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All rights reserved.

The content of this documentation, and other documentation and training materials provided,
is the property of Noetica and is strictly confidential. You may not reproduce any part of this
document without the prior consent of Noetica.

We believe that the information in our documentation and training materials is reliable, and
we have taken much care in its preparation. However, we cannot accept any responsibility,
financial or otherwise, for any consequences (including loss of profit, or indirect, special, or
consequential damages) arising from the use of this material. There are no warranties that
extend beyond the program specification.

You must exercise care to ensure that your use of the software is in full compliance with
laws, rules, and regulations of the jurisdictions with respect to which it is used.

The information contained in this document may change. We may issue revisions from time
to time to advice of changes or additions. We operate a policy of constantly improving and
enhancing our application software. There is a possibility therefore that the format of the
screen display and printed output shown in this documentation may differ slightly from that
provided in the software. It is our policy to update this documentation whenever a major
release of software takes place.
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Microsoft is a registered trademark and Windows is a trademark of the Microsoft Corporation
in the USA and other countries.

All other trademarks recognised.

© Copyright 2024 Noetica

© Copyright Noetica Limited Page: 2 of 15



CONTENT
BULK QUEUE CHANGE ... .ottt ettt e e e e e 4
Creating a Bulk Queue Change JOD .............uuiiiiiiiiiiiiii e 4
BULK QUEUE CHANGE OPTIONS ... ...ttt 5
CallIS TN STALE ... 6
ASSIGN 10 AGENT. ... 7
CRANGE STALE ...ttt 8
CRANGE PIIOFIEY ..ttt 9
D= ] (o ] o PP PP PPPPPPPPPPPPPPPPPP 9
D221 [ (S @] o1 [o] 4 1S PP P PP PP PPPPPPPPPPPPPPPPPP 9
Calls MAICNING FIIEET ... 10
All CallS IN QUEBUE ...ttt e e e e e e e e e e e e e e ettt e e e e e e e e e antna e eas 12
EDITING BULK QUEUE CHANGE JOBS .......coiiiiiiiiiiiiiiiiiiie ettt 13
SCHEDULING BULK QUEUE CHANGES ........ottiiiiiiiiiiiiiiiiiieee e 14
Viewing Bulk Queue Change Schedules..........cooooiii 15
Viewing Bulk Queue Change Schedule RUNS ... 15

© Copyright Noetica Limited Page: 3 of 15



Noetica

I

BULK QUEUE CHANGE

The Bulk Queue Change option, available at call list level, allows users to manipulate
gueued items at list level, and to apply filters to manipulate queue entries based on Entity
data. The changes can be applied instantly, or you can set up schedules to run the bulk
gueue changes at specified intervals.

The filters to define data segments within an Entity/ CRM are created in the
Filter Designer, accessed via the Filters tab at workspace level.

Creating a Bulk Queue Change Job

e Select the call list that you wish to use for your bulk queue change.
e Click the Modify (Bulk Queue Change) tab in the list dialog.

SYNTHESYS™ CAMPAIGN MANAGER

@ clobal

@ CustomersSP2 (Listip:187)  Rename

@ B Workspaces @ List & organiser {8} Settings @ Timetable 3 Recycling % Quotas % skills
@ — @& ABC ORDER DEMO

1 ABC Order = Bulk Queue Change

3 ABC Quotes

£
-
-

Bulk Queue Change Jobs Schedules Schedule Runs

&8 ABCMessaging
# ABCORDCampaign

# specialoffers
This List has no jobs. Refresh?

=+ Create New Job

[—— @ BRMoveSW
— @ BRSales
[— <@ CustomersSP1

@ CustomersSP2

—— @ SchedulePostco

'— @ SNoDrop1

o Next, click the +Create New Job button in the Bulk Queue Change dialog.
e Enter a name for the bulk queue change job into the Job name dialog.

Create Bulk Queue Job step1/6
Job Name

AssignToAgent
 Valid

e Click Next, to move to the next step of defining your bulk qgueue changes.
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BULK QUEUE CHANGE OPTIONS

The options available for your bulk queue change include:

e Callsin state.

e Calls matching filter.

e All calls in queue.

e Calls Not matching filter.
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# ABCORDCampaign

# SpecialOffers
This List has no jobs. Refresh?
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Create Bulk Queue Job step 212
—— @ BRSales
Filter by
— @ CustomersSP1
@ Callsin state
© Calls matching filter
|
© All calls in queue
O Calls NOT matching filter
— @ SchedulePostco
— = oo =

Ll 3

Depending on your selection, you can manipulate the queue entries for a selected call list, or
you can apply existing filters based on Entity properties to manipulate queue items.

Options Description ‘
Calls in state Allows users to select call states and manipulate queue entries for the

selected list, e.g., changing sleeping calls to queued, or assigning an
agent to scheduled calls.

Calls matching filter Allows users to apply existing filters to manipulate queue entries based
on Entity properties.

All calls in queue’ Allows users to manipulate all queue entries in a selected list.

Calls matching filter Allows users to manipulate queue entries not matching a selected filter.

When moving through the pages, use the Next> button to navigate to the next
page, the <Previous button to move back to the previous page and Cancel, to
abandon an action without saving the changes.
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Calls in State.

If you wish to manipulate queued items for a selected call list

e Select the Call in state option.

Create Bulk Queue Job step 2/12

Filter by:

® Calls in state

O calls matching filter

O allcalls in queue

O Calls NOT matching filter

=

e Inthe next page, select the call state(s) that you wish to manipulate.

Create Bulk Queue Job step /6

Select calls with these states.

[] Done [] Unobtainable [ Wrong Number

[] Queued [] Never Call [ Recycling Complete
[] Scheduled [] Sleeping [ Attention

] Moved [] Emergency

e Next, select the change that is to take effect.

Create Bulk Queue Job stepass

What do you want to do with these calls?

| Assign to agent

Assign to agent

De-assign agent

Change state

Delete

Change priority

e The options include Assign to agent (only sleeping & rescheduled outcomes),
Change State, De-assign agent, Delete or Change priority.

Depending on your selection, the following pages of the bulk queue change job will provide
the options that you can use for your Calls in State queue manipulation.

Please see the next pages for more information.

© Copyright Noetica Limited Page: 6 of 15



Noetica

I

Assign to Agent

If you wish to use the bulk queue change to assign rescheduled and/ or sleeping calls to a
particular agent

e Select Assign to agent in step four of your bulk queue change.

Any outcomes other than rescheduled or sleeping that may have been
selected will be ignored as they can’t be assigned.

Create Bulk Queue Job step 4/6

What do you want to do with these calls?
Assign to agent ~

¢ In the next page, select the agent that you wish to assign to the currently
rescheduled or sleeping calls.

Create Bulk Queue Job step 5/6

which agent do you want to assign the calls to?

| ana ~

Admin

Anonymous

Automatic
ben
brigitte
chrish

danny

In the last page of your bulk queue change job, select

e Save job and run now, to apply the changes immediately.
e Save job so it can be scheduled later, to set up a schedule for the bulk queue
change later, to run at specified intervals.

Create Bulk Queue Job step 7/7

Run now or schedule later.
The change you requested would affect a large number of records (18112) and might have a detrimental impact on system performance.
You may wish to consider scheduling this to run out of contact centre normal operating hours.

@ Save job and run now

» Sawve job so it can be scheduled later

D ED

If you create a Bulk Queue Change job that will affect more than 1000 records, a
message will inform you that this might impact on system performance and that it
may be preferable to save the job and schedule it to run out of contact centre
normal operating hours.
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Change State
To change the current queue state of selected queue items in the list to another state

e Select the Change State option in step four of your bulk queue change.

Create Bulk Queue Job stepa/s

What do you want to do with these calls?

Change state v

¢ In the next page, select the state that you wish to apply.
e You can change the call state to Attention; Done; Emergency (Priority); Never Call;
Queued; Scheduled; Sleeping; Unobtainable or Wrong Number, as required.

Create Bulk Queue Job steps/s

Which state would you like the calls to have?

Aftention -

mion

Emergency

Never Cal

Queued

Scheduled

Sleeping

Unobtainable

Wrong Mumber

If you select Sleeping, you will be prompted to specify the sleeping period.

Create Bulk Queue Job stepor7

2| poursfo 3 minutes

specify sleep period. [0 +f|days|o

If you select Scheduled, you will be prompted to specify the retry time and latest due time.

Create Bulk Queue Job swepes7

Schedule calls.
Retry Time 16 Mar 2018 15:58 ]

Latest Time 16 Mar 2018 16:28 ]

<D

In the final page of your bulk queue change, you can apply the changes immediately, or you
can save your bulk queue change job and create a schedule for later.

Create Bulk Queue Job step 777

Run now or schedule later.
The change you requested would affect a large number of records (18112) and might have a detrimental impact on system performance.
You may wish te consider scheduling this to run out of contact centre normal operating hours.

@ save job and run now

© save job o it can be scheduled later

If you create a Bulk Queue Change job that will affect more than 1000 records, a
message will inform you that this might impact on system performance and that it
may be preferable to save the job and schedule it to run at a more convenient time.
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Change Priority

To change the call priority of selected records or call outcomes

e Select Change Priority

Create Bulk Queue Job step4/6

What do you want to do with these calls?
Change priority v

* Next, choose the call priority that you wish to assign from a range between 0 — 9 (Idle
=0, Low =1, High = 9).

Create Bulk Queue Job steps/e

Choose new priority.
[1] e

1

I I

De-assign

Select the De-assign option if you want to remove the current agent assignment.

Create Bulk Queue Job siep 4/6

What do you want to do with these calls?

De-assign agent ~

Delete Options

Select the Delete option, to remove selected queued items from the call list.

Create Bulk Queue Job step4/6

What do you want to do with these calls?
Delete v

In the final page of your Bulk Queue Job, you can apply the changes immediately, or
if a large number of records are affected, which might impact on system
performance, you may prefer to save your bulk queue change job and create a
schedule to run out of contact centre normal operating hours.
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Calls matching Filter.

The Calls matching filter (or Calls Not matching Filter) option, allows you to apply an
existing filter based on entity data, to determine which records you wish to include for your
bulk queue change.

If you have not yet created the filter to specify the relevant data segments
that you wish to use, please go to the Filters tab at Workspace level, and
define the filter for your bulk queue change in the Filter Designer.

e In step two of the bulk queue change, select the Calls matching filter option.

Create Bulk Queue Jaob step 2/6

Fifter by:

O Calls in state

@ Calls matching filter

O All calls in queue

O Calls MOT matching filter

==

e Next, choose the filter that you wish to apply.

Create Bulk Queue Job step3/6

Select a Filter to restrict the data which will be handled: | No Filter |v
No Filter

London 5w
Order Date

¢ In the next page, select the change that is to take effect.

e The options include Assign to agent (sleeping & rescheduled outcomes), De-assign
agent ,Change State, Delete, Change priority and Move to Outbound list.

Create Bulk Queue Job step 46

What do you want to do with these calls?
Maove to outbound list

Aszsign to agent

s

Change state

Delete

Change priority

Move to outbound kst

In our example, we want to move selected records from the current call list to another outbound list.
All moved calls, regardless of their current queue state, will be queued

and displayed in the target call list as freshly queued calls, with the
number of times called set back to zero.
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The next page of the bulk queue change will prompt you to select the destination outbound
list.

Create Bulk Queue Job step5/6

Select destination outbound list.

6— i Specialoffers

@& CustomerSP2

@ SurveyList

In the final page of the bulk queue change job select

e Save job and run now, to apply the changes immediately.
e Save job so it can be scheduled later, to set up a schedule for the bulk queue
change later, to run at specified intervals.

Create Bulk Queue Job step 7/7

Run now or schedule later.
The change you requested would affect a large number of records (18112) and might have a detrimental impact on system performance.

You may wish to consider scheduling this to run cut of contact centre normal operating hours.

® Save job and run now
2 Save job so it can be scheduled |ater

If you create a Bulk Queue Change job that will affect more than 1000 records, a
message will inform you that this might impact on system performance and that it
may be preferable to save the job and schedule it to run out of contact centre normal

operating hours.
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All Calls in Queue.

The option All calls in queue is used to manipulate the state of all queued items in a
selected call list.

Please be aware that the All calls in queue option will affect the entire
call queue, i.e., all queued records in the selected call lists.

e If you are sure that you wish to manipulate all queued records, select All calls in
queue in step two of the bulk queue change job.

Create Bulk Queue Job step 26

Filter by:

O Calls in state

O Calls matching filter

® All calls in queue

O Callg NOT matching filter

® Cancel £ Previous

¢ In the next page, specify the change that should apply to the entire call queue.
e You can choose to De-assign agent, Change State, Delete, or Change Priority.

Create Bulk Queue Job siep3/a

What do you want to do with these calls?

De-assign agent ~

If you select Change state or change Priority, the next page will prompt you to specify the
new state or priority that is to take effect, before moving to the final page.

If you select De-assign agent or Delete, Next> will move you directly to the final page of the
bulk queue change job.

Decide if you want to

e Save job and run now, to apply the changes immediately.
e Save job so it can be scheduled later, to set up a schedule for the queue change.

Create Bulk Queue Job siep 7/7

Run now or schedule later.

The change you requested would affect a large number of records (18112) and might have a detrimental impact on system performance.
You may wish to consider scheduling this to run cut of contact centre normal operating hours.

= Save job and run now

» Save job so it can be scheduled later

If you create a Bulk Queue Change job that will affect more than 1000 records, a
message will inform you that this might impact on system performance and that it
may be preferable to save the job and schedule it to run out of contact centre normal
operating hours.
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EDITING BULK QUEUE CHANGE JOBS

If you wish to check or edit an existing bulk queue change job

e Locate the campaign and call list that contains the bulk queue change job that you
wish to view or amend.
o Select the Modify (Bulk Queue Change) tab at the top right of the list dialog.

SYNTHESYS™ CAMPAIGN MANAGER brigite

@ Global

@ CustomersSP2 (uistip:187)  Reneme
®— & Workspaces @lst & organiser (@ Settings (D Timetable {3 Recycling

©— @ ABC ORDER DEMO

“» ABC Order = Bulk Queue Change

“= ABC Quotes

i
:
.

Bulk Queue Change Jobs Schedules Schedule Runs

ABCMessagin
3 Y =+ Create New Job

# Specialoffers Special Orders m E&Schedule
I @ BRMovesw New Orders [ > | & et | mscnedie | minetete
o
—— @ CustomersSP1

@ CustomersSP2
— @ SchedulePostco

— @ SNoDrop1

e Click the Edit button for the existing queue change job.
¢ Move through the pages of the Edit Bulk Queue Job wizard, where you can view or
change any existing filters, call states or outcomes, as required.

Edit Bulk Queue Job step1/6
Job Name

New Orders
+ Valid

Please see the next page for information about scheduling a Bulk Queue Change.
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SCHEDULING BULK QUEUE CHANGES

Bulk queue change jobs are scheduled at list level.

e Move your mouse pointer over the bulk queue change job that you wish to run and
click the Schedule button.

SYNTHESYS™ CAMPAIGN MANAGER brigits

@ Global

@ CustomersSP2 (uistip:187)  Rename

@— & Workspaces @List M Organiser & Settings (@ Timetable  {}Recycling IV %4 Quotas  “Pskills
©— (& ABC ORDER DEMO
|— & ABC Order = Bulk Queue Change
[ % ABC Quotes
Bulk Queue Change Jobs Schedules Schedule Runs

53— & aBC1

> o ABCMessaging + Create New Job

S— ® specialoffers Special Orders m E&schedule
I @ BRMoveSW New Orders m ESschedule | @ Delete

Schedule Bulk Queus Changs

— @ BRSales
{— @ CustomersSP1
— @ SchedulePostcor
— @ SNoDrop1

. >

You can now decide the frequency for your bulk queue change.

¢ Inthe Recurrence Pattern section, select either Regularly within each day, Dalily,
Weekly or Monthly and then specify further details, as required.

¢ In the Range of Recurrence section, select a start date for the schedule.

e You can then specify an End Date or continue to run your schedule indefinitely by
selecting the No End Date option.

Schedule Bulk Queue Change step 1/1

Recurrence Pattern

O Regularly within each day Every EI days
@ Daily

O wieekly

O Mornthily

Range of Recurrence
@ Mo End Date

Start Date: > End Date:
25 Feb 2021 : 15:38 B 25 Feb 2021 : 15:43 EE
Create Schedule

e To action the bulk queue change, click the Create Schedule button.

When you try to run or schedule a Bulk Queue Change job that will affect more than 1000
records, a message will inform you that this might impact on system performance and that it
may be preferable to schedule the job to run out of contact centre normal operating hours.
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Viewing Bulk Queue Change Schedules

In the Bulk Queue Change dialog, at list level

o Select the Schedules option and move your mouse pointer over the schedule that
you wish to view, to show the Details and Delete buttons.

SYNTHESYS™ CAMPAIGN MANAGER brigitte

—— *» ABC Quotes

& CustomersSP2 (uistip:187)  rename

D>— o8 ABCI @List & organiser (@ setings (@ Timetable  {}Recycling IV % Quotas  Pskills

D— &8 ABCMessaging
® ¥ ABCORDCampaign = Bulk Queue Change

[— @ ABCORDList

Bulk Queue Change Jobs Schedules Schedule Runs
{— ® ABCORDSW
— @ EBRCityList
Schedule ID Applies to (Job Name) Contained in (List Name)
f— @ BRTestPD

100 New Orders Customerssp2 & Delete
— @ CustidTRN r 1 View Schedule Details

Schedule Details
> ' SpecialOffers

Schedule D 100
— @ BRMovesw
JobName  New Orders

— @ BRsales ListName  Customerssp2

SartTime  25/02/2021 15:38:00
—— @ CustomersSP1

@ CustomersSP2 Frequency  Daily

Runs every day
{—— 4@ SchedulePostcor
NextRunTime  25/02/2021 15:38:00

e Click the Details button to open the Schedule Details page, which displays a
summary of the selected schedule.

Viewing Bulk Queue Change Schedule Runs

e Select the Schedule Runs option in the Bulk Queue Change dialog.

SYNTHESYS " CAMPAIGN MANAGER brigite

[~ “> ABC Quotes

@ CustomersSP2 (uistip:187)  rename

O— 8 ABC1 @List & organiser @ settngs O Timetable  {3Recycling ECIVLITEN 9 quotas P skills

O— & ABCMessaging
& 4% ABCORDCampaign = Bulk Queue Change

{— @ ABCORDList

Bulk Queue Change Jobs Schedules Schedule Runs

—— @ ABCORDSW
[— @ BRCityList Filters:

Sehedule ID: Status: Job Name:
|~ @ BRTestPD
L @ custidTRN RuniD  Schedule ID Job Name Time Status

13428 100 New Orders 25/02/2021 15:39:00 Finished
®— ' SpecialOffers

— @ BRMovesw Show[15_v] items per page.

«First < Previous Pagel Next>
|~ @ BRSales

—— @ CustomersSP1

@ CustomerssP2

{—— @ SchedulePostcor

e Using the Schedule ID, Status and Job Name drop down menus, you can select
and display specific schedule runs. Clicking the Refresh button will update the list.
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