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I ntroduction

The Centcom Web Administrator application is used to administer your Centcom system via the Internet.
The Centcom Web Administrator application is used primarily to maintain the Centcom data. The
Centcom Web Administrator application will allow you to:

Manage agent setup and security

Manage Team setup

Manage Campaign setup and configuration
Manage CRC’s

Manage the import of dial records into Campaigns.

Getting Started

Use the following process to start the Centcom Web Administrator application:

1. From the Desktop, double-click on g;" to launch the Internet Explorer.

Internek
Explorer

2. Type the HTTP address of the Centcom Web Administrator application
(For example, http://web4.mycentcom.com/WebAdmin/svrOl/default.asp)

3. Press to access the Centcom Web Administrator site.



http://web4.mycentcom.com/WebAdmin/svr01/default.asp
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The Centcom Web Administrator area is displayed.

a Centcom Administrator 1.0.29.5 - Microsoft Internet Explorer ;Iglil

File Edit \Wjew Favorites Tools Help ‘ lﬂ’
: . A ~% N - % ]

D=t - © - ¥ @ (] P Jorwnes @[3 1L [F- B

Address @ http:ffwebd.mycentcom. comfwebadmin/swril fdefault, asp j a Go | Links q_-i -
Centcom

L% CCDS Administrator
S"" Cal Certer Development Services  1.0.29.5 Tenant : [ Access code : I 1B

Centcom Adrinistrator

@ 2006 All rights reserved, Centcorn Software - 1-800-921-2237 -

@ S e v

Now we need to log into the Centcom Web Administrator application.

4. Click in the text box under Tenant:.

5. Type the first part of the Tenant name you would like to log in as (For example, the first part of the
tenant name of Ten). A pick list of tenant names that have previously logged in is displayed.

Tenant : | Acce

tenant &1

6. Click on the tenant name you would like to log in as (For example, the tenant name of tenant A1).

7. Type in your Access Code.

8. Click on to log into the Centcom Web Administrator application.
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The Centcom Web Administrator application is displayed.

CCDS Centcom Administrator 1.0.29.1 System:testhox /D
»

Call Center Development Send - - Tenant:DEMO  jErTmm
¥ RENer Rovelopm Configurations s

Agents Teams Campaigns CRC Groups

(CCDS)

@ 2006 All rights reserved, Centcom Software - 1-500-921-2237 .

There are 7 areas within the Centcom Web Administrator application. Listed below is a brief description of
each:
* Import - used to map data templates that will be used to import dial records into Campaigns for
dialing purposes.
» Configurations - used to configure Agents, Teams, Campaigns, CRC’s, and CRC Groups
* Agents - used to create all of the agents that will be using the Centcom system to accept inbound
and make outbound calls.
» Teams - used to organize agents into groups.
» Campaigns - used to create the projects that will be run within the Centcom system.
* CRC’s - used to create the CRC’s (Call Result Codes) that will be used to disposition call results.
« CRC Groups - used to organize CRC’s by groups for specific Campaigns.

Creating New Agents

Let’s add a new agent to the Centcom Web Administrator application.

1. If necessary, click on

2. Click on Agents
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The Agents area is displayed.

- Agents I Campaigns I CRC Groups
1-3From 11 mﬂumm
JL ID | Login Mame First Mame Last Mame Password UI';::“ Transfer IVR Security Level Active| Action
20 | Julie Julie Julia ek skok ok ok ok [Default] Agent ‘as ‘}_j '}(
17 |Jehns Jahn Srnith CERER B [Cefault] Agent es ?\j '}(
16 [MMorales Maxi Morales f [Default] Agent res T.j w

Let’s create a new agent.

3. Click on Eabove the ID column to create a new agent.

A new record row is displayed at the bottom of the Agents table with a dialog box for Permissions and Skills

settings
- Agents | Campaigns I creGroups _
9-11From 11
L ID | Login Mame First Mame Last Mame Password vl';::" Transfer I¥VR SecurityLevel Active| Acton
& ESharafi Ezzadin Sharafi Aok ok [Default] Adrministrataor NCH ‘}_j b4
5 SBettan Sanny Bettan Aok bk ok o [Default] Adrinistrator NCH E >
3 framk frank frank ek ok ok o [Default] Adrinistrator ez E b4
* I[DeFauIt];Ilﬁgent ;I ¥ H M
Permissions
[ oDutbound Dialing
I_ Messaging
¥ Recording
[ AutoRecording

5 all calls

o Percent E%

[T Secondary Campaign

Primary Team /Department : I

=l
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4. Enter the new agent information.

Use the following table as a reference for completing the new agent information:

Feature:
Login Name

First Name
Last Name
Password

V.Mail Box

Transfer IVR

Security Level

Description:

Identifies a user in the Agent application. Is usually created as a combination of the
agent last name and first name (For example, jjones for krry bnes).

The first name of the new agent would be entered here.

The last name of the new agent would be entered here.

The password can be alpha, numeric, or a combination of both. The password must
be a minimum of three 3 characters with no more than a maximum of fifteen 15
characters.

Voice mailboxes would need to be indicated only if you have the Centcom Voice
Mail System installed with your suite of Centcom products. This field would be
explained in further detail with the documentation you receive with the Centcom

Voice Mail System.

Indicates which IVR Routine will be initiated when this agent does a |[Default] :‘v
transfer to an IVR Routine (would be indicated only if you are utilizing N
IVR Routines). The Transfer IVR would be indicated by clicking on =+ to ilter:qnat:Th—
display the Transfer IVR List. Then, clicking on the desired Transfer IVR  [5,7% 225
routine (For example, the Transfer IVR routine of AgentBusy). AnsMachTe
AnsMachTe
AnzMachTe
AnsMachTe
broadcast
DEMaodifys
Default l

This area is used to indicate the security permissions and security level of access that
will be available to this particular individual in the Agent application.

Choose one of the following security levels:

Denied Access - Prevents an agent from logging into the Agent
application.

Agent - All of the Agent application functions will be available with the
exception of monitoring, coaching, and recording other agents. In
addition, the agent will not be able to change any of their settings within
the Agent application.

Supervisor - All of the Agent application functions will be available
including monitoring, coaching, and recording of agents. However, the
supervisor will not be able to change any of the settings within the Agent
application.

Administrator - All of the Agent application functions will be available
including monitoring, coaching, and recording of agents. In addition, the
administrator will be able to change all of the settings within the Agent
application. The settings would have to be modified at each individual
agent station since they are PC specific.

This security level controls the rights and privileges an agent will
have when they log into the Agent application. s =l

Denied Accass
Agent

The Security Level would be indicated by clicking on ™ to display
the Security Level List. Then, clicking on the desired Security Level [adriniztratar
(For example, the Security Level of Supervisor).
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Active Used to activate or deactivate an agent. If there is a “Yes”, the agent will be
displayed in the Active Agents view of the Administrator application and the list of
agents in the Supervisor application. If there is a “No”, the agent would only be
displayed in the Inactive Agents view of the Administrator application.

NOTE: Terminated agents should be made Inactive and not deleted from the agents list.
This will allow for statistical reporting even after the agent is gone.

Action The icons available in the Action column are used to edit an existing agent, delete an
existing agent, or save a new/modified agent.

NOTE: Because the Centcom application was written in SQL (Structured Query Language), any spaces in
Login Name or any of the other main fields should be represented with an underscore (_) instead of a space
or any other character (For example, the Login Name: of j jones would be inserted as j_jones). This would
hold true throughout this documentation.

5. Click on H in the Action column of the new agent row to save and create the new agent.

NOTE: You may want to consider keeping a master list of passwords since they only display as asterisks

(*¥+*x) in the Security area. If you should ever forget a password, just change it in the Password column and
save the new agent settings.

Permissions Tab

1. If necessary, click on Permissions to display the Permissions area below the Agents table.

The Permissions area is displayed as follows:
I cermissions ek

Outbhound Dialing

Messaging

Recording

i Y i

AutoRecording

& Al calls

" percent EI%

[T secondary Campaign

PrHmary Team /Department : I ;I

The Permissions area is used to indicate the type of permissions an agent will have within Campaigns, as
well as the primary team or department they will be assighed to.
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Use the following table as a reference for completing the Permissions information of an agent:

Feature: Description:

Permissions This area is used to indicate the various functions within the Agent application
an agent will have access to.

Outbound Dialing If checked, will allow an agent to make manual calls.

Messaging If checked, will allow an agent to initiate text messages (IM - Instant Messaging)
with other agents and/or supervisors.

Recording If checked, will allow an agent to start and stop the recording of conversations.

Auto Recording If checked, will automatically record conversations for a designated amount of
time.

All Calls Would automatically record all calls

Percent Would automatically record a designated percentage of calls.

Secondary Campaign Would allow an agent to simultaneously log into another Campaign.

Primary Team/Department The main team or department an agent works in would be indicated here.

Skills Tab

1. Click on R HE ¢5 display the Skills area below the Agents table.

The Skills area is displayed as follows:

Permissions Skills _
I skilla =
I skillz
I~ skilla
I skille
I skills
I skills
I skill7
I skilla

™ skills
[ cLian ﬂ

The Skills area is used with Centcom systems that are enabled for prioritizing inbound calling features. The
incoming calls are routed through an IVR Routine. An IVR Routine is a series of commands that have been
created using the Centcom IVR Maker utility to route a caller without human intervention (For example,
press 1 for English, press 2 for Spanish). Built into the IVR Routine would be skills (For example, Skill1 for
English and Skill2 for Spanish). When a caller presses 1 their call would be routed to an agent that has been
assigned Skill1. When a caller presses 2 their call would be routed to an agent that has been assigned Skill2.




- Centcom Administrator M anual

Assigning Skill Sets

Check all skills that pertain to each agent. If you are using skills in IVR Routines, you must select at least one
skill for each agent (even if an agent has no skills, give them at least a Skill1). If you are not using skills in IVR
Routines, you will not need to select any skills.

Let’s indicate the skill set of the agent as being Spanish. When a caller is listening to an IVR Routine that
indicates “Press 2 for Spanish”, this agent will be part of the pool of agents the caller will be transferred to if
they should actually press “2” for Spanish.

1. Click on Skill2 to insert a checkmark.
Permissions Skills _
I kil i'
M skillz
™ skilla
™ skilla
I skills
I skills
I skillz

™ skills

[ skils
[ ckillnn j

2. Click on H in the Action column of the new agent row to save any changes that were made in the
Permissions and Skills areas..

10
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Changing E xisting Agent | nformation

To change the settings of an existing agent:
1. Click on E at the end of the agent row you would like to modify (For example, the agent of Demo, Closer).

The agent row to be modified is expanded with the Permissions and Skills area displayed:

Agents Teams I Campaigns I CRCs I CRC Groups _
9-11 From 11 nmﬂ

1L ID | Login Name First Hame Last Name Password HI;'::“ Transfer I¥R Securitylevel Active| Action
& ESharafi Ezzadin Sharafi ok gk ok [Default] Adrministratar NCH E '}{
5 SBettan Sanny Bettan ot kohk ek ok [Default] Adrinistratar Tes E )(
3 frank frank frank okkokk ok ok [Default] Adrministratar NCH E '}(
* Clozer | |C|c\ser | |DEMO | |ouo | | | I[De'FauIt] ;I IAgent ;I v H M

Permissions

Outbound Dialing
Messaging

Recording

R UREUREY

AutoRecording

= All calls

" percent EI%

[T Secondary Campaign

Primary Team/Department ;

2. Make any necessary modifications to the agent row.

3. When you are finished making changes to the agent, click on H to save all of your modifications.
Deleting Agents

To delete an agent:
1. Click on 2 at the end of the agent row you would like to delete (For example, the agent of Demo, Closer).

2. Click on oK to confirm the deletion.

cre Groups R

9-11From 11

- Agents I I Campaigns I I

L ID | Login Mame First Mame Last Mame Password vl';::“ Transfer I¥VR SecurityLevel Active| Acton
& ESharafi Ezzadin Sharafi Aok ok [Default] Adrministrataor NCH ‘T\j }(
5 SBettan Sanny Bettan Aok bk ok o [Default] Adrinistrator NCH E }(
3 framk frank frank ek ok ok o [Default] Adrinistrator ez E }(
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Creating New Teams

You will need to add agents to teams in order to have functional agents. Teams are a collection of Campaigns
and agents.

NOTE: If a Campaign and an agent are not in the same team, the agent will not be able to log into the
Campaign.

First, we need to display the Teams area.
1. If necessary, click on
2. Click on Teams

The Teams area is displayed:

- I Teams I

&gents Campaigns I I

CRC Graoups

1-3From 3
ID Team Mame Action
4 DEMO CE‘] *
10 DEMO-a E *
11 DEMO_MRT_e “tli—‘] p o

NOTE: The agents and Campaigns will need to be in place before you can create the teams you want to store
them in.

The teams you set up could be equivalent to the different Centcom applications (a team of agents, a team of

supervisors, or a team of administrators). Teams can also be set up to match the different groups
(departments) of your call center (a team of appointment setters, a team of closers, etc).

12
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Let’s create a new team.
3. Click on E above the ID column to create a new team.

A new record row is displayed at the bottom of the Teams table with a dialog box for Agents and Campaigns
settings.

[ Teams | | ]

Campaigns I I CRC Groups

Agents

1- 3 From 3
i Team Name Action
4 DEMO 2 %
10 DEMO-= fg) ¥
11 DEMO_MRT_e ?Q *
i | | b B

Agents

Linked Agents :

ID Login Login Firsthame Lastname

franmk frank framk

SBettan Sanny Sanny
ESharafi Ezzadin Ezzadin
test test test
frankz frankz frankz
testzd test test

jose jose jose

J5mith Jahn Srnith

MMaorales Maxi Morales

Jahns Jdahn Srnith

Julie Julie Julie

4. Click in the text box of the Team Name column.

5. Type the Team Name (For example, the Team Name of Closers).

I Teams I

Agents Campaighs CRC Groups

1- 3 From 3
1D Team Name Action

4 DEMO fa X

10 DEMO-a ‘iﬂj *

11 DEMC_MRT_e 'iqu ®

* [clozerd] | & B

6. Click on H in the Action column of the new team row to save and create the new team.

13




- Centcom Administrator M anual

Assigning Agents to Teams

Now that the team has been created, it’s time to add the agent(s) you want to include in the team.
To add agents to a team:
1. Click on ‘*‘Q at the end of the team row you would like to modify (For example, the team of Closers).

The team row to be modified is expanded with the Agents and Campaigns area displayed.

I Teams I I

Lgents Campaigns CRC Groups

1-3From 3
D Team Name Action

4 DEMO | %

10 DEMO-& fe ¥

11 DEMO_MRT_= fe) %

* [closerd] | B

Agents

Linked Agents :

2. Double-click on an agent in the Agents: list that you would like to add to the Linked Agents: area

ID Login Login

Firsimame

Lasthame

frank

frank

frank

SBettan

Sanny

Sanny

ESharafi

Ezzadin

Ezzadin

test

test

test

frankz

frankz

frankz

test2d

test

test

jose

jose

jose

JSmith

John

Srmith

MMorales

M axi

Marales

Johns

John

Srmith

Julie

Julie

Julie

(For example, the agent login name of Closer).

14
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The agent has been added to the Linked Agents: area.

- Agents

Campaigns
Linked Agents : Agents :
ID Login ID Login Firstname Lastname
3 frank 3 frank frank frank
=] SBettan Sanny Sonny
[ ESharafi Ezzadin Ezzadin
7 test test test
g frankz frankz frankz
* 9 test34 test test
* 1z jose jose joze
15 JSmith John Srmith
18 MMorales M axi Moralas
17 Johns John Srmith
20 Julie Julie Julie
[

NOTE: The arrows *® that are located between the Linked Agents: and Agents: lists can also be used to

move agents back and forth (you would need to click on the row to move before using the arrows). The same

holds true for the Campaigns area in the next section.

3. When you have finished adding agents to the team, click on H to save the Linked Agents: area.

NOTE: Agents can be removed from a team by double-clicking on the agent in the Linked Agents: area which

would move it back to the Agents: list.

15
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Assigning Campaigns to Teams

Now that all of the agents have been added to the team, it’s time to add the Campaign(s) you want to
include in the team.

1. Click on 'Tx.j at the end of the team row you would like to modify (For example, the team of Closers).

The team row to be modified is expanded with the Agents and Campaigns area displayed:

- I Teams I I I

Campaigns

Agents

CRC Groups

1- 4 From 4
ID Team Name Action

4 DEMO i

10 DEMO-& B %

11 DEMS MRT e E by

5 [closers | B

Agents

Linked Agents :

ID Login Login Lastmame

3 framk framk franmk framk

SRBettan Sonny Sanny
ESharafi Ezzadin Ezzadin
test test test
frankz frankz frankz
testid test test

jose jose jose

JSmith John Smith

MMarales M 2w Maralas

Johns John Smith

Julie Julie Julie

16
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2. Click on [aE e el ak to display the Campaigns area.

The Campaigns area is displayed:

campaigns ]

Linked Campaigns : Campaigns :
ID Project Hame ID Project Hame Descrpbon
] CEM - el
Sk PAREMNT
CEM -
it SURMWEYZ
44 CEM -
* MORTEAGEL
as DEMO-BZE o
» [FREECRM]
CrEMZ-
a2 DIALCUT
DEMO-BZE-
45 ALT
(FREECRM]
DEM-test-
49 1R
J MEM - j

NOTE: The Campaigns that are displayed in the Campaigns: list were created in the Campaigns tab of the
Configurations area (the process of creating Campaigns will be discussed later in this chapter).

17
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3. Double-click on a Campaign in the Campaigns: list you would like to add to the Linked Campaigns: area
(For example, the Campaign of DEMO-PARENT).

The Campaign has been added to the Linked Campaigns: area.

Campaigns ]

Linked Campaigns : Campaigns :
ID Project Hame ID Project Hame Descripton
239 DEMO-PAREMT 2q CrEMC- il
PAREN
CEM -
L SURMWEYZ
a4 CEMC-
“ MR TGEASEL
= DEMo-BZE e
Y (FREECRM]
CEM -
46 CIALOUT
CEMO-BZE-
42 ALT
(FREECRM)
DEMO-te=st-
43 1R
J MER - ﬂ

NOTE: Campaigns can be removed from a team by double-clicking on the Campaign in the Linked
Campaigns: area which would move it back to the Campaigns: list.

4. When you have finished adding Campaigns to the team, click on H to save the Linked Campaigns: area.
Deleting Teams

To delete a team:

1. Click on ¥ at the end of the existing team row you would like to delete (For example, the team of Closers).

] | Teams | | | ]

Campaigns CRC Groups

Agents

1-3From 3
ID Team Mame Action
4 DEMO “‘E‘] b o
10 DEMO-a E *
11 DEMS MRT e CE‘] *

per page

2. Click on oK to confirm the deletion.

18
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Creating a New Campaign

A Campaign is a project thatis created to control the dialing of records (phone numbers and their associated
information). These dialing records contain subject specific information (telemarketing leads, collections
contacts, funding raising leads, etc.) that will be used by agents to make calls. The settings of each
Campaign are modified to handle all of the Centcom software components that are going to be associated
with that Campaign (For example, a script could be used to prompt agents through each call. This script
could have been created using the Centcom Agent Script Builder component. Then, the script would be
introduced to the project in the settings of the Campaign).

The Campaigns area will allow you to:
* Manage Campaign setup and configuration
* Manage the types of Campaigns
* Manage how IVR Routines and Scripts should be handled within a Campaign
* Manage dialer behavior within a Campaign

Let’s create a new Campaign.

1. If necessary, click on

2. Click on Campaighs

The Campaigns area is displayed:

agents

Teams

I Campaigns I

CRC Graups

1- 10 From 19

3. Click on E above the ID column to create a new Campaign.

i Project Hame Descripton Date Created Date Modified Last Import Active Action
a9 DEMO-PAREMT 9f14/2006 1757 |10/29/2008 14:34 | 1/1/2000 00:00 Yes E X @
43 CEMO-SURWEYZ 94142006 18:04 [ 7/31/2008 11:01 | 2/22/2008 10:17 es E x Ih
44 DEMO-MORTEAGEL 91472006 15:10 | 7/14/2008 15:32 | 2/22/2008 10:15 es Q\‘\I_:_"I X @
43 DEMO-BZE (FREECRM) 941472006 15:17 [ 7/3/2007 14:41 /1572006 11:28 Yes G:\“l_:-\] X @
4& CEMO-DIALSUT 951472006 18:50 | 2/19f2007 17:01 |1/1/72000 00:00 es Q\_\I_:_‘] 'x @
48 DEMO-BZBE-ALT (FREECRM] 10/3¢f2006 1300 | 3/29¢/2007 14:21 | 10/3/2006 13:07 Yes E X @
49 CEMO-teszt-JR 12/7/2006 12:15 [12/8/2006 13:26 |9/14/2007 11:43 Mo E x @
51 DEMO-LEADS3E0 17472007 15:13 282007 14:43 17172000 00:00 es Q\‘\I_:_‘] }( @
96 DEMC-R.FR 1/16/2007 13141 (117172007 16:47 |1/16/2007 13:44 Mo E X @
&0 CEMO-SURWEYL 5/22/2007 10:36 (77162008 11:47 [1/1/2000 00:00 es Q\_\I_:_‘] X Ih
X

19
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A new record row is displayed at the bottom of the Campaigns table with a dialog box for Type, IVR, Scripts,
Dialer, Misc 1, Misc 2, ISDN, and CRC Groups settings.

Agents

I Campaigns I

CRC Groups

i Project Hame Description Date Created Date Modified Last Import Active Action

100 DEMO-MAGAZIMEL 372008 14:17 2/4/2008 11:37 7 2002 15:04 res Q\“l_:-‘] }(‘: @
101 |DEMO-MAGAZIMEZ 372008 14:52 372008 14:52 372008 15:04 fes E '}( @
102 | DEMO-CAR-A0NY 5/14/2008 10:00 S/14/2008 14:17 1712000 00:00 es E X @

Scripts Digler Misc1 Misc2 | ISDM  CRCGroups

The Type of Campaign Is :

% predictive: Predict when an agent iz available
Power Dialing: (Non-Predict) Dial only when agents are ready
IV¥R: Calls get routed to Call Control for further processing
Bridge: Facilitates a call to connect to another call

Preview: Sends undialed numbers to the agent to call

Connect To :

[0 People Only e People or AnsMach ) Everything

CIKIGE S

per page

Use the following table as a reference for completing the new Campaign information:

Feature:
Project Name

Description:

What you would like to call the Campaign (For example, the Campaign name of
Newspaper_ColdCalls could be used for a project thatis going to call potential newspaper
subscribers for the first time).

Would be used to describe in more detail the intended purpose of the Campaign.
(For example, To make the initial contact with potential Newspaper Subscribers).
(Display purposes only) indicates when the Campaign was first created.

(Display purposes only) indicates when the Campaign was last modified.

(Display purposes only) indicates the last time dial records were imported into the
Campaign.

Used to activate or deactivate a Campaign. If there is a “Yes”, the Campaign will be
displayed in the Active Campaigns view of the Administrator application and the list
of Campaigns in the Supervisor application. If there is a “No”, the Campaign would
only be displayed in the Inactive Campaigns view of the Administrator application.

Description

Date Created
Date M odified
Last Import

Active

NOTE: Campaigns that are no longer being used should be made Inactive and not
deleted from the Campaigns list. This will allow for statistical reporting even after the
Campaign has been retired.

The icons available in the Action column are used to edit an existing Campaign,
delete an existing Campaign, duplicate an existing Campaign or save a new/modified
Campaign.

Action

NOTE: The ID: number (displayed in the ID column of the Campaigns table) is stored in the Centcom
database as a ProjectlD not as a CampaignID. This would be very important if you should ever need to locate
or manipulate Campaign information in the Centcom database.
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Type Tab

The Type area is used to indicate the type of Campaign you would like to run, as well as the type of contacts
the Campaign should be connecting to.

Type IR Scripts Dialer  Misc 1 Misc2 ISDNM  CRCGroups

The Type of Campaign Is :

Predictive: Predict when an agent is available
Power Dialing: (MNon-Predict) Dial only when agents are ready
IVR: Calls get routed to Call Control for further processing

Bridge: Facilitates a call to connect to another call

i T S S B

Preview: Sends undialed numbers to the agent to call

Connect To :

O People Only . People or AnsMach o Everything

Use the following table as a reference for completing the Type area:
F eature: Description:

Predictive: This type of Campaign will predict when agents are available to take the next call
based on activity (hold times, length of calls, etc.) that is analyzed by algorithms.
The dialer will dial numbers even if all of the agents are busy. (8 to 10 agents or
more to run efficiently).

Power Dialing: This type of Campaign will dial call records only when agents are ready to take the
next call. This type of Campaignh would be considered (non-predictive - disables
predictive dialing). Useful for small groups of agents or when it is important to
minimize the number of dropped calls. (8 agents or less). This is a slower dialing
Campaign that tends to have less dropped calls.

IVR: This type of Campaign would be based on IVR Routines. An IVR Routine is a
series of commands that have been created using the Centcom IVR Maker utility
to route a caller without human intervention (For example, press 1 for English,
press 2 for Spanish). Does not depend on any agents. Instead, the system will dial
when a line is free and routes connected calls to the Centcom Call Control
application for IVR handling (playing messages, prompting for digits, etc.).

Bridge: Is a special IVR Routine type of Campaign used to facilitate the connecting of two
calls together. An IVR routine will add a dialing record to the bridge Campaign,
then upon connection, connect the original call with the bridged call. (For
example, inbound calls that need to be connected to a PBX.)

Preview: This type of Campaign would allow agents to preview the call record before a callis
made.

People Only Will connect to people only.

People or AnsMach Will connect to people or answering machines.

Everything The only type of Campaign that connects to everything is a Bridge Campaign.
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IVR Tab

1. Click on [

The IVR area is displayed:

Scripts Dialer  Misc 1 Misc 2 ISDM
Will Handle : IOutbnund Calls ;I
Do AM Routine : IE'.'erl,' ;I

I¥R Routines to Handler

People : I[N-:une] ;I
Ansmach : I[N-:une] ;I
On Hold : I[N-:une] ;I
AgntXfer: I[Nnne] ;I
Terminate : I[Nune] ;I
Dropped : I[N-:une] ;I

The IVR area is used to indicate how the IVR Routine will handle inbound versus outbound calls, answering
machine routines, and specific IVR Routines based on call types.

Use the following table as a reference for completing the IVR area:
F eature: Description:

Will Handle: The Campaign will handle the following types of calls:
- Inbound Calls
- Outbound Calls
- Blended (a blending of Inbound and Outbound calls)
Do AM Routine The answering machine IVR Routine:
Every - Will run every time an answering machine is detected for the same dial record.
First - Will run only the first time an answering machine is detected for the same dial

record.
Last - Will run only the last time an answering machine is detected for the same dial
record.
People: Click on '™ and indicate the IVR Routine that should run when the dialer connects
to a person.
AnsMach: Click on = and indicate the IVR Routine that should run when the dialer connects
to an answering machine.
On Hold: Click on = and indicate the IVR Routine that should run when a callis placed on hold.
AgntXfer: Click on = and indicate the IVR Routine that should run when a callis transferred
directly to an agent while waiting to be answered.
Terminate Click on = and indicate the IVR Routine (usually one that updates a database) that
should run after the call has been terminated.
Dropped Click on = and indicate the IVR Routine that should run just before dropping a call

(as required by FTC regulations).
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Scripts Tab

1. Click on

The Scripts area is displayed:

wpiie | Dialer | Misc 1 Misc 2 | ISDN  CRCG

Outhound ScHpt : | |

Inbound Script: | |

I_ Interrupt S5crHipt

The Scripts area is used to indicate if a script should be used in the Agent application to prompt agents
through their calls.

Use the following table as a reference for completing the Scripts area:
Feature: Description:

Outbound Script: Location of the first page of a script that would be used for outbound calls. HTML scripts
should contain the filename (do not include the directory) of the HTML page that should
be started when an agent pulls a call.

Inbound Script: Location of the first page of a script that would be used for inbound calls. HTML scripts
should contain the filename (do not include the directory) of the HTML page that should
be started when an agent pulls a call.

Interrupt Script Used to indicate whether or not an interrupt script should be used. If the box is
checked, a script can be used that contains an interrupt button to stop a script should
a call be terminated prior to the scripts completion (only used for clients with very
specific circumstances).

The location of the first page of the interrupt script would also need to be indicated.

HTML scripts should contain the filename (do not include the directory) of the
HTML page that should be started when an agent pulls a call.
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Dialer Tab

1. Click on

The Dialer area is displayed.

Dialer B SEEER S E I1S0OM

Dialer Settings
Phone Length :

Ring Count :
Max Ans Mach Wait: |45

Dropped Call Wait : zac

Answer Machine Detection :

J L

Pacing : |100 -
[T Auto

:

Drop percent !

[T ALR

The Dialer area is used to indicate how the dialer should handle the length of phone numbers, rings, wait
times, answering machine detection and the pacing of predictive Campaign dialing.

Use the following table as a reference for completing the Dialer area:
Feature: Description:

Phone Length: Is the length of phone numbers that are going to be dialed (total number of
digits Prospector will be getting from a fetch for this Campaign). This is the
combined total of Prefix, area code, phone number, and suffix digits that may
be global or specific to this Campaign.

Ring Count: How many times should the call ring before it is considered a no answer.

Max Ans Mach Wait: Is the maximum number of seconds for the dialer to wait for a period of
silence before “force” playing a message to the answering machine (this
option should be set to a value other than 0, even if you never plan to play
messages to an answering machine). If the answering machine message
finishes before this time has passed, then the system will play your message
immediately. However, if this time is reached, then the system will proceed
with the delivery of the message even if the answering machine is still playing
its message (subsequently, the first part of your system message will be cut
off).

NOTE: People or AnsMach would have to be checked in the Connect To area of the
Type tab if you want answering machines to even be considered. And, you would need
to indicate an AnsMach IVR Routine to play in the IVR Routines to Handle: area of the
IVR tab as well.

Dropped Call Wait: Used with a predictive Campaign as the number of seconds the system will
wait with an agent not available before it will drop the call.
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Answering Machine
Detection:

Pacing:

Auto (Pacing)

When answering machine detection is:

On - The system will determine whether the voice on the other endis a person or an
answering machine.

Off - This would allow you to completely turn off the systems ability to listen on the
line and make the determination as to whether the voice on the other end is a person
or an answering machine. This would pass any voice detected (person or answering
machine) call as a connected call. The down side is that agents could be talking to
answering machines (a lot).

Dialogic Pass-Thru - Allows everything through (turns off answering machine detection
and passes all calls through including operator intercepts, etc.). Would use the settings
that are set in the “Dialogic Settings” area of Call Control.

On predictive Campaigns the system uses a dialing algorithm to determine

when to start dialing the next number to keep the agents as busy as possible.

This slide bar allows you to manually adjust this algorithm. By moving the bar

to the right (above normal) the algorithm will be more aggressive. This will

increase the drop rate but lower the agent wait time.

100 would be normal speed. The pick list contains choices from 0 to 200 (0 to
99 would be slower than normal speed pacing - 101 to 200 would be faster
than normal speed pacing).

Allows the system to automatically adjust the pacing based on the algorithms
of a predictive Campaign.

Drop percent: (Pacing) Allows the system to automatically increase or decrease pacing as it attempts

ALR

to maintain the indicated percentage of dropped calls in predictive Campaigns.
Automatic Line Ratio - the system will take away or add lines at will as it
attempts to maintain the desired drop rate. Not as effective as using automatic
pacing.
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Misc 1 Tab

1. Click on &=t

The Misc 1 area is displayed:

Cialer Misc 2 ISDM  CRCGroups

[¥ Auto Start

StartAt:IEIE' vI:IEIEI vI
StupAt:IEl vI:IDEI vI

Record Feching

Fixed :

[ From R4TH

IF Use Time fones

Plane : Il -I

[¥ Use Altermnates

StartAt:Il? vI:II:II:I vI
StupAt:Iii vI:IEIEI vI

Alt Dialing Behavior
i+ pDial Alt If Exist

" pial Alt Number Only
" Alternate Pri/Alt

[T Detect Ans Mach

Time Zone Plane : I*Nnne* "I

The Misc 1 area is used to indicate if the Campaign will be auto started, how the dial records should be
fetched,

Use the following table as a reference for completing the Misc 1 area:
Feature: Description:

Auto Start Used to indicate whether or not the Campaign will be auto started. If the
box is checked, the Campaign will be auto started at the designated Start At:
and Stop At: times (without supervisor intervention).

NOTE: The Supervisor application will need to be up and running and the
Campaign will need to be in the Campaign Queue (the area on the right where
Campaigns are started, paused, and stopped) in order for the Campaign to
automatically start at the designated time.
Start At: Used to indicate the time at which the Campaign will be automatically started.
Stop At: Used to indicate the time at which the Campaign will be automatically stopped
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Fixed:
(Record Fetching)

From R4TN

UseTime Zones

Record Fetching is the number of dial records that should be placed in the
queue for dialing per minute. The system will pull 3 times this number of

dial records (For example, the Fixed: dial record fetch number of 50 would
actually be fetching 150 dial records per minute).

If this is a parent Campaign or a Campaign that will “hold lines” then the
number of dial records to be fetched will be zero. The nhumber of dial
records fetched should be set between 50 and 75 for Campaigns that are
loading a lot of dial records with a large number of agents.

Only used with clients that are running R4TN (Results for the Net) software
in parallel with the Centcom suite of software.

Would be checked if you want the Campaign to dial according to time
zones.

Plan: (UseTime Zones) Used to indicate that you want the Campaign to override the standard time

Use Alternates
Start At:
Stop At:

Dial Alt If Exist

Dial Alt Number Only

Alternate Pri/Alt

Detect Ans Mach

Plan: (Use Alternates)

zones with a time zone plan.

Would be checked if you want the Campaign to dial alternate phone
numbers during designated hours.

Used to indicate the time at which the Campaign will automatically start
dialing alternate phone numbers.

Used to indicate the time at which the Campaign will automatically stop
dialing alternate phone numbers.

The first number (the primary number) will be called and in the event of a

no answer, the second number (the first alternate number) for that party will
be called, and so on.

Directs the call to the second number (the first alternate number) instead of
the first number (the primary number).

The first number (the primary number) will be called and in the event of a

no answer, the second number (the first alternate number) for that party will
be called, and so on (works the same as Dial Alt if Exists).

Would be checked if you want to detect alternate numbers that are
answering machines.

Used to indicate if you want the Campaign to use a time zone plan to dial
alternate phone numbers.
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Misc 2 Tab

1. Click on  [IE22|

The Misc 2 area is displayed:

Type IVE Scripks Dialer | Misc 1 ISODM  CRCGroups

Child Campaign Behavior

% ixed - Mix record from all children campaigns

L Queued - Dial all records in each child before continuing

¥ Campaign Uses Quotas

Quuta: o Daily
" Lifetime

¥ Record fetch decreases as quota limit is reached.

Default ERE:I*NDHE* ,I Connect ERE:I*NDne* ,I

Default DML CRLC and Type

I*Nnne* ;"Ne'.lerEl.lerCall ;I

The Misc 2 area is used to indicate child Campaign behavior (if being used), how to use quotas (if being used)
phone number prefix and suffix numbers (if being used), default and connect CRC’s (Call Result Code’s) types
and a default DNC (Do Not Call) CRC.

Use the following table as a reference for completing the Misc 2 area:

Feature: Description:
Mixed - Mix records from Dial records from all child Campaigns under the desighated primary
all children campaigns Campaign will be randomly dialed.

Queued - Dial all records in Dial records in each child Campaign will be dialed in the order the child

each child before continuing Campaigns appear in the Campaign Queue (the area on the right where
Campaigns are started, paused, and stopped) of the Supervisor
application. When the first child Campaign runs low on eligible dial
records it will move to the next child Campaign and start pulling dial
records, and so on until the dialing of all child Campaigns has been

completed.

Campaign Uses Quotas Would be checked if you want the Campaign to be based on quotas (For
example, a Quota could be the number of appointments to be set for the
day).

Quota: Would be used to indicate the goal amount at which the Campaign

should stop (For example, the maximum number of appointments that
can be set for the day).

Daily (Quota) Would be used to indicate that the Quota will be met for each day the
Campaign is run.
Lifetime (Quota) Would be used to indicate that the Quota will be met throughout the

lifetime (multiple days) of the Campaign.
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Record fetch decreases as

Prefix:

Suffix:

Default CRC:

Connect CRC:

Default DNC CRC

Type of DNC CRC

Would be used to indicate that you would like the Campaign dial record
fetching to slow down as the Quota amount is approaching (For
example, if the Quota was 10, the Campaign fetching would start to slow
down at 8 and substantially slow down the fetching at 9 so that the
Campaign can stop at 10. This would reduce the risk of exceeding the
Quota goal of 10).

Would be used to indicate numbers that need to be dialed at the
beginning of the dial record phone number (For example, the Prefix: of
91 might be used to indicate that a 9 is required to go through the PBX
system and a 1 is required by the long distance provider).

Would be used to indicate numbers that need to be dialed at the end of
the dial record phone number (For example, the Suffix: of 230 might be
used to indicate a billing code that is required by a phone vendor for
billing purposes).

Would be used to indicate a default CRC that would be displayed when
the Call Results screen appears for agents to disposition calls. The down
side of this option would be the chance of agents clicking on

to quickly exit from the Call Results screen (this would

cause all of their calls to be dispositioned with the same default CRC
code).

Would be used to indicate the CRC that should be used when an agent
connects 2 calls together.

The system will automatically check when a call terminates to see if the
CRC thatis used in the Call Results area matches this default DNC

CRC. If a match is found, then the call record will automatically be
added to the DNC list of phone numbers.

This is where the type of DNC CRC would be indicated. This field

works in conjunction with the Default DNC CRC field.
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ISDN Tab

1. Click on I1SDM

The ISDN area is displayed:

Type L Scripts | Dialer Misc 1 Misc 2 CRCGroups

[T uses ISDN Lines

[ set ANI For Dutbound Ccalls
ANI: | |

The ISDN area is used to indicate that the Campaign is using ISDN lines, as well as the ANI phone number
that you would like to have displayed on the connected calls Caller ID equipment.

Use the following table as a reference for completing the ISDN area:
Feature: Description:

Uses ISDN Lines Where you would indicate that the Campaign makes calls over an ISDN
T1.The ISDN T1 can display a phone number of your choosing on the
connected calls Caller ID equipment.

Set ANI For Outbound Calls Where you would indicate that you would like to display an ANI
(Automatic Number Identification) aka “Caller ID” number on the
connected calls Caller ID equipment.

ANI: Type the caller ID number as you would like it to appear on the
connected calls Caller ID equipment.
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Assigning a CRC Group to a Campaign

1. Click on CRCGroups

The CRC Groups area is displayed:

Linked CRCGroups :

Dialer Misc 1 | Misc 2

CRC Groups @

ID

Manwe

=N CRCGroups

1D

Mame

CEMC

demoS

]

[

NOTE: The CRC Groups that are displayed in the CRC Groups tab were created in the CRC Groups tab of the
Configurations area (the process of creating CRC’s and CRC Groups will be discussed later in this chapter).
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To add a CRC Group to a Campaign:

2. Double-click on a CRC Group in the CRC Groups: list that you would like to add to the Linked
CRCGroups: area (For example, the CRC Group of Pending).

The CRC Group has been added to the Linked CRCGroups: area.

Scripts B =T S e S =R RS CRCGroups
Linked CRCGroups : CRC Groups :
10 Hame 10 Mame
1 DEMO - 1 DEMO =
dermosS

[ [

NOTE: CRC Groups can be removed from a Campaign by double-clicking on the CRC Group in the Linked
CRCGroups: area which would move it back to the CRC Groups: list.

3. When you have finished adding CRC Groups to the Campaign, click on H to save the new
Campaign with all the settings.
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Changing E xisting Campaign | nformation

To change the settings of an existing Campaign:

1. Click on E‘] at the end of the Campaign row you would like to modify (For example, the Campaign of Demo).

The Campaign row to be modified is expanded with the Type, IVR, Scripts, Dialer, Misc 1, Misc 2, ISDN, and
CRC Groups areas displayed:

Agents I Campaigns I I CRC Groups

i Project Mame Descripton Date Created Date Modified Last Import Active Action

a9 CEMO-PARENT 142006 17:57 1072272005 14:34 1/1/2000 00:00 es E X @
43 CEMO-SUIRWEY2 F14/2006 18:04 73172008 11:01 2¢22/2008 10017 es E 'x m
44 |[CEMO-MORTGAGEL | | %/14/z006 18:10 | F/14/2008 15:32 | 2/22/2008 10:15 F lHE D

Type I'VR Scripts Digler  Misc1 Misc 2  ISDN  CRCGroups

The Type of Campaign Is :

Predictive: Predict when an agent is available
Power Dialing: (Mon-Predict) Dial only when agents are ready

I¥R: Calls get routed to Call Control for further processing

Bridge: Facilitates a call to connect to another call

Preview: Sends undialed numbers to the agent to call

Connect To :
O People Only [ People or AnsMach - Everything

2. Make any necessary modifications to the Campaign row.

3. When you are finished making changes to the Campaign, click on H to save all of your modifications.
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Copying a Campaign

The Campaign area provides the ability to copy an existing Campaign when you want to create a new
Campaign that will have a majority of the same settings as the existing Campaign.

To copy an existing Campaign:

1. Click on |._|j at the end of the existing Campaign row you would like to duplicate (For example, the
Campaign of Script).

| campaigns | ]

1-3From 19

CRC Groups

i s) Project Hame Description Date Created Date Modified Last Import Active Action

29 DEMO-PARENT 9714/20068 17:57 107292002 14:34 1/1/2000 00:00 res E X m
43 DEMO-SURWEYZ af14/ 2006 15:04 Fé31/z008 11:01 222/ Z008 10017 es E x m
44 CEMO-MORTEAGEL a/14/2006 18:10 7r14/2008 15:32 2/22/2008 10:15 fes ‘Tﬂ X m

2. Click in the text box next to Project Name:.

3. Type a new Campaign name for the copied project.

4. Click in the text box next to Description:.

5. Type a new Description for the copied project.

6. Click on Copy to create the new (copied) Campaign.

7. Click on '@ at the end of the copied Campaign row you would like to modify.
8. Make any necessary modifications to the copied Campaign.

9. When you are finished making changes to the copied Campaign, click on H to save all of your
modifications.
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Deleting a Campaign
To delete a Campaign:

1. Click on > at the end of the existing Campaign row you would like to delete (For example, the
Campaign of DEMO-SURVEY2).

I Campaigns I I

Teams CRC Groups

Agents

ID Project Name DescHpton Date Created Date Modified Last Import Active Action

39 DEMO-PARENT I¢14/ 2006 17:57 107292005 14:34 1/1/2000 ao:o0 fes Q\ﬂj }( Ib

43 CEMC-SURWEY2 14/ 2006 18:04 7/31/2008 11:01 2fz2/2008 10:17 Yes '{‘\j '}( Ib

44 CEMO-MORTGEAGEL /142006 18:10 Fil4/2008 15:32 2f22/2008 10:15 es E X Ih
2. Click on o, to confirm the deletion.

Creating Call Result Codes (CRC’s)

CRC’s (Call Result Codes) are used to identify the results (disposition) of each call that is completed by an
agent or the system (For example, the CRC of NI: Not Interested could be used to indicate a disposition of
the contact not being interested in the subject of the call).

You will need to create CRC’s for every type of call disposition you would like to track as an agency in
Campaigns.

Let’s create a new CRC.
1. If necessary, click on Configurations
2. Click on CRCs

The CRC’s area is displayed:

Bl oo I teams T campaions | CRCs I creorou: N

From 17
D CRC DescHpton Default Status Success | Contact | Enabled [Rewenue| Acton
3 SALE Sale Persan Yes Yes Ves 100 Q}j '}(
2 M Mo Answer Perzon Mo Mo Yes u] E '}{
El M Mot Available Person Mo Tes Tes i} 'Kj bt
10 (k=1 Deceaszed Persan Mo Yes Ves i} Q}j '}(
11 MI Mot Interasted Parsan Ma Yas Yes o} E '}{
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3. Click on Ig]above the ID column to create a new CRC.

A new record row is displayed at the bottom of the CRC table with a dialog box for CRC settings:

Agents Teams I Campaighs I CRCs I CRC Groups

i CRC Descripton Default Status Success | Contact | Enabled [Revenue| Action

14 DMC2  |Do not call Back Parsan Ma as es 0 Q\"nj }(

15 Errr Pleaze chooze a CRC Parsan Mo Mo es 0 '{‘j '}{

16 Wi wirong Murmber Parzan Ma NiCH NCH u] '{‘j )(

17 DHC1 | Dont Call Back Person Mo Tes Yes 0 '{__Ij ')(

1z TEET4 | CCDE test 4 Person Yas Yas es u] Q\"nj }(
| IF‘erson

CRC

{* None

{" Final CRE

" Automatically Recall

Recallin |0 Irnin ;I

[T Rollower To Campaign

Rollover Campaign : |[Hone] -

4. Enter the new CRC information.

Use the following table as a reference for completing the new CRC information:

Feature: Description:

CRC Would be used to indicate the CRC abbreviation (this field is limited to a maximum of 5
characters).

Description Would be used to indicate a description of the CRC abbreviation.

Default Status Would be used to indicate what the default status of this CRC code
should be interpreted as by the system. The following list displays the available choices:
- Person
- No Answer
- Busy
- Operator Intercept
-DropMHang Up
- Answer Machine
- Fax Machine/Modem

Success Would be used to indicate (with a “Yes”) that this CRC code was considered a success
(For example, a sale would be considered a success, setting an appointment would be
considered a success, an agreement to pay a collection amount would be considered a
success, etc.).

Contact Would be used to indicate (with a “Yes”) that this CRC code is considered having
reached the intended contact with this call.

Enabled Would be used to indicate (with a “Yes”) that this CRC code is currently active and will
show up for call disposition, in statistical information areas, for reporting purposes, etc.

Revenue Would be used to indicate a dollar amount value for this CRC code.

Action The icons available in the Action column are used to edit an existing CRC, delete an

existing CRC, duplicate an existing CRC or save a new/modified CRC.
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CRC Tab

The CRC area is used to indicate additional information about the CRC you would like to create.

] CRC I

{* mMone

" Final CRC

{~  Automatically Recall
Recall in : |0 I i ;I

[~ Rollover To Campaign

Rollover Campaign : |[Hone] -

Use the following table as a reference for completing the CRC area:

Feature: Description:

None Would be used to indicate this is not a final CRC or a CRC that
automatically needs to be recalled.

Final CRC Would be used to indicate if this CRC code will be considered the final

CRC of this dial record. Once a lead (not a phone number) is
dispositioned with a Final CRC, the dial record will not be called again on
any of its numbers (primary or alternate). It does not matter if the Final
CRC was used on a primary number or alternate number. Once a Final
CRC is set, the dial record is done (unless reloaded).

Automatically Recall Would be used to indicate if this CRC code will automatically cause the
dial record to be recalled.

Recall in: The number you enter here would correlate with whatever is selected in
the next field of Mins.Hours/Days (For example, if you wanted to
perform this recall in 2 hours, you would make Recallin a 2 and
designate the next field as Hours).

Mins/Hours/Days Would be used to indicate you would like the Campaign to perform this
recall in Minutes, Hours, or Days.

Rollover to Campaign Would be used to indicate you would like the recall dial record to roll over
to another Campaign.

Rollover Campaign: Would be used to indicate a different Campaign you would like the recall
dial record to be rolled over to.

When you have completed the Add CRC area, click on H to save the new CRC with all the settings.
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Deleting CRC’s

To delete a team:

1. Click on € at the end of the existing CRC row you would like to delete (For example, the CRC of Sale).

Campaighs I CRCs I CRC Groups

From 17
i CRC Descripton Default Status Success | Contact | Enabled [Revenue| Action
14 DHC2 | Do not call Back Perzan Ma es es 0 ?\‘I_E\l '}(
15 EErr Plzase choose a CRC Parsan Ma Ma es 0 Q\‘I_fl }(
16 Wi wirong Murmber Parzan Ma NiCH NCH u] '{‘I_:-‘] )(
17 DHC1 | Dont Call Back Person Mo Tes Yes 0 E ')(
1a TEST4 | CCDS test 4 Person Yes Yes es u] ?\‘I_E\l '}(
2. Click on Ok to confirm the deletion.

Creating New CRC Groups

You will need to add CRC’s to groups in order to have disposition codes available for the Call Results area in
Campaigns. Groups are a collection of Campaigns and CRC’s.

NOTE: If a Campaign and CRC are not in the same group, then agents will not be able to disposition calls.
Let’s create a new CRC Group.
1. If necessary, click on Configurations

2. Click on CRZ Groups

The CRC Groups area is displayed:

Agents Campaigns CRC Groups
1-2From 2
1D CRC Groups Action
1 DEMO e %
g demos & ¥

3. Click on E above the ID column to create a new CRC Group.
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A new record row is displayed at the bottom of the CRC Group table with a dialog box for CRCs on Group
settings.

Campaighs I

D CRC Groups

1 DEMOC

o] dermoS

CRCs on Group

Linked CRCs ¢ CRCs :

I I Descrplion

Mot Called

Queued far dialing
1

Call Back

Lo Mot Call

Sale

Mo Answer

Mot Available

L e e I N T T

Deceazed

Mot Interested

=
o

(g
[y

Secand Sale
[Reverue]

[
]

Mot Interested - Call
hark later

[y
L]

4. Click in the text box of the CRC Groups name column.

5. Type the CRC Group name (For example, the CRC Group name of Scheduling).

CRC Groups

Campaigns

ID CRC Groups Action
1 DEMO e ¥
=} dernos Q\“j }(
* |Schedu|ing |H H

6. Click on H in the Action column of the new CRC Group row to save and create the new CRC Group.
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Assigning CRC’s to CRC Groups

Now that the CRC Group has been created, it’s time to add the CRC(s) you want to include in the CRC Group.
To add CRC(s) to a CRC Group:

1. Click on Eat the end of the CRC Group row you would like to add CRC(s) to (For example, the CRC Group
of Scheduling).

The CRC Group row to be modified is expanded with the CRCs on Group area displayed.

| |

1-2 From 2

Campaighs

Agents

1D CRC Groups Action
1 DEMO m *
] dermas E }(
* Scheduling| |H W

CRCs on Group

Linked CRCs : CRLs :

ID ID Descrpbon

Mot Called

Queued for dialing
1

Call Back

Do Mot Call

Sale

Mo Answer

C I e = T I T O A

Mot Available

(g
[}

Deceased

Mot Interested

[y
[y

Second Sale
[Rewverue]

Mot Interested - Call
hark later

=
]

(g
L5}
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2. Double-click on a CRC in the CRCs: list you would like to add to the Linked CRCs: area (For example, the CRC
of NI - Not Interested).

The CRC has been added to the Linked CRCs: area.

[ CRCs on Group ]

Linked CRCs : CRC= :
ID CRC ID CRC Descrpbon
11 MI 1 MO CLL Mot Called il
z QUE Queued for dialing
3 1 1
4 CB Call Back
=] DM Do Mot Call
* & SALE Sale
* 2 MA Mo Answer
El AN Mot Available
10 [B3=1 Ceceaszed e
11 MI Mot Interested
12 SALEZ ?:;ﬂguaeajle
[ s wice ot Interested - Cal -

NOTE:The arrows ® that are located between the Linked CRC’s: and CRC’s: lists can also be used to move
CRC’s back and forth (you would need to click on the row to move before using the arrows).

3. When you have finished adding CRC’s to the CRC Group, click on Hto save the Linked CRC’s: area.

NOTE: CRC’s can be removed from a CRC Group by double-clicking on the CRC in the Linked CRCs: area
which would move it back to the CRCs: list.

Deleting CRC Groups

1. Click on . at the end of the existing CRC Group row you would like to delete (For example, the

CRC Group of Scheduling).

Campaighs

Lgents

1D CRC Groups Action
1 DEMGO E] w
g dermoS Q\I;'] }(‘:
9 Scheduling m }(
2. Click on (04 to confirm the deletion.
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Importing Data
1. Click on Irmport:
The Upload and Dial Builder tabs are displayed:

Centcom Administrator 1.0.29.1 System:testbox /D

Tenant:DEMO  JElE=y

Uploading Data Files
The data file will need to be introduced to the Import area before the Import Template can be built.

1. Click on Upload

The Upload area is displayed:

"7 Upoad MNCTETTEN 0

Upload Leads ID File Mame File Size (Kb) |- Upload Time

16 leads.csw 0,08 2i2e/2008 14:10

15 leads2 txt 0.0& &f 72007 19:16

14 leads. txt 0.0e E/E/2007 11:23

Mew Upload

All of the data files that have been previously uploaded to the Import area are listed.

To load a data file:

2. Click on | Mew Upload |

The New Upload area is displayed:

| New Upload
|
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3. Click on

The Choose File area is displayed:

Look jni: | (3 DEMO QT E

File name: I j Open I
Files of type: | &1l Files [ | Cancel |
A

4. Click on the Data File you would like to load (For example, the data file of sample.csv).

Look in: | (2 DEMO e N N

File name: Isample. CEY j Open I
Files of type: I,ﬂ-,ll Files [*.7) j Cancel |
i

5. Click on to pull the selected data file into the New Upload area.

The data file is displayed in the New Upload area:

Mew Upload

CihDocuments and Settings\frank\Deszktophleadzs\DEMO
Upload

6. Click on to upload the data file.

The data file will now be available in the Dial Builder area to create an Import Template. 43
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Building an Import Template in the Dial Builder Area
1. Click on Dial Builder

The Dial Builder area is displayed:

Dial Builder

Upload

I Template
Name

12 |TEMPLATE leads. txt H\X D Import
13 |TEMPLATEZ leads 2.kt Q[mj }( m Import
14 |TEMPLATE3 leads. csu DEMO-IMPORTIUME HX D DG
15 |TEMPLATE4 leads. csw CEMO-test-IR E }( m Inmport
18 | TEMPLATES leadsz.txt DEMO-test-IR §g % Fe Import

1D

File Campaign Acton Optons

1o [rempiaTes 2% D

This is where an Import template is created to map the import file data to a Campaign so the data can be
imported as dial records.

2. Click on Eabove the ID column to create a new Import template.
A new record row is displayed in the Dial Builder table with a dialog box for Parameters and Settings.

] Dial Builder

I Template
Nane

L]

Campaign

Parameters

Dial Table Field Mapping

lm Dial Field Import Field

call pata SourcelD

Fields

PhoneAreaCode

PhoneMurField

AltareaCode

AltMurmField

L
+ 4 Field1

Fieldz

Other Call Data Fields

r Import to Secondary Tabl
G I Contact

[<rLf]
[Tab]
[Epace]

Dial Field

SourcelD

AccountMa

FHarme

MInitial
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Parameters Tab

Let’s set the Parameters for an import.

1. Click in the text box under Template Name.

2. Type a name for the Import Template (For example, the Import Template name of Demo).

Upload Dial Builder

D 'I::rﬂahe File Campaign Action Options
| [Eewd = =l[ld b I

3. Under File, click on '™ and select the data file that contains the dial records for this import (For
example, the File of sample.csv).

sample.csv ;I
leads, csw

leads. txt

leads2, tut

izarmple, cow

4. Under Campaign:, click on ™ and select the Campaign the imported dial records will be pulled into
(For example, the Campaign of DEMO-SURVEY1).

DEMC-IMPORTIULY -
CEMO-IMPCORTIUNE

DEMO-LEADS3E0

DEMOC-MAGAZIMNEL

CEMO-MAGAZIMEZ

DEMOC-MORTGAGEL

CEMO-PARENT

DEMC-RFR

IDEMC - SLIRVEYL

DEMOC-SURMEY2 —_—
DEMO-test-JR l

The fields that are available from the displayed data file will be listed in the Fields area as displayed below.

Fields

PHCME
MAME
ADDRESS

These fields will be used to build the Call Data template of dial record information that you would like to
appear for an agent. The Call Data will be displayed when a call is received by an agent in the Call Info area o
the Agent application.
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Building a Call Data Template

Let’s build a Call Data template.

1. Double-click on a field from the Fields list that you would like to display dial record information in
the Call Data area (For example, the Phone field which would display the phone number).

Sample
Field
e call Data
PHOME
e PHOME I_
MAME
ADDRESS *

[~

The following Other Call Data Fields are available to insert between data fields:

Feature:

[CrLf]
[Tab]
[Space]

i

| 1=

Description:

Would be used to insert a carriage return (blank line) in the Call Data.
Would be used to insert a tab worth of space in the Call Data.

Would be used to insert a space in the Call Data.

Would be used to insert free form text in the Call Data (For example, the
comma “,” between Name and Address could be inserted in the Other Call
Data Fields list so it can be added to the Call Data). You would click in

the text box under Other Call Data Field:, type the free form text, then
press =] to add it to the Other Call Data Fields list.

2. Double-click on [CrLf] from the Other Call Data Fields list to create a blank line.

Sample

Call Data
PHOME i
[CrLf]

¥
Other Call Data Fields

[CrLf] =
[Tab]
[Space]

§=
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3. Continue to double-click on Fields and Other Call Data Fields until the following Call Data
template list has been built:

Sample
Call Data
FHOHE il
[CrLF]
MAME
[CrLf] [
ADDRESS A
+
Other Call ata Fields
[ZrLf] 1=
[Tab]
[Space]
L. hEl

Let’s create some free form text for the Call Data area.

4. Under Other Call Data Fields, click in the text box.

5. Type some free form text (For example, the free form text of “,” for a comma between City and State).

B | &

6. Click on r I|to create the free form text.

The free form text is now displayed in the Other Call Data Fields list.

Other Call Data Fields

[<rLf]
[Tab]
[Space]

"o |><

| =
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7. Continue to double-click on Fields and Other Call Data Fields until the following Call Data
template list has been added to the bottom of the existing list:

Call Data

[=rLf] -
ADDRESS

PHOCME

8. Click on

The Sample Call Data area is displayed with a sample of the dial records, as they would appear in the Call
Info area of the Agent application.

9. Click on | rlziic | to view a few of the sam ple dial records to verify this is how
you would like the Call Data to appear.

10. Click on | tlose | to exit from the Sample Call Data area.
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Data File Field M apping
The primary key (field) from the data file needs to be identified in the Dial Table Field Mapping area. The

primary key is the piece of data that is unique to every dial record in a data file (For example, the primary
key of Phone would be a very common unique field of data in most data files).

1. Under Dial Table Field Mapping, click on * in the Import Field of the Dial Field you want to
identify (For example the Dial Field of PhoneNumField).

2. Locate and click on the Import Field that represents the primary key (For example, the Import Field
of Phone).

NOTE: If the phone number and the area code are split apart in the data file, you can place the field that
corresponds with each in the appropriate fields here. Alternate numbers can also be mapped to their
corresponding fields.

Dial Table Field Mapping

Dial Field Import Field
Sourcell I ;I el
PhaoneArzaCaode I ;I
PhaneMuriFizld ;I -
AltareaCode
AltMurmField EEEERESS
Field1 | =1
Fieldz | =]

The Import To Secondary Table area would be used when contact information is being pulled into scripts by
mapping the Dial Field’s to the Import Field’s for each contact field that is contained in the script.

The following example displays mapped contact fields for a script:

v Import to Secondary Table

ICDntact ;I
Dial Field Import Field
T — "
LName | MAME [ R
Title | |
HomeAddl | ADDRESS =]
Hormeaddz I LI j

NOTE: Import To Secondary Table would be selected, the Secondary Table would be indicated (For example the
Contact Table), and the Dial Field ’s would be mapped to the Import Field

This would only apply to clients using scripts with contact information being pulled into the script. If you are
not using scripts, then this process can be skipped.
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Settings Tab

1. Click on

The Settings area is displayed.

Farameters

Settings ]

™ Remowve Duplicate Numbers ™ Remowve Never Calls

™ view an Duplicates

IShallDw ;I

[” theck Phone Length Integrity

= From Every MeverCall Type
T From Selected Types :

I_ MeverEvarCall

Phone Mum. Length :

I_ Truncate
™ purify
[ Reset Fields

Use the following table as a reference for completing the Dial Builder Settings information:

Feature:

Remove Duplicate Numbers

View All Duplicates

View All Duplicates (M ulti
Dup Options pick list)

Check Phone Length

Integrity
Phone Num Length:

Truncate

Purify

Description:

When this option is checked, all dial records that are being added will be
checked against any dial records already in the Dial table of that particular
Campaign, and any duplicate dial record phone numbers will not be added
during the import process.

Will display all of the duplicate dial records that are encountered during the
import process.

Would be used to indicate how multiple number dialing should be handled. Used
primarily in collection environments to load duplicate POE’s (Places of
Employment).

The following list displays the available choices with a description of each:

- None - You do not want to scrub against any multiple duplicate numbers.

- Shallow - Will only scrub against that account’s phone number. The rest of the
records in the Dial Table and the rest of the import data will not be scrubbed
against. Therefore, if a dial record has 4 alternate numbers then it will scrub all 4
against themselves along with the primary number (but nothing else).

- ShallowNoPri - Works the same as Shallow. However, the primary number will
not be scrubbed against.

- Deep - Will scrub against the primary number, alternate numbers, and all of the
other dial records.

- DeepNoPri - Works the same as Deep. However, the primary number will not be
scrubbed against.

When this option is checked, phone numbers will be checked for the integrity of
the phone length that is indicated in the Phone Num Length: option.

When this option is checked, phone numbers will be striped of any dashes,
spaces etc. in order to maintain the indicated phone length during the import
process.

When this option is checked, phone number digits will be truncated according to
the designated Phone Num Length: during the import process

When this option is checked, alpha characters and other symbols will be
removed from phone numbers during the import process.
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Reset Fields When this option is checked, the Campaign information, call data, and
conditions will stay consistent even if a new source table is selected. This
setting is used in specific call center applications and should be used
with caution and direction from the Centcom Technical Support Staff.

Remove Never Calls When this option is checked, the existing list of DNC (Do Not Call)
phone numbers will be compared against the list of phone numbers that
are being imported. Any matches will be dealt with according to how the
next 2 options are selected (From Every NeverCall Type and From
Selected Types:).

From Every NeverCall Type When this option is selected, the existing list of DNC (Do Not Call)
phone numbers will be compared against the list of phone numbers that
are being imported and any matches will not be imported for every
existing NeverCall DNC type.

From Selected Types: When this option is selected, the existing list of DNC (Do Not Call)
phone numbers will be compared against the list of phone numbers that
are being imported and any matches will not be imported for every
NeverCall DNC type thatis selected in the DNC list.

NOTE: Click on each existing DNC CRC from the displayed list that you

want to be compared against. (For example, the DNC CRC of
NeverE verCall

T From Selected Types :

[ MeverEuercall

Saving an I mport Template
Click on Hto save the import settings as a .dbr template that can be used for future imports.
Performing the Data File I mport

1. Click on next to the Import Template you would like to import data into (For example, the
Demo Import Template).

The Import area is displayed:

Dial Builder
Template . . - .
1D Name File Campaign Acton Optons
20 |DEMO sample csw DEMO-SURVEYL °\‘] » LD

I_ Femove Prior Records

| S5tart Import | | Cancel |

NOTE: After dial records are imported into a Campaign for the first time, you will have the option of removing
any prior dial records from the Campaign (emptying the Campaign of any dial records) the next time you
perform an import into the Campaign by placing a checkmark in front of the Remove Prior Records option.
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2. Click on [ start Import | to perform the Import.

Once the Import is complete, an Import Summary area will be displayed:

2. Click on _ to exit from the Import Summary area.
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