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Congratulations! 

This will be your operational guide to help you get started with your new I-Tel dialer or just to re-familiarize yourself with the I-Tel environment. As you go through this document you will notice abbreviations for popular dialer/I-Tel terms.
   VM - Voicemail

 NNE – Non-nailed up extension

DNIS – Dialed Number Identification Service
      IB - Inbound

    OB - Outbound

    HG - Hunt group

To get started you will need to go to the “I-Tel Options” menu found by taking option 15 off the Intelec “Management Menu”.  
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Setting up Valid Phone Extensions

*****Important Notice - a Valid Extension CANNOT be the same as a DNIS*****

Take Option 2: – Work with Valid Extension

All extensions/stations (outbound/inbound) that will be used for the dialer must be set up within this option. 

Note: You can also create a Remote Extension. A Remote Extension is an extension NOT located in the building with the I-Tel Dialer. An example would be agent working from home, using their home phone in a dialer campaign. 
After option # 2 has been taken, you will be presented with the following screen.
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Putting a 2 in front of the extension will allow you to edit the extension.

Putting a 4 in front of the extension will delete the extension.

To add a new extension, use “F6=Create” key and you will be presented with the following window.
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** Outbound extension: - Enter the OB extension.
Turn on call recording: - Enter “Y” for on, “N” for off or blank to use the global setting from the I-Tel 
System Controls.
Remote extension: This is used for agents working from a remote location such as their home. This will be the phone number of the remote location. 
To Use:

· “Outbound Extension” must be setup with an extension THAT IS NOT ON THE PBX 

· “Remote extension” – Use a valid phone number (i.e; YOUR cell or home phone number)

· Note: If the remote extension is a long distance call, you MUST put an 11 in front of the number.

Inbound extension: - Enter the IB extension; it cannot be the same as the OB extension.


Note: All IB extensions MUST be associated with a unique OB extension. 
Logon control: – This field is currently unavailable.
Voicemail extension: - Only used if each voicemail extension has their own DNIS. . You cannot have a VM extension without a valid OB and IB extension. Note: A Primary User (Valid UserID) must be entered when a VM extension has been specified in the next field below.
Primary User: - Enter the agents UserID if that agent has a VM and you want that VM automatically logged in when the mini server is started. 

** Dialer code: - This field is used if you have multiple dialers attached to one ISERIES. If you only have one dialer installed, the default is “A”. 

** “Outbound extension” and “Dialer code” are the only 2 fields that are required, all other fields are optional.
Once information has been completed, hit Enter to continue.

Setting up the Collectors UserID’s 

In the I-Tel Menu option 5 “ I-Tel server status”, we list the Dialers that are available for the collector to use. Generally there is only one Dialer, by default it will be listed in this option as Dialer code “A”. Before a collector can use the Dialer you must setup the collectors UserID as to which Dialer (Dialer code) you want them to use. On the back page of the System Security for the user there is a field “I-Tel dialer code __”. You must put in the Dialer (Dialer Code) you want this person to use, again by default “A”.   
Setting up Local Dialing Plans

By taking Option 4 you will be presented with the following screen. 

Option 4: – Work with Local Area Phone Selection (from the I-Tel Options menu).
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To add all local area codes, use the “F6=Create” key and you will be presented with the following screen.

By default we DO NOT put a 1 in front of the number dialed…since it is local.
If the PRI provider needs a 1 dialed, put the area code in the table and put a ”Y” in the ‘prefix’ field.
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Dialer code: - Enter an “A” if you only have one dialer installed. “A” is always the default code.

Area code: - If an entire Area Code is to be dialed out as a local call, you need to enter the Area Code here. 

Exchange: - Enter specific exchanges within that Area Code to be considered local.
Prefix: - By default, we DO NOT put a 1 in front of the number dialed…since it is local.
So, if the PRI provider needs a 1 dialed, enter the area code in the table and put a ”Y” in the Prefix field.
If you enter an area code without entering an exchange, all exchanges in that area code will follow the same rules.
Note: - If the local number is dialed differently than the long distance number, you will need to use this option. 

Setting up NNE’s

Non-nailed up extensions (Also known as NNE) - NNES are used by agents who do not need to log into intelec to receive calls from the Dialer such as a front desk clerical person, or an Operator. 

 Creating NNE’s -- 

Note: 

· Inbound IVR uses NNES and must be setup.
· Outbound IVR does NOT use NNES.
To get to the menu to create a NNE – Start from the Main Menu ( 2. Management menu ( 15. I-Tel options ( and finally, 15. “Non-intelec users”. Taking this option will present you with this screen.
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Press F6 to create a NNE.
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Dialer Code: Default is “A”
User: Need to enter a code that is not an Intelec user ID. This user ID will not be used to log into the ISERIES.
Extension: Two scenarios can exist:

1. If NOT using for Inbound IVR – Then this is the extension of the user who will be receiving the call if the inbound caller breaks out of the call flow.
2. If using for Inbound IVR – use an extension NOT being used by the PBX.

Is this an IVR Agent (Y/N)?: If this NNE is used for the Inbound IVR then a “Y” would be entered. In this case the NNE is for a user who would receive the call when the caller broke out of the IVR call flow.
Press “Enter” to save

Note:

We use a Non-Intelec User ID so we can identify the user in the “Status viewer” and Logs. 

Setting up the Disposition Code Table

Option 7: – Switch Disposition codes are off the I-Tel Options menu.
Note: - If this is the first time you are setting up the Disposition Codes, this menu may be blank. Take option 23 “Support Option” then, Option 4. “Copy Disposition Codes by Company” and copy the table from company 99 to the current company you are setting up. In addition, there is field text for the items listed. Just place your cursor in front of one of the disposition codes and hit help.
This option will allow you to specify Smart Codes to be applied based on Disposition Codes (Dialer call results). 
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Place any character in front of the description to update the disposition codes and you will be presented with the following screen.

Note: - The negative Disposition Codes are for internal use only and NO Smart Codes should be applied.” So, PLEASE do not enter any smart codes for the negative disposition codes.
FYI-  the Smart Codes for the Disposition codes are applied when the disposition occurs not during the nightly. So, reports can be run immediately and smart codes will be updated on the accounts immediately. In addition, remember you can take the option to have the smart code applied each and every time the disposition code is met. 
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Disposition Code: - Is informational only.
Is this a “non-connect” Disposition Code (Y): – By placing a “Y” here, if an account is called during a campaign and was not contacted (no answer), the “Y” will treat this account as not having been worked and will allow it to be eligible for re-calling or re-selected in a different campaign.

Smart Code to apply when this switch disposition code is detected on a call result: – Enter the Smart code to be applied when the disposition code is returned. 
Note: - Each column represents the type of number called. Ex. Home Phone, Work Phone and additional numbers. Thus you can apply different Smart Codes based on the number dialed.
Apply a Smart Code if this switch disposition code is repeated on successive call results? (Y, b): - This field is optional but will allow you to apply the same or a different Smart Code on the second call, and each consecutive call thereafter. 
Smart Code to apply when switch disposition is repeated: – This field is optional - enter the Smart code to be applied when the second or more calls are made.

NOTE: - You will want to make this Smart Code “Type” an “O” (Other). An example why you would want to use this is if you had 3 no answers in one day and did not want to increase the number of “Attempts” by 3 on the “Account Detail” screen.

Remember: - The negative Disposition Codes are for internal use only and NO Smart Codes should be applied.”

Phone Number Maintenance
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Option 14: - Phone Number Maintenance

Please go into this option to CREATE the area codes and TIME ZONES. In addition, you may need to change an area code or you may need to update current records with area code information.

After taking this option you will be presented with the following screen—
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Option 1: - Add Missing Area Codes. This option allows you to update current records that do not have an area code or a prefix. 

Option 2: - Change an area code. This option allows you to change a current area code to a new area code.
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Option 5: - Create/update area code and time zone files. 
**However, this option should ONLY be run when you have a dedicated system AND after you have ended the Smart Code Program**
This option allows you to pull data from FONEDATA. When you receive a new CD from Melissa Data, you need to copy that information into two files. The first file should be named CNTY.DAT and the second file should be named FONE.DAT. However you get these files over to the iSeries via FTP or using the CPYFRMPCD command you will need to make sure these files are saved in the library called FONEDATA on the iSeries. Take option five only after you have restored the files with the new data on the iSeries.
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Here is an example of how to get these 2 files over to the iSeries via FTP through DOS.

1. Create the library fonedata on the iSeries
2. Drop files into the PC connected to the iSeries, preferably the C Drive

3. Need to FTP files over to the iSeries so…

4. Go to start, run, and type in CMD in the window and hit enter

5. Change to C prompt ( cd..until you get to c: )

6. At the c prompt, type in FTP space and the IP address of the iSeries, enter

7. Sign in

8. When you are in, change library to fonedata (cd space fonedata), enter

9. It will come back with a message that you are in this library

10. Type in  PUT fone.dat  and enter

11. Type in  PUT cnty.dat  and enter

12. Goto the iSeries 

13. Go into the fonedata library and make sure both files are there..

14. Now you can take option 5 on the iSeries side to Update Fonedata Information

NOTE-if you have trouble switching over to fonedata or if the files will not go over using #’s 10 and 11, you can also PUT the files into the library by typing in PUT C:\FONE.DAT SPACE FONEDATA/FONE.DAT.FONE.DAT

                (Just make sure you define the path if you do not put the files in to the c drive)
ADDITIONALLY – sometimes the CPY feature will drop the .dat so, just bring up the object and RENAME on the iSeries.

FYI-Using the FTP command will convert the files to EBCDIC...

So, this is just one method to get the files over to the iSeries. There are other methods for achieving this. Please use whatever method you can to make sure these files reside in the library fonedata on the iSeries and that the names for these files are fone.dat and cnty.dat. 

Do Not Call Numbers
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Option 12: - Do Not Call Numbers

Please go into this option to create a list of numbers that CANNOT be called. This option can be controlled at the company level or across ALL companies.

After taking this option you will be presented with the following screen—
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Option 1: - Define Numbers for All Companies. This option allows you to create a list of DO NOT CALL numbers for all companies. If no calls can be placed to an entire area code, you can enter the area code followed by all zeros. 

Option 2: - Define Numbers for the Individual Company. This option allows you to control the DO NOT CALL list at a specific company level.
Other Phone Number Options
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Option 6: - Other Phone Number Options

Please go into this option to create a code for the TAB + feature (Other Phone Numbers). This will enable you to code other types of numbers Neighbors, Nearbys, etc. besides home and work.
After taking this option you will be presented with the following screen—
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[image: image19.emf]


Option 1: - Other Phones System Control file. This option allows you to create a code to identify other types of phone numbers. In the example provided, we created N for Neighbor. This option also allows you to define the number of attempts allowed before considering the number disabled – or not eligible to be dialed.  
The next screen shows the Tab + screen and a number has been added and identified as a neighbor. It is available for calling, signified by the capital N.
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The Tab+ screen also allows you to launch calls from this screen. However, you need to be logged into Preview, Predictive or Progressive. To launch the call, you need to place a period over the phone code of the number you would like to call. The period launches the call. A note is stored in the audit notes that a call was launched from this screen. It will also include the number called.

Also available is the ability to launch a call from an empty field. So, in the screen above, you would place a period in the first empty field (the phone code field) and then input the number you want to call. The call is launched. The number that was entered is not saved to the screen, but a note is recorded in the audit notes along with the number called.
Note – if management has set up the specific phone codes to use….they will need to be given to the agents so the appropriate codes are entered. The system will be checking the entries. Otherwise, any alpha character is available to use.
Some items to remember:

1. Lower case phone code – invalid number 

2. Upper case phone code – untried/new number or valid number

3. D – will delete the number entered

4. Once the screen is full, a sort option is available
[image: image21.emf]


Option 2: - Other Phone Number Selection Rules. This option allows you to set up rules for other phone numbers to be included in dialer campaigns. You can create an association between a 3rd, 4th and 5th phone number and select the order in which they are to be called through the dialer. So, in addition to the home and work number, you can include a third number QIPH3 and code it as N for Neighbor. Then the dialer can pull numbers coded with a capital N and place a call.

When selecting the calling order, all that is needed is to place the phone codes in the order in which you need the calls to be made. For example, on the screen above, you may want to call a family member before calling a neighbor. So, the selection order would be FNS. 
Creating Hunt Groups on the iSeries
Hunt Groups are used to specify an individual extension or groups of extensions that will be eligible to receive IB calls. This will include any agent, virtual agent (Inbound IVR), voice mail and non-nailed up extensions (NNE).
Option 8: – Work with Hunt Groups from I-Tel Options menu.
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Use F6 to create a new hunt group.
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Group code: - Enter a unique code identifying this HG. (This code is used when adding a group to an existing “hunt group members”). 
Group name: - Enter a description of the group (ex: Medical collectors).
Group address: - Needs to be numeric and cannot be identical to a valid extension. This code will be used in the fields labeled ID & ADDRESS on the Name Space Editor in the Softdial Control Center. See screen HG1 & HG2.
Note: - This field needs to be in the 700000 to 799999 range. Tip-use the DNIS as the last 4 digits of the group address. Ex. 701288 easier to associate with the I-Tel server.
Voicemail extension: - Enter the VM extension associated with this HG.
Company number: - Enter the company number associated with this HG.

Note: - If you leave this field blank the system will present any account from any company to this hunt group.
Dialer code: - Enter the dialer code associated with this HG. The default is an “A” unless you have more than one dialer installed.
Hunt Group Type: - This field is currently unavailable.
Once you have created the HG, you need to add members. 
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To add members, put an 8 in front of the HG and press enter. 
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F6 will allow you to add a member and present you with the following screen.
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*Sequence: - Enter a sequence number. It is best to add them in increments of 10, this way you can always add an agent in between. 
Note: - The sequence number is also used to distribute calls based on priority order on the I-Tel server. Ex: Using priority order, if you had 5 agents in the group with sequence numbers of 10-20-30-40-50, the agent with the lowest sequence number would always be offered the inbound call first if that agent is available.

You must choose only one of the following options:
User: - Enter the valid Intelec UserID. Whenever this member signs in, they will automatically be logged into this HG. No matter what station this user sits at, he will always log into this HG. All NNE’s must use this option. VM should be set up at the valid extension level.
Or Extension: - Enter the IB extension number. This member is associated to the phone extension. No matter who sits at this station they will log into this HG. VM should not be set up at the valid extension level.
Or Group: - Enter the group code if you want to link a different HG to this HG. This is useful if you have an unusually large download and want to temporarily add several agents to a group.
Creating Hunt-Groups on I-Tel Server (Dialer PC)
Hunt Groups are used to specify an individual extension or groups of extensions that will be eligible to receive IB calls. This will include any agent, virtual agent (Inbound IVR), voice mail or non-nailed up extensions (NNE).

1) Get table of DNIS numbers.(this is typically the number the provider uses to route your calls to you)
a. If your provider is not accessible or you cannot obtain the DNIS list, call the number you need the DNIS for, look at the STG logs and obtain the DNIS.
2) Verify that HG’s have been created on the ISERIES.
a. You should have already created a HG on your iSeries. If not please do so now.

i. We suggest that you create your HG’s on the iSeries using 700000 series codes ex: 70xxxx where xxxx is the IB extension – this is NOT required but preferred.

b. You should have created your extensions “Valid Extensions” on the ISERIES – If not, do so now.

c. You should have added members to the HG.
3) Create hunt groups on the I-Tel server. 

There are three types of HG’s on the I-Tel server(dialer PC) in the name space editor and they are as follows:

VoiceMail HuntGroups: - 
This HG is set up on the I-Tel server (Softdial) name space editor and will correspond to the extension that you have created on the iSeries as a voicemail. This HG tells the I-Tel server what extensions are used for voicemail and NNE’s on the PBX. Anytime you have VM or create a NNE you MUST create a 900000 series HG ex: 90xxxx where xxxx is the extension for the VM.
InBound Extension HuntGroups: - 
This HG is set up on the I-Tel server name space editor only. This HG tells the I-Tel server what extensions are used for IB calls (Note: No ISERIES setup necessary, since these calls are not routed through the ISERIES). Anytime you have an IB extension you MUST create an 800000 series HG ex: 80xxxx where xxxx is the IB extension. Leave the overflow option blank.

Agents InBound and IVR HuntGroups: - 
This HG is set up on the I-Tel server name space editor and the ISERIES. This HG is used to distribute calls to individual extensions (live agents) in a specific order (call flow). IE: Round robin or priority order. This HG must match the one created on the ISERIES. We suggest that you create your HG’s on the iSeries using a 700000 series. Ex: 70xxxx where xxxx is the agent IB HG. This is NOT required but preferred. 
To go to the Name Space Editor on the I-Tel server right click on the Softdial Control Center icon [image: image27.png]5



 in the lower right hand corner.
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You will be presented with the following screen.
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Highlight “Huntgroup” and then click on “Add Data Item” and the following screen will be presented.
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ID: - Enter the 700000 (Agent IB HG) code that you created on the ISERIES or enter an 800000 (which IS NOT set up on the iSeries AND it represents the IB extension HG) or 900000 (VM or NNE HG). 
Address: - Enter the same number as the ID above. 
Description: - Enter a description for this HG.

Campaign (blank system): -  Leave blank
Agent RNA time: - Specify in seconds how long the IB call should ring at an agents extension before rolling over to the next available agent in the case the first agent did not pick up the call. Note: One ring cycle equals 6 seconds.

Overflow Time: - Specify in seconds the total time a call should be offered to agents within the HG before rolling to the overflow address. This number will always be greater than the Agent RNA time. To calculate the overflow time you need to determine the maximum number of agents that you want the system to offer the call to. Then multiply this number by the Agent RNA time. Ex. You want to ring a maximum of 3 agents. So, 3 x 18 seconds = 54 seconds. The system will send the call to the overflow address for 54 seconds. Keep in mind the debtor can hear the phone ringing for up to 54 seconds before rolling to the overflow address.
Overflow Address: - This field is used in the case where no agents are available to accept the IB call. Enter the address that you would like that call to be routed to. This could be the address of a VM or another HG.

Note: - Each type of HG has specific values for the overflow address. They are:

1. Voicemail huntgroup-the overflow address needs to be the voicemail extension on the PBX.

2. Inbound extension huntgroup-The overflow address has two possible values:

· If you have a voicemail extension set up at the Work with Valid Extensions options level on the ISERIES you will need to enter a 90xxxx HG.
· If you have a voicemail extension set up at the Work with Hunt Group options level on the ISERIES you will leave this field blank.
3. Agent inbound huntgroup- The overflow address has two possible values:

· If you want this HG to roll to a voice mail enter the 90xxxx HG.

· If you want this HG to roll to another HG enter the 70xxxx HG.

Overflow on Group Busy: - If all agents in this HG are NOT available and you want to skip the overflow time and go straight to the overflow address, click this box.

Queue Priority: - Future functionality – leave at zero.

Queue Entry Greeting: - Future functionality – leave blank.

Queue Timed Greeting: - Future functionality – leave blank.

Queue on hold message: - Future functionality – leave blank. 

On hold message replay interval: - Future functionality – leave at zero.

Round Robin Group: - Check this box if you want the IB calls distributed in a RR fashion. If this box is NOT selected, the calls will be distributed in Priority or SEQUENCE Order.

Allow Application to Determine Route: - Future functionality – leave blank. SY.
App. Route Timeout: - Leave the default at 5. 

Click OK when finished.
4) Go to the Name Space Editor and create Incoming Call Routes.

a. The incoming call route associates an incoming DNIS with a specific HG. The routes control where an incoming call should be directed. 

b. Incoming Call Routes MUST be set up. 

Now you need to create an Incoming Call Route. From the Name Space Editor, Highlight “Incoming Call Route”, click “Add Data Item” and you will be presented with the following screen.
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ID: - This is a required field. Enter the number that your PRI provider is passing to the dialer. 

Route Name: - This is a required field. This is an Alpha Numeric field summarizing the purpose of this IB Route. Example: - DNIS 1288 could be a DNIS being used for extended business office. The DNIS is actually a number representing “Montgomery General Hospital”. Since this field is displayed when viewing the Name Space Editor, it is recommended that a useful route name be used. Some examples are: 800-555-1288 or IB 800-555-1288 or IB to HG 700106.
Description: - This field can be used to further define the purpose of this IB Route. Suggested use is to enter the actual number that represents DNIS 1288. Ex: 800-555-1288 – Mont. Gen. H.
CLI: - Not required. Leave blank. 

DNIS: - This is a required field. Enter the DNIS that this IB Route utilizes (From the PRI table) ex: 1288. 

Destination Address: - This is where you specify the HG address you want the call routed to. If the DNIS belongs to an individual agent use 80xxxx HG if not use 70xxxx.
Click OK when complete and recycle services.

Dialer Control File
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Option 50: – System Controls.
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NOTE – the Code in the top left hand corner MUST be an “I”. If you have anything else in this field, CALL Quantrax immediately.

Digits in extension: - Number of digits the PBX expects from the dialer.
Call Recording for all Companies: - “Y” if call recording should be turned on globally for ALL companies. “N” if call recording should not be on globally for all companies. “blank” and call recording will be turned either on or off at the campaign level or extension.

Code to add to non-local#: - Leave this field blank. It will be used in a future enhancement. 
Dialer Time zone (system time): - Enter the difference from where the iSeries is in relation to GMT. (Ex: EST=5)

Hours behind GMT: – This value should be the same as “Dialer Time Zone – System Time)

Hours ahead of GMT: - Leave blank

Is DST on?: - If Daylight Savings Time is in effect, enter a “Y”. In the spring you will enter a “Y” and in the fall the Y needs to be removed.
Override dialer Message Queue: – The default is that campaign messages will be sent to ITELMSGQ. This option will allow you to re-route those messages. (Ex: could be sent to dialer manager)

Override Message queue library: – The default should be SCLIB.
Show inbound messages (Y, N): – Enter “Y” if you want a message displayed when an IB call comes in or “N” to not display a message.

Include balance in message: – If you are displaying a message on an IB call, do you want to also display the balance? “Y” for yes, “N” for no. 

Show Balance if over: – If you are displaying IB messages and showing balance but only want the balance shown if it is greater than or equal to the amount entered in this field. 

Days to keep call state records: - This is a detailed log of each and every call made thru the dialer for reporting purposes. We suggest NOT storing records for more than 30 days. 
***NOTE*** Services need to be recycled when message parameters are changed.

Starting I-Tel Mini-Server

[image: image35.emf]


Option 5: – Work with I-Tel Server status.
This option is used to start and stop the mini-server.

By taking option 5 you will be presented with the following screen:
[image: image36.emf]


Place your cursor in front of the dialer you want to work with and use option 1 to start the server or 2 to end it.

Option 6: - Will print the logs for that particular dialer. 
Option 7: - Will present logs for all of the messages occurring between the dialer and the iSeries. This option is used for support purposes.
NOTE – if you need to recycle services on the i-Tel Server (dialer PC), remember to :
1. Stop Mini Server (iSeries) first

2. Go to the Softdial Control Center on the i-Tel Server. Open services.

3. STOP services

4. START services

5. Go back to the iSeries and start the mini server 

Creating Campaigns
Creating a Standard Campaign

Creating a Campaign on the I-Series
[image: image160.emf]


Please NOTE - If you are creating an Outbound IVR campaign, please review that section before proceeding.

Note - CREATING CAMPAIGNS from Campaign Administrator – please take note of the following: Once you have created a campaign, DO NOT change the type of campaign. Ex: Create a Predictive campaign and then change it to an Agentless Campaign. You do not want to do this. If you need to change the ‘type’ of campaign, please delete the campaign and re-create.
The first thing you need to do is go to Campaign Administrator (ISERIES) and create the campaign. Once this is done, you will need to go to Campaign Manager (SoftSwitch) and complete the process. That documentation is following within this document.
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Option 1: – I-Tel Campaign Administrator

This option is used for creating new campaigns and to start and stop a campaign.

When taking Option 1 you will be presented with the following screen--
[image: image38.emf]


From this screen, place the option number in front of the specific campaign you need to address and enter.
Option 1 – Start the campaign

Option 2 – End the campaign

Option 7 – View the statistics for that campaign. (See screen below) 
Note: - This is a real time calculation. So, you can look at the statistics for a campaign at any time.

.
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Option 8 – Work with configuration. This option will allow you to change, copy, delete, view or print the definition of that campaign.

Option 9 – Message. This option will allow you to send a message to all agents logged into that campaign.

Note: - Queue file is the name of the file that has been created for that campaign. This file name will be used when you go to the Database Input Tab on the SoftSwitch when you create the campaign. This file will be rebuilt every night during the nightly. In essence, once a campaign has been created the nightly will rebuild the campaign (add-delete) every night. Exact same concept as the work queues. They get rebuilt each time the nightly is run.
To create a new campaign, use the F6 key and you will be presented with the following screen--
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Campaign Name: - This is an alpha-numeric field and this is what the agents will have to type in when they log into that campaign.

Dialer code: - This field is used if you have multiple dialers attached to one ISERIES. If you only have one dialer installed, the default is “A”. 

Campaign type: - Enter the appropriate code for this campaign.
Press enter when finished and you will be presented with the following screen--
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UserId: – This is the UserID for the Worker who the accounts belong to.

Time Frame: – Accounts in this specific time frame should be called.

QCat: – Accounts in this specific QCat should be called.

Processing Type: – Accounts from this specific processing type will be selected for this campaign.

Press enter to continue and you will be presented with the following screen. 
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Allow timed recalls in predictive or progressive: – (Y, N) “Y’” recalls are allowed, ‘N” recalls are not allowed in the campaign. NOTE: - The recall is based on the user who entered the recall. That user MUST be signed into account processing or a predictive campaign in order to get that account back as a recall.

Start campaign automatically: – Enter a “Y” if you want this campaign automatically started when the Mini-Server is started. If this field is left blank, you will have to start the campaign manually. 
Generate idle campaign messages: - This is a message that will be sent to a specified user (message Queue) if agents have NOT been connected to a debtor for a specified amount of time. Enter a “Y” if you want messages sent.

Minutes before issuing idle campaign message: – How long should the system wait before sending an Idle Message? (In Minutes)
Message queue for messages pertaining to this campaign: - Specify the Message Queue the message should be sent to. (Ex: send dialer message to the manager responsible for this campaign)

Message queue library: – Specify which library this message queue resides.
Turn on call recording: - Enter a “Y” if you want call recording on for this campaign, “N” if you want to turn it off or “ blank ” if you want to go with the system default. 
Press enter to continue and you will be presented with the following screen.
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Restart control options:  - Enter “Y” if you want accounts that have already been dialed (but not contacted) in a campaign and you want to be able to restart that campaign and have those accounts dialed again. Otherwise, leave this field blank.

Leave non-connects eligible for recalls: - Enter a “Y” if you want accounts that were not contacted eligible to be re-tried based on the Retry Rules on the Dialer PC)  If you have a “Y” here, you MUST have a “Y” in the field “Restart control option”. 
Note: When the campaign has ended and it is restarted, the non-connects will be in the campaign and therefore, available for re-calling.
SIT/AMD control option: - (0=None, 1=SIT, 2=AMD) 
Do you want the dialer to do SIT Tone detection or Sit Tone Detection and AMD (answering machine detection)?
0 = No detection (Note: All connects will go to the collector including Busies, Operator Messages etc.)

1 = SIT Tone Detection only

2 = SIT & AMD Detection

Playback message code: - If you are doing AMD and want to play a message if an answering machine has been detected, enter the message code here.

[image: image161.emf]


Note: Using AMD Detection will add 3 seconds more for each call. 

Creating Campaigns through Campaign Manager

[image: image162.emf]


Note - New security has been implemented within Campaign Manager

[image: image163.emf]


Also, if you are creating an Outbound IVR campaign, please review that section before proceeding.
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You will need to set up a User Name and Password

Here we show UserName - Dialer Control
Password  -  “itel” in lower case

In order to set up the User Name and Password follow the steps below:
1. Go to Name Space Editor

[image: image45.emf]


2. Highlight “Agent Names’ and click “Add Data Item” you will be presented with the following screen.
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3. Fill in the fields exactly as you see here.

Then, the following screen will be presented.
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Click on the icon “Create” and you will be presented with the following screen...
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Enter the new campaign name and click “OK” and you will be presented with the following screen.

[image: image164.emf]


NOTE: - The campaign name MUST be in caps.

In addition, you can set up a DEFAULT campaign that can act as a template. So, each time you need to create a new campaign, you can copy the ‘default’ parameters of the default campaign. You can create several default campaigns. When you need to create a new campaign, select the default campaign that is most similar and insert the name in the second field above called ‘Campaign Template’.
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Campaign Type: - Select the type of campaign you are creating. This is the only selection required. Leave all other fields set on the defaults.

Enable retry management: - Check this box if you want to be able to dial multiple telephone numbers and if you want to be able to retry non-connects. 
Pool callbacks if agent is unavailable: - Not Available at this time.
Click on “Next” and you will be presented with the following screen.
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The only two options that you need to consider are:

1) Call Progress Analysis:
Default level of call progress analysis:

Native (None) – Nothing is handled by the system. All results are delivered to the agent.
SIT/Tone – The system (CallGem) will handle SIT Detection only. Answering Machines will be delivered to the agent. SIT tones are handled and stamped with a smart code.
AMD/SIT/Tone – The system (CallGem) will handle AMD (Answering Machine Detection & SIT Tone Detection). Therefore, answering machines and SIT tones WILL NOT get delivered to the agent.
AMD+Message – When the system (CallGem) detects an answering machine the system plays the message entered in the next field. After selecting this option, the message box will be highlighted. Enter the Symbolic Name of the .wav file you would like to play. (Only include the file name - do not include the extension) Make sure you also set up the Symbolic name in the Name Space Editor.

AMD+Connect – This option is currently used for IVR campaigns only. The system detects if there is an answering machine. If an answering machine is detected, the call is sent to the agent (IVR agent for now). 
2) CLI Presentation: - This is the number that you want to show on the debtors Caller ID box.
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Target Abandon Rate (1-5%): - This is the maximum % allowed for dropped calls. The higher the rate, the greater number of calls made. (5% is the maximum)
Initial estimated average talk time: - Leave default setting. The dialer will adjust itself accordingly based on the experience obtained during the campaign.

Abandon delay (0-2s): - This sets the time between a number being answered and the number being connected to an agent.  In the case below, 1 second means that no contact on the campaign will have to wait more than ’1’ second from answering the phone to an agent connecting. We suggest leaving the default to 1.

Ring Timeout (15-59s): - Each call cycle is 6 seconds. So, in this example, a call that rings 2 ½ times would be treated as a No Answer. We suggest setting this parameter to 24, this would allow for 4 rings before treating the call as a No Answer. 

Enter your parameters, click next and you will be presented with the following screen.
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The following Parameters are for all Disposition Codes. Once you have set the parameters for all Disposition Codes, you can then set different parameters for each Disposition Code if desired. To set up specific parameters for a Disposition Code, click on it, then select the Edit button.
Overall Maximum retries (1-10): - How many times should the dialer retry calling an account. Example: 4 times for a No Answer – Busies etc.

Maximum retries Not Present (1-10): - Leave blank.
Don’t reschedule before: - This should really be your operating hours. 

Don’t reschedule after: - This should really be your business hours.

Enter the parameters, click “Next” and you will be presented with the following screen.

To add a different retry Option for a specific Disposition Code, click on that Disposition Code, and then click the Edit button
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Note: - These fields are case sensitive and need to be entered exactly as you see them below.

Data Source Parameters-
Name: - Needs to be I-Tel

User Name: - F

Password: - ITELODBC

Then click the “Verify Database Connection” and you will be presented with the following screen. (You may only need to do this once when creating the “_Default” campaign. You must verify the database connection in order to proceed.
Key Database Fields: 
Cache Size – Rule of thumb is that cache be 3 times the number of collectors. 

Generate Audit Trail: - This field is NOT being used by Quantrax so make SURE that it is not checked.
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Cache Size (50-2000): - 50 is the minimum. The more accounts you have in the campaign, the higher the cache can be. Rule of thumb -- the cache can be 3 times the number of collectors. 
NOTE: - It is important not to have this field too large. The same accounts could end up getting worked by another user working the same queue, and then since those accounts had been cached (reserved) for the campaign, they would get presented to the folks in the campaign, therefore allowing the accounts to get worked twice.
Key Database Fields: - 
Source table/ view name: - Click on the Down Arrow and select “The mini-queue file name associated with this campaign”. You can find the file name by looking at the campaign in Campaign Administrator. It will generally be formatted like this: QTxxxxxIT.
Telephone number column: - If dialing the Home Phone as the primary number, Select QIPH1. If you want to dial work phone number as the primary number then select QIPH2.

Unique Key Column: - Select QUNIKY.
Order by: - Select ascending and QSEKEY.
Generate Audittrail table: - Leave blank. A support person will ask you when it is required.

NOTE: If you want a campaign to call more than one phone number (if available) you need to click on “

Alternate Telephone numbers” and you will be presented with the following screen.
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Phone#2: – This is the second number you want to call if the account has more than one phone number (QIPH1 = Home Phone QIPH2 = Work Phone).
Phone #3: - etc…However, this is not available at this time.
Call Progress Analysis: - This is where you have the ability to specify what type of call progress analysis you want to apply for each phone number. However, remember that if your are marking Home phones as ‘Detect AMD’, you do not want to detect AMD on the work phone…it would waste time.
Default - will use the setting that you have specified in the Telephony tab. (in campaign manager – on the Telephony Setup screen)

Retry Schema for multiple numbers--
Retry using only one number: – If selected you will NOT call a second number.
Exhaust each number’s retries before moving on to the next phone number: - Check this field if  you are calling multiple numbers for the debtors and you do not want to call the next number unless you have met the retry rules for that number. Example: If you said to retry a busy every 15 minutes for a maximum of 3 tries, the second number would not be called until after the third busy. Try each number on a round robin basis: -  Select this field if you are calling multiple numbers and want to call them in turn until all of the retry criteria has been met. This is similar to above but you are not waiting until the first number has met all of it’s retry criteria.
Make X calls for each phone number: - By selecting this option you can specify how many times you call a specific number. 
Immediate retry of not present using next number: - Select if you have a campaign calling home phone first and work phone second and if the account does NOT have a home phone number, the work phone number will be called immediately. 

Retry Totals: 
Apply retry management totals to each phone number: - Make sure that this option HAS been selected if you have a debtor with both a Home Phone and a Work Phone and you want the second number dialed if you did NOT have a contact on the first number. 
Treat retry management totals as total for all numbers: -   On the tab “Retry Options” you have a field called “Overall Maximum Retires”, the number you have entered there pertains to the maximum number of times that you will retry a number. By selecting this field, you are saying that whatever number I have in that field pertains to the total number of times I want to attempt contacting the debtor. 
Priority Column: -  Leave the default
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Advanced Database Parameters: 
Results primary table: - This needs to be the mini-queue file name.

Make sure that the rest of the fields displayed in this example are identical to the campaign you are creating. 
Enter the parameters and click “OK” when finished.

NOTE – Filters are NO LONGER required if you are building a campaign using processing types for Home Phones or Work phones. However, if you build a campaign for ‘broken promises’ and you are calling the home phone, you do NOT know if that particular account has a home phone (it could have a work phone). In this case, we suggest you click on Add Filter. Name the filter and add the ‘condition’ —‘home phone’ ‘not equal’ to ‘0000000000’. This will eliminate the campaign stopping because it came across a large patch of accounts that do NOT have a phone number. 


NOTE: - Remember, the Filters fall under the ‘OR’ logic and the conditions outlined within the filter fall under the ‘AND’ logic. For example, if there are two filters listed for this campaign, the rules would follow FILTER 1 or FILTER2, but within FILTER 1, condition 1, 2 and 3 would have to be met. 
The following screens (Data Selection Filters) are used to further define the accounts to be included in a campaign. Example, you may have a campaign for a particular user, however, you only want to call the accounts belonging to a certain client. 
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There is a default Data Selection called Intelec that has been created for you so that you don’t need to build new filters every time you create a new campaign. You can select this filter by clicking on ‘Intelec’ and then click on the “Edit Filter” to go to the next screen.

[image: image58.emf]


To change a filter, click on the name.  The EDIT feature will become available. Click on EDIT and you will be presented with the following screen. Or, click on “Add” to add a filter and you will be presented with the following screen.
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Column: - Click the Arrow Down button to view list of fields that can be used for a secondary selection criteria.

Comparison: - Click the Arrow Down button to select the comparison.

Values: - Enter a valid value (such as Client Number) and click OK. If this filter is for the Work or Home numbers the value MUST be 12 zeros (000000000000). Click ‘OK’. 

(Remember, you can have multiple conditions, but they follow the ‘AND’ logic) 
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Enable Time Zone bounding for Campaign: - Click that box so that a checkmark appears. This turns on Time Zone Management. 
Input Parameters:


Number of digits in area code: Leave blank
ZIP/Postal Code column: Leave blank

State code column: Leave blank
Output Parameters:


Lower bound column: - Click on the Arrow Down button and select QIPHT1.

Upper bound column: - Click on the Arrow Down button and select QIPHT2.
Enter parameters, click on “Next” and you will be presented with the following screen.
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Blanket Recording: - This field is used for recording an NNE. 
Note: - Make sure that the rest of the screen is filled in exactly like the sample screen above.
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This screen is not in use.  

Click Finish.

Once you have completed all of the above. You need to go back to Campaign Administrator and start the campaign.

Creating an IVR Campaign
**Very Important – please double check the password for User ID – IVRITEL. The password should always be QIVR124#

Creating a campaign for an Outbound IVR is very similar to creating a standard campaign. There are only three elements that are specifically needed to differentiate an IVR campaign from a Standard campaign. So, please follow the steps outlined for a Standard Campaign but make sure you include the following items:

1. Campaign name must begin with IVR

2. Campaign can ONLY be set up for Predictive or Progressive

3. Campaign must be set up for AMD + Connect (Through Campaign Manager, goto the Telephony Setup screen. Under Call Progress Analysis you have Default Level of Call Progress Analysis. Please select AMD + Connect from the drop down box)
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Creating An Un-Attended Campaign with AMD

The first thing you need to do is go to the Campaign Administrator (ISERIES) and create the campaign. (See sections “Creating a campaign on the I-Series & Creating a Campaign through Campaign Manager”). Once this is done, you will need to go to the Campaign Manager (SoftSwitch) and complete the process.  
Note: 

Make sure that you specify that the campaign is an Agentless Campaign:


Make sure you have the message code you want played upon connect.
Once the campaign has been created on the I-series, you will need to go to the Campaign Manager. Unlike the previous examples of “Creating a Campaign from Campaign Manager, only the pertinent screens are shown.
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Campaign Type: - Select “Agentless”. This is the only selection required. Leave all other fields set on the defaults.
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Answering Machine Detection: 


SIT/Tone: – This option will turn SIT Detection on only.
AMD/SIT/Tone: – This option will turn on AMD (Answering Machine Detection & SIT Tone Detection.
AMD + Message: – This option is to play a message if an answering machine has been detected. If you select AMD+Message, you will be presented with an additional option to enter a message file name.(See next screen below). The message file name goes in the field “Answering Machine Message” and should be specified in the name space editor, Refer to the documentation which explains how to record a message. 

Agentless Campaign Options: 
Number of agents: - You can specify how many virtual agents you want in this campaign. The number depends on how fast you want to finish the campaign and how many trunks you can allocate for this campaign. 

Ex. You select 1 agent. The system will dial one call at a time. This means you are only using 1 trunk. If you select this campaign to be dialed in a predictive mode and 4 agents are used, the campaign might be using 8 to 10 trunks at peak. So, you might want to think about the available resources and what you want to accomplish when selecting this option. 

Note: - Remember, the number of agents specified for this type of campaign also counts against the total number of licensed agents under your agreement. For example, if you have a 10 agent license and you create an agentless campaign that has 5 agents, you will only have enough resources for 5 agents to make calls either in preview, power, predictive.

Classify and Drop: – When you say classify and drop this means…the number will be dialed and then wait for an ISDN signal which will tell the dialer if the number is a Connect or Not (bad number) then drops the call. Since the ISDN signals come in very fast most of the time the debtor’s phone might not even ring. 

Play Message: – When you say Play message what this means is the dialer dials a number and plays a message to the debtor or the debtor’s answering machine. The message file you specify should be created under name space editor under sound resources. 

Click on “Next” and you will be presented with the following screen.
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Target Abandon Rate (1-5%): - This is the maximum % allowed of dropped calls. The higher the rate, the greater number of calls made. (5% is the maximum) 

Initial estimated average talk time: - Leave default setting. The dialer will adjust itself accordingly based on the experience obtained during the campaign.

Abandon delay (0-2s): - This sets the time between a number being answered and the number being connected to an agent.  In the case below, 1 second means that ‘no contact’ on the campaign will have to wait more than 1 second from answering the phone to an agent connecting. We suggest leaving the default to 1.

Ring Timeout (15-59s): - Each call cycle is 6 seconds. So, in this example, a call that rings 2 ½ times would be treated as a No Answer. We suggest setting this parameter to 24, this would allow for 4 rings before treating the call as a No Answer. 
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The next option is to Dial progressive or to Dial Predictive. So, you have the choice of dialing the number in a progressive mode or a predictive mode. 

Recording Messages for Playback

This section is very important as this is how you would record a message to play back the following areas:
1. On demand Message playback

2. Leave message if answering machine detected

3. Unattended campaign

When recording a message you need a microphone attached to your pc. And make sure you have sound recorder installed in your pc. Sound recorder is a windows default feature. Navigate through your programs and find the sound recording. Generally it will be in Accessories -> Entertainment -> Sound Recorder. 
See the screen shot below:
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After you have opened up the sound recorder, click on the record button. See figure below. Start recording your message. For more features such as how to edit a recorded message please refer to the help. When you have finished recording your message, press the stop button. 
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Now that you have recorded a message, its time to save the message in a certain location on the dialer pc. Click on file and then click on save as. See the figure below:
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After selecting Save As, you need to select a location where you want to save the file to. Preferably C:\Softdial\STG\Sounds. You also need to change the format of the .wav file. The format should be CCIT uLaw.
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The format should be CCITT u-law. Select the correct format as shown in the figure below. 
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Attributes should be 8.000kHz, 8 Bit, mono   7kb/sec. (This is the default for CCITT u-law format. Click ok after you have selected the correct format). 
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Click on ok. 
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Now that we have correctly formatted the .wav file, we need to specify a name in the dialer so that we can use this .wav file in other dialer applications. To do this, right click on the Softdial control center icon (shown below) and select name space editor. 
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Navigate through the name space editor and find sound resources. Select sound resources and click on add data item. (please see below)
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You will be presented with the following screen. 

ID: - Should be a unique number. If you look at the screen above we have used sound resources ID 0 – 6. So the new ID to create is 7. You have to make sure that you are using a number which has not been used under sound resources. 

Name: - The name you would like to call this sound resource. (Use capital letters as you will be using this name in the ISERIES also). 

Data: - Specify the path where the .wav file we created is located. (addressed in an earlier example)
C:\Program Files\Sytel\Softdial\STG\Sounds\TEST.wav.  
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You have successfully configured a sound resource which can be used by the dialer. From here on you will need to refer to the .wav file you created by the name you specified in the above screen. In our example, the name was TEST. 

SETTING UP STANDARD SOUND RESOURCES
Here are the instructions for setting up the sound resources in the name space editor in the dialler PC.
You will need the sound resource list provided to you earlier...please set up each of the symbolic names listed on the sheet...
 

1)      FYI -The Symbolic Name is the sound resource name used in the “Name Space Editor” to point to the recorded WAV file. 

Now go to the Name Space Editor....and find Sound Resources...
 

You will be presented with the following screen. 
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· Highlight sound Resources
· select ADD DATA ITEM
· The following box will come up.
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· ID # should start with the next number in line under the sound resources
· Name = the symbolic name (make sure you use the exact naming convention used in the Symbolic Name column
· Data = path\file name  For example the first path provided in the sound resources checklist is C:\Softdial\STG\Sounds\ivr\Inbound\Main\ivrmsg_InitialGreeting.wav
· Then click 'ok'
·  

·  

	Some Points===


ID:  Should be a unique number if you look at the screen above we have used sound resources ID 0 – 6. So the new one we are going to create will be 7. You have to make sure that you are using a number which has not been used under sound resources. 

Name: The name you would like to call this sound resource. (Use the exact same name that will be on the iSeries) 

Data: Specify the path where the .wav file we created is located. C:\Softdial\STG\Sounds\mulaw\ivrsounds

1)      Once you have setup all of your sound resources you MUST recycle the services once the services are back up, confirm that the “Script Server” is running.

Creating On-Demand Messages 

In this section we will discuss how to setup messages to be played on demand or in an Agentless campaign. When a collector is in I-Tel and talking to a debtor the collector has the ability to play a message to the debtor (it can be an answering machine) by keying in Pxx and Xxx.
xx – The message number.
Pxx – Play message.
Xxx – Play message and free the agent before playing the message to work on a different account. 

In order to use this feature we should have already created message codes. (xx). The way to do that is with the following steps:
Go into I-Tel Options and take option 17.
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Option 17 will present you with the following screen.
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From this screen you can create a new message by using the F6 function key and you will be presented with the following screen.
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Message code: - A unique 2 character alpha numeric code to identify the message. (xx) 

Message String: - The message name you specified in the name space editor. Please refer to the area in the document which explains how to record a message. The name you specify here should be the same name you have specified in the name space editor. After you have entered the information just press enter. 

Setting up Call Recording

In I-Tel, Call Recording gives you the ability to record all calls going through the dialer whether it is a live agent or an IVR and gives you a fast and simple way to locate and listen to these recordings.

Outbound Call Recording
Call Recording can be activated from different areas.

· There are 5 areas to consider when setting up Outbound Call Recording:

1. Dialer Control File – This area affects ALL companies

2. System Parameters – This affects only the company that you are in

3. UserID – This is for all companies that this collector works in

4. Extension – This area affects ALL companies

5. Campaign - This is setup separately for each company

[image: image166.emf]
1. Dialer Control: It can be activated globally for ALL companies by taking option 50 for Dialer Control File from the I-Tel menu options:
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Y - If call recording should be turned on globally for ALL companies.

N - If call recording should not be turned on globally for all companies

Leave Blank - Means call recording can be turned either on or off at the campaign level, UserID level, System Parameter level or Valid Extension level.
2. System Parameters: It can be activated for one company by going to the System Parameters from the System Control Menu.

[image: image84.emf]


Y - To turn on call recording for this company only. 

N - To turn off call recording for this company 

Leave Blank - Means call recording can be turned either on or off at the campaign level, UserID level or Valid Extension level.

3. USER ID: Call recording can be controlled at the User level too. To activate this feature go to the users 2nd page in System Security.
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Y - To turn on call recording for this UserId.
N - To turn off call recording for this UserId.

Leave Blank – Blank here means call recording can be turned on or off from the System Parameter or the Dialer Control File using a “Y” or “N” at THAT level. (it cannot be turned on at the Valid Extension level)
4. Extension: Call recording can also be activated or disabled individually for each user that is setup as part of the I-Tel phone extension selection.
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Y - To turn on call recording for this extension. 

N - To turn off call recording for this extension.

Leave Blank – Blank here means call recording can be turned on or off from the System Parameter or the Dialer Control File using a “Y” or “N” at THAT level.

5. Campaign: Call recording can also be activated or disabled individually for each predictive or progressive campaign.
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Y - To turn on call recording for this campaign. 

N - To turn off call recording for this campaign.

Leave Blank – Blank here means call recording can be turned on or off from the System Parameter or the Dialer Control File using a “Y” or “N” at THAT level.

How Call Recordings are stored--
Call recording default settings

By default, call recordings are stored in the “X:\Recordings” folder and held there for 7 days. After 7 days the recordings will be moved to “X:\Archived recordings”*. Once the recordings are moved to “Archived recordings”, they will be archived for 30 days. See information in box outlined next in RED-

**These are the defaults. However, they are configurable. Please contact Quantrax to modify these settings.


Once the 30 days are up, the recordings WILL BE DELETED. This makes it very important to set up a plan to backup these recordings for future retrieval, if needed.

Please note-
*“X” could be the “C” drive if the dialer does not have multiple drives or if the dialer has multiple drives, the “Data” drive could be used.

Where are the recordings?
**The location of these recordings can vary depending on the VERSION of the dialer. To find the location for your recordings look in the STG config.xml. Remember, there are several config.xml’s…so please make sure you are in the correct config.xml.
To find out where the recordings are stored:

1. Locate the “C:\Softdial\STG folder. 
2. Then, double click the file Config.xml, which will then be brought up in Internet Explorer. 
3. From there do a search for the word “record” till you find these two lines-
  <callRecordingPath>G:\Recordings</callRecordingPath> 

  <callArchivingPath>G:\ArchivedRecordings</callArchivingPath>

This is where your call recordings are stored.


Note: If this XML pulls up in Notepad or any other editing software, make sure you do not save any changes. This could cause your Dialer not to work.
The “Softdial Recording Viewer” and How to Listen to Call Recordings
· Your system comes with the Softdial Recording Viewer installed.

· In order for you to listen to the recordings from your desktop you can download this program by using the built in webserver in your dialer. You do this by putting in the ipaddress for the dialer into a web browser from a computer that is multimedia capable, e.g. http://dialer_ip_address and hitting Enter. If you do not get presented with a web page, please contact Quantrax for assistance in setting this up.
User Guide - Play and Display 

Softdial Recording Viewer ™ has two key functions:

1. To search for a specific recording file. 

2. To play that recording file. 

When Recording Viewer is opened the user is presented with the following screen:

Screenshot 1 
On the left of the screen is a directory list showing the directory path set up by the 'Call Recording Path' Tag in the Telephony Gateway configuration file. The folder structure under this path is created by STG when Campaign Manager creates a new Campaign and the first recording is made. 

In the example above, 6 campaigns have been created with recordings. If a campaign is opened but no recordings are made, the recordings folder for that campaign will not show in Recording Viewer until the first call recording is created. 

The columns on the right list information about each recording as per the column headings. If customised columns have been set up in Campaign Manager (see Screenshot 4), these will also be displayed. 

Screenshot 2 shows some call information displayed.
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Screenshot 2 
To select a call to play, simply click on an entry and click 'Play'. Clicking 'Stop' terminates the playback. Playback progress is shown at the bottom left of the window.


Screenshot 3 
	

	

	Column
	Generated by 
	Source of Information

	File Name
	STG
	Tenant Descriptor_ Campaign ID_Session ID_Creation Time

	File Size 
	STG
	size of .wav file generated by STG 

	Date
	STG
	creation date and time of .wav file 

	Campaign Name
	Campaign Manager 
	customer specified 

	Agent ID 
	CallGem™
	from Agent Log In 

	Session ID
	CallGem™
	when a call is made 

	Agent Outcome
	Campaign Manager
	from Agent selection 

	Telephone Number
	Customer Database 
	number stored on CRM database 

	Dialed Number
	STG
	including any prefix codes specified in config.xml 

	Telephony Outcome 
	STG
	based on ISDN Clearing Cause, SIT tone analysis etc 

	Commitment
	Campaign Manager
	customer specified 

	Success Rating 
	Campaign Manager
	customer specified 

	Call Start Time
	CallGem™
	time call started 

	Call Length 
	CallGem™
	length of call 


Screenshot 4 - shows how Call Recording custom fields are set up in campaign manager. Field Names (Labels) are entered on the left and the Field Information to be displayed in that column is selected from the drop down list on the right. This drop down list is populated from the CRM database fields after the database connection has been set up in the 'Database Input' dialogue. 
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	Screenshot 4 


Softdial Recording Viewer ™ 

User Guide - File Search 
	Softdial Recording Viewer ™ includes a powerful search function. To search for a file stored in the Call Recording Path set up in the STG configuration file, select the search link at the top of the 'Play a Recording' page.
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	Screenshot 5 


Clicking the 'Search' link displays the following screen (Screenshot 6). 
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	Screenshot 6 


If you are not sure of the location of a recording, this dialog allows you to search for it within your recordings directory. 

When a call is recorded, a number of ‘pieces of information’ (fields) are stored regarding the recording file itself and the circumstances under which it was made. The standard fields (available for every call) are listed in the help page for Configure Columns. The custom fields (specified per campaign) are user configurable and are therefore not listed.

You can search one or a combination of the standard fields for the specific characters you enter here.

For Example:
To search for a call taken by the agent whose ID is 24 on campaign Insurance1, type ‘24’ in the Agent ID field and ‘Insurance1’ in the Campaign Name field, and click on ‘Search.

All calls matching these criteria will appear in the 'Results' section in the lower part of the screen. You may then select the required recording and play it by clicking on the ‘Play’ button.

The search will produce recordings where the characters you have typed in appear in exactly that order at any point in the field.

	Search for 
	Will find 
	Will not find 

	jo 
	Joe 

123JOB
	JBO 

	12 
	123JOB 
	1ABC2 

	[blank] 
	All recordings 
	  


Searching Custom Fields 
This feature is not enabled in the current version but will be added in a future release.

Limit Date & Time 
To limit your search to a particular date range, click on the box labeled 'Enable'. Then, set a 'From' date and a 'To' date by clicking on the arrows at the end of each field, and selecting a date from each calendar menu.

To clear all fields of any criteria and disable the 'Date & Time' facility, click on the 'Clear All' button.

Limit Call Length 
To limit your search to a particular call length, click on the box labeled 'Enable'. Then select either the 'Under' or 'Over' radio button and enter the length of call you want to search for in the 'min' and 'sec' textboxes (or click the up/down arrows)..

To clear all fields of any criteria and disable the 'Call Length' facility, click on the 'Clear All' button.

Search Tips 
1. Campaign name - either selected from the drop-down or partially entered, is compulsory.

2. No wild cards should be used (or they'll be interpreted as parts of search strings).

3. Searches are case sensitive.

4. If you only enter a campaign name leaving the rest of the search criteria blank and click on "Search", then the operation will progress only as fast as the speed of re-populating Microsoft's List View component (this may take a while).

5. Phrases in quotes, asterisks, commands (!), (not) and characters are not supported. 

User Guide - File Archiving 

File Locations and Archiving 
The location of recording files is determined by the Call Recording and Call Archiving settings for tags in the Telephony Gateway config.xml file. 

Immediately after a recording, the file is written to the location specified by the 'callRecordingPath'.

After the period specified by the 'daysBeforeArchiving' tag, the files are moved to the location specified by the 'callArchivingPath' tag.
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	It is important to note that this archive location is not permanent. After the period specified by the 'daysToKeepArchive' tag (default 60 days), the files are deleted from the archive location, therefore if the files are needed after this time period, they must be moved to a long term archive eg DVD or DLT. 


The Recording Viewer search screen provides a list of files that are in the 'Recordings' location. It shows the files that are archived and the files that have been moved to long term storage. (see below) 
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	To the left of the file name there is either a bold 'R', a bold 'A' or a blank space. 

'A' means the file is in the Archived location, 'R' means the file has been moved to long term storage and, if the file is still in the default recordings location, the field is blank.

If the location of a file that has been moved to long term storage is unknown, the File Path field will be blank, as shown on the left. Double clicking in this field allows the user to browse to the correct location. When the file is found it will start to play.
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	It is possible to search for files using any of the search features while another file is playing.


Storage Required for Call Recordings 
The native data format for voice over a TDM based carrier is uLaw or ALaw wav (depending on the locally used companding scheme) at a raw (uncompressed) data rate of 8 KB/sec.

Some telephony systems offer voice channel compression, for example, the Aculab cards used in Softdial Telephony Gateway provide 4:1 compression (Acublk format) giving a compressed voice channel data rate of 2 KB/sec. This level of compression does not produce any noticeable degradation in voice quality and is recommended for TDM carrier based configurations.

Compression is not recommended where the carrier is IP based as the IP carrier compands the voice channel. This can cause spurious degradation when the voice signal is re-compressed for storage. 

The following formula may be useful for calculating the amount of storage space required for archiving and long term recording storage:

Daily storage space required (in MB) = No. of agents * hours per shift * number of shifts * 5.76, based on 80% talk time and 2KB/s compressed data. 

For example, a call center working double shift (16 hrs) with 50 agents will require around 4.6GB of recording storage each day.

For medium to large call centers with long term storage requirements, some kind of offline storage (eg DVD or DLT) may be required. 

A single sided DVD currently holds up to 4.7GB of data. The latest SDLT tape systems can hold up to 300GB of data. 

For efficient retrieval of files, it is important that a reliable and easy to manage archiving process is established, with, for example volume names relating to the period covered and /or campaign covered by the archive volume.
Inbound Call Recording
There are two areas that need updated in order to start recording Inbound Calls:
1. Softdial Control Center - 
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To Record all Inbound Calls, check the box ‘Record All Calls (blanket recording)’ and then click OK.
2. System Campaign from the Campaign Manager - 
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Locate the campaign called System and click Edit. You will be presented with the next window:
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Click the box for ‘Record All calls on this campaign’ and then click OK.
AGENT DOCUMENTATION
AGENT LOGGING ON AND SELECTING CAMPAIGN TYPES

    Company: 99                  MENU: COLMNU                    Date :  6/21/04

                     -Account Processing (Collection Menu)-      Time : 13:48:09

    1. Display accounts to be worked      13. Account inquiry                   

    2. ISERIES preview dialing                 14.                                   

    3. ISERIES power dialing                    15.                                   

    4. ISERIES predictive dialing              16.                                   

    5. ISERIES progressive dialing            17. Work map inquiry                  

    6. ISERIES inbound dialing only         18. Time management inquiry           

    7. ISERIES logon for clerical               19. Payment inquiry                   

    8.                                                         20.                                   

    9.                                                         21.                                   

   10.                                                        22. Return to Main Menu               

   11.                                                        23. Change company to be processed    

   12. Collector training                           90. SIGN OFF                          

   50. Custom options                                                                   INTELEC                  

                                                                       © Copyright Quantrax Corporation Inc. 2004

 Ready for option                                                               

Option # 1 – Is used for manual dialing (no dialer functionality is being used)

Option # 2 – Is used for Preview Dialing (agent selects the account and decides when to dial)

Option # 3 – Is used for Power Dialing (agent selects the account processing type and the dialer begins dialing accounts)

Option # 4 – Is used for Predictive Dialing (agent selects campaign and the dialer begins making calls)

Option # 5 – Is used for Progressive Dialing (agent selects campaign and the dialer begins making calls at a rate of 1 call per agent)

Option # 6 – Is used for agents taking IB calls only

Option # 7 – Is the option for clerical people (non collectors) to be able to receive transferred account detail screens
Once an agent has selected an option from the Collector Menu (below) they will be prompted with the following screen to enter their OB extension. The agent must enter the phone extension of the desk where they are located. 

Key in the extension and hit the field exit key. 

I-Tel Extension Verification

      I-Tel Extension Verification        

       Your User ID is PAT                

       Workstation ID  LEONHART01         

     Enter outbound extension    273      

    F7-Exit                               

PREVIEW DIALING

Preview Dialing is where you have the ability to review an account prior to making a call. You hear the status of the call. (Ringing, busy, disconnected etc.) You have total control of when a call is made.

When Option #2 has been selected you will be presented with the Account Processing Screen. There you will select your Processing Type, QCat, Time Frame, etc.
Note: At this point the agent’s phone extension will be tied up. The agent may hear/see their line blinking. At this time the agent will need to take the phone off hook and leave it off hook until they are finished with their campaign.

Once account selection has been made you will be presented with the first accounts detail screen. When the screen is presented to you, your cursor will be in the 1st position of the Smart Code field.

The first position of the Smart Code field is where you will control when a call is made. You will enter special characters there to dictate the action to be taken. For Example:

A then TAB KEY then ENTER = Home Phone (is used to dial the home phone)
B then TAB KEY then ENTER = Work Phone (is used to dial the work phone)
C then TAB KEY then ENTER = Cell Phone (is used to dial the cell phone)

D then TAB KEY then ENTER = Additional Numbers Prompt (is used to dial any additional numbers you may have) a window will appear and you can key in the number you want dialed 
TAB+ Other Phones = Put a period (“.”) next to the number to be called and then ENTER 

X then TAB KEY then ENTER = Wrap Up Mode (is used to disconnect the call) you can continue to enter notes on the account and when you update the Smart Code you will be ready for the next call
I then TAB KEY then ENTER = Dial 411 (is used to make a directory assistance call)
T then TAB KEY then ENTER = Transfer Call (is used to transfer an existing call/account detail screen to another extension on the dialer)
F7 on First Detail screen to log out

Note: You can enter a Smart Code while talking to the debtor that will advance to the next account BUT you MUST do an X then TAB then ENTER to disconnect the call from the prior account. This behavior is ONLY in Preview Dialing.

POWER DIALING

Power Dialing is similar to Preview Dialing. You select your Processing Type etc and the system starts dialing for you automatically. You hear the status of the call. (Ringing, busy, disconnected, etc)

When Option # 3 has been selected, you will be presented with the following screen.

              

"W" Dial Work Phone Number            

              

"H" Dial Home Phone Number            

                  

Option : ___                          

                      

F7 - Exit                     

You decide if you want the dialer to call the Home or Work Phone numbers first. Enter an “H” for Home and a “W” for Work and hit the enter key.

After entering your selection, you will be presented with the Account Processing Screen. There you will select your Processing Type, QCat, Time Frame, etc
Once account selection has been made you will be presented with the first accounts detail screen. When the screen is presented to you, your cursor will be in the 1st position of the Smart Code field.

The first position of the Smart Code field is where you will control when a call is made. You will enter special characters there to dictate the action to be taken. Example:

A then TAB KEY then ENTER = Home Phone (is used to dial the home phone)

B then TAB KEY then ENTER = Work Phone (is used to dial the work phone)

C then TAB KEY then ENTER = Cell Phone (is used to dial the cell phone)

D then TAB KEY then ENTER = Additional Numbers Prompt (is used to dial any additional numbers you may have) a window will appear and you can key in the number you want dialed 

TAB+ Other Phones = Put a period (“.”) next to the number to be called and then ENTER 

X then TAB KEY then ENTER = Wrap Up Mode (is used to disconnect the call) you can continue to enter notes on the account and when you update the Smart Code you will be ready for the next call

I then TAB KEY then ENTER = Dial 411 (is used to make a directory assistance call)

T then TAB KEY then ENTER = Transfer Call (is used to transfer an existing call/account detail screen to another extension on the dialer)

F7 on First Detail screen to log out

PREDICTIVE DIALING

Predictive dialing is where the system automatically dials accounts that have been selected by management.

You will not hear the status of the call (Ringing, busy, disconnected, etc)

When Option # 4 has been selected, you will be presented with the following screen.

                                      Predictive/Progressive Dialing       

Campaign Name :  ______________________________________

You will need to know the name of the campaign you are to be working. Enter the name of the campaign and hit the enter key.

Once you have entered the campaign name you will be presented the “Wait Screen”. Once the dialer connects to a call, you will be presented with the account detail screen.

A then TAB KEY then ENTER = Home Phone (is used to dial the home phone)

B then TAB KEY then ENTER = Work Phone (is used to dial the work phone)

C then TAB KEY then ENTER = Cell Phone (is used to dial the cell phone)

D then TAB KEY then ENTER = Additional Numbers Prompt (is used to dial any additional numbers you may have) a window will appear and you can key in the number you want dialed 

TAB+ Other Phones = Put a period (“.”) next to the number to be called and then ENTER 

X then TAB KEY then ENTER = Wrap Up Mode (is used to disconnect the call) you can continue to enter notes on the account and when you update the Smart Code you will be ready for the next call

I then TAB KEY then ENTER = Dial 411 (is used to make a directory assistance call)

T then TAB KEY then ENTER = Transfer Call (is used to transfer an existing call/account detail screen to another extension on the dialer)

F7 on First Detail screen to log out

If you are in the middle of a campaign and need to leave your desk for any reason (to take a break), you will need to send a request to the dialer to log off of the campaign (you cannot leave your desk until the dialer confirms you are logged off) 

You can only make this request from the account detail screen before you enter your Smart Code to go to the next account. To request a log off from the campaign you will need to do the following:

· F7 while on the First Detail screen of an account will initiate the request for log off of the campaign.

Note: It is possible that you may get one more call before you are actually logged off of the campaign.
The log off final call cycle is as follows: 
Call is connected – you talk to the debtor – you disconnect the call – you hit F7 from the 1st Detail Screen - you enter your Smart Code and notes – you hit enter a second time for your next account. If a call has not been allocated to you, you will receive a message that you can log off.

PROGRESSIVE DIALING

Progressive dialing is where the system automatically dials accounts that have been selected by management.

You will not hear the status of the call (Ringing, busy, disconnected etc)

When Option # 5 has been selected, you will be presented with the following screen.

                                      Predictive/Progressive Dialing       

Campaign Name :  ______________________________________

You will need to know the name of the campaign you are to be working on. Enter the name of the campaign and hit the enter key.

Once you have entered the campaign name you will be presented the “Wait Screen”. Once the dialer connects to a call, you will be presented with the account detail screen.

A then TAB KEY then ENTER = Home Phone (is used to dial the home phone)

B then TAB KEY then ENTER = Work Phone (is used to dial the work phone)

C then TAB KEY then ENTER = Cell Phone (is used to dial the cell phone)

D then TAB KEY then ENTER = Additional Numbers Prompt (is used to dial any additional numbers you may have) a window will appear and you can key in the number you want dialed 

TAB+ Other Phones = Put a period (“.”) next to the number to be called and then ENTER 

X then TAB KEY then ENTER = Wrap Up Mode (is used to disconnect the call) you can continue to enter notes on the account and when you update the Smart Code you will be ready for the next call

I then TAB KEY then ENTER = Dial 411 (is used to make a directory assistance call)

T then TAB KEY then ENTER = Transfer Call (is used to transfer an existing call/account detail screen to another extension on the dialer)

F7 on First Detail screen to log out

If you are in the middle of a campaign and need to leave your desk for any reason (to take a break), you will need to send a request to the dialer to log off of the campaign (you cannot leave your desk until the dialer confirms you are logged off) 

You can only make this request from the account detail screen before you enter your Smart Code to go to the next account. To request a log off of the campaign you will need to do the following:

· F7 while on the First Detail screen of an account will initiate the request for log off of the campaign.

Note: It is possible that you may get one more call before you are actually logged off of the campaign

The log off final call cycle is as follows:

Call is connected – you talk to the debtor – you disconnect the call – you hit F7 from the 1st Detail Screen - you enter your Smart Code and notes – you hit enter a second time for your next account. If a call has not been allocated to you, you will receive a message that you can log off.

MANAGEMENT FEATURES

QUEUE CONSOLIDATION
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Option 13: - I-Tel Queue Consolidation Options.

Please go into this option to work with consolidating work queues by a single user, multiple users, special transfers, etc. This option is mainly for meeting the need, even if immediate, to move accounts residing in multiple work queues to a single work queue. For example, with a single users work, you can take all of the processing types and combine them into one queue. Or, you can take the work queues from multiple users and combine them into a single users work queue. 

There are several options available so please take time to explore which option would be best.  

After taking this option you will be presented with the following screen—

[image: image99.emf]


The following options will be outlined below—

Option 1: - Consolidate Accounts for a Single User.

Option 2: - Multiple User Consolidation Rules (Nightly Processing)

Option 3: - Account Processing – Special Transfers.

Option 4: - Re-create Queues by Worker Code.

Option 8: - Re-work Non-Contacts by Campaign.

Consolidate Accounts for a Single User
[image: image100.emf]


Option 1: - Consolidate Accounts for a Single User.

This option allows you to select a single user ID and move all of the accounts into a specific processing type. You can put these accounts into 1 QCat or 2 QCats, separated by phone number selection. Please note, ‘send work phones to QCat’ allows home numbers to be included. Whereas, selecting ‘send accounts with home phone only to QCat’ allows for ONLY home phones to be included in the shift of accounts to a selected QCat. NOTE- you can target only WORK numbers by selecting the first QCat option and when setting up your campaign, only select WORK numbers to be called. In addition, you can separate the accounts into two groups…this might be helpful for very large queues.  

Multiple User Consolidation Rules (Nightly Processing)
[image: image101.emf]


Option 2: - Multiple User Consolidation Rules (Nightly Processing)

You need to choose a code to set this consolidation up…you can make this user specific if needed.

After selecting the code, enter and the next screen will appear…….
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Option 2: - Multiple User Consolidation Rules (Nightly Processing) (conti)

This option allows you to take accounts from multiple users and move them into a single user ID. You can choose up to 8 users or you can choose more users by selecting a Dialer Group Code. You can select multiple processing types or all of them, you can include multiple QCat’s and omit others. You can also present the accounts by date last worked, external score or internal score.

In addition, this option can be run immediately instead of going through a nightly. All that is needed is to hit F10 when you have gone through your selection, and the consolidation will occur immediately. 

Account Processing – Special Transfers
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Option 3: - Account processing – Special Transfers.

This option allows you to select certain owners and workers and move them to one queue. You can select specific clients, QCats, and a certain placement date range. In addition, you can select open or closed accounts or legal accounts only. Then, you can transfer these accounts to a specific user ID, QCat and processing type.

Re-create Queues by Worker Code
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Option 4: - Re-create Queues by Worker Code.

This option allows you to re-create work queues as if you had gone through a nightly process. 

Please Note – The work maps will NOT be re-built. You can view them by going through the audit options and displaying the work map. 

Re-work Non-Contacts by Campaign
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Option 8: - Re-work Non-Contacts by Campaign.

This option allows you to target those accounts in a campaign that were tagged ‘busy’, ‘no answer’ etc and re-work them. More specifically, it allows you to target all of those accounts that were NOT marked originally with a ‘contact’: which would be a ‘C’, ‘P’ or ‘N’.

You need to STOP this campaign and then take this option for the same campaign. This will allow you to then re-start the campaign and target those specific accounts. 

CALL MONITORING
Go to the I-Tel options menu. It is option 15 off of the management menu.
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Select option 20 Agent Status.
Please Note – The outbound extension that will be used to monitor needs to be set up in option 2. Valid Extensions before taking this option to use call monitoring.
Agent Status screen
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Select the agent you wish to monitor. Place an 8 on the option line next to the agent to start the monitoring process. This feature will allow you to hear the agent in real time. 
After taking option 8 you will be presented with the following screen…
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Enter your outbound extension. (Remember – this must be a valid outbound extension set up in option 2 – Valid Extensions)

Once you hit enter, the outbound extension you entered will ring. As soon as you pick up the call, you will be monitoring the agent and should hear the current conversation. The screen will change and go back to the Agent Status screen. 

Note – if you need to back out before entering the outbound extension, just F7 out.

[image: image109.emf]


The agent you selected to monitor will now be highlighted. 

When you need to end the call monitoring session, place a 9 in front of the same agent and enter. 
Note – if you F3, F7 or F12 from this screen while you are call monitoring, you will disconnect the call monitoring.

THE AGENT STATUS VIEWER

The status viewer statistics are there for dynamic monitoring of Agent and Campaign performance, therefore the viewer reports how the agent/campaign is performing on a ‘per hour’ basis e.g. how many minutes in each hour is the agent spending in each cycle (talk, wait, wrap, on break).  
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Talking – On a call

Waiting – Waiting for a call

Wrapping up - Completed the call and notating the account

Previewing - number of ad-hoc/follow-up calls in progress or number of agents previewing (reading customer records but the call is not yet launched)

Not Ready - agent is logged in but not available
Logged On – Number of agents logged on
Live Calls – Live calls in progress

No Answers – Call did not connect

Other Telcos – number of calls that have been classified as other (a dialing cycle outcome specified in the namespace) since no specific clear cause was obtained for the call failure

Answering Machines – Answered by an AM
Faxes/Modems – Picked up by Fax/Modem
Abandoned Calls – Dialer hung up on call
Called Party Hangup – Debtor Hung up before being presented to an agent
Timed Out Calls - Calls that were timed out because the switch did not respond to Call Initiate messages
Fast Busies – Number of calls that could not be placed because of a transient network condition like: network congestion or channel not available

Total Calls – Totals calls for all campaigns
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Clicking on the blue triangle gives the cumulative time per hour data. Yellow triangle shows the average talk time pre event..
Logged - How long the agents been logged in

Completed – Number of calls completed

Talk – How much time it is projected that an agent will spent talking on the dialer. The the ITel report Agent Performance Analysis, will show the actual talk time.

Wait – How long the Agent has waited between calls

Wrap – The time between hanging up with the call and making themselves available for the next call.

Preview - Time spent reading a customer record before launching a call or time spent in an ad-hoc/follow-up call
Not Ready - Time spent as logged in a campaign but not available
Ans.Mach – Time spent in detecting connected calls as ans mach

Fax – Time spent in detecting connected calls as ans mach
The status viewer statistics are there for dynamic monitoring of Agent and Campaign performance, therefore the viewer reports how the agent/campaign is performing on a ‘per hour’ basis e.g. how many minutes in each hour is the agent spending in each cycle (talk, wait, wrap, on break).  

Remember, clicking on the blue triangle gives the cumulative time per hour data. 
Please follow the example for a clearer explanation of the ACTUAL time spent talking---

****insert agent info
Agent A has a logged time of 35mins and 52secs and agent A has a TALK time (when blue triangle is visible) of 25mins and 29secs. 

Therefore, the agent is spending 25mins and 29secs of EACH hour talking.

Minutes need to be expressed in seconds. So, the logged in time of 35mins and 52secs is really 2100secs (35 X 60) and add 52secs. Total seconds logged is 2152.

For the talk time—25mins is 1500seconds (25 X 60). Add the additional 29secs and the total talk seconds is 1529.

The actual time spent talking is (2152/3600) * 1529. This equals 914 seconds. 914 seconds expressed in minutes is 15minutes and 14seconds. 

The following information is an example of the Status Viewer WHILE two agents are logged into Preview Mode--

Two agents are logged in and are on the 1st detail screen (Previewing an account)
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One agent makes a preview call-
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Now the Status Viewer shows 1 agent previewing - not talking (Previewing means making a call & talking) 

Now, The Previewing agent transfers the call and the Status Viewer shows 2 agents talking while in conference mode:
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Also of note is the ‘Not Ready’ tab on the Agent Status screen:
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‘Not ready” is when an agent sits on an account with just the heartbeat.

NOTE: Not ready while in predictive occurs when an agent is in predictive, and makes a preview call.  The status viewer will show that agent as Not Ready.

I-TEL DIALER REPORTS

[image: image116.emf]


Select option 9 for I-Tel dialer reports.
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Select the I-Tel Dialer Report you need to run --- there are several options to choose from….
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Agent Productivity Report (Detail)

Input the campaign name and the date you need details for…if you leave the date field blank, the system will use the current date.

Select this report to produce the following –
Date  : 10/10/06                                                                  Page  :    1

Req by  NAFAIZ

                                          AGENT PRODUCTIVITY REPORT

COMPANY :

CAMPAIGN NAME   :   Preview

COLLECTOR NAFAIZ

         ------ Contacts------   - Payment Arr.-- Direct Check-- Promise to Pay-  Credit Card 

Case#     Positive Negative  Othr  Number  Amt    Number  Amt     Number Amt    Number   Amt

000064689     0       0      0       0    .00      0     .00       0     .00      0     .00

000064689     0       0      0       0    .00      0     .00       0     .00      0     .00

000064689     0       0      0       0    .00      0     .00       0     .00      0     .00

000064689     0       0      0       0    .00      0     .00       0     .00      0     .00

000064689     0       0      0       0    .00      0     .00       0     .00      0     .00

Totals  5     0       0      0       0    .00      0     .00       0     .00      0     .00

Date  : 10/10/06                                                                  Page  :    2

Req by  NAFAIZ

                                         AGENT PRODUCTIVITY REPORT

COMPANY :

CAMPAIGN NAME   :   Preview

COLLECTOR NELSON

        ------ Contacts------   -- Payment Arr.-Direct Check-- Promise to Pay-  Credit Card --

Case#     Positive Negative  Othr  Number  Amt   Number  Amt    Number  Amt     Number   Amt

000064692     0       0      0       0    .00      0     .00      0    .00        0     .00

Totals  1     0       0      0       0    .00      0     .00      0    .00        0     .00

Grand 
Total   6     0       0      0       0    .00      0     .00      0    .00        0     .00
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Agent Productivity Report (Summary)

Select this report to produce the following -- 

Date  : 10/10/06                                                                    Page  :    1

Req by  NAFAIZ

                                 AGENT PRODUCTIVITY REPORT

CAMPAIGN NAME    Preview

                ----- Contacts------  -- Payment Arr.- Direct Check--Promise to Pay- Credit Card 

User  Tot Calls  Positive Negative Othr  Number   Amt  Number  Amt   Number   Amt   Number    Amt

NAFAIZ      5       0        0      0      0     .00     0     .00     0      .00     0      .00

NELSON      1       0        0      0      0     .00     0     .00     0      .00     0      .00

Totals      6       0        0      0      0     .00     0     .00     0      .00     0      .00

Grand Tot   6       0        0      0      0     .00     0     .00     0      .00     0      .00
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Disposition Code Analysis Report 

**SAMPLE REPORT PENDING…
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Campaign Analysis Report 

Date  : 10/10/06                                                                    Page  :    1

Req by  NAFAIZ

                             CAMPAIGN ANALYSIS FOR  04/07/06

Campaign Name   UserID  QCat Proc.type Total Calls Connects Bsy  No Ansr  Ans Mach Aband Ntwk Pb

DCOLLINS        HOUSE   101   Hot Acct      3        1       0      2         0       0     0

TEST-NELSON     NELSON  100   Hot Acct      2        2       0      0         0       0     0

 Total calls..                              5        3       0      2         0       0     0
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Inbound Analysis Report

Date  : 10/10/06                                                                   Page  :    1

Req by  NAFAIZ

                                       INBOUND CALL ANALYSIS

                                   -- Payment Arr.- Direct Check--Promise to Pay- Credit Card --

User    Calls Answd  Calls offered   Number    Amt  Number  Amt   Number   Amt   Number  Amt

NAFAIZ         2         5            0       .00     0     .00     0     .00     0     .00

NELSON         0         1            0       .00     0     .00     0     .00     0     .00

Total InBound Calls:     2

[image: image123.emf]


Inbound Analysis Report by DNIS
Date  : 10/10/06                                                                    Page  :    1

Req by  NAFAIZ

                                   INBOUND ANALYSIS REPORT BY DNIS

  DNIS  -  0000002120

                          -- Payment Arr.-- -- Direct Check--  -Promise to Pay- -- Credit Card --

User    Total calls       Number    Amount    Number   Amount   Number  Amount    Number  Amount

NAFAIZ          2          0         .00       0       .00       0       .00       0        .00

Total  :        2          0         .00       0       .00       0       .00       0        .00
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Agent Analysis for All Campaigns
Date  : 10/10/06                                                                   Page  :    1

Req by  NAFAIZ

                                                     AGENT ANALYSIS FOR ALL CAMPAIGNS

User       Outbound Calls           Inbound Calls           Total Calls

NAFAIZ                  5                       2                     7

NELSON                  1                       0                     1

  Totals                6                       2                     8
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DNIS Analysis Report
Date  : 10/10/06                                                           Page  :    1

Req by  NAFAIZ

                              DNIS ANALYSIS REPORT FOR -  02/07/06

Dnis#       Hunt Grp     Received    Answered    Abandoned    Requeued    Overflowed Redirected

                          Calls       Calls       Calls        Calls        Calls

0000002120   700001         2           2           0            0            0

  Total calls..             2           2           0            0            0
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Inbound Analysis Report
Date  : 10/10/06                                                                   Page  :    1

Req by  NAFAIZ

                                       INBOUND CALL ANALYSIS

                                     - Payment Arr.---Direct Check-- Promise to Pay- Credit Card
User   Calls Answered  Calls offered   Number  Amt    Number   Amt   Number   Amt    Number  Amt

NAFAIZ        2              5           0    .00       0     .00      0     .00       0     .00

NELSON        0              1           0    .00       0     .00      0     .00       0     .00

Total InBound Calls:     2
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I-Tel Agent Performance Analysis

Campaign name-Enter the specific campaign name you want selected 

OR 

Enter the first few characters of the campaign name followed by an * to combine several like campaigns. Ex. You have 5 campaigns for medical clients and they are named medhome, medwork, mednewbiz, med123 and med 678 and you want to see how well all 5 are doing. If you enter med* in this field, the system will combine the stats for all 5 campaigns.

Date-Enter the date you want selected. (Blank = today)

Report type-Enter the report type you want selected. 

1 = By Campaign-presents user data by individual campaign name

2 = By Hour-presents user data by the hour and by individual campaign name

3 = For all Users-presents combined user data. 

If the campaign name is a specific name the system will generate the same data as report type 1. 

If the campaign name is the “characters*” feature the system will combine all user data and all campaign data for all the qualifying campaign names. 

If the campaign name is left “blank” the system will combine all user data and all campaign data. 

Each report type follows --
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Enter a “D” to display the data.

Enter a “P” to print the data to a report.

Sample of report type 1 (by campaign) follows…
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Command keys at bottom of screen will allow you to navigate through multiple campaigns. Press F9 for previous campaign and F10 for next campaign.

Sample of report type 2 (by hour within campaign) follows…
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Command keys at bottom of screen will allow you to navigate through multiple campaigns and hour time frames. Press F9 for previous campaign and F10 for next campaign. Press F11 for previous hour and F12 for next hour.

Sample of report type 3 (combining users across campaigns) follows….
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INSTALLING AND RUNNING SOFTDIAL APPLICATIONS FROM A CLIENT PC

Campaign Manager Client  - allows a user to view the Dialer PC from another PC.
(This should be installed on the I-Tel Server first)
Installing IIS Server on I-Tel Server on Windows XP Pro 

1. Place the Windows XP Professional CD-Rom into I-Tel Server CD-Rom Drive. 

2. Open 'Add/Remove Windows Components' found in 'Add/Remove Programs' in the 

'Control Panel'. 

3. Place a tick in the check box for 'Internet Information Services (IIS)' leaving all the 

default installation settings intact. 

4. Click Next to install the IIS Server.
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Verifying the Installation
1. Once IIS is installed on I-Tel Server machine you can view the default home page in a 

web browser in the I-Tel Server by typing 'http://localhost' (you can substitute 'localhost' for 

the name of I-Tel Server) into the address bar of web browser. 

Configuring IIS to access Softdial Programs 

1. The 'Internet Information Services' console can be found in the 'Administration Tools' in 

the 'Control Panel’. 
2. Double-click on the 'Internet Information Services' icon. 

3. Once the 'Internet Information Services' console is open you will see any IIS web 

services you have running on your machine including the SMTP server and FTP server. 

4. Right Click on Default Web Site and go to properties. 
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5. Change Local Path to C:\Inetpub\wwwroot. Click OK to save any changes and 
then exit. (See below---you need to click on the Home Directory tab for the local path)
6. You have now successfully configured IIS to run Softdial programs from a client PC. 

Now to view the Dialer PC from another PC follow the steps outlined next…
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Running Softdial Programs from a Client PC
1. Open a web browser from your PC. (Any client PC.) 

2. The following instructions are for Microsoft Internet Explorer 6.0 or later. However you can run this from any browser that supports ActiveX controls. 

3. On the address bar type: http://I-TelServerIP/. For example I-Tel server IP is 192.169.0.126 -  

this should be ‘http://192.169.0.126/’. 

4. Depending on the security setting you will be prompted to install an ActiveX control. Allow 

to install the ActiveX control. It might take some time to install this control. 

5. Once the ActiveX control is installed, if everything is successfully installed, you will get the 

following page. 
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6. You can select the Softdial Programs to run from this page. 

7. It may prompt you for the IP Address of the dialer PC. Type in the IP address. 

Select the option “Do not ask again”. 

You will now be able to access the Softdial Programs from a Client PC

Receiving an Inbound Call and Automatic Number Identification (ANI)
When a call is transferred to an extension, a message will be sent to you (displayed on last line of the screen). If the account was matched, the debtor name and linked balance will be displayed. We will allow you to access the ANI log from any account detail screen. Once the list is displayed, you can display an account in inquiry, or in the case of an unmatched call, go into inquiry search from the list of calls. If you go into a search, the ANI information is “remembered” by the system. If you can match the number to an account through account inquiry, you can electronically move the number into the account. (This will be particularly useful when the debtor may have left a message earlier. You can locate the account through account inquiry and then match the time the debtor left the message with the time of the IB call.)

When you get an IB call while in the account processing screen, 2 things will occur:
1. The phone will ring.
2. A message will be displayed on the bottom of the screen. (This message will vary based on whether the system could find a match using the ANI or not)

The steps to follow when you get an IB call while in the account processing screen:

1. You will need to put your OB extension on hold and answer the IB extension. 

2. You will need to access the ANI list by pressing the system request key from the key board. This will display the list of IB calls. Some will have possible debtor information filled in (Company, case number and debtor name).

1st we will look at the screens and processes followed when Intelec can not find a match--
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Message “You have an inbound call” means that there is an IB call but Intelec could not find a matching phone number in the system.
The following screen will be displayed after you hit the system request key if Intelec can not find an account with the phone number using the ANI. 
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You can select any record on the list by keying in one of the codes found on the bottom of the screen onto a specific line. Once that code is entered, the record will be deleted from the list.

I-Tel Inbound Call list options:

I - Inquiry: - This option will display the account search screen or the account details. Depending on whether the call was matched to an account or not, different screens will be displayed (Search or detail screen). If the program goes into search mode, the phone number is displayed with the home phone search option filled in. 

H – Home: - This will bring the phone number into the “Home Phone” field on the account detail screen. You will need to press F12 to update the account.

W – Work: - This will bring the phone number into the “Work Phone” field on the account detail screen. You will need to press F12 to update the account.

N – Notes: - This will bring the phone number into the notes on the account detail screen. 

D – Delete: - Delete the record.
If you hit F7 from the ANI list, you will see the following window asking if you want to disconnect the call that you are currently on. 
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If an account match is not found and you go into inquiry (e.g. the debtor has left a message and you have the ANI, but Intelec did not find a match based on the number), you will be presented with the following screen--
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You can search by name and find the account. Once the account is displayed, you can electronically record the ANI by using the codes ANH, ANW or ANN that will be described below. You do not have to go back to the ANI list! The system will remember the last ANI that was selected from the list.

Once you are on the account detail screen you will see “ANI” in the “Category” field on the top left-hand corner of the account detail screen. If you want to bring the last ANI that you selected into the account that you have on the screen, the following codes can be used in the Smart Code field. You can only do this from the ANI account detail screen!

ANH
This will bring the phone number into the “Home Phone” field on the account detail screen. You will need to press F12 to update the account.

ANW
This will bring the phone number into the “Work Phone” field on the account detail screen. You will need to press F12 to update the account.

ANN
This will bring the phone number into the notes on the account detail screen. 

From the standard account detail screen, AN0 (AN + zero) is a special code that can be used to display ANI’s for calls that were NOT sent to an extension. This can be accessed by any user.

2nd we will look at the screens and processes followed when Intelec does find a match
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Message “Call from DEBTOR NAME….Balance is 000.00” means that there is an IB call and Intelec found a matching phone number in the system.

The following screen will be displayed after you hit the system request key if Intelec does find an account with the phone number using the ANI. 
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You can select any record on the list by keying in one of the codes found on the bottom of the screen onto a specific line. Once that code is entered, that record will be will deleted from the list.

I-Tel Inbound Call list options:

I - Inquiry: - This option will display the account search screen or the account details. Depending on whether the call was matched to an account or not, different screens will be displayed (Search or detail screen). If the program goes into search mode, the phone number is displayed with the home phone search option filled in. 

H – Home: - This will bring the phone number into the “Home Phone” field on the account detail screen. You will need to press F12 to update the account.

W – Work: - This will bring the phone number into the “Home Phone” field on the account detail screen. You will need to press F12 to update the account.

N – Notes: - This will bring the phone number into the notes on the account detail screen. 

D – Delete: - Delete the record.

The following account screen will be presented if Intelec could find the account using the ANI. 
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If you hit F7 from the ANI list, you will see the following window asking if you want to disconnect the call that you are currently on. 
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TRANSFERRING A CALL

There are several types of transfers available: - You can transfer a call to an 
1. Outbound extension
2. Inbound extension
3. Hunt Group. 
(Note if using an inbound extension or hunt group they MUST have been set up prior to using). Refer to the I-Tel Users Manual. 

To transfer a call, you need to do a T - Tab Enter from the smart code field and you will be presented with the following window--
                     [image: image145.emf]

 
Enter extension#: - Enter the extension you want to transfer to and hit the field exit key. This can also be used to enter a Hunt Group Code. 

Blind transfer (Y): - Enter a “Y” in this field if you will not be announcing the call. 

During the transfer process you can do a regular transfer (which is the default) or a blind transfer. The difference between the two is that a regular transfer allows you to conference with the agent the call is being transferred to while a blind transfer does not.

Omit data transfer (Y): - By default, the account that the transfer is requested from will be sent to the transferee. (Just like a timed recall) If you do NOT want to send the data (account) when you transfer the call, put a “Y” in this field. Doing a blind transfer without data is NOT supported. (Not allowed) 

When transferring a call, you can transfer to either an Outbound extension, Inbound extension or a Hunt Group.  Based on which extension you transfer to, the behavior will be different for the agent receiving the transfer.
RECEIVING A TRANSFERRED CALL to the Outbound Extension or Hunt Group
If the call being transferred is transferred to your Outbound extension or Hunt group, and if you are NOT already on a call, you will here a beep and you will be connected with the collector transferring the call. You will also see a message on your screen saying that a call is being transferred to you. At this point, you are conferencing. If you are ON a call, the call will not be transferred and the call will remain with the transferring agent. The transferring agent will get a message on their screen that the call failed.

To receive the transferred call--

You will get a message on the bottom of your screen that says a call has been transferred to you. From the first detail screen of the account you are currently on, hit the F20 key and the transferred account will be presented to you.

Type in ACC – Tab & Enter from the Smart Code field and you will be connected to the debtor.

Work the account as you normally do.

RECEIVING A TRANSFERRED CALL to the Inbound Extension

If a call is transferred to your Inbound extension, the behavior will be different. This time your second call appearance will ring. (Just like it does on an inbound call)

Place your outbound extension on hold, answer your inbound extension and here is the difference. Instead of hitting the F20 key, you need to hit the ATTN key. At this point you will be conferencing with the agent transferring the call and the following ANI list will be displayed.
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Put an “I” in the field on the left part of the screen. It’s the same line as the transferred account. The account will be presented to you. Once the account has been presented to you, do an ACC Tab & Enter from the Smart Code field to accept the transfer. Basically, anytime your inbound extension rings, your behavior is the same. The only difference is that it may either be a real inbound call or a transferred call.

Softdial Reporter Installation Guide

Overview

Softdial Reporter™ (Reporter) provides access for call center supervisors and managers to all campaign, agent and switch data generated by Softdial Plugin®, the Sytel soft predictive dialer

(the Dialer). It uses the Microsoft Access® 2003 runtime to:
· Retrieve data from the Reporting Database

· Build reports on demand
The Reporting Components

[image: image147.emf]
Fig.1

Successful reporting requires that the following 4 components are set up correctly:

i. The Dialer

ii. Reporter SQL Processor

iii. The Reporting Database

iv. Softdial Reporter™

You will see from Fig.1 that the components are typically installed on 3 separate PC’s:

i. The Dialer

This guide assumes that the Dialer (and any other Sytel software outside the scope of Reporter

i.e. Softdial Campaign Manager™, Softdial Scripter™, etc.) has already been installed. 

As the dialer runs, it generates log files in the form

[campaign name] [date] [time].CallCycles

These contain all data available to the Dialer for each call cycle (e.g. date and time of call, phone number dialed, switch and agent outcomes, times for talk, wrap and wait, etc). They contain simple SQL statements and are created by default in:
D:\Softdial\RSP
In this guide, we will refer to this as the default log directory. It is possible to create these

elsewhere, but this will have implications for log file processing. 
(See Appendix B, Archiving Log Files for more information)
Note: Automatic Deletion

**Users should be aware that by default these log files are deleted by the dialer once they are 30 days old. 
(See Appendix B, Archiving Log Files for advice on archiving)
ii. Reporter SQL Processor
It is the function of the Reporter SQL Processor (the Processor) to:
· Run these SQL statements to populate the Reporting Database

· Scan at 30 second intervals for any new dialer activity and process the related logs

iii. The Reporting Database
The Reporting Database can be any ODBC-compliant database (e.g. SQL Server, Oracle)

except Microsoft Access®. See Note below. 
It must be contain the 7 specific tables described in:
· Installation section 1) below 
· Appendix A.

As any backend database can expand rapidly in a working dialer environment, Sytel recommends the use of a dedicated Reporting server. 
Note:

Because of Microsoft Jet® Database Engine restrictions, Reporter cannot connect to an MS

Access® database via ODBC. For users requiring a no-cost alternative, Sytel recommends

PostgreSQL (www.postgresql.org). Please see Section 1b) below for more information.

iv. Softdial Reporter™

Finally, on the supervisor desktop, Softdial Reporter™ builds reports on demand based on the

data from the Reporting Database. The Reporter installation contains the MS Access® runtime, so a working copy of MS Access® is not required.

Installation

A number of steps must be taken to integrate and activate the Reporting components:

1. Setting up the Reporting Database

2. Setting up an ODBC connection to the Reporting Database

3. Setting the Processor registry entries

4. Setting the Dialer registry entries

5. Installing the Processor

6. Starting the Processor

7. Installing Reporter

8. Starting Reporter
1. Setting up the Reporting Database

On the Reporting Server, a database must be setup with the name reporter containing 7

specific tables, as described in Appendix A. Several methods of doing this are outlined below.

Note: SQL Server logins

For the Reporting Database

The creation of a new database in SQL Server requires Administrator privileges. Therefore, the

steps below require the user to know the Administrator login ID and password for SQL Server.

For the Reporter Clients

By default, on opening the first report of each Reporter session, the client user must log in to the

Reporting server. Systems administrators must be responsible for the setting of logins and

privileges (i.e. not ‘Create Database’), and the dissemination of same. If you are using an SQL

Server reporting database, this log in requirement can be disabled. For more information, see

Appendix C, Optional Reporter Configuration.
a) Setting up an SQL Server Database Using MS Access®

If you are aiming to create an SQL Server database and have MS Access® 
available, the easiest way and the least prone to error is to upsize the MS 
Access® database provided with this document, using the built-in Upsizing 
Wizard.

On any networked PC with MS Access® installed:

1) Locate the database called Softdial Reporter Tables for Upsizing.mdb (with this

document in the Reporter installation kit) and open it.

2) From the top menu bar within Access, select Tools > Database Utilities > Upsizing

Wizard to start the Upsizing Wizard.

3) Select Create New Database.

Click on Next

4) On the next page, select which SQL Server you would like to use.

Set the login and password as necessary.

Give it the name reporter. (If this name is unsuitable in your situation, see 
Appendix C, Optional Reporter Configuration.)
Click on Next.

5) On the next page, click on the ‘>>’ button to select all 5 tables for export.

Click on Next.

6) On the next page, leave all table attributes checked (including Use DRI).

Next to Add timestamp fields to tables?, select No, never.

(Leave Only Create the Table Structure unchecked. You need to upsize the data from the Outcomes tables.)

Click on Next.

7) On the next page, select No application changes.

Click on Next.

8) Click on Finish.

Your Reporting Database is now ready for use. 
on the optimal setup for the Reporting Database.

b) Setting up a PostgreSQL database

PostgreSQL can be downloaded from www.postgresql.org. For general 
installation instructions for the database, please see the PostgreSQL 
documentation. Once the program is installed, please do the following:
1) From the Start menu, open PGAdmin, the PostgreSQL administration tool.

2) Create a tablespace called reporter

3) Create a database called reporter that uses the above tablespace

4) Within the database, create a schema called dbo. (As Reporter uses the Microsoft

Access® runtime, it will automatically refer to the dbo schema as the default.)

5) Locate and run Softdial Reporter Tables for Import (PostGreSQL).sql (with this

document in the Reporter installation kit) to create the relevant tables.

c) Setting up an Oracle database

For general installation instructions for the database, please see the Oracle 
documentation. Once the program is installed:
1) Add a user called dbo

2) Within the dbo user schema, locate and run Softdial Reporter Tables for Import

(Oracle).sql (with this document in the Reporter installation kit) to create the relevant

tables.

d) Setting up from scratch
**This must be done carefully by hand. 
· The safest method is to cut and paste table and column names from Appendix A, towards the end of this document. If these are not set up exactly as specified in this document, the Processor and Reporter will generate errors.

· Secondly, the contents of the Agent Outcomes and Switch Outcomes tables must be entered by hand. These must reflect exactly the outcome codes set up in the Dialer Namespace, as laid out in Outcome Tables – Dialer Defaults in Appendix A.

2. Setting up an ODBC connection to the Reporting database

The Processor requires an ODBC connection in order to populate the Reporting database set up in section 1. above. Please ensure that you have installed the relevant ODBC drivers for your

database.

On the dialer host PC, set up an ODBC connection to your database as follows:

a. Open Start > Control Panel > Administrative Tools > Data Sources (ODBC)

b. Add a new driver of the relevant type, also giving it the name Reporter, including any

user name and password settings you used in section 1). This can be given a different name as long as the DSN registry value (section 3, below) is also given that name.

3. Setting the Processor registry entries

On the dialer host PC:
a. Open Regedit.

b. Under HKEY_LOCAL_MACHINE > Software > Sytel, add a new key called Reporter.

c. Under Reporter add the following new string values for NAME and VALUE: 
1) DSN -- Reporter (or the name of the ODBC connection from section 2, above,
if different.)

2) DSNpwd -- the Administrator password that allows access to your database

3) DSNuid -- the Administrator login ID that allows access to your database

The following for Oracle users only:

EmptyAnnot <single quote><character for substitution><single quote>

e.g. ‘-’

Explanation: Reporter SQL Processor attempts to write empty strings

(from the dialer reporting logs) to the reporting database. Oracle

however does not accept empty strings as part of a primary key. To

work around this a registry entry must be added to substitute a

character of your choice instead of an empty string.


Note --
This feature is only available in Processors with a ‘modified’ date of 16

Nov 2005 or later. This was released with dialer version 9.2.0.24. If you

are running an earlier version and wish to use an Oracle database,

please contact Quantrax.

4. Setting the Dialer registry entries

Depending on the options selected when installing the dialer, it may or may not be producing log

files. In order to check this, on the dialer host PC:
a. Open Regedit.

b. Under HKEY_LOCAL_MACHINE > Software > Sytel > Dialer, locate the binary value

called EnableReporting.

If this is already set to '1':

Depending on how much dialer activity there has been, there may be 
hundreds/thousands of log files in the default log file directory. Before 
proceeding, please read Appendix B, Archiving Log Files.

If this is set to '0':

· Set it to 1, to enable the dialer to produce log files.

· Right click on the Sytel tray icon and select Service Status.

· Click on the button with a square and triangle to stop and restart the dialer services.

You may wish to delete any empty log files at this point. This will have no impact 
other than in cleaning the archive.

5. Installing the Processor

The Processor may have been already installed at the same time as the dialer. To check this, on the dialer host PC, look in Start > Control Panel > Administrative Tools > Services. If it is

installed, there will be a service called Reporter SQL Processor. If not it can be installed as

follows.

On the dialer host PC:
a. Locate the folder called Reporter SQL Processor (with this document in the Reporter

installation kit). 
b. Copy this folder to a drive local to the dialer (preferably the same drive).

c. Inside this local folder, double click on the file named SETUP.cmd. This will install the

Processor.


In order to confirm the success of this installation, look in Start > Control Panel > Administrative

Tools > Services. There will now be a service called Reporter SQL Processor.

6. Starting the Processor

Before starting the process, the user should be sure that the log file directory contains only those log files intended for processing. See Appendix B, Archiving Log Files for more information.

To start the process, on the dialer host PC,

a. Open Start > Control Panel > Administrative Tools > Services

(This may still be open from section 5)).

b. Select Reporter SQL Processor

c. At the top left of the window, click on Start the service.

· The Processor will now process all log files in the default log directory and process any new files as they appear.

· The Processor will start automatically if the machine is rebooted.

7. Installing Reporter

For Reporter to be able to access data from the Reporting database, an ODBC connection must

be set up as below. Please ensure that you have installed the relevant ODBC drivers for your

database.

On the Supervisor PC:
a. Open Start > Control Panel > Administrative Tools > Data Sources (ODBC)

b.   Add a new driver of the relevant type, also giving it the name Reporter, including any

username and password settings you used in section 1) above.

· If this name is unsuitable in your situation, see Appendix C, Optional Reporter

Configuration.

· You can then install Reporter itself. This requires around 60Mb of free hard disk space.


Note -- 
If the Reporter Demo has been installed, this must first be uninstalled before 
installing the production version.

From the Supervisor PC,

a. Obtain and locate the zipped folder SoftdialReporterSetup.zip (for download at

www.sytelco.com Contact your systems administrator or Quantrax for the exact location).
b. Unzip and copy the extracted files to a location on the supervisor PC that may be

maintained. See To Uninstall below for the reason for this.

c. Run the extracted SETUP.EXE. This will install Reporter, a runtime version of MS Access and all necessary files on the supervisor PC.

d. In the newly created directory C:\Program Files\Dialer Reporting\Refs locate the file

FINAL SETUP.cmd and run it. This will register the necessary type libraries and ActiveX

controls.


Currently, there is no limit to the number of concurrent desktops on which Reporter may be

installed.

Warning: To Uninstall

The Windows ‘Add/ Remove Programs’ utility requires the file Softdial.msi (in the Files directory of the Reporter install package) to perform an uninstall. Therefore, this must not be removed from the supervisor PC until after the uninstall.

Uninstalling Reporter does not uninstall the Microsoft Access® 2003 runtime. This must be done

separately.
8. Starting Reporter

On the Supervisor PC

a. Select Start > Programs > Softdial Reporter. This will start Reporter.

b. One or two Windows dialogs will be displayed. For information on these, see

Troubleshooting sections 3 & 4, below.

c. From the welcome screen, click on Select Report.

d. From the Report Selection screen, open any folder and double click on any report name to open that report and explore further.

Troubleshooting
1) I am not sure that my dialer is producing log files. What should I do?

In the default log directory (D:\Softdial\RSP on the Dialer Server) there will be a number of files with the extension '.CallCycles'.

· If your dialer is producing log files:

These will have a size of more than 0Kb, and will contain SQL statements e.g. ‘insert into CallCycles values (*,*…)’

· If your dialer is not producing log files:

These will have a size of 0Kb and will be empty if opened. The user should set the 
Dialer registry entry to enable reporting logs. See Installation section 4. above.

2) Reporter SQL Processor seems to have stopped working. What should I do?

· If the Processor encounters a problem at any time, it writes a description of the problem

to its activity log file and will not continue until the problem is resolved. This activity log

file can be found in the default log directory, and has a name in the form

ReporterSQLProcessor [start_date] [start_time].txt
A new file of this type is created every time the Processor is started. Read the last 
Entry in the most recent log file to find out if, or why, the Processor has failed and 
take remedial action.

· Also in the default log directory, the Processor creates a file named

ReporterProgressData.xml containing a list of files processed including the 
number of lines in each file. Check whether the entries in this file match up with 
your expectations.

3) Every time I run Reporter, it gives me a warning about ‘blocking unsafe expressions’.

What should I do?

· This is a benign warning that can be eliminated by updating the version of Microsoft Jet Database Engine.

From the supervisor PC

· In the Reporter directory (C:\Program Files\Dialer Reporting\) are 3 files of the form

Windows [operating_system].exe.

· Double click on the version of the update corresponding to your operating system.

4) Every time I run Reporter, it gives me a security warning that it may contain code that is harmful to my computer. Does it?

· Microsoft introduced this warning with Access® 2003 (including the runtime version packaged with Reporter) because SQL statements can include code to control the file system e.g. to delete files.

· If you obtained Softdial Reporter™ direct from Sytel or one of our business partners, we can guarantee that it is free from such code.
· If you obtained it from any other source, we cannot make such a guarantee.

At this release, there is no way to disable this warning.

Appendix A

Database Table Specification

In order for both Reporter SQL Processor and Softdial Reporter™ to function properly, your

backend database must be set up exactly to the following specification.

Database name: reporter

If this name is unsuitable, see Appendix C, Optional Reporter Configuration.

Note:

For users creating these tables by hand, both the AgentOutcomes and SwitchOutcomes tables

must be populated by hand. See Section 1c above for more details.

	REQUIRED TABLES
	REQUIRED COLUMNS
	ACCESS DATA TYPE
	SQL SERVER DATA TYPE
	UNIQUE KEY?

	
	
	
	
	

	Agentavailibility
	campaign_name

agent_name

avail_timestamp

unavail_timestamp

time_available
	Text (80)

Text (80)

Double

Double

Double
	Nvarchar (80)

Nvarchar (80)

Float

float

float
	}

} Yes

}


	Agentlogins
	campaign_name

agent_name

avail_timestamp

unavail_timestamp

time_available
	Text (80)

Text (80)

Double

Double

Double
	Nvarchar (80)

Nvarchar (80)

Float

float

float
	}

} Yes

}


	Agentoutcomes
	Code
Name

Live_outcome
	Long integer 
Text (80)

Long integer
	Int
Nvarchar (80)

Int
	} Yes

	Agents
	Agent
Description
	Text (80)

Text (80)
	Nvarchar (80)
Nvarchar (80)
	} Yes

	Callcycles
	ci_timestamp

sessionid

phonenum

campaign

agent

team

callyear

callmonth

callday

callhour

callminute

callsecond

proceeding_timestamp

outcome_timestamp

ac_timestamp

sw_timestamp

tc_timestamp

cd_timestamp

ao_parameter

ca_parameter

setup_time

ring_Time

queue_time

talk_time

wrap_time

wait_time

success_param

conversion_param
	Double

Text (80)

Text (80)

Text (80)

Text (80)

Text (80)

Long Integer

Long Integer

Long Integer

Long Integer

Long Integer

Long Integer

Double

Double

Double

Double

Double

Double

Long Integer

Long Integer

Double

Double

Double

Double

Double

Double

Long Integer

Double

	float

Nvarchar (80)

Nvarchar (80)

Nvarchar (80)

Nvarchar (80)

Nvarchar (80)

int

int

int

int

int

int

float

float

float

float

float

float

int

int

float

float

float

float

float

float

int

float

	}

}

} Yes

}

}



	Switchoutcomes
	Code
Name
	Long integer
Text (80)
	Int
Nvarchar (80)
	} Yes

	teams
	team
	Text (80)
	Nvarchar (80)
	} Yes


Outcome Tables – Dialer Defaults

If you are creating the database tables by hand, the outcomes tables must contain the following

data (mirroring the dialer namespace).

In the agentoutcomes table, the column ‘live outcome’ is used to tell Reporter whether the

agent talked to a person (enter 1) or not (enter 0). The value is an integer because not all

databases support the boolean datatype.

	AGENT OUTCOMES
	SWITCH OUTCOMES

	
	


	CODE
	NAME
	LIVE_OUTCOME
	CODE
	NAME
	

	
	
	
	
	
	

	0
	Live Call
	1
	0
	Not Made
	

	1
	Answer Machine
	0
	1
	Busy
	

	2
	Auto Attendant
	0
	2
	No Answer
	

	3
	Fax Machine
	0
	3
	Fax Machine
	

	4
	Modem
	0
	4
	Modem
	

	5
	Unknown Machine
	0
	5
	Answer Machine
	

	6
	Other Non-Live
	0
	6
	Call Failure
	

	101
	Reschedule
	1
	7
	Abandoned
	

	102
	Refusal
	1
	8
	Host Interrupt
	

	103
	Wrong Number
	1
	9
	Timed Out
	

	104
	Wrong Person
	1
	10
	Connected
	

	105
	Sale
	1
	20
	Unobtainable
	

	120
	Other Live
	1
	21
	Out of Order
	

	
	
	
	22
	Number Changed
	

	
	
	
	23
	Incoming Barred
	

	
	
	
	24
	Call Rejected
	

	
	
	
	25
	Not in Use
	

	
	
	
	26
	Fast Busy
	

	
	
	
	27
	Hi and Dri
	

	
	
	
	30
	Other
	

	
	
	
	31
	Called Party Hangup
	

	
	
	
	32
	Planned Not Made
	


Appendix B

Archiving Log Files

New log files are created by the dialer every 10 - 30 mins depending on call center activity.

If in Installation section 6) the EnableReporting registry key was already set to 1, you will have many log files and should read the sections below.

If in Installation section 6) you set the key from 0 to 1, then any log files already created will be

empty and can be discarded. Subsequent log files will contain dialer call cycle activity.

Managing log files

Key fact 1:

The Processor processes log files in the default log directory only.
Therefore, archiving is simply a matter of moving files from there to other directories of your

choice (e.g. directories called ‘Campaign1’, ‘Campaign2’, or ‘Feb’, ‘Mar’).

Note: Automatic Deletion

Users should be aware that by default these log files are deleted by the dialer once they are 30

days old.

Managing your database

Note that at the time log files are removed from the default directory, if the Processor has already processed them they will already be in your database and are therefore available to Reporter.

After some time of running the dialer and processing log files, the CallCycles table in your

database can expand to a considerable size. To reduce this size:
a. Delete the relevant records.

The deletion of unwanted old records from the CallCycles table must be done from within your database. The columns Callyear through to Callsecond can be used as 
a guide for selecting which records to delete.
b. Move the corresponding source log files out of the default directory.

(See Managing Log Files above).

Key fact 2:

The Processor will process any log files it finds in the default directory.
Therefore, in order to make archived data available for reporting again, simply move the source

log files into the default directory. The Processor will recognize any added files and process them.

Note: Duplicate Entries

As long as the database is setup with unique keys as in Appendix A, the Processor will not

produce duplicate records in your database. So, even if archived log files are moved back into the default directory without having deleted the corresponding records from the database, there will still be no duplicates.

Appendix C

Optional Reporter Configuration

Reporter by default looks for a database called ‘reporter’ and an ODBC connection called

‘Reporter’.

Users for whom this is unsuitable can configure Reporter to use the database and ODBC

connection of their choice by using Softdial Reporter™ Connection Manager. This is 
installed at the same time as Reporter on the client PC and can be found in the same 
directory (by default  C:\\Program Files\Dialer Reporting).

Client Login

Apart from the additional flexibility, there is another benefit in using the Connection Manager:
a. Those who do not configure Reporter using Connection Manager will be required 
to enter a Log ID and Password to access the reporting server at the start of each 
session.
b. Those who do configure Reporter using Connection Manager will not, as it is included in the configuration.

1) Before using this utility, please ensure you have

· Set up a reporting database

· Made a note of the user ID and password that allow you to connect to it

· Set up an ODBC connection to use

· Installed Reporter

· Run the file CM FINAL SETUP.cmd (by default located in C:\Program Files\Dialer Reporting\Refs) to register the required object libraries.
To Configure Reporter Using Connection Manager

1. Locate and start Softdial Reporter™ Connection Manager (with this document in the

Reporter installation kit).

2. From the field marked ODBC DSN, select the ODBC connection you wish to use.

3. Enter the User ID and Password required to use that DSN.

4. Click on Set. Connection Manager will then configure Reporter to use the database 
and connection you have specified.

5. Click on Exit to close the application.

· Reporter is now ready for use and will not require the user to login to the server.
FUNCTION KEY SUMMARY

Function


Key Strokes

Dial Home Phone 
= 
A & TAB & Enter

Dial Work Phone
= 
B & TAB & Enter

Dial Cell Phone
 
= 
C & TAB & Enter

Prompt for Number 


   To Dial                           =            D & TAB & Enter


Disconnect Call 

= 
X & TAB & Enter

Dial 411


= 
I & TAB & Enter

Hold


=
H & TAB & Enter

Retrieve Hold

=
R & TAB & Enter

Mute


=
M & TAB & Enter 

Unmute


= 
U & TAB & Enter 

Transfer

= 
T & TAB and Enter 

Log Out 

= 
F7 from the First Detail screen of an account

Play Recorded Msg
=
P (Message Number) & TAB and Enter

Play Msg and         

   Disconnect Extension   
   From the call                 =
X (Message Number) & TAB and Enter
Play Msg &



   Remain On Line 

   Then Disconnect           =
XP & Tab and Enter
Stop Playing Msg
=
PS & TAB and Enter

There will be Audit Note added to the account when you use one these functions in this format: 

Prev ###. ###. #### - O    for any additional phone numbers using the “D” tab

Prev ###. ###. #### - C    for dialing the cell phone number using the “C” tab

Prev ###. ###. #### - H    for any additional phone numbers using the “A” tab

Prev ###. ###. #### - W    for dialing the cell phone number using the “B” tab

INBOUND CALL HANDLING

From the 1st Detail Screen in the Smart Code Field

ANI 


= 
Display list of ANI matches

AN0 (zero)

=
Display list of ANI’s with no match

From the ANI List

I

= 
Inquiry = Show 1st Detail Screen

H

=
Take inbound ANI & put in Home Phone Field (F12 to update)

W

=
Take inbound ANI & put in Work Phone Field (F12 to update)

N

=
Take inbound ANI & put in Notes 

D

=
Delete inbound ANI

Note: The user can select any record on the list by keying in a code on the specific line. Note that any valid code will delete the record from the list. 

Enter the following in the Smart Code field IF the account was presented from the ANI list. 

ANH

=
Take inbound ANI & put in Home Phone Field (F12 to update)

ANW

=
Take inbound ANI & put in Work Phone Field (F12 to update)

ANN

=
Take inbound ANI & put in Notes

CALL RECORDING

Enter the following in the Smart Code field to control call recording.

REC 

=
Start call recording (future functionality)

STP

=
Stop call recording (future functionality)

TRANSFERRED CALLS:

Enter the following in the Smart Code field for the handling of transferred calls.

ACC

=
Accept a transferred call

REJ 

= 
Reject a transferred call

SAT

= 
Connect call to non nailed up ext. (used on transfers without data)

RRT

=
Retrieve call from non nailed up ext. (used on transfers without data)

=
Note: The SAT & RRT are valid only when the transferred call is being sent to a Non-Intelec User and is a Screened Transfer. Basically the transferee has to say that the transferred to agent has either accepted or rejected the transfer after the conference.

Addendum and Additional Information

Softdial Alert Monitor

[image: image148.emf]


The Softdial Alert Monitor helps you in determining that you have a problem without looking at the logs.

The Alert Monitor is turned on every time you reboot the system. Whenever an error occurs, a window automatically pops up.  The behavior is similar to a break message on the ISERIES.

 There are a few settings available to control the behavior of this tool. To change the settings, click on “File” and the following screen will be displayed.

[image: image149.emf]


To close the Alert Monitor, click on “Exit”. That will stop it until you reboot the server.

To change the settings, click on “Event Registration” and you will be presented with the following screen.

[image: image150.emf]


All Events: – This will display all messages. This can be annoying because a lot of extraneous information will be displayed all the time.

Warning and Errors: – Again, any warnings and errors will be displayed and cause an interruption to the user.

Errors Only: – This is the option we recommend using because only errors will interrupt the user.

Trouble Shooting

Starting and Stopping I-Tel with Menus
***Before beginning, please REVIEW the STEPS outlined below.

I-Tel Mini-Server 

[image: image151.emf]


Option 5: – Work with I-Tel Server status.

This option is used to start and stop the mini-server.

By taking option 5 you will be presented with the following screen:
[image: image152.emf]


Place your cursor in front of the dialer you want to work with and use option 1 to start the server or 2 to end it.

Option 1: - Will start the Mini-Server. Note the “Dialer Status” will change to “Starting” and hitting F5 (Screen refresh) the status should next show “Started”. 

Option 2: - Will stop the Mini-Server.

Option 6: - Will print the logs for that particular dialer. 

Option 7: - Will present logs for all of the messages occurring between the dialer and the iSeries. This option is used for support purposes.

Softdial Services. – Starting and stopping the Softdial services
From the Dialer PC

[image: image153.emf]


Right click here on the Softdial Icon in the Windows Notification area, and left click on “Service Status” To bring up the Softdial Service Status. This is where you will stop and start the Softdial services

[image: image154.emf]


The STEPS outlined for Starting and Stopping I-Tel (Recycling Services) 
NOTE: It is important when STARTING and STOPPING I-Tel that it must be done in this order:

REMEMBER IF YOU ARE STARTING AFTER A REBOOT OF THE PC DIALER:

1) STOP the Soft Dial services. When you reboot the Dialer PC they will automatically start. 

2) Check to make sure the Aculab cards are synched up with the PRI and PBX using the System Diagnostics tool. The Icon to start this should be on the desktop of the Dialer PC

Starting I-Tel 

First – Start the Softdial services on the Dialer PC

Second – Start the Mini-Server on the ISeries
Stopping I-Tel 

First – End the Mini-Server on the ISeries
Second – End the Soft Dialer servers on the Dialer PC

Recycling Services: If you have been asked to recycle services that means you will need to:

1) STOP the Mini-server

2) STOP the Softdial services

3) START the Softdial services

4) START the Mini-Server

_____________________
If Mini Server will not start, please check for the following:

1.  Make sure that the Microsoft Firewall is not turned ‘on’ on the dialer PC. When the Microsoft Firewall is ‘on’, you may only see the job ITLSVR_A for the Mini-Server listed under QBATCH and the status will be TIMW. Turn the Firewall ‘off’ and recycle ALL services.    
The Alert Monitor

Please remember to periodically check the messaging available in the Alert Monitor Window and the Campaign Manager to monitor or check for any possible campaign or dialer errors. Both of these areas will show initial feedback in case there is a problem. 
A screen shot for the Softdial alert Monitor -- 
[image: image155.png]Tove:  O77G/207 192452

B0ty o Cad TE078/Por nsevcs

Sty [Daemilion [Temt [Facty Mooty
g"nmld 0711872007 182452 Telephory Port Caic/153879/Po/ 1 in senvice.
e oo ez Tehony  Por CagNTOT a1 s
Orioms arrm7zr 41525

Telephary

CTMANAER: rilsed successtuly




Please NOTE – (starting with the 10.0.0.18 kit only)
The Alert Monitor will now provide a message when a PRI or Adjunct drops or loses connection. The Alert Monitor WILL ALSO list which port and card was out of service AND when it is back in service. 
A screen shot for the Campaign Manager –
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PRI and Adjunct Trouble Shooting.

This is meant to be a “Quick” reference guide only, and will not present any in-depth details. The purpose of this guide is to help you diagnose if your PRI and Adjunct connections are “Synced up”. 

Section 1 -- The Aculab Cards 


Port 0 and 1 are generally the Adjunct connection and are connected to the PBX (Unless you are told otherwise).

Port 2 and 3 are your outbound PRI’s and connected to a CSU (Unless told otherwise). 

Note:  The Aculab Prosody X will show one more connection option below Port 0. 

System Diagnostic Tool –

The System Diagnostic Tool is used to determine if your “Lines” are in sync. To start the Tool, on the Dialer PC desktop, double click the icon labeled “System Diagnostic”. That will bring up a window that looks like this.




Using your Left and Right Keys on the Keyboard, will cycle you through the Ports on the Aculab card

Using the Up and Down keys will change to a different Aculab card, if there is more then one in the Dialer.

You know the Ports are in “Sync” when they show 23 “1’s” in a row. If it is showing ALL zeros on a port that is suppose to be connected to a PRI or an Adjunct. If you are seeing all ZERO’s you will need to call your 

You will need to know how many Ports you are using, a referenced at the top of this section. Unused ports will show ALL ZEROS… This is normal.



Section 2 -- Call Lab

Once you have confirmed the Lines are synced up, you can make a test call using the Call Lab utility. Using this allows you to be able to call a Phone Number and/or a Phone Extension, but you will not be able to talk, this is used just to make sure a call can go out. So, you should use a number that you will be able to hear if it rings, such as a cell phone or a Phone with its own DNIS that you can access near you at your location. 

On the Dialer PC, double click the icon labeled CALL LAB. That will bring up the following window.









After selecting the port you will be presented with this screen.



This presents you with this box. 





Now go back to this screen






From here you can either right click the musical note and select “Release Call”, or answer the call and hang up.


�





10) If everything is working properly, you should see a musical note in the box you selected and the Extension or Phone Number that was listed in Port Properties should ring





9) Right Click on the box you just Highlighted black, and from the dropdown box choose “Make Outgoing Call”.





8) Left Click one of these boxes. That will cause the box to be highlighted black 





�





7) Leave everything else as default and click on “OK”





6) IF your PRI provider allows you to pass your own Caller ID number (CLI), put one here, and it will be displayed to the number you are calling





�





5) Call A Phone number or Extension (This example is testing an Ext.)





a) If testing a PRI, put in a phone number that you will call as a test





b) If testing an Adjunct put in a Valid Extension. One that you know is setup in I-Tel.





�





4) Click “Port Properties”





3) Next from the Tool Bar select, View ( Ports ( and then select the Port that you will be testing





�





2) Click the arrow - To move the desired card to the right for testing





1) Highlight the Aculab card to be tested





�





�





Here you should see 23 “1’s” in a row followed by “0’s” for each port that is connected to a PRI or Adjunct. 





�





This shows the port number





Aculab Card referenced





�





Softdial  Icon








Click here to START the Softdial Server





Click here to STOP the Softdial server























Configuring the Column Display 


Columns can be selected for display or hidden by clicking 'Configure Columns' at the top of the screen. This brings up a dialogue box (Screenshot 3) that allows the user to select which columns are displayed. 


The column names that appear in this dialogue box are default. If custom fields have been set up in Campaign Manager they are always displayed and do not appear in the dialogue box. 








�





� INCLUDEPICTURE "http://s120947166.websitehome.co.uk/support/webhelp/source/cg/scc%20images/rv%20screen1.png" \* MERGEFORMATINET ���





With these options in mind, IF you turn on call recording globally (Using a “Y”). You can still turn it off from the other areas using an “N”. The “N” will always turn off call recording for that area.
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