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Instructions: We recommend you listen to the all questions for the topic in the order that they are listed.

2I-TEL:  THE BIG PICTURE


3SETTING UP AND IMPLEMENTING YOUR NEW DIALER


3MOST POPULAR DIALING MODE – PREDICTIVE DIALING




I-TEL:  THE BIG PICTURE

In this area, we are going to introduce I-Tel to a new user. A basic understanding of RMEx will be assumed. In this section, we are looking for big picture, high-level answers. There will be more detail in l.

· Dialer FAQs – ITEL: The Big Picture
(37 minutes)
NOTE: The following questions are answered in this Dialer FAQs recording: 
1. What is the I-Tel dialer? What are its major components?
2. It is described as an integrated dialer. How is that different from a standalone dialer?

3. If collectors are familiar with RMEx screens, how easy will it be to train them to access accounts when they are on the dialer?

4. At some point, the dialer has to be connected to the PBX. Can Quantrax work with any PBX? Can the user keep existing extensions? Do collectors need two extensions to handle inbound and outbound calls?

5. I understand that the I-Tel dialer uses Aculab telephony cards. Most of the other dialers use Dialogic boards. Can you accomplish everything those dialers do, with your Aculab hardware?

6. What about SIP and Voice over IP? Do you support those protocols?

7. A dialer that uses hardware (such as Aculab cards) will cost more than a dialer that uses software-based solutions. Does Quantrax offer this technology or plan to? What is available today?

8. I understand that Quantrax will configure dialer servers and telephone cards, and both come with 3-year warranties. How reliable has the hardware been?

9. What are your recommendations to avoid extended downtime in the event of a serious unexpected hardware failure?

10. How long does it take from the time a user makes a decision, to going live?

11. Why did you pick the Sytel dialer?

12. Calls are launched by the dialer which is a PC. The dialer talks to RMEx through a software interface. Does a client need a much more powerful iSeries?

13. With a standalone dialer, one has to create download files and upload information on the non-connects. With I-Tel I understand that you work directly with the account processing queues. What if you want to do something special in the middle of the day, like create a campaign of high score accounts for 2 clients. Can you do that too?

14. What modes of outbound dialing do you support?
15. With regard to outbound calling, does Quantrax handle time zone management? Does Quantrax keep all the time zone tables updated?

16. Do inbound calls also come into the dialer? Do you have flexibility with how inbound calls are routed?

17. What about call recording - is that also handled with I-Tel?

18. What about IVR? How is that used within I-Tel?

19. And you can monitor users who are on the dialer?

20. What are the benefits and positive results is a client likely to see with I-Tel compared to a standalone dialer?

21. What is the typical planning and training time, including on-site time?

22. What is a client usually able to do at the end of that period?

SETTING UP AND IMPLEMENTING YOUR NEW DIALER

In this area, we will discuss some of the implementation details with regard to setting up a new I-Tel dialer within a client’s infrastructure. 

· What technical resources does a client require in order to set up a new dialer?
· Assuming a client has a sufficient number of lines, can they use their existing T1’s or PRI’s?
· Does Quantrax handle that or does the client need to be involved?
· What about integrating the dialer with the PBX? Does a client need to have their PBX people on site?
· How long does it take for Quantrax to order and configure a box for the client?
· What can be done as a part of the implementation plan, before a box is built and delivered?

Once the box is delivered to the client, what has to be done prior to someone coming out on site?
· How much time does someone spend on-site, and can you explain briefly how that time is spent?
· What does Quantrax recommend in terms of the qualifications and experience for the people who should be trained in the area of dialer management? How many people should a client consider

Training in the management area?


· If everything goes very well, what do you expect a client to be able to do after the trainer has left the site?

· What areas are likely to need more training? How could that training be delivered?
MOST POPULAR DIALING MODE – PREDICTIVE DIALING
In this section, we will talk about predictive dialing. This is the most popular form of outbound dialing because it is clearly the dialing method that produces the largest number of attempts and contacts in a given period of time. Predictive dialing will almost always give you the greatest amount of talk time, which is a very important metric in the collection industry.
· Before we talk about predictive dialing, can you briefly explain all of the different outbound dialing methods and when they are most applicable?
· The numbers you are calling, the way the campaign set up and the number of agents in the campaign will have an impact on predictive dialing. Without referring to virtual agents, what are the basic guidelines for obtaining good predictive performance? Good predictive performance would mean lots of talk time and low wait times.
· Most dialers have features to adjust their pacing. I-Tel does not require adjustments to predictive pacing, and Quantrax and Sytel insist that this is a strength and not a weakness. Can you explain?
· Can you explain the relationship between campaigns and queues in RMEx?
· If you want the system to try multiple numbers, when does it stop calling? For example, you may want to try work, home and then other possible home numbers. If you have a RPC on the first call to the work number, you do not want the system to call the other numbers. How do you stop the predictive dialing of the other numbers?
· Special Information Tones are a series of tones generated by telecom companies prior to issuing a voiced announcement. Please confirm that I-Tel can identify these tones and how they are used within the application.
· Different carriers and exchanges may use different tones for the same outcome. What is the accuracy of identifying a specific tone (e.g. a bad number as opposed to “this number has been changed”)? How is one supposed to audit the results?
· What is the accuracy of answering machine detection? Please explain ITel’s features for AMD.
· Give us some troubleshooting tips. If you think predictive performance is not good, how do you evaluate the actual performance and how do you make adjustments? What tools or dashboards are available?
· If you do not have enough agents in a campaign, can you explain how virtual agents can be used to lower wait times?
· If the system can handle bad numbers and no answers, and even answering machines, it is possible that some accounts will never be presented to an agent. After a certain amount of effort and no contact, we may want to make sure an agent see the account regardless of the call outcome. How can you make that happen?
· With multiple numbers and the possibility that the consumer’s state may not be where the phone numbers are, can you briefly discuss your time zone strategy?
· Cell phones. Can you outline your strategy for managing cell phones using a dialer. Consider obtaining, and not having obtained permission to call. Also, how do you make sure you do not call a cell number predictively? We know there was a recent case that has forced some companies to reconsidering ANY dialer calls to cell phones. Can you discuss this important area?
OTHER MODES OF DIALING
We will now talk about other methods of outbound dialing, including unattended messaging and the use of virtual agents in predictive campaigns.

· Can you please talk about the other modes of dialing within I-Tel - progressive, preview and power? When would you use these options? When do you use messaging campaigns?
· How complex can you get with messaging campaigns? We would want to leave information regarding the account (the name of the consumer) and we may even want to give the consumer a chance to take to an agent (E.g. Press 1 to talk to an agent)
· We had talked about longer wait times when there were a few agents on a predictive campaign. Explain again, how you can use virtual agents to lower wait times under these circumstances.
· Special rules such as do not call numbers, state rules, time zone logic - these apply to predictive calls. What about preview calls, and calls made in other dialing modes? Do the special rules also apply to these dialing modes?
· Every collector has a phone on their desk. It’s 9 AM in the east coast, where your office is located. How do you stop a collector from pulling up an account in inquiry, using their desk phone and placing a call to a California, where it is 6 AM?
· Quantrax has tried to strictly enforce compliance requirements so clients can target zero tolerance levels when it comes to errors. What about clients who do not mind taking some risks? Do you offer the flexibility for them to not take the most conservative approach in all cases?
MANAGING YOUR ACCOUNTS

Quantrax has always presented dialers as “machines that call the numbers you ask them to call”. While some dialers offer to better manage your accounts, this is really a job for your collection software. Dialers cannot always increase collections. In fact, calling the wrong accounts or the wrong numbers could actually lower your collections. Let’s now focus on the important area of account management, as it relates to the dialer.
· Let’s start with new accounts. RMEx has a contact series. This is a series of letters and or phone calls. Assuming you want to make phone calls during the initial 30-day period, how does the automation work? These accounts are unlikely to even be in the account processing queues. How do they get into campaigns? What kind of flexibility do users have?
· I have heard Quantrax say that if possible, clients should only use predictive dialing. That means I cannot use the cradle-to-grave or the old, ownership mode. Please explain how a pooled environment works. With pooling, we want productivity, but individuals to take responsibility so they can be compensated THEIR results. How do we do all that?
· You have said that queues become campaigns. With so many processing types and QCat codes, and pools (which may be User ID’s) users will end up with HUNDREDS of campaigns! How is this managed?
· In the perfect world, a user should be able to target ANY group of accounts accounts for a client, accounts with certain scores or types of phone numbers, accounts placed in a certain period. paying accounts etc. and put them into specific campaigns. Is the system flexible enough to do that in all the different ways users may want to do it? Can you please explain?
· If I use queue consolidations effectively, I can cut down my hundreds of queues to, say 15 queues. For a small company, that may still be a lot of places to go to! Suppose a user has 4 different home phone campaigns. What would be ideal is to be able to say.... combine those 4 campaigns into one campaign. Take out anything that was worked within the last 14 days or contacted within 20 days and let all of the remaining remain and be the the new campaign. Do you have options that can do that?
· I want to also call third parties as a part of getting my right party contact. But after 2 attempts or 1 contact I need to disable 3rd party numbers so I do not keep calling them. How does this happen?
· What about consumer or debtor numbers? We understand the strategy for keeping three “primary numbers”, a home, work and cell with permission on the account detail screen. This is logical and how people are used to thinking. We could also have several other potential debtor numbers on the other phones screen. What happens when numbers get removed from the account detail screen because they are bad? Is there an automatic process to bring in numbers from the other phones screen to the account detail screen? What about new accounts with new numbers linking to accounts without good phone numbers?
· Can you summarize RMEx’s cell phone scrubbing features?
· There is a lot of flexibility. In spite of all the planning, things happen and companies need to react quickly. We have queues and campaigns set up exactly the way we want them, but at 11 AM the owner decides that we have to stop everything and work only high and mid-level scores for the largest client. How would you accomplish that?
· Queue consolidations are run from queues, which contain the accounts you need to work. As an example, you will not have paying accounts on a payment arrangement in queues. Can I target accounts that belong to, say a specific client, and may not be in the queues? I want to look at accounts and not the queues. Will this omit accounts that are paying and on an arrangement? If I already worked an account the same day, could this process pick it again for work?
· I load about 3000 accounts for a client every Tuesday at 10 AM. We have not gone through the nightly processing or the contact series processing. I want to call those accounts at 12 noon the SAME DAY, predictively, and have the agents talk to the debtor or leave a message. How would you make that happen?
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