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Predictive Dialer/Dialer

Statistic

(See Call Center Manager section for additional call ~ center management, performance
graphs and analytics )

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

|8 MDLsolutions Predictive Dialer/Dialer - Yersion 3.3.7 (Trial Release)

Fle Stat/stop  Calllists  MubCies: Updates  Help

N Totzl CallzPlaced 1
B Calls Answered 1
B Calls Mol Answered 0

e Calls ToFacorv

i Stop Calls

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

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

Reasons Calls Stopped: States the reason the system stopped, for example, user input
or error.

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.

Email Queue Status: The status of the agent response email queue.

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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Performance Graph

Blue = Total calls placed.

Green = Calls answered.

Red = Calls not answered.

Yellow = Calls answered by a fax machine or by an answering machine/voice mail.

Real-time Agent/Channel Information (bottom right)

Channels Dialing/Connected = Total amount of channels simultaneously dialing and

the total amount of calls currently connected. Currently connected indicator only applies
to Bridge Mode.

Agents Waiting For Calls = The total amount of agents waiting for new calls.

[ MDLsolutions Predictive Dialer/Dialer - ¥ersion 3.3.7 (Trial Release)

Ek cSemtfstop Callliss IR Cien  Updates  Help
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i Stop Calls i

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.

[ MDLsolutions Predictive Dialer/Dialer - ¥ersion 3.3.7 (Trial Release)

Bl Smtstop  Callless  ldncisd  Updates  Help

Statistics CallLists | Call Records/eports | Do Not Call List | Navigation | Phiones/Queves | Agent Groups(Teams) | Tane Zones | Camiaions | View Agents | Configure |
D | Call List Mame | Created | Active- | Records | Records Processed | & Group | Campaign i

|15 |Demo call List 0725i13 4 Actiated  |Def: Default

_ romscosscots momee o tonsd omason | tcwoiocatustruoama | woncsveans |
Reprocess Calls with Dispositon || - *] _ ossctvaecanustroring | ewoncanustgesw |
Serub duplicate telephane humbers from ol calllists | | [ ViewListChange Agert Grows | DeleteCallList | Backws CailList |

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.

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.

Backup Call List: Backup current call lists, for later use.
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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.

[ bt solutions  Predictive Diater/Dialer « ¥ersion 3,37 (Trial elense)

55 s 3

| Email

TrackingID

SecialSecuilytlum] D08

bob@izbetech.c. .

SD-E7899

17142000

I» m 9132977426 | ABC Maxl
._'!E.'Q-ﬂﬂ | g132977426 AELC Max2

fred@gon.com
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chamikoo®fzn. .

CCET123

1M/1500
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1M /1500

View Call List/Change Agent Group:

change the “Agent Group” for the call list.

Previous/Next:

Loads next set of records .

View the selected call list details and if need be
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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
are explained below.

[
s ﬁfnmort e

Database Fields (Mot all fields requiredy 5651234, Ted. Task, lasdk@abe com, &8 121k 5t Sute D, lrvre, C&. 92000, US4, THE53228, Froduct &, 1299 ag
Phone Number: [551234 = [

Sacondang Mumber Iﬁ
Firstbarme: m
Lasthame: m

Errall Address: rm
Company; | 4BC z
Tracking 18 [W‘_’_E
Social Berurty Momber: r_-zf
Dats Of Bichimeidatwnr: | 7
Addregs 1:] 1251 z
Address 2 m
City: | e b
State: rCA_EI
ZigPastal Coger [ 5200 ¥

Country: | US4 *
> | Poductd =
HelpCuat Custom 1:

b Gustom 2| 1299 &
|Launch URLIEXE faith parameters)  Help f i ,,’_I;I
CalfList Mame: [Demo Cal i [7 Minurber Leagin Hetshiceamal ¥ Checkemove duplicate rumters
b Agert Grougp: ianaut vj | |
— Fiecords Rejected —
Campaigh:. IDéaut 'i _"J

Prefi: I Help [

™ fanioee Fest Racod =
Irnpoet | Close I 4 » [

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.

Filters: Two filters are used, minimum length of numbers and duplicate number check.
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Search Call Lists

Search Call Lists for specmed records or recordings.

EE"-]LH sltions  Predichive
Fle SratfStop. Calllbts [l Clere Lbdams Help
Stafisies CallLIsts | Call RecordsMenorts | Do et CallList | mmm; Phonesiueses | Agent Groups(Teams) | Time Zones | Campalans | View Agents | mm

e Dialer/ Dialer - (Tl Release)

AEAIEAC Man) ] | | sog7pas
e ;?1325??423 Aﬂtmx?__ ‘ | Pirng |JL-GSUZS
36T | WANETIAE [BC Maxd © Cray | ]CC-BHQ‘J

———  Help— *Recordng is oriv supporiod in Siigo Hode.

L | Sewchy heetorbe 3] SewcnCpe [FRIIE  SeschAesu: ﬂl io I _cotpecaten || cine

Search By: You can search all the call lists using several different fields (Phone
Number, Last Name, Process Date, Disposition, Address, City, State, Zip and Agent
Extension).

Search Criteria: Enter the related field search criteria to search for.

Search Records: Click to start search.

Call Recordings: Click on “Get Recordings” button to download the WAVE file of the
related recorded call. Requires the Bridge Mode (under the “Configuration” tab) feature
to be used and call recording setting to be enabled in the dialers/predictive dialers
configuration file.

CALL LIST FIELD GRID
See Agent Interface for details on call lists fields.
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Call Records/Dialer Reports (See Call Center Manage r for Call Center

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.

[ MDLsolutions Predictive Dialer/Dialer - Yersion 3.3.7 (Trial Release)

Rl Smtystop  Calllsts  adicier  Updates  Help

Statistics | CallLists s | Do Not CailList | Navigation | PhonesiQueues | Agent Groups(Teams | Time Zones | Campaigns | View Agents | configure |
."iéilydulahdaﬂm days. Delete Al Coll Revords
n |i§mn | Call Start Tima Call End Tittie ||_ el |canmsms !m.nn_ ;,gqmnmn
S 9135554321 12013 457 AM MAL2013458AM 10 |EV_TRANSFERRED ] |BYE sip:200@192.168

816 A135554321 AT12043 4:56 AM 11172013 4:55 AM bl i1] |EV_TRANSFERRED 1 B‘ﬂ? Siltm@igz‘lﬁBf
lo135651234 AZ2013 10:47 AM 1182013 10:47 AM ] |EV_CALL_NOT_ANSWE... 1 (SIP.0 487 Request

4 13
[ Real-Time System Reporting ol s :
; . StartDate: 11102013 033256 | LoadcaRecorss |
Report:  [Total Calls Placed - | T
-3 ! J Eml Daile: |11J|1rzms DA:ET:23 3 ‘“—“‘_‘l ! ﬁ #ofrecords

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

Date Range: The Start and End date range of the report.

Load Call Records: Input the amount of call records you want displayed.

Delete All Call Records: Completely delete all call records. Call records are
automatically deleted after 7 days, but this can be changed in the dialer config file.

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.

SIP Term Info: Gives the SIP call termination info, reason why call ended.
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Do Not Call List

Use this feature if you want to automatically scrub your call lists against the “Do Not Call
List” that your country/state/province provides. The “Do Not Call List” can be updated by
the agent, please see Agent Interface.

[ MDLsolutions Predictive Dialer/Dialer - ¥ersion 3.3.7 (Trial Release)
 Hie ‘mastop Callles  IdiCien Updates  Help
Statistics | Callists | Cal Records Reparts 00 Not Call it | nigation | PhonesiGueuos | Agent Groums(foams) | Time Zones | Camsaigns | View Agents | Confioure |

D | Phone Number Complete Harme  Complete Address
123 First Street Santa Rose CA
543 Second Street Anaheim CA

Search List By :il _ searcn | Import: ]  Delete All Do Nat Call Entrigs |

Complete Name: [

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.

Search List By: Should you need to search/verify the Do Not Call Lists, you can simply
select then enter the Telephone Number or Complete Name that you want to search the
Do Not Call List for.

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.

[ MDLsolutions Predictive Dialer/Dialer - ¥ersion 3.3.7 (Trial Release) I
Fle - =ztistop  Calllists Ut Clent Updates Help
Statistics | CallLists | Call RecordsReports | Do Not CallList Newigation | PhonesiQueuss | Agent Groups(Teams) | Time Zones | Campaigns | View Ayents | Configure |

Cusalifie Call
Transter Te Agent | Bling Transter(3CX)
Bye Enital

Heh To zelect an actien o updste or delete, doutée. du{hmgay aires nest tothe acﬂmwwﬂttoedtud,eme Then sdtthe nmhﬂwmmmﬂ ymwmtawdaba-!mmm ar
mmmlommaum To @i an action, ¢ =ity 1l i thee Tields beloey and cick scd. Dnnuwmmmwmmhﬂmmymgmm I”'meifmenumg

Enshis ! you Con Specilyif you' wnw]mmhtﬁﬁdewum mmm’ﬂtmﬂ whenit finels e enswering mackine. By simply adding a deday in miliseconds inthe. va\.\e.)tki
‘when pdtine: ‘AmvehiachineDet:

Recoraid: [T nction/Keyword: [Quaify Call Action(Cal Flowy: |ERTIIRE = vaiue: | Enane: [0 7
BnsMachineDetMessanEe

3 ‘Ui AnshachineDet > Sl -
ma | fow | U ot Transfer(3CX) | oroup Name: [pefaut i

- Bridge Transfer{3CX)

Transfer

Ened Call

On # G0 Back Steps

Play Prompt

Play Prompt Get Key

Play Promt Survey

Play TTS

End Call Unless 0

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.
Bridge Transfer(3CX) : Used when calls are not transferred through 3CX, but
directly from the VolIP provider/gateway.
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
(only). | |

[ MDLsolutions Predictive Dialer /Dialer - Yersion 3.3.7 (Trial Release)

File  Stat{Stop Calllists  MukiCient Updates Help

Statistics | CallLists | Call ResordsRenorts | Do Not Call List | Navigation: Phonesioneves | Agent GroupsiTeams) | Trne Zones | Campaigns | View fgents | Configure |

L | Hame ExtensioniQueue Group Name | Extensions In Oueue
101,180,100

Heb — Mwmmm whﬂimﬁi—gmmmm
1< ou can sirigly. mwpmﬁmaﬂwﬁeam ‘Excapt Calls dractly from the daler, E!Qrseﬂhglha eudenxim qmﬂcway'-:crn@-lsmas 2100 (mxsnple). 00 Isfnsm
mmgrmwymﬂmwm e 192168 21 00" i the Wasdlmmwm In this scefwrio fealures ke conference and transter sre nat supported,

i kb}canalsnl.mﬁxppﬁx Click &0 the F hlﬂmdh‘s!ﬁinnb}tndhw thmﬂFﬂWmﬁh&;imﬂbm
Hek — To sekect s sxtension to Undate or delete, doubie ciick 1 the drey area next to the exlension you wart to ek or delete. mneeﬂ:wmusmfmanu:mmwenwuwmlom

the exdengion, mmmmmu‘mmeemm To acd sa extension, &mmnmemﬂm Belkar snd click add

o Hame: Extension: | GrourNams: Extensions in Queue (Example: 101,102,103,104)
[ | | : =T
ma | A _'] Update | Detete | @ createlelete aueue in 3CK withiremove 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 queue, 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.

[ MDLsolutions Predictive Dialer/Dialer - ¥ersion 3.3.7 (Trial I'-!.r_'l>:as)
fle  StafStop  Calilists  [AtiCient Updates  Help
“Statistics | CallLists | Call RecordsReports | Do Not CallList| Navigation | PhionesiQuewies  Agent Groups(Teams) | Tine Zones | Camipaigns | View Agents | Confiaure |

!-ﬁSm'éM tact=CalleriD
o

i |_'§mi|_i Name | Caller 1D

Heh-\mma'j wartln aasﬁl‘ra gro.lp 1t aent et bnﬁ(cmat@wmmamjm cwaua‘alo.una or aeﬂ- ot callsta alﬁ}hah‘ad. ann!htar gmtwm‘m'l quﬂuasbm&t
ITEE, YL s sy Cific [NGEaGE olhier than Enalist, Wa#ﬂmmsmremwmwei&mnwm Yo e then gend

a.n‘om:m’ o, crzate & Lrie gris mmmorwuwmmmmwmwmmmymmmsmmmAmmum»a

A53H0R VOUr rodp: meeﬂanmhsormu&m&wﬁmwmme “Phonesymn Transler List" WM&:M il bee s el when you start the Predictive:
'ummmtmmmw\mhaﬁeﬂimwrm
0 Group Name: Caller ID: SIP Contact=Caller|l:  Channelis Assianed To Grow:  Enabled
] | o e Z =
aid | upete | petete | ma |
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. May require the dialers Bridge
Mode feature. Tab “Configuration/Bridge Mode”.

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

[ MDLsolutions Predictive Dialer/Dialer - ¥ersion 3.3.7 (Trial Release)
El ‘ScatjStop  Calllists (At Cient Updates Help
" Statistics | CallLists | Call RecordsReports | Do Not Call List | Navigation | PhonesiQueues | Agent Groups(Teams) Tine Zones | Campaigns | View Ayents | Configure |
| 1D | Area Code | Time zone | Start Time: | End Time | Caller I
T I

bl Ender the cialig code -t is rebste to e tine zon, and start snd xd fimes for thet tine zome. *Cater 1D |5 oy supported i Bridge bavde

e aveacode: [ mmetﬁurmﬁ =] Start Time Hour (28 hour formati: B =] End Time Hour (24 hour formati; [1® =1

A | Upeiate f Delete l cmm»ulmsehcﬁkl—

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.
Caller ID: Each time zone can support it's own outbound caller id. This features is only
supported using the dialers Bridge Mode feature. Tab “Configuration/Bridge Mode”.

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. _ _ _

8 MDLsolutions Predictive Dialer/Dialer - Yersion 3.3.7 (Trial Release)
Fle  SatjStop  Cailists  Utcient  Updates  Help

Statistics | CalLists | Call RecordsRaports | Do Not CalList | Navigation | Phonesicueues | Agent Growps(Teams) | Tiwe Zones Campaigns |viow Agents | Confiaurs |

Diefault camgaign

Cost: |

| _votwe | vewe |

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.

 Agent Status | Last mumo
Reaty to receive calls |Nov 112013 4:56AM

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”.
Total Agents: The total amount of agents connected to the predictive dialer.
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Configure

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

ﬂHDLsolutinns Predictive Dialer /Dialer - ¥ersion 3.3.7 {Trial Release)

Flle  Scatfstop  Calllisss  MukiChent  Updates Help
Statistics | Call Lists | Call RecordsiReports | Do Mot Call List | Navigation | P | Agent Groups(Teams) | Time Zones | Campaigns | View Agents Canfigura |

Predicthve Dialing Blgorithm: jMedium (Medium call rate, some calls may have to hald in a queue) ﬂ Sel Call Answer Timeout: [SIJ Set | Spconds

Phone System Registration (Dialing Through Phone System) ] Bridge Mode (Direct To VolP Provider) | “Piease stopthe draler whien changing this infarmation,

SIP Registration - 3CK Phone System Onke

User ID(3CH Extension); [200 Dasswang 30K Server [192.1682.80
Rezlm ¢ [3CHPhoneSy Status: [Reistered
Ragister

Felp - 30 users, please enter "SCHPRoneSystem” infhe "Reakniusstion fied If you are nol sure of your Reslm guesfion, simphe run & WiresharkPOAR frace whits tryng to register
s oo under (407 Prowey Aotrenticstion Requred), or smeil fre PCAP to susgortsmmdisaktions com, Cther seffings when using Agzent Dizpostion interface (Do not forget fo use o
Y phag in: et the extensicn nomber 10 the gueus in 3CX that you wart 1o tranefer the cals to on the PronesiGueuss’ tah snd use the Bind Transter onthe 'Nevigstion' tah_=all
cther phones systems must use 'Bridge Mods",

: (1D | Call Start Time GANER e
v 1:05 A 11:59 PM

I i Start Titma: I {HH M ARIPH) Einl Thrbe:i {HH: MM AREPR)

I™ Turn Dialer Of After 8pm add |  Update |  Delete | ¥ Run onWeekends (SatSun)

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:

“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.

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.

Turn Dialer Off After 8pm:  Use this setting if you need to make 100% sure the dialer is
stopped/tuned off after 8pm.

E?!HI)Lsnlutians Predictive Dialer/Dialer - ¥ersion 3.3.7 {Trial Release)

File  ScatfStop  Calllists 19Ul Cient Updates Help
'Statistics | CallLists | Call RecordsiReports | Do Not Call List | Navigation | PhonesiQueues | Agent Groups(Teams? | Time Zones | Campaions | View Agents  Configure |

Predictive Dialing Blgorithim: [Medium Medium call rate, some calls may have to hold in a queue) =] Set l Call Ansirer Timeout: [30 Sot | Seconds

Phone System Registration (Dialing Through Phone System)  Britige Mode (Direct To Vol Provider) { *Plaase stop the dialer when changing this information.

|1 Aecount | Phone System VP | AgentGroup | Prefix:
6572359000  |tesfdpgre l17149201018 |Default [

| P

| WP Provider - IP/Dammain Name

19: 2 volP Pmomain Name: [1.50.100.100 Recount; 6572359000 Password: [
Phone System VP Account: [17146281018 Agent Group: [Pefauft =l pree |
¥ Enable Bridge Mode Add [ ipiiate__ Delete | External IP Address: [64.100.123.200

| I | Call Start Time Call End Time
11:59 PM

o: [ start Time: | {HH Dbt ANIPR) End Time: | (HH: M ANIP )

™' Turn Dialer OFf After fpm add | Upaate | pewte | ¥ Run on Weekends (SatSuny

Bridge Mode (Place calls directly with VolP Provide  r):
VolIP Provider — IP Domain Name: The IP Address or domain name of your VolP
provider or PSTN gateway.
Account: The VolIP providers or PSTN gateways account/username information.
Password: The VolIP providers or PSTN gateways password information.
Additional Settings When used with 3CX
Phone System VP Account: The inbound DID created in 3CX, where the dialer calls
will be transferred to. Make sure to map this inbound 3CX DID to a 3CX call queue.
Agent Group: The agent group used to process the desired call actions, call queues
and call lists.
Prefix: If a VoIP provider/VolP gateway prefix is required, please enter it here.
Enable Bridge Mode: Check this box after setting the external IP address to enable
Bridge Mode.
External IP Address: Input your external IP address. If you not sure of your external IP
address, simply type “My IP Address” using Google on the dialer computer.
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Menu Options (Move to first page)

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.
&

BE MDLsolutions Predictive Dialer/ialer - Version 1.4.4

ings. Updates  Purchass.  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: IReQiStEI ed

| Server: [192.168.2.72 | Reama

User ID: |2_['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
Bandwidth.com to upgrade your account. *Asterisk users, please enter "asterisk” in the "Realm Question fisld. *3CX users, please enter "3CXPhoneSystem” in the "Realm Guestion 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

In: Start Time: {HH: Mt AMIPH) EndTime:| | (HH:MM AMIPH)

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

Page 23



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

[ MPt solutions_Predictive isler/Dialer - Yersion 3:3.7 {1vial Release}
File  ScatfStop  Call Lists b Chies Updates  Help

Statistics | CailLists | Call Records/Reparts | Do Not Call List | Navigation | PhonesiQueues | Agent GroupstTeams) | Time Zones | Campaions | View Agents | Configure |

e ek fo
ﬁ Configuration File Settirgs

50L Canvaction Sting | Server=locaho:\S OLERPRESS fnkial Catabg=hDLsokgionzDialer; Ussr ID=caParswod=-madiagw] 234!

IF fuldress of Diakr. [localiost [defaut lncaknzt
30 Conbioler 1P addvess: [30IP_ADDAESS

SMTP Server [P addiess: [EmalServer

Fro Ernzl Address: | fo@mdaoktionz com

3. To Emsil Addiess 1: [suppor@mdisciutions. com

Flaced 0
To Email fddiess 2 |nfo@localhos :mf' E
' o \.N
4 SMTP Usemame [suppon@mdisehiicns. cor peor 0

SMTP Password: [sekol

Total Channels: |1 Diema limilalions - Max 4 charmelz "Blind Transfer usng 30 Max 2 channels using shandasd 'Transfer!.

1.2 Call Recording1=onf {0

bl amaged Agant Callz: |f=lze Sat bo false’ if wou ane Lising 207, othenvise zet ko T’
08 Automated Digler, |rug Sat o e, if you e going o uze onl the automated diaing featue.
Update Cloze I
0
Start Calls Stop Calls | i

PORTART NOTE — MDLsokbione diter s cormencial ssler v needs o v on b swm comped=r.  copnat be un on e some compider asymu Vo softphese cryocrPoak. | g

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

h. Username(Value) to your SMTP server login username. Use

hMailserver(free), if you need an SMTP server.

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

i. 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.

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.

solutions Pri 5 -

The Agent Interface would then use the CRM lead/record id fram the Predictive Dialer database to launch the web lead form (URL] for the CRM
Statistics | Call Listsl| onthe agent computer through the Agent Interface.

| ID | SOL Connection String SOL Query SOLUpdate:

Server=192.168.2. 964 SALEXPRESS sl Catal.. | SELECT ID 45 Lead d, TeMum A5 Telephore?.... | IPDATE SOLarCRHM
14 Sewvei=192 1682 3605 0L EXFRES S kil Catal . | SELECT ID 45 Leadid, Telum 45 Telsphore, . | UFDATE SOLotCRM

| >

Scroll right for further information->

S0L Connection Stiing [Used to connect to the CRM SOL databasel:
[

Custom SOL Query (Used to ietrieve leads/iecords from CRM datsbase, Make sure you assign the lead/recard id to field/varisble "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 ]

Cannection Call List Mame [ill be used 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:
| o ‘ [] Include Mobile Phone Humbes (4 addtional recard]

Carmpaign:
f

1 | V!

) (e ) (oo

"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. Page 25




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.

2 WD solutions, Inc. Agent Disposition Interface - Yer 3.34 [Connected) |

Options Help
+ Agentiniefece | 5 Reminders | T Seipt | 1] Statisies | =, Corfiguration w50 BLeTisas
Record D) | 100444 | Catler10: [3132577428 | Carmpaign: |Default | Inkerbace: |30
Eirst Mame: | Teb Last Marner | Fotber | Statys [Call Ended ]
Emait | thorberi@zbomar.com SSK; (00000000 | ooe:[1hssm | DateFroceseed: [10/31/2013 10170080 |
Addhess 1: | 549 Fith 5t | hdfes? | Sure2z
City: | Ci State: | CA& | Postsl Codei | 99540 | Caunipe [UiSA
Company: LABC Max Tracking ID: | AAS2213 | Cavhiols
Product Prca | Feady to recaive call: i
| Product &, | [1s077 : | P i
Caegary Webste -
9 ok i - k | Erd Sal l
[ M messags when phone nurber @ nce found, ] Auto Launch URL/ERE | Launich | | | MskeCal ]
Seaich Fisld v | SeaichVakie | | W [ [4] Anto Queue Logout
Suevey E @1 | Emai Responze: [Thank You Fos Puichase Rev 1 )|
o e ¥
| Dispogtion: |Dualfed |
1 | A ]
Comments:
| Update i
e Lt Upedalect Thurselay, Octeber 31, 2013 - 10018 &M By Asent Exersion [107] -————
| Lipdate with Beminder 7|
| Send SHS Ted Message M|
Peiaw Diat ! Cail Hizton: | |
Record [0 Nu’ntﬂ Ciraled Fiist Wame: Lazt Hame: Doe Addiezs |

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.
Email: The email 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.

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

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

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

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.

Call History: Keeps a selectable record of all previous agent calls.
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Y ou can view the additional 12 custom fields by clicking on the down arrow button on

the left hand side.

| Options Heb

#* MOLsolutions;lnc, Agent Disposition Interface - Yer 3.34 (Connected)

£ agertIntestace |y Remindess | T Scipt | 240 Statistics| =, Configwalion)|

Fecord D 103444

| caberip: 3132977426

| Campaig: | Delauk

Irietace; {g_:x |

Fist Hame: | Teh

| Last Hame:; Ferber

Stahg: EallEnded |

| ssn: [ooooooon DOB: 1411300

Address 1: | BA3FiRth 51

Addhess 2 | Suile 22

Ciy: [ T4 State | CA Postal Code/Zip. | 33940 Country: |USA |
Company: [4BC Max TrackingID: | 44-82213 Coriral:

Froduct Fiice l Fieady lo teceive calls i
e i | ot p
Category “Webdite |I E— i
] Mo meseage when phane nunbes is notfourd. ] Auto Lwnch URL/EXE [ Lewmeh | [ MekeCst |
Ciecl Cand B Exp Date At Busestogo Help
1234557850 [10/10/2020 T— B

Mole usedLater use Hole wed/Laber use - .

| : i . | Dispesiion: |Qualiied vl

Mote usedrLater uze Hote ured/Lates use L e i

[ t Updote i Remind: i

Mote uzed/Laber uze Mote wed/Later e l Send SMS Test Maszage i
I I

| - ! Cal Higauy: | vl

Mote usadrLater use Mobs urad/Later ue .

T Recoed I Humber Disled First Mame

L L 1

Mol used/Later uze Hole used/Late: uae

I 4 ' >

Adent E:!:LEI'I'.'-EI'.I + 101

Additional Custom Fields 1 to 12:

manager.

A custom field that can be set by the call center
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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 date/time becomes relevant.

# MOLsolutions.lnc. Azent Disposition: Interface - Yer .34 (Conpected)

| & dgeteface| & R | 51 Seit | ) Saiies| 5, Contguton]

Dzt Time Irifodimnation

E
r‘_ 1071042013 10:10 AM Please folw up on Product & bk picig, - 5551224
=

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.

+® MOLsolutions;:inc, Agent Disposition Interface - ¥er 3.34 (Connected)

| ontons Heb

| & apectInveiace | G Remndess| T8 Swict | Slisies| =, Corfgwation|
ok

Hi Cushoenes

| am cifenng tris ibem at thiz time fos this teason:
| hope this iz a good e,

Plesse [l me know what you decide

Thank you wew much for pour lire,

My name is.

Script: The script text.

Script name: The reference name for each individual script.

Refresh: When the script is updated by supervisor/call center manager, simply click on
refresh to see the latest script information.
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Statistics

Shows a summary of client dispositions set by the agent over a certain time period.

 MDLsolutions.inc, Apent Disposition Interface - Yer 3. 34 (Connected) ﬁa
| optioes e
|| £ AvertInteilace | §pl Reminders | 71 Seiipt| 2 Gtatisies | < Configuiation| moL $BLUT M
i S
‘Agent Disposition Statistics
Gualified: 2
Fresh Lead: 2
Dlrgsdy Errallad, 2
Bad Lead: 2
. Arepdy Enrolled 2 Bed Lead: 2 mE Fresh Lead: 2w Qualified. 3
.
Peiiod [Last 7 Days v

m———
| Agent extenzsion; 101

Period: Select the period that you want displayed on the graph.
Refresh: Simply click on refresh to see the latest information.
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Integrated CRM Web Page

Used to show the CRM webpage that was previously loaded/configured, and that is
populated at time of incoming call. Check Agent Interface config file setting -
"IntegratedWebltfc", set to true.

22 K0 solutions,Inc. Asent Disposition Interface - ¥er 3.34 (Connected) ; E'
B vl

| £ agentinieisce | Gl Revindess | 71 Soip| T Weslnterace | 4] St | o, Corfigustion.
Unitedd States (Enghshy Change | CRM Custor

Mg Microsoft Dynamics

Hame wision Solubions Industnes Froducts Resources Suppeart

Three 'tjeams,
one unified

._-'-g
z
bom
®
o
@
i
~*

®

Chat

Outzid
Marketing 1 ; ; Waorlds

1BLD anl @ r AON

What's new in Microsoft Dynamics s el

" ERe Rl A TRV L ooy B i es ok et o S A e i [ i A A Solutions for enterprise business v
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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.

& KDL solutinns.Inc, Agent Disposition Interface - Ver 3.34 (Connected) [;] '_'E|

| optices Help a
| & dgertInteiace | Gl Fernders | T Seiipt|| <4 Statisics| =, Configuration asi sEintann
Configus atioe fie stings
SOL Sting | Server=1010.2 1\SOLEXPRES 5 dnilial Catalog=MD LedulioreDisler User [D=sa Passward=medizgw] 2341 |
Emtereian 1_01

30 Melwcek Coeroler. 101023

Irtmface: 3D< | (30 Divect)
Erate Foma: :bef&di [
Dialng Prsfic |Nene | Setto Mane'ifnct used.
Remove digils from cale id; ] i Set bo Mone' iF ok used
Adrin Passaord: | defa St b Mane! if ot used
30K Queus Map/Company. -1

Inla [ Trondleshaoling]
T

Bgent exkensin; 101

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.

Dialing Prefix’Remove digits from caller id: If you use a dialing prefix in the call
records that 3CX uses to route calls, then input that under Dialing Prefix. If the caller id
does not match your call records, then remove the leading numbers until it does.
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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@mdIsolutions.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.

2 pDLsolutions;Inc. Agent Disposition Interface - Ver 3,35 (Connected)

7 Agantinharfam];,: Reminders | T Seipt | (] Siatistios | =, Corfigurstion |

mEr ASLUTIAHS

1 Step Call Process Ensbled

Recond D 103412 | Calles o 9132977428 Campaign: |Defaut

: Interface: ‘_QDQ )

First Name: | Mike Lzt Mame: IMaleana Siatuz :EE‘ Ended
Emal | mmareens@ipats.com S5M: | Do 1m0 Dale Processed [11/8/2013 74000PM |
Address 1; - 54958 Fith Address 20 Suke 227
City, | CA | stae: A | Postal Code/Zip: [ 33340 | Courm |
Compaey: | ABC Max Tiacking |D; | 8482213 | Cenlrals
Puoduct Frice | ea lo receive calls i
Product 2 | |esann | Fiecoud D i
Catlenoy Webhsie | i i
] | | -
] No message when phone rurber is not found, (] Aulo Launch URL/EXE [ Launch [ | L Make Call
SearchFiet (TalsphoreHionber ] SeachVake: [S132577426 o I i
Suvey % A Ernal Response: [ v]
= il |
— | Disposthion; | Quabfed v!
Comments: -
=1 Update [
wansiens | ot Lipdated ‘Wednesday, Seplember 23, 2013 204 PM By Agent Exersionc (107 seevas | TR i
ARESE Wil M emimaet
--------- Lazt Updated Wedmesday, September 25, 2013 - 217 P By Agent Exdersionc [101] - l Sgp@:l,SM_S.'IB'p& fleszage i
Fieview Dial g| Call Histary: | v
_RecoiD Muenbies Dialed First Hame Last Hame bos Addiess
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Agent Interface Receiving Inbound Calls

When an inbound call (caller id) is received for the first time through a 3CX queue that
the agent is connected to, the agent interface will notify the agent that the caller id does
not exist, if it cannot be found in the current predictive dialer call list/s. It will then give the
agent the option to add the number/caller id, and enter the clients information. _

. ® Mbsalutions,inc, Agent Bispasition Inferface - Yer 3,36 (Connscted) AEE

| options  Hebp : S
# AgentInteface | 5l Remnders | T Soipt | A Staistes | ) Corfgursion
Recad 1D | | Laller IDv: | Campaign : Irkesface: |3C}{
First Mame: | | vt bame: | | Status: [Active Call
Emat: | | ssm | oo | DateFrocessed |
Addess1: | | adgesz |
Ciy: | State:. | | Postal Coda/Zp: | | Counin: |
Company: i Tracking 10 | i Lanath
Stopreceiving calls i
Recad O A
B | Ere Col [
[ [ Makeca
—_— ST oot
Survey (] . | Emal Respanse: \'Zi
I_D . Wil
0 Dizpostan: "l
Con‘lmsnlx = —r
| Updsle i
| Lipets st Flaminder "
| _ Serd SMS Ten Messoge i
Preniave Dial | | CallHistane | b
Recod 10 Humzer Dialad First Hame Lazt Mame Dog Addbess [

Agent extendion; 101
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Once the agent has entered all the required client information into the agent interface, all
the agent needs to do is select a relevant disposition and click update.
* MOLsolutions,inc. Apent Disposition Interface - Yer 3.36 (Connected) '? 'T-_'EJ

| options el T
2 agertinietace |7 Remnders | T Scipt | 4 Statisties | %, Configuiaton| rel LotuTEens
Fiecaid ID: [103467 | Calerin: [7145758471 Darnpaign | Default | Interface 30K
First Name: | Jobin | Last bame | Dobles | Statuz: [Acdive Call
Emait |jdousler@inb.com S5M; | ooe:| | Date Frocessad |
Address 1: | 287 Haraid St | bddessz AptD
Ciy: !.San-Fel. State: [C.ﬁ | Postal Coga/Fp: |=nom1 Countne lusa
Campany: iFNS Tracking ID: | I Contrals
Product Fce | Stop recaiving calls. i
I e e nn |
|Produc Z | 5900 H] Fecord O i
Category Webste
et i i : End Cal
[} Mameszage wihen phone number & ot found. [ Aute Launch URL/EXE | Launch | | | MakeCal ]
SexchFald | | Seachvaie: | i
Survey .H Esnad Aesponze: Sl
l_ Dizpostan: [ "i
Corments: | : —
| Updste [
| Lipets st Flaminder "
| S SME Teos Message 7|
Preview Digk | | Call Histane »il
| Recad 1D Humzer Dialad First Hame Lazt Mane Dop Addrezs
L

**\/iew “Inbound Calls/Automatic Call List Creation” under the Call Center Manager
section, to view the automatically created inbound call list.
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Confiqure Agent Interface for Inbound Calls with Un igue Call Lists

By default if an inbound call is received, the predictive dialer will create a general
inbound call list. However in some situations it may be required that unique call lists are
created for inbound calls depending on the 3CX queue the calls are originating from.

nc, Agen face - Ver 3.36 (Connected)
# AgentInteitace |5 Remindess | T Soipt | ) Statisies | <, Corfowation| Hi e

ii",.‘MDT.—'{:ﬂliiTiﬂi’E - Agent Disposition Interface
File EdE Miew  Fawerites Tools Hek J
Q- - ¥ "Qsﬁm i Fc-ldsrs‘ -

Address :1'.'.3 C:iProgram Files\MOLsclutions, InciMOLsobitions - Agent Disposition Trkerface
Faldars X ; [fj.yne A

<Fim] wersion="1.0" encoding="utf-8" > -~
<configuration> X
<configsections> .
<secrionaroup names="applicationsertings™ types=" staﬂ.conf"lguratwn.app'l'ica‘t"mnSett"lngsGrnu?.
<sscrion name="imMoLsolutionspialer. my. Mysattings” type="system.Configuration.clientsertin
</sectionGroups
</configSections> b
<appsettings> F -
<add key="soLConnectionstring” wvalues="xop3kwixIordan+T IGTSTEROSMI i3y 2ullon7hFhevs2yiekvslFZzUrs:
<add key="Extension” value="101" /> B
<add key="3CxCrMMetworkController IPaddress" value="192.168.2. 80" />
<add key="Interface” valua="3C{" />
<add key="paterFormat"” walue="psfault” />
<add key="atminFassword” \ra‘lue-"HOEGa..ﬂ.ann-" Fal
<add key="agentaltgueus” value="hot ser” /=
<add key="Recordupdatestep” value="3step" />
<add key="IntegratadwehItfc” valug="Talsa™ /»
key="sysnoMeszage" wvalue="Falga” /=
<add key="sysautoLaunch” walue="False" /=
<add key="sysaurcqueue’ value="Trua" /=
<add Eeyn"ma.'ImgI;Pr'e‘ﬁx” values=

nableencryptedrialds

e £
<fzppsertingss

<system. diagnosticss

<gourcess . i . i i .
<l—= This zection defines the logging configuration for my.spplication. Log --= -
< i l| E
L T =

£ | W ® | ¥

;101

In order to accomplish this the following steps need to be completed.

The first step is to set the “MapQueueToCompany” value to “True” in the
AgentDispositioninterface.exe.config file. For each agent interface.
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The second step is to create a 3CX Queue with a “Name” that will be used to create the
inbound call list in the predictive dialer. Below we have used “Company Name A”.

Edit Queue

2 = 5 i A
A% Call gueues hold calls in & queus unkil an agent is available ko answer the call
General

Configure the Mumber, Mame, and Time-out of queus

Yirtual Extension Mumber |00 @
Mame Campary Mame & @
Paolling Strategy Raound Rabin - @
Ring timeout{seconds) 30 @

Call Queue Agents

Select which extensions will be agents for this Call Queus, User must also login o the Call Queus to start taking calls.

Extensions Mernbers
100 agenk one -~ 101 agenk bwo
102 agent p1 agent A 150 Call Center Supervisor n

103 agent p2 103

104 agert p3 : Remove Do

120 Extension 120 Agent w

e

Add External Agent Murnber Add | I @

Destination if no answer

Select a destination for this call if it reaches Maxirmurn Queae Waik Time, iF no agent is looged in, or if caller presses the * button,

) End call

@) Connect to Extension 100 agent one >, @
71 Connect to Queus | Ring Group G20 Phonel - @
() Conmect to Digital Receptionisk - @
(7 Woicemail box For Extension 100 agent one - @
(7 Forward to Qutside Mumber @
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The third step is to route calls coming in from your VoIP provider/VolP gateway to the
3CX queue you just created.
Edit YOIP Provider

b Edit Port 119132977427
Woip Provider port no 19132977427 on'SoTel

Yirkual Extension Mumber {Uniquse) foooo '@
Authentication IO 19132977427 @
Authentication Passward TITITITI I IT] @ dokok
3 Way futhertication ID B @
Port identification 19132977427 @
Office Hours
Configure where calls should be routed during office hours,
(2 End Cal
(7 Connect ta Extension 1_DD agent ane - @
i@ Connect to Queue | Ring Group 800 CDmpany_Name .ﬁ.__ - @
CJ Connect to Digital Receptionist - @
(73 voicemail box For Extension 100 agent one - @
(£ Forward to Qutside Number @
(71 send Fax ko email D_F exltensicnn fatitsd - @

|—_; SEEn S eERE SR E T | et U Speafic Office Halrs
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When an inbound call (caller id) is received for the first time through a 3CX queue that

the agent is connected to, the agent interface will notify the agent that the caller id does
not exist, if it cannot be found in the current predictive dialer call list/s. It will then give the
agent the option to add the number/caller id, and enter the clients information.
T ne, Agent Dispos 65 - Yor 3,36 (Gonnested) EEE

# Agentneface | g Remnders | T Scipt| 4 Staisics | <, Coniguaion
Recad 1D | | Laller IDv: | Campaign : Irkesface: |3-D{
First Mame: | | vast bame: | | Status: [Active Call
Emait | | ssm | oo | DateFrocessad
Addess1: | | adgesz |
Ciy: | State:. | | Postal Coda/Zp: | | Counin: |
Campary: i | Tracking ICk: | | Conlrals
Froduct Stop receiving calls i
| _ _ . Recod O [
C ! ': Mo recard exists Far this runiber: 7E95758471, would you like to add this number? . —
SN . Erd Cal i
[ Mo meszas [ Yes I ' Ho J | Make Call
Sexch Field | | SeachVale: | T v [ o e Losout
Survey (] | Emal Responze: | \'Zi
e P —
0 = Dizpostan: "_'l
Comments: — -
| Updsle i
| Updats with Hlminder "
| e SMS Tet Messsge i
Preniaws Digk | | CallHistan: | |
Recod [e] Humzer Dialad First Hame LaztHame DOp Addbess |
Agent ior 101
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If the agent chooses to add the new caller id/client information, the agent interface will
automatically populate the “Company” field with the 3CX queue name. This “Company”
information will be used to create the inbound call list name in the Predictive Dialer.

. zolufi ne. Agend Disposition Inferface - Yer 3,36 (Connected) =

& AgentIntetace | 5 Remingers | T Seript| 124] Stefistics | =, Configuration! bre sdiuTiens

RecordiD: 102469 T Calles I 'ﬁqgmn H Campangn: |Da‘a‘dt Irdeslace: :3[)(
Furst Mlame: | Last Mame: | | Ghalug: [ﬁ[ﬂ.l_vefaﬂ
Email SSN: | | pos:| | Date Frocessed: |
Addrasz 10 I Addres: 2 L
City: | Stae: | Postal Code/Zi: | | Counin:
Compary: W Company tlama & | Trackang D ' Contrals
Praduct Frice | Stop recering calls i
| | _ HI Fiecoid O i
Categoey Website
8 ] [ ErdCal b
[] Mo message when phoee rurber is not foand, [ Auto Laonch URLEXE [ ]
Search Fisld: i v." Seanch Vakaa: | | = .;\- D Ando Huzue Logeut Help
suver [ A0 | Emal Alesponse: !_ \'I
0O L e |
Dispostiar: | \'l
Camments:
| Updae [
| Update il Bominder i
| Sieni SH Tex Message i
Prevvisat Diak Call History: | ~|
| RecodiD Hubes Disled First Name Lt Hare oo Addiess 1
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Once the agent has entered all the required client information into the agent interface, all
the client needs to do is select a relevant disposition and click update.

20 solutions, Inc. Agent Disposition Inferface - Yer 3,36 {Connected)

A boontintloce | 5 Remingers | T Seipt| o) vt | £, Canfgasion
RecardiD: 102469 T Calles I ?‘I{El?m‘i_ﬂ i Campagn: |Da‘aut. | Inkeslace: E3D¢
First Mame:  Tem Last Mame: iTredsh.m | Shalug: iﬁd.rvefaﬂ
Emal thendsturd@ona com SN | | DGB:' | [rate Processed:
Addess 1 ;’Eal'asks-l Address 20 .-!ut‘(
Cily: San Migual | ater o8 Postal Cods/Zir | 9MET | Counine [usa
i ) Laf Contalz
Compary: - Company Mame & | Tracka 1D: - 1
Product Frica | Stop recaiving calls i
| | ] Recoid O i
Categoey Websie
g N | Erd Cal |
=4 1
[ Mo mezsage when phons rumber is not found. [ Aute Launch URL/EXE | MakeCal |
Search Fisld: —v- Seanch Valee: | 0 :- [ Ao Dugue Logeit Help
Surveyr E A | Emal Besponse: ! VI
i ; -
i~ Dizpostion: Fr-ﬁhL-:-a:I Vi
Camments. "
| Updgte i
| Updte vith Beminder [’
[ Gerd M Tex Masssge ul
Praview Diat | Call Hiztory: | <
RecordiD Humnbes Disled First Name Last Name D08 Aelthass '

**\/iew “Inbound Calls/Automatic Call List Creation” under the Call Center Manager
section to view the automatically created unique inbound call lists.
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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@mdlsolutions.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: Call Center Manager

(Call Center Monitoring, Performance Graphs, Report s, and Agent/Call Center
Management)

Statistics/Graphs/Analytics
The Statistics/Graphs/Analytics used to monitor the call center real time displaying call,
agent, call list, channel information and call center analytics/performance graphs.

Call overview graphs.

I MDLsotutions Call Center Manaper Dashiboard - Yersion 3.3.5

Flg'  Help
(> F P : I
I\J | ;a tisl-iBJGra phs Call Lists Management Agent Performance /System Reports Call Records System Settings
g 1 Digler Totsl Calls: 4 Calls Per Minute: |0 Active Channels: o Agents Waiting For Calis:
Swstem Ovcr;:i:'ﬁ Graohs Call Li“st Graphs

“&ll graphs are meazutad (nocall per minuts

Dialer Tatzl Calis

3 W Total Calls Placed ]
24 B C=ils Answered ]
18 B C:=ils NotAnswered 0
12 B Calls To Faxor WM i}
b

o

a 5 10 15 20 25

3 B gent Greup Calls Flaced 0
24 B C:lls fnswered 0
12 W Calls Mot Answered [i]
1.2 B Calls To Faxor VM 0
06

1]

0 5 0 15 20 % [Dafaut =

Agent Peformance % Agent Lisl

3 B Calllist CallsFlaced 0
24 B Calls Answered i]
1.8 N Calls Mot Answered 1]
1.2 N Calis ToFaoor VM o
0E

(]

o i 10 15 20 25 Derno Call List sl

Call List Pardormance »  Call List

Dialer Total Calls: Total calls made in all call lists, that have not been reset.
Calls Per Minute: Total calls made per/every minute by the dialer.

Active Channels: Total channels being used by the dialer simultaneously.
Agents Waiting For Calls:  Total agents waiting for calls to be transferred.
Status: The system status RUNNING, STOPPED and COMPLETING.

Start Calls: Click on green arrow/server at the top left.

Stop Calls: Click on red arrow/server at the top left.
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Performance Graphs:

All performance graphs are broken down as follows:

Blue = Total calls placed.

Green = Calls answered.

Red = Calls not answered.

Yellow = Calls answered by a fax machine or by an answering machine/voice mail.
First Graph: Total calls placed in all call lists.

Second Graph: Total calls placed for the selected agent group.

Third Graph: Total calls placed in the selected call list.

Call list/agent overview information.

per Dashboard - Verston 3.3.5

o

alis_tigsmmpﬁs | ColiLists Managemient  Agent Performance /System Reports  CollRecords  Svstem Settings

‘ kr = Dialer Total Calls: 4 Calls Per-Minute:. o Active Channels: 0 Agents Waiking For Calls: |1

Svstem Overwc“ Graphs | l;a_tl. Lis;_@aphs*

TBI graphs are measuied In callz parminute,

Dazler Total Calls

10 W Total Calls Placed i}
3 B Czlis Anzwered 1]
6 N Calis NotAnswered 0O
4 I Calls Te Faxee VM i1
2
i}

MACATONESS |PANOrESS Extension | Agent SEatus | Last Status Update |
N 192.168.2.184 101 |Reagy to receive calls |vov & 2013 12:50PM

| Agent Performance Agent Listx

Records

D CallListName Created Active | Recorss | pECLEY Status  Agent Group Campaign

Demo Call List 09/2513 [1 lg 4 | Activated | Defaut | Derauit

Call List Performance | Call List x

STOFPED

CALL LIST GRID

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 LIST GRID

“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 that the call will be transferred to, for this call list.
“Campaign”= The campaign associated with the call list.

nter Performance Graphs/ Analytics (Real-Time).

@ r e =
A | Statistics/Graphs Coll Lists M { Agent Py «/System Reports Call Records System Settings
et | DialerTotal Calls: 4 Calls Per Minute: 0 Active Channels: 0 Agents Waiting For Calls: |1
|- Swstem O_vzr\-;icw Graphs | Call :_'i"sszuhs
3 % = =
No Answervs Transfer o Agent and Call Transfer Resulis Leads Called to Sales Revenue
Other Call Siatus

1 1
Sale B
o

g Virgng Nuenber. 3 o 5 T -
Gualified: 5 : Fresh Lead: 5 3 L i

0 1000 2000 3000 4000 5000

B Freshbiesd: 5 BN Salet 8

B Transfer To Agent: 21 i Giealified: 5 . reng Number 3 B Leads Called Szles Fevenue
: A B o
-
Agent Performance

12 t 11

10

)

&

4 4

4

o]

o

101 10z 103 108

!ﬂl b mm Calls Trarsferrad Calls Digpositioned Al b

“Transfer results/Donut graph”= Shows the total amount of calls placed by the dialer, that

are either transferred to agents or that were not transferred to agents.

“Call Transfer Results/Pie graph”= Shows the total amount of calls in the call center that

are transferred to agents and how those calls were dispositioned/processed.

“Leads Called to Sales Revenue/Bar graph”= Shows the total amount of calls in the call

center that were placed, and the revenue made from theses leads. Requires certain

custom fields to be populated. Check Import form, under Call Lists tab.

“Agent Performance/Bar graph”= Breakdown of calls transferred/dispositioned to agents.

Further breakdown can be done by using the “Disposition” and "Call Lists” drop downs.
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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.

9 MDLgolutions Call Center Manager Dashboard - Version 3.3.5
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STOPPED

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.
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Exort Call Lists
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Export Call List/Call List Results to .CSV:  Export a summary of the call list and results
to .CSV file. To include all call list fields, simply click on “Include All Fields”.

Delete Call List: Delete selected call list.

Backup Call List: Backup call lists for later use.

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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Backed Up Call Lists

I MDLsolutions Call Center Manager Dashboard - Yersion 3.3.5 I:| fﬁ
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View List: View backed up call list.
Restore Call List: Restore backed up call list.

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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Search Call Lists

' MDLsolatiahs Call Center Managsr Dashboard - Version 3.3.5
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Search By: You can search all the call lists using several different fields (Phone
Number, Last Name, Process Date, Disposition, Address, City, State, Zip and Agent
Extension).

Search Criteria: Enter the related field search criteria to search for.

Search Records: Click to start search.

Call Recordings: Please check “Search Call Lists” under the dialer section, to retrieve
call recordings.

CALL LIST FIELD GRID
See Agent Interface for details on call lists fields.
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Call Records

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

15 B solutions: Call Center Manaper Dashboard - Yersion 3:3.5
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Load Call Records: Input the amount of call records you want displayed, and then click
on Load Call Records.

Search Records By: Allows you to search call records by “Dialed Number”, “Call Term
Status” and “Custom Field 1”.

Delete All Call Records: Completely delete all call records. Call records are
automatically deleted after 7 days, but this can be changed in the dialer config file.

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.
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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
agents in the Call Center, and provides call center reports.

EADHL i Call Canter Ma r Dashboand - Version: 3. 3.5
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=] Eno Date: |10/30/2013 12,01 54

Calls Disconnected

g Calls Mot Answered
s Received By Agents

(Calls Received By Agants Sutrimary

Calls Received By Agents Disposition Summary

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.

Agent Performance Graph: Allows the manager/supervisor to view the current real-
time per agent call performance graph.

Export View to .CSV file: Any View can be exported to a .CSV file for further
examination/processing.
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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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Detailed performance extension information. Enables the call center manager to view

the records processed for each agent in each call list for all or for specified dispositions.
L. MBLsolutions Call Conter Manager Bashboard - Yersion 3.3.5 A=Y
&l
P B s i3
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Call List: The cal list that the agent has processed call records in.
Records Processed: The amount of records processed in that call list.
Filter By Disposition:  Filter results by a specific disposition.
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Detailed performance extension information. Enables the call center manager to view
the call answered for each agent in a bar graph view.

I MDLsolutions Call Center Manager Dashboard - Yarsion 3.3.5
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Calls Answered: The total amount of calls answered by the agent selected, for the
period shown.
Agent Dropdown: Used to select the agent extension, that will be viewed in the graph.
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Agent Administration

The Agent Administration tab, enables the call center manager to set a username and
password for the agents, for login/logout purposes, or to set system wide Agent Interface
settings.

4 MDLsolutions Catl Conter Manager Dashboard - Version 3.3.5
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Extension: The extension of the Agent Interface/Agent.

Username: The login username for the Agent Interface.

Password: The password for the Agent Interface.

Login Required: Setto 1 if you require the Agent Interface to login, otherwise O.
Record Button On/Off:  Set to 1 if you require the Agent Interface “Record Call” button
to be displayed on the Agent Interface, otherwise 0.

Auto Logout: Set to 1 if you require the Agent Interface “Auto Logout:” check box to be
checked on the Agent Interface, otherwise 0.

Auto Launch: Setto 1 if you require the Agent Interface “Auto Launch:” check box to be
checked on the Agent Interface, otherwise 0.

No Number Message: Set to 1 if you require the Agent Interface “No Number Message”
not to be displayed on the Agent Interface, otherwise 0.
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The Agent Groups/Predictive Dialing Algorithm tab, enables the call center manager to
set the Predictive Dialing Algorithm, and setup agent groups/call center 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.
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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.
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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. May require the dialers Bridge
Mode feature. Tab “Configuration/Bridge Mode”.

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.

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 used 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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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.

9 MDLsoluthons Call Center Manager Dashboard - Yarsion 3. 3.5
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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”.
Total Agents: The total amount of agents connected to the predictive dialer.
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Email Manager

The Email Manager is used to create a client response email/s for the agent/agent
interface/s.
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MSTGPPEB - Additional Information: Stopped by inertace.

Email Name: Unigque name used to identify the response email to the agent, through the
agent interface.

Email Message: The user created email message along with the required call list fields
that will be emailed to the client once the agent selects it, using the associated Email
Name.

(Call List Fields-Passable): The following call list fields can be passed from the related
client information on the agent interface, to the response email. They are [firstname],
[lastname], [addressl], [address?2], [city], [stateprovince], [zippostal], [country], [trackid],
[custom1] and [custom?2]. Additional fields can be included upon request.
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Agent Script

The Agent Script Manager is used to create an agent script/s response for the
agent/agent interface/s, when talking to the client.
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G 5T OPFED - Additional lnfiormetion: Stopped by interface,

Script Name: Unique name used to identify the agent script to the agent, through the
agent interface.

Script Text: The user created script text that will be read to the client once the agent
selects it, using the associated Script Name.
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Email Settings

The Settings tab is used to setup your companies information, which is mainly used in
the reports, and to setup the emails (SMTP) settings for the agent response emails

55 MDLsolutions Call Center Manager Doshboard - Version 3.5.3
Help

P - =
(©) = &
~.._/; Statistics/Graphs Cafl Lists Management. Agent Performance | System Reports Call Records System Setlings

= ey ' S
Emeail Manager Settings Agent Scripts Custom Labels [Eaent Intertace)

Cosmparg Informalion [FRepoits]
Company Mame: | MDLsaliionsm Inc. |
Addiese; [T Tus‘unAheSw\sZW
. [Santarrs
Stabe/Province; |[CA

cor 578
SHTP Emal Setiings [Boe Falow Up Emais]
Email Serves (IP Address of Domain Marme] 19_2.159.2.‘.9!.5“
FromEmal Addess  saest@mdlsolulions. com
Email Subject: [ MDLsohutions thak you for pou purchasel
P T—
Pazsword | sediol

Resemved

e 5T OPFED - Additional lnfiormetion: Stopped by interface,

Company Information

Company Name: Your companies name.

Address: Your companies street address.

City: Your companies city address.

State Province: Your companies state/provincial address.
Country: The country your company resides in.

SMTP Email Server Settings

Email Server (IP Address or Domain Name):  The IP address or domain name of your
companies SMTP/Email server. Email server must support SMTP.

From Email Address: The associated SMTP email address that you want
used/displayed to your clients in your agents response emails.

Email Subject: The subject that you want displayed to your clients in your agent
response emails.

Username: The username of the From Email Address.

Password: The password of the From Email Address.
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Call Center Manager - Menu Options

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

Agent Interface Configurations:
Configure Survey Questions: Allows the call center manager/supervisor to setup a
unigue set of questions, in order to create a survey that the agents can use when
speaking to their clients.

Dlsolutior board < Varsion 3.3.5

| Agent Performance/System Reports  CallRecords  System Settings

== __I[_r® Q)
= - | S
_ Monsas Calitists | | Backed Us CallLists | Stearch Call Lists:

| Cizated | dclive Recards

Survey Quedicn 1 (35 char maxk
1]
“Suwevey Duesztion 2 [25 char mak]

“Suevey Question 3 (25 char max]

“Suevey Question 4 (55 char max)

Survep Question 5 (85 char ma).

Survey Question & (25 char max]):

Sursay Question 7 (85 char mas]:

Surmay Question 3 (85 char mas]:

Survey Juestion 3§85 char max]:

(LAl Listtotale aie updated evary 20 sacands,)

[ Ircluds &l Fiskds

ub diplicate: & wruibisis fiorn & ‘Wiew ListiCharos dgert Goup | : CadList I |

Help — Import sery O3 texd fle ino the dialer by clicking on "impart S5V, These List's can easily b2 oreated through Microzoft Excel vsing the "Seve As® feature ynder the Fie® menu option, Select |

\ge®Sstoe,ec
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Configure agent Dispositions/Call Rules: Allows the call center manager/supervisor to
setup a unique set of dispositions/call rules, that can be used by the agents and the call
center reporting.

DLsolutians Call Conter Manager Dashboard - Varsion 3.5.5

et [

|| Search Call Lists

Manae Call Lists “Backed Uo Call Lists.

I Cal List Name Crzated ‘dglive  Records | Records Frocessed | Slalus | Agert Gioup | Campaign

| Delaub
Agent Dispasitions/Call Rules
Dispostions:
[dl 1o Do Mot Cal List
Irgul/Update Disposiion Desciplion
[ixdd 16 Do i Ca i

Call Rue: Daps
[ Meek Record Complete - Default ¥ o]

"The dispostion hdd to Do Mat Call List will automaticaly
add the cal recordfphore rember bo the dislers do nat cal
Est, wihen the agent selects and updates the call iecord
ugrig thés dispoation.

[_add ][ Updse J[ Deee |

Callback in 'U_l [dape} on Busy or Mo Anzwer

CCall List totate ame upd ated wwary 30 seconds)

Help — Import sy 05 text fle irtothe dialer by cicking on "inport S5, These List's can easity be created through Microsoft Excel usng the *Sare A2 festure under the *Fle” mesu

!E 2 _éT_Q?_pPEﬁ_ L N At ak

Disposition: Select a current disposition or add a new one.

Input/Update Disposition Description: Enter or update a unique description for you
disposition.

Call Rule: Select the call rule that you want to apply to the disposition.

Days: Call back days that apply to the call rule.

Call Back: Select the amount of days you want the dialer to wait before calling a client
back if the clients number is busy or not answered.
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Inbound Calls/Automatic Call List Creation

By default when an inbound call is received, the predictive dialer will create a general
inbound call list (General Inbound Call List). All the same reporting and analytics are
available for the inbound call list, as with outbound call lists. Also you have the option to
“Activate” the inbound call list and call all the clients back that previously called.

T DLsolutions Call Center Manager Dashboard - Yersion 3.5.3

&) 2P ° 2
\ Statistics/Graphs | Call Lists Management Agent Performance/System Reports  Cafl Records  System Settings
—._ | AT (\
3= @4 |
IManaoe Calf tists Backed Lo Call Lists Search Cail Lists
1 Cal List Mame | Created | fclive | Records | Receeds Piocessed | Salus | Agent Groun Carnpign

105 Demo Call List | Disfandt aLit

03/25/13 [+ l4 0 Activated

General Inbound Call List

{Call List fotals are updated eveny 30 snoonds.}

5 That "fhere Mot Transfened Todnbgent

] nchude &4 Fields

Hizlp — import sy CEV fexd file into the daler by clcking on “mport CSV°, Thess List's can easily be cregted thraugh Microsol Excel using the "Save As® fegture undsr he "File" menu opfion, Sefect
5 2 STORPFED - Addiional Information: Stopped by interface.
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You can view the inbound call you receive by selecting the inbound call list and clicking

on the “View List” button, or run a report on the inbound call list.
L4, WD solutions Call Center Manager Dashboard - Version 3.5.3

File  Hek
CyAA >
A G ClLsts Masaement [0 e el it o T ORI e e

e | T

s -

| BackedUp CallLists:| | Search Call Lists

| Emal | Tracking 1D | SocialSecuriphluml DOE
thigndstuntena.. .

8 STOFPFED - Additional Infarmation: Stapped by interface.
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If you have decided to create unique inbound call lists (see “Inbound Calls, Unique Call
List Configuration” under the agent interface section), the predictive dialer will create a
unique call list using the 3CX queue name that the inbound calls originate from. All the
same reporting and analytics are available for the inbound call list/s, as with outbound
call lists. Also you have the option to “Activate” the inbound call list/s and call all the

clients back that previously called.
& 4iDLsoluts M

& = 3
Statistics/Graphs | Call Lists Management | Agent Performance/System Reports:  CallRecords  System Settings
e iz S e S s
=== = { |
) ar [ i
Manaae Call Lists Backed Up Call Lists Search Call Lists
; - -
I Call Lis Mame Caeated | Aclive. | Recteds | Records Pl-ube-s-s'ql | Stetus | i\asr{lﬁ‘rﬁy‘nl | Camgraign:

105 Demo Call List 03/2513 1 4 lo

15 Company Mame-& f |1 n

|1'-\lui\rahed Dzt Dizfiall

Help — Import sy £S5V text file info the dialer by cicking on "Ingort S5V, These List's con easiy be created through Microeoft Excel using the “Save A" feature under the “File” menu aption. Select I
| BT S TOPFED - Addiional Infarmalion: Stapped by inieriace,
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You can view the inbound call you receive by selecting the inbound call list and clicking

the “View List” button, or run a report on the inbound call list.
£, MPLsolutions Call Canter Manager Dashbaard - Versinn 3.5.3

BN eS| 1t Mareeer

Jystem Repor Call Records System Settings

i Fitst Mare: Last Marme Ernsil Tracking I+ Socislecuiptlun DOB
1| Jehin Drober doubler@inb.com 14171300 ——t

< i

Agerk Groug @

i fapt all st Agent Gio | Caal Baclu <k
Filn — Inpoet sy CRV e e o me daler by ciciing on Tmporl CSVY, These List's cen sasiy be crealed throush Mizrosofl Bxeel uging 19e "Save A5" Tealure under fe “File” menu aplion. Selecl
: 2 STOPPED - Additional Informetion: Stopped by interface.
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5: Configuration Tips

Confiquring 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.

Stotistics/Graphs  Call Lists Management | Agcnt Performance/System Reports | Call Records  System Settings.

bt

Pantngquam_Gﬁ!-’Sﬂst{m Reoorts Agent Groygs/Predictive Dialing Alo arithm ‘ Wiew Agents AgentAdministration

Predtive isg et Moo e ol e s ol e o ol i ] ¥l
[ID. | Giraup Name | Caler D | SIP Contact=CalleslD | Sirultaneous Disler Charrels || Enabled
» Default 1} 1 1

Help —wouw may wanl bo as5un a graup of 2gen exisnsions(credle call cener 18am) or qUEUsSs Lo one or & 21 of Galists, snd then $el ancther oroug of auent eXIEnsions Of qUeuss Lo anolher S8
of cal lisks. For exargle, vou mey hewve one group of saers thet spesks = specific langssae olher then Englsh, sod = set of call ists where that lssaunge preference is requirad, Vou can tren send
ail the calls from thoss language speciic ool lists over fo the agents that speak thet lnguage.

1 - To creste an agend groug, simply ereale & URigUe group neme and the amaunt of simusneous daler channels e ol wan assigned bothal group wien the daler is stared. Ater you have
compleled this steo plesse azsign your groups to the exlensions or queues that vou have under the 'Fhione System Transier List® Only srabled groups wilbe vsed when you ster the Prediclive
Ciaber. Grougs thet arg not enabiled can be stored for later use.

113 Group Mame: Caler 10- SIP Contast=CalalD: Channel's Assigned To Group:

) = | | | b= E =

Liceraad Chasnels: 20

MSTOPPED

%
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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.

EE“iI)Lﬂcluhtm Predictive Diaber/ Dulr‘l Yersion 3.3.7 {Trial Rele uﬂ‘)

" Fie ‘maifstop  Callligs  (GkiCien: Updates  Help
Wmlcdllmltnﬂﬂem rds/Reports | Do Not Call List | Navigation: Wlﬂmhwﬂﬁwwm | Tme Zones | Campain u&lm;ﬁnﬁﬂswmﬂiﬂm wigure |

101 ‘Iﬁll llIl

Heko mwmmuwmmtmm o
.= ou can sirigly se VolP 2ot phanesiy ‘mmmamm el "‘semymmmmw:wayww&w&.&wﬂ‘ﬁamm; 100" =t sctusl
mmwﬁ\ﬂmwmw .ssmuu'wme wmdl At m-mﬁsmm _mmmammamn

D Name: ~ Group Hame: _
e | | i i
_ma | son | veaste | owe |
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When importing your call list, make sure you select the correct Agent Group, for your call
list.

=

s B Import

RecordiD. Phore Mumbes, Campaign, Compary. Fiist Mame, Last Mame, Emal dddress. Trackng [0, DOB, SocistSecuriphumber, Pioce
103403913297 7426 Defaut ABC Maxl, Bob, Barker, bob@sbotech.com, SD-67833,1/1/2000 1200600 48 11428/2013 12:43:00 PH,
10341091 3297 7426 Defoul AEC Mand, Fred, Pinter, Fed@gen com, JLEINZZ1AA900 120000 AM 11728/20013 12:50.00 FH, Trans
103411913297 7426 Defaut ABC Man3, Crang, Hamikon, chamitor@fznom com, CC61123,171/1900 12 0000 AM_10/28/2013 12:50:C
10341 29132977426 Default BBC Maw, Mike, Maiezha, minaiesnal@paits com, A4-3221211300 1200000 A1 0/28/2010 3 12:453,00

Ernail Address: | Eméil Addies +
Compary: :_CDEEH i
i —
Social Security Mumber; | A

Drate Of Birtagmmiddiypry: | >

ZiniPostal Code: | 2 v
Gountry: | Courke.

a——i
Custom 1: et

Custons 2 |

Launch URLIEXE dwilh pararneters) & | A

[7 M Mumbes Langth Records Frocessed: [ Check/remove dupicate numbers

Recods Rejoctod:

Call ListMame: | Dems Call List
Agent Geoup: | Defauk e

Campaion: | Delauk

Prefic |

It Fiist Reeaid
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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.

B8 MDLsolutions Predictive Dialer/ialer. - Version 1.4. 7

| Statistics || CaII.Li.sts || Ccall RecordsReports || Do Not Call List | Navigation | pones/iQueues H Agent Groups{Teams) || Time Zones || campaigns || View Agents ” Configure ‘

0] | ActionHeyword | Navigation | Value | Enable
17 Play Message Play Prompt welcome.wav 0
31 End Call End Call 1

Help — To select an action to update or delete, double click inthe grey area next to the action you want to edit or delets. Then edit the fields below and click update if you want to update the action, or
just elick delete to delete the action. To-add an ection, simply fillin the: fields helow and click adel. Do not forget to add our 30K plug in, if you are using 'Blind Transfer'. Mote: When using
‘AnsMachineDet’ you can specify If you would like the Predictive Dialer to delay disconnecting the call when (4 finds an answering machine. By simply sdding 2 delay in millizeconds in the value fisld

wwhien updating ‘AnshischineDet.

Record ID: Action/ Keyword: Play Message | Action: IPIamempt "‘ Value: ‘well:ume.wav ‘ Enable: © ¥

[ asa ] [ update | [ Dpelete |
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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.

B8 MDLsolutions  Predictive Dialer/ialer - Version 1.4. 7

Fie settings. y@&m ‘Purchase: Help

| Statistics ” Call Lists H Call RecordsReports || Do Not Call List | Navigation | Phones/Gueues H Agent Groupsi{Teams) H Time Zones || Campaigns || View Agents H Configure |

[1a | ActionKeyword  Navigation | Value | Enable
T Human Voice Detect AnsMachineDet 0
<30 Transfer 3CX Queue Blind Transfer{3CX} 1
_-. 3 End Call End Call 1

Help — To select an action ta updste or delete, double click inthe arey area next to the action you want to edit or delete. Then edit the fields beloww and click update if you wart to update the action, or
Just click delete to delete the action. To-add an _ac‘tl'on, simply fillin the figlds belove and click add. Do not forget to sd our 3CH plug in, if you are using ‘Blind Transfer'. Mote: When using
‘AnehachineDet you oan specity if you would ke the Predictive Disler to delsy disconnecting the call when it finds an answering machine. By simply acding = delay in miliseconds in the valus fisld

wwhen Lpdating ‘AnshiachineDet’

Record ID: l:l Action/ Keyword: | Action: ‘ v| Value: | | Enable: &
[ aea ] [ updame | [ Delete |
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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.

B8 MDLsolutions Predictive Dialer/Mialer. - Version 1.4.
settings. Updates  Purchase  Help

| Statistics ” Call Lists || Call RecordsReports || Do Mot Call List | Navigation | Phones/Queues || Agent Groups{Teams) H Time Zonies H Campaigns || View Agents || Configure |

I | ActionKeyword ' Navigation | Value Enable
17 Detect Fax Leave Message AnsMachineDetMessage welcome.wav 0
e | End Call End Call 1

Help — To gelect an action to updste or delete, double olick in the grey sresnext to the action you want to-edit or delete. Then edit the fislds below and click update it you want to update the action, o
Just click delete to delete the action. To-add an action, simply fill in the fislds belove and click acdd. Do not forget to acdd our 3CX plug in, If you are using 'Biind Transfer'. Mote: When using
‘AnstachineDet’ you can specify if you would ke the Predictive Disler to delay disconnecting the call when i finds an answering machine. By simply adding a delay in milizeconds in the value tield

when updating *AnshachineDet

Record ID: Action’ Keyword: Detect Fax Leave Mes‘ Action: ;AnsMachineDe{Message v| Value: |we||:ome.wav | Enable: |U V|

[ asa ] [ update | [ Delete |
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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.

<appsettings>
<add key="sqgLConnectionstring" value="Server=192.168.2.96%\SQLEXPRESS; Inftial Catalc
<add key="sgLConnectionStringAlsrecords" value="Server=192.168.2.96\SQLEXPRESS; Init
<add key="LocalIP" walue="Tocalhost" />
<add key="3CxController" wvalue="192.168.2.72" />
<add key="Emailserver" value="localhost" />
<add key="Fromemailaddress"” value="mail.localhost" />
<add key="ToEmailaddressl" value="admin@localhost"” />
<add key="ToeEmailaddress2" value="info@localhost" />
<add key="username" value="admin" />
<add key="Password" value="pass" />
<add key="TotalcChannels" walue="2" />
<add key="FailedcallrRecognitionnotificationCounter" value="3" />
<add key="TransferedToanattendantCounter" wvalue="4" />
<add key="multimnavDelay" walue="3" />
<add key="Debugmode" wvalue="0" />
<add key="callrecording" wvalue="0" />
<add key="asrRsamplesizelnseconds" value="11" />
<add key="InterEnquiryDelayMax" wvalue="1" />
<add key="aAsSrRModeon" wvalue="0" />
<add key="ManagedagentCalls" value="false" />
<add key="predictiveDialerLoad" value="0" />
<add key="pialermodeonly" walue="false" />
<add key="TimezoneDialRange" value="9:6" />
<add key="TTsvoice" value="Name=Mmicrosoft Mary" />
<add kev="TTsSRate" value="1" />
<add key="PDAlgCallIntervalstartDelay” value="10" />

¢/appsSettings>

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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Text 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 (check your OS for availability) are Microsoft Mary/Mike/Sam. Please look

onllne for other Microsoft voices, if need be.

<appsett1ngs>
<add key="sqgLConnectionstring" value="Server=192.168.2.96%\SQLEXPRESS; Inftial Catalc
<add key="sgLConnectionStringAlsrecords" value="Server=192.168.2.96\SQLEXPRESS; Init
<add key="LocalIP" walue="Tocalhost" />
<add key="3CxController" wvalue="192.168.2.72" />
<add key="Emailserver" value="localhost" />
<add key="Fromemailaddress"” value="mail.localhost" />
<add key="ToEmailaddressl" value="admin@localhost"” />
<add key="ToeEmailaddress2" value="info@localhost" />
<add key="username" value="admin" />
<add key="Password" value="pass" />
<add key="TotalcChannels" walue="2" />
<add key="FailedcallrRecognitionnotificationCounter" value="3" />
<add key:“TransferedTDAnAttendantCDunter“ value="4" />
<add key="wmultinavDelay’ wvalue="3" />
<add key="Debugmode” value="0" />
<add key="callRecording” value="0" />
<add key="AsRsamplesizeInseconds"” value="11" />
<add key="IntereEnguiryDelayMax"” value="1" />
<add key="ASRModeon" VaTue—”O />
<add key="ManagedagentCalls" value="false" />
<add key="predictiveDialerLoad" value="0" />
<add key="pialermodeonly" walue="false" />
<add key="TimezoneDialRange" value="9:6" />
<add key="TTsvoice" value="Name=Mmicrosoft Mary" />
<add kev="TTSRate" wvalue="1" />
<add key="PDAlgCallIntervalstartDelay” value="10" />
¢/appsSettings>
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Bridge Mode

Bridge Mode is used to place calls directly with your VolP Provider/Gateway. If you are
using our Predictive Dialer/Call Center Solution version, you will still be able to transfer
calls to a 3CX queue using Bridge Mode. Bridge Mode is also required for call centers
with a CPM of more than 50. It is always a good idea to verify that your VoIP provider is
setup to handle high CPM’s in order to support your call center. Or you can use our call
center certified VVoIP Provider.

Step 1 is to add your external IP Address and your VolIP provider/VolP gateway
information to the Bridge Mode tab.

ﬂHI)Lselutic-ns Predictive Dialer/Dialer - ¥ersion 3.5.3 (Production Release)
FAle  Seatjstop CallLists Updates  Help
Statistics | Call Lists | Call RecordsReports | Do ot Call List | Navigation | Phones/Queues | Agent Groups(Teams) | Tine Zones | Campaigns | View Agents Configure |

mammm iExaf:t {Makes sure there is an agent available for each call) :"_] Set I Call Answer Tineout: En Set l Seconds

m‘mmn@w[_mjﬁmm!mh Phitie System) ijguhhdawkact To Mol Provider) ! *Fiaase stop the dialer when changing this information.

[ip | | Phone System WP Account | AgentGroup. | Prefix:
[ 117149201018 Defautt '

| P

| WP Provider - IP/Damain Name

in: | VolP IPDomain Name: | Becount: | Password: |
Phone System Vi Account: | Agent Group: (Default = pre: |
| Enable Brice Mode add | Update |  Delete | ExternallP Address: [57.215.100.120

2] | Call Start Time | CanEnd Time.

o Start Time: | {HH 320 AER B Bt Tine: | | (HH ARIPH)

™ Turn Dialer OFF After 8pm aad | upsste | petere | ¥ Run onWeekends (SatSuny

See “Configuration/Bridge Mode” under the Dialer/Predictive Dialer section for further
details on this tab.
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Step 2 is to setup the actions/call flow for the Bride Mode calls.

e ‘st CallLiss Updates  Help
statistics | CailLists | Call Records/Reparts | Do Not CallList Navigation | prionesiQueues | Agent Groups(Teams) | Time Zones | Campaigns | View Agets | Configure |

Anshia neDet

Transter Te Agent Bridge Transfer{3Cx)
BUI_% Erntl Call

See “Navigation (Call Flow)” under the Dialer/Predictive Dialer section for further details
on this tab.
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Step 3 is to setup the 3CX queue for the Bride Mode calls.

[ MDLsolutions Predictive Dialer/Dialer - Yersion 3.5.3 {Production Release)

" Fie seatstop Calltists [ ki Cick | Updates  Help

1D | Naime Extension/Queds  Growp Narmie: Extensions In Quele.
i 101,160,100

-H&!HM Wiw‘a Mummmn«mm

Extansions In Oueus (Example: 101,102,103,104)
|

See “Phones/3CX Queues” under the Dialer/Predictive Dialer section for further details
on this tab.
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Step 4 is to setup a VoIP Provider in 3CX to receive the transferred calls from the
Predictive Dialer when using Bride Mode.

YoIP Providers
q..}. Edit ¥2IF Provider settings and click OK or Apply to save changes

General Advanced Outbound Parameters Inbound Parameters Source ID [B)1H]

Provider Details

Enter the hostname and port of your provider's SIP Server,

SIP server hostname or IP 192.. 168.0,10 @

SIP server pork 5060 @
Cutbound prowy hostname or 1P 192,1658.0,10 @
Cutbound prowxy pork (default is 50600 5060 @

Account Details

Enter the Buthentication ID or SIP User, Password and number of your account

External Number 17149291018 (2]
Authentication 10 17149291018 @
Aukhentication Password @ [E|
3 Way Authentication 1D i @

Simultaneous Calls

®

Maximurm Simultaneous Calls 100|

Enter the IP Address of the Predictive Dialer server. Then enter the same number you
used in the “Phone System VP Account” under the Bride Mode settings, in the
“Authentication ID” field and “Port Identification” field. Set Max Calls to the amount of
licensed Predictive Dialer channels.
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Step 5 set the “PBX Delivers Audio” and “Requires registration for” settings.

¥olP Providers

&4 Edit ¥OIP Provider settings and click OK or Apply to save changes

General Advanced Outbound Parameters

Provider Capabilities
Configure Advanced options

Supports Re-Invite
Supports ‘Replace’
PE¥ Delivers Audio

Disable Yideo

Fegistration Settings
Configure Advanced opkions

Time between registration atkempts {in seconds)
Require regiskration For:

Which IF bo use in 'Conkact’ field For registration:

Codec priorities

apecify which codecs ko use and their priority
Available Codecs

Spees

liLEC Add =
i = Remove

Grzz

Inbound Parameters Source ID DID
0@
O €
7@
O
R 7]
&0 @
Do ok require - @
@) External{STUM resolved) @
@) Internal @
() specified IP @
Assigned Codecs
G711 L-am
G711 A-law
G5M-FR

Set the “PBX Delivers Audio” to checked and “Requires registration for” setting to “Do

not require”.
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Step 6 is to setup the 3CX queue that will be used by this VoIP Provider, for the Bridged

transferred calls.
Edit ¥OIP Provider

b Edit Port ;17149291018
Yioip Provider pork no 17149291018 on MOLsolutionsTwo
Mirtual Exkension Mumber (Linigue)
Authentication 1D
Authentication Password
3 Way Authentication ID

Port identification

Office Hours
Configure where calls should be routed during office hours,

73 End Call
(7 Connect ko Exkension
@) Connect ko Queus | Ring Group

(73 Connect ko Digital Receptionist

i1 Moicemail box For Extension

{7 Forward ko Qutside Mumber

i) Send Fax ko

=

_|

=
L

&l Apply the same routing logic Qutside of office hours
Other Opkions
Set other general options For this specific part
Dutbound Caller 10
Allov outbound calls on this line

Allows incoming calls an this line
Maximun simultaneous calls

Play Holiday Prompt on Public Haliday

|

10003
17149291013

17149291015

100 agent one

873 3Cx Queue

100 agent one

email of extension 838

P

00000

| Fkk

1 1

1

000000

1

Select the 3CX queue you created earlier in the dialer interface/tab

done.

. That's it, you are
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Dialer/Predictive Dialer Configuration File

Detailed explanation of the dialer/predictive dialer configuration settings.
This configuration file can be found in the following directory:
C:\MDLsolutions\MDLsolutions Dialer - Predictive Dialer\ Dialer.exe.config

<add key="SQ.ConnectionString"
val ue="Server =l ocal host\ SQLEXPRESS; I ni ti al
Cat al og=MDLsol uti onsDi al er; User |D=sa; Passwor d=nedi agwl234!;" />

Details: The SQL connection string used to connect the dialer to the local/dialers SQL
database. Default is ‘localhost’.

<add key="SQ.Connecti onStri ngAl SRecor ds"
val ue="Server =l ocal host\ SQLEXPRESS; I ni ti al
Cat al og=MDLsol uti onsDi al er; User |D=sa; Passwor d=nedi agwl234!;" />

Details: Reserved. Default is ‘localhost’.

<add key="Local I P" val ue="1ocal host" />
Details: The IP address of the originating SIP traffic. Default ‘localhost’.

<add key="3CXController" value="192.168.2.80" />
Details: The IP address of the originating SIP traffic. Default ‘localhost’.

<add key="Email Server" val ue="Email Server" />
Details: The email server (SMTP) IP Address or Domain name you want the dialer
notification emails sent to.

<add key="FronkEnmai | Address" val ue="i nfo@rdl sol uti ons. cont' />
Details: The from email address that you want the notification emails to originate from.

<add key="ToEmai | Address1" val ue="support @l sol uti ons. cont' />
Details: The destination email address that you want the notifications emails sent to.

<add key="ToEmmi | Address2" val ue="i nfo@ ocal host" />
Details: The second/backup destination email address that you want the notifications
emails sent to.

<add key="User nane" val ue="support @l sol uti ons. cont' />
Details: The email server (SMTP) account username, for the originating email address.

<add key="Password" val ue="sei kol" />
Details: The email server (SMTP) account password, for the originating email address.

<add key="Tot al Channel s" val ue="2" />
Details: The total amount of channels you want the dialer/predictive dialer to use at
anytime. Cannot exceed the maximum amount of licensed channels.

<add key="Fail edCal | Recogni ti onNotificationCounter" val ue="3" />
Details: Reserved.
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<add key="TransferedToAnAttendant Counter" val ue="4" />
Details: Reserved.

<add key="Mul ti NavDel ay" val ue="3" />
Details: Reserved.

<add key="DebughWbde" val ue="0" />
Details: Used to provide additional dialer/log file details to resolve complex issues.

<add key="Cal | Recordi ng" val ue="1" />
Details: Set value to 1 to enable call recording. Supported in Bridge Mode only.
Default: 0, off.

<add key="ASRSanpl eSi zel nSeconds" val ue="11" />
Details: Reserved.

<add key="Inter Enqui r yDel ayMax" val ue="1" />
Details: Reserved.

<add key="ASRModeOn" val ue="0" />
Details: Reserved.

<add key="ManagedAgent Cal | s" val ue="fal se" />
Details: Used for running dialer calls, see FAQ’s.

<add key="Di al er ModeOnl y" val ue="fal se" />
Details: Used for running dialer calls, see FAQ’s.

<add key="PredictiveDi al erLoad" val ue="0" />

Details: Used to fine tune the predictive dialer call rate. Higher value
increase the call rate, but decreases the accuracy and visa versa.
Use increments of 1 to test. Default O.

<add key="TTSVoi ce" val ue="Nanme=M crosoft Mary" />

Details: The Microsoft Text To Speech voice used by the dialer/predictive dialer.

If your Windows OS has other Microsoft Text To Speech voices loaded, you can use
them as well. Default: Name=Microsoft Mary.

<add key="TTSRate" val ue="2" />
Details: The Microsoft Text To Speech voice rate at which the text is played back at.
Default: 2.

<add key="PDAl gCal | I nterval StartDel ay" val ue="15" />
Details: A short delay given before the predictive dialer starts dialing.
Default: 15 seconds.

<add key="Del et eCal | Recor dsAfterl| nDays" val ue="7" />
Details: Deletes call records after a certain amount of days.
Default: 7 days.

Page 87



<add key="InterCall Del ay" val ue="1" />
Details: Reserved.

<add key="AgreedToTerns" val ue="0" />

Details: If set to 1, states the user of this software agrees to all the terms of use, and no
longer displays the user agreement message when the dialer/predictive dialer starts up.
Default: 0.

<add key="Enabl eDST" val ue="1" />
Details: Enables day light savings time.
Default: 1, enabled.

<add key="NoMor eRecor dsFoundTi neZoneDel ayRetry" val ue="10" />
Details: The multiple time zone call record check delay.
Default: 10 seconds.

<add key="Ti neZonePr efi xMat chLengt h" val ue="3" />
Details: Used to identify the time zone, by using the telephone number prefix.
Default: 3 digits.

<add key="Addi tional Prefix" value="1" />

Details: When using Bridge Mode, you can add a prefix to the numbers in your call lists
when dialed.

Default: 1.

<add key="PCMCodec" val ue="PCMJ' />
Details: Select between PCMU law and PCMA law call media setting.
Default: PCMU.

<add key="Ti neZoneMargi n" val ue="2" />

Details: The buffer between the time the last call can be dialed in a certain time zone.
Example: Time Zone -8, Start Time 9am, End Time 6pm. Last call will be called at
5:58pm.

Default: 2 minutes.
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Agent Interface Dialer Confiquration File

Detailed explanation of the agent interface configuration settings.
This configuration file can be found in the following directory:
C:\Program Files\MDLsolutions, Inc\MDLsolutions - Agent Disposition
Interface\AgentDispositioninterface.exe.config

<add key="SQLConnectionString"
value="rN6hZwbh70+7n2K6GTvRyaD+1tZrgwuXHEhyuJY6y+dyzL108WQiS8pu6iy8Ze
VKWggT75vjY41U+AEKSPL7gkgfxGay6dw6uQKtMoBbpbgNH1f25kGA+x5uCgRzkONR
VB62+mvuNnFhKC61gMFIDGSKIdhDW7kK" />

Details: The encrypted SQL connection string used for connecting the agent interface to
the dialer/predictive dialer database. Can be configured using the ConfigApplication.exe
application in the same folder.

<add key="Extension" value="100" />
Details: The extension used for the agent/agent interface.

<add key="3CXCRMNetworkControllerlPAddress"
value="3CX_PHONE_SYSTEM_IP_ADDRESS" />
Details: The IP Address of the 3CX server/MDL-3CX plug-in.

<add key="Interface" value="3CX" />
Details: The phone system used.

<add key="DateFormat" value="Default" />
Details: The DateFormat of the agent interface date fields.

<add key="AdminPassword" value="HO5GaAnqg++0=" />
Details: The administration password for the agent interface.
Can be configured using the ConfigApplication.exe application in the same folder.

<add key="AgentAltQueue" value="not set" />
Details: Can be used to automatically log another 3CX extension out of a queue, while
logging in the current agent/agent interface extension in.

<add key="RecordUpdateStep" value="3step" />

Details: Determines the amount of agent steps/clicks taken to update a call record in the
agent interface. 3step takes more steps but allows for more control. 1step is quicker, but
allows for less control.

<add key="IntegratedWebltfc" value="false" />

Details: If set to true, the agent interface will launch the web URL passed to the agent
interface in a custom Agent Interface tab.
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<add key="SysNoMessage" value="False" />
Details: If set to true, will prevent the “Number Does Not Exist” message from displaying.

<add key="SysAutoLaunch" value="False" />
Details: If set to true, will launch the Web URL passed to the agent interface.

<add key="SysAutoQueue" value="True" />
Details: If set to true, the agent will be automatically logged out of the 3CX queue, after
receiving a call.

<add key="DialingPrefix" value="None" />
Details: Reserved.

<add key="RDFCallerID" value="None" />

Details: Removes the prefix added by 3CX from the caller id of the transferred call.
Example: Caller ID = 017145551234, if RDFCallerID is set to 2, then the 01 will be
removed from the Caller ID=7145551234. The Caller ID needs to match the call records
in the call lists.

<add key="MapQueueToCompany" value="False" />
Details: See “Inbound Calls, Unique Call List Configuration”.

<add key="EnableEncryptedFields" value="False" />

Details: Encrypts the data in the SQL dialer/predictive dialer database for agent interface
custom fields 5 and 6, for sensitive information like credit card information.
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Getting Started Quickly/Important Links

Getting started quickly. Downloads, documentation and videos:
http://www.mdlsolutions.com/GetStartedQuickly.aspx

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

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

Setup stand alone auto dialer, play TTS/recorded messages and/or receive client
responses : 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

Information on integrating/importing records into the MDLsolutions Dialer/Predictive
Dialer.
http://www.mdlsolutions.com/manuals/ImportingRecordsDialerPredictive Dialer.pdf

Viewing log files and reporting errors:
http://www.mdlsolutions.com/ErrorHelp.aspx
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