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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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THE SQI FILE WIZARD

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

¢ Open the Synthesys Outbound Manager.
e Select the required Outbound list and go to Edit on the menu bar.

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

The SQI Wizard 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 @

SYNTHESYS

Selective Queueing Import || Note: The name of the source file needs
' to contain the full UNC path and therefore
contain \\MachineName\Drive\....

Please, specify a name of source file to be imported
1"-."-.NEW BLUEDE"Synthesys"Training"Voucherl D .c

Row Delimiter: CRHLF} i

Sample data from the file

(Customer| D, Title, FirstName, Sumame, Home Worl [Flat, Street | »
(VOUCHER_1,Mr John,Smith, 112 234 4444 271 234 4444 FAat[—)
VOUCHER_2.Ms Betty Wales, 113 343 2322 7213432322 |
'VOUCHER_3.Dr. Tom Gage, 112 343 4454 772 343 4454 12°

< Back { Mext > ‘ Cancel | Help |

Step 3: Now, select the delimiter that separates your fields, i.e. ‘Tab’, ‘Semicolon’ or
‘Comma’ and view the effect in the Sample data from the list section.

o

Selective Queuing Import LHiIi.t).r - File ﬁnpo& Step

SYNTHESYS

Selective Queueing Import

~Choose the delimiter that separates yourfields: ——————————
|  Tab (" Semicolon * Comma |

To display the column headings
contained in the File that you import,
tick the ‘First row contains field name’
box.

W First row contains field names

Sample data from the file:

Customer| D ] Title | First Name
VOUCHER_1 Mr John
VOUCHER_2 Ms Betty
Limnet no
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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 w1
SYNTHESYS
09 Selective Queueing Import

Please specify a table name

Browse... |

" 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 Em.." i [
SYNTHESYS

> Selective Queueing Import

You have successfully completed SQI File Import Wizand.
The file you chose has been successfully imported.
To close this wizard click Next.

Summary:

Source file: \WNEWBLUEDBVS
Destination Table: VoucherlD|

|
I < Back Mext > Cancel
-

esys\ Training\Woucher! D cs
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Data Source and Table Columns

Having successfully completed the import of the flat file data to the temporary table,
you now need to create or select a name for your SQI 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.

Selactive Queuing Impart Utility - Step 7— l M
SYNTHESYS

EY ) Selective Queueing Import
Il Please select a SQI prefix for this import. When se'ecting “Queue Ca”s
I er—_ using Selective Queuing File
& ey [FFFISSG Import” you will be prevented from
| picking up a Queue Only SQI
! ¢ Bsing | = name. A message will inform you

........................................................................ that Queue Only prefixes are not
allowed for file imports.

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 Utilty - Step ‘ [
SYNTHESYS

> Selective Queueing Import

Please, select an action you would like to perform

 Qu

< Back Mext > 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 M

SYNTHESYS

29 Selective Queueing Import

I Please select a data source from the list below which is to be
used as the source for this import

e -

< Back Next > Cancel | 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 - _.. @
SYNTHESYS
e Selective Queueing Import

Please select a table or view from the following list ...
Voucher|D (owner[dbo]) :j

and then select all columns that are to be used in the course
of the import ether for selection or output.

[ CustomeriD = Select Al
@/ATME " Unselect Alli
@’A FirstName

£ -
M S mame
4 m |+

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.

rSeIEctwe Queuing Import Utility - Step 11 @1

*9 Selective Queueing Import To change the name displayed in the
In the "Aliss Colurnn M ames" column below, please type in any user-friendly Allas CO|umn1 C“Ck Into the fleld and type
b et s o vt a1 ek e and in the user-friendly name.
Selected Column Names Alias Column Names
;m p‘e You then must press enter after each
irstName irstMame .
Sumame Sumame name change, to commit the changes
rosesde Fossece made in the Alias column.
4 1 | F

< Back Next > Cancel Help
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Part 2: Defining 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 the ‘Next’ tab.

Step 12: Clicking the ‘Selection Criteria’ button will open the ‘Selection Criteria
Definition’ screen.

Selective Queuing Import Utility - Step 12 — lﬁ-‘
SYNTHESYS
F ) 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 = set of
condiions, or choose "Mext" to import ALL records.

Click here for Selection Criteria

< Back ‘ Next > Carcel | Help |

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

Puplicate Conditions
Delete Condition Condition Summary

Create Condition

_ ol
Ok | Cancel | Help I

x|

i Selection Criceria Sefinition

New condition

Pleaze zelect an input field that the condition relates to:

FostCode LI

FirstMame S
Line1
Line2
Line3
Lined
Line5
Linef
E— Foctiods ]
<< [Sumame Help |
Telephone
Title

-

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.

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

| | ‘View condition summary’ click this icon, to view a summary of all conditions.



To create a new condition

e Click the Create Condition il icon.

Noetica
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¢ 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

o

>

Finish | Cancel | Help |

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.

Postcode SW

i Selection Criteria Definition

Cancel

Battersea

Ungroup Groups by clicking
on the non-intersecting part
of a disc and dragging
away.

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.

10
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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.

r —
Selective Queuing Import Utility - Step 13

B

=)

»3

SYNTHESYS

Selective Queueing Import

Select the Outbound List to queue calls for

B-f@ BR AugSept

B-f8 BR February2013
&8 BR PD PeformanceTest
e BR PD Regression Test1
T BR PD Testing

(-8 Brentford Dry Docks
m-fB Brightside

E| @ Brgite Declanuany2015
| B4 BDJ Filelmp Test1

le Imp Steps
g File SQI QueueOnly

1

< Back MNexd =

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 &J
Y Selective Queueing Import
Azsign values to the destination columns.
Mote: Values shown in red no longer exist in the calflow and must be replaced
Destination Source -
R
First Name{P002] Tile I i
Sumame[P003] Sumame 7 H
Telephone[P004] FirstName -
1| 11 F
Calculations | J
< Back Next > Cancel | Help

To change a Source field, click on
the relevant field in the Source
column and select the required
field from the drop down menu.

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.

11
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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

*d Selective Queueing Import

In the event of this Outbound List being converted to a
Predictive Campaign which telephone Number would you wish
to use?

[Home[P0O4] =]

Home[P D04
Work[P0O7]

< Back MNext > 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.

rSelectiveQue-uingImportmility-snep 15 WA Mﬂ
SYNTHESYS
FY ) Selective Queueing Import

Do not queue call to those who already had any of the following types of call

[ Finished Call - Inbound [ Finished Call - Outbound

[~ Aborted Call - Answerphone [ Aborted Call - Busy

[™ Aborted Call - Do not call [ Aborted Call - No Answer
[” Aborted Call - Rescheduled [~ Aborted Call - Unobtainable
[ Zborted Call - Wrong Number [~ Aborted Call - Other Reason

{+ Ever
" Since |17/11/2014 =]

< Back i Mext > i Cancel Help

12



Step 17: This option allows you to check
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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‘

SYNTHESYS

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
call queue and exclude them?

{+ Check for duplicates ffor ob list ‘BDJ DB Import” only)
" Check for duplicates ffor campaign 'DB Import’ only)
(™ Check for duplicates ffor CRM Prefix "BDJDEI only)

" Ignore check

I~ Clear cument queue
[~ Clean customers against the Do Mot Call List
[~ Update all fields

< Back

Meat = Cancel |

[
the
Do NOT tick the ‘Update all fields’
box, if you only wish to update
| some of the selected CRM fields.
Help | i

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

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.

13
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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.

Import now
Schedule later in Campaign Manager

Do not queue calls

Selective

Queuing Import Utility - Step lu

o2

SYNTHESYS

>0 Selective Queueing Import

50l Prefc |SQI1_1220

5QI Name  [BRFileSQl

Do you wish to:
' Import Now
" Schedule later in Campaign Manager

™ Do not queue calls

< Back | Finish | Cancel | Help | i

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.

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.

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.

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.

14
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SCHEDULING SQI REPORTS IN CAMPAIGN MANAGER

To set up a SQI report and schedule in the Campaign Manager:

e Open the Synthesys Campaign Manager clicking on Reports.

Setting up a SQI Report

In the Campaign Manager:

e Locate and right click on your campaign and select Add New Report.

e Enter the Report Name, any Comments as required and type a hame into
the Full Name field.

e Select SQI Service in the Report Tool field.

e Next, type in the SQI name as entered in Step 6 of the SQI Wizard into the
Printer/Export File Name field, for example BRFileSQI.

e Save your SQI report.

B3 Campaign Manager

‘F‘l\a View Help
H=eBS ®

. 01 PD MenitorBlenderTest

-[B, 02 DynamicTeams Feport Properties

- /B 03 DynamicTeam testing Report Mame [BR Sohedul=d 501 1o [ NoNE
B}, 04 Hide CRM Fields I

B, 05 New Test | Camment [File SOI test

[E 06 CRM Name Fields Fuil Narne [File SO test

B, 07 Sched CRMImport Created Date [17/11/2014 Browse Reports N
I
08 Rota Test
S0l S - Format |Bi -

| S 09 CheckbaxCalculation | | | FiepotTod [sosenice -] o i
i B} 0ALift Repair | Printer/E sport File Name (.9, %d%m%y for dated fienames)
| [ 0B DBReTableIndustry | BRFieSal

= 0C Popwatch tEST @i S

1B 0D CRM Export

Output Tool -

a O Suflow Test Hiput Toat | <nones

(B, OF CRM Test Parameter |
I -8 06 Check QAEmail Parameter? |

- B, OH ExpressLoan

B 01 New PecycTest
B 0test B ‘ Delete
B} 0K Jan PD test

B, 0L Global Gallery

B OM CRM Edit Test

B, ON Rechedule to OB lists
B, 00 Rechedule OB

B, 0P Orderline |
-1 0Q Synthesys Switch Test

-8, OR HelpDirect Denations

-[B, 0S EDICRM

-[B, 0T Mew FILESQI test

63 BCA Arvato BCA

63 BDD Brentford Dry Docks

63 BFM Brigitte FebMarch2014

63 BJA Brigitte)an2012 <

15
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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

¢ 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 17t November at 18:30.

| G5yt =)
SYNTHESYS

HB Selective Queueing Import

You have now scheduled BR Scheduled SQ report to run. Please check that the
information below iz comect, particulary the next run date and time figlds for timed

reports. In our example, the
Frequency T e SQI report will run
daily, at 18:30.

Nest Run Date ]Monday. 17 Nov 2014

Nead Run Time |1353D

Parameter 1 ]

Parameter 2 ]

Schedule detail Every 1days &

< Back Mewt J Finish | Cancel

To check that your SQI report has run successfully

¢ Go to Report Runs or alternatively check the queue in the Outbound
Manager.

¢ Inthe Change Queue Item State dialog select the queue state that you
wish to display for the selected calls.

16



DELETING SQI PREFIXES
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The function to delete SQI prefixes has been added to the Edit menu in the

Outbound Manager.

| Edit

Zueue calls using Selective Queding Import
Queue calls using Selective Queuing File Import

From a dialog listing all SQI prefixes, users can select one or more prefixes for

deletion.

Delete SQI Prefises x|

Choose QI Prefixes

JGTest =]
joe2

Joeman

Joesgi

joetes

Josellll

JoseSQIL J
jusk crm0z2

KAISER

Loan

[ME

netcome

e

Mews j

| Delete Prefixes | Close I

Prefixes can only be deleted, if no live schedules are assigned for the selected SQI

prefixes.

If schedules exit, they will have to be removed first and the delete request is ignored.

17
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