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Queue Monitor Condition Wizard - Step 3

& SYNTHESYS

*d Queue monitor

Please select a Data Source from the list below fram which the
customer table is to be monitored

Fhi

W
Replication_RM_Phoenix
Replication_RM_Phoneys
Target
TAN

< Back I Hext > I Cancel Help

: Selection Criteria Definition o (] 24

% Dliﬁlﬁll 0K | Cancel | Help |

Mew condition

Postcode
Please select an input figld that the condition relates to;

| Einizh 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

¢ Open the Synthesys Outbound Manager.
e Add or select the required outbound list.

e Go to Edit on the menu bar and select Remove Queue calls using
Selective Queue Monitor to open the Queue Monitor.

Queue Monitor Condition Wizard - Step 1 x|

“ 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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Synthesys Queue Monitor (“SQM”)

Part 1: Data Source & Table Columns

The first part of the wizard will determine which data source and which columns in
one specific table or view from that data source are to be used for the de-queue
process.

Step 2: To begin with, 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

Py Queue monitor

Flease select SOM prefiz.

= Hew IBHemnvd

" Existing I.ifhk.f Wy j

< Back I Mext » 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

Py Queue monitor

Please select a Data Source from the list below from which the
customer table is to be monitared

P

P
Fieplication_Fk_Phoenixz
Replication_RM_Phoneys
Target

TRM

< Back I Mext » I Cancel Help

Synthesys CRM & Outbound Management



: Noetica

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 ar view from the fallowing list ...
CS OBMNAME Customer YIEW [owner

Select all columng that are to be uged in pour conditions.

@-EustomerlD j Select Al |

A
@- Title Unselect &

A

Ei:- Firsth ame
A

Eié- Surnarne
A

=
¢ Back I et > I Cancel | Help

Step 5: Now, select a column that contains the Customer ID.

Queue Monitor Condition Wizard - Step 5

& SYNTHESYS

PN Queue monitor

Plaase select a caolumn that haz the Custamer 1D,
ICustc-rner ID j

FnstName
Home Mumber

< Back I et > 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 x|

& SYNTHESYS

Py Queue monitor

This step allows you to define your condition for the monitor.

Click here ta set your condition

< Back Mext > Cancel Help

The screen consists of a work area, also called “the canvas”, where coloured discs
will represent different conditions.
elete Condition View Condition Summary

Create Condition  Duplicate Conditions D

s Seledtion Criteriz oefinitins ;lglil

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 test strings to be compared with the fisld

ot coriainiry
contained in d|

« [ ] Fie | ceed | e | « » Firish Cancel Help

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

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 7 |

& SYNTHESYS

Pey Queue monitor

Select an Outbound Campaign ta monitar

FileSaI -]
OBMName

JR=J 06 Hame |
4. DBMame2 _
| 4. QueusCalls
.4y SOIBR

FRiepair

| Scheddimpon
: B CurnbnlDierlons =
4| |»

< Back I Mext > I Cancel | Help |

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 & 5'

q Synthesys Queue Monitor Condition Wizard

>

Do wou wish to:

" Remave from queus naow

¢ Echedule later in Campaign Manages

< Back I Finizh I Cancel Help

e Tick ‘Remove from queue now’: If you want to remove the customers
queued from the Outbound queue immediately.

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 CRM & Outbound Management
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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.

¢ Open the Synthesys Campaign Manager clicking on Reports.
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.

o 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 =10l x|

File Yiew Help

BT
@ Al hccourts -
3 AIN AIN Test Centre Report Froperties
L3 ANT Adam Test
3 BCA Arvato BCA
3 BIS Brigitte Jan05 Comment |

i=-£3) BI4 Brigitte Jan6 e . = e
B 01 FlatFie 501 ullName |Remave if Fosteode

=47 02 501 Impart Created Date |28/02/2006 Erowse Reports .
= il 57 50t ot L Il—_lsuM . e Into the Printer/Export
Add Schedule . . .
% Report Runs Printer/Export File Name (2.9, #d%m?y for filenarnes] Flle Name fleld! type n
© Shede o <11 [<BRerovey brackets (< >) the SQM

%;« schedule  — |- Oulouk Servi name, as entered in
o eport: Runs Output Tool | <nones b
Step2 of the Queue

£3J BIU BrigitteJunens
5} BN BrigitteNoc0s Parameter! |

Repait Name |SIJM Remove D 306

) BOC ErigitteCct Parameter? | Monitor wizard: <
3 BRI Brigitts BRemove>

3 BRI BRIanD4 .

3 Cam Camelia kest Delete Edit Fiepart

3 DaF DAF Inbound Applications
£ DA Martin

3 DOB DAF Dutbound

5§ dom Darral

L3 DRC Gareth =
it p ;'J
Ready e 4
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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.

¥ Campaign Manager =13l x|

Fls Yiew Help

Hi= 2lBo o]

E All Accounts - .
b @ AIN AT Test Centre — Schedule information for Schedule ID 412

[-L3 ANT Adam Test
(-3 BCA Arvato BCA
[

Frequency |sDecific days of the week

+-(§) BJS Brigitte Jan0s NewtRunDate  [Tiesday, 2 Fen 2006
(=-£5) B4 Brigitte Jan0s
-8} 01 FlatFie 501 Nest Run Time  [17:12
-7 02 5Q1 Import
Bl ER 51 Impart Parameter] |
- {Hlg oM Remove . 3
- Add Scheduls arameterz |
B A Schedule detal  [Tussday,

BT} chedule Mo
[-L3] BIU Brigitte June0S
-] BHO Brigitteoc0s

-5 BOC BrigitieOct Start Date 28/02/2006 Stait Tme  [17:12

-] BRI Brigitts End Date m End Time |00:00

-] BRI BRIan04

-0 CAM Camelia test

[+ @ DAF DAF Inbound Applications Shaw report runs | Madity | Delete |
[

[E

[E

[

[

H

#-(3f) DOA Martin

55 DOB DAF Cutbound

-3 dpm Darrall

130 DRC Gareth

H @ DTS DemonstrationandTrainingScrip

&} Q ELL Elliot =
4| | 3

Ready R

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.

Synthesys CRM & Outbound Management
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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 Monitor

Delete SQI Pr

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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