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TOSHIBA AMERICA INFORMATION SYSTEMS, INC. (“TAIS”)

Telecommunication Systems Division License Agreement

IMPORTANT: THIS LICENSE AGREEMENT (‘AGREEMENT") IS A LEGAL AGREEMENT BETWEEN YOU (“YOU") AND TAIS. CAREFULLY READ THIS LICENSE AGREEMENT. USE OF ANY
SOFTWARE OR ANY RELATED INFORMATION (COLLECTIVELY, “SOFTWARE”) INSTALLED ON OR SHIPPED WITH A TAIS TELECOMMUNICATION SYSTEM PRODUCT OR OTHERWISE MADE
AVAILABLE TO YOU BY TAIS IN WHATEVER FORM OR MEDIA, WILL CONSTITUTE YOUR ACCEPTANCE OF THESE TERMS, UNLESS SEPARATE TERMS ARE PROVIDED BY THE SOFTWARE
SUPPLIER. IF YOU DO NOT AGREE WITH THE TERMS OF THIS LICENSE AGREEMENT, DO NOT INSTALL, COPY OR USE THE SOFTWARE AND PROMPTLY RETURN IT TO THE LOCATION
FROM WHICH YOU OBTAINED IT IN ACCORDANCE WITH APPLICABLE RETURN POLICIES. EXCEPT AS OTHERWISE AUTHORIZED IN WRITING BY TAIS, THIS SOFTWARE IS LICENSED FOR
DISTRIBUTION ONLY TO END-USERS PURSUANT TO THIS LICENSE AGREEMENT.

1. License Grant. The Software is not sold; it is licensed upon payment of applicable charges. TAIS grants to you a personal, non-transferable and non-exclusive right to use the copy of the Software
provided under this License Agreement. You agree you will not copy the Software except as necessary to use it on one TAIS system at a time at one location. Modifying, translating, renting, copying,
distributing, transferring or assigning all or part of the Software, or any rights granted hereunder, to any other persons and removing any proprietary notices, labels or marks from the Software is strictly
prohibited; You agree violation of such restrictions will cause irreparable harm to TAIS and provide grounds for injunctive relief, without notice, against You or any other person in possession of the Software.
You and any other person whose possession of the software violates this License Agreement shall promptly surrender possession of the Software to TAIS, upon demand. Furthermore, you hereby agree not
to create derivative works based on the Software. TAIS reserves the right to terminate this license and to immediately repossess the software in the event that You or any other person violates this License
Agreement.

2. Intellectual Property. You acknowledge that no title to the intellectual property in the Software is transferred to you. You further acknowledge that title and full ownership rights to the Software will remain
the exclusive property of TAIS and/or its suppliers, and you will not acquire any rights to the Software, except the license expressly set forth above. You will not remove or change any proprietary notices
contained in or on the Software. The Software is protected under US patent, copyright, trade secret, and/or other proprietary laws, as well as international treaties. Any transfer, use, or copying of the
software in violation of the License Agreement constitutes copyright infringement. You are hereby on notice that any transfer, use, or copying of the Software in violation of this License Agreement constitutes
a willful infringement of copyright.

3. No Reverse Engineering. You agree that you will not attempt, and if you employ employees or engage contractors, you will use your best efforts to prevent your employees and contractors from
attempting to reverse compile, reverse engineer, modify, translate or disassemble the Software in whole or in part. Any failure to comply with the above or any other terms and conditions contained herein will
result in the automatic termination of this license and the reversion of the rights granted hereunder back to TAIS.

4. Limited Warranty. THE SOFTWARE IS PROVIDED “AS IS” WITHOUT WARRANTY OF ANY KIND. TO THE MAXIMUM EXTENT PERMITTED BY APPLICABLE LAW, TAIS AND ITS SUPPLIERS
DISCLAIM ALL WARRANTIES WITH REGARD TO THE SOFTWARE, EITHER EXPRESS OR IMPLIED, INCLUDING, BUT NOT LIMITED TO, THE WARRANTY OF NON-INFRINGEMENT OF THIRD
PARTY RIGHTS, THE WARRANTY OF YEAR 2000 COMPLIANCE, AND THE IMPLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE. THE ENTIRE RISK AS
TO THE QUALITY AND PERFORMANCE OF THE SOFTWARE IS WITH YOU. NEITHER TAIS NOR ITS SUPPLIERS WARRANT THAT THE FUNCTIONS CONTAINED IN THE SOFTWARE WILL MEET
YOUR REQUIREMENTS OR THAT THE OPERATION OF THE SOFTWARE WILL BE UNINTERRUPTED OR ERROR-FREE. HOWEVER, TAIS WARRANTS THAT ANY MEDIA ON WHICH THE
SOFTWARE IS FURNISHED IS FREE FROM DEFECTS IN MATERIAL AND WORKMANSHIP UNDER NORMAL USE FOR A PERIOD OF NINETY (90) DAYS FROM THE DATE OF DELIVERY TO YOU.

5. Limitation Of Liability. TAIS' ENTIRE LIABILITY AND YOUR SOLE AND EXCLUSIVE REMEDY UNDER THIS LICENSE AGREEMENT SHALL BE AT TAIS’ OPTION REPLACEMENT OF THE MEDIA OR
REFUND OF THE PRICE PAID. TO THE MAXIMUM EXTENT PERMITTED BY APPLICABLE LAW, IN NO EVENT SHALL TAIS OR ITS SUPPLIERS BE LIABLE TO YOU FOR ANY CONSEQUENTIAL,
SPECIAL, INCIDENTAL OR INDIRECT DAMAGES FOR PERSONAL INJURY, LOSS OF BUSINESS PROFITS, BUSINESS INTERRUPTION, LOSS OF BUSINESS INFORMATION/DATA, OR ANY
OTHER PECUNIARY LOSS OF ANY KIND ARISING OUT OF THE USE OR INABILITY TO USE THE SOFTWARE, EVEN IF TAIS OR ITS SUPPLIER HAS BEEN ADVISED OF THE POSSIBILITY OF
SUCH DAMAGES. IN NO EVENT SHALL TAIS OR ITS SUPPLIERS BE LIABLE FORANY CLAIM BY ATHIRD PARTY.

6. State/Jurisdiction Laws. SOME STATES/JURISDICTIONS DO NOT ALLOW THE EXCLUSION OF IMPLIED WARRANTIES OR LIMITATIONS ON HOW LONG AN IMPLIED WARRANTY MAY LAST, OR
THE EXCLUSION OR LIMITATION OF INCIDENTAL OR CONSEQUENTIAL DAMAGES, SO SUCH LIMITATIONS OR EXCLUSIONS MAY NOT APPLY TO YOU. THIS LIMITED WARRANTY GIVES YOU
SPECIFIC RIGHTS AND YOU MAY ALSO HAVE OTHER RIGHTS WHICH VARY FROM STATE/JURISDICTION TO STATE/JURISDICTION.

7. Export Laws. This License Agreement involves products and/or technical data that may be controlled under the United States Export Administration Regulations and may be subject to the approval of the
United States Department of Commerce prior to export. Any export, directly or indirectly, in contravention of the United States Export Administration Regulations, or any other applicable law, regulation or
order, is prohibited.

8. Governing Law. This License Agreement will be governed by the laws of the State of California, United States of America, excluding its conflict of law provisions.

9. United States Government Restricted Rights. The Software is provided with Restricted Rights. Use, duplication, or disclosure by the United States Government, its agencies and/or instrumentalities is
subject to restrictions as set forth in subparagraph (c)(1)(ii) of The Rights in Technical Data and Computer Software Clause at DFARS 252.227-7013 (October 1988) or subparagraphs (c)(1) and (2) of the
Commercial Computer Software - Restricted Rights at 48 CFR 52.227-19, as applicable.

10. Severability. If any provision of this License Agreement shall be held to be invalid, illegal or unenforceable, the validity, legality and enforceability of the remaining provisions hereof shall not in any way be
affected or impaired.

11. No Waiver. No waiver of any breach of any provision of this License Agreement shall constitute a waiver of any prior, concurrent or subsequent breach of the same or any other provisions hereof, and no
waiver shall be effective unless made in writing and signed by an authorized representative of the waiving party.

YOU ACKNOWLEDGE THAT YOU HAVE READ THIS LICENSE AGREEMENT AND THAT YOU UNDERSTAND ITS PROVISIONS. YOU AGREE TO BE BOUND BY ITS TERMS AND CONDITIONS. YOU
FURTHER AGREE THAT THIS LICENSE AGREEMENT CONTAINS THE COMPLETE AND EXCLUSIVE AGREEMENT BETWEEN YOU AND TAIS AND SUPERSEDES ANY PROPOSAL OR PRIOR
AGREEMENT, ORAL OR WRITTEN, OR ANY OTHER COMMUNICATION RELATING TO THE SUBJECT MATTER OF THIS LICENSE AGREEMENT.

Toshiba America Information Systems, Inc.
Telecommunication Systems Division

9740 Irvine Boulevard

Irvine, California 92618-1697

United States of America

TSD 081601
5932
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Introduction

This guide describes how to install, set up, run and debug the Smart Dialer Add-on
features for the Strata Communication Server (CS).

Conventions

Conventions Description
Elaborates specific items or references other information.
Note Within some tables, genera notes apply to the entire table
and numbered notes apply to specific items.
Important! Calls attention to important instructions or information.

0 Denotes a procedure.
Denotes a sequence of computer menu or screen selections.

> For example: Choose Start > Programs > Call Center
Scoreboard.
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Introduction
Related Documents/Media

Related Documents/Media

Note

Some documents listed here may appear in different versions on the

CD-ROM, FYI, or in print. To find the most current version, check the
version/date in the Publication Information on the back of the document’stitle

page.

The following companion documentation is available:

Strata CS Quick Reference Guide

Strata CS Quick Reference Card

Strata CS Digital Telephone User Guide
Strata CS Analog Telephone User Guide
Strata CS Library CD-ROM

Strata CS Smart Dialer User Guide
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Smart Dialer

The Smart Dialer is a Strata CS Add-on Solution. It will automate outbound dialing
for agents. Phone numbers are taken directly from Goldmine® 5.X, Front Office
2000®, or can be supplied from your own data source. Perfect for any outbound
calling campaign, the Smart Diaer will enhance the productivity of call centers.

Components

The Smart Dialer has two components: the Administrator and the Monitor.

The Administrator is used to set up the Smart Dialer for use and includes the ability to
create shifts for your agents, configure your data source, and set up other details
related to the operation of the Smart Dialer. The Administrator can be run on the
Strata CS server or on any networked machine, allowing remote administration of the
Smart Dialer.

The Monitor is used to start and stop the Smart Dialer, aswell as display the current
activity of the system on screen. Details related to logging and debugging the system
can be set from the Monitor. The Monitor must be run on the Strata CS Server.

Installation

Important! Installation requires a restart of the Srata CS Server, so only attempt
this after-hours when you can shut the server down without interrupting
users. Make sure to shut down the Srata CS Server before beginning
installation.

Note Application software for this add-on application must be downloaded from the
ToshibaFY| site at http://fyi/techsupport/software/stratasystem/cs. You must be
CScertified to access this site. To obtain an activation license, contact your
Toshiba Customer Service Representative.

The Smart Dialer requires Strata CS 4.0.
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Note If you are upgrading from the 3.5 version of the Smart Dialer and want to save
your old configuration settings, back up the Dialer.mdb file. Once you are
finished installing the 4.0 Smart Dialer, replace the installed Dialer.mdb file
with your old 3.5 Dialer.mdb file.

Step 1. Install the TeleVantage SDK

The Smart Dialer requires the TeleVantage SDK beinstalled on the Strata CS 4.0
server.

1. Runthe TVSDK.exe program located in \Server on the TeleVantage CD-ROM.
2. Follow theinstructionsin the TeleVantage SDK Setup window.

Important!  Seps 2 and 3 assume you have successfully downloaded the Smart
Dialer. Download instructions can be found in the Smart Dialer pack-

aging.

Step 2: Install Smart Dialer on Strata CS Server

The Server installation installs both the Smart Dialer Administrator and the Smart
Dialer Monitor.

1. Unzip DialerServer.zip to atemporary location.

2. Run setup.exe from the location from which the DialerServer.zip was unzipped.
3. Follow theinstructionsin the Smart Dialer Setup window.
4

. (Optional) Create desktop shortcuts to the Smart Dialer Administrator
(DialerAdmin.exe) and the Smart Dialer Monitor (Dialer.exe). The Smart Dialer
Administrator and Smart Dialer Monitor can also be started from Start > Programs
> TeleVantage Smart Dialer.
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Step 3: Install Smart Dialer on Client PC (Optional)

The Client installation installs only the Smart Dialer Administrator. It can be installed
on any machine networked to the Strata CS Server, and enabl es remote management
of the system for setting up agents, schedules, your data source and system settings.
You do not need to install the Smart Dialer Client on the Strata CS Server since the
Smart Dialer Server installation installs the Smart Dialer Administrator.

Unzip DiaerClient.zip to atemporary location.
Run setup.exe from the location DialerClient,zip was unzipped to.
Follow the instructionsin the Smart Dialer Client Setup window.

(Optional) Create a desktop shortcut to the Smart Dialer Administrator
(DialerAdmin.exe). The Smart Dialer Administrator can also be started from Start
> Programs > TeleVantage Smart Dialer > Smart Dialer Administrator.

A wbhpE

Setup

Once the Smart Dialer has been successfully installed, you are ready to configure the
system for use. All setup can be done from the Smart Dialer Administrator.

1. Start the Administrator by choosing Start > Programs > TeleVantage Smart Dialer
> Smart Dialer Administrator.

Note Thefirst timethe Smart Dialer R e,
Adm| n| Sll‘al'OI‘ |S run on a CI | ent Data_hase not found. _ Enter the full path and dﬁt_ahase name in
machl ne the screen at the rl ght & the field below and click S ave to start the Administrator.
dl Spl ays ex: WMWTWSERYERACAProgram FileshSmart DialerDialer. mdb
. . R |\\TVSEF|VEF|\E\F'rogram Filesh\Smart Dialer\Dialer. mdb _I
2. Fill inthe full path to thefile
Dialer.mdb located on your Strata CS Cse | Ew |
Server, or click the browse button to

locate the file on the network.
3. Oncethefull pathislisted, click Save. The Smart Dialer Administrator starts.
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Step 1. System Configuration

There are anumber of system settings that are set in the Configuration view of the

Administrator.

1. To access the Configuration View,
click on the Configuration icon on
the left hand side of the
Administrator. The following two
tabs are displayed: General and
GoldMine (shown right).

2. Enter the following system
information on the General tab:

* Serial Number. The license seria
number for the Smart Dialer. You
can find the license serial number
on the card included in the Smart
Dialer packaging.

Note The serial number authorizes you

to run one copy of the Smart Dialer.

% TeleYantage Smart Dialer Administrator HEE
Configuration
General | I GoldMine

2 Smart Dialer License
Serial Number 0000000000000
Verification Key 0000000000000

@‘ System Settings:
TeleVantage Server Mame: TELEVAMNTAGE vI
TeleVantage Dialing Service: Diala [9  before placing a call
My local Area Code is: |E1 7
Check for idle estensions every (10 sec.

Save Cancel
Eit

* Verification Key. The verification key for the Smart Diaer. You can find the
verification key on the card included in the Smart Diaer packaging.

* Strata CS Server Name. Choose the name of your Strata CS Server from thelist
provided. If you do not see the name of your server in the list, make sure your

network settings are correct.

» Strata CS Dialing Service. The access code of a Phone Number dialing service
on the Strata CS server to allow the Smart Dialer to place outbound calls.

e | oca AreaCode. Theloca areacode for the location where the Smart Dialer is
installed. This area code is appended to all leads from Goldmine that are only

seven digits long.

Note
seconds.

3. When al datais entered correctly, click Save.

It is not recommended setting the Idle Extension Interval for less than 10




Step 2: Configure Database

The Smart Dialer can be configured to work with Goldmine 5.0, FrontOffice 2000 or
your own data source. If working with your own data source, you will need to
manually populate the Microsoft® Access® database, Dialer.mdb, that is supplied
with the Smart Dialer.

To populate Dialer.mdb you need to add data into the Phone Numberstable. The
PhoneNumbers table contains two fields: ContactName and PhoneNumber. The
ContactName field is optional and can contain any text, such asthefirst and last name
of the contact being called. The ContactName field is attached to the call and can be
viewed in the Call Monitor's “Custom Data’ column.

The PhoneNumber field is required and must be filled with digits representing the
phone number. The phone number digits should be entered exactly as they would be
dialed from a station after hitting adialing service. Do not place any spaces, commas,
dashes or other charactersin the string. For example, enter a number as
“16175551212". The Smart Dialer will pull phone numbers from Dialer.mdb. Once a
call is placed, the phone number entry is deleted from Dialer.mdb.

If working with Goldmine 5.0 or FrontOffice 2000, the Smart Dialer can be
configured to retrieve leads from the Goldmine database. L eads are retrieved from the
database based on criteria you specify in the Smart Dialer Administrator.

Specifically, you choose adatabase field and specify the valueit should contain for the
record to be retrieved from the database. L eads are retrieved from the Goldmine
database and deposited into a Microsoft Access database supplied with the Smart
Dialer, Dialer.mdb. The Smart Diaer pulls numbers from Diaer.mdb to place cals.
Once acall is placed to alead, the phone number entry is deleted from Dialer.mdb.

Periodically, the Smart Diaer will access the Goldmine database to access more | eads.
You configure how often leads should be retrieved and how many leads should be
retrieved at once.

Whether you are working with your own data source or with Goldmine, you will need
to configure the database settings for the Smart Dialer.
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[1 To configure the database settings

1. Open the Administrator by choosing Start > Programs > TeleVantage Smart Dialer
> Smart Dialer Administrator.

2. Click on the Configuration icon on
the left-hand side and then select the
Goldmine tab (shown right).

%, TeleVantage Smart Dialer Administrator [_ =]
Configuration

Generdl | GoldMine
v Collect leads from GoldMine 5.0 / FrontOffice 2000

‘When there are |2 leads remaining in the call queve.
Collect |100 more leads from the GoldMine database where
the field [KEY1 (=] is equalto [New Lead

Database/Location:
C:\Program Files\GoldM ine\Dema'

LICENSE.DBF path:

|E:\F‘|og|am Files\GoldM ine',
CAL.DBF path

IE “Program Files\GoldM ine\GMBase

User [D: GOLDMINE Password, IGDLDMINE
SOL User D 500 F'asswnld:l

Test Data Connection Save LCancel
Exit |

Lk b

[1 To manually populate the Microsoft Access Dialer.mdb database with your own
data
1. Do not check the Collect leads from Goldmine 5.0/FrontOffice 2000 checkbox.
2. Click Save.

[l Toretrieveyour list of phone numbersdirectly from Goldmine 5.0/FrontOffice
2000

1. Sdlect the Collect leads from Goldmine 5.0/FrontOffice 2000 checkbox.

2. Specify when to collect leads from Goldmine by indicating how many leads
remain in the database at the time of collection. For example, entering a 2 here will
cause Smart Dialer to collect more leadswhen it only has two more numbers left to
cal.

3. Specify how many leadsto collect from Goldmine at atime. For example, entering
a 100 here will cause Smart Dialer to attempt to collect 100 leads from Goldmine.

4, Choose the field and specify the value you will use for the search criteriafor new
leads. You must select one of the pre-defined Goldmine fields listed here. For
example, if you want to collect leads when the contact in GoldMine hasit's first

Stratagy CS Smart Dialer User Guide 08/02



custom data field equal to “New Lead” you would select USERDEFO1 from the
list and set the value equal to “New Lead.”

Note It isrecommended that you use a User Defined Field (USERDEF01-
USERDEFO08) or the Account Type (KEY 1) field with a custom setting “New
Lead.”

5. Database/Location. Thisfield specifies the location of the GoldMine database
from which you wish to collect leads. With GoldMine, you may be using a dBase
backend or a SQL backend.

If you are using a dBase backend, this field will specify the full path to thefile
CONTACT1.DBF on your GoldMine server (ex. “ C:\Program
Files\GoldMine\Demo\").

If you do not know where thisfile islocated, open GoldMine and select File >
Open Database. You will see alist of valid databases. Find the Database you wish
to use and look in the Database/L ocation column. Thiswill give you the path to the
CONTACT1.DBFfileasit islocated on your server. You can then use the file
browse button to search your network for the file CONTACT1.DBF.

Note GoldMinedisplayswherethefileislocated onit'sserver. Unlessyour Strata CS
Server and GoldMine Server are the same machine, you will need tofill ina
full DNS path to the file (ex. “ C:\Program Files\GoldMine\Demo\” becomes
\GM _SERVER\C\Program Files\GoldMine\Demo\). Also, you must have this
drive shared on your GoldMine Server. To check this, make sure you can gain
access to the file using the Browse button.

If you are using a SQL backend, the Database/L ocation field will specify the SQL
database name for the database you wish to use. If you do not know the name of
your SQL database, open GoldMine and File > Open Database. You will see alist
of valid GoldMine databases. Find the Database you wish to use and look in the
Database/L ocation column. Enter into the Database/L ocation field exactly what is
listed in this column (ex. “MSSQL: GoldMine_Sales: dbo:”).

6. LICENSE.DBF Path. Thisfield specifies where the GoldMine licensefileis
located. This needsto befilled with the full path to the file LICENSE.DBF on your
GoldMine Server. Thisfile should be located in the \GoldMine\ directory on your
server (ex. “\GM_Server\C\Program Files\GoldMine\"). You can use thefile
browse button to search your network for the file LICENSE.DBF.

Note You must have these folders shared on your GoldMine Server for thisto work.
Make sure you can gain access to the file using the Browse button.
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7.

CAL.DBF path. This field specifies where the GoldMinefile, CAL.DBF, is
located. Enter the full path to the file CAL.DBF on your GoldMine Server. This
should be located right in the \GMBase\ directory on your Goldmine server (ex.
“WGM _Server\C\Program Files\GoldMine\GMBase\"). You can use the file
browse button to search your network for the file CAL.DBF.

Note You must have these folders shared on your GoldMine Server for thisto work.

8.

10.

11.

12.

Make sure you can gain access to the file using the Browse button.

User ID. Thisfield specifies the User ID that you use to login to GoldMine. Make
surethisuser has Admin rightsin GoldMine. User ID must be entered with all caps
(ex. “ADMIN").

Password. Thisfield specifies the Password that you useto login to Goldmine. The
password must be entered with al caps (ex. “PASSWORD").

SQL User ID. If you are using a SQL backend, this field must be filled in with the
SQL User ID (ex. “sgladmin™).

SQL Password. If you are using a SQL backend, this field must be filled in with
the SQL Password (ex. “password”).

Test Data Connection. When you havefilled in al the fields, test your GoldMine
connection by clicking the Test Data Connection button at the bottom of the
screen. If everything is set up correctly, you will see the message “ Data connection
successful”. If thereis a problem, you will see one of the following errors:

* BDE dready loaded. Make sure you do not have multiple copies of the Smart
Dialer running. Check the Task Manager and kill any copies of
DialerAdmin.EXE you find.

* BDE Failed to load. Make sure you are not running a copy of GoldMine on
your desktop. GoldMine will not allow you to run a copy of GoldMine and test
the Database connection at the same time.

e Cannot find LICENCE.DBF. Make sure the path to License.dbf is correct and
points to the copy of the file on the GoldMine server. Make sure thefileison a
shared drive.

e Cannot load LICENCE.DBF. Your Licence.dbf file may be corrupt or you may
not have correct licences to run GoldMine over a network. Make sure you have
an enterprise version of GoldMine if you are attempting to connect to a
Licence.dbf over a network.
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* Invalid GoldMine User ID / Password. Make sure the GoldMine User ID and
Password are correct and that they are entered in all caps. Try running a copy of
GoldMine and using the data you entered to log in.

e Cannot find CAL.DBF. Make surethe path to CAL.DBF is correct and pointsto
the copy of thefile on the GoldMine server. Make sure the file is on a shared
drive.

e Cannot find Database. M ake sure the Database/L ocation field either contains
the path to CONTACT1.DBF (for adBase backend) or the SQL Database name
(for a SQL backend). Follow the directions above to check the Database/

L ocation column in Goldmine and ensure the Database/L ocation field in the
Smart Dialer Administrator contains the exact same text.

13. Click Save when all information is entered correctly.
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Step 3: Set up Agent(s)

Use the Agents view in the Smart Dialer Administrator to create the listing of agents
that will receive calls.

1. Start the Administrator by choosing Start > Programs > TeleVantage Smart Dialer
> Smart Dialer Administrator.

2. To accessthe Agents view, click on
the Agentsicon on the left hand side

% TeleVantage Smart Dialer Administrator [_ =]

Of the Admi nl grator (ShOWﬂ rl ght) . T Active Agents for this System:
Name T4/ Extension =
John Shaip 186
Linda Jones 188
Diana Vlamis 177
John Manzi 179
Contara Tan 133
Shane Wilcox E72
add.. i | Dk |
Exit |
3. Click Add. The Add Agent screen
- -
dlq)l a'ys (ShOWﬂ rlght) MName: IDwen Lincaln
4, Enter in the following information: TV Esensian:  [100
* Name. The name of the agent. Note that this K| coel |

is a description only and does not need to
match a Strata CS user name.

* TV Extension. The extension of the user within Strata CS (ex. 100). The Smart
Dialer will monitor this agent based on the extension number entered.
5. Click OK when finished.

6. Repeat Steps 1~3 for as many agents as you wish to add.

10 Stratagy CS Smart Dialer User Guide 08/02
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Step 4: Set up Shift(s)

The Shift Schedule view enables you to create a schedule for agents to receive
outbound calls. There are two steps to creating a shift:

Adding agents to the shift
Defining the days and hours of coverage.

1. Start the Administrator by choosing Start > Programs > TeleVantage Smart Dialer
> Smart Dialer Administrator.

2. TO access the Sh|ft SChedU| e Vi GN, CI |Ck 7, TeleVantage Smart Dialer Administrator HE 3
on the Shift Schedule icon on the | eft-
hand side of the Administrator. Calstits
The Shift Schedule view (shown right) ' ‘
enables you manage shifts. s =

Add, Edi.. | Delets |

3. Click Add at the bottom of the screen
The Add Shift screen displays (shown right). Add Shif

4. Enter adescriptive name for the shift in the Shift i Haedl o oo o e
Na.rm flel d Agents I’L

5. Choose whether the shift is active or not active by JShere Wicox x| _ o
selecting the Active checkbox. Only Active shifts e o o T o
are used by the Smart Dialer. Leave the Active e S =
checkbox unchecked to create shifts that will be used Contara Tan
a alater time.

Note Utilize the Active switch to create shifts that

handle weeks of coverage. Create a new shift and
leave the Active checkbox unchecked to create
shiftsthat will be used in the future. Or, change oK Exies) |

11
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the status of an Active shift to inactive by unchecking the Active checkbox to
save a shift that will be used again at alater time.

6. Add agentsto the shift by selecting the Agents tab.

7. Select the agent name from the list and click Add.

8. Continue adding agents until all the agentsin the shift are listed.
9

. Specify the shift days and hours by selecting the

Hours tab (ShOWﬂ right). Shift Name: [Holiday Shift ¥ Active
10. Withinthe Hours view, specify the daysthis shift o Y
will cover, as well asthe hoursin each day. The

Hours

hours for each day need to be entered in the work Days: ‘wiork Hours:

format “HH:MM AM/PM - HH:MM AM/PM". ™ Sunday |

For example: “9:00 AM - 3:00 PM”. | Monday — [300AM - 300 PM
11. Click OK when done creating or modifying the W Iuescy  [300AM -300PH

shift. V| Wednesday [3:00 AM - 3:00 PM

Note More than one shift can be active at thesame | [t [so0av 300w

time since each shift may cover different g [3:00 AM - 300 PM
hours. However, the Smart Diaer handles I Satuday |

only asingle active shift for the same hours.

If more than one shift is active for the same oK Cancel

day and hours, only the first shift found by
the Smart Dialer will be used.

Screen Pop Setup

If you are integrating the Smart Dialer with Goldmine 5.0 or FrontOffice 2000, a
screen pop can be done on the agent's machine to the record in the Goldmine database
that the call is placed for. To set this up, you will need to install the Strata CS Contact
Manager Assistant on each agent's machine aswell as the Strata CS TAPI Service
Provider.

1. Install the TAPI Service Provider by following the instructionsin your Srata CS
4.0 Installation and Maintenance Manual. Make sure to complete all steps related
to ingtalling the TAPI Service Provider, configuring the TAPI Service Provider and
configuring GoldMine for use with the TAPI Service Provider.

2. Install the Strata CS Contact Manager Assistant from your TeleVantage 4.0
CD-ROM and follow the instructions to set it up for GoldMine.
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Running the Smart Dialer

[ Tostart the Smart Dialer

1. To run the Smart Dialer, start the Smart
Dialer Monitor by choosing Start > Programs
> TeleVantage Smart Dialer > Smart Dialer

/& TeleVantage Smart Dialer Monitor
Monitor  About...

MOnitOr Loading System 03/26/01 12:17 FM
2. Assoon as the Monitor is started, several Serier mumber sheen ool ok

system messages are logged (screen shown  [22met 20 o0 Sl ok

rlght) GoldMine dBASE database detected

System ready. Click Start to begin.

If there is a problem connecting to the
database or with the licensing, it will be
noted in the Monitor screen. If the Monitor
does not detect any problems, you will see
the message “ System ready. Click Start to
begin.”.

3. Click the Start button or select the Start
option from the Monitor pulldown.

Note Assoon asthe Smart Dialer is started, the database will be checked and, if
necessary, leads will be retrieved (Goldmine 5.0/Front Office 2000 only). Shifts
will also be checked to find out what shift is active at thistime. If leads arein
the Dialer.mdb and agents in an Active shift are available, cals will be placed
and transferred to the available agents.

Start | Exit |

An agent must be logged into Strata CS using their personal extension to receive calls
from the Smart Dialer. Since the Smart Dialer uses the extension specified for the
agent in the Smart Dialer Administrator to monitor the status of the agent, the status
will not be monitored if the agent islogged in under another extension. For example,
if the agent islogged into a queue, the Smart Dialer will not monitor them and they
will not receive calls.

An agent can utilize the Do Not Disturb personal statusto stop calls from being placed
for them. The Smart Dialer will only place callsfor agentsthat are available (ex. not in
Do Not Disturb mode).
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All activity of the Smart Dialer will be logged on screen in the Monitor. Use the
Monitor to simply view activity of the Smart Dialer or to debug problems with the
system. Any errors found will be noted on screen.

[l Tostorethelog activity displayed on the screen in atext file
1. Thissetting is available by selecting Monitor

2 Smart Dialer Monitor Settings

> M Onl tor Settl ngS . Maximim lines dizplayed in Monitor: I‘IDD

2. Tolog the activity to afile, select the Enable | #/EnableLoggingtaFile
Logging to File setting. If this optionis {Lﬂﬂ palf [C-\Log\Losletx
selected, also specify the file name and path
to thelog file. The path must already exist for see | coeal |

alog fileto be created. The log file will be
continually appended to as the Smart Dialer is running.

Note Usethelog file option when debugging the application only.

[0 To configure how many lineswill be displayed on screen

The Maximum Lines setting defines how many lines of system activity will be
displayed in the Monitor. The list box will wrap so that the oldest item will be
deleted and the most recent will be added to the bottom. The maximum value of
this setting is 1000; values higher than 1000 can negatively affect system
performance. A value of 100 is recommended.

[0 Toclear the contents of the screen

Choose Monitor > Clear List. Thiswill clear the Monitor of all past activity. New
activity islogged as usual.
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Debugging

If the Strata CS Smart Dialer is hot working as expected, here are some pointersto
help you determine the source of the problem.

First, review thisinstallation checklist. Did you remember to install all the necessary
components?

O You arerunning Strata CS 4.0 Server.

0 TeeVantage SDK isinstalled.

O TeleVantage Smart Diaer server component isinstalled.
Was the necessary setup of the Smart Dialer completed?

O All Configuration settings in the Smart Dialer Administrator are set, including
Strata CS Server name, dialing service and license information.

At least one active shift is setup for the mailbox.
Agent extensions are correct.

Hours of coverage are set appropriately.

O O O d

If using Goldmine 5.0/Front Office 2000, the database connection was confirmed
by clicking the Test Data Connection button in the Smart Dialer Administrator
Configuration view.

If all seems correct with the installation and setup, don't forget to check the following:

O Areany error messages displayed in the Monitor?

If the Smart Dialer detects any errors while running, the errors will be logged to the
Monitor screen. Thisisthe best place to check for problems and will likely point you
to the source of the problem.

When starting up the Monitor for the first time, the following error messages might
appear. Make sure you have supplied al necessary datain the Configuration section of
the Smart Dialer Administrator before attempting to start the Monitor.

e Can't Connect to local database. The Smart Dialer Monitor cannot find the
Microsoft Access database, Dialer.mdb. Make sure Dialer.mdb is located in the
same folder on the Strata CS Server as Dialer.exe.
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Serial number isinvalid. Either your serial number or verification key isinvalid.
Open up the Smart Dialer Administrator and make sure you have entered these
correctly. The serial number and verification key are included in the Smart Dialer
packaging.

Thisisnot a Strata CS 4.0 Server. The Smart Dialer checks to make sure you are
running avalid Strata CS 4.0 Server. Thisversion of Smart Dialer requires
Strata CS 4.0. If you are using Strata CS 4.0 and still see this message, make sure
the Smart Diaer Monitor is running on the Strata CS Server itself and that

Strata CSisinstalled correctly.

Can't connect to [Strata CS Server name]. The Smart Dialer cannot find a running
Strata CS Server on the machine name you specified in the Configuration settings.
Make sure that the Strata CS Server name you entered in the Smart Dialer
Administrator is correct and that the Strata CS Server is running.

Error Loading Goldmine DLL (GoldMine only). The Smart Dialer could not
connect to GoldMine based on the settings in the Smart Dialer Administrator. Read
the section on Database Configuration and how to use the Test Data Connection
button for more information on these errors.
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