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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  
 
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: 
 

 Open the Synthesys Outbound Manager. 

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

 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. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 The Next> button is used to navigate to the next page of the wizard. 

 The <Back button to move back to the previous page.   

 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: 
 

 Enter a New name or Prefix for your queue manipulation action 

Or  

 Select an Existing name from the drop down menu.  

            
 

Available Options 

 
In the next page of the Queue Manipulation Wizard, select the required options:  
 

 Calls in State 

 Calls matching Filter  

 All calls in Queue. 
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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.  
 

            
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Move to the Next> page of the wizard to select the outcome(s) to be changed.   
 

 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. 

 

           
 
Next, select an Outbound list: Move to the next page of the wizard, where you will 
be prompted to select the Outbound list that you wish to manipulate. Only choose All 
Accounts, if specified changes are to be made for the whole queue, i.e. all call lists. 
 
Following the selection of the Outbound list, move to the next step of the wizard, to 
specify the changes that you wish to make.  
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Assign to Agent 

 
The Assign to Agent option allows you to assign rescheduled and sleeping calls 
to a particular agent.  
 
 

 

Any outcomes other than rescheduled or sleeping that may have been selected will 

be ignored as they can’t be assigned.  
 

 
In the Next> page of the wizard 
 

 Select the agent that is to be assigned to the currently rescheduled or 
sleeping calls. 

 

 
 

 
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. 
 

 
 

 
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 
 

 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). 

     
 
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. 
 

 
            
 

 To change details click <Back.  

 To save the changes, click Finish. 

 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.  
 

  
 
Having selected the Change State option, the next dialog will show the associated 
outcomes that can be selected. 
 

 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. 
 

      
     
 

 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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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. 
 

 
 
 
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.  
 

 
 
 
Users can manipulate the queue immediately, or create a GSCScheduler report in 
the Synthesys Campaign Manager, described in the section Scheduling Bulk Queue 
Change. 
 

 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. 



                                                         
      

Synthesys CRM & Outbound Management 
11 

OPTION 2: CALLS MATCHING FILTER 

 
The Calls matching Filter option, allows users to define conditions for manipulating 
the queue entries for a selected Outbound list, which should be selected, before 
opening the Queue Manipulation Wizard.   
 

 
 
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. 
 

  
 
 
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. 
 

 
 
The Condition Criteria screen consists of a work area, also called the canvas, where 
coloured discs will represent the different conditions.  
 
   Create Condition    Duplicate Conditions    
      Delete Condition        View Condition Summary 

   
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

 

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: 
 

 Click the Create Condition  icon.   

 In the New Condition window select the property to define your search (in 
our example we have selected <RetryTime>). 

 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. 

 
 
 
 
 
 
 
 
 
 

 In the next page of the wizard add a name for our condition and click 
Finish, to display a floating disc on the canvas. 

 Further conditions can be defined, clicking Create Condition .   

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

From the options displayed, choose what to do with the filtered queued items, e.g.  
Move to Outbound List. 

 
 
* 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 only, 
use the <State of Call> option when creating your 
condition. 
 

 
 
 
 

 
The next page of the wizard will prompt users to select the destination Outbound List. 
 

 
 
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. 
 

 
 
 
Click Finish to process the action.   
 
To change details, if required, click <Back, to abandon the action without saving the changes, 
click the Cancel button.   
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OPTION 3: ALL CALLS IN QUEUE 

 
The option All calls in Queue is used to manipulate the state of queued items for all accounts 
or for a selected Outbound List only.  

 

 Select All Accounts if the changes are to affect all accounts  

 Selecting a specific Outbound list, to manipulate queued items that list 

 

 
 
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.  
 

 
 
 
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.   
 

  
 
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. 
 

    
 
In the final page of the Queue Manipulation Wizard, check the summary displayed.  

 
 
  
 
 
 
Either manipulate the queue immediately,  
 
or create a GSCScheduler report in the 
Synthesys Campaign Manager, 
described in the section ‘Scheduling Bulk 
Queue Change’. 

 
 
 

 
 
Click Finish to process the action. To change details, click <Back, to abandon the 
action without saving changes, click the Cancel button.   
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SCHEDULING BULK QUEUE CHANGE 

 
To action the Outbound bulk queue change via the ‘Schedule later in the 
Campaign Manager’ option, a new report and report schedule must be set up in the 
Synthesys the Campaign Manager.  
 

 Open the Synthesys Campaign Manager clicking on Reports. 

 

Adding a GSCScheduler Report 

In the Campaign Manager 
 

 Locate and right click on the relevant campaign and select ‘Add New 
Report’.  

 Enter the report name, any comments as required and type a name into 
the ‘Full Name’ field.   

 Select ‘GSCScheduler Service’ (Global State Changer Scheduler) in the 
Report Tool field. 

 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. 

           
 
 
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 
 

 Select ‘Add Schedule’, and using the Schedule Wizard, enter details 
regarding date and time of your report runs. 

 ‘Save’ the schedule for your report. 

 
In our example, the report will run every Tuesday at 17.39pm. 

 
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
To check that your GSC report has run successfully 
 

 Go to ‘Report Runs’ or alternatively check the queue in the Outbound 
Manager. 

  
 
 
For further information regarding setting up reports and report schedules, please 
consult the ‘Managing Reports’ document. 
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