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Sytel Predictive Dialler

e 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.
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* 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.
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Sytel Features

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
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Sytel Dialler Features

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

e Recall Management - manages scheduled recall requirements

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

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

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

e Specific Agent Recall - enable your agents to specify that they wish to
"own" a specific call-back
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Sytel's own telephony platform,
Softdial Telephony Gateway™ (STG), | Lina Connactad [LC] Mandatory
uses industry standard components

which allow easy integration with oo | aquiealent ETREUTP.
existing telephony equipment such as | grrrresnr wErErTTEy
IP-PBX or VOIP gateways to manage

the telephony links with agents. Punposa of Message

Thiz= meszage Iels Calzem diat a connect hes: heen extablisdhed bp
STG can be easily enhanced to Param Descriptian Optor  Min  Max
provide a variety of voice applications = = e
such as messaging, monitoring, CH  ConcsionMame M 1 = T
conferencing, coaching and call TH  Tekphone Humber O 1 an E
recording. g

51 Sezsion | dertilier [} 1 =0
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Under Cgmpllance

Sytel predictive dialer was
purpose-built to meet today's

stringent compliance conditions. zim"{”wwhmuﬁ ﬁ\l’"ﬁ.g*ﬂf'%"‘wﬂt Aoy f\ﬁw
2511

4.0 Dialing Rate

Uniquely Sytel doesn't just comply
with the regulations, but crucially . ‘
provides excellent performance y s

under compliance. 10 11 12 { 9 9 4 5
L 1%am am pm pm pm pm pm pm
The key to maintaining performance

means being able to respond instantly
when campaign conditions change, to

provide the best possible dialing rate. 7o Available Agents

Sytel is able to respond immediately o
to changes in agent numbers, but in i 1] | -’TWHW
doing so, the adjustment to the [ | W
dialing rate is precise at all times, 20 1

such that the cumulative abandoned

rate for the campaign doesn't ;21 ;Jﬂ ;1%1 p1m pzm p?ﬂ p‘?ﬂ p5m
deviate from the % target set. ..
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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.

Lcc prew Eneut o
Purpose of Message
Agent Log In [AL] ] P° g
|:.5 The teleghony laver has advised that 3 connect
to 'screen pop' detzils for the specifiag agert.

fﬁ_\ﬂmlim

Agent Connect [AC]

el el BaginCall Event

Param Descrption Opt or  Min
E M LY i O ENEE Mad  Length

Putpose of Message
This message kgs an agent inke a camoaigr

Param [esoription Opt or Min Bl anc ' alue
m Mand Lemngth Leagth Comend

M Campaign Hama M 1 =0 Thiz .nEI
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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.

Campaign M arne: |

Databasze Input ] Databaze Output ] Call Recarding ]
Data Selection (Filters) ] Time Zone Management l Do Mot Call Lists ]
i General || | inked Campaigns ] Telephony Setup | Dialing Tuning ] Rety Options | Schedule ]
999 Thiz page containg the basic campaign settings. Choose a type of outbound or inbound
epp CAmPEDN
The operational parameters will usually be defaulted to settings appropriate for your zite.
You will nat narmally need to change these settings.
& =
fif v
£ B
bz [
-
Preview Options
o~
~
~
| =
~
] | Cancel |
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Campaign Manager

* Manages all campaign and dialling parameters & strategies.

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

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

e Real-time management of agents and campaign performance

e Automatic recall scheduling S ]
upervisor

* Real-time agent & campaign monitoring & graphical

Wiy

screen displays
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Campaign Manager

* Manages agent skill sets

e Agent silent monitoring, coaching & messaging
e Call record exclusions

e (Call Result / Disposition codes

* Manages call tables, call lists, call records
e Data Management

* Ad Hoc & historical reporting

® System management & housekeeping tools
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File Campaign Wiew Help

o » @ ® 4

Create Properties Reload Stop Suzpend Help
# Agents List Size List Rema... | Retries 0... | Cache size | Calls made | Runout Eskimate
Mobiles Predictive : 5000 12890 2 Hours
. InboundTest Predictive 0 4 4 1] 0 ] < 5 Minutes
o _Cold Calls Predictive
Type | Time Campaign Mezzage
@ 20083-11-07 16:01:46  Mobiles & databaze worker thread hag started
@ 2008-11-07 16:01:48  Mobiles Campaigh Starting
@ 20083-11-07 16:01:46  Mobiles & databaze connection has been establizhed with the following data source: DSH=Mobiles
@ 2008-11-07 16:01:46 M Adding DM List DMC_0004. 2dc
@ 2008-11-07 16:01:46 M4 Adding DMC List TenantDMC. zdc
@ 2003-11-07 16:01:51  Mobiles Start Load Hiztary
@ 2008-11-07 16:01:51 Mobilez End of history load. 288 history records processzed.
@ 2008-11-07 16:01:51 kobilesz The databasze warker thread for campaign Mobiles inbialized

For Help, press F1



Edit Campaign

Campaign MHame: |

D atabasze lnput ] D atabaze Output ] Call Hecaording
Drata Selection [Filters) ] Time Zone Management ] Do Mot Call Lists

-

l Linked Campaigns ] Telephony Setup ] Dialing Tuning ] Hetry Optionsz ] Schedule

Thiz page containz the bazic campaign zettingz. Chooze a tppe of outbound ar inbound
Campaigm

The operational parameters will usually be defaulted to settings appropriate for your zite.
““'ou will not normally need to change these zettings.

Prewview Options

Cancel
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parameterz. Thig will give vou the ability to pick table and column names from lists of valid

@ Set up and werify that the databaze connection worlk.s before going through the detail

FIame:.

Data Source Parameters

Mame

Ilzer Mame

Fazzward

F.ey Databasze fields

Source T able/fiew Hame

T elephione number colunn

Alternate Telephone numbers. |

Change Databaze Connechion

D atabasze Connection Yerified

£ Back Meut »

LIrigue key column

Cache Size [50-2000)

b obiles -

Telephone -

|: antact [D -
|an

-

Cancel

Help
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MOTE: There iz no need to change these parameters to alker dialing performance. Softdial
will autoratically adjust the dialing rate.

Thesze parameters are zet to reazonable defaults that zhould only be changed upon
advice frarm wour supplier or in arder to comply with local dialing legizlation,

Overdial Parameters

T arget Abandon Bate [1 - B&) —E
|nitial eztirmated awverage talk time =
Abandon delay [0 - 23] 1
Ring Timeout [15-53z] 16

£ Back Meut » Cancel Help
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Campaign MHame: |

D atabase Input ]
Data Selection [Filkerzs]

l

D atabase Output

l

Time ZLone Management

Call Recording
| Do Mot Call Lists

Schedule

ozt likely to change to zult pour zervice level are the maxinum number of retries and the

@ The default zettingz provided should work, weell For most campaignz. The things you waill be

l
|
l

zhift timmes.

Owerall masimun retnes [1-10] a Dan't rezchedule before 080000 Ak ——
‘Mot Present’ maximumn retries [1-10] 14 Don't reschedule after 09:00:00 PR —
Timme Delay far Type of Failure

Code Descrnphtion Delay blax Mot Present Mot Before Mot After

1 BuLzy O, OH, 15M = Mo 0300 2700 -

2 Mo dngwer oo, 2H. Ok 3 Ve 02:00 21:00

3 Fax Machine oo, 1H. Ok 2 Ve 02:00 21:00

4 b odem Q. 1H. 0k 2 Ves 02:00 21:00

5 Arzwer M achine Q. 2H. 0k 4 Ves 02:00 21:00

i Abandoned 30, 1H. 0k 2 Mo 02:00 21:00

a Hoszt Interrupt O, OH, 20M E Mo 0300 21:00

3 Tirned Out Q. 1H. 0k E Mo 0300 21:00

2B Faszt Busy Q. 2H. 0k E Mo 0300 21:00

31 Called Party Hangup 10, ZH. Ok 2 Mo 300 2700

Aadd. .
k. Cancel Help
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Fhone #1
Fhone #2
Fhone #3
Fhone #4
Fhone #5
Fhone #b
Fhone #7
Fhone #3
Fhone #3
Fhone #10

"-,-'-,-" |:|r|-=2_ ” LI |:IE!f

LMo Selection: it
<Moo Selechon: ol
LMo Selection: ]
Mo Selechon: =
<Moo Selechon: ]
<Moo Selection:

| 4

<Moo Selection:

Mo Selection:

| 4

0k,

Retry Schema for multiple numbers

(¢ Retry uzging only one number.

E =hauzt each number's retriez before
maving an to next phone aumber

~ Ty each number on a round-robin
biasziz

C" make = callz for each phone number

Rety Tatals

~ Apply retry management tatals to
each phone number

o Treat retry management tatals az total
for all phone numbers.

Cancel
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& contact must be gelected by one or mare of the filkters below to be dialed.
REMEMEER : the more filters vou add, the slower data retnesal will be.

@ Here pou can specify which contacts can be selected to be dialed.

M ales aqed 20 o 20

Females aged 18 to 40 A.dd Filter |

E dit Filter |

Copy Filter |

Remowe Filter |

£ Back Meut » I Cancel Help
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Filter Editor x|

Here you can specify the conditions that define this flker.
A, contact must zatizfy all of the conditions below o be selected by this filter.
REMEMEER : the more conditionz vou add, the slower data retnigseal will be,

Filker narme I.-f-.ge between 30 and 40

A0e 1=z greater than or equal to 30

Aage Iz less than ar equal to 40 A.dd

Femove
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which hawe already been preproceszsed will not reverze the effect aof that list,

@ Few liztz zelected below will require the campaign to be preproceszed. Unzelecting liztz

Liztz may be toggled between Unzelected and Selected by uzing the buttons ar by
double-clicking.

Do Mot Call Lists

Uhzelected Selected
Mobiles DHC.2ml
Mew “Fork DM C. st | T |
S DMC. st
QurCaormparny DMHC. xml
=

£ Back Firnizh Cancel Help
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thesze links should be specified here. |f pou want a standard zet of columns appended to

@ If pou hawe made prowvizion for gtoning agents and switch dizpozitions in your databasze
wour prirnary table prezs the button below.

bAdvanced Databaze Parameters

Fesults primary table b abiles hd

Switch B esult Colurm Switch_Heszult hd

Agent Besult Colurmn Agent_Result ]

Tranzaction Timestamp Col  |Result_T5 R

Retry Count Column Retry_Count ad

Retry Uzer Marme Colurnn Retry_Lzermame =) Last Key Processed
Betry Timestarmp Colurn Rety T35 -

£ Back Meut » | Cancel Help
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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

MX Digital Ltd. Unit 7-9 Dunl
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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 3™
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.

@ Maobiles

| & Tl ol
B Cvak | = Connected ba agent 5l

L

A,

ATEN] AT

WIDng perecr

‘ =ik G L T e LT
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Total calls ~ Conmected  Connectsd rate | Mot connected Mot connected rate

1610 23 34.29 % 1053 65.71 %
213 73 39.21 o 138 64.79 T
1151 3432 "h 756 65.68 %
246 33.33 A 164 66.67 %




B (@) ot
= A Mobiles (30)
d n Agents
6 Wendy Allnutt
o Thea Taplin
.‘ Elton Northcote
6 Gaby Covell
6 Jake Grumwald
o Tessa Dawkin
“ Charles Longley
6 Mack Givenchy
6 Freya Dalien
“ Leonora Elmes
o Svd Follet
o Stella Redds!
“ Kate Challinor
o Bill Litte
o Juiian Bales
o Valerie Pinfield
o Lee Gosselin
“ Thomas Pearce
o Adrian Kiine
& Till el
“ Perry Graves
“ Robbie de Gruchy
o Nina Dyer
o Margaret Connell
“ Rose Dewshury
o Lesley Judge
“ Hally Templeman
o Kenneth Dyer
5 Sidney Durnian
“ Fergus Ashby
Q Qenes

Help

""

Agent
." Wendy Allnutt
." Thea Taplin
o Eiton Northcote
& Gaby Covel
.‘ Jake Grumwald
." Tessa Dawking

Total calls
8

Logged time
00:05:27
00:05:33
00:05:39
00:04:46
00:04:34
00:05:11

Working time | Talk time (T)
00:05:27
00:05:33
00:05:38
00:04:46
00:04:33
00:05:11

Wrap time (T) | Wait time (T)

00:00:57
00:01:01
00:00:54
00:00:48
00:00:50

A Total calls

Commitments

Reschedules
Refusals
\Wrong persons

Wrong numbers

Anzwering Machines

futo attendants

00:00:05
00:00:05
00:00:04
00:00:04
00:00:05
00:00:05

r+x A

Elton Northcote

Not ready
Previewing
Talking
Waiting
Wrapping

rX

Calls Chart| =

K



Campaign Success

:: Hour

Conversions
Campaign i ] % All % Live

B Mobiles

oO9-232-2002

11: 00 - 12:00

1= 00 - 1200
1= 00 - 14: 00
Campaign Dayw Totals

Campaign Total

Heakh 100

o=9-22-2003=

11: OO - 12: 00
12 00 - 1=:00
1= 00 - 14: 00
1< 00 - 15: 00
Campaign Dayw Totals

Campaign Tolal




& Count %F‘ercentl

Switch Outcomes Date: Time.
== Campaig“ - Hnur EH] a9-2=2-200= 1= 0% 29
— T S
= — E ]
2 - §F =
= = = ] =
= L — = -
= S =) = =
3 2 2 = o 3 g
Campaign Date Hour #0100 #F009 F00T A00F F00Z F001
B Mobiles
O 22 2003
11:00 - 1200 131 29,0 9,2 Zz.9 0,.s 5.9 =3
Cray Totals 131 20,0 0.2 22 .0 0.8 35.0 2.3 |
Campaign Totals 131 200 0.2 22.0 0.8 5.0 2.3
Heahh 100
0OS- 25 2005
11: 00 - 12; 00 149 PE.S 0.0 15.5 0.0 SZ2.6 =
Cray Totals 19 26 .2 0.0 15.8 0.0 52 .6 5.2
Campaign Totals 19 263 .0 15.8 .0 326 b TS




Call History

Date: Time
Phone Number Session 1D
When Called Outcome Campaign Team Agent

01494 793225 SID793225

0 253/2003 11:45: 14 Switch Timeout B Mahiles [nonel

O%23/2003 11:55:07 Ho Answ er State Farm [rone)
01494 793250 SID793250

092372002 11:54:45 Mo Answ er B Mobiles [nonel

092372002 11:55: 25 Answering Madhine State Farm [nonel
01494 793252 SID793252

09232002 11:54h45 Live Connect B Maobiles Main Lee Soszelin

0232003 11:55: 26 Mo Answ er State Farm (nonel
01494 793253 SID793253

092372002 11:54: 46 Live Connect B Mobiles Main Julian Bales
01494 793254 SID793254

092372002 11:54 4% Live Connect B Maobiles Main Mack Sivenchy

02532003 11:55 27 Answering Madhine State Farm [nonel

Llll
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Agent Activity

:: Campaign

-
- »

AVERAGE [(H:M: S)

Campaign/ .

Agent Team Calls Talk Wrap Wait
B Mobiles

Adrian Eline Main 1 0: a0 29 O: 00: 04 O: 0O0: =20
Bill Litd = Main = 0: 00 29 0: 00 05 :00: 12
Charlez Longley Main = OO0 07 O O0: 00 o a0 25
Elon MHorthoote Main = 0:00: 14 0: 00: 02 O: a0 232
Ehon MHorthoote Red 1 0:00: 1= 0: 07: 0= O: 00 4=
Fergus Ashby Main = o: o0 22 00005 oo 1S
Fergu=s Ashby Fed 1 o012 O O0: 00 O a0: =4
Saby Couwell Main = oo 1s O:00: 04 o017
Saby Couell Fed 1 O:a7: S0 O O0: 00 (m Pl T P =
Jdake Srumw ald Main 1 0:01: 21 O: Q0 07 O: Q0 29
Julian B ales Main = 0: O0: 20 0: 00: 02 :00: 12
Kate Challinaor Main = 00015 0: 00: 0= O: a0 22
Lee So===lin Flain 2 oo 11 0: 0o a0 oo 232
Leonora Elmes Main I2 oo 11 0: 0o 00 o oo 277
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