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Overview

This document describes the changes to the Business Express with regard to outbound calling management which mean that groups of data -calling stacks - may now be queued up.  It also outlines a new ability to create custom contact groups.
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How stack management works

To understand the changes we have made it is important that the user understands how stack management works.

Campaign Structure
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Table Descriptions
A ‘Campaign’ keeps a record of the name of the campaign, the dates and all the other information you can see when editing a campaign. This is represented by the blue table in the image above.  
When you build a campaign, the system creates a table to store individual records.  This is called a CDA table (Campaign Data). Each CDA record contains information about a single customer. These are contained in the campaigns represented by the cream tables in the image above where N indicates that any number of campaigns may be created.
Every time you pull a CDA record a new contact record is created and stored as a CCL record (Campaign Call).  Each CDA may have many CCL records.  This is represented by the green table in the image above.

Worked Example

Campaign: Demo

CDA: 
-------------------------------------------------------------------

Id
Firstname
Surname
Phone

-------------------------------------------------------------------

1
Philip

Lacey

0876533460

2
Nick

Wheeler
0872597246

CCL:

-------------------------------------------------------------------------------------------------

Id
CDA_Id

DateTime

User

Outcome

-------------------------------------------------------------------------------------------------

1
1

2009-05-25 09:00:00
Agent 1

No Answer
2
1

2009-05-25 10:00:00
Agent 1

No Answer
3
1

2009-05-25 11:00:00
Agent 1

Callback later

The example shows that in Demo there is a customer called Philip Lacey whom we attempted to contact 3 times with outcomes of No Answer and Callback later.  The CDA_Id field in the CCL table indicates that the contact records belong to CDA record 1, in this case Philip Lacey.
Special Fields

Business Express automatically adds a number of fields to the CDAs when the campaign is built.  
· Future use 
: A blank field that may be used for support reasons 
· Status 

: The current status of the record
· Comments 
: The last comment on the record
· No Of Attempts
: The number of times that the record has been contacted
· Staff Id

: The last user to deal with the record
· Last Date Time
: The last date and time the record was dealt with

These fields in CDA only store the last contact data.  The CCL table stores these fields for every contact.  
In this example we will be focussing on the Status and No of Attempts fields.

Using the CDA Special Fields
When you upload a set of records, for instance from an Excel spreadsheet, the Status of each record is set to ‘Imported’ and the No of Attempts is set to 0.  To help visualise this, imagine each record as a record card in a box.


As records are dealt with they move from one box to another.  In this example we contact our first record, but there is no answer.  The Status changes from ‘Imported’ to ‘No answer’ and No of Attempts changes from 0 to 1. 

As the campaign progresses, this happens a lot more. 
Here is an example of the screen that reports on the status of your campaign
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Setting the Stacks
In every day use referring to ‘Set of records - Status’ and  ‘Set of records - Number of Attempts’ is unwieldy so for convenience we talk about Stacks.  The system will draw records from the current Stack until there are no records left in it.  Until the improvement described below, a user or team lead would decide which stack is to be worked on and then select it via: 
Main menu->Set current working outcome -> Campaign Management -> Outbound Calling Mgmt -> Set Current Working Outcome
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By clicking on a stack the user queues up the group of records to be worked on.
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 training video ‘How to set the current working outcome’ shows this process in action.

What the upgrade means
Automated stack queuing
Previously, as can be seen above, BE would allow the team lead to set only one stack at a time. When all the records in that stack had been called it was necessary to re-enter the system and choose another stack. 

For many campaigns, the system will continue to be operated in this way because the outcomes of the previous calls will dictate which group to call next and this decision cannot be made until those outcomes are known. 

Equally, however, there are situations when automated stack queuing would be a real benefit, for instance if a campaign requires the sequential calling of clients by county. It would also prove useful when the team leader cannot be present to set a new stack.
The upgrade means it is now possible to queue up a number of stacks.  When one stack is complete the system will move on to the next queued stack and the process will repeat until there are no more stacks to process.
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 training video ‘Explanation on how Set Working Outcome has been expanded and also this causes queues and how the queues can be managed.’ shows these enhancements in action.

Custom Contact Groups

Another new feature of BE allows a group or subset of CDAs to be identified and selected for processing.  There are any number of reasons why a campaign manager might choose this option, for example; age group, geography, previous purchase etc. This feature is operated via:
Main Menu -> Campaign Management -> Outbound Calling Mgmt -> Create custom contact group

Users create a group and reset the group’s Status to what ever the group is to be called. The No of Attempts of the CDAs involved is automatically reset to 0 but the CCLs of the record are not affected.  This temporarily means that the No of Attempts is not accurately reflecting the true number of contacts of the CDA.
In ‘Set Current Working Outcome’ this moves the CDAs to the 0 attempts column and may be queued up as any other normal stack is managed.
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 training video “If a subgroup from a campaign needs to be contacted, how to create the group and enqueue them for contact.” shows the new system in action.
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