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Click on the icon
to open the

Manager in your
browser.

Login
Enter your email and password to log in.

Email:
Password: \ Type in the "Email"”
i

Type in the "Password"

login.

" #1 % ' $ %

Login
Enter vour email and password to log in.

Email: manager@customeri cor

Paszsword: sesssses

Click on the "Login" to

open the Manager

software.
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J ﬂ Manager Application

( 19 ) %' * 0% $
(# " x o ( (# ! % $

General Custom Fields Dispositions Groups Caller ID (DNIS) | List Assignment Do Not Call Settings

0 Please enter the following information for your new campaign and hit the next button below when finished.

Campaign Name: |Retention Io
Campaign Type: [ Predictive - Io
Campaign Algorithm: | predictiveDialalgorithm - ]o

IsLive?: [} 9

(  (# ! 8"

Campaign Name: |Retention o

(# #! $ * # o (#



) $ % (# o+

Campaign Type: | Predictive v Ig
* $ " 3% # oo $
+' % $ #$ YH#H o, * % $ "
) $ % (# #!
Campaign Algorithm: PredictivelDial&lgerithm - g
FixedRateDialdlgorithm
Predictive1DialAlgorithm |

(# #1 $ " $ - #! *
$ $$ $ #%
$ " # #%
% "
)$ . #o)$ #% $ "
* # $ "
3 $ (# 8 | $ $$
$% $ $ (# % $(# %
$$ / 00
0/ % $
Is Live?: |;| g
Saveu Back | Next
& # % )! % %'
#' ) "



General Custom Fields

Available Fields

Dispositions

Groups

2]

Sale

.LEad

Apt

Status

Do you still own the car

Are you still making payments

How many miles doss your car have

Caller ID (DNIS)

List Assignment

Assigned Fields

Do Not Call

Settings

@ Your Campaign contains some default fields for custom data. Here you may define custom fields of your own.

2]

Do you have Insurance
Current Folicy

Age

Sales Rep

Job Status

Merchant
. S L

§3 -y
Field Name: .
1
Save Back Next
o

* 8 # 0$

# 1'% !

%$ *$

Il 5Spitfire Agent

Agent Name:

Mode: Pradictive Chanoe

Campaign:
Call Type:

Call Time:
CallBacks: 0

General Information | DI:I'Iethnfurmaﬁun | Motes |

* $ #21 ~*

Field Name:

$$
% "

(#

0O

Refinance




$$

O ¢
Field Name: Rﬁﬁnance| '

$ $!

Assigned Fields

$%) %

-

Do you have Insurance

Current Policy
Age
Refinance

5

% $

Please wait...




Back | | Mext

0 Campaign contains some default dispositions which can not be removed and you can define your own dispositions here.

Available Custom Dispositions o Assigned Dispositions @ .
o ATHO Defaull T
D1 Lead = =]
Mot & Fit Not Interested (| =]
Appointment Follow-up L D
Sale ' Answering Machine 1] =] '
Promise to Pay FAX 1] =]
30 Days Busy 1] =]
60 Days No Answer 1] =]
a0 Days Operator Intercept 1] =]
120 Days Error 1] =]
Credit Card Drop |+1 &
* - * 4
00
New Disposition: I
Successfully updated Properties.
Save Back Next

10
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Mew Disposition: | CﬂmF'|EtEd| l

%** $ *

106)"

%

%

MNew Disposition: | Complsted

$ 3 $$

Assigned Dispositions
-

/@

Busy

Mo Answer
Operator Intercept
Error

Drop

skip

CallBack

MoCall

L & & ERERERRERRRK

Forced Hangup

I A o o o

Completed

= by

- —

A

$ *$ $. $"

H00

3% (#
# ) $”
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$ $
P

AN

%)

$ #+ |
$ # |
$$ #

Fa

Bus

Mn Lnswer

EF\

y

$ * $$ %
Disposition: Busy
Is Redial: |
Redial time (Mins): |10
Redial Attempts: lIII|:|:
Message before Hangup: l > J
l Save J lCanu:e.]
Is Redial: |+
$ $ '# %
Redial time (Mins); |10
# # * #
Redial &ttempts: ].EI| |
#% # $
% $||

12
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Message before Hangup:

Sd441.wav

AM Demo.wayv

% €

-

13

AM.wav
hold.wav Cancel J
K¥Women.wav S
| S-1-Mortgage.wav
% 4 5 | ' % $ ' #
$ % $ $" $% $
## $ % )y ( #"
$ $ ' $%) I #
$ $ "
HUL AVallallE |_|
Answering Machine o |
FAX ﬁ
Busy =
MNo Answer [
Operator Intercept [led]
$ 6 . I!$ * #
$%* ¥ # $ $ #
%) & 3 $
% ) $ $
[+
41%) % $%* $
$ $"



$$

Available Groups

some skill groups. Here you may define and assign more groups.

Marketing

Sales
Steve
Temp

Top Tier

tv

Assigned Groups

Name

006

14

%lll




Assigned Groups

Groupl

S

' %

%

)!
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0 Add/ Remove Inbound CallerID's from your campaign.

Available CallerIDs . Assigned CallerIDs .

-
<=

00

CallerID: ‘ I

Successfully created Group. B g
Save  Back Next

) # ( 5.1 %"
% $$ % * " % % S
% % $  # 78 '$
$ #% % $ % $
g

CallerID: |SU 03395924 I

o . #% ( 1%)

callerID: [ 3008595924 ! I

( $$ #% $C %)

%III

16



Assigned CallerIDs g

-
8003595924
S i —
#% $ $ # "
Mext
] * # ] %* I!$ % Trn
Successfully created CallerID.
# $ * % # # $ *
$ )l % # %"

17



List Azzignment

b

List Aszignment

0 Add/ Remove lists from your campaign.

Available Lists . Assigned Lists
\

Texas

Marketing
Export

Sample
052711_10
Oltest

0Z2test

04_test
053111MikeEnt

053111b

Successfully created CallerlD.

18
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%

@ Add/ Remove lists from your campaign.

$ll

Available Lists

2

c

Texas

"\

Marketing
Export

Sampls
052711_140
Oltest

02test

04 test
053111MikeEnt

053111b
L -

i

$ *

Available Lists

%

Texas

Marketing
Export

Sample

#

%*
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#' $ 'S

Assigned Lists

%III

TR List2 061711

Texas

#% $ % $ #

List: Texas

Buffer Size: | 100

by

#% $ $ %

(# $ % 6 -99
$$ 9 $
B o#" $#) $

$ %

List: Texas

Buffer Size: | 33|

20



Y # ' %* "$ %"

Do Mot Call

N

0 Add/ Remove Do Not Call lists from your campaign.

Available DNC Lists . Assigned DNC Lists .

N —

-
<=

21



o Add/ Remove Do Not Call lists from your campaign.

Available DNC Lists g

[

o |
4 % (| $ $ "
$ % "

Assigned DNC Lists g

-

I

. —h 7
$.( $.( %)
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Y # ' %* "1$ %"

roups ignmen o Settin[is

General

I

Alternate Number Dialing: [_|
Enzble Drop rate?: [v/]

Enable TimeZone Check: [v]
Enable Failsafe: [

Private to Public Callback: [

Dial Ratio: |1.0555¢

Local Nocall List: [ I )

Outbound Callerid: | ‘ | 4

Override Callback Disposition: [+]

Override NoCall Disposition: [+

Allow VoicePhone editing: [v]

$'S # $ )

General %

23



Alternate Number Dialing: |_|

&

%

%

$ * ' #
$ 6
#% | $
#%n $3
Enable Drop rate?: [+
% " &
$ $ #%
#% !
$ 9 $
"7
% %
Enable TimeZone Check: |+
; # "%
6 " #
#% $ "
Timezone
$% % $ #;
!
Enable Failsafe: |+
Failzafe
Private to Public Callback: |+
$ 0 %
$ %

%

%

%

( % !

24
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$ $ 9%
$ $
$ $ 3
* # # *
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#9%$ % #
$ # #
$
Log Off
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% %
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Drop %: |3 | < %) * $ " 00
(+$ s$(# , 3 # "

Dial Ratio: 2| $ 496 % s
$ 9 $ $ ' % * " #%
s #
Local Mocall List: | v%
il ]
- $ # $$ ! $$ $ %*
# " % # "

Cutbound Callend: |9?226?32?9| |

1% $( 9
#% %$ *$ % $
$ #0 % 9$ *$ " * %
" -/ % $ $
¢

Owverride Callback Disposition: |«
1 $(% . !

$*$ % " #
$  (7!'$ * 0% %
$*$ # $ 3 : !

% $ # %

Override NoCall Dispositicn: |«

$*$ (1

# $ ( '$

* 0p % $*3 # $ %
L % $ # $"

1 $ (. !

Allow VoicePhone editing: |+

% * Y #%
$ % % $ $"
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Transfer Mumber(s): |214 |

# ' #% # $ %" 1 #%
# #% % $ % #% # % $%* #H#"
* #% $ # % %$ $
# ! #
#% $ % % #% % $ 9

%
% #

IVRE Mame:

Script Data:

#6

IVR Script: [ Predictive *i:l ’ @ U 2
$ $

$ # n % "
# $ %
% = " %
% $ n
Fredictive

=Script==Module Type="CallTypeModule”=<MName=CT1=/
Mame==answerModule /==DialModule=DM1=/DialModule= </
Module=<Module Type="DialModule”=<Name=DM1=/
Mame><=NoOfRings=4=/

MoOfRings==DialResultModulelist= = Case==DialResult=Connected =/
DialResult==Module=GetAgentl=/Module==/
Case==Case>«<DialResult=Answering_Machine=/
DialResult==Module=Getdgentl=/Module==/Case==/
DialResultModulelist> «/Module=<Module
Type="GetagentModule”=<Name=GetAgentl </Name=<HoldClient=True=/
HoldClient= <FoundModule=Routel =/

FoundModule= <MotFoundModule=Hangupl =/ NotFoundModule= =/
Module=<Module Type="RouteModule"==Name=Routel </
Mame==SuccessModule /= <FailModule=Hangupl</FailModule=</
Module=<Module Type="HangUpMaodulz"==Name=Hangupl=/Name= =/
Module=</Script=

l Save ] ll:ann:el]

$ 8" - $ )% * $

26



=0(:;1

SCRIPT DIAGRAMS

Blended Voicemail

Mot foun

CallType /Answer Start # GetAgent? > Play

ol

Y

GetDigit

counter=3

Predictive

CzllType/Ansmer

——— | Answering machine

Mot Feund

Did Result
h 4 Operator_Intercept
[ e

= Busy

Dial
—I—. Mo_Answer

45‘ Errar

27



Blended

MNot| found

Inbound
CallType/Answer > GetAs=nt2
Found
Outbound Found L
— | Answering maching
Dia Result Mot Found

Dial

Operator_Intercept

—I—p MNo_Anseer

4>| Errar

Predictive-LviM1

CzlType/Answer

Connected

—

—— | Answering machine

Hanglp g—]
&
GetAgent Fong Route
Record Plaw
Not, Found
> Hanglp
i &~

Y ENSERES Operator_Intzrcept
Dial
[Laave > Busy
ANMessage =
false) _ No_Answer

45‘ Errar

28




Predictive- VM2

CallType/Ansaer

Did
¥ Result Operator_Intercept
Dial
[Leawe » Busy
ANMMessage = I—I
trugl —I—. MNo_Answer

Predictive-Preamble

CzllType/Answer

Play H GetAgert | FOU Routs |

Dial Result

Operator_Intercept

Dial

Mot Found

HangUp

—l—b Mo_Answer

29



Predictive-Preamble-GetDigit

|Fa|se

Elze |

CzallType /Ansaar ¢
44 Connected H Play H GetDigt H I
— m| Answeringmaching + Fau
‘Getﬂgm I—q Route |

F Y

h J Dizl Resjit Operator_Intzrcept | #:It Found
Hangl
> Busy =ns-P

Dial
—I—. Mo_Anserer

4p| Error

11@: >1 4 "4 & (4( :"
1 ( 1 @4 ( 1 >4 "

HTML Script: | Enterprise Features ‘H? ’ XN ’

3QL Statement: | Enterprise Features |

30



106)*

* $ $ *
' $ll # ' "
" * * % * $
& $ $ $ % " *
HTML Script Name: | Enterprise Feal:ures|
* $ # % #$ % ' "
Save Cancel
l g l J
# ! '! % "
Successfully updated HTML Script. & ‘g £ g8
| # % $ *3
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$
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' %

$+ 2!

' %

#%

$
$ %
$
$ 9
#%
$% %
l$"
$
$¢"
$$ $

%

%

$
$% %
B $D

% $
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(# % $

*

* g
#.

Answering Machine

System detects an Answering Maemstead of a live person.

Fax

System detects a Fax Tone.

Busy

System detects a standard Busy Tone on tlee etiu.

No Answer

If the Ringing continues till the timediMo of rings) specified in
the IVR script.

Operator Intercept

System encounters a standagdraiect tone on the other end.

Error

Failure during dialing, usually caused byoarapt channel drop.

Drop If the Customer is available but there is rgeAt available.
Skip The number was skipped due to incompatiblesditiings.
Callback Marked when Agent schedules a Callback.

No Call Marked when Agent flags it as a No Call rtoem

Forced Hang-up

Record is marked with this dispmsitvhen Agent clicks on “x”
Without resulting the call or the Manager forces figent off
from the Manager interface.
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For coaching the agent, click on the red and b&ex icon on the bottom right corner of
the screen. The rest of the process is same adaringi During coaching phase only the
agent is able to hear the supervisor speakingltendustomer is unaware of this. The
supervisor can also transition from monitoring gerd to coaching that agent and vice
versa. Finally, to stop the monitoring/coachingdtion, click on the respective button
again and disconnect the supervisor phone separatel
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In order to log on to multiple campaigns, hold tBaift key” and select the Campaign
name.
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