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MEBL SOLUTIONS

MDLsolutions — Dialer/Predictive Dialer, Supervisor  /Call Center
Manager Dashboard and Agent Interface.
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Getting Started/Important Links

Quick Start

To get your Predictive Dialer/Dialer configured quickly, go to our online FAQ’s at
http://www.mdlsolutions.com/DialerFAQ.aspx.

Select the FAQ that best describes what you are trying to do, and then use this user
manual as an additional reference.

If you run into an issue, please look over our online forum for additional help
http://www.mdlsolutions.com/Forums.

Important Links

Setup the Predictive Dialer to work with 3CX:
http://www.mdlsolutions.com/DialThrough3CX.aspx

Setup and play recorded messages with the dialer:
http://www.mdlsolutions.com/DialerPlayPrompt.aspx

Install 3CX plug-in:
http://www.mdlsolutions.com/Plugln.aspx

Install Agent Interface:
http://www.mdlsolutions.com/AgentDisposition.aspx

Dealing with errors:
http://www.mdlsolutions.com/ErrorHelp.aspx




Predictive Dialer/Dialer

Statistics

The Statistics tab gives the Dialer/Predictive Dialer administrator a general overview of
how the Dialer/Predictive Dialer is progressing. It also allows the administrator to
start/stop the calls and start/stop the DB connector.

B8 MDLsolutions  Predictive Dialer/Mialer - Version 1.4.7

W ; 1 Hir =7+ e
ChannelID | Record ID . Number | Enquiries. | Call Status. | Action Info
3 0 none 1] EV_IDLE nene

0 none 0 EV_IDLE nene
0 none 0 EV_IDLE none
0 1]

EV_IDLE none

none

Start Calls | Stop Calls
L

Total Call Counter: Total calls placed in all call lists.
MPI: Minutes per instances, is the average time in minutes it takes all agents to
complete processing a clients needs.
System Status: The system status RUNNING, STOPPED and COMPLETING.
Reasons Calls Stopped: States the reason the system stopped, for example, user input
or error.
Calls Per Minute: The average amount of calls placed every minute.
3CX Controller IP Address (3CX Only): The IP address of the 3CX IP PBX, that is set
under the “Configuration File” (Menu items: File/Configuration File) settings.
CRM DB Connector Status: The status of the CRM DB connector and the ability to
start and stop the CRM DB Connector.
Call Errors:  Any SIP call errors produced while calls are being made.
Start Calls: Starts placing calls.
Stop Calls: Stops calls being placed, user needs to wait until all calls stop
normally, after clicking this button.
FAQ: Click to check the online FAQ’s for help.
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CHANNEL GRID

“Channel ID"= Numeric id of channel.

“Record ID” = The database record “ID” that is being processed.

“Number” = The telephone number being dialed by the Dialer/Predictive Dialer.
“Enquiries” = Reserved.

“Call Status” = The current status of the call, for example connected, transferred,
disconnected and idle.

“Action Info” = The user inputted action/keyword text info that relates to the actual action
being processed.
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Call Lists

The Call Lists tab is used to upload and manage your imported call lists. Currently only
comma delimited text files can be imported. Multiple call lists can be run simultaneously

and if need be you can set multiple call lists to multiple call center teams/agent groups.
EEMDL lutions. Predictive Dialar/Dialer - Version 1.4.4 A

ali | Call List Name Created  Active | Records Records Processed | Status - Agent Group | Campaign
MSDynamicsLeads |10/112011 0 |26 6

|Complete | Defaut

|Defau|f

[ Reprocess Calls That Where Not Transferred To An Agent gl Activate Call List For Dialing | [ Import .CSV Call List J
[ Reprocess Calls with Disposition ] | o~ | [ Deactivate Call List For Dialing ] [ Export List and Results to CSV }
[ Scrub duplicate telephone numbers from all call lists ] ‘ | [ View List/Change Agent Group ] [ Delete Call List ]

He\p Impart any C5Y test file into the disler by clicking on "mport CSY" These List's can easily be created through Mlcmsnft Excel uslng‘the ISave At festure under the "File" menu aption. Select
the list you wwant to work with by clicking the grary kst niext to the record on the left hand sids of the data arid. Cnce the call list i selected you can either set the list 1o be the default dranng list by

chcklng on "Set Call List For Disling", or you can view the list by cuck\ng on "ieww List", or you can export the izt and itz resUlts after the calls have been run by cucklng on “Export List and Resutts to
CSW". Finally swe suggest stopping the predictive dialer when managing: call lists.

Reprocess Calls That Where Not Transferred To An Ag  ent: Reprocess all calls that
where not transferred to an agent.

Reprocess Calls with Disposition: ~ Reprocess calls that have a certain disposition.
Scrub duplicate telephone numbers from all call lis  ts: Scrubs duplicate telephone
numbers from all call lists.

Activate Call Lists For Dialing:  Activate the selected call list for dialing.

Deactivate Call Lists For Dialing:  Deactivate the selected call list, so it is no longer
dialed.

View List/Change Agent Group: View the selected call list details and if need be
change the “Agent Group/Call Center Team” for the call list.

Import .CSV Call List: Import comma delimited text file.

Export List and Results to .CSV: Export a call list and it's results to a .CSV file.
Delete Call List: Delete selected call list.
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CALL LIST GRID

“ID"= Record id.

“Call List Name”= Name of the call list.

“Created”= Date the list was imported.

“Active”= If the list is activated for dialing.

“Records”= The number of records in the call list.

“Records Processed”= The number of records processed in the call list.
“Status”= If the list is active, deactivated or complete.

“Agent Group”= The agent group/call center team that the call will be transferred to, for
this call list.

“Campaign”= The campaign associated with the call list.
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Import Call Lists

Start by mapping the data from the comma delimited text file to the Dialer/Predictive
Dialer columns. Then set the “Call List Name” the “Agent Group” and “Campaign”, that
you created or just use the defaults for “Agent Group” and “Campaign”. Optional fields
gre explained below.

= b= Import

Database Fields (Not all fields required): 102, Fred, Gable, 112 First, Town, CA, 92000, USA, #111711, 10110/2010
Fhone Number: || ~|
FlrstName:: |

|
LastName:| b

Company; |

Tracking D |

Social Secutity Mumber:

I

Dats Of Birthgnmud ;| v
Address 1 ,_ _‘Z

Address 2: | v

City: |- ¥

State: ~|
v

country: | >

Launch URL/EXE (with parametars) Help

\ [ L |

Call List Mame: ! | Fecords Imported: !7
Agent Group: | Default v]
| Hecords Rejected:
campaign: |Defaul v 4
Premc | [[eb ]

[1 lanore First Record

(oo ) (o | |

Call List Name: Any call list name you like that is shorter than 40 characters and
contains no numeric characters.

Website URL/ Application EXE (supports parameters)(  optional): If you require a
website/application to be automatically launched when a call is transferred to an agent,
then please set the website URL here and use the “Help” button to see what parameters
you can pass to the website URL.

Prefix(optional): If your outbound rules in 3CX, require you to use a prefix to dial out of
a certain VolP provider/PSTN provider, then you can insert that prefix here.

Ignore First Records: Ignores the first record in the imported comma delimited text file,
as this is sometimes the row that contains the column headings.

Records Imported/Records Rejected:  Total records imported into the Dialer/Predictive
Dialer and any records that did not meat the import filter/s criteria.
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Call Records Reports

The Call Records/Reports tab displays all the calls that have been made by the
Predictive Dialer, and allows the administrator to run specific reports.

BB MDLsolutions Predictive Dialer/Dialer - Version 1.4.4

| Pl settnos Updates Puchass  Help

Statistics | Call Lists | Call Records Reports |Do Not Call List || Navigation H Phonesnueues-u Agent Groups(Teams) || Time Zones || Campaigns u View Agents ” Cunﬁgure|

. . . Call 2Of
11} | Dialed # [ Call Start Time | Call End Time Length | Call Term Status Chan # | Enquiries
> 55652233 1052011 12:15 PM 1052011 12:15 PM 2 EV_TRANSFERRED 1 1
(= ;25?46 5551234 10372011 3:51 PM 107320111 3:51 PM 23 EV_IDLE 1 1

Delete All Call Records

‘ call Report: +| Date Range - Start Date: | wwy| End Date: [mmiddyyyy| [ Run Report ]H[ Load CallRecords | I | # of records

Call Report: The type of report the administrator can run.

Date Range: The Start and End date range.

Run Report: Click Run Report once you have selected the report (Call Report) and set
the Start and End date range.

Load Call Records: Input the amount of call records you want displayed, and then click
on Load Call Records.

Delete All Call Records: Completely delete all call records.

Call Record Grid:

ID: Record id.

Dialed #: Number that is dialed.

Call Start Time: The time the call started.

Call End Time: The time the call ended.

Call Length: The length of the call in seconds. This will be set if the Agent uses the
Agent Interface.

Call Term Status: What was the status of the call, idle (no answer/disconnected) or
transferred (to an agent).

Chan #: The Predictive Dialer channel the call is placed on.

# Of Enquiries: N/A.
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Do Not Call List

If you want to scrub your call lists against the “Do Not Call List” that your country / state /
province provides, then load your call list first, and then click on the Scrub button on this
tab after importing you DNC list.

\ 1] | Phone Number | Complete Name | Complete Address
5551234 John Philip 123 First St, Avendia, CA

Database Fields:

Prane Number [Coumnl v
Complete Mame:

-
Comipete Address:

[ Sciub ol Delete ] [ peviouss ]| Next | Import | [ online Do Not callinfo_|

Scrub: Deletes all records that have matching phone numbers in your call lists.

Delete: Delete all Do Not Call records.

Previous: Moves to previous record.

Next: Moves to next record.

Import: Imports call records from .CSV (comma delimited) text files only, can easily be
created using Microsoft Excel or Microsoft Access.

Online Do Not Call Info: A site where you can learn how to obtain a
US “do not call list”.

Call Record Grid:

ID: Record id.

Phone Number: Phone number to be scrubbed from the call list records.
Complete Name: The name that is related to the phone number.
Complete Address: The address that is related to the phone number.
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Navigation

The actions below will determine what will happen to the call once connected. When
using 3CX the default settings below are good enough to use and to start testing with.

B MDLsolutions Predictive Dialer/Dialer - Version 1.5.3

e e e
| statistics | call Lists | Call RecordsReports | Do Not Call List | Navigation | Phones/Oueues | Agent GroupsiTeams) | Time Zones | Campaidns | View Agents | Configure |
Id | ActionKeyword | Navigation Value Enable
» Transfer 3CX Blind Transfer{3CX) 1
0 ‘End Call End Call 1

‘Help — To select an action to updste of delete, double click inthe grey srea mext to the action you want to edt or delete. Then edit the fislds below and click Update if you vwart to update the action, or
Just click delete to delete the action. To-add an action, simply filin the figlds below: and click add. Do not forget to add our 3CX plug in, it you are uzing 'Blind Tranzfer'. Mote: When using
*Anshachinebet' you can specify if you would like the Predictive Disler to delay disconnecting the:call when it finds an-answering machine. By simply adding & delay in miliseconds in the value field

‘when updating "4nshiachineDet!

7 [ =
Record ID: |:| Action/ Keyword: l:l Action{Call Flow): | ".| Value: | Enable: |1 V--|

[ ada ] [ update ] [ Delete | GroupName: Defaut |

Record ID: The action record id.

Action/Keyword: The unique identifier used when adding an action.

Action(Call Flow): The actual call flow action that is performed, once the call is made.
Options:
AnsMachineDet : If an answering machine is detected, the dialer hangs up, if
not, it continues to next action.
AnsMachineDetMessage : If an answering machine is detected, then it leaves a
message, if not, it continues to next action.
Blind Transfer(3CX) : Will transfer the call to an agent in a 3CX queue, defined
under the “Phone/Queues” tab on the Predictive Dialer.
Transfer: Transfer the dialer call, to the next available extension in the extension
list “Phone System Transfer List”.
On # Go Back Steps : If the person being called, press's # during a
PlayPromptSurvey action, the Dialer/Predictive Dialer will go back the amount of
steps/actions defined in the “Value” field..
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PlayPrompt: Plays a voice prompt Wave file (64 kbps, 8 bit, mono, 8khz). All
wave files must be placed in the “Prompts” directory in the Dialer's main
directory.
1.Select the second record in the list '‘Blind Transfer(3CX)'.
2.Change the “Action” to “Play Prompt” and the “Value” to “welcome.wav”.
Welcome.wav is a test play prompt that is included with the installation,
click “Update”. To add your own prompt, create a prompt in the following
format “Wave file (64 kbps, 8 bit, mono, 8khz, CCITT-U-LAW)” and copy it
into the “Prompts” directory, that is located in the dialer's application
directory, and simply change the “Value” to your new prompt name under
the “Play Prompt” action.
3.To convert your wave/audio file:
Use Windows Sound Recorded to convert your files.
(@): Launch Sound Recorder in Windows XP (Start/All
Programs/Accessories/Entertainment/Sound Recorder).
(b): Select File/Open select audio file to open.
(c): Select File/Properties/Convert Now.
(d): You need to select 8.000 kHz, 8 Bit, Mono CCITT u-Law
Format: CCITT u-Law
Attributes: 8.000 kHz, 8 Bit, Mono
(e). Click OK, click OK again, and then click File/Save.
(f). Check the file format by right clicking on it, properties/summary.
4.Upload your call list, by clicking on the 'Call List' tab on the dialer.
5.The prompt will now be played when you start the dialer.
NOTE: When using ‘Play Prompt Get Key’' under the ‘Navigation’ tab,
make sure you include/enable ‘AnsMachineDet’ before using ‘Play
Prompt Get Key'.
PlayPromptSurvey: Will play a prompt as described in the “PlayPrompt” action,
and will store any key that is pressed by the person dialed, in the SurveyOptions
field in the Dialer/Predictive Dialer database. This Survey Option can be exported
along with the call list at anytime using the “Call List” tab on the Dialer/Predictive
Dialer or Call Center Manager Dashboard. The “PlayPromptSurvey” action also
accepts # to repeat the prompt or previous steps using the “On # Go Back Steps”
action and accepts 0 to transfer to an operator by using the “Blind Transfer(3CX)”
action after the “PlayPromptSurvey” action.
Play Prompt Get Key: Will play a prompt as described in the “PlayPrompt”
action, after the Dialer/Predictive Dialer receives a key input from the person
dialed, the Dialer/Predictive Dialer will then move to the next action.
Play TTS: Will play any text in the “Value” field up to 512 characters, to the
person dialed. If you want to play information from an imported call list/database
field, then simply wrap the database field in “F()” and the Dialer/Predictive Dialer
will know what to do. Example: F(FirstName). Remember to remove spaces from
the call list descriptions, when using them in the F() wrap.
End Call: Ends the dialed call.
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Value: (Optional) The value that is passed to the action. Check tab notes.

Enable: Allows the administrator to enable or disable an action.

Group Name: This allows you to assign a unique set of call flow actions to individual call
lists, using a pre defined amount of channels that you need to define under the “Agent
Groups (Teams)” tab.

Add: Add new action.

Update: Update selected action.

Delete: Delete selected action.

Navigation Grid:

Id: Action record id

Action/Keyword: The unique keyword the administrator uses to identify an action.
Navigation: The action/s you selected for your calls to follow once the call is connected.
Value: Value passed to action if required. Check tab notes.

Enable: If the action is enabled or disabled.
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Phones/Queues

The 3CX queue (and set of extension/s), or extension/s that the administrator wants the
calls transferred to. When using 3CX, all calls must be transferred to a 3CX queue
onl

BE MDLsolutions Predictive Dialer/ialer - Version 1.4.4
Fi s Updates Purchase  Help.

| Statistics H call Lists || Call Records Reports || Do Not Call List ” Navigation | Phones/Queues | Agent Groups{Teams) || Time Zones H Campaigns || View Agents || Configure ‘

‘ 1D Hame Extension/Oueue: Group Name Extensions In Queue
3CX Queue 881 Defautt 1100,101,102,103,104,105

< ik | s

Help— There ate two options when creating your transfer list

1= Wou can simply use %olP soft phonesiphones that except calls directly from the dialer, by setting the extension wp this wey "1 00@192 168 2 1 00"(example). "1 00" is the actual
number/extension of the Yol phone, and "192.168.2.100" is the IP address of the actual YolF phone. In this scenario features like conterence and transfer are not supported.

2 - You can also simply use an [P PBX ke 3CX (free version at w3 com). Click onthe FAQ button at the bottom left of the page to see how touse SCH. FAG: Predictive Dialer for 3CX P
PEX.

Help — To select an extension to update or delete, double click inthe grey area next to the extension you want to edit or delete. Then edit the fields below and click updste if you want to updste
the extensian, or just click delete to delete the extension. To add an extension, simply fil inthe fields below and click add.

D Name: Extension: Group Name: E i in Queue (E. ple: 101,102,103,104)
[3¢X Ouene | sm1 | Defaur v|  [100,101,102,103,104,105 |
[ Add ] [ Update ] [ Delete ] Create/Delete quene in 3CX withTemove extensions.

ID: Record ID.
Name: The name of the 3CX queue or name of the person using the extension.
Extension: Extension number of the 3CX queue or call center employee’s extension.
Group Name: The group of Agents/Call Center team that you want the calls transferred
to.
Extensions in Queue: The extensions you want to add to the 3CX queue.
Help:
(@) Create a 3CX queue name and extension number, to the 'Phones/Queues’ list
as shown below. Leave the ‘Group Name’ as default, unless you have setup
individual call center groups/teams. Add all the agent extension numbers that the
calls will be transferred to by the Predictive Dialer.
(b) Should you need to send calls in one call list to one group of agents, and calls
in another call list to another group of agents, then please look over the ‘Agent
Group Setup’ on Page 34. Otherwise for testing purposes just select default.
Create/Delete queue in 3CX with/remove extensions:  Leave checked if you want the
Predictive Dialer to create the queue and extension/s in 3CX for you.
Add: Adds a new queue or extension.
Update: Updates selected queue or extension.
Delete: Delete selected queue or extension.
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Phone System Transfer List Grid:

ID: Record id.

Name: The name of the call center employee or 3CX Queue name.

Extension: Extension of the call center employees phone or extension number of the
3CX gueue, that the calls are sent to.

Group Name: Call center agents group/call center team.

Extension in Queue: Extensions in the 3CX queue.
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Agent Groups(Teams)

The administrator will only need to create a separate agent group if multiple calls lists
need to be run at the same time and transferred to different sets of extensions/3CX
queues, commonly known as call center teams or agent groups. If this is not required
just leave the default settings.

Example: If you have 4 agents that will work with English calls and 4 agents that will
work with Spanish calls, and you have an English call list and Spanish call list, then you
can create 2 agent groups/call center teams. You can simply do this by adding one
agent group record with 4 “Simultaneous Dialer Channels” and name it English Team
and add another agent group record with 4 “Simultaneous Dialer Channels” and name it
Spanish Team. Remember to make sure you enable both agent group records.

BE MDLsolutions Predictive Dialer/ialer - Version 1.4.4

T Y

| Statistics H call Lists || Call Records Reports || Do Not Call List H Havigation || PhonesiQueues | Agent Groups(Teams) | Time Zones H Campaigns || View Agents || Configure ‘

‘ ID Group Name Caller ID SIP Contact=CallerlD Simultaneous Dialer Channels Enabled
’ Default 0 4 IE

Helpp — You may wart 1o s55ign & group of agent extensions(create call certer team) or queuss to one or & et of call lists, and then set another group of agent extensions or queuss to andther set
of call lists. For example, you may have one group of agents that speaks a specific Janguage other than English, and & s&t of call lists where that language preterence iz r'e_quiréd Ybu:can then send
all the calls from those language specific call lists over to the agents that speak that language.

1 - To create an agent group, Simply creste a unigue group name and the amount of simuttaneous disler channelz that you want assigned to that group when the dialer is started. Atter you have.
completed this step please assign your groups to the extensions or queles that you heve under the "Phone System Transfer List". Only ensbled groups wil be used when you starl the Predictive
Dialer. Groups that are not enabled can be stored for later use.

I Group Name: Caller ID: SIP Contact=CalleriD: Channel's Assigned To Group: Enabled:
o7 Default | e v
[ Ada | [ update | [ Delete |

ID: Record ID.

Group Name: The name of the agent group/call center team.

Caller ID: If supported by VolP or PSTN provider, this will be the caller id that will be
shown on the receivers phone when calls are placed.

SIP Contact=CallerID: Reserved.

Simultaneous Dialer Channels: The amount of Predictive Dialer channels you want to
set to the agent group/call center team. We recommend you assign at least one channel
per agent.
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Enable: Allows the administrator to enable or disable an agent group.
Add: Adds a new agent group.

Update: Updates selected agent group.

Delete: Delete selected agent group.

Agent Group(Call Center Teams) List Grid:

ID: Record id.

Group Name: The name of the agent group/call center team wused in the
“Phones/Queues” and “Call Lists”.

Caller ID: The caller id for the agent group/call center team.

SIP Contact=Caller ID: Reserved.

Channels Assigned To Group: Amount of simultaneous channels assigned to the agent
group/call center team.

Enabled: Allows the administrator to enable or disable an agent group/call center team.
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Time Zones

Time zones are used when calling different states, provinces and countries from your
own that have different time zones. Time zones are simply managed by entering the

dialing code for that state, province or country, and then entering the GMT offset (time
z

one) and start and time relevant to that time zone.

MD|

pdates  Purchase
| statistics H call Lists || Call Records Reports || Do Not Call List H Havigation || Phones/Queues || Agent Groups{Teams) | Time Zones | Campaigns || View Agents | Configure

i D Area Code Time Zone | Start Time | End Time

B Import Time Zones

Time Zone Fields (Al fields required):

Area Code:
Tirme Zone: | B v
Start Time:
EndTime: [18 ¥

Records Impnried:

Records Rejected:

[ilanare First Hecord

Impart Close

Helpy — Erter the dialing code that i relsted fo the time zone, and start and end times for that time zone.

|13 l:l Area Code: l:l Time Zone (GMT Offset): 0 *|  Start Time Hour {24 hour format): 9 " End Time Hour {24 hour format): 18 “

[__import Time Zone List (Comma delimitedtexttiles) | [ Add | [ update | [ Delete |

ID: Record ID.

Area Code: The are code of the actual city, state, province, country you are dialing.
Example: If you are calling Santa Ana, California from the East Coast of USA, then the
prefix would be 1714. From another country is may be 001714, check your country
requirements online to be sure.

Time Zones (GMT Offset): This is the GMT offset that applies to the city, state,
province and country you are calling. Check online for this information.

Start Time Hour (24 hour format):  The call start time relevant to the above GMT offset.
End Time Hour (24 hour format): The call end time relevant to the above GMT offset.
Add: Adds a new time zone.

Update: Updates selected time zone.

Delete: Delete selected time zone.

Import: Import your own time zone list. These can be purchased online, and require the
dialing code and GMT offset to be included in the list as shown in the screen shot above.
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Campaigns

Campaigns are used for grouping call lists together that target a specific criteria
(Campaign). Once a campaign is defined, it can be reference through out the Predictive
Dialer.

BE MDLsolutions Predictive Dialer/ialer - Version 1.4.4

Statistics | Call Lists | Call Records/Reports | Do Not Call List | Navigation | PhonesiQueues | Agent Groups(Teams) | Time Zones | Campaigns |view Agents | Configure

D | Campaign Name | Campaign Description | Campaign Cost
» My Clients |Let my clients no about my product. |55l]l]l].l]l]l]0

Help — &dding & Campaign.
1 --Simply add & Campaign by entering the fields below Mame iz the Campaign name, Description is the description for the Campaign and Cost is the total cost of the Campaign

: |1 Name: |N|ytliems | Description: |Letrr|yl::|i9|ns no about my product. Cost: |55000.00

[ ada | [TUpdate ] [ Delete

ID: Record ID.

Name: Name of the campaign.

Description: A brief description of the campaign.
Cost: Reserved for later versions.

Add: Adds a new campaign.

Update: Updates selected campaign.

Delete: Delete selected campaign.
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View Agents

View agents is used for seeing which agents have launched their Agent Interface and
are ready to receive calls, or are on a call.

MDLsolutions Predictive Dialer/Dialer - Version 1.4.4

Statistics H call Lists || Call Records Reports " Do Not Call List H Havigation " PhonesiQueues || Agent Groups(Teams) || Time Zones H Campaigns | View Agents Configure

MACAddress | IPAddress | Extension  Agent Status | Last Status Update
001ECI0OCT43 192.168.2.23 100 Not receiving calls/Currently on a call 1011472011 3:20:20 P

MACAddress: MAC Address of the computer that the Agent Interface is installed on.
IPAddress: [P Address of the computer that the Agent Interface is installed on.
Extension: Extension of the agent.

Agent Status: If the agent is ready to receive calls or is on a call.

Last Status Update: The last time the agent clicked on “Ready to receive calls”.
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Configure

Configuration is used for configuring global settings. Please note there are additional
global settings for the Predictive Dialer / Dialer config file, Page 19.

B MDLsolutions Predictive Dialer/Mialer - Version 1.5.3

File

Updates  Purchase  Help

Predictive Dialing Algorithm: !Me(lium {Medium call rate, some calls may have to hold in a queue)  + } Call Answer Timneout: I1_5 | Seconds

SIP Registration/Device Information to ATA, VoIP Gateway, VoIP Provider or IP PEX.

Syt

I Status: |Revistered

User ID: {200 | Password: " | server: [192.168.2.72 RealmiQuestion: |3CXPI

[] check to simply enter IP Addiess of SIP Gateway/Provider Server where calls will be sent, do not register.

Help—If you are using an instant online sccount (sipstation.com), then simply set the "User ID" to "SIP Username”, "Password” to "SIP Password" and the rest has been filed in for you
Just click "Regizter" and you are good to go. The sipstation.com accounts are good for +- 2100 minutes of calling & month. If you need more minutes simply cal MOLzolutions ar
Bandwidth com to upgracde vour sccourt. *Asterizk users, please erter "asterisk” in the "Realm Guestion fisld. *3CK users, please enter "3CHPhoneSyatem” in the "Realm Guestion field. If
you are not sure of your Reslm guestion, simply run & WiresharkPCAP trace while trying to register and look under (407 Proxy &uthentication Required), of email the PCAP to
supportE@mdlzolutions com. If you are making calls through your IP PEX phone system, simply cresate an extension in your [P PEX and enter the details above. Cther seftings when using

Anent Disposttion Interface (Do not Target to use aur 3CX plug in): 3CX (only) et the extension numier to the gueue in 3CX that vou want to transter the calls to on the 'Phone System
Transter List' tab and use the 'Blind Transfer' on the 'Mavigstion' tab. Asterisks and all other IP PBX users, you need to set the extension and IP address of the actual YolP phone in the
‘Phone System Transter List'

Get your instant VolP account orline now - $24.99 - no setup fees o1 « i . cancel anyti

D Call Start Time Call End Time

R 1201 A 11:25 PN

D: | | Start Time: | i (HH:Rt AMIF WL End Time: | | {HH:RM AMIP W

[ Add ] [ Update I [ Delete ] [ Run on Weekends (Sat/Sun)

Buile: 010320210102

Predictive Dialing Algorithm:  Set the Predictive Dialer to the user selected algorithm.
Options:

Exact: Makes sure there is an agent available for each call.

Medium: Medium call rate, some calls may have to hold in the 3CX queue.

High: High call rate, extra calls will be waiting in the 3CX queue.

Max: As many calls as possible, extra calls will wait in the 3CX queue.

Call Answer Timeout: The amount of time the Predictive Dialer / Dialer waits for the call
to be answered before disconnecting.

SIP Registration/Device Information (Outbound Calls  ):

SIP User ID: The user ID required by the SIP endpoint in order to register.

SIP Password: The password required by the SIP endpoint in order to register.

SIP Server: The IP Address of the SIP endpoint you are registering with or/and sending
your outbound calls to.

Realm/Challenge Question: May need to be provided. Please check with your VolP
provider or reference your VolP gateway or IP PBX user guide.

Status: If your registration was successful or not.

Register: Click the registration button to submit your registration information to

the SIP endpoint. You can also select the check box if the Predictive Dialer / Dialer is not
required to register with the SIP end point.
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Start Stop Time Grid:

“ID"= record id

“Call Start Time"=The global time you want the calls to start dialing.

“Call End Time"=The global time you want the calls to stop dialing.

ID: Record ID.

Start Time: The time you want the calls to start dialing.

End Time: The time you want the calls to stop dialing.

Run On Weekends(Sat/Sun): If you want the Dialer/Predictive Dialer to run on
weekends according to the defined time schedule then check this box.
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Menu Options

Below are the details on several of the menu options offered by the Predictive Dialer /
Dialer.

Select “Backup/Restore” to backup/restore the Predictive Dialer / Dialer SQL database.
EEE

BE MDLsolutions Predictive Dialer/ialer - Version 1.4.4

s Updates  Puchass  Help
| Backup cordsReports | Do Not Call List | Navigation | Phones/Queues | Agent Groups{Teams) | Time Zones | Campaigns | View Agents | configure |

Restare

Configuration File

dicative, with 3CX only): |0 | Calls Per Minute Call Answer Timeout: _1£_| Seconds

Exit

SIP Registration/Davice nformation to ATA, VoIP Gateway, VolP Provider or IP PBX.

[3CXPhonesyst

Status: [Registered

| server: [192.168.2.72 | Reama

User ID: @U | Password: | e

[[] Check to simply enter IP Address of SIP Gateway Provider/Server where calls will be sent, do not register.

Help — If wou are using an instant online account (sipstation.com), then simply set the "User ID"to "SIP Uzername”, "Password” to "SIP Pasaeward"” and the rest has been filed in for you
Just click "Register™ and you are good to go. The sipstation.com accounts are good for +- 2100 minutes of caling & manth. If you need more minutes simply call MDLsoltions or
Bandywvidth.com to upgrade your account. *Asterisk uzers, pleaze enter "asterizk” in the *Realmn Question field. *3CX uzers, pleaze enter "3CxPhonesystem” in the "Realm GQuestion field. If
wouare not sure of your Realm guestion, simply run & WiresharkPCAR trace while trying to register and look under (407 Proxy Authentication Reguired), or email the PCAF to
support@midisolutions.com. if you are making calls through your IP PEX phone system, simply creste an exdension in yvour [P PEX and enter the details above. Other seftings when using
Agerit Disposttion Interface (Do not forget to use our 3CX plug in) 3CX (anly) set the extension number to the gueus in 3CK that vou wart to transfer the calls to onthe 'Phone System
Transfer List' tab and use the 'Blind Transfer' on the ‘Navigstion' tak. Asterizks and all other P PEX users, you need to et the extension and IP address of the actusl %olP phone in the

'Phione System Transfer List'.

[ Getyour instant VoIP accownt online now - $24.99 - no setup fees of ¢ i s, cancel

(1] Call Start Time Call End Time
12:01 AW | 11:25 P01

10: Start Time: {HH: bt AMIP M) End Time: (HH: MM AWIP b

[ Add_ | [ Update | [ Delete | Build: 061520110001

Select “File”/"Configuration” to set the Predictive Dialer / Dialer global configuration
settings.
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File  Settings  Updates  Purchase  Help

Statistics | can Lists :;.Call Records"Reports-: Do Not Call List | iﬁlﬂviuation-: PhonesiQuetes .:.Agem Groups{Teams) :.Time Zones I Campaigns-: View Agems"% Configure i

Average f7 Configuration File Setfings @

SOL Connection String: ‘

|P address of SIP computer: ‘Iocalhost |

1
User ID: red |
E 30 Controller |P address: ESELT 0_3C<_IP_&ddress i
Help — SMTE Server IP address: |\oca\hosl | b for you
Just clig . - t
Bandwi Frarn Email Address: |ma||.|oca|host ‘ <tion field. it
yoU are| F !
support ToEmail Address 1: |adm\n@localhost | hien using
Lgent O Systemn
Tranztel To Email Addiess 2 |\I’]fD@|DEa|hDS[ ‘ e inthe
‘Phidne i

SMTF Usemame: | admin

SMTP Password: lpass i

Tatal Channgls: |2 | Dema limitations - Mas 4 channel: Blind Transter using 30, Max 2 channels using standard 'Transter'.

Inbaund Call Recording(1=on): |D |

fanaged dgent Calls: ‘-lgfsa | Set to falze” if vou are using 30X, othenwise set to ue’.

Play Prompt/Message Mode: | false | If you are only using this as & prompt/message broadcasting dialer. then set “Managed

Agent Calls™ to “true” and "Play Prompt/Message Onlp Mode” to “true’

10: Start Time: | (HH: MM AMIPM) End Time: J (HH: Mt AW Y

[ aad | [ update | [ Delete |

Build: 0&1620110001

Set:

a. SQLConnectingString(Value) to your database server IP address, same

IP Address (localhost) as this computer if you are going to install SQL Server on this
computer.

c. LocallP(Value) to the IP Address of the computer you are installing the

dialer on. The default “localhost” should work just fine.

d. 3CXController(Value) to the IP address of your 3CX phone server that has the
MDLsolutions plug in. To install the plug in, simply download it from the MDLsolutions
website (dialer web page) and copy/paste it into “C:\Progam File\3CX PhoneSystem\Bin”
(2003/XP Pro) - c:\Program Files(x86)\3CX PhoneSystem\Bin (2008/Windows 7), double
click on the plug in. Click minimize for plug-in to be hidden and added to the bottom right
system tray.

e. FromEmailAddress(Value) to the email address you want your email
notifications to come from.

f. ToEmailAddress1(Value) to the email address you want your email
notifications to go to.

g. ToEmailAddress2(Value) to the email address you want your emalil
notifications to go to.

h. Username(Value) to your SMTP server login username. Use
hMailserver(free), if you need an SMTP server.

i. Password(Value) to your SMTP server login password.

J. Total Channels the total amount of channels the Dialer/Predictive Dialer can run
simultaneously. Cannot exceed your total licensed amount. Demo max is 4 channels.
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k. ManagedAgentCalls (Value) to false if you are using 3CX, otherwise true. Also set to
true when playing pre recorded messages.

|. DialerModeOnly(Value) to false if you are using 3CX, otherwise true when just playing
pre recorded messages.

m. PredictiveDialerLoad(Value) The Predictive Dialing algorithm will try to make 100%
sure there is always an agent available for every call, but if that is not a requirement and
you want the Predictive Dialer to make more calls then available agents, then just
increment this setting to increase the call rates. Calls not immediately answered by the
agents will be left in the 3CX queue, please make sure you have a message playing that
explains why a client was called, and that they need to hold on.
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Select “Settings”/ “CRM DB Connector” to set the values necessary to connect to a SQL
database that contains the call records you want imported and dialed. Max is 5
connections in the trial/production version. More connections can be enabled at an
additional cost. _ _
DLsolutions Pr - 5e | __E|

The Agent Interface would then use the CRM lead/recaord id from the Fredictive Dialer databasze to launch the web lead form [URL] for the CRM
istell onthe agent computer thraugh the Agent Interface.

D | SEL Connection String SOL Query SOLUpdate:

Server=192.168. 2. 96\SOLEXPRESS Initial Catal. | SELECT ID A5 Leadld, TelNum AS Telephonel.... | UPDATE SQLarCRM)
14 Server=192.168.2. SE\SOLEXPRES S nitial Catal.. | SELECT ID'AS Leadid, TelMum A% Telephonel.... | UPDATE SOLorCRA

- | 8 [Teomecea
= Scroll right for further information->  [[F58
S0OL Connection Sting [Used to connect to the CR S0L database): Crof-ngnt:forIuherintotmaton:> _
fl | | [ Help ]

| Channel ID Custorn SOL Quer (Used to retrieve leads/tecords from CRAM database, Make sure you assign the lead/record id to field/variable “Leadld” ):
| | [ ek ]

50L CRM Update String (Used to update a CRM lead/record in the CRM database so the record is not retrisved again):

| | [ Hee ]

CRM URL Template [Used to launch the CRM agent web interface]:
| | (e ]

Connection Call List Name il be uzed to create a calllist used for importing recards to, from your CRM SOL daiabase}
Palling Interval

10000 Millsecands (1000 ta 350000] [ Inchide Second Phone Numbir (&5 addtional record)

“Agent Group:
| ¥ [] Include biohilk Phone Numbe [&s addtional recard]

Carmpaign:

| | vl
1 |

[ add ][ Update |[ Dekte |

"ou can create a maximum of 5 SGL connections

SQL Connection String: The SQL connection string for the SQL Database.
Custom SQL Query: The SQL query used for finding the leads you require in the

SQL Database.

SQL CRM Update String: Used to updated the SQL call record, so it is not imported
again. Suggestion, use “DoNotPhone” for MS Dynamics.

Polling Interval: How long you want the Predictive Dialer to wait before polling your
database for more records.

CRM URL Template: The URL the Agent Interface will use to launch the CRM lead.
MS Dynamics only - The [LEAD_ID], is usually put after the ‘id=’, between ‘%’ and after
the two initial characters ie: ‘7b’.

Connection Call List Name: Will be used to create a call list used for importing records
to, from your CRM SQL database.
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Select “Purchase” / "Purchase Dialer” to purchase the Predictive Dialer / Dialer online.
Guidelines have be supplied on this form.

| statistics |

L EREE

v Dialariiialns  Hassinnd A4

e [E Purchase Dialer

Place your order online (Amex, MasterCard and Visa)

i Agents | Configure |

D

Repro
Reprocess C
Scrub duplica

Help — Impart any:
the list you weant tol
clicking on "Set Call
CENY Finally we

Please select the type of dialer you need, and the amount of

gimultaneous channels you need the dialer to make.

$69.00 Single call manual call version. Transfers the call to one Vol phione. Every callis manually starked. by clicking disler button:

Does not uge a predictive dialing algorithm. MOT SUPPORTED ANYMORE

$103.00 [per agentsimultaneous channel] 304 1R PEX Yersion - Automatically places calls according to call rate or the predictive |
dialing algorithm, and transfers them ko a phone spstem queue. YWorks best with the 30 1P PBX

$139.00 [per agent/simultaneous channel] Stand Alone version - Automaticallp places calls, and manages each call. Can be uzed I:I
with a ¥alP phane sestem ar stand alone with just YolP phones. Does not use a predictive disling algorithm, the dialer assigns a cal
_channel to each agent/extension and starts dialing again once the agent ends the call

$299.00 Support (3 hours max or 12 support issues] - Includes lixes and updates for 1 year from purchase date. Flequired with first [ Inchide

purchase,
Your Total (U5 Dollars): l:l

| [CMAC Address |

Your Serial Number: |.D4xL0G1 CN7878386B0205

Important: Before you order
Item 1: Have you lested your Vol gatewap/VolP provider/VolP phone system with the disler{tial versior] first, a this is very important

Itern 2: &re vou aware that this software only g on “windows $PAwWindows 2003 Server, and must be the only SIP device on that 05,

Item 3: You have contacted MOLsoltions, Inc. at salest@imdisolutions.com and confimed the dialer/predictive dialer mests all pour
requirements, and have confimed the fully functional tial version of the disler/predictive dialer works to your satisfaction.

Your billing information [*Required Fields):

“First name:

| “Last name; ‘

Compaty:

| Guite #: | |

‘ State: | “Zip/Postal Code: l:l “Countny: l:l
|

[[] TERMS: By checking this checkbox you AGREE that you have understond and performed what iz required in Iteml, Item 2 and Item 3 abowe,
Alzo pleaze understand MO refund can be given once this order is placed. Once you place this order vou will receive a sscure payment
link firrenice via email from PapPal [&mex. MasteriCard and Yisa). Flease complete the pavment as directed. You will ieceive your dialer/predictive

dialer softwarelicense key within 24 hours of paprivent via email Should you have any problems ordering this software please contact
sales@mdlzalutions. com. :

"City:

|
|
“Street address: |
|
*Emiail &ddress: |

[ Place Order ] I Close

Channels [Required]

Campaign
| Default

| Results to .CSV
Call List

ile" menu option. Select
lefault dialing list by
piort List and Resutts to
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Select “Help” General help information and how to contact support
(support@mdlsolutions.com)

solutions Predictive Dialer/Dialer - Version 1.4.4

| Fie Settngs  Updates  Purchase. | Help | )
Statistics | Call Lists |Call Records/H Installation Manual ‘ ion " ] ueues || Agent Groups{Teams) || Time Zones H Campaigns " View Agents || Configure
Contact Suppart r—
\'ID | Call List Name: | Records | Records Processed | Status | Agent Group Campaign
190 | MSDynamicsLeads elisite

| | Complete | Default Default
FAQ's : z

Activate

[ Reprocess Calls That Where Not Transferred To An Agent Tl Activate Call List For Dialing I Import .CSV Call List |
[ Reprocess Calls with Disposition | | ~ Deactivate Call List For Dialing ] [ ExportListandResultsto.csv |
[ Scrub duplicate telephone numbers from all call lists } | | [

ist/Change Agent Group ][ Delete Call List ]
Help — Iimpart any CSY text file inta the disler by clicking on “mport CSY". These List's can easily be crested through Microsoft Excel using the "Save 83" featurs under the "File" menu ogtion. Sele:t:'
the list you vwart to work with by clicking the gray bar next to the record onthe left hand side of the dats grid. Once the call list iz selected you can sther et the list to be the default dialing list by

clicking on "Set Call List For Dialing”, or you can view the list by clicking on "Wiew List", or you can export the list and = results atter the callz have been run by clicking on "Export List and Results to
CEY!. Finally we suggest stopping the predictive disler when managing call lists. .
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2: Agent Interface

Agent Interface

The Agent Interface is used by the agents to see which client has been transferred to
them and to update and set new/updated client information and dispositions.

8 MDLsolutions,Inc. Agent Disposition Interface - ¥er 1.27 {(Connected)

Optiors:  Help-

Agent Intertace | Fieminders || Seript | Configuation| wer satvtians
Fecord ID: ! Caller 1D: ! | Campaign: ! | |nterface: I3E>< 1
Firzt Name: | | Last Narne: !_ _| Status: EEla_lI,E'ﬂde_'d_

S5N: | | DOB: [ Date Processed: | |
Address 1: | | Address 2 ! |
‘ City: | | State: | | Posztal Code/Zip: | | Country: |
Compary: | | Tracking Ix: | | 30 Controls [only)
E] FPhonel [E Phonez ’ Feady to receive calls ]
|.__ | | | Record Off
E] Email &ddress E] testd
| | i | End Call
[] Mo message when phone number is not found, [ Aute Launch URL/ESE | | [ ke Cal ]
Search Field: vi SearchValue: | | [ Search ] Eri Alahlhensododt
Survey: |[[] testla some mare info 4_\- CipsER [ )
[] test2b i =
— y [ Update ]
Comments:
[ Update with Reminder ]
Send SM5 Test Message
Freview Dial | Record 1D Mumber Dialed First M ame Last Mame Dog Address
-'.Pg_gerit exkension: 152

Record ID: The actual record id of the call record.

Caller ID: The telephone number of the client, that has been transferred to the agent.
Campaign: The campaign the call record was assigned to.

Interface: 3CX or Direct, currently 3CX is recommended.

Status: Whether the call is connected or disconnected.

First Name: The first name of the client, that has been transferred to the agent.
Last Name: The last name of the client, that has been transferred to the agent.
Record: The call record id for future reference.

SSN: The social security of the client, that has been transferred to the agent.
DOB: The date of birth of the client, that has been transferred to the agent.
Date Processed: The date the call record was processed.
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Address 1: The first address of the client, that has been transferred to the agent.
Address 2. The second address of the client, that has been transferred to the agent.
City: The city of the client, that has been transferred to the agent.

State: The state of the client, that has been transferred to the agent.

Postal Code/Zip: The postal code or zip code of the client, that has been transferred to
the agent.

Country: The country of the client, that has been transferred to the agent.

Company: The company of the client, that has been transferred to the agent.

Tracking ID: A custom transaction id, that can be set by the agent or call list provider.
Custom 1: A custom field that can be set by the call center manager or agent.

Custom 2: A custom field that can be set by the call center manager or agent.

Custom 3: A custom field that can be set by the call center manager or agent.

Custom 4: A custom field that can be set by the call center manager or agent.

Auto Launch URL/EXE: Will automatically launch the website/URL or application/EXE
that is directly related to the call list when checked. This can be defined when the call list
is imported through the Dialer/Predictive Dialer.

Launch: Test the URL/EXE related to the call list record.

Survey: Allows the agent to ask the person dialed a set of questions that were
previously defined by the Call Center Manager Dashboard, and that are recorded in the
Predictive Dialer database, that can be exported with the call list. The value/s are stored
under “SurveyOptions” field.

Search Field: Search the selected call record field, in order to find a specific call record.
Search Value: The value to search for.

Search: Click button to search.

Comments: Any comments you want to add/update for the current call record.

Preview Dial: Allows the agents to see the calls the Predictive Dialer is dialing.

Ready to receive calls/Stop receiving calls: Allows the agents to tell the Predictive
Dialer when they are ready to receive calls and when they no longer want to receive
calls.

Record On/Off:  Allows the agent to turn on and off call recording.

End Call: End the current call.

Make Call: Make a call using the textbox on the left.

Disposition: Set the disposition that best describes the result of the discussion that the
agent had with the client.

Update: Update the call record with the new disposition and any comments or fields that
were changed during the call.

Update with Reminder: Update the call records with the new disposition and any
comments or fields that were changed during the call, and at the same time set a
date/time reminder, that will automatically remind you to call the client back.

Send SMS Text Message: Use to send the current caller id an SMS message. Requires
user to signup to an SMS service provided through MDLsolutions.
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Reminders

Reminders are set when the agent uses the “Update with Reminders” button. Simply
double click on any reminder to see the details. Reminders are automatically launched

when the dae/time becomes relevant.

9 WDl solutions ini:. Agent Disposition Interface - ¥er 1.21 {Connected)

Id | DatedTime | Infarmation
Clignt Infarmation:dohn Philips T elephone Number: 71455

clierit Infarmation: John Phillips Telephone Mumber: 7145551234
: et back with estimate

Id: Database id of the reminder.
Date/Time: Date/Time that the reminder will be launched.
Information: The information related to the reminder.
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Scripts

Scripts are used so that agents can have pointers/information available to them in order
to best serve their clients. Multiple scripts are supported.

7 MDlsolutions,Inc. Agent Disposition Interface - Ver 1.21 (Connected)

Seript:

| default - This is the default seript for the agent to read. Other additional scripts can be added.

B ehtaitie: i'd'%" v| [ Add Seipt ] To a‘_jd a e sc.rlpt,”type in _l,lpui zorpt |nf.0rm.at|0n abaove an.d ther tupe fn Update Scit
! a zoript hame, click “Add Script”. Otherwize just select a script from the list.

Agent extension; 100

Script: The script text.

Script name: The reference name for each individual script.

Add Script: Add a new script with new information.

Update Script: Update selected script with updated information.

Refresh: When the script is updated by another agent or supervisor, simply click on
refresh to see the latest script information.
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Configuration

The configuration settings are used to connect the Agent Interface to the Predictive
Dialer SQL database and 3CX IP PBX, as well as set the agent extension number,
interface (3CX/Direct), date format (if the Predictive Dialer operating system uses a
different date format from the agent interface operating system) and the administrator
password, used to access this configuration tab to make changes.

2 MDlsolutions Inc. Agent Disposition Interface - Yer 1.21 (Connected)

Options -e!

| Agen.t Interface Hemlnd-ers_ | -Scri.ﬁii Configuration |

Configuration file settings

SOL Shing: | Server=192.168.2.96\5 OLEXPRESS Initial Catalog=t D LzolutionsDisler;U ser ID=sa;Password=mediagw; Update

Extension: _1DD

30K Network Controller. [132.168.2.72 .

Interface: I_-3D< : [3C or Direct)

Date Format: | Default v

Admin Password: | default

Info [T roubleshooting)

Agent extension; 100

SQL String: The SQL string that is used to connect to the Predictive Dialer SQL
database. Usually the IP address is the only value you need to change.

Extension: The agents 3CX extension.

3CX Network Controller:  The IP address of the 3CX computer/operating system.
Interface: Setto 3CX if you are using 3CX as your IP PBX, otherwise Direct.

Date Format: If the date format of the Predictive Dialer operating system is different
from the Agent Interface computer, then set the date format here.

Admin Password: Set the password for making changes to the Agent Interface
configuration tab here.
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AgentAltQueue: Which is only found in the AgentDispositioninterface.exe.config file in
the Agent Interface application folder under Program Files, is used when an Agent Is
receiving calls from an incoming 3CX queue and from the Predictive Dialer at the same
time. The “AgentAltQueue” value needs to be set to the extension number in the

incoming 3CX queue. This will then allow the Agent Interface to manage all the agents
calls correctly.

Info(Troubleshooting): Please email any error information you receive in this text box
to support@mdlsolutions.com.

1 Step Call Processing

The agent has the option to use either 3 step call processing or 1 step call
processing. 1 step call processing automates almost all of the call process steps
(end call, update call record and log back into queue) when processing a call, by
simply selecting the disposition, using the disposition drop down box.

Agent Interface Configuration

Help - Before this application will worle and agsizt you in setting the call digpozsitions and client details on incoming agent calls, You
need o set the five settings below. Wou can alzo zet these settings in the "agentDizpositionl nterface.exe. config” file in the
application directary. [Only uze notepad. exe)

1. Set the IP addresz in the "'SEL String' value ta the IP address of the Dialers S0L databasze. P4l be encrppted. ]

SOL Sting: | Server=152.168.0.14SOLEXPRESS Initial Catalog=MD LsolutionsDialerUser ID=sa P assword=mediagw;
2. Set the 'Extension’ walue to the extension the agent will be using. |F you are using the tnterface’ = 'Direct’ thern thig iz one of the
extension numbers [only number not [P addrezs] in the 'Phone Syztem Transfer List' in the dialer. I pou are using 'Interface’ = "30x!
then thiz iz one of the extension numbers in the 30 queus,

E stension: _'I a1

3. [3C Only] Set the 30 Metwark Contraller’ walue to the 1P address of pour 35 phone zerver that is running our 30 plug in.
30K Metwork Cortroller: | 192.168.0.2 '

4. Tztep” will complete all the steps [end call, update call recard and log back. into the queus] by just clicking on the dizpozition.

“Jztep” will require 3 steps to complete each call, but allows far more control/options.

Call Process Step:; {1ztep B

5. Set the 'Interface’ walue to 'Direct' if pou are MOT using 30X and are transferning your calls directly to WalP phones. If you are
uzing 3 and transfering the calls to a gqueue within 30 zet the 'Interface’ value to 230"

Interface: |30 | [3C ar Direct]

E. Date format of Predicative Dialer computerdserver [if et incorrecthy SCIL will return an error].

D ate Format: :Default |

7. Bdmin pazsword [Uzed to view/change the Agent Interface configuration settings. "/l be encrypted. Can be left as default.)
Pazzword: g-default |

FPazsword: E-default | Confirm

Update ] [ Cancel ]
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Once the Agent Interface has been configured to use 1 step call processing using the
Agent Interface configuration application (ConfigApplication.exe), found in the Agent
Interface application folder or at time of installation, the Agent Interface will then display
‘1 Step Call Process Enabled’, below the disposition panel. Once the call has ended and
the agent has entered all the necessary information, all the agent needs to do is simply
select the disposition he requires, and then wait for the next call.

Agent Interface iﬁaiﬁ; i!-S-EipT::”E_oﬁiguratiE| MEL SQTETIOH3
Record ID: | | Caller [D: | | Campaign: | -l Interface: | 30
First Mame: | | Lazt Mame: | | Status |E_é_|| En'de_d :|
SSM: | | DOR: i Date Processed: | |
Address 1: ! ! Address 2 | |
City: | | State: | | Postal Code/Zip: | | Country: | |
Company: | | Tracking ID: | | 3C Cantrals (only]
[:] Fhonel [D Phonez Stop receiving calls
| | | | Fecard Off
Email &ddress testd
| | |_E] | End Call
' | [ Make Call |
[ Mo message when phone number iz not found. [ Auto Launch URLAEXE | Ahesss
Search Field: | vi Search Yalue: | i [ Search ] iz Ao Duetie Logaut
Survey: |E ::2:122 some mare info §| Hishasitan ! i|
Update
Comments: .
Update with Renindsar
Send SMS Text Meszage
1 Step Call Process Enabled
Preview Dial | Fecord 1D Hurnber Dialed First Mame Last Mame LOE Addressz
Agert extensior; 152
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3: 3CX Plug-in

3CX Plug-in

The 3CX Plug-in is used for connecting the Predictive Dialer and Agent Interface to the
3CX IP PBX. Simply install and launch this application, everything else is automated. If
you minimize this application, it will hide itself in the operating system tray. Just right
click on the 3CX Plug-in tray icon to restore.

55 MDL solutions 3CX Predictive Dialer-CRM Network Plug-in Version 1.23 { Production Version for 3CX Version 10 CCE ) E|E|

Transactions

ACx Extenzion length is zet to: [3] !
124142011 3:21:28 PM - Listening on port:B002
Fiunning

Estended emrar information:

[] Enable ranzactions (for debugging only]

Transactions: Shows all plug-in transactions, used by MDLsolutions support.

Extended error information:  Please email any error information you receive in this text
box to support@mdIsolutions.com.

Enable transactions:  For use by MDLsolutions support.

Close: If you close this application the Predictive Dialer/Agent Interface will no longer
work with 3CX.

Clear: Clears the transactions, used by MDLsolutions support.
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4: Predictive Dialer/Dialer/Call Center Manager Das hboard

Overview

The Overview is used to monitor the call center real time, it displays the agents, call lists
and channels, and allows the user to manage and run call lists.

Header:

Total Call Counter: Total calls placed in all call lists.

Calls Per Minute: The average amount of calls placed every minute.

MPI: Minutes per instances, is the average time in minutes it takes all agents to
complete processing a clients call.

System Status: The system status RUNNING, STOPPED and COMPLETING.

Agents:

MACAddress: MAC Address of the computer that the Agent Interface is installed on.
IPAddress: IP Address of the computer that the Agent Interface is installed on.
Extension: Extension of the agent.

Agent Status: If the agent is ready to receive calls or is on a call.

Last Status Update: The last time the agent clicked on “Ready to receive calls”.
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Call Lists:

ID: Record id.

Call List Name: Name of the call list.

Created: Date the list was imported.

Active: If the list is activated for dialing.

Records: The number of records in the call list.

Records Processed: The number of records processed in the call list.
Status: If the list is active, deactivated or complete.

Agent Group: The agent group/call center team that the call will be transferred to for
this call list.

Campaign: The campaign associated with the call list.

Channel Status:

Channel ID: Numeric id of channel.

Record ID: The database record “ID” that is being processed.

Number: The telephone number being dialed by the Dialed/Predictive Dialer.

Enquiries: Reserved.

Call Status: The current status of the call, for example connected, transferred,
disconnected and idle.

Action Info: The user inputted action/keyword text info that relates to the actual action
being processed.

Start Calls: Starts placing calls.

Stop Calls: Stops calls being placed, user needs to wait until all calls stop
normally, after clicking this button.
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Call Lists

The Call Lists tab is used to upload and manage your imported call lists. Currently only
comma delimited text files can be imported. Multiple call lists can be run simultaneously
and if need be you can set different call lists to call centers teams/agent groups.

Reprocess Calls That Where Not Transferred To An Ag ent: Reprocess all calls that
where not transferred to an agent.

Reprocess Calls with Disposition:  Reprocess calls that have a certain disposition.
Scrub duplicate telephone numbers from all call lis ts: Scrubs duplicate telephone
numbers from all call lists.

Activate Call Lists For Dialing:  Activate the selected call list for dialing.

Deactivate Call Lists For Dialing:  Deactivate the selected current call list so it is no
longer dialed.

View List/Change Agent Group: View the selected call list details and if need be
change the “Agent Group/Call Center Team” for the call list.

Import .CSV Call List: Import comma delimited text file.

Export List and Results to .CSV: Export a summary of the call list and results to .CSV
file.

Delete Call List: Delete selected call list.
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CALL LIST GRID

“ID"= Record id.

“Call List Name”= Name of the call list.

“Created”= Date the list was imported.

“Active”= If the list is activated for dialing.

“Records”= The number of records in the call list.

“Records Processed”= The number of records processed in the call list.
“Status”= If the list is active, deactivated or complete.

“Agent Group”= The agent group/call center team that the call will be transferred to for
this call list.

“Campaign”= The campaign associated with the call list.
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Call Records

The Call Records/Reports tab displays all the calls that have been made by the
Predictive Dialer.

Load Call Records: Input the amount of call records you want displayed, and then click

on Load Call Records.
Delete All Call Records: C ompletely delete all call records.

Call Record Grid:

ID: Record id.

Dialed #: Number that is dialed.

Call Start Time: The time the call started.

Call End Time: The time the call ended.

Call Length: The length of the call in seconds. This will be set if the Agent uses the
Agent Interface.

Call Term Status: What was the status of the call, idle (no answer/disconnected) or
transferred (to an agent).

Chan #: The Predictive Dialer channel the call is placed on.

# Of Enquiries: Reserved.
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Agent Performance Overview/Call Center Reports

The Agent Performance Overview tab displays important real-time information about the
agent in the Call Center, and provides call center reports.

View: Allows the manager/supervisor to view the current real-time call center agent
information, as well as up to 7 days in the past.

Export View to .CSV file: Any View can be exported to a .CSV file for further
examination/processing.

Agent Performance Grid:

Agent Extension: The extension number of the current agent.

Current Agent Status: If the agent is ready to receive calls or is on a call.

Calls Received: The total calls received for the day.

Average Time On Calls: The average time (in seconds) the agent has spent on all the
calls he received for the day.

Current Campaign: The campaign the agent is working on/receiving calls from.
Current Agent Group: The Agent Group the agent is assigned to/part of.

Calls Per Hour: The amount calls the agent received in the last hour.

Agent First Active: When the agent received his first call for the day.

Agent Last Active: When the agent received his last call for the day.

Reports:

Reports: Simply select a report from the options displayed in the drop down box. Then

set the start date and end date of the calls/data you want in your report, then click “Run”.
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Dashboard Menu Options

File:

Configuration: Allows the user to determine which Predictive Dialer Database he wants
to connect to.

Exit: Close this application.

Agent Interface Configurations:

Configure Survey Questions: Allows the call center manager/supervisor to setup a
unique set of questions, in order to create a survey that the agents can use when
speaking to their clients.
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Configure Dispositions: Allows the call center manager/supervisor to setup a unique set
of disposition, that can be used by the agents and the Dialer/Predictive Dialer reporting.

Help:
Online help resources
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5: Configuration Tips

Configuring Agent Groups/Call Center Team

Start off by creating an Agent Group and assigning channels to it that will be used to
make the calls for that Agent Group. Your total assigned channels must not exceed the
amount of licensed channels that where purchased. The trial version includes 4
channels.
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Now create 3CX queues using the Agent Groups you created above, and assign your
extensions for that Agent Group/Call Center team. Note: The 3CX queues that you
create in this Predictive Dialer tab will be automatically created in 3CX for you, by the

Predictive Dialer.
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When importing your call list, make sure you select the correct Agent Group, for your call
list.
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Configuring Call Navigation (Call Flow)

Call navigation can be combined to run many different types of call actions, before
running a custom set of call actions, please test them using your mobile/test phone, to
make sure the action set works correctly and there are no error’s.

Call navigation for just playing a message when the call is connected.
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Call navigation for checking for an answering machine/faxmachine first and then
transferring a connected call to 3cx. In this example it shows you can disable call
actions. So make sure your “AnsMachineDet” is enabled if you want to check for
answering/fax machines first before transferring to 3CX.
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Call navigation for checking for an answering machine and leaving a message if one is
detected after the call is connected.
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Loading the Predictive Dialer/Increasing Call Rates (Try Predictive Dialing
Algorithms first on the “Confiquration” tab, before ¢ hanging the loading

values.)

In the Predictive Dialer configuration file, in the application directory
(C:\MDLsolutions\MDLsolutions Dialer - Predictive Dialer\Dialer.exe.config) you will find
one setting that is not included in the standard configuration interface. It is called
PredictiveDialerLoad (<add key="PredictiveDialerLoad" value="0" />), as seen below.

By default, the Predictive Dialer is setup to make sure there is an agent available for
every call, and no calls are left in the 3CX queue. But some call lists have a lot of
numbers that are either invalid, fax machines, answering machines or people who do not
accept call center calls. In this case you may need to place a lot of calls at once in order
to get one or two calls a minute per agent. If this is the case you can simply increase the
“PredictiveDialerLoad” value until this call rate is reached. With this said, you may get
from time to time a called client waiting in the 3CX queue. So please make sure you
have a message playing for the 3CX queue that explain why this person was called and
to please hold on for the next available agent.

Finally the “PredictiveDialerLoad” cannot be higher than the total amount of channels
your Predictive Dialer is licensed for.
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Test to Speech (TTS) settings

If you want to change the sound of the TTS voice or the speed at which it speaks, then
you can adjust the TTSVoice setting and the TTSRate setting. Current voices that are
available are Microsoft Mary/Mike/Sam. Please look online for other Microsoft voices, if
need be.
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