campaign
management

Campaign management is at the heart of any contact center.
Here the critical decisions that affect the productivity and
profitability of the business are made and with clients
demanding ever more precision and granularity in controlling
how effectively their line of business data is managed, the
complexity of the contact center manager’s job can be
compared to that of an air traffic controller.

Just like the air traffic controller, the contact center manager
depends on reliable and competent management tools to do
his job well. Softdial Campaign Manager provides a logically
arranged control and monitoring suite that simplifies the task
of keeping the contact center ‘flying’ under the most demanding
conditions.

In common with the other world leading Softdial components,
Softdial Campaign Manager™ automates functions that should
interfaces

be automated while providing intuitive control

wherever manual intervention is required.

Features

. Predictive, Progressive, Preview,
Inbound, IVR campaigns

. Multiple lists per campaign

. Multiple numbers per contact

. Automatic Inbound/Outbound blending

. Outbound skills based routing

. Data selection filters with preview

. Retry and callback management

. Timezone management

. Do not call lists

. Campaign scheduling

. End of list management

. Automated dialer performance tuning

. Call recording management

. Database management

. Blended Audio, Email, SMS, IM

. Regulatory compliance management

Highlights
Linked Campalgns Linked Campaigns Li_hJ
Multiple outbound lists may be easily combined into ::0 It is possible to group several Campaign Manager lists into one dialer campaign. This page

a single campaign, maximising dialer and agent
productivity and allowing controlled blending of

allows you to define whether and how this is done.

NOTE: Linked campaigns take their tuning settings from a master campaign. A group of
linked campaigns has one master campaign.

records from each list. Records may be apportioned
based on the individual list sizes or ratios may be
set, for example to give time or access frequency
limited lists higher priority and separate retry rules.

Multiple Numbers per Record

Softdial Campaign Manager™ offers comprehensive
support for up to 10 numbers per record, each of
which may be assigned different call progress
options, time-to-call limits and prioritisation for

retry purposes.

Link Campaign? Master Settings

Standalone Campaign  Apportion based on list size
Master Campaign Apportion based on ratios

+ Link to Campaign Master ¥

Multiple Telephone Numbers

Figure 1 - Linking campaigns in Softdial Campaign Manager

)

Database Column Call Progress Analysis  Earliest Call Latest Call Priority Column

Phone #1 Native v 1&00:00 2 21:00:00 2 Telephone_FLAG v
Phone #2  Work_Tel v Native v 03.00:00 17:30.00 5 Work_Tel FLAG <
Phone #3  Mobile_Tel v AMD+Connect ¥  09:00:00 * 21:00:00 % Mobile_Tel_FLAG =

Figure 2 - Multiple number setup
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Retry Schemas

A versatile set of retry schemas is also provided
with the ability to adjust retry order and retry
count limits based on individual numbers or all
numbers in the record.
Different retry count limits can also be set
depending on the outcomes returned, for example,
machine detection outcomes can be set with a
lower number of retries and higher retry limits can
be set for busies and no answers. It is also possible
to set the retry interval based on the last outcome.

Filter Selection and Preview

Softdial provides flexible
filter selection options using either the built in
‘Condition Editor’ which does not require any SQL
Query knowledge, or a SQL free form query tool

Campaign Manager™

that allows the user to construct more complex
selection queries.

Retry schema for multiple numbers

Rty using anly ane number Im!'nedlate retry of not present
using next number

Exhaust each number's retries
before attempting next number
Try each number on a
round-robin basis

One shot at each number
Retry Totals

Apply retry management

Make X calls for each number totals to each number

K= 3 + Treat rety management
totals as total for all numbers

Figure 3 - Retry Schemas for Multiple Numbers

.
Filter Condition Editor ===
Q Here you can specify a condition for the filter being edited.
Column Comparison Value(s)
Contact_ID ¥ is  areater than v 1000
Contact_ID - equal to -
Title | notequalto F
Forename greater than
Surname less than
Age X greater than or equal to he
Figure 4 - Setting up a filter with the Filter condition Editor

Filtering can be based on any

i

£ Filter Preview Results

=)

campaign database field to select

o)

only a particular type of record,
for example with a campaign

Run Preview

running during working hours,
Summary

filtering could be used to target
people over pensionable age.

Total Rows :
Fresh Rows :

Before applying a filter it is
essential to check that the filter

will select only the intended Contact 1D | Title
2 Mr

records. 2 ol
5 Mr

7 Mr

) ) 8 Mr
Campaign Manager includes a u i
snapshot preview tool that allows 7 "
18 Mr

the user to test and preview a
new filter before applying it to

Eligble Retries (not fitered) :

Columns ...

9780
9779

]

Surname
Taplin
Northcote
Covell
Grumwald
Longley
Givenchy
Follett
Littie
Bales
Gosselin

Pearce
Vhian

Here you can preview some records that match the current filters. It doesn't indicate whether the record is going to be dialed.

Before you can preview data, some columns must be defined. These columns are only for viewing the data here and does ot affect the running
of the campaign. You must have Campaign Administrator privileges to define columns.

SQL Preview : select Contact_ID, Title, Surname, Forename, Telephone, Result TS, Retry_T

e select count(=) from Mobiles where ((Title = Mr));

SQLFresh: select count(*) from Mobiles where (Switch_Resultis NULL or Switch_Result =

SQL Eligble (ot fitered) : select count(*) from Mobiles where (Switch_Result is NOT NULL and Switch_Re

Results of the preview query, matching the first 25 rows :

Forename | Telephone  Result TS | Retry TS Complete TS | Switch Result | Agent Resu ~
Thea 01234000002 40049.618... 0.0 40049.615... 10

Elton 01234000003  40048.613... 0

Gaby 01234000004 40049.619... 0

Jake 01234000005 0

Charles 01234000007 0

Mack 01234000008 0

syd 01234000011 0

il 01234000014 0

Julian 01234000015 0

Lee 01234000017 0

Thomas 01234000018 0 =

OK

the campaign list, eliminating the
risk of costly errors.

Figure 5 - Previewing selection filter results with the snapshot preview feature

Since 1997, Sytel Limited has supplied best-of-breed software components and full-service contact center solutions
to systems integrators, VARs, ASP providers and resellers in over 50 countries across the world.

For more information please contact Sytel at:-

1 Cromwell Court,
New Street,
Aylesbury,

Bucks. HP20 2PB UK

T: +44 1296 381200
E: sales@sytelco.com
W: www.sytelco.com
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