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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 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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Synthesys is a registered trademark of Noetica. 

Microsoft is a registered trademark and Windows is a trademark of the Microsoft Corporation 
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SETTINGS: CALL LIST PROPERTY  

In the Settings page, available at workspace, campaign, list and group level, users are able 

to manage specific call list properties, as required. 

• Select the workspace, campaign, list or group for which you want to view or manage 

your outbound property settings. 

• Click the Settings tab at the top right of the dialog. 

     

To manage the existing list property settings, either 

• Tick or untick the checkbox associated with the property, or 

• Enter the value, as required into the edit field associated with the property. 

• To display a tooltip with further information, click the question mark icon next to a 

property setting. 

• Click the Save button at the top right of the Settings dialog. 

 

Please see the next page for more detailed information about available call list property 

settings. 
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Call List Properties 

Options Description 

  Answer Machine Detection Enables the use of Answer Machine Detection (AMD) or Live Person 

Detection (LPD). 

Answer Machine Detection False 

Positive Rate (FPR) 

Needs to be set to a "reasoned estimate" of the False Positive Rate (FPR) 

of AMD as a percentage of all live calls. This is only applicable when the List 

is set to Predictive and AMD is enabled. 

Answer Machine Detection 

Timeout 

Time in Seconds the Predictive Dialler has, to classify the call as an Answer 

Machine. 

Answer Machine Fax Timeout Time in Seconds the Predictive Dialler has, to classify the call as Fax 

Machine. 

Auto Dial Check the box to automatically dial the record when presented to an agent 

in Preview Mode. 

AutoDial Delay If Auto Dial is checked, enter the number of seconds to delay dialling once 

the record is presented. 

CallBack Active Times Only If set to True agents can only Reschedule calls during Active Times set on 

the List.  

CallBack Max Days From List End Leave empty or set the maximum days from list expiration date that a 

Rescheduled Call can be dialled. 

CallBack Max Days From Today Leave empty or set to the maximum days from today that a Rescheduled 

Call can be dialled. 

Clicker This setting needs to be enabled if you want the system to dial the list 

predictively in the USA. 

CLI To Present Set to the Telephone Number that you want to present to the customer when 

dialling from this Campaign. 

CLI To Present On Consult Set to the Telephone Number that you want to present on Consultation with 

an external third party. 

CLI To Present On Transfer Set to the Telephone Number that you want to present on Transfer. 

Deduplicate Queue On Telephone Check the box if you want to restrict the same Telephone number being 

queued more than once. 

Dial Order Allows you to order the records the dialler fetches from a List. ID will present 

the records that were queued first in, first out. ReverseID will present the 

records that were queued last in, first out. Deactivate and re-activate the OB 

list to refresh the internal PD dialling list. 

Dial Preference If set to Sleeping then Sleeping Calls are dialled first, if set to Queued then 

Queued Calls are dialled first, if set to Both all records will be dialled, as per 

your Dial Order setting. Deactivate and re-activate the OB list to refresh the 

internal PD dialling list. 

Dial Prefix Set the Dial Prefix to the Telephone number of the customer when making 

a dial. 

DNC Scope Is used by the Dialler to determine which record to insert into the “Phoenix 

Do Not Call” table. 

Gender (Voice) Parity Used when LPD is activated. Voice Parity is based on the title e.g., Mr or 

Mrs, as stored in the Title column of the User table in the database, to aid 

the smooth transition from recorded voice to live voice of agents. 
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Options Description 

  

Idle Timeout To set the amount of time that the system will wait before automatically 

presenting the next record when the List is set to Preview. 

Maximum Lateness Set to specify the Maximum time in Minutes to wait to recycle the call as Missed 

Latest Time. 

Maximum Next Call 

Lateness 

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. 

Maximum Nuisance Rate Allows you to control the Maximum Nuisance Rate on your Lists for the current 

day. This setting only applies to Lists run in Predictive Mode. 

Max Extra Wrap Time Number of seconds to allow extra wrap when requested. 

Max Wrap Time Set the maximum time an agent can be in wrap time. 

Message DN Set the MessageDN on the Mitel Telephony Platform when the Predictive Dialler 

gets a NC outcome, to transfer the call to the location set here. 

Min Calls Before Predictive To specify the number of Calls that the dialler will deliver in Preview mode before 

it starts dialling using Predictive, max is 99. 

Music On Hold Set to the WAV file to be used to play music when the caller is put on hold. 

No Answer Timeout The amount of time in Seconds the Predictive Dialler has, to classify the call as 

No Answer. 

Nuisance Wav File The Nuisance Call message on the Noetica Voice Platform to be used when the 

Predictive Dialler gets a NC outcome. 

System sound files need to be recorded in a valid and correct format.  The 

required format is wav 8-bit, Mono and 8KHz. 

  

Operator Bias Controls if you want the call to be tied to the agent. If enabled, you also need to 

use the Action: "Set agent assignment {Attach}" in your Call Recycling. 

Over Dial The default Overdial Factor is set to 100% to ensure the dialler paces safely 

within the set Nuisance/Abandoned Call Limit. When this is increased, the 

dialler will treat the Nuisance Call Limit less rigidly as it increases the dialling 

pace. 

Priority Assignment On/ Off. When set to On, this enables the assignment of Priorities to Outbound 

Records from an Entity field. 

Priority Assignment Field This needs to be set to the field in the Entity that contains the Priority value. 

The update only applies to records with a current Priority value of 0 or null. 

Records where a Priority is already set will remain unchanged. 

Priority Order Select None, Ascending or Descending to specify the order in which to 

present priority calls, e.g., descending will present calls with higher priority 

settings first. 

Recording The Recording options are available when using the Noetica Voice Platform. 

Select, to allow for the conversation of both the agent and the customer to be 

recorded. 

Recording Agent Select, to allow for the conversation of the agent to be recorded. 

Recording Customer Select, to allow for the conversation of the customer to be recorded. 

Stereo Recording Select to allow for the agent and customer to be recorded in Stereo on two 

channels, for improved use with 3rd party speech analytics tools. 
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Options Description 

  

Rescheduled Flags 

 

Select any combination of C.L.A and/ or P to determine how the Reschedule 

dialog is presented to agents when aborting preview or predictive outbound 

calls. 

C displays all CRM numbers to the agent. L displays the last number 

dialled to the agent and A allows the agent to enter a new telephone 

number. P sleeps rather than reschedules the call, to enable predictive 

calling instead of re-presenting the call in a preview mode. 

Rescheduled Sort By Retry Ascending/ Descending. Descending allows sorting the Rescheduled (or 

Emergency) calls hopper to prioritise and hand out the youngest calls (by 

retry time) first. 

Rescheduled Force OB True/ False. If set to false, Inbound calls will be delivered to agents before 

reschedules in a Blended Team. 

Time Zone Allows you to select the appropriate Time Zones to contact customers at 

the appropriate time in their area. 

Unattended Dialling Lines To 

Use 

Used to specify the maximum lines the Predictive Dialler can use when 

doing unattended dialling. 

Unattended Dialling Switch To 

Use 

Enter the name of the switch to be used for unattended dialling 

TransferToIVROnAMD Enter the name of the IVR route (as created in the Route Manager) to play 

a message on answering machine detection. 

TransferToStrategy Enter the name of the IVR route (as created in the Route Manager) 

including digits to enable the transfer to a live agent on customer request. 

 

All system sound files need to be recorded in a valid and correct format.  

The required format is wav 8 bit, Mono and 8KHz. 

Use Agent CLI Check this box to specify the CLI To Present to be taken from the Agent's 

User setting or Team. 

Use Agent CLI On Consult Use to specify that the CLI To Present On Consult setting should be taken 

from the Agent’s User setting or Team. 

Use Agent CLI On Transfer Use this setting to specify that the CLI To Present On Transfer setting 

should be taken from the Agent or Team. 

Use Do Not Call List Select, to allow a telephone number check in the PHOENIX_DoNotCallList 

table and to remove associated records from the Outbound call list.  

Use Global Do Not Call List If checked, notifies the system to look at entries in the Phoenix_DoNotCall 

table before making a call, or sending any SMS messages or Emails. 

Use Entity Telephone If selected, allows for the telephone number named in the Queue 

Telephone column to be updated automatically following an Entity Import. 

Use Max Lateness On Sleeping Check the box to recycle sleeping calls as Missed Latest Time. 

VDN This setting is the VDN that will be used when dialling out Predictively from 

this Campaign when using the Avaya Telephony Platform. 

 


