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Objetivos

 Mostrar as opcoes de solucao
 Modelo de negdcios

* VICIDIAL

« AHEEVA

« SINEDialer
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Existem diversas solucoes de Call
Center para Asterisk

e Call Center Receptivo
— Asterisk Basico
— OpcoOes proprietarias
— Opcoes de Receptivo /Ativo GPL
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Call Center Receptivo

» Asterisk Basico é uma escolha simples

— Pontos positivos
» Milhares de companhias o usam.
e O setup é simples
» Trabalha com varias ferramentas de configuracéo basica
e Trabalha com reletorios gerados pelo qgueuemetrics

— Pontos negativos

 Dificil de usar com multiplos servidores com as mesmas filas
E apenas receptivo
Recursos limitados
Interfaces séo limitadas por opcdes de configuracéo
Quaisquer mudancas no padréao requerem mexer no codigo
Nao existe uma interface de agente para 0s usuarios



soeq0utbound and Blended Call
Centers

e Sistemas proprietarios
— Aheeva ($500,00 por agente)
— DACX
— DragonSuite
— Indosoft
— SineDialer
— SkyyConsulting
— OmegabDial
— Nissim
— Varios outros
» Sistemas GPL
— GnuDialer
— VICIDIAL
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VICIDIAL
http://astguiclient.sourceforge.net

 GPL e gratuito

« Suporte disponivel de muitas companhias de
consultoria ao redor do mundo.

 Recursos
— Administracao baseada em WEB
— Interface de agente em nove linguagens

— Interface de administracao em gquatro
« Facil de traduzir

— Suporta balanceamento de carga
— Suporta multiplos servidores
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Dimensionamento

e A operacao ativa demanda mais que a
receptiva

e Para grandes instalacoes € interessante
separar as funcoes em varios servidores.
— Banco de Dados
— Apache
— Asterisk

e A gravacao usa muitos recursos de disco
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Dimensionamento p/estacoes

e Telefones

— Softfones requerem um bom chipset de audio
e uma CPU mais rapida do que sem softfone.

— Telefones por hardware podem ser mais
dificeis de provisionar e reparar.

— ATAs podem ser usados com boa relacao
custo beneficio.

e Computadores
— 800 Mhz, 256MB de RAM é adequado.
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Escalabilidade

e O sistema base do Asterisk nao escala facilmente em
multiplos servidores

* Use servidores separados para PSTN<->VOIP e Filas
« Exemplos do mundo real

— Servidor com quatro CPUs para as filas
— Troncos e telefones SIP
— Agentes e Filas do Asterisk
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Relatorios

e Para uma instalacao de CC receptivo vocé pode
usar o queuemetrics. E robusto e detalhado.

A maioria dos discadores oferecem relatoérios
Integrados e estatisticas.

« O CDR do Asterisk pode ser usado para pelo
menos os relatérios basicos em todos os call
centers baseados em Asterisk.
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Apresentacao do VICIDIAL

o Sistema de telemarketing ATIVO/RECEPTIVO
 Telas de agente em Portuguées

 Foco nas operacoes ativas com discador
— Manual
— Automatico
— Preditivo
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Instalacao e Configuracao

 Bastante trabalhosa
e Linux/Apache/MySQL

 Toneladas de add-ins, sox/perl-
cpan/lame.....
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Funcionamento

* Relativamente simples
— Cadastro de telefones
— Cadastro de agentes
— Cadastro de campanhas
— Importacao de listas
— Execucao da campanha
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Partel:Telefones
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STERISK ADMIN: Adi ration - PHONE LIST - Windows Internet Explorer

G-
File Edit View Favorites Tools  Help
LIOK +@ ﬁ v | U9 Favoritos™ PEFERER SJIB? bloqueado | a3’\n'erificar - BEnviar parav @Configuragﬁesv
& - - @ - gPage - @Tools > ¥
-

Google |G~

ﬁ & @ ASTERISK ADMIM: Administrakion - PHOME LIST

Tuesday November 28, 2006 7:11:05 AM

ASTERISK ADMIN - Logout

SHOW ALL CONFERENCES | ADD A NEW CONFERENCE

PHONE LISTINGS:
gs102 SIP 10.10.10.15 102 102 ADMIN  Test Admin Phone 0 0 MODIFY | STATS
gs102 SIP 192.168.1.175 102 102 ADMIN  Test Admin Phone 0 0 MODIFY | STATS
2001 2001 ADMIN 1 0 0 MODIFY | STATS

spa2001 SIP 182.168.1.175

saript runtime: 0 seconds WERSION: 2.0.1 BUILD: 808151018

|

l_l_l_l_l_l_ @ Internet

E)start|

YICIDIAL. ppt | @ Slide 22 - \Windows Inter... “ @ ASTERISK ADMIN: Ad... s MSM Messenger
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Detalhes do Telefone

/2 ASTERISK ADMIN: Administration - MODIFY PHONE - Windows Internet Explorer

m - |g, http: {192,168, 1,175/ astguiclient/admin, php? ADD=3&extension=spa2001&server_jp=192.168.1.175 j !‘rll K | IGoogIe

* *‘1'% @ASTERISK ADMIN: Administration - MODIFY PHONE | | @ - - @ - & Page - @ Toaols ~ 2

*!Startl Presentationl

Phone extension: |spa2001 @

Dialplan Number: [2001 (digits only) @
Voicemail Box: |2001 (digits only) @
Outbound CallerlD: [2001 (digits only) @

Phone IP address: [192.168.1.118 (optional) @
Computer IP address: [192.168.1.113 (optional) @
Server IP: [192.168.1.175 = @
Login: oot @
Password: 20001 @
Status:[aDMiN - +] @

Active Account: [Y =] @
Phone Type: 1

@
Full Name: |1 ©)
Company: |1— ©)
Picture: |1 @
New Messages: 0 (2)
Old Messages: 0 (2)
Client Protocol: m @
Local GMT: [300 =] (Do NOT Adjust for DST) @
Manager Login: [cron

Manager Secret: [1234
VICIDIAL Default User: |
VICIDIAL Default Pass: |

VICIDIAL Default Campaign: | @

| @ WICIDIAL. ppt | @ Slide 29 - Windows Inter. .. “ @ ASTERISK ADMIN: Ad... 3 MM Messenger
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Detalhes do Telefone (cont.)

/2 ASTERISK ADMIN: Administration - MODIFY SERVER - Windows Internet Explorer =] %]

@:—_;a - I@, http:ff192, 168, 1,175 astquiclient fadmin, php? ADD=318server_id=TESTasteri ﬂ I"";I X | IGoogIe iP |'|

* & @.QSTERISK ADMIN: Administration - MODIFY SERYER | | @ 5 ﬂ - @ - ijpage o @-Tools o

Server ID: [TESTasteri @ Al

Server Description: [Test install of Asterisk server @
Server IP Address: |192.168.1.175
Active: [Y =] @
Asterisk Version: [1.2.13
Max VICIDIAL Trunks: [a5 (@
Telnet Host: [localhost

Telnet Port: [5038 (?)

Manager User: |cran

Manager Secret: [1234

Manager Update User: |updatecron

Manager Listen User |istencron

WO © 0

Manager Send User: [sendcron
Local GMT: [300 ~] (Do NOT Adjust for DST) ®
VMail Dump Exten: [35026666666666
VICIDIAL AD extension: [8365
Default Context: |default
System Performance: [l =] (®
Server Logs: [Y =] @
AGlOutput: [FLE =] ® —
suBMIT |

PHONES WITHIN THIS SERVER:

ORORT]

EXTENSION NAME ACTIVE

gs102 Test Admin Phone iy

el : |
ﬂStartl £] Presentation1 | E5F] VICIDIAL.ppt | (& Slide 29 - Windaws Inter... || {E€ ASTERISK ADMIN: Ad... & MSh Messenger « Q g’l& 10:20
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Parte 2: Usuarios

/2 ¥ICIDIAL ADMIM: Modify User - Windows Internet Explorer =
@:\/ - |g, http: 192,168, 1,175 vicidial/admin, php ?ADD=38ser=7777 j 44| % | IGoogle yel fvf

@ B - @ - F_:}’Page - -@Tools o F

VICIDIAL ADMIN - Logout Tuesday November 28, 2006 7:14:32 AM i
TEIS:E] CAMPAIGNS LISTS SCRIPTS FILTERS JN-GROUPS CALLTIMES USERGROUPS  REMOTE AGENTS  REPORTS
LISTUSERS | ADDAMNEWUSER | SEARCHFORA USER

95 GhT @ VICIDIAL ADMIN: Modiy Liser

MODIFY A USERS RECORD: 7777

User Number: 7777 (2
Password: Jtest @
Full Name: [7777 @
User Level: [2 -] ®
User Group: [ =] @
Phone Login: [2001 @)
Phone Pass: [2001 @
Agent Choose Ingroups: IE, @ —
HotKeys Active: IE
Scheduled Callbacks: [1 ]
Agent-Only Callbacks: IE
Agent Call Manual: IE,
Vicidial Recording: [1 =]
Vicidial Transfers: IE,
Closer Default Blended: [0 -] (@
Inbound Groups: (2)
Alter Agent Interface Options: IE @
Delete Users: [0 =] (@

Delete User Groups: [0 -] @
| LI

i.'ﬁstart| ] Presentationl | ) YICIDIAL. ppt | (& Slide 29 - Windows Inter... || (€ VICIDIAL ADMIN: Mod... 4% M5H Messenger « P A, 1021
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Parte 3: Campanhas

/2 ¥ICIDIAL ADMIN: Modify Campaign - Windows Internet Explorer

m - Iﬁ, http:ff192. 168, 1,175 vicidial/admin. php?ADD=31 &campaign_id=TESTCAMP j "1‘” X | IGoogle

©F 4 @ VICIDIAL ADMIN: Modiy Campaign | | - B - & v hPage - {GToos - 7

Campaign ID: TESTCAMP (7)
Campaign Name: [Campanha de testes do sistema @
Active: [Y =] @
Park Extension: |— - Filename: |— @
Web Form: | @
Allow Closers: [Y =] @
Dial status 1: INEW - New Lead
Dial status 2: |-
Dial status 3: |-
Dial status 4: |-
Dial status 5: |-
List Order: | bown =]
Lead Filter: [noNE - ~] (@)
Hopper Level: [ =] @

Force Reset of
Hopper: IE @

Dial Method: |MANUAL - @
Auto Dial Level: [0 =0 =off) @
Available Only Tally: [N =] ()

Drop Percentage ﬂ% @

Limit:

Tt Adaplj EE}E:I |3.U—number only @

Latest Server Time: |21 00 4 digits only @

Adapt Intensity I—L[
Modifier: 10~ Baianced @

Dial Level Difference [, fommoy = e

®I<_I<_I<_I‘_IL
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wgtartl 4] Presentationt | 4] VICIDIAL.ppt | (& slide 29 - Windows Inter... || {€ VICIDIAL ADMIN: Mod... < MSN Messenger
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Detalhes da campanha

/2 ¥ICIDIAL ADMIN: Modify Campaign - Windows Internet Explorer — 2]

mr  |&] httpi/192.168.1,175 vicidialjadmin,php?ADD=3 &campaign_id=TESTCAMP =11 #2|| | |sooge (2|

$¢ 4 @VICIDIAL ADMIN: Modfy Campaign | | fa - B - o= - [hPage » (0 Tooks » 7
Next Agent Call- [oldest_call_finish x|~ (2] A

Local Call Time: | 24hours - default 24 hours calling @
Dial Timeout: [60 in seconds @

Dial Prefix Ig for 91MHCNXCOOO0K value would be 8, for no dial prefix

use X @
Omit Phone Code: [N =] @

Campaign CallerlD: [30258590 @)
Campaign VDAD I—
exten: e @

Campaign Rec exten: [8303 @
Campaign Recording: [ONDEMAND =] (2

Campaign Rec
Filename:

Recording Delay: |0— in seconds @
Script: [- -] @
Get Call Launch: [NONE -] @
Answering Machine I—
Message: ®
AMD Send to VM IE @

[FULLDATE_cusTPHONE @

exten:
Transfer-Conf DTMF 1: | @
Transfer-Gonf Number
i I @
Transfer-Conf DTMF 2: | @
Transfer-Conf Number
2 I @
Alt Number Dialing: [N =] @
Scheduled Callbacks: [N =] @
e ; = =l
%'Startl @j Presentationl | @ WICIDIAL ppt | @ Slide 29 - Windows Inter... II @ ¥ICIDIAL ADMIN: Mod... -3 M3N Messenger « Q g’i 35 1023
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Listas dentro da campanha

/2 ¥ICIDIAL ADMIN: Modify Campaign - Windows Internet Explorer == ]
&:}  |&] http:j192.168.1.175 vicidial} admin.php?ADD=318campaign_Id=TESTCAMP = |3; | |__X_I [ |}EEI
99 4 @ VICIDIAL ADMIN: Madify Campaion | | f v ) v oomh v rPage v (OfTodls v+

Drop Call Seconds: [5 ©) =

Voicemail: | @

Use Safe Harbor
Message: IE, @

Safe Harbor Exten: W @
Wrapup Seconds: [0 @
Wrapup Message: |Wrapup Call (?)

Use Internal DNC List [N =] @
SUBMIT |

LISTS WITHIN THIS CAMPAIGN: @
LISTID LIST NAME ACTIVE

107 Lista de testes v
This campaign has 1 active lists and 0 inactive lists
This campaign has 3 leads to be dialed in those lists - HiDE
This campaign has 3 leads in the dial hopper
Click here to see what leads are in the hopper right now

Click here to see all CallBack Holds in this campaign

CUSTOM STATUSES WITHIN THIS CAMPAIGN: @ e
STATUS DESCRIPTION SELECTABLE DELETE

ADD NEW CUSTOM CAMPAIGN STATUS

Status: I Description: | Selectable: IY 'I ADDl

=
« @ Ay 10:24

tﬁstartl 4] Presentation] | 2] YICIDIAL.ppt | (€ Slide 29 - Windows Inter., . || /€ YICIDIAL ADMIN: Mod... < M3 Messenger |
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Reciclagem dos contatos

/2 ¥ICIDIAL ADMIN: Modify Campaign - Windows Internet Explorer =& x|
mr ~ |&] hitp:j192.168.1, 175 vicidialfadmin. php?ADD=318campaign_id=TESTCAMP | '_I;_ I |_£| [ googe |E|L|
vy e @ YICIDIAL ADMIN: ModiFy Campaign | | o - - (= v | b Page » () Tooks v

ADD NEW CUSTOM CAMPAIGN STATUS d

Status: I Description: Selectable: IY 'l ADD |

CUSTOM HOTKEYS WITHIN THIS CAMPAIGN: @
HOTKEY STATUS DESCRIPTION DELETE

ADD NEW CUSTOM CAMPAIGN HOTKEY

Hotkey: |1 'l Status: |A - Answering Machine x| ADDl

LEAD RECYCLING WITHIN THIS CAMPAIGN: @
STATUS ATTEMPT DELAY ATTEMPT MAXIMUM ACTIVE DELETE

ADD NEW CAMPAIGN LEAD RECYCLE

Status: |A - Answering Machine = Attempt Delay: I Attempt Maximum: I

ADD
LOG ALL AGEMNTS COUT OF THIS CAMPAIGH
DELETE THIS CAMPAIGN
soript rentime: O s2conds VERSION: 2.0.65 BUILD: 60828-1115 :
#start| B presentationt | & vicionaL pet | & side 25 - Windows Inter... |[ & vicIDIAL ADMIN: Mod... < M3H Messenger « P A 104
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Cadastro das listas

/2 ¥ICIDIAL ADMIN: Modify List - Windows Internet Explorer

@T\-—_;.‘ - I@, htkp:ff192.168.1. 175/ vicidialfadmin. php? ADD=31 1 &list_id=107

U8 Rt EVICIDIAL ADMIN: Modify List

lﬁStartI @ Presentationl

Tuesday November 28, 2006 7:16:53 AM
REMOTE AGENTS  REFORTS
| LOAD HEW LEADS

VICIDIAL ADMIN - Logout

USERS CAMPAIGHS [EEIEY] SCRIPTS FILTERS IN-GROUPS CALL TIMES UWSER GROUPS
SHOWLISTS | ADDMNEWLIST | SEARCHFORALEAD| ADDNUMEER TO DHC

X- IGoogIe

- - (= - b Page - () Tooks - »

MODIFY A LISTS RECORD: 107

ListID: 107 (3)
List Name: |Lista de testes @

Campaign: | TESTCAMP
Active: [Y=] @
Reset Lead-Called-Status for this list: |N vl (?)

SUBMIT |

STATUSES WITHIN THIS LIST:

= @

STATUS STATUS NAME CALLED NOT CALLED
INCALL Lead Being Called 1 0

N No Answer 7 0

NEW New Lead 2 3

SUBTOTALS 10 3

TOTAL 13

TIME ZONES WITHIN THIS LIST:
GMT OFFSET NOW (local time) CALLED NOT CALLED

=500 (Tue Nov 2008 07:16) 10 3
SUBTOTALS 10 2
TOTAL 13

CALLED COUNTS WITHIN THIS LIST:

STATUS STATUS NAME 0 g SUBTOTAL
INCALL Lead Being Cslled 1
N No Answer 7
NEW Mew Lead 5 5
TOTAL 5 & 13

| @ WICIDIAL.ppt I @ Slide 29 - Windows Inter. .. " @ ¥ICIDIAL ADMIN: Mod... \* M5M Messenger
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Upload das listas

/7 ¥ICIDIAL: Lead Loader Module - Windows Internet Explorer ] 18] x|
@ ~ |&] http:ij152.188.1.175 vicidiallistioaderMAIN. php = e | |i| [ soogle |2
@vv@v@Pagev@Toolsv

$F 40 EVICIDIAL Lead Loadsr Moduls | |

Load leads from
this flo. | Browse.. | @
S BT I {numbers only or leave blank for valuss in the file)
SUBMIT START OVER |

CLICK HERE TO GO TO THE SUFER LEAD LOADER (BETA VERSION) BACK TO ADMIN

Look in: I@ Deskiop -
L) My Documents &2 Projetos A Rapidsy
j My Computer @Sipura i Shorteul
. Iy Metwork Places TG Server @Shortcul
=l adobe Reader 7.0 3_5;Agent_ManuaI_LowRes_BW.de Shortcul
L CvberLink PowerProducer asterisk—l.4.D-x86-disc1.iso E] TO_BE_
Empowering Technology gastguiclient_Z.D.l.zip ETSG Ser
IZJEthereal j_‘f;contact_center_datasheet[1].pdf gTSG Ser
i3 Mozilla Firefox @DiscadoresPreditivos.doc @Web CE
ST CD 8 DYD-Maker 7 E HiiackThis exe ) window
[/ Simple DS Plus [ htdacs m WinSCP
) 3CTFpEve [Z] idefisk.carF &% u-Lire
backups .@idefisk.exe

e Livrolovo
=

Ll

LivrosProntos
Palestrashsterisk

i;Manager_ManuaI_LowRes_BW.pdf
E] Preinstallvicidial, b=t
2 PUTTY,EXE

| 5

File: name: || j Open I
Files of type: | Al Files ) =l Caricel |
7|
Qstart| £ Presentationl | 3] YICIDIAL, ppt | (& slide 29 - windows Inter. ., || (& VICIDIAL: Lead Loade... | < M3 Messenger « )= 2, 1mze
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Login do telefone
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Login do agente



Tela do agente



Tela de script



Pop-up de tela



Hotkeys



Tela Real Time da Campanha



Relatorios da campanha



Sumario

* Nesta apresentacao vocé pode entener
gue o Asterisk € uma boa ferramenta para
callcenters tanto ativo quanto receptivo.

* A escalabilidade da solucao pode ser
obtida através da divisao das tarefas entre
multiplos servidores.

* VICIDIAL é uma opcao interessante para
discador.




