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Setting up Blended Transfers 
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Setting up Blended transfers in I-Tel….. 

 Blended transfers must be set up if you are using Call Blending and you 
need to ‘transfer’ calls   
 
 Transferred calls appear on the receiving agents outbound extension 

 
 If the receiving agent is unavailable an additional feature is available to 
allow the transferred call to roll to the receiving agents inbound extension  
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Setting up Blended transfers in I-Tel….. 

Blended Functionality –  

 

 Any user who logs into the dialer will need to be set up as “blended transfer” 

 Functionality allows transfers between agents and NNE‟s 

 If a blended agent is logged into predictive and is in wait – they are eligible for a 

screen pop and the call when transfer occurs  

 If a blended agent is logged into predictive and is NOT in wait – they will NOT 

get the screen pop and the call unless their second extension is utilized, where 

agent would have to retrieve the account and the call 

 Transfers are immediate – there is no conferencing, unless you are transferring 

to a NNE 
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IMPORTANT NOTE – 

 

 For 2 box set-ups, you only need to update the Dialer/Campaign 

Manager server 

 A second extension or a phantom extension needs to be set up through the 

PBX and needs to be able to ring the agent‟s station in order to take advantage 

of the roll over feature. (A dummy extension is not set up through the PBX so it 

cannot be set up for the overflow feature)  

 Please remove unused agent entries in the „agent names‟ section of the 

name space editor before modifying the blended agent entries   
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  Go to 

_tenantConfig/default/Campaigns/

INBOUND 

Create the Blended TRANSFER 

queue through the INBOUND 

Campaign by clicking on add data 

item 

 The queue must start with 

20XXXX. The system was 

designed to look for a queue 

starting with 20. the remainder of 

the number needs to be the 4 digit 

or 3 digit outbound extension  

 
 

Lets get started… 
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• Insert the new queue 
• The queue address will be the 
same  
• Add a description 
• Timers section – leave defaults 
• Application routing – leave 
defaults 
• Behaviour/Overflow address – 
if you take advantage of the 
inbound extension for the agent, 
their inbound (2nd extension) can 
be incorporated into the set-up   

 

Please continue… 
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• The agent will be on their first 

extension (their outbound 
extension). To add the second 
extension (typically their 
inbound extension) create a 
queue for a single user – creating 
800301 where 800xxx 
represents the 800000 queue 
naming convention and 301 is 
the inbound extension for the 
user  
• Leave the selection mode to 
‘ordered’ 
• For the field ‘Allow immediate 
blend or transfer for outbound 
agents’, please check this box   

Continue… 
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• Leave the default values for 

the remaining fields 

Continue… 
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Note - A predictive blended agent can receive inbound calls if they are logged 
into a predictive campaign and they are in ‘wait’ mode. So, an inbound call 
could not be delivered to this agent if they were already on a call or in ‘wrap’. 
They could also not receive a transferred call. However, they could receive 
the transfer call if the second extension is set up giving the agent an 
opportunity to grab the call on their second line. 

Continue… 
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• To create this queue, go 

to the ‘system’ queues (as 
shown) under 
_tenantConfig/default/sy
stem/queues  
• click on ‘add data item’ 
• enter the new queue 
800xxx  

Continue… 
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• The ID is the queue 

• The queue address is the same 
• Choose a description that best 
describes the queue 
• For Timers – leave all defaults 
except for agent RNA time – if 
you need the call to roll over to 
the agents voice mail, make sure 
the RNA time is set beyond the 
time needed to roll into voice 
mail 
• Leave all remaining defaults  

Continue… 
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• The agent entries need 
set up now –  
• Go to the Agent names 
section under 
_tenantConfig/default/Age
nt Names 
• First – modify the 
outbound entry already 
entered 
• Find the user entry and 
open   

Continue… 



© Copyright 2010 – Quantrax Corporation, Inc. 

• Re-verify that the Agent 

identifier field is correct 
• If this is the correct entry, 
then move down to the Station 
properties section and check 
the field ‘Auto-Accept transfers 
initiated by agent’ 
• Add the new ‘blended 
transfer’ queue created earlier 
in the ‘queue’ window on the 
right 
• To enter the queue – just 
enter the number and then 
click ok 
 

Continue… 



© Copyright 2010 – Quantrax Corporation, Inc. 

NOTE – Regarding Agent names. Voice mail extension entries are 
created automatically by the system and appear immediately when 
entered through valid extensions. However, OB and IB extensions, 
while they are created automatically, DO not appear in Agent names 
until the agent logs in and after you recycle the Softdial Control 
Center. So -- the outbound entry may not be set up. If it is not set-
up you will need to have the agent log into the dialer using their 
correct extension. Then recycle the Softdial Control Center - while 
services are running. Re-check Agent names for the OB entry, then 
update the entry. (Make sure the extension you need is already set-
up in I-Tel, Valid extensions) 

Continue… 
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• Open the inbound entry 

• If this is the correct entry, 
then move down to the Station 
properties section and check 
the field ‘Auto-Accept transfer s 
initiated by agent’ 
• click ok to update  

Continue… 
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• Go to the I-Tel menu in 
RMEx 
• Select Management options 
• Select hunt groups 
 

•F 6 to create a new hunt group 

Continue building the pieces by going to the iSeries… 
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• The new transfer group 
code is 200101 where 101 is 
the outbound extension for 
Michelle 
• The group address is the same 
code 
• Most importantly, the 
inbound campaign name is 
INBOUND, all in caps  
• fill in company code & dialer 
code  
• Hunt group type – enter  a T 
for transfer  

Continue… 
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• Do not add any members to the new blended 
transfer hunt group 
• If there are several transfer hunt groups to add, 
don’t forget to use the copy feature 
• Recycle services when you have completed 
entering the transfer hunt groups 

Continue… 
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Once services have been recycled, try 
transferring a call! 
 
  The agent will need to do a T tab enter 

from a smart code field – the agent needs to 
be logged in to the dialer 
  Enter the outbound extension of the 
agent you need to transfer the call to 
  if the predictive blended receiving agent 
is available – the call will come through 
their outbound extension 
  if the agent was NOT available and you 
took advantage of the inbound overflow 
extension, the call would then go to the 
agents inbound extension   

 

Now put your set-up into action…. 
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Thank you for your time! 
 
      The Quantrax team   
 

 


