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• Sytel Predictive Dialler is a comprehensive 
outbound customer contact product that integrates 
with existing voice and data systems. It offers 
campaign development tools, predictive dialling, 
real-time statistics and historical reporting - all 
designed to maximize agent productivity and 
enhance the overall efficiency of your contact 
centre.

Sytel Predictive Dialler



• Predictive: Initiates outbound calls based on agent 
availability as projected from recent campaign events 
including number of agents logged on, average talk and 
wrap times, answer rates, and connect rates.

• Progressive: System dials number as soon as agent is 
available. 

• Preview Dialling: Presents the agent with a customer’s 
record prior to the call being placed, affording time to 
review the data before being connected to the customer.

Sytel Dialling Options



• Predictive Dialling - utilize sophisticated pin point accuracy to 
determine correct pacing for outbound calls, including; positive voice 
detection, fax, modem, pager, and answering machine detection, do-not-
call list management, external table dialling and dynamic filtering 

• Advanced detection functionality - maintain dialler compliance and 
productivity with advanced voice, fax, modem, pager and answering 
machine detection

• Flexible campaign and call list management - Create, modify, stop 
or start campaigns dynamically through a single point of 
administration. Administrators can manually import or schedule the 
import of call lists, apply appropriate filters and control the execution of 
outbound call campaigns

• Comprehensive Reporting - gain a clear, concise view of how your 
contact centre is performing with comprehensive reports 

Sytel Features



• Call Progess Analysis - detect non-contact outcomes such as busies, no 
answers and fax tones with a very high degree of accuracy

• Recall Management - manages scheduled recall requirements

• Multi-number Dialling - increase the probability of establishing contact 
using the Three Number/Extended Number Dial options for multi-number 
dialling

• Exclusion List Management - exclude select call records from being 
dialled

• Skills-based Routing - match appropriately skilled agents with specific 
customer call records

• Specific Agent Recall - enable your agents to specify that they wish to 
"own" a specific call-back 

Sytel Dialler Features



Architecture



Telephony & 
Communications

Sytel's own telephony platform, 
Softdial Telephony Gateway™ (STG), 
uses industry standard components 
which allow easy integration with 
existing telephony equipment such as 
IP-PBX or VOIP gateways to manage 
the telephony links with agents.

STG can be easily enhanced to 
provide a variety of voice applications 
such as messaging, monitoring, 
conferencing, coaching and call 
recording.



Excellent Performance 
Under Compliance

Sytel predictive dialer was 
purpose-built to meet today's 
stringent compliance conditions.  

Uniquely Sytel doesn't just comply 
with the regulations, but crucially 
provides excellent performance 
under compliance.

The key to maintaining performance 
means being able to respond instantly 
when campaign conditions change, to 
provide the best possible dialing rate.

Sytel is able to respond immediately 
to changes in agent numbers, but in 
doing so, the adjustment to the 
dialing rate is precise at all times, 
such that the cumulative abandoned 
rate for the campaign doesn't 
deviate from the % target set.



API integration of in-
house applications

Use of the rich agent API in Sytel
allows integration of third party 
applications in a totally 
customisable way, without 
compromise.

Sytel’s Agent Framework product 
allows the integration of third party 
scripting applications into the Scripter 
framework. This takes advantage of the 
Scripter interfaces so that minimal 
integration work is required. This is the 
recommended route for customers 
seeking to integrate their own 
applications.



Realtime Access and 
Update Via ODBC

Sytel Campaign Manager uses a server-
side ODBC connection to act as a 
database proxy on behalf of the call 
centre and also marshal updates on 
behalf of application clients, including 
writing back all disposition and retry 
information. 

Optimised Realtime Feeds and Updates 
with Customers Own Database Employs 
advanced multi-threading, caching and 
centralised update control. 

This means no database contention or 
latency issues to cope with, in achieving 
high scalability.



• Manages all campaign and dialling parameters & strategies.

• Powerful report generation for up-to-the second performance data

• On-the-fly real-time changes to campaign parameters & 
strategies

• Real-time management of agents and campaign performance

• Automatic recall scheduling

• Real-time agent & campaign monitoring & graphical 

screen displays

Supervisor

Sytel Dialler 
Campaign Manager



• Manages agent skill sets

• Agent silent monitoring, coaching & messaging

• Call record exclusions

• Call Result / Disposition codes

• Manages call tables, call lists, call records

• Data Management

• Ad Hoc & historical reporting

• System management & housekeeping tools

Supervisor

Sytel Dialler 
Campaign Manager



Sytel Dialler Campaign Manager



Call Back Configuration

Pool Callbacks if agent 
unavailable:

If the box is unchecked, 
then the call will be retried 
with the same agent, 
according to the rules set 
up in retry options.

If checked, then the call 
will be retried within a few 
minutes, by any agent who 
becomes available.

http://www.centriccc.co.uk/


Database Input

• Data source configuration

http://www.centriccc.co.uk/


The Campaign Wizard

• Dialing and Tuning

http://www.centriccc.co.uk/


Retry Options

• Govern the behavior of all retry algorithms within Campaign Manager

http://www.centriccc.co.uk/


Multiple Phone Numbers

• Alternate numbers

http://www.centriccc.co.uk/


Data Selection

• Filters allow specific types of contacts to be picked

http://www.centriccc.co.uk/


Filters

• The Data Selection page allows the user to specify the types of contacts which are suitable for the 
campaign.

• It is important to remember that the more complex the data selection, the slower database access will 
become when the campaign is running.

http://www.centriccc.co.uk/


Do Not Call List

• Ensures contacts that shouldn’t be called aren’t

http://www.centriccc.co.uk/


Database Output

• Result data can be stored in the database
• Must be configured for retries to work

http://www.centriccc.co.uk/


Reporting
• Works with any ODBC compliant 

database
• Effectively real time reporting
• Historical views as well
• Range of reports based on data known to 

Sytel.  Not an MIS system
• External feeds provided to customers 

own MIS systems



Reporting
Reporting leverages the power of 
RAM and NET technology to deliver 
real-time stats to any browser, 
anywhere. Not only handling input 
from call centre activity as it 
happens, Publisher is designed to 
combine it with data from any 3rd

party database to produce just the 
report you need.

Publisher's unique flexible architecture 
makes it ideal for deployment across the 
enterprise, distributing the processing 
load and enabling thin or fat client 
delivery as you choose. You can select 
from an extensive range of out-of-the-
box reports, or design your own with our 
easy-to-use, XML-based reporting API.
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