Customer_Prefix’ only)

Ignore check

Clear current queue

Clean customers against the Do Not Call List

Update all fields

Description

To check the current Outbound list selected
for duplicates.

To check all Outbound lists associated with
the selected Campaign for duplicates.

To check all Outbound lists that use the same
CRM prefix.

If you do not need to check for duplicates, for
example queuing calls for a new campaign.

To remove customers from the selected
outbound list, before queuing calls.

To check the Phoenix_DoNotCallList table for
telephone number and to remove customers
from the call queue if a match is found.

Tick to update all fields within your CRM, do
NOT tick, if only selected fields are to be
updated.

Finally, the last step gives you the option to run the import immediately or at a later
stage and whether or not to queue calls in the Outbound Manager.
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The available options for placing customers into the call queue are:
e Import now
e Schedule later in Campaign Manager

e Do not queue calls

Selective Queuing Import Utility - Step 12 i 1[

,h SGI Prefix |5Q|_421

“ S0l Mame |SQ| COutbaund

Do pow wish bo:

™ Schedule later in Campaign Manager

[™ Do not queus callz

< Back I Finizh I Cancel | Help |

e Tick Import now to queue the customers immediately. The queue process will
start in the background and after a short while all relevant calls will be displayed.
To refresh the Outbound Manager, you can press the F5 key.

e Tick Schedule later in Campaign Manager to queue customers at a later stage,
running a SQI report. Make a note of the SQI name, as you will need the SQI
name, when setting up your SQI report.

e Tick Do not queue calls, if you want to run the CRM Import without queuing
customers.

If you tick the Schedule later in Campaign Manager option, make a note of the SQI
name entered, or copy it, as you will need the SQI name, when setting up your
SQI report and schedule.

Please see the section on ‘Schedule a SQI Import in Campaign Manager’ for information
about setting up and scheduling a SQI report

Synthesys.Net: CRM & Outbound 120



SQl ‘Queue only’

Part 1: Enter or select a SQI Name
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e To set up a new Queue Only queuing import, enter a new SQI name.

e To view an existing SQI Import, select an existing SQI name from the drop down

menu.

If you select an existing SQI name, the Import and Queue or Queue Only options in Step 2 of
the wizard will be greyed out, as the type of import action associated with the selected SQI

name has already been defined.

SYNTHESYS

EY ) Selective Queueing Import

Please, select an action you would like to perfarm

e
-

< Back Nexd = Cancel Help

Selective Queuing Import Utility - Step 2 [

Part 2: Selection of Outbound List

If the customer records are
already in the CRM, you can use
the ‘Queue only’ option.

To import customer records first,
before placing them into the
queue, use the Import and
Queue’ option

You now need to select the Outbound list, for which you want to queue the customer

records.
Selective Queuing Import Utility - Step 3 B

SYNTHESYS

P Selective Queueing Import
Select the Outbound List to quewe calls for
Al Accounts N
e Allianz

e Erigitte Example
Eﬁ Erigitte Training
. (-4 City Breaks
| -4 Express Loan
. -4 Sales Survey

Sales Survey

8 DemonstrationandT rainingS cripts
8 Emmaruel
emmaruelt

< Back I Hest » I

Cancel | Help

Click Next> to move you to the next page of the wizard.
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Part 3: Set Selection Criteria for Queuing

The Selection Criteria allow you to choose which records to queue, specifying a set
of conditions. If you wish to queue all records, skip this step, clicking Next>.

selective Queuing Import Utility - Step 4

SYNTHESYS

Py Selective Queueing Import

This step allows vou to define the selection criteria far the import. This means that you can
chooge which records vou wish ta import from the external database by specifving a set of
conditions, or chooge Nest to import ALL records.

Click. here for Selection Criteria

< Back | Hest > | Cancel | Help |

Click the ‘Selection Criteria’ button will open the ‘Selection Criteria Definition’ screen.

The Selection Criteria Definition screen consists of a work area, also called “the
canvas”, where coloured discs will represent the different conditions.

Create Condition Buplicate Conditions
Delete Condition

Condition Summary

1 Se'ection Criceria Parinition

=10l |

Ok | Cancel I Help |

New condition x|

Pleaze select an input field that the condition relates to:

Firgth ame

Lire1

Line2

Line3

Lined

Line5

Lineh

E— PoctCode |
<< | Surmnamne Help |

———— Telephone s

Title: Rt

PostCode LI

To create a new condition, click the ‘Create Condition’ il icon. In the ‘New
Condition’ window, select the property according to which you want to define your
search. You can use any field that is available in your CRM (in our example we have
selected ‘Postcode’).

NOTE: For more information about setting selection criteria, see Part2: Import Selection
Criteria, in the SQI ‘Import and Queue’ section.

Clicking OK, and Next>, to proceed to the next part of the Wizard.
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Select the telephone number that you wish to use, in the event of the campaign being
turned into a Predictive Outbound list.

Selective Queuing Import Utility - Step 5

SYNTHESYS

D Selective Queueing Import

basous

Ih the event of thiz Outbound List being converted ta &
Predictive Campaign which telephone Mumber would you wish
to uze?

HomeT elephone[PO0S] ﬂ

[\Work T elephone]FOTE]

< Back I Mext» I Cancel Help

Part 4: Queuing Customer Records
This part is concerned with the parameters governing the queuing of Outbound calls.
Here you can define restrictions to be imposed when queuing calls, based on previous

contact with a specific customer.

To exclude customers from the call queue:

e Place atick into the boxes of the call outcomes to be excluded, selecting a date if

required.
Selective Queuing Import Utility - Step 6 "" =
SYNTHESYS
Y ) Selective Queueing Import

Do not queus call to those who already had any of the following types of call
" Firished Call - Inbound ™ Finighed Call - Dutbound
[~ Aborted Call - &nswer phone [ Aborted Call - Busy
v & calt ™ Aborted Call - Mo dnswer
[~ Aborted Call - Rescheduled | Aborted Call - Unobtainable
[V aborted Call - Wiong Mumber [~ Aborted Call - Other Reazon

“when?
’7 * Ever

© Since |27/02/2005 =]

< Back I MHext » I Cancel Help
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You now have the option to check for possible duplicates in the queuing process, i.e.
do you want to check that no call is already queued for this person.

Selective Queuing Import Utility - Step 7

SYNTHESYS
»

A call relating to some of the records that are to be imported may alieady be queued. This
meanz that these people will be called twice. Do you wizh ta check for such duplicates in the

call queue and exclude them?

@ Check for duplicates [for ob list 'S ales Survey’ anly

™ Check for duplicates [for campaign 'S ales Survey' only)
" Check for duplicates (for CRM Prefiz 'SALEUR anly)
" Ignore check

I Clear cunent queue
I Clean customers against the Do Mot Call List
= Update all fields

Selective Queueing Import

Update all fields is greyed out,
as this is only relevant for the

< Back I Mext > I

Cancel

o | ‘Import & Queue’ option.

Select Option

Check for duplicates
(for Outbound list ‘Outbound list Name’ only)

Check for duplicates
(for campaign ‘Campaign Name’ only)

Check for duplicates (for CRM Prefix
‘Customer_Prefix’ only)

Ignore check

Clear current queue

Clean customers against the Do Not Call List

Update all fields

Synthesys.Net: CRM & Outbound

Description

To check the current Outbound list selected
for duplicates.

To check all Outbound lists associated with
the selected Campaign for duplicates.

To check all Outbound lists that use the same
CRM prefix.

If you do not need to check for duplicates, for
example queuing calls for a new campaign.

To remove customers from the selected
outbound list, before queuing calls.

To check the Phoenix_DoNotCallList table for
telephone number and to remove customers
from the call queue if a match is found.

Tick to update all fields within your CRM, do

NOT tick, if only selected fields are to be
updated.
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The last step of the Wizard gives you the option to queue the customers immediately
or to schedule the queuing process for a later stage.

e Queue now

e Schedule later in Campaign Manager’

Selective Queuing Import Utility - Step &

\’& S0 Prafix |5Q|_52
0 501 Name ISQI Outbound

Do pou wizh bo:

" Schedule later in Campaign Manager
Remember to make a note of
the SQI name entered, as
you will need the SQI name,
when scheduling your SQI
report in the Campaign
Manager.

< Back I Finizh I Cancel Help I

e Tick Queue now to queue the customers immediately. The queue process will
start in the background and after a short while all relevant calls will be displayed.
To refresh the Outbound Manager, you can press the F5 key.

o Tick Schedule later in Campaign Manager to customers at a later stage,
running a SQI report. Make a note of the SQI name entered, as you will need the
SQI name, when scheduling your SQI report.

If you tick the Schedule later in Campaign Manager option, make a note of the
SQI name entered, or copy it, as you will need the SQI name, when setting up
your SQI report and schedule.

Please see the section on Schedule a SQI Import in Campaign Manager for
information about setting up and scheduling a SQI report.
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SCHEDULE A SQI IMPORT IN CAMPAIGN MANAGER

To set up a SQI report and schedule in the Campaign Manager:

Open Synthesys Management by clicking on the Synthesys Workspace
Management icon on your desktop.

Select the Applications tab and in the Launch Applications screen select
Reports, to open the Synthesys Campaign Manager.

Setting up a SQI Report

In the Campaign Manager:

Locate and right click on your campaign and select Add New Report.

Enter the Report Name, any Comments as required and type a hame into the
Full Name field.

Select SQI Service in the Report Tool field.

Next, type in the SQI name as entered in Step 2 of the SQI Wizard into the
Printer/Export File Name field, for example SQI Outbound.

Save your SQI report.

[ File View Help

Bl~e B0l

s = . pepa ==

I All Accounts

-G abesu

S AIN AN Test Centre

& ALl Allianz

() ALT AB LPD Test

S AWL Alistsir Testing

(S B11 Brigitte Test2011

-5 BL2 Brigitteluly2012

L5 BAS BR AugSept

- BCA Arvato BCA

(5 BDD Brentford Dry Docks

&) BFM Brigitte FebMarch2014
1B 01 Popwatch and HTML
B, 02 BigSQFile

B} 03 0B Testing

b 04 Bulk Email Test

1B, 05 BR ExportWizTest

Bl 06 Test Call Tracker

B 07 Multiple UMS test

1B} 08 BR CRMImport

B} 09 PrePayment Cards

1B 02 Uncbtainable 12 Recyclin
-8, 0B BIG CRM 501

1B 0C FFP CRM

B, 0D New BigFile

1B} 0E Biffile DBServer

B} OF DB Combobox

[B}, 0G OBReschedCalc

(1 ) BIA Brigittelan2012

-G BOC Brigitte Oct2011

1 BPTBRPD Testing
E
2

E
B
B
B

e

ie
[::
E
[::
E

(5} BRI Brightside
) BRO BR Februan2013

« m 3

Ready

Report Praperties

Report Mame [BF SOIOutbound  |p | NONE
Comment_[S01 Fie Import
Ful Name [SG1 Fie Impart

Created Date |17/11/2014

Report Tool [ELEIEEETEE]

Brawse Feparts
Format [Binary -

Piintet/Export File Mame [e.q. %d%my for dated flenames)
[5a1 Dutbound

Output Service
Output Toal | ¢rones h

Parameter! |

Farameter? |

Save | Dekio
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Scheduling a SQI Report

To add a schedule for your SQI report:
e Locate and right click on your report in the Campaign Manager and select Add
Schedule

e Inthe Schedule Wizard, select a start and end date and the frequency of the
report run.

e Save the schedule for your SQI report.

In our example, the next SQI report will run on Monday 17" November at 18:30.

e W e |
SYNTHESYS

Selective Queueing Import

You have now scheduled BR 5G| Outbound report to run. Please check that the
information below is comect, paticulary the nexd run date and time fields for timed
reports.

Frequenicy 1

Mext Run Date 1Monday, 17 Nov 2014

Mext Run Time ]1533['

Parameter 1 1

Parameter 2 1

Schedule detail  [Every 1 days 5

G

< Back I Mewt | Finish ] Cancel j

To check that your SQI report has run successfully

e Goto Report Runs or alternatively check the queue in the Outbound manager.

For further information regarding setting up reports and schedules, please see the he
Reports manual.
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Selective Queuing File Import
“SQI!!

e e e ijtiliéty__i File Import Step 2

il

€ SYNTHESYS
>

Selective Queueing Import

Pleaze, specify @ name of source file to be imported
I\\NEWBLUEDB\Syrrthesys\TminingWoumerlD.(

Row Delimiter: {CRHLF} hd

R,

Sample data from the file:
Customerl D, Title, FirstMame, Sumame, Home Worl [Flat Street |«

B B N
‘w>mm'xks«s\\\m

e
S

b

Postcode SW

—
i

S

i

255

Battersea
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SELECTIVE QUEUING FILE IMPORT (“SQl”)
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SELECTIVE QUEUING FILE IMPORT (“SQI”) «.uttiitieitiiiiiieiie et 132
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Data Source and Table COIUMNS ..........cocciiiiiiiieeeiee e 135
Part 2: Defining IMmport Selection CHEEIA .........cuieiiieiiiiiiiiiie e 137
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Part 4: Queuing CUSLOMEr RECOIS .....ccciviiiiiiiiiie ettt e e e e s e e e e e s e saneeeeeeas 140
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INTRODUCTION

The Selective Queuing File Import utility allows the user to import, update and queue
customer records from a flat file.

The SQI Wizard provides a guide through the various steps of setting up a Selective
Queuing File Import.

Users determine which file is to be used for the import. They then can define the import
selection criteria, specifying which records to import and define the output of the import
process, which is essentially a Synthesys CRM table and the way in which the data to
be imported relates to the CRM columns.

Users can furthermore decide whether to run the data import immediately or at a later

stage, creating a SQI report and schedule for the report to be run and if required
customer records to be queued.
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SELECTIVE QUEUING FILE IMPORT (“SQI”)

To place customers to be called into an outbound list using the Selective Queuing File
Import option:

e Open Synthesys Management by clicking on the Synthesys Workspace
Management icon on your desktop.

e Select the Applications tab and in the Launch Applications screen select
Outbound.

e Select the required Outbound list and go to Edit on the menu bar.

e Select Queue calls using Selective Queuing File Import to open the SQI Wizard.

The SQI Wizard
The SQI Wizard provides a step-by-step guide through the process of importing or
updating data, using the Selective Queuing File Import.

Please see the following pages for details.
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Part 1. Data Input, Source File and Table Columns

Selecting the Data File

The first part of the wizard will determine which data file is to be used for the import.
Step 1: SQI Welcome screen. Click the Next tab of the SQI Welcome screen to move
to the next page of the Wizard.

Step 2: The next step involves the selection of the source file. Click the Browse button,

to select the file, choose a Row Delimiter if required and view the data that you are
about to import.

Selective Queuing Import Utility - File Import Step 2 m*
SYNTHESYS
> Selective Queueing Import Note: The name of the source file needs
~|| to contain the full UNC path and therefore
Please, specify a name of source file to be imported Contaln \\MachlneName\Drlve\ .

1\'.NEW BLUEDESynthesys\Training"VoucherlD.c
Row Delimiter {CRHLF} 5

Sample data from the file:

(CustomerlD, Title. FirstName, Sumame Home Mork, [Flat, Street | -
VOUCHER_1.Mr John Smith, 112 234 4444 271 234 4444 Fiat[ )
VOUCHER_2 Ms Betty Wales.113 343 2322.221 343 2322.: —
VOUCHER_3.0r.Tom Gage, 112 343 4454222 343 445412 _

< Back Next = Cancel Help

Step 3: Now, select the delimiter that separates your fields, i.e. ‘Tab’, ‘Semicolon’ or
‘Comma’ and view the effect in the Sample data from the list section.

oS

Selective Queuing Import Lhilii:).r - File Enpo& Step 3

SYNTHESYS

Selective Queueing Import

To display the column headings
contained in the File that you
import, tick the ‘First row contains
field name’ box.

- Choose the delimiter that separates yourfields: ——————————
| © Tab " Semicolon {* Comma

[V First row cortains field names

Sample data from the file:

CustomerlD ] Title | FirstName
WOUCHER_1 Mr John
WOUCHER_2 M
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Creating a Temporary Data Import Table

You now need to create a temporary database table where the data from your flat file
will be stored initially, before you choose the destination data source later on in the
wizard.

Step 4: This is where you enter the name of the table in which the data from your flat
file will be stored temporarily.

f Selective Queuing Import Utility - File Import Step 4 m1
SYNTHESYS
09 Selective Queueing Import

Please specify a table name

Browse... |

I~ Drop the Table First

< Back Mext = Cancel Help

Steps 5 & 6: Show the process of importing the flat file data, and that the temporary
table has been created.

Selective Queuing Import Utility - File Import Step sm"" i =5
SYNTHESYS

> Selective Queueing Import

You have successfully completed SQI File Import Wizand.
The file you chose has been successfully imparted.
To close this wizard click Next.

Summary:
Source file: \WNEWBLUEDBVS:

Deestination Table: Voucherl D)

esys* Training‘\Woucher! D cg

Synthesys.Net: CRM & Outbound 134



: Noetica

Data Source and Table Columns

Having successfully completed the import of the flat file data to the temporary table,
you now need to create or select a name for your SQI import, select the Database with
the temporary table that you have created and specify the columns to be used in the
import.

Step 7: Enter a new name for your SQI import or select an existing SQI name from
the drop down menu.

Selective Queuing Import Utility - Step f“ m‘k g
SYNTHESYS

EY) Selective Queueing Import
fl Please select a SQI prefix for this import.
& New |BRFleSQI
i
L . Existing| ____|

Step 8: This dialog shows the input action for the File import. The Import and Queue or
Queue Only option will be greyed out, as the action associated with a new file SQI import has
already been selected, i.e. Import and Queue.

Selective Queuing Import Utility - Step ‘ [
SYNTHESYS

»P Selective Queueing Import

Please, select an action pou would like to perform

v
-

< Back MNext > Cancel Help
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Step 9: Now, select the required data source from the list of ODBC data sources

available on the system. You need to select Phoenix, as this is the location of the
temporary table that you have created.

.
Selective Queuing Import Utility - Step 9

SYNTHESYS

Selective Queueing Import

==

>

I Flease select a data source from the list below which is to be
used as the source for this import

e -

< Back Next > T | Help ‘

Step 10: Your temporary table will be displayed automatically. You can now tick the
columns from the table that you wish to use for the import.

-
Selective Queuing Import Utility - S_ g
B Selective Queueing Import
Please select a table or view from the following list ...
VoucherlD (owner[dbal) __:]
... and then select all columns that are to be used in the course
of the import either for selection or output.
[ CustomerD 2 Select Al |
Ef;me T Unselect NI!
@:; FirstName
S mame it
4 nm | »
< Back Next > Cancdl | Hep |

Step 11: The first column contains the selected column names, the second column

(‘Alias column’) an editable field in which you can type any user-friendly names that
you may wish to associate with the selected column names.

rSE|ECtNE Queuing Import Utility - Step 11 @‘

*® Selective Queueing Import To change the name displayed in the
In the "Alias Colurnn M ames" column belaw, please type in any user-fiendly Al Ias CO| umn y CIICk Into the fleld and type
b et o o v e e e e and in the user-friendly name.
Selected Column Names Alias Column Names
Te Tee You then must press enter after each
FirstName: FirstMame: .
Sumame Sumarme name change, to commit the changes
Foscece Foseece made in the Alias column.
1| T | 3

< Back Next = Cancel Help

Synthesys.Net: CRM & Outbound
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The ‘Import Selection Criteria’ allow you to choose which records to import, by
specifying a set of conditions. If you wish to import all records, skip this step by clicking

the ‘Next’ tab.

Step 12: Clicking the ‘Selection Criteria’ button will open the ‘Selection Criteria

Definition’ screen.

Selective Queuing Import Utility - Step 12 — Iﬁ‘
SYNTHESYS
o9 Selective Queueing Import

This step allows you to define the selection criteria for the import. This means that you can
choose which records you wish to import from the extemal database by specifying a set of
conditions, or choose "Next" to import ALL records.

Click here for Selection Criteria

<Back | Next > | Cancel | Help |

The Selection Criteria Definition screen consists of a work area, also called “the

canvas”, where coloured discs will represent different conditions.

Create Condition _Buplicate Conditions

Delete Condition Condition Summary

i selection Criceria Pz o [m] P
(u] 4 | Cancel I Help |
New condition |
Pleaze select an input field that the condition relates ta:
PostCode LI
FirstM ame -
Lire1
Line2
Line3
Lired
Line5
Linef
E—— FostCode |
<< [Sumame Help |
——————{ Telephone
Title o

2| ‘Create Condition’. Click this icon, to create a new condition. To edit existing

conditions, double-click on the relevant condition disc.

4 ‘Duplicate condition’. Click this icon, to duplicate an existing condition.

|ﬁ ‘Delete a condition’. Click on the disc that you wish to delete, and then on the

‘Delete condition’ icon.

| | ‘View condition summary’ click this icon, to view a summary of all conditions.

Synthesys.Net: CRM & Outbound
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To create a new condition

e Click the Create Condition il icon.

¢ Inthe New Condition window select the property to define your search using any
fields available in your CRM (for example the Postcode field.

e Click the button to move to the next screen of the wizard to select the
required operator, i.e. containing and then type SW to specify that you wish to
queue all customers in the SW area.

Please define text stings to be compared with the fisld

<

Hep | « | 5> | Feen | caneel | Hew |

We are now prompted to enter a name for our condition, i.e. ‘Postcode SW’.

Once the condition is defined and a name has been entered, it will appear as a free,
floating disc on the canvas.

e To create another condition, click the ‘Create Condition’ il icon.

e To edit existing conditions, double-click on the relevant condition disc.

Selection Criteria Definition

Ungroup Groups by clicking
on the non-intersecting part
of a disc and dragging
away.

Postcode SW

Battersea

If 2 discs are overlaid
completely you need to
press CONTROL on the
keyboard to drag them
apart.

Each condition disc can be manipulated, clicking and dragging it around the canvas.
Any discs that overlap with one or more other discs will imply a Boolean ‘AND’ to
operate between the conditions. For example, customers are to be queued if:
(Postcode SW AND Surname begins with H) OR (Borough = Battersea)

Click OK, and proceed to the next step.
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Part 3: Binding Source Fields & CRM Columns

This part defines the output of the import process, which is essentially a Synthesys
CRM table and the way in which the input columns relate to the CRM columns.

Step 13: Selection of an Outbound list. This will automatically determine the CRM
prefix to be used. ‘Next’ will move you to the next page of the wizard.

rSeIectlveQueuingImport Utiiit;r— S-hep 13 e *W L &1
SYNTHESYS
FY) Selective Queueing Import

Select the Outbound List ta queue calls far
& BR AugSept -
- BRFebuan2013
; BR PD Peformance Test =
ER PD Regression Test1

BER PO Testing

+ Brentford Dy Docks

B0 Brightside

E-f@ Brigite Declanuary2015

i E BDJ Filelmp Test1

le Imp Steps

g Fle 5QI QueueOnly

1

< Back MNext > Cancel Help

Step 14: The next step involves assigning values to the fields defined in steps 10 and
11 with actual CRM columns.

[ Selective Queuing Import Utility - Step 14 &Jw
T Selective Queueing Import

Azsign values to the destination colurmns. ) )
Mate: Values shown in red no longer exist in the calflow and must be replaced TO Change a Source f|e|d, CI|Ck on
Destination Source - the relevant field in the Source
CusioneriDPo0y _JCusomerd [l | column and select the required
First Name[P002] Tle [ il field from the drop down menu.
Sumame[P003] Sumame [ i

Telephone[PDO4] FirstMName -
4| m +

Calculations | J

< Back Next > Cancel | Hep

The Source column is one of the aliases defined in step 11 (Partl), the Destination
column is the CRM table.

The Wizard will also potentially allow for calculations based on the Source fields to be
used. This however is not available in the current version.
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Part 4: Queuing Customer Records
This part is concerned with the parameters governing the queuing of Outbound calls.

Step 15: If your CRM contains more than one telephone number, select the telephone
number that is to be queued and dialled first, in the event of the campaign being turned
into a Predictive Outbound list.

Selective Queuing Import Utilty - Step 1”“ (o]
SYNTHESYS

L) Selective Queueing Import

In the event of this Outbound List being converted to 3
Predictive Campaign which telephone Number would you wish
to use?

|HomelP0D4] =l

Home[P D04
Work[P0O7]

< Back Mext > Cancel Help

Step 16: Defining restrictions to be imposed when queuing calls, based on previous
contact with a specific customer.

To Exclude customers from the call queue:

e Place atick into the relevant box of possible call outcomes and if required select a
date as appropriate.

rSelectiveQueuingImportUﬁlity—Step 16 ¥ ——— EE B
SYNTHESYS
> Selective Queueing Import

Do not queue call to those who already had any of the following types of call

I™ Finished Call - Inbound I™ Finished Call - Outbound
[ Aborted Call - Answerphone [ Aborted Call - Busy

[~ Aborted Call - Do not call [~ Aborted Call - No Answer

| [” Aborted Call - Rescheduled [~ Aborted Call - Unobtainable
[ Aborted Call - Wrong Number [~ Aborted Call - Other Reason

* Ever
€ Since |17/11/2014 ]

< Back i Mext > i Cancel Help
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Step 17: This option allows you to check for possible duplicates in the queuing
process, i.e. to check that no call is already queued for this person.

Note: Checking for duplicates is advisable, but can take a long time to perform.

Selective Queuing Import Utility - Step 1‘

o

SYNTHESYS

>

call queue and exclude them?

{* Check for duplicates for ob list ‘'BDJ DB Impart” anly)
™ Check for duplicates for campaian "DB Import” onily)
" Check for duplicates for CRM Prefoc 'BDJDEI only)

" |gnore check

[~ Clear cument queue
[~ Clean customers against the Do Not Call List
[~ Update all fields

Cancel |

Selective Queueing Import

A call relating to some of the records that are to be imported may already be queued. This
means that these people will be called twice. Do you wish to check for such duplicates in the

Do NOT tick the ‘Update all fields’
box, if you only wish to update
some of the selected CRM fields.

|
Help |

< Back | Mext = |

i

Select Option

Check for duplicates
(for Outbound list ‘Outbound list Name’ only)

Check for duplicates
(for campaign ‘Campaign Name’ only)

Check for duplicates (for CRM Prefix
‘Customer_Prefix’ only)

Ignore check

Clear current queue

Clean customers against the Do Not Call List

Update all fields

Synthesys.Net: CRM & Outbound

Description

To check the current Outbound list selected for
duplicates.

To check all Outbound lists associated with the
selected Campaign for duplicates.

To check all Outbound lists that use the same
CRM prefix.

If you do not need to check for duplicates, for
example queuing calls for a new campaign.

To remove customers from the selected
outbound list, before queuing calls.

To check the Phoenix_DoNotCallList table for
telephone number and to remove customers
from the call queue if a match is found.

Tick to update all fields within your CRM, do NOT
tick, if only selected fields are to be updated.
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Step 18 Finally, the last step gives you the option to run the import immediately or at
a later stage and gives you the option not to queue calls in the Outbound Manager.

e Import now
e Schedule later in Campaign Manager

o Do not queue calls

Selective Queuing Import Utility - s'ﬁé;'i‘ [
SYNTHESYS

Y ) Selective Queueing Import

501 Prefc |5Q1_1220

5Q1 Name  [BRFileSQI

Do you wish to:
" Import Now Remember to make a note of
" Schedule later in Campaign Manager the SQI name enter6d as yOU
[~ Donot I . !
cre e will need the SQI name, when
scheduling your SQI report in
the Campaign Manager.

< Back | Finish | Cancel | Help | i

e Tick Import now to queue the customers immediately. The queue process will
start in the background and after a short while all relevant calls will be displayed.
To refresh the Outbound Manager, press the F5 key.

e Tick Schedule later in Campaign Manager to queue customers at a later stage,
running a SQI report. Make a note of the SQI name entered, as you will need the
SQI name, when scheduling your SQI report.

e Tick Do not queue calls, if you want to run the CRM Import without queuing
customers

If you tick the Schedule later in Campaign Manager option, make a note of the SQI
name entered, or copy it, as you will need the SQI name, when setting up your
SQI report and schedule.

Please see the section on ‘Schedule a SQI Import in Campaign Manager’ for information
about setting up and scheduling a SQI report.
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Web Queuing
The Web Queue Wizard

|

§ Synthesys - Qutbound Manager

File

Edit | View Help

R
ke

Noetica

CE

Queue calls using Selective Queuing Import

Queue calls using Selective Queuing File Import

-

Synthesys.Net: CRM & Outbound

Qutbound List | Retry Time Times Cal... | AgentID | Agent Name | Telephone
f Remove Queue calls using Selective Queue Monitor BLOan OB extent.. n/a 0 none 112 3446771
f Delete 5Q1 Prefives BLOan OB extent.. n/a 0 nene 113 454 5227
& Delete SQM Prefixes BLOan OB extent... n/a 0 none 113 454 7999
- 3 BLOan OB extent.. nfa 0 nene 113 363 7855
Process DoNotCallList for entire queue BLOan OB extent.. n/a 0 none 112 446776
Bulk Change Queue ... BLOan OB extent.. n/a 0 nene 1134545333
Edit Default Recycling Rules . BLOan OB extent.. n/a 0 none 113454 7383
BLOan OB extent.. n/a 0 nene 113 363 4444
d Web Queueing ... BLOan OB extent... 2013-01-1109:31 0 none None 1122341111
T - ‘ ELoan NoMatch oY TRV ZT BLOan OB extent.. 2013-01-1122:00 0 none None 133432334
]
BLOan OB extentedHrs
@1 Day
i - Time test
— — TE— e
# ° Condition Criteria = 2 |
. = I{ﬁ:‘l ﬁl | Ok I Cancel I Help |
e -
Fleaze zelect an input field that the condition relates to: 5
Custorner 10 I
Cusgtomer 1D
Email Tel
First Marne
Street
Surname
Telephone
Title E
Firizh Cancel
T
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The Web Queue wizard enables users to specify queuing conditions based on CRM
data to determine into which outbound list incoming web leads are to be placed.

The Web Queue wizard is used in conjunction with the CRM Web Service, the Rules
Engine Web Service and the Dialler Web Service.

This allows the client technical team to set up a Web Service call that never changes,
but then gives the Call Centre the ability to direct these incoming web leads into
different outbound campaign lists based on a set of CRM criteria that can be changed,
as required.

The Web Queue Wizard

In the Web Queue wizard users create different web queue prefixes, each
containing associated queuing criteria based on CRM data, and the
outbound list to be used in the queuing process.

Incoming customer leads from a web site are added to the CRM via the
CRM Web Service.

The Rules Engine Web Service then uses the web queue prefix and
associated criteria to direct these leads into the appropriate outbound lists.

Web queue prefixes to specify queuing criteria and outbound lists are created via the
Web Queuing option in the Synthesys Outbound Manager.

Open the Synthesys Outbound Manager.

Select the Outbound list required and go to Edit on the menu bar.

Select Web Queuing to open the Web Queue wizard.

[ Synthesys - Outbound Manager .

o [

@~
R
-
ol 7
28 7

[T - L

File View Help

Queue calls using Selective Queuing Import

Queue calls using Selective Queuing File Import

Remove Queue calls using Selective Queue Monitor

Delete SOI Prefixes

Delete SQM Prefixes

Pracess DoNotCallList for entire queue
Bulk Change Queue ...

Edit Default Recycling Rules ...

Web Queueing ...

Outbound List

Retry Time

Timnes Cal...

AgentID

Agent Name

Telephone

BLoan MoMatch

] BLOan OB extentedHrs|
Day

Time test

TE=SUTES

TRIVZT

Synthesys.Net: CRM & Outbound

BLOzn OB extent...
BLOan OB extent...
BLOan OB extent...
BLOan OB extent...
BLOzn OB extent...
BLOan OB extent...
BLOan OB extent...
BLOan OB extent...
BLOzn OB extent...
BLOan OB extent...

n/a
H_f’ﬂ
H_f’ﬂ
nfa
n/a
H_f’ﬂ
nfa

nfa

0

coococo oo

2013-01-1109:31 0
2013-01-11 22:00 0

none
none
none
none
none
none
none
none
none
none

None
None

1123446771
113454 5227
113454 7939
113363 7835
112344 6776
113454 5333
113454 7383
113363 4444
1122341111
1133432334
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Step 1: Entering or selecting a Web Queue name

The first page of the Web Queue (WQ) wizard will prompt you to

e enter a name for a new WQ prefix into the New field, or to

e select Existing to edit a WQ prefix that already exists.

[ Web Queue Wizard - Step 1 ; ; M“
§ SYNTHESYS
FY Web Queueing

Please select a prafic.

& New |BRLoan|

(" Bdsting |m="5<

Mexdt = Cancel

Help

Step 2: Selecting Outbound list for lead

In the next page of the wizard

-
ki

Noetica

e Select the Outbound list into which to put the lead if the criteria set is met.

-

Web Queue Wizard - Step 2 W

=)

SYNTHESYS
P Web Queueing

Select Match Qutbound List

E-f@ BR Febuary2013 -
g, BR WebChat E

- CRM PDTest
-4 Export SQI
[l Express Loan

& ]1BLOan OB extentedHrs
Day
Time test

4 i | »

< Back Mext >

CRM prefix is "BLOAN

Cancel

Help

Synthesys.Net: CRM & Outbound
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Step 3: Setting criteria based on CRM data

In page 3 of the WQ wizard, specify the conditions that are required to place a customer
record into the selected outbound list.

Press the Click here to set your condition button to open the Condition
Criteria screen.

- =
Web Queue Wizard - Step 3

ﬂ SYNTHESYS
Y Web Queueing

(=

For "Matching customers’ select a condition

Click here to set your condition

{THek

Mext > i

The Condition Criteria screen consists of a work area, also called “the canvas”, where
coloured discs represent the different conditions.

Duplicate Conditions
/[a)elete Condition

Create Condition
View Condition Summary

# ° Copdition Crjp€ria |

*e |t E_

ak I Cancel I

Help |

[

Flease zelect an input field that the condition relates to:

=

Customer [D

Customer ID
Email Tel
First Mame
Street
Surname
Telephone
Title

S

Cancel Help

| »

m

"

il ‘Create Condition’: Create a new condition. To edit existing conditions, double-

click on the relevant condition disc.

- 'Duplicate condition’: Duplicate an existing condition.

| ﬁ| ‘Delete a condition’: Select the disc that you wish to delete, then click the ‘Delete

condition’ icon.

|E| ‘View condition summary’: View a summary of available con

Synthesys.Net: CRM & Outbound
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To create a new condition:
e Click the Create Condition il icon.

¢ In the New Condition window, select the property to define your search
using available CRM fields, for example the Town field.

e Click the button to move to the next wizard screen and select the
required operator, i.e. containing and then type London to specify the
name of town in your criteria.

r N
New condition x| B
FostCods" Town' alphabetically prefived with
Flease select an operatar from the list below. Please defing text strings to be compared with the fisld
ot beteeen =] londor]
like:
nat aull
is null
ending in
not ending in
not containing
contained in |
<4 | o3 I Firist I Cancel | Help | «“ | > | Cancel | Help

You are then prompted to enter a logical name for the criteria i.e. London, which will
be displayed on the free floating disc on the canvas.

e To create another condition, click the ‘Create Condition’ il icon.

o To edit existing conditions, double-click on the relevant condition disc.

® ° Condition Criteria LIEI&J
A
e o= k. | Cancel | Help |

m

Each condition disc

/|| can be manipulated,

||| clicking and dragging

|| itaround the canvas
If two discs are

overlaid completely,
press Control on the
keyboard to drag
them apart.

Any discs that overlap with one or more other discs will imply a Boolean ‘AND’ to
operate between the conditions. In our example:

(London AND Home Owners) OR (New Contact).

Click OK and proceed to the next page of the wizard.
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Step 4: Outbound list to use if criteriais NOT met

In step 4 of the Web Queue wizard

e Select the Outbound list that the calls will be queued into if the criteria is

NOT met, or

e Tick Do not specify the Outbound List, if you don’t wish to queue the leads
that do not match the set criteria.

-
e L R

Web Queue Wizard - 5tep 4

i

B Web Queueing

SYNTHESYS

[ Do not specify this Outbound List
Select NOT Matched Outbound List

| @ CRMOBTest

. CRM PDTest I
A Bgort S

My, Express Loan

i1 BLoan NoMatch

BLOan OB extertedHrs

i T
4 1 | »

-

CRM preficis BLOAN'

Step 3: Saving the Web Queue prefix

The last step of the Web Queue wizard show a summary of the criteria and the WQ
Prefix that will be used by the Rules Web Service to direct incoming web leads to the

appropriate outbound lists.

Web Queue Wizard - Step 5 e W

=

4

Prefoc

WQE_2

Synthesys Web Queue Wizard

Name |BRLoan

*You choose to do the following action:

Q) Prefix: WQE_2
Match Outbound List - BLOan OB extentedHrs
Mat Match Outbound List - BLoan MoMatch

< Back | Finish |

Cancel

Help

Synthesys.Net: CRM & Outbound

In our example the
QueuingPrefix
parameter is <WQE_2>.
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VIEWING QUEUED CALLS

Synthesys - Dutbound Manager =1 B3

File Edit Wew Help
DeH| 2R S| 743l
@ all Accounts jin] | Customer ID | Outbound Lisk | Retry Time | Times Called I Agent IT
e DemonstrationandTrainingScripts ] 7 ELECT_1S CEauk nja il none
e Telebusiness Callflows a 3 ELECT_Z CEout nfa 0 none
4. ElectraBuy fs ELECT 3 CRaut nfa o none
-4 ElectroCE A ELECT 4 CBout nia ) none
iy CBout A ELECT S CBout nia ) none
@ cﬁu?:c””':a”'t 14 ELECT 8 CBaut 2009-05-13 17:16 0 none
s ELECT 3 CBout 2009-08-13 17116 O niarne
z212 ELECT_& CBout 2009-08-12 17:57 0 niarne
2213 ELECT_7 CBout 2009-08-12 17:57 0 niarne
M ELECT_1 CBout nfa 1 none
Bz ELECT_10  Bout nfa 1 nane
s ELECT_11 CBout nfa 1 nane
s ELECT_12  Bout nfa il nane
s ELECT_13 CBout nja 0 nane
B, ELECT_14  Bout nfa il nane
Me ELECT_1 CBout 2001-06-21 12:05 1 1000
55 17 ELECT_10 CBouk nfla o noneE
| | i
|Midd|e of the Queue, Hit page down for more records |1? Queue Items., v
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VIEWING QUEUED CALLS

To view the queued calls for an Outbound list

¢ Open Synthesys Management by clicking on the Synthesys Workspace
Management icon on your desktop.

e Select the Applications tab and in the Launch Applications screen select
Outbound.

e Click on the desired Outbound list. To display inactive Outbound lists, as
well as active Outbound call lists in the tree structure, select the Display
Inactive OBCampaigns option via the View menu of the Outbound
Manager.

Explanation of Icons and Queue States

lcon | Description

Queue
State
Done: refers to outbound calls, which have been completed. 0

Queued: a green light lists the active calls in the queue waiting to be taken; | 1
the red light lists the inactive / deactivated calls

Rescheduled: refers to the number of calls scheduled to be taken at a 2
specific time.
Attention: shows the number of calls, which need the supervisor’s 3

attention because the customer to be called has not been reached.

d B =5 e B

Never Call: lists all clients, which do not wish to be contacted. 4

Running: shows the number of outbound calls in process. 5

Izz Sleeping: refers to calls waiting to be put back into the queue. 6

_'? Wrong Number: incorrect number associated with a client to be called. 9
% Unobtainable Number: if number is not obtainable. 10
% Predictive Call in progress / running 11
E Advanced Recycling strategy complete / done 12
_-ﬁ Emergency: To instigate instant callback 14
E Moved: Shows calls that have been moved to another OB list as part of 15

advanced recycling rules using the Re-queued or Change Campaign
option in the Advanced Recycling Designer or using the Reschedule
control to move a record between Outbound lists.
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Lead Tracking

Lead Tracking allows users to follow leads in Synthesys providing a complete life cycle of the
call, from the time it was queued, past various queue manipulation activities.

To distinguish between queued records moving to ‘Done’ because they are completed and
‘Done’ as a result of certain recycling events, a new queue state ‘Moved’ has been added.

The Moved Hqueue state is displayed, if

The Change Campaign option is used in the Advanced Recycling Designer
to move a queued record to a different Outbound list

A record is Re-queued as part of advanced recycling rules

The Reschedule control is used to move a call between Outbound lists

€ Synthesys - Outbound Manager ‘” o B i & j de s A o (5 e S
File Edit View Help
? 8 %
B All Accounts - [ [ Customer... | Outbound List | Retry Time [ Times cal.. [ AgentID | Agent Name | Telephone
-6 AN Test Centre 2230758, TRN_11 Lead List 012-06-221711 0 none None 112 344 6771
- Allianz 2230758, TRN12 Lead List 2012-06-221711 0 nene None 1132 454 5227
5 Anvato BCA .2Z30758... TR 14 Lead List 2012-06-221711 0 nane None 113 363 7855
@ Brentford Dry Docks .zZ30756... TR 16 Lead List 2012-06-221741 0 none None 112 144 6776
@ Brigitte Oct2011 2230758... TRNL7 Lead List 2012-06-221711 1 none None 113454 5333
@ Erigitte Telebusiness 2230758, TR 18 Lead List 2012-06-221741 2 nene None 1134547383
- Brigitte Test 2010 =| [=Z30758.. TRN 19 Lead List 2012-06-221711 1 none None 113 363 4444
58 Brigitte Test2011 30758, TRNS Lead List 2012-06-2217:37 1 none None 223454 5757
OB Brigittelo 30758, TRNL3 Lead List 2012-06-2617:06 1 nene None 113 454 7999
© Brigittelanzo2 B30756.. TRN 23 Lead List nfa 1 nane None 112 555 6774
PR0758.. TRN 24 Lead List n/a 1 none None 110 454 5757
@ Brigitteluy2011 FR30758.. TRN.25  Lead List nfa 1 none None 113111 7797
- Brigitteluy2012 EA30758.. TRN 26 Lead List nfa 1 nane None 1133631010
. Bxchange Diary F30758.. TRN_30 Lead List nfa 1 none None 1134432321
-4 Lead OB 30758, TRM_3L Lead List nfa 1 none None 112 224 5227
-8 LeadTracking [F20758... TRN 33 Lead List nfa 1 nene Mone 112 2226771
59 BR New [E330758.. TRN_34 Lead List nfa 1 none None 113454 5777
BR UnobWreng EA30758.. TRN. Lead List nfa 1 none None 112344 6774
g Lead List PRz0758.. TRN G Lead List nfa 1 nene None 113 454 7797
Lear TrackOB BR30756.. TRN 7 Lead List n/a 1 none None 113 363 7877
- Bull 0758 TRNT Lead List n/a 2 none None 1133637877
-8 Comelio test FRz0758.. TRNG Lead List nfa 1 nene None 113 454 7797
B case65dd 30758 TRN 31 Lead List nfa 2 nane None 113 224 5227
-6 DAF Inbound Applications
@ DAF Qutbound
i@ dazza
i DemonstrationandTrainingSeripts
w- Elliot
& Emmanuel
-6 Export Test Joe
- Gareth
B hesd4
) Healthcare Landscapes
8 Highway =il i b
Middlle of the Queue. Hit page down for more records 23 Queue Hems,

The two tables that support lead tracking are Phoenix_Lead (containing one row in
phoenix_lead for each initial lead created in Synthesys) and Phoenix_Lead_Tracking (with
a record for each queue instance).

Recycling events and queue states can be tied to dial events by linking records between
phoenix_recycling and phoenix_statistics using the ContactID column.
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If you select and right click on any of the queued calls listed in the Queue Context
window on the right, a drop down menu will be displayed from which you can select a
variety of Options, depending on the call outcome.

[ Customer... [ Outbound List

[ Retry Time

AgentlD | Agent Name | Telephone

30758...
30758...
30758...
30758...
30758...
30758...
30758...
30758...
30758...
30758...
30758...
30758...
30758...
30758,
Ay 30758,
¥ 30758
22230758,
W 30758,
= 30758
[ERz0758,
FHz0758,
PRz0758
EEzo7s8,
[ERz0758,
BRz0758

TRMN_18 Second CRM
Second CRM
Second CRM
Second CRM
Second CRM
Second CRM
Second CRM
Second CRM
Second CRM
Second CRM
Second CRM
Second CRM
Second CRM

Schedule

Sleep
Delete

Customer History

Customer Details

Properties
Change State
Move To Outbound List

Times Called Information

n/a

ERzo7s8...

TRM_S Second CRM

Select Option

nia

[ Times cal... |

a 113 454 7383
113 363 4444
113343 2322
1122341111
113343 2334
1121122211
112 555 6774
110 454 5757
113111 7797
113 363 1010
113443 2321
1134432321
113443 2321
112 343 4454
113 343 4541
112344 6771
113 454 5777
221 234 4444
113454 5227
113 454 7999
113 363 7855
113343 4541
112 344 6776
113 454 5333
1122226771
112 344 6774
113 454 5757

none
none
none
none
none
none
none
none
none
none
none
none
none
none
1152

1153

1153

-09-18 12:33
-09-18 12:33
-09-18 12:38
-09-17 16:45

jo
jo
jo
none Mone
MNone
Mone

none
none
none Mone
MNone
Mone

none
none
none Mone
MNone
Mone

none
none

NNNHHRHHWUHRNWUKRHROOOOOOOOOOODO

none Mone

To

Operator assign

Schedule/Reschedule

Change the Call Time

Queue

Sleep

Delete

Customer History
Customer Details
Properties
Change State
Move to Outbound

Times Called
Information

Synthesys.Net: CRM & Outbound

Select a particular operator from the drop down list to take the
outbound call for the selected customer, or remove the agent
assignment by selecting <De-assign Agent>. Due Sleeping calls
assigned to an operator will change to Reschedule state.

Display the Schedule Call window where you can set the date and
time frame in which the call should be taken.

Set a start and latest time to present sleeping calls. This will
change the state of sleeping calls to reschedule.

Queue calls with a current state of not queued, for example,
‘Sleeping’ ‘Rescheduled’ or ‘Attention Supervisor’ etc.

Set a waiting period, before the call is placed back into the queue
for outbound calls to be taken.

Delete the highlighted customer from the queue.

Display details of the caller’s previous contact with the company.
View details of the customer held in the CRM.

Display detailed information about a queued call.

Change the queue state, i.e. from Attention supervisor to Queued.
Move calls from one Outbound list to another.

Details about the number of times called for the selected Queue ID,
Lead ID and Customer record.
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Customer History

To display the history of that caller, showing details of all previous contact with the
company

¢ Right click on a queued call and select ‘Customer History’.

% History for the customer BRTIES_2 [BRTIES] B ] 4

Ewent | Ewent | Ewent | Operat. IA:cnunt IE@pa\ IDEE‘L‘
S lmport.. 2840172, Inserted
I Call (.. 30/01/2. Cal183. Brigite
‘¢‘I.1‘E Call 30/01/2.. Brochure  Brigite
;@IJE Call 30/01/2...  Enquiry Brigitte:
;¢‘I./‘E Call 30/01/2.. Qider Erigitte
=¢‘|.I‘E Call 30/01/2.. Qider Erigitte

Attach... Eilter>>

e To filter information, click the Filter button.

e Select or enter the Event, Operator or Event Text and a date and time period,
then click the Filter Events button on the right.

e To add a Note or document, click the Add Note or Attach.. buttons.

e To display all information associated with the caller, click the ‘Reset Values’

In our example we have selected all calls related to ‘Order’ only.

£ History for the customer BRTIES_2 [BRTIES] =100 x|

Event | Ewvent.. | Event . | Opewt. | Account. | Campasl. [ OBCam
BP 1/ Call 3040772, Order Erigitie

CIEEE 20012, Oder Brigitte

Add Mote Aftach... | Eiters>
Event Time Interval
[<Not Active: =l Date e
Qperator ID From [2004 /30 /01
I(NDtActlva) LI Te 2004 /30/01
Event Text
[Order | BesstValues Eiter Evernts
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Changing State of Queued Calls

To change the current queue state of calls with different call outcomes:

e Select and right click on the queued calls

e Select the Change State option from the drop down menu.

D | Custamer ID | Qutbound Campaign | Retry Time | Times Called | Agent ID |
_B Z0424... BRFlat_7 Ties OB nfa 0 nane
a Z0424... BRFlat_3 Ties OB nfa 0 none
B 20424... ERFlat_z Ties OB nfa u] none
a Z0424... BRFlat_+ Ties OB nfa 0 none
B 20424.,. BRFlat_10 Ties OB nfa u] none
B Z0424... EBRFlat_11 Ties OB nfa 0 nane
B e W L 2008-02-29 11:15 0 1035
=221 Rt Gt 2008-02-29 11:15 0 1035
=2 e _ 2008-02-29 11:15 0 1035
R Change the Call Time nia 0 one
EE Delete nfa u] none
&: nfa 0 naone
c'i\",z Custamer Histary nia a0 -

Cusktomer Details

Properties

Change State

Move To Cutbound Campaign

¢ Inthe Change Queue Item State dialog select the queue state that you wish to
display for the selected calls.

Change Queue Items State ] il

Mew Queue Ikem State:

Attention [=
Atkention -
Done —
MeverCall -
Scheduled i
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Move to Outbound List

The most efficient way to move queued calls from one Outbound list to another is by
using the Queue Manipulation Wizard (Outbound: Edit — Bulk Change Queue).

However, if you just want to move a few calls from one Outbound list to another, you
can also use the following steps:..

¢ Right-click on the calls that you wish to move and select the Move to Outbound

List option.
fTe) [ Customer I | cutbound List [[Retry Time [ Times called
- ELECT_14 [ nia o
[ g ELECT_1S CEauk nja o
A= ELECT_= CEout nfa o
[ L] ELECT_4 CEout nfa o
- JEE=S ELECT_& CBouE nla o
A 1= ELECT_7 CBauk nja o
8 = ELECT_= CEauk nja o
== Zo09-09-10 15:33 1
== Zo09-09-10 15:36 1
== Zooe-09-10 15:50 1
nia 1
= nja o
nfa o
o

EE

¢ Inthe Move to Outbound List dialog, select the target outbound list, displaying all
relevant details on the right-hand-side.

Movwe To Outbound List [ <]

Please, Select Destination Outbound List with Cuskamer Prefix: I ELECT

& Al accounts
=1 @8 Telebusiness Callflaws

=] 4 ElectroCE —Selected Item:
CEout

T i Account I0: z
Campaign ID: e
Campaign: ElectraCE
OBLisk 1D 4
OBLisk: Mew OB list
Customer Prefic: [ELECT

carcel_|

e Click OK to remove the calls from the original queue and to queue them as
newly queued items in the selected outbound list.

# Synthesys - Outbound Manager

File Edit Miew Help

Ol | & B2l =] 2 21 21

All Accounts ) [ Customer 10| Gutbound List [ Retry Time [_Times Called

B Darroll 20022 ELECT_10 Mew OF list nia o
=83 Dernonstrationand TrainingScripks B zoozz ELECT_11 Mew O list nfa fal
6 dfdsfds B zooze  ELECT.1Z Mew OB list nia o
=188 Telebusiness Callflows B zooes ELEcT . Tew OB list nfa o

. g ElectroBuy
=14 ElectrocB

All moved calls, regardless of their current queue state, will be displayed in the
target list as freshly queued calls, with the number of times called set back to O.

To move multiple calls on a regular basis use the Queue Manipulation Wizard
(Outbound: Edit — Bulk Change Queue).
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You can view the number of times a record has been dialled by looking at two columns in the
Outbound Manager. The Times Called for this list column shows the number of dials for the
selected outbound list, the Total Times Called column shows the total number of dials for the

lead.

More detailed call information can be viewed via the Times Called Information option:

e Right-click on the queued call in the Outbound Manager and select the Times
Called Information option from the drop down menu.

[ Synthesys - Outbound Manager W9 TEeaw  va

File Edit View Help

? 4

@ All Accounts - [ [ customerp_[ outbound List

Retry Time

B AN Test Centre 7730789... 3 Move from SW

@ Allianz | |:=230789... 10 Mave from SW

® Arvato BCA BT 6 Move from SW

@ BROctober2012 22 Operator Assign

-4 CRM PDTest =
BR TimeMissed E
BRTESTI00A
5 Missed Latest Time | Delete
(& Move from sW
Not SW Customer History
& 5w Custorner Details

Qg Export SQI Properties

A Express Loan

g Popwatch test

@ Brentford Dry Docks Move To Qutbound List

@ Brigitte Oct2011 Times Called Information

@ Brigitte Telebusiness

@ Brigitte Test2011

@ Brigittelan2012

8§ Brigitteluly2012

@ Bull

B Camelis test

B cases5dd

@ DAF Inbound Applications

 DAF Outbound

® dazza

B DemonstrationandTrainingScripts

@ Elliot

@ Emmanuel

B ExportTestJoe

Unsleep

I

Change the Call Time

Change State

B Gareth

2013-01-0216:18
2013-01-0215:49
2012-01-0215:50
2013-01-0215:50
2013-01-0215:51
n/a

~

SNV

Times Called forthis list | AgentID__ | Agent Name | Telephone Total Times Called
2

none None 1121212122

none Mone 35353535 2
nene Mone 3636363636 3
nene Mone 2134345678 2
none None 2626262719 3
none None 2312312133 1

- |«

Middle of the Queue. Hit page down for more records 6 Queue Irems.

In the dialog displayed you can see the number of dialls for the selected Queue ID,

Lead ID and Customer record.

The Number of times called information in our example shows that there are 2
dial events for the Queue Id in the current Outbound list.

We can however see that the customer record has also been called from another
Outbound list, as a ‘3’ is shown for the Lead Id and for the Customer.

[ Dialag ﬁj
Mumber of times called for this Queue Id: 0
MNumber of imes called for this Lead Id: 1
Number of times called for this Customer: 1

h

Synthesys.Net: CRM & Outbound
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Deleting Queued Items

To delete selected items from the call queue:
e Select and right click on the relevant ID’s in the right-hand window.
e Select Delete from the drop down menu.

For multiple call selection you can use the Shift or Control keys in combination with
selecting relevant ID’s in the call queue.

jin] | uskomer 1D | CQutbound List | Feetry Time | Times Called | Agert ID
7637 BRCity_2 City Break Quewe... nfa 1] none
a FE39 BRCity_11 City Break Queue... nja o none
a 7640 BRCity_12 City Break Queue... nja o none
u F641 BRCity_13 City Break Queue...  nja o none
a T4z BRCity_14 City Break Quewe... nfa 1] none
228 FE3E BRCity_10 City Break Queue,,,  2009-03-25 11:40 0 none
E?SZQ BRCity_1 City Break Queue... nfa a none
E?EBD BRCity_2 City Break Queue... nja o none
57631 BRCity_3 City Break Queue...  nja o none
& e e rme-gh Quewe...  nfa 1] none
& Rt k. Queue... njfa 1] none
& e k. Queue... nfa a none
k Queue... nja o none
— pBkGQueue... nja o none
Custamer Histary
Custorner Details
Properties
Change State
Move To Quthound List
4 | i

If you are sure that you want to delete all items that you have selected from the call
queue, click the ‘Yes to All' button in the ‘Confirm queue item delete’ window.

Confirm queue item delete x|
& Delete queus item with [D =57
‘H Deletions are permanent and cannot be reversed.

| Cancel I

ves | YesToal

To check each ID separately, click ‘Yes’ to delete the ID or ‘No’ to retain the ID in the
gueue.

A message will confirm the number of items deleted successfully.
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Viewing Queue Statistics

To view statistical information on all calls queued for a particular Account or Campaign

¢ Right click on the relevant Account or Campaign and select * Statistics’.

We have selected Statistics for the account Sales Survey.

The Queue Items shown for the currently selected outbound list are as follows:

-

OBList Statistics: BR TimeMissed SHE]
Queue ltems
[ Done: / 7  OIB calls have been done/ completed
. Queued: 13
7 Scheduled: 5 13 O/B calls are queued
f&‘.-’-'l.tter'utiur'u: 1
T Never Calt 0 5  Of/B calls have been rescheduled to be taken at
& Funring: 0 a specified time
2 Sleeping: . . .
zE5leeping: 8 1 O/Bcall is set for attention of the supervisor
? Wrong Mo, 0
8 Unobtainable: 0 8 O/B calls have sleeping status, to be taken at a
& FD Running: 0 specified time
EHecycling 0
Complete:
Bl Moved: 0 34 Total number of O/B calls currently in the queue
s Emergency: 0
Total M
Stucture
Accounts: 75
Campaigns: B2¢
CRM 78
Outbound Lists; 580
Active: 475
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Setting a Filter
To set a Filter to display particular call outcomes only, go to VIEW on the menu bar
and select Set Filter.

e To show all queued items, click the ‘Select all* tab and then OK.

e To start a new selection, click ‘Clear all’, before ticking the required status.

In our example we have placed a tick into the Scheduled box, to display only calls with
the status Rescheduled.

£ Synthesys - Outbound Manager =B8] %

File Edit View Help
: ? 4%

@ Al Accounts - [ Customer... | Outbound List Retry Time Times Cal... | AgentID | Agent Name | Telephone
@B AJN Test Centre [ [ @30756... TRN 18 Second CRM nfa [] none 113454 7383
B Allanz | || @ z075e... TRM_19 Second CRM nfa 0 none 113363 4444
BB Arvato BCA || @30758.. TRN.Z Second CRM nfa 0 none 1133432322
E- @ Brentford Dy Docks | || @30758... TRM_20 Second CRM nfa 0 none 112 234 1111
5§ Brigitte Oct2011 | | @078 TRN L Second CRM nfa 0 none 1133432334
. Brigitte Telebusiness 30758... TRM_22 Second CRM nfa 0 none 112112 2211
5@ Brigitte Test2011 30758.. TRM 23 Second CRM nfa 0 none 112 555 6774
5 @ Brigittelan2012 30758... TRM_24 Second CRM nfa 0 none 110 454 5757

; | || @ z075e... TRM2S Second CRM nfa 0 none 113111 7797
B Brigitteluly2012 R :
& CRM Check | | @078, TRN2S Second CRM nfa 0 none 1133631010
& CRM HistonyTest | || 830758, TRM2Z Second CRM nfa 0 none 113443 2321
|| @ 30758.. TRN 28 Second CRM nfa 0 none 1134432321
£ CRM SanityCheck 7 30758.. TRN_29 Second CRM nia 0 none 113 443 2321
CRM Sanity 30758.. TRN3 Second CRM nfa 0 none 112 343 4454
: Ejt; V'EWED' 7% 30758...  TRN_10 Second CRM 2012-09-1812:33 1 1153 jo 113343 4541
change Diary 307 _ = 112 344 6771
@ 1B Reschedule test %307 View Options il == 113 454 5777
& Lead Inbound :=2307. Show items with status 1 221 234 4444
-4 Lead Tracking3 & 307 3 113454 5227
. LeadTracking i 307" B3 [ Done B [ Unobtainable (@ [ Wiong Number 3 1134547999
Bl @ LeadTracking2 307 B T ouewed B T NeverCal B [ Predictive Callin Progiess 1 113 3637855
A New CRM Check ESOT 3 113 343 4541
Ay New CRMZ 207 P7 ¥ Scheduled = [ Running 2 I Recyoling Complete 3 112 344 6776
() 4 New CRM3 07 Ay T Attention =2 [ Sleeping g5 | Emergency 7 113434 3333
5 @ Queue test 0B ERlz07 3 112 222 6771
& et g P L e
(- 4. Second New CRM ! i
BTst Move o ] Cancel Select sl Clea al
Move xCalled
il Second CRM
=-@ Bull
w8 Camelia test
-8 casef544
- DAF Inbound Applications Slig M v
Middle of the Queue. Hit page down for more records 27 Queuetems.

To place all these rescheduled calls back into the live queue:

e Select and right click on all calls and select Change to Queued State.

Customer... ‘ Outbound List | Retry Time | Times Cal... | Agent 1D | Agent Name | Telephone
o TRM_10 Second CRM 2012-09-1812:33 1 1153 jo 113 343 4541
Operator Assign 012-09-1812:33 1 1153 jo 112 344 6771
012-09-1812:38 3 1153 jo 113 454 5777

Reschedule

Change to Queued State
Delete

Customer History
Customer Details
Properties

Change State

Mowve To Outbound List

To search for a specific Customer ID, Telephone Number, Agent ID, Agent Name or
Queue ID, use the Set Search Filter option described on the next page.
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Set Search Filter

The Set Search Filter option is used to carry out searches based on ‘Customer ID’,
‘Telephone Number’, ‘Agent ID’, ‘Agent Name’ or ‘Queue ID’.

e To search for specific records in all accounts, select the ‘All Accounts’icon in
the left-hand side of the Outbound Manager, before clicking on Set Search Filter.

e To display matching records for a specific Outbound List, select this Outbound
List, before clicking on Set Search Filter.

In our example, we select the All Accounts icon before clicking Set Search Filter. As
search criteria, we choose Customer ID from the parameter drop down list.

» Synthesys - Outbound Manager P [=] 3}
File Edit [ view Help
[) @ [ v Status Bar
call queve
[& All Acco L g < [ Customer D | Outbound List | Retry Time [Times c... [Agent | Agent Name
5§ AN EXplorer sy B276795  WOUCHER_7  CRM Flle Import  n/a 2 none None
w8 Allar  Set Filter 276791  WOUCHER_34  CRM File Import n/a 1 none None
= © Ao YT 76790 VOUCHER 33 CRM File Import  n/a 1 none None
£ sron RE 276789 VOUCHER_31  CRM File Import  n/a 1 none None
= & srigi 276788 VOUCHER_30  CRM File Import  n/a 1 none None
B Brigl e 276787  WOUCHER_26  CRM File Import  2011-04-19 17:43 1 none None
o @ Brign et Page Size 276786 VOUCHER_25  CRM File Import  2011-04-19 17:43 1 none None
@ C__ Display Inactive OBCampaigns 2276702 e osoe 2012 > mcon None
2 None
% CRM ImportTest 8 Queue Search Filter x[| o
‘@3 CRM DBImp il Hone
&3 CRM File Import Hone
-4 CRM HNotes o
22276 - None
& CAM Hotes %zzmg Farameter: fone
4. CRM Test 222767
-
4. CRMTest April 322767 Cugtomer [0
4. CRMTest March1l 222767
@ DB ServiceTest 222767 Agent 10 Y
4. Delete CRMPrefix 222767 Aogent Wame
. DeleteCampaign 222767
. Edit SQI 222767
@ LiftRepair Survey 222767
4. New DBTable test 222767 uewe |D
4w Recycling MoveandSleep 222767 T elephone Number i
4 Redycling SpaceTel 22276 | TF- I Cancel I
4. Rotas OutofHours 22276
& Runner test 222767
& sQrtest 2227:/
T TOTCHERT RV TTpOTT—Tr T o
% Trans Table 22276755 WOUCHER_10  CRM File Import n/a 0 none
% UMS Messagex 22276754  VOUCHER_1 CRM File Import  n/a 0 none
@ Brigitte0d
=@ Bull
@ Camelia test
- case6544
£ naE tahaind JE3 | |
Middle of the Queue. Hit page down for mare records [31 Queue tems. %

We enter a specific Customer ID (i.e. Voucher_14) and click OK, to return the matching
record(s) for the selected Customer ID.

(5 Synthesys - Outbound Manager = = — (o] x|
File Edit view Help

D@k | #Bamm|S| 7 2l 3l
@A~ =

D T Customer > Toubvund ist_ [ ey Tune [ Tunes & [ Agent [ Agert Name [ Te
® 2227 vouCHER 1+ CRM File Import . n/a o 1

e 1 elebaness =l
e Tom 2010
anguee Temtz0tt
4. CRM and Controls
& CRM ImportTest
& CRM DBImp
3 CRM File Tmpart
& Craa ores )
4p CRM Notes2 -]
A CRM Tesl
Ay CRMTest April
4 CRMTest Marchl:
4 DB Ser Test
A Delete CRMPrafix
4w DeleteCampaign
4p Edit SOT

1

— JE2 | K71 I

c. Fit page doven for mora records T Queue foms.

NS

Go to View on the menu bar and select Cancel Filter, to display all queued items
again.
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EDIT BREAK REASONS

The Edit Break Reasons option in the Outbound Manager allows users to add and
edit reasons for going on a break. These reasons will be stored in the
‘Phoenix_BreakReason’ table and can be selected by agents when taking calls, by
clicking the Break icon on the Telephony toolbar.

To add new break reasons

e Open the Synthesys Outbound Manager.

e Go to Edit on the menu bar and select Edit Break Reasons.

[ Outbound - Outbound
File View Help

Queue calls using Selective Queuing Import

Queue calls using Selective Queuing File Import 0 jotestLiv

Remove Queue calls using Selective Queue Monitor B Kaaka

Edit Break Reasons ! |

Delete SQI Prefixes
Delete SQM Prefixes

Process DoMNotCallList for entirf Code | BreakReason | Phone State | Enabled

Bulk Change Queue ...
Edit Default Recycling Rules ...

Web Queueing ... Add New

Edit Break Reasons

i

)
Bull
Camelia test
casefi544

DAF Inbound Applications - . e
DAF Outbound v Break Reasons Enable

Danny OK Cancel

dazza
b =
Demonstrationand TrainingScripts [WEr EFTIITTaTT e T FaEamo

& 60 &) 60 & & &) € € D & & & &0 6D 60 &0 & & &

g-g-&-g-u--a-w-g-g-E- - - -0 - - -

In the Edit Break Reasons dialog click Add New, to enter new break reasons.
o Enter the ID/ code (as used by your Telephony Switch) for the first reason, into
the Break Reason Code field.
e Enter the reason for the break into the Break Reason field.
e Tick the Enable box to display the reaon and allow selection at run time.

e Select or enter the Phone State (to reflect the phone state used by your

Telephony Switch).

Edit Break Reasons L |._ ES

] Code | Break Reason | Phone State | Enabled |
Add New Break Reason - — l&]

EN—-— i
Phone State:
Break Reason Code: |1 Phone States -
Add Mew
Break Reason: |Tea
Edit
Enabled: v
OK | Cancel |

T — T |

e Click OK to save the changes.
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To change information of existing break reasons

e Select the break reason that you wish to edit and click the Edit button.

¢ Inthe Edit Break Reason dialog now displed, update the relevant fields, as
required.

e Click OK to save the changes.

= v
Edit Break Reasons ; & [ BY |
Code | Break Reason | Phone State | Enabled |
1 Tea Break Enabled
1 Coffee Break Enabled
3 Swimming Bemieas
4 Lunch Edit Break Reason !
u Gym i 4
5 LEEL Phone State: ——————————————
Break Reason Code: I 8 Phone State: m
Add MNew |
Break Reason: I Meeting cat
i |
[¥ Break Reasons
Enabled: v ,TI — |
Ins

displayed when ticking/ un-ticking the Break Reasons Enabled checkbox, please
ask someone from your IT department with full system administration rights to
enable or disable the break reasons.

@ If the message: Failed to save 'break reasons enabled' to synthesys.inf is

At run time, when clicking the Break icon on the Telephony toolbar, the added break
reasons can be selected from a drop down list.

Synthesys.Net: CRM & Outbound 164



: Noetica

THE QUEUE MANIPULATION
WIZARD

q SYNTHESYS

»> Queue manipulation

Fleaze zelect an option to filker
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THE QUEUE MANIPULATION WIZARD
INTRODUGCTION ... s 167
Opening the Queue Manipulation Wizard...............cccovviiiiiieeieeceeiiiinnn. 168
Entering a Prefix or Name ..o 169
Available OptioNS ..o 169
OPTION 1: CALLS IN STATE ..ottt eeeeeeseeeeesseeeenennneennnnnnnnnes 170
ASSION 10 AQENL.. ... e e e e e e e aaaae 171
Change Priority .......uuuiii e e e 172
ChaNQE STALE ... . uuuiiiiiiiiiiiiiei it 173
De-assign and Delete OPtiONS .......coiiieeiiiiiiiiicin e 174
OPTION 2: CALLS MATCHING FILTER ....ctiiiiiiiiiiiiiiiiiiieieeieeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeseeesenennnenes 175
Defining CONItIONS .......coviviiiiiiiiiiiiiiiieeeeeeeeeee e 176
DEefiNiNG ACHONS ....cevviiiiiiiiiiiiieieee ettt 177
OPTION 3: ALL CALLS IN QUEUE.......coiiiiiiiieieieeeieeeieieeeee ettt eeeeeeeeennnnees 179
SCHEDULING BULK QUEUE CHANGE ..ottt 181
Adding a GSCScheduler REPOIt .........ceeiiiieiiiiiiieie e, 181
Scheduling a GSCScheduler REPOIt...........uuuuvuiiiiiiiiiiiiiiiiiiiiiiiiiiiiinienens 182
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INTRODUCTION

The Queue Manipulation Wizard is used either to do global manipulations on a queue
i.e. effecting all items queued, or to manipulate the queue of a selected Outbound list
only.

Global Queue Manipulation

Occasionally users may want to change the status of all sleeping calls to queued, or
they may want to move all attention calls to a different Outbound list, or queue them.

To achieve this global manipulation of queued items, the “All Accounts” icon has to
be selected in the left-hand side of the Outbound Manager, before opening the Queue
Manipulation Wizard.

In the Queue Manipulation Wizard, users then choose either the option ‘Calls in State’
or ‘All calls in Queue’ and follow the instructions as described in the wizard.

Manipulation on Outbound list level only 20 MR

To manipulate queue entries on Outbound list level, a specific Outbound list must be
selected in the left-hand side of the Outbound Manager, before opening the Queue
Manipulation Wizard.

Users then choose one of the available options ‘Calls in State’, 'Calls matching Filter'
or ‘All calls in Queue’, and follow the instructions provided by the Queue Manipulation
Wizard, to change the current queue state of items in the selected Outbound list.
NOTE: The 'Calls matching Filter' option always implies Outbound campaign level, and is

used to define specific selection criteria for manipulating the state of queue entries in a
selected Outbound list.

Scheduling a Queue Manipulation Action

Users can decide to manipulate the queue immediately, or at a later stage, creating a
report and schedule in the Synthesys Campaign Manager.

The Report Tool used for the report schedule is the GSCScheduler Service and users
must enter the name or prefix associated with the queue change action.

For more information, please see the section ‘Scheduling Bulk Queue Change’.
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Opening the Queue Manipulation Wizard

The Queue Manipulation Wizard is used to manipulate queued items of an outbound
list:

e Open Synthesys Management by clicking on the Synthesys Workspace
Management icon on your desktop.

e Select the Applications tab and in the Launch Applications screen select
Outbound.

e Select the required Outbound list and go to Edit on the menu bar.

e Select Bulk Change Queue to open the Queue Manipulation Wizard.

Before opening the Queue Manipulation Wizard, select All Accounts for a global
manipulation of queued items or a specific outbound list to manipulate queue entries
on outbound list level.

Queue Manipulation Wizard Welcome Screen

The Queue Manipulation Wizard will guide you through the various steps of
manipulating your queue entries.

Queue Manipulation Wizard - Step 1 il
q Welcome to Queue Manipulation Wizard

Cancel Help

e The Next> button is used to navigate to the next page of the wizard.
e The <Back button to move back to the previous page.

e To abandon an action without saving the changes, click Cancel.
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Entering a Prefix or Name

To start your queue manipulation action:

e Enter a New name or Prefix for your queue manipulation action

Or
e Select an Existing name from the drop down menu.

SYNTHESYS

o0 Queue manipulation

T |

Available Options

In the next page of the Queue Manipulation Wizard, select the required options:

e Callsin State
e Calls matching Filter

e Allcalls in Queue.

SYNTHESYS

0 Queue manipulation
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OPTION 1: CALLS IN STATE

Using the Calls in State option:

Select a specific Outbound list, to manipulate queued items for that list.

Only select All Accounts before opening the Queue Manipulation Wizard if you
wish to manipulate queued items for all accounts.

Queue Manipulation Wizard - Step 3 5[

& SYNTHESYS

ES ) Queue manipulation

Please select an option ta filker

" Calls matching Filter

Al ealls in Queue

< Back I Meut > I Cancel I Help |

Move to the Next> page of the wizard to select the outcome(s) to be changed.

e Tick any outcome, as required, before moving to the next page of the wizard.

To change the state of sleeping calls for example, tick the checkbox next to the sleeping icon.

Queue Manipulation Wizard - Step 4 " J— @

SYNTHESYS

@ Queue manipulation

Show ttems with status
B2 [ Done @ [ Unobtainable ? [ Wrong Mumber

B T cueued @@ [ NeverCal B3 [ Recycling Complete
€0 [ Scheduled (&3 [ Sleeping Ay [ Attention
Ed I Moved

Selectall | Clearal |

<Back [ MNet> |  Cancsl | Help

Next, select an Outbound list: Move to the next page of the wizard, where you will
be prompted to select the Outbound list that you wish to manipulate. Only choose All
Accounts, if specified changes are to be made for the whole queue, i.e. all call lists.

Following the selection of the Outbound list, move to the next step of the wizard, to
specify the changes that you wish to make.
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Assign to Agent

The Assign to Agent option allows you to assign rescheduled and sleeping calls to
a particular agent.

Any outcomes other than rescheduled or sleeping that may have been selected
will be ignored as they can’t be assigned.

In the Next> page of the wizard

e Select the agent that is to be assigned to the currently rescheduled or sleeping
calls.

Cueue I'\-H'Ipurm'h"l:ard ‘nnp 1

.é-‘ Iqm. Marspeistion Wizerd - Siep 7 é
' YNTHESY
I q SYNTHESYS ﬂ > C}ueueman? .faﬁcm
i e Queue manipulation o
TVILE 0 DL WO H 3 W (s Cale
[aner 12 mrt =
Crarge fain
=l
< Bock ey Casesl J Help | S — _— = 1

In the final page of the Queue Manipulation Wizard you can manipulate the queue
immediately or create a GSCScheduler report in the Synthesys Campaign Manager.

For more information, see the section Scheduling Bulk Queue Change.

-

Queve Mampulauon Wizard - Step 8 @
“ Synthesys Queue Manipulation Wizard
>

You choose to do the followsng achion

" Do now

(* Schedde lster in Campaign Managed
[GSC Prefic GSCS_4
R (3
Sort Of Fiber Calis In State
leeping

Fiter Optionz: Aitention, S
to dot Assign 10 agerd

< Back Fern Cancel Heo |

To change details, if required, click the <Back button. To process the action click
Finish, to abandon the action without saving any changes click Cancel.
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Change Priority

The Change Priority option allows users to change the call priority of selected records or call
outcomes.

Having defined the records or outcomes concerned in Step 4 of the Queue Manipulation
wizard

e Select Change Priority in Step 5 of wizard.

¢ Next, choose the call Priority that is to be assigned from a range between
0 -9 (Idle =0, Low =1, High = 9).

Queve Mawpliion Winkd - ey § |

usrse Malprapailation Wiased - Tisp T m‘
ﬂSYNTHESYS ﬁS\’NTHESYS
Queue manipulation Queue manipulation
Vil it o w13 i with Hhes Choces rew call Pisty
[Remr iz g = | o =]
S % |
O
E] I
chek | fes | e Heo chack | Hesr | cos e

In the final page of the Queue Manipulation Wizard you can manipulate the queue
immediately or create a GSCScheduler report in the Synthesys Campaign Manager.

For more information, see the section Scheduling Bulk Queue Change.

— r.u.-,.pum,mwug_ma )
“ Synthesys Queus Manipulation Wizard
>

ol chocss 10 do The fallmang achon
T Do now
% [Echedule later in Campaign Managet

GSC Pulic GSCS_4
Scrt O Fiber Cals 1 Siate b
Fibes Optacriz: Sllereon Sheeping

b o A 2ige 1o agenl

cBack [ Frmh ]| cance | Hew |

e To change details click <Back.
e To save the changes, click Finish.

e To abandon the action without saving changes, click Cancel.
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Change State

In this page of the wizard you can select the change that is to take effect.

Options include Assign to agent (only sleeping & rescheduled outcomes), Change State,
De-assign agent, or Delete.

S w—
€ SYNTHESYS
> Queue manipulation

¥What do you want o do with thess calls

|G\anaeﬂe :J

Having selected the Change State option, the next dialog will show the associated outcomes
that can be selected.

e Select the relevant outcome, as required, i.e. Queued to change the state of
sleeping calls to queued.

The final page of the wizard provides a summary of the action to be taken. You can either
manipulate the queue immediately or schedule a GSCScheduler report, described in the
section Scheduling Bulk Queue Change.

Guewe Manpulation Wzard - Step 7 ey Cuees Maripulation Wizerd - Step B ===
SYNTHESYS q By Ououne Mani Wizard
FY ) Queue manipulation ’
Crocas new cal dlate
] - Yo st 420 the Tollowang chior:
Neacat S F Bared
ey 1™ Schedde Liter in Carpaign Hanager [%
&m& L Pratec G551
s o o P e e
Opiorn: Queusd AReniion Sieecing
i de: Change stsie
epock [ hmr | caed | ww | cgo [ Frmn | cawe Help

e To change details, if required, click the <Back button.

e To process the action, click Finish, to abandon the action without saving any
changes, click Cancel.
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De-assign and Delete Options

Further options that can be selected in the Queue Manipulation Wizard, as part of the initial
Calls in State selection, include De-assign agent and Delete.

SYNTHESYS

Y Queue manipulation

What do you wani {0 do wih thess calls

|:\eﬂs;l;ragui ﬂ
| Agsign 1o agent
! Changs Priomty

Changs stale
I De-asman soert

Delete

H <ok [ Mear | Cocd | e |

As no associated selections are required for De-assign agent or Delete, clicking Next>, will
move you directly to the final page of the Queue Manipulation Wizard, providing a summary of
the action to be taken.

| Queve Mampuleton Waard - Step 7 Bl
“ Synthesys Queue Manipulation Wizard
>

You chooss 10 do the following action:

" Dorow
= Schedule later in Campaign Manager

Users can manipulate the queue immediately, or create a GSCScheduler report in the
Synthesys Campaign Manager, described in the section Scheduling Bulk Queue Change.

e To change details, if required, click the <Back button.

e To process the action click Finish, to abandon the action without saving any
changes click Cancel.
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OPTION 2: CALLS MATCHING FILTER

The Calls matching Filter option, allows users to define conditions for manipulating the

gueue entries for a selected Outbound list, which should be selected, before opening the
Queue Manipulation Wizard.

| Queue Manipulation Wizard - Step 3

SYNTHESYS

9 Queue manipulation

Fleaze select an aption to filker

" Calls in State

Al calls in Queus

i < Back I Mexst » I Cancel | Help |

If no outbound list was selected before opening the wizard, users will be prompted to do so
after choosing the Calls matching Filter option.

If an Outbound list has already been selected, the wizard will skip this step.

[ Queus Manspulstion Wizard - Step 4 g‘

ﬂ SYNTHESYS

Queue mampuiaf.*on

Select an Ouitound Last 1o monior

~ 0BT Gdn

BR Wk lsss
ga-
W FachedMased Tme Teat
= iy, OEReeched sic

N High Prcety
y Low Pricety

Move to the Next> page of the Queue Manipulation Wizard, to define the required selection
criteria.
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Defining Conditions

In the Calls matching filter dialog the conditions to be used for the queue manipulation are
defined.

Queue Manipulation Wizard - Step 5 : ﬁ
& SYNTHESYS
> Queue manipulation

For ‘Tall: matching hitar” select & condition

Clhick here to set yow conditon

< Back I Dlest > | Cancel | Hely |

The Condition Criteria screen consists of a work area, also called the canvas, where coloured
discs will represent the different conditions.

Create Condition _Buplicate Conditions

Delete Condition

View Condition Summary

+ Conifition Criceria =] Y
| Cancel | Help |

MNew condition x|

Fleaze select an input figld that the condition relates ta:

<Bgenttssigned: j
<Agenttzzigned: -

«StateOfCall>
< TimesCalled:
Customer 1D
Firsth ame
Home
T Line

<< |Lined Help |

Lire3

Lired b

When using the Move to Outbound list option, all moved calls, regardless of their
current queue state, will be queued and displayed in the target Outbound list as
freshly queued calls, with the number of times called set back to 0.

To move queued calls only, the appropriate condition must be set using the
<State of Call> option.
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To create a new condition:

e Click the Create Condition il icon.

¢ Inthe New Condition window select the property to define your search (in our
example we have selected <RetryTime>).

e Click the button to select the required operator after and add the

date and time 2008 02 27 19:00 to specify that the changes will affect
queued calls after the selected date and time entered.

Edit condition x| New condition x|

*<RetyTime:' "<RetyTime:' after

Please select an operator from the list below, Please define date value to be compared with the field

I” Use Caleulations [2008-02-27 19.00

equal -

not equal
bstwgen <Today> 7| |plus 'I 0 daps

not between

is nul |

113 | ¥ | Firiish | Cancel | Help | << | o | Firiish | Cancel | Help |

¢ Inthe next page of the wizard add a name for our condition and click Finish, to
display a floating disc on the canvas.

e Further conditions can be defined, clicking Create Condition il

e To edit existing conditions, double-click on the relevant condition disc.

Cancel | Help |

If 2 discs overlay
completely press
Control on the
keyboard to drag
them apart.

Each condition disc
can be manipulated,
clicking and dragging
it around the canvas.

-
| | »

Any discs that overlap with one or more other discs will imply a Boolean ‘AND’ to operate
between the conditions. For example:
(<RetryTime>‘after’ 2008 02 27 19:00° AND Times called =3) OR (Result = Unobtainable)

Click OK to return to the Calls matching filter screen and Next> to proceed to the next part of
the Queue Manipulation wizard.

Defining Actions

From the options displayed, choose what to do with the filtered queued items, e.g. Move to
Outbound List.
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* Moved will be queued in the target Outbound list as freshly queued calls, with the number of
times called being set back to zero.

To filter out and move selected queue states

St v o — only, use the <State of Call> option when
SYNTHESYS creating your condition.
> Queue manipulation
What doyou wart to do wit trese cls
|criange Priority ~|

(Change Priority
Change state
De-assign agent
Delete

Move to outbound List

The next page of the wizard will prompt users
to select the destination Outbound List.

Queue Manipulation Wizard - Step 7 [

< Back Next > Cancel Hep | q SYNTHESYS

3 Queue manipulation

Select an Oumbound List 1 maniior

4. DE Combobox
% &y, FFP CRM
Ay Mubgie UMS test
Mg Mew Bofie
# Mg OB Temng
— My DEReschedaic
Customer Dats

Low Pradty

In the final page of the wizard users can either manipulate the queue immediately, or create a
GSCScheduler report in the Synthesys Campaign Manager, described in the section
Scheduling Bulk Queue Change.

Queve Manpuistion Ward - Step 8 v
“ s’ e y Queue M x' Fperey Wi "
3

You choose 1o do the following actiond
Do now

' Scheduls later in Campaign Managed
[GSC Prefic GSCS_6

Outbound ign - T

Click Finish to process the action.

Oubound Canpoin 08 s To change details, if required, click <Back,
g@'mféu&‘%"% L to abandon the action without saving the

changes, click the Cancel button.
<Bock [ Fsh | Cowel | Hen |
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OPTION 3: ALL CALLS IN QUEUE

The option All calls in Queue is used to manipulate the state of queued items for all
accounts or for a selected Outbound List only.

e Select All Accounts if the changes are to affect all accounts

e Selecting a specific Outbound list, to manipulate queued items that list

Queue Manipulation Wizard - Step 3 x|

SYNTHESYS

e ) Queue manipulation

Please select an option to fiker

© Calls in State

' Calls matching Filter

< Back I Hext > I Cancel | Help |

Next, select an Outbound list: Move to the next page of the wizard, where you will
be prompted to select the Outbound list that you wish to manipulate. Only choose All
Accounts, if the specified changes are to be made for the whole queue/ all call lists.

Following the selection of all or a specific Outbound list, move to the next step of the
wizard, to specify the changes that you wish to make. Options include Change Priority,
Change state, De-assign agent and Delete.

Queue Manipulstion Wizard - Step 5 &

€ SYNTHESYS

3 Queue manipulation

WWhat do you want ba do with thaes calls

|U:ml;e Priceity -|
Chargs slabs

[Che-asmanr Bgent

Deleter

If either the option De-assign agent or Delete is selected, Next> will move you directly to the
final page of the wizard, displaying a summary of the action about to be taken.

Check the details to ensure that the summary reflects your requirements, before clicking
Finish to process the action.
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If the option Change state is selected, the subsequent page of the wizard displays the
available call state options.

Queue Manipulation Wizard - Step 6 #1

SYNTHESYS

»0 Queue manipulation

|Queue=d ll

On selecting Sleeping or Schedule, the next pages of the wizard will either prompt you to
specify the sleeping period, or the schedule date and time.

Cuueue Manipulation Wizard - Step 7 e Gueue Manipulation Wizard - Step 7 é.
& SYNTHESYS & SYNTHESYS
Y Queue manipulation e Queue manipulation
Sy deap priod Scheds cali
Das [f =] Hows[p = Minutes [ln] Seloct a ke 1o schadule the cal I
[12 une 208 = s =
S the latest e the cal can be mads k
s C = [zsme =
gk [ Mer | cwen | wee | cpock [ mesr | cwen | e |

In the final page of the Queue Manipulation Wizard, check the summary displayed.

[Queue Manipulation Wizard - Step 8 [

“ Synthesys Queue Manipulation Wizard

»>
Youchoorelo do b folwng et Either manipulate the queue immediately,
" Donow
 [chedia latetin Canpain Managet or create a GSCScheduler report in the
[G5C Preiic 65058 Synthesys Campaign Manager, described
oot 01 Faer ) Gt in e in the section ‘Scheduling Bulk Queue
Biew st Schoried Change'.

<Bock [ Fmah | Cocel | Heo |

Click Finish to process the action. To change details, click <Back, to abandon the action
without saving changes, click the Cancel button.
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SCHEDULING BULK QUEUE CHANGE

To action the Outbound bulk queue change via the ‘Schedule later in the Campaign
Manager’ option, a new report and report schedule must be set up in the Synthesys
the Campaign Manager.

e Open Synthesys Management by clicking on the Synthesys Workspace
Management icon on your desktop.

e Select the Applications tab and in the Launch Applications screen select
Reports, to open the Synthesys Campaign Manager.

Adding a GSCScheduler Report

In the Campaign Manager, locate and right click on the relevant campaign and select
‘Add New Report'.

e Enter the report name, any comments as required and type a hame into the
‘Full Name’ field.

o Select ‘GSCScheduler Service’ (Global State Changer Scheduler) in the
Report Tool field.

e Next, type the name or prefix as entered in Step 2 of the Queue
Manipulation Wizard (for example BRQueueChange), into the
Printer/Export File Name field, before saving your report.

k% Campaign Manager i ]
File Yiew Help

BH-<2060|

g All Accounts -
[ G5 AN AN Test Certre Repor Properties
% :32 53:: Report Mame IEulkE!ueue Schedule D I 397
5] BCA Arvato BCA Cormment |
E% :;? g::g:itzJJ::DD: Full Name |T\es 0B Bulk Queue Changsl
[J-@ BJa Brigitte JulyD6 Created Date IZT/UE/ZUUE Browse Reports I
i s Ropot lool [Gotocheiersenie]  Foms[ =]
[ ) BOC BrigitteOct Prirter/Export Fils Name [e.0. %dZmiy for dated Flenames)
() BRI Brigitte Wueua%ange
(-3 BRI BRJan04 )
[+ £3) BRO Brigitte Octaber 2007 Dutput Servic
= @ BRS Brigitte Septemberis Output Taol | <nones b
[ . 01 Loan Application
- . 02 Loan Survey OB Parameterl I
=] @ 03 Ties Parameter2 |
[=I-{il Bulkueue Schedule
i add Schedule
|88 report Runs Save | Delete Edit Feport
G {iflg TestCalcandHTAL
‘a 04 Popflow Delete Campaign
-0 bul Bl
(-3 CAM Camelia test
[#-{3) DAF DAF Inbourd Applications
e S
| e %
Ready [ [ g

Into the Printer/Export File Name field, enter the name or prefix as entered in Step 2 of the
Queue Manipulation Wizard, when creating the conditions for the bulk queue change.

Next, set up the report schedule.
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Scheduling a GSCScheduler Report

To add a schedule for the GSC report

e Select ‘Add Schedule’, and using the Schedule Wizard, enter details regarding
date and time of your report runs.

e ‘Save’ the schedule for your report.

In our example, the report will run every Tuesday at 17.39pm.

k& Campaign Manager ] =13l x|
File Wiew Help

Hi=l2Be|o]
EAIIA:cuunts -

@ AIM AJN Test Centre Schedule information for Schedule 1D 557
-G 403 agk Frequency Ispecific daps of the week
@ auz auau

3 BCA Arvato BCA Nest RunDate  [Tuesday, 24 Jun 2008

[-£3) BI5 Brigitte Jan0S

(-5 BI7 Brigittelan07 MestFun T [17:35

) B2A Brigitte Julv06

-3 BIU BrigiteJun=0S Parameter] |

-3 BNO Brigittehoc0S

) BOC BrigitteOct

-3 BRI Brigitte

(=[5 BRI ERJan04

@ BR.C Brigitke Ockober 2007

Parameter2

Schedule detal Tuesday,

H

-3 BRS Brigitts Septembers
=-£7 01 Loan Application StartDate  |24/06/2008 Start Time  [17:39
" [l HTML Email Test End Date run indefinitely End Time |00:00
&~ AR LoanApp queue change

Add Schedule

Showreporlrumsl b adify | Delete |

(=l-{g test HTML email
[y Test Layout na html
(-{ABE Testing HTM Email

[+

&-[By 02 Loan Survey OB
I-% 03 Ties =
[ S —— ﬂ_l le

Ready [ um 7

[+]

[+

To check that your GSC report has run successfully

e Go to ‘Report Runs’ or alternatively check the queue in the Outbound Manager.

For further information regarding setting up reports and schedules, please consult the
‘Creating and Managing Reports’ manual.
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SYNTHESYS
QUEUE MONITOR

Queue Monitor Condition Wizard - Step 3

SYNTHESYS

Py Queue monitor

Please select a Data Source from the list below from which the
customer table is to be monitored

=

+ Selection Criteria Definition _ O] x]

sl |C§)l ﬁl | [1]8 Cancel | Help |

MNew condition

Postcode

Pleasze gelect an input field that the condition relates to:

| Finizgh I Cancel Help
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INTRODUCTION

The Synthesys Queue Monitor allows for calls to be removed from the queue of a
selected Outbound list, if predefined conditions apply. Associated information will be
added to the CRM history.

Note: Only calls with call status ‘queued’, ‘sleeping’ and ‘rescheduled’ will be removed from
the queue.

The Synthesys Queue Monitor provides a step-by-step guide through the various
actions required.

Users determine the data source, plus the table and columns within that data source
and then, using fields from the Synthesys CRM table, define the selection criteria to
specify which calls are to be removed from the Outbound queue.

Users can furthermore decide whether to run the call remove process immediately or

at a later stage, creating a SQM report and a schedule for the report run in the
Campaign Manager.

NOTE: The Synthesys Queue Monitor (SQM) is not a standard feature but needs to be
purchased separately.
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Opening the Queue Monitor (“SQM”)

To open the Queue Monitor

e Open Synthesys Management by clicking on the Synthesys Workspace
Management icon on your desktop.

e Select the Applications tab and in the Launch Applications screen select
Outbound.

e Select the required Outbound list and go to Edit on the menu bar.

o Select Remove Queue calls using Selective Queue Monitor to open the
Queue Monitor.

Queue Monitor Condition Wizard - Step 1 . 5[

“ Welcome to Queue Monitor
FY ) Condition Wizard

Cancel Help

The following pages provide a step-by-step guide to the Synthesys Queue Monitor
Wizard.
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Part 1: Data Source & Table Columns

The first part of the wizard will determine which data source and which columns in one
specific table or view from that data source are to be used for the de-queue process.

Step 2: To begin with, either enter a ‘New’ name for your SQM report or select an
existing SQM name from the drop down menu.

Queue Monitor Condition Wizard - Step 2

€ SYNTHESYS

*d Queue monitor

Pleaze select SOM prefis.

& Mew IBHemoveI

 Existing I.ifhk.f wy ]

< Back I Hest » I Cancel |

Help

Click the ‘Next’ tab to continue to the next page of the wizard.

Step 3: Next, select the required data source from a list of all ODBC data sources

available on the system.

Queue Monitor Condition Wizard - Step 3

%@ SYNTHESYS

PN Queue monitor

Pleaze select a Data Source from the list belovs from which the
cuztamer table is to be monitored

Phioenix
P
FPhoneys

Fieplication_FM_Phoenixz
Fieplication_Fik_Phoneys

Target

TRM

< Back I Mext » I Cancel

Help
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Step 4: The next step involves the selection of one table or view from the selected
data source, and the columns from that table/view to be used for the de-queue process.

Queue Monitor Condition Wizard - Step 4

& SYNTHESYS

PN Queue monitor

Please zelect a table or wiew from the following list ..

C5 OBMAME Custormer Wl

Select all columns that are to be used in pour conditions.

@é‘-tustomellD j Select Al |

N
Eﬁ- Title Unselect &

E-

Eif FirstM ame
N

Eﬁ- Surname
A

=

¢ Back I Mest > I Cancel | Help

Step 5: Now, select a column that contains the Customer ID.

Queue Monitor Condition Wizard - Step 5

& SYNTHESYS

PN Queue monitor

Please select a colurn that has the Customer 1D

¢ Back I Mest > I Cancel Help
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Part 2: Remove from Queue Selection Criteria

Step 6: Click the ‘Selection Criteria’ button, to open the ‘Selection Criteria Definition’
screen. Here you can specify, which calls to remove from the Outbound queue.

Note: Only calls with call status ‘queued’, ‘sleeping’ and ‘rescheduled’ will be removed from
the queue.

Queue Monitor Condition Wizard - Step 6 i |

& SYNTHESYS

Py Queue monitor

This step allows you to define your condition for the manitor

Click here ta set your condition

¢ Back Mext > Cancsl Help

The screen consists of a work area, also called “the canvas”, where coloured discs will
represent different conditions.
Creatg

Condition  Duplicate Conditions Delete Condition View Condition Summary

s Seledtion Criteriz oefinition ;IQILI
k. I Cancel | Help I

Mew condition

Fleaze select an input field that the condition relates to:

4z b5 I Firish I Cancel Help

il ‘Create Condition’. Click this icon, to create a new condition. To edit existing
conditions, double-click on the relevant condition disc.

# 'Duplicate condition’. Click this icon, to duplicate an existing condition.

|ﬁ ‘Delete a condition’. Click on the disc that you wish to delete, and then on the
‘Delete condition’ icon.

| | ‘View condition summary’ click this icon, to view a summary of all conditions.
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To open the ‘New Condition’ window

e Click the ‘Create Condition’ il icon and select the property according to which
you want to define your condition. In our example we have selected ‘Postcode.

e Click the button, to move to the next screen of the wizard.

Now select the required operator, for example, ‘containing’ and then enter your
condition. In our example we have entered ‘SW’, as we wish to remove all customers
in the SW area from the queue of a selected Outbound list.

Please define text strings to be compared with the fiskd

« | 5> | Fen | tancel | Hem | « 3 Firish Cancel Hep

In the window subsequently displayed

e Enter a descriptive name for your condition, i.e. ‘Postcode SW’, then click
‘Finish’.
The condition defined will now appear as a free-floating green disc on the canvas.

e To create another condition, click the ‘Create Condition’ il icon. To edit a
condition, double-click on the relevant condition disc.

i Selection Criteria Definition

[1]:8 I Cancel

Ungroup discs, by clicking on
the non-intersecting part of a
disc, dragging it away.

Postcode SWA

If 2 discs are overlaid

Battersea completely, press CONTROL on
the keyboard to drag them
apart.

Each condition disc can be manipulated, clicking and dragging it around the canvas.
Any discs that overlap with one or more other discs will imply a Boolean ‘AND’ to
operate between the conditions. In our example, customers are to be removed from
the queue if: (Postcode SW AND B2) OR (if the condition is ‘Sale’)

Click OK, to return to step 6 of the wizard and then Next, to proceed to the next part.
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Part 3: Removing Queued Customers

You now need to select the Outbound list from which you want to remove the queued
customers and decide whether to run the data de-queue process immediately or at a
later stage, creating a SQM report and schedule in the Campaign Manager.

Step 7: Select the Outbound list from which you want to remove the customers from
the Outbound queue.

Queue Monitor Condition Wizard - Step # x|

S SYNTHESYS

Py Queue monitor

Select an Outbound Campaign ko monitar

-6 Filesal [~
OBName
ﬁ 0B Mamel
(A, OBMame2
A, QueueCalls
. 4 sOIBR
| =65 Repair

Soheddimpart
H PP S X
‘| | »

< Back I Mest > I Cancel | Help |

E

Step 8: Next, decide if you want to run the data de-queue process immediately or if
you want to schedule a SQM report later in the Campaign Manager.

Queue Monitor Condition Wizard - Step 8 x|

ﬂ Synthesys Queue Monitor Condition Wizard

»>

Do wou wish tor

= Remave from queus now

' Schedule later in Campaign Managet

< Back I Finish I Cancel Help

o Tick ‘Remove from queue now’: If you want to remove the customers queued
from the Outbound queue immediately.

o Tick ‘Schedule later in Campaign Manager’, to remove the customers from the
Outbound queue at a later stage, with a scheduled report set up in the Campaign
Manager.

Please see the next section on ‘Schedule a SQM Import in Campaign Manager’ for
information about setting up and scheduling a SQM report.

Synthesys.Net: CRM & Outbound 191



: Noetica

Schedule a SQM Report in Campaign Manager

If the option ‘Schedule later in the Campaign Manager’ has been selected, go to the
Synthesys Campaign Manager and create a scheduled SQM report to remove
selected customers from the Outbound queue.

e Open Synthesys Management by clicking on the Synthesys Workspace
Management icon on your desktop.

e Select the Applications tab and in the Launch Applications screen select
Reports, to open the Synthesys Campaign Manager.

Setting up a SQM Report

In the Campaign Manager

e Locate and right click on your campaign and select ‘Add Report’.

o Enter the Report Name, any comments as required and a full report name (or
‘None’) into the ‘Full Name’ field.

e Select ‘SQM Service’ in the Report Tool field.

Next, type in brackets (< >) the name of your SQM, as entered in Step2 of the Queue
Monitor wizard, into the Printer/Export File Name field:

i.e. <BRemove>. Save your SQM report.

& Campaign Manager alglil
Elle Yiew Help

Hi=l2 Bo|o|

B All Accounts = 3
39 AJN ATN Test Centre Feport Properties
30 ANT Adam Test
) 6 arvato ba Report Mame [S0M Remave i [ 308
3 BIS Brigitte Jan0S Cornment |
= £ BIA Brigitte Jan06
B, 01 FlatFie 51 Full Hame [Remowe if Postoads S
B -7 025G Import Created Date I28/D2.r‘2008 Browse Reports
= Hﬂ?_éﬁ‘;gfh:;me RepotTool [50M Senioe ¥ Fomat [C5v |
~[&8; Report Runs Printer/Export File Name (2.0 %2y tordeied-flenames) )
- @ schedle o <11 <BRemove) - Into the Printer/Export
SOM Remove: . . R
- % Add Scheduls | - output seric File Name field, type in
= Report Runs Output Tool | <nones =
£ B0 Brigitelunens brackets (< >) the SQM
3§ BrO BrigittehocOs Parameteri | .
% BOC Brigittedct Parameler? | name, as entered in
BRI Erigitte
ol plecn Step2 of the Queue
L3 CAM Camelia test -_Sava Delete Edlt Fieport R i .
39 DAF DAF Inbound Applications M onitor wi Zard i<

L3 DOA Martin

) DOB DAF Outbound BRemove>.

3 dpm Darrol
£3j DRC Gareth
R e

Ready R
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Scheduling a SQM Report

To add a schedule for your SQM report

e Select ‘Add Schedule’, tick the ‘Frequency’, i.e. ‘Daily’ and enter the time for the
report run in the ‘Start Time’ field.

Save the schedule for your SQM report.

=101

% Campaign Manager
Eile view Help
Bl=2E0|0]

B All Accounks - -
05 AT ATN Test Centrs — Schedule information for Schedule 1D 412

f-() ANT Adam Test

]_@ BCA frvabo BLA Frequency ISDECIFID days of the week

£

[

-5 BI5 Brigitte Jands NewAnDate  [Tuesday, 25 Feb 2008

= £ BIA Brigitte Jans

B oL FlatFile 01 NextRunTime  [1712

-7 02 501 Import
I%IE BR 5QT Impiort Parameter] |
=-ilg 5GM Remave

Add Schedule Parameterz |

Scheduls detall | Tuesday, =]
(] |

[ BMO BrigiteMNoc0s :

1) BOC Brighteoct StatDate  |28/02/2006 Start Time [17:12

+-(39 BRI Erigitte EndDate  [nindefintely  End Time |00:00

[

[

[

E

(-3 BRI BRIan04
-3 CAM Camelia test
H @ DAF DAF Inbound Applications Shaow report rung | Madity | Delete |
£

£

£

£

£

[

550 DOA Martin

H-(Z) DOB DAF Cuthaund

13 dpm Darrol

£ DRC Gareth

(3 DTS DemonstrationandTrainingScrip

+-(j ELL Ellint
- .

Ready Bl

In our example, the SQM report will run Tuesdays at 17.12pm, removing calls from the
Outbound queue.

To check that your SQM report has run successfully

e Go to ‘Report Runs’ or alternatively check the queue in the Outbound Manager.
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DELETING SQI AND SQM PREFIXES

The function to delete SQI or SQM prefixes has been added to the Edit menu in the
Outbound Manager.

| Edit

Queue calls using Selective Queuing Import
Queue calls using Selective Queuing File Import
I Remove Queue calls using Selective Queue Manitar

Delete SQI

Delete 30M Prefixes

From a dialog listing either all SQI or SQM prefixes, users can select one or more
prefixes for deletion.

Delete SOI Prefixes x|

Choose SQI Prefixes

IGTest ]
joe2

Joeran

Joesqgi

joetes

Josellll

JoseS0II J
jusk crm02

KAISER

Loan

MMNE

netcome

new

Mew3 LI

| Delete Prefixes I Close I

Prefixes can only be deleted, if no live schedules are assigned for the selected SQI or
SQM prefixes.

If schedules exit, they will have to be removed first and the delete request is ignored.
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REPORTS

The Synthesys Campaign Manager

k& Campaign Manager i ||:||5|
File ‘iew Help
=
H~elEo o]
B All Accounts
=15 BTR Brigitts Training Campaign Details
- E-|gBr BR ity City Breaks

Unilck Call Flaw |

Create Mew Export ... 25/02/2008 End Date ID‘I A/2525

Create Mew HTML Email ... 3 Campaian Prefis Im

show Schedules I
{3 DTS Demonstra  Show Report Runs 30
[]--Iﬁl 501 Sudordan Remove Intermediate Yersions r FIMN I_
#-[J TEC Telebusine  Assign kelephone number For this campaign e
|l Report Tools Report Wizard ... GciiptshE TR

Add Mew Report Mone

Fiecord full Abarted Cal infomation in 0B [
Save I Delete |
A
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INTRODUCTION

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

In the Campaign Manager you can rename and delete CRM accounts & campaigns,
reset sessions, add and schedule reports and view report run histories and delete
reports and report schedules.

To start the Campaign Manager

¢ Open Synthesys Management by clicking on the Synthesys Workspace
Management icon on your desktop.

e Select the Applications tab and in the Launch Applications screen select
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

Account Details

Posteade: |SET1TY Account Manager: | Admin ¥
Main Contact: [Brigite Reimer Telephone: [0044 845 0181070

Other Contact: | Telephone: |
Fa [044 207403 4153
Emai

i (3 TBC Telebusiness Calflows Web Site:

(-G TRN TRAINING

= ( UMs UMs I 1:
(e ) 28t Zerah Delete

w1 [IH Report Tools

Reay

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

New Accounts and CRM campaigns are created in the CRM Editor and are displayed in the
Campaign Manager only after they have been released in the CRM Editor.

Campaign View

Expanding the account displays a list of the CRM campaigns for this account. Select
one of the campaigns, to views details of the campaign in the right hand pane:

k& Campaign Manager [_[O]
File Wiew Help

Hle & Bo|o|
@ reccounts

(3] asa dfesfds Campaign Details
() DAR Darrall

-1 DTS DemonstrationandTrainingScripts Campaign Name |Froduct Order

(B} 01 Loanapplication
B 02swktlits StatDate [13/08/2008  End Date [01/01/2525
2 03 Marketing Compaign|D [7 Campaion Prefic [04
H 014 Product Order
: @% sofsdfsd Inactive Period (days) |30
(3 TBC Telebusiness Calflows Scrptverson [10 T
L) WAL Walter
{1 Report Tools Seript Root Directory |SeiptsiDTS404
Campaign Dwer [Brigitle

Fiecard full Aborted Cal information in DB [

Delets

Ready [l

You can ignore the Inactive Period setting, as this is not used in the current version of the
Synthesys Dialler Platform.
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Renaming Accounts and Campaigns

In the Campaign Manager, 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.

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

1 Campaign Manager

[_ o] ]
File Wiew Help
Hl= & Bo|o

@ A accounts

5] ass didsfds Campaign Details
3 DAR Darral

- DT5 DemonstrationandTrainingseripts Campaign Mame |Product Order

" G et e Put your cursor into t_he Account_
N St e or Campaign Name field and edit
| B Inctve Pad da) [ as required
TBC Telebusiness Calflows R

g oz o

Campaign Dumer [Brigite

Record full Aborted Callinformation in DB T~

Ready

R

Click SAVE to commit the changes and to display the new name for your account or
campaign on the left-hand side of the Campaign Manager.
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Re-Setting A Synthesys Session

If you exit from the Synthesys CRM 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.

Expand the All Accounts icon to display the list of your Accounts and select the
account and campaign for which you need to reset the session.

Right click on the Campaign and click Unlock Call Flow.

a Al Accounts

F-CE AIN A Test Centre
-3 ATW AT Web Centre
=-E5) BNO Brigitte Mo
Y

[ Edit &l o

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.

Assign Telephone Numbers to Campaigns

Assigning telephone numbers to campaigns allows calls for a campaign to be routed
to the available agents, automatically displaying the appropriate Webflow.

When using the Synthesys Dialler Platform together with Synthesys. the DDI
(Direct Dial In) details are added, modified and deleted in the Synthesys
Management Studio.

For more information please see the section DDI Maintenance in the Synthesys
manual.
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Remove Intermediate Versions

In the Campaign Manager interim versions of CRM campaigns can be deleted.

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.

@ This will Permanantly Remove Intermediate VYersions of the Callflow From the Server

Do you wish bo Proceed?

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

To delete Accounts or CRM campaigns

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

e To delete your Accounts or Campaigns click the DELETE button.

1 Campaign Manager.

Account Details

Accourk Name: [DemonstationandTraningScipts Prefix: [DTS

rdTrainingScripts

Postoode: [5E11TY AccourtManager: [Admin  +]
Main Contact: [Brigitte Reimer Telephone: [0044 845 0181070
[ Telephone: |

044 207403 4159

an
) (5] TBC Telebusiness Calfiows
i ) TRN TRAINING

o G Us s

0 (] Z4H Zarsh
#1 {lld Report Taols

Before an Account can be deleted from Synthesys, you must first of all delete
all campaigns listed under that account. A message will pop-up reminding
you that there are campaigns attached to this Account, which need to be
deleted first. The Account will not be deleted.

When all Campaigns have been deleted for the Account, pressing the ‘Delete’ button
will display the following message:

Are You Sure 7

Are wou sure you want to delete this Account ? . .
If the check box is ticked, the reports folder for
the Account will also be deleted.

Cancel

™ Tick bow to delete reparts folder for this Account
[Folder: 3WWEuail\Spnthesysireports=vZ]

Pressing ‘OK’ will delete the Account.

A message will pop-up informing the user that the Account has been deleted and the
icon for the Account will disappear from the Campaign Manager.
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The following takes place when an Account is deleted:

e The Account is deleted from the ‘Reports’ folder on the Server (if
applicable).

e The Account is deleted from Phoenix_Account table (Phoenix database).
e The Account is deleted from Phoenix_Account table (Phoneyx database).

e The Account is deleted from the ‘Scripts’ folder on the Server.

Deleting CRM Campaigns

Select the campaign that you wish to delete and then click the = Dl pytton to
display a window listing the various options for deleting campaigns:

warhingl You are about to delete a Campaignl

Thig will permanently delete data from the Dezign and/or Live databazes.
There are 37 Calls for thiz Campaign

— Pleaze zelect what you want to delete

& Dielete 'Call' Data from before I1DHEIS£2EIDS

" Delete all 'Call' Data from Live Databaze

Delete 'Call' Data and Custom tables from Design Database and
Live Dratabases, but keep Campaign information and S cript.

" Delete Campaign Entirely, from Design D atabase and Live Database

Delete | Cancel I

Campaigns with Outbound lists

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

x

This Campaign has an Outbound Campaign, please use the Outbound Manager to delete it Firsk!
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Report View
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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.

The report itself has been designed and saved as a file using the report tool.

k& Campaign Manager
Fil= ‘Wiew Help

I[=1 E3

Hl=zBolo|

ﬁ All Accounts

-3 ALL Alianz

| v

Feport Properties

{3 BEX Brigitte Example

EI@ BTR Brigitte Training Repart Mame |BH Scheduled 501

E-§7 01 City Breaks Comment |

(ERi R Scheduled 50T
-l Add Schedule
{z Repork Runs
Dy Schedule Mo 2
‘ 02 Sales Survey

‘ 03 Express Loan

]--@ cgs garethgs

]--@I cob Karen

Full Name [S0I

Created Date |21/03/2009
Report Tool ISQI Service 'l

BRTST2

Farmnat I - l

Frinter/Expart File Mame [e.0. %d%my for dated filenames

Browse Reports |

Output Service

Output Tool |<n0ne> 'l

[ CRM MoeticaTesting
]--@ DT3 DemonstrationandTrainingScrip
]--@I EGT Emmanuel

H- (g ELM Emily Parameter] I

]--@I GET emmanuelt b Parameter2 |

]--ﬁ' joe joetest
]--@ jop joetestp
#]- (5 MIC Microsoft
#1- [ MON MONDIAL
[ MRK Markiy
#l-(3j MOE Noetica
[ OBZ OBTestz

<_|Fm .

Save | Dielete

&
&
B
&
&
B
&
(-3 563 carotel outbound
[
&
B
&
&
&
&

o

Ready

Edit Heport |

e

A new Campaign will have no reports set up in the Campaign Manager. To add a
report, right click on the campaign and either select ‘Add New Report’ or ‘Report

Wizard’ from the drop down menu.

The available options in the Report Properties dialog are explained on the next page.
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Adding New Reports

To use the ‘Add New Report’ option to display a blank report template, right click on
the campaign and select ‘Add New Report’. Next, enter all details as required.

Field

Description

Report Name
Comment

Full Name

Created date
Report Tool
Format

Printer/Export
Name

Output Tool

Parameterl & 2

Contains any name to identify your report
Any comment about the report

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.

This will default to today's date.

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 by Impromptu, for example).

The output format of the report, available for the selected tool.

Name of a valid printer (You can 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 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.

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>.

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

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

email address is entered into the Parameter? 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 Parameter2 field enter the name of the recipient.

Clicking the 'Save' button will add this report underneath the current Campaign.
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SETTING UP REPORT SCHEDULES

Once all report details have been entered, the Report may be scheduled to run in a
number of different ways, or frequencies. The Schedule Wizard will guide you
through the process of setting up your report schedule. The information saved is used
by the Report Service to automatically run and print the report and to re-schedule the
report.

NOTE: You can open the Synthesys Schedule Wizard at any time from the Campaign Manager,
using the ‘Add Schedule’ option.

To set up a schedule immediately, click ‘Yes’ in the ‘Schedule Report now’ dialog.
Select ‘No’, if you want to set up the schedule at a later stage.

Schedule Report now? E x|

ﬁ SYNTHESYS
FY) Schedule Wizard

would you like to set up a schedule for this report now?

< 3
" No

Setting Schedule Start & End Dates

In the ‘Schedule start’ Dialog, set a start and finish date for your report run. Select
‘immediately’ to start your report run straight away, or click the ‘Starting on’ option
and use the arrow, to select a start date from the diary page.

Specify Schedule Activation Time

q SYNTHESYS
0 Schedule Wizard

‘When would you like ta start using this repart scheduly

To set afinish date for your report run,
click ‘Yes, Last run on’ and select a
finish date from the diary page,
alternatively, click No, continue
Do wou want b stop using this schedule after a particular date™? |ndef|n|te|y, to run your report

= Mo, continue indefinitely |ndef|n|te|y

" Yes, Last i on |14.v‘08f2009 'I

" Statingon | 14/09/2009 hd

¢ Back I Next > I Firizh Cancel
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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.

x|
»> Schedule Wizard
when would you like thiz repart bo run?
— Timed Event driven
 Every I-I 3: il {~ Ewvery time a call is taken i .
By T houls) S In the ‘To run first at’ field, set
CoEvey [T daisl Do the Start Time for your report
(: Dn ks rom a Lal racker achon run-
" Monthly
" Bun once only
T run first at 16:45 Z‘
< Back I Next » I Firiizh I 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.g.
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: This option is not used in the Synthesys Dialler Platform.

Synthesys.Net: CRM & Outbound 207



Timed Report Runs

Selecting ‘On specific days of the week’
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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 required days, on which you want to run the

report, e.g. every Monday, Wednesday and Friday.

Select Days of Week

€ SYNTHESYS

»

Schedule Wizard

Flease select the days of the week when the repart iz ta run

4 IV Friday
[~ Tuesday [ Saturday
V' wednesday [~ Sunday

[~ Thursday

< Back I Mext > I

Cancel

Selecting ‘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. do you want to run the report on the

first or last day of the month, or on a specific day?

Specify Monthly Period

€ SYNTHESYS

PY) Schedule Wizard

Pleaze zelect when you want the report ta run

& Day I'I of the month

" the last day of the month

= the Ifirst - I

of the manth

Firish

Cancel

Synthesys.Net: CRM & Outbound

208



: Noetica

Passing Parameters to the Report

When setting up schedules it is important to make sure that the schedule type you pick
corresponds to the information retrieved in the report itself.

For example, 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 ta the report?

Parameter 1

<Today>

Paramneter 2 ]

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

< Back I MNewut > I Finizh Cancel

Schedule Summary
The last page of the Wizard displays a summary of your report schedule.
NOTE: Make sure that the 'Next Run Date' and ‘Next RunTime' fields display the date and time

that you expect the report to run on next. The exception are Instant Schedules, which will not
display a 'Next Run Date or Time' as they can run at any time.

schedule Summary [ x|
ﬂ SYNTHESYS
>0 Schedule Wizard

“You have now scheduled BR Scheduled S0 repart to run. Please check that the
infarmation below iz correct. particularly the next run date and time fields for timed
reports.

Frequency

ey | TR O The summary in our example shows a

asBesTi: ({30 schedule for a monthly report, to be
e run on the first Thursday at 16:45.

Parameter 2 I

Schedule detail Day 1 of the month ;I

JE|
< Back Hezt s> | Finish I Cancel |

Synthesys.Net: CRM & Outbound 209



: Noetica

Schedule View

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

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

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

i Campaign Manager [_ O]
File VYiew Help
M-z Bo|o |

5 All Accounts - 3 :
@ ALL Allianz Schedule infarmation for Schedule ID 16

3 BEX Brigitte Example
=-E) BTR Brigitte Training

Frequency IMonthI_l,l

e @ 01 City Breaks Nest RunDate  [Thursday, 01 et 2009

. E-{ill| ER Scheduled ST

: k8 Add schedule Mest Bun Time |15 45

{z Report Runs
{8 Schedule Mo 2 Parameter |<Yestalday>

Schedule Mo 16

‘ 02 Sales Survey RN I

(B 03 Express Loan Schedule detail Day 1 of the month =]
[]--L?v;l Qs garethgs b
[]--@ coh Karen LI
B[ CRM MoeticaTesting [ramsrzms wTE
[]--@ DTS DemonstrationandTrainingScrip Stait Date 14/03/2003 Start Time  [16:45
2] Iﬁl EGT Emmanuel = End Date W End Time |00:00
-3 ELM Emily
-y GET emmanuelt
[]--@ G5 carokel outbound Show report runs | Modify | Delete |
[]--@ joe joetest
[]--@ jop joetestp
B L MIC Micrasaft
- MON MONDIAL
L35 MRK Markiy

- NOE Hoetica =
il Sl [~
4| | ¥

Ready ,_ ,_ ,_ A

Note: 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. For other reports the next run time will usually be the next day.

Also, ensure that the schedule type you pick corresponds to the information retrieved
in the report itself. For example, 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. Note: as with report parameters there are a number of special case
parameters, which are converted to values, when the report is run e.g. <Yesterday> is
converted to a date. See Parameters section.
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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:

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... | hezk Run | Accounk | Report Mame | = | Report Toal
1 10:59AM 16 Sep, 09 Yagna(0L) ¥iEl CikyBreak wieekly SQI Service
z 03:11PM 15 Sep, 09 Erigitte Training(01) BR Scheduled 5Q1 weekly QI Service
3 0Z:42PM 17 Sep, 09 Brigitte Examplef01) BCityEreak weekly SGI Service
4 04:32PM 17 Sep, 02 ¥YE OB Test(01) BR. ¥¥Z OBTest weekly SQI Service
5 05:21PM 16 Sep, 09 Brigitte Example(0d) CRM Data Import weekly QI Service
16 04:45PM 01 Oct, 09 Brigitte Training(01) BR. Scheduled 501 mankhlky SGI Service

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 bawes to filker pour results, or prezs OK ta view the latest
report N

¥ Status ' Statug Mame IE
f e - Lin
' Status [T Gtat Cryztal Service - Invalid Report Rur
Crystal Service - Timed Out
Cryztal Service - Failed to Start Crys
Crystal Service - Invalid number of g7

W Account / Campaign
= Account Name IBrigitte Training [ETR) ﬂ

* Campaign Name IBH OBwizard [ID:E5] ﬂ

¥ RunDates  { Before I‘I‘I September 2009 'l and
% Between |14 Septemnber 2009 'l

ak 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:

Edit this report run. The Edit Report Run dialog (next page) is displayed, allowing
users to modify any of the report-run values that may have been entered incorrectly.
If the report needs to be re-run, the status can be changed to Action Required.
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I Campaign Manager 1 [=]
Eile  Wew Help
=
H~ 2200
B All Accounts =l [Re.. [5c. ] Date [_Time | Status | Sequence I |
L5 ALL Allianz a1 2 08(09/09 15:12 SQI Service - Finished
5 BER Brigitte Example 8 z 0108109 15:12 501 Service - Finished
EHEY) BTR Brigitte Training :‘1’ Edit Report Run [x]
E-§7 01 City Breaks
il 58 [
= BllE ER. Scheduled 501 - Report Name |BR Scheduled 501 Report Run 1D |68
] 2 Add Schedule 53 Status | 501 Servioe - Firished =l
B Report Runs ci
@ Schedue o 2 49 Run Date |01/08/09 Pun Time |15:12
(@ Schedule No 16 47 Scheduls No. [2 Sequence D |
£ 02 Sales Survey 44
. Report Location | 581
.- [B 03 Express Loan :é spart Location [5G
35 cgs garethgs e Fiepan Tool [SI Servies Fomat [
- cob Karen % Repart RG]
-} CRM NosticaTasting 3 Sl
#-{3 DTS DemonstrationandTrainingscrp | | 32 Schedule Parameter |
(-3 EGT Emmanus]
-3} ELM Enity = Scheduls Parameter2 |
-3 GET emmanuelt Dutput Servic
-3 GGS carotel outbound Output Tool
G oot aamit |
L5 op joetestp
L3 MIC Microsaft Parameter? |
G rowonoia, s
L3 MRK Marki {Bave and Ciose & Cancel
I3 NOE Noetica =
Ready 4

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 <Output
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 Area/Table
Printer/Export Name  Phoenix Report
Parameterl Phoenix Report
Parameter2 Phoenix Report
Parameterl Phoenix Schedule
Parameter2 Phoenix Schedule
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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

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.

/Zip

For Zipping Files. If a report produces an ‘Output file’, it can be automatically Zipped
by adding ‘/Zip’ to the Printer/Export Name field. This option is not valid for ‘Print’
format as no output is produced.

E.g.: in Printer/Export Name of:
D:\synthesys\reports\temp.txt /zip

The above will produce the file D:\synthesys\reports\temp.zip, and the Zip file will
contain temp.txt.

E.g.: in Printer/Export Name

Synthesys Tif Printer /zip
The above will produce the file synthesys\spool\impromptu\320.zip, and the Zip file will
contain the file 320.tif. (where 320 is the 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.

Please ensure that there is a space before the forward slash and BODY ( /BODY).
If the /ZIP parameter is used in conjunction the /BODY parameter, the /BODY

parameter is ignored as a Zip file cannot be added to an email body. The /BODY
parameter is ignored for formats other than Text and HTML.

Repont Froperties
Report Mams |HepnrlNam32 o I 307
Cammen t [any relevant comments
Full Hame I\\HEddevil\SynlhEsys\HEpnrls\BrigillaJunEDE\rEpDrlfilE
Created Date [02/03/2006 Browse Reports |
Report Tool IEryslaI Service VI Format ICSV vl
Printer/Export File Mame [e.g. S2d%my for dated filenames)
ITFHeddevll\Synthesys\H eportsiBrigittelune0Swoutputfile. csv FBODY
Output Servic
Output Tool W
Paramel terl |From Email &ddiess
Parameter2 [To Email 4ddress
Save I Dielete Edit Fepart I

Synthesys.Net: CRM & Outbound 214



: Noetica

<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_ID> <NODUP:30>
Report Run Entry: 7f3dad78-1610-4d82-a2bf-dd1ba5718844

Synthesys.Net: CRM & Outbound 215



Heport Properties

Report Mame IHeportName I} I 253

Comment IAn_l,l relevant comments

Full Mame I\\HeddeviI\Synthesys\F!eports\T estRepart. ipt

Created D ate |D1 #07342006
Report Tool IEr_l,lstaI Service 'I Format ITth vl

Printer/E #port File Mame [e.g. %d%my for dated filenames]

I\\H eddevil\Synthesys\Reportsh TestReport tat

Dutput Service
Output Tool IEmaiI Service VI
Parameterl IFrom Email Address

Parameter? |< Table. Colurnn: T ableM ame. Colurmnt ames <MODUP:30>

Save | Delete Edit Heport |

Notes:

-
ki

Noetica

o The Report Starter Service only checks for duplicates in the field where the

<NODUP> parameter is added.

¢ <NODUP> can be added to more than one field.
e There are no limits on the max/min number of minutes.

e Ifareport 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”.

¢ <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.
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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).

Here a filename contained in the database can be used as the attachment filename.
(Note: for instant reports only)

E.g.: 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:

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

Report Properties

Report Name [Reporttdame D 307

Comment |An_|,| relevant comments

Full Mame I\\Heddevil'\d\Synthesys'\Fi eportshReport2 rpt

Created Date |D2£D3£2EIDE
Fepart Toal ICr}lstaISewice 'I Format IHTML VI

Frinter/E xport File Hame [e.g. Zd%m=y for dated filenamesz]
I\Hepolt2.html JBODY <Attach: < T able. Column: CALOS_Mainb_Tel_number] >

Output Service

Dutput T ol IEmaiI Service 'I

Parameter] Ime Email Address

Parameter2 |To Emai Address

Save | Delete Edit Bepart |

Edit Report Run x|
Report Hame INew Report Run 1D |2B'I BE0
Status ICr_l,lstaI Service - Finizhed j

Run Date |U2JU3-”EIB Run Time |11:14
Schedule Mo |4DB Sequence ID I

Report Location |\\reddevil\d\Synthesys\H eports\Brigittet Test.rpt

Fepart Toal |ErystaISewice Farmat IHTML
E:{';ﬂite[ |_l,lnthesys\Heports\Brigitte\Test.html <Attachd: myfile. bat

Schedule Parameter] I

Schedule Parameter2 |
Output Service

Output Tool |

Parameterl |anyone@noetica.com

Parameter? Ibrigitte@noetica.con‘l

Save and Cloze 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.

Report Properties

Report Mame |Hep0rtName D 307

Commett I.-’-‘m_l,l relevant comments

Full M arne I'\\Fl eddevilhdiSpnthesys\Reports\R epart3 rpt

Created Diate |D2HDB.-’2DDE Browse Reports |
Report Toal ICI}lstaISewice VI FormatIHTML vl

Frinter/E sport File Mame [e.g. Zd%miy for dated filenames)
I'\Fleport& html ABOCY <ADDTOP:d: nogfile. tat>

Output Service

COutput Tool IEmaiI Service ‘l

Parameter] Ime Email Address

Parameter? |T 0 Email Address

Save | Delete | Edit Hepart |

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 Impromptu Service
is running, but the Email Service is stopped for some reason, myfile.xls 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.xls will be
overwritten, making it invalid for run 300. When the email service is restarted, the
gueued report runs of 300 & 325 would both send the same attachment of myfile.xIs.

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:
e 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 IHeportName Il Kiin

Comment I.f-\n_l,J relevant comments

Full 1 ame I'\\Fleddevil\d\Synthesys\F!eports\HepnrtS.rpt

Created D ate ID2.1"DS.I“EDDE
Fleport Tool IErystaI Service 'l Format |HT L j
Printer/E xport File Name [e.g. Zd%m?y for dated filenames]

I\Heddevil\d'\s_l,lnthesys'\ﬁ eportzhReport3.himl /BODY <ADDTOP:d: \myfile. bt

Output Service

Output Tool IEmaiI Service 'I

Pararneter Ianynne@noelica.com

Parameter? |Julie Smith<Julie. SmithiBcamparny. co.uk >

Save | Delete | Edit Heport |

Requirement for Microsoft Exchange 2005

With Microsoft Exchange 2005, the 'from' email address in Campaign Manager needs
to be entered with an alias name:
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Kim Constantine<Kim.Constantine@noetica.com>
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1 Campaign Manager _1of %]
File View Help
|~2Be o
JD tll Accourts
5§ AIM AT Test Centre Report Properties
3 BCA Arvato BCA
3 B35 Brigits Tanos Repon Name |Reportame2 1] a7
3 BIA Brigitte July06 Corment [&ny relevant comments
=-£§) BIU Brigitt=June0s
&7 01 Ties ars U FullName [\weddevitsSynthesys\AeportsiAepor2. it
|l Repart ame Created Date [02/03/2006 Browse Reports
B Add Schedule -
H - Format [HTHL -
& Report Funs Feport Tool [Crystal Service x| =
- {la Reportiamez Printer/Export File Mame (2.0, %d%m?y for dated flenames)
1 Add Schedule [0\ prithesys\Freports\R epor 2 himl <Atach <T able. Column CALDS_Mainb_Te
*{&& Report Runs
lBa Scheduled CRM Data Tmpor [~ OutpLt Servi
-l Ties s1 Output Tool |Email Service =
|8 02 CRM
[} 03 External 0B Parameter |<im Constantine<Kim. Canstantine@noetica. com
~[B) 04 Krawatten fuer Ale Parameter2 [Enquiies@nostica con
B} 05 LottaTicket
B} 05 FlatFile 50T
~[B) 07 SQI FlatFileTst Gave Delete Edit Fieport
(-5 BNO ErigitteNoc05
- BOC BrigitteOct
=) BRI Brigite
=-&7 01 CRMUpdate
¢ Bl CRM Update
LTSN
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>, i.e.

<Subject: Thank you for your call your reference number is
<Table.Column:BRIO1_Main.refno>>
Report Properties
Fieport Name |F|eportName In} 307

Comment IAn_l,l relevant comments

Full M ame |\\F| eddevild\SynthesyshReports'\R eportd.rpt

Created Date |D2JDSJZDDB i
Feport T ool ICI_I,JStaI Service VI j

Frinter/Export File Mame [2.g. #d%miy for dated filenames)
Iport3. html ABODY <Subject: your Ref iz <T able. Column:BRI0T _Main Reft o>

Format [HTHL

Output Service

Output Tool IEmaiI Service 'l

Parameter Ianyone@noetica.com

Parameter2 |Julie SrithJulie. S mithEcompary. co.uk

Save I Delete Edit Heport
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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.

Report Formats Summary

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
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REPORT TOOLS AND SERVICES

Report tool information is maintained by the Campaign Manager. 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.
Impromptu. 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.

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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