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The Application
● Separate “Fronter” VICIdial clusters, that 

connect with customers through inbound and 
outbound phone calls, and sending some of 
those customer calls to agents on a separate 
“Verification” VICIdial cluster

● Allow customer information(name, address, 
account code, etc...) to be sent along with 
phone call to an agent on the separate 
VICIdial cluster



  

The Challenge

Make this easy to do:
● Web-configurable through 

existing VICIdial web admin
● Limited sharing of customer 

data for only live-transferred 
calls



  

Previous “Solution”

● Lots of custom manual 
configurations on every server on 
the fronter and verification clusters

● Limited database access from one 
cluster to the other cluster

● Custom data scripting on both 
clusters



  

The Problems

● Very difficult and very time 
consuming to set up

● Data security difficult to configure
● Very time-consuming to update or 

modify



  

The Solution

A set of new VICIdial settings 
and features to allow a web-
access-only administrator the 
ability to set up a limited live-
call-only data sharing function 

for live transfers of calls.



  

The Details
1) Set up an IAX carrier on the "fronter" cluster with a 
Dialplan Entry that will send calls to that carrier

2) Set up a matching IAX phone account on the 
"verification" cluster with “trunkinbound” as contexts

3) An API user is set up on the "fronter" cluster with the 
"ccc_lead_info" API function enabled

4) Set “fronter” Campaign to use a Transfer Preset

5) DID, Call Menu, In-Group and Settings Container 
entries are set up on the "verification" cluster that 
include the new "cm_sc_ccc_lookup_insert.agi" script



  

IAX Carrier on “Fronter” Cluster



  

IAX Phone on “Verification” Cluster

IMPORTANT: this phone entry must have the Outbound CallerID and Fullname fields blank, and the Phone 
Type must have "trunk" in it. It also needs to use "trunkinbound" as it's phone context and exten context



  

API User Added on “Fronter” Cluster



  

Set “Fronter” Campaign Transfer Preset



  

Settings Container on “Verification” Cluster



  

In-Group Entry on “Verification” Cluster



  

Call Menu Entry on “Verification” Cluster



  

DID Entry on “Verification” Cluster



  

The Results

   A client with one verification cluster supporting 
over 300 agents receiving calls from six 
separate fronter clusters with over 1,200 total 
agents. The whole system is capable of placing 
and receiving over 3 million calls per day, with 
up to 500,000 calls being transferred over these 
“CCC” transfer lines. They can add new fronter 
clusters as needed without the need for any 
custom programming or command-prompt level 
access.

For more details, see the 
CROSS_CLUSTER_COMMUNICATION.txt document.



  

Additional CCC Features:
● Detailed logging to show both the 

origination and destination Call IDs 
and Lead IDs

● API function from the destination 
cluster to allow forcing a “Leave 3-
Way Call” action on the fronter 
cluster VICIdial agent’s session



  

Other new features added in the last year:

●GDPR Features
●Inbound preserve place-in-line
●Inbound Closing Time
●State and Areacode shared CallerID Groups
●Real-Time Whiteboard
●Waiting Call On/Off URL
●New admin HELP bubbles
●DNC.COM inbound number filtering
●Inbound No-Agents No-Dial Campaign setting
●Manager-approved Pause Codes
●SWITCH custom field type
●Scheduled callbacks enhancements
●And much more!



  

GDPR Features
The new EU data protection law.
It's complicated... 

New GDPR features include:
● The ability to download all customer 
and contact log data and call recordings 
for a lead
● The ability to delete all of the “personal 
data” from those records for a specific 
lead.



  

Inbound preserve place-in-line

● Offered as Hold-time and Wait-time options to 
customers while they are waiting for an agent 
in an In-Group queue

● Offers the ability for the customer to enter a 
different phone number to be called back at

● When customer’s place-in-line is reached, the 
next available agent’s screen automatically 
places a “Dial In-Group” call to the customer, 
which is logged as an inbound call for that In-
Group



  

Inbound Closing Time

This feature was created so that 
customers would no longer be left in 
queue all night after closing time of the 
queue when agents were no longer taking 
calls for the day. It allows you to choose 
what happens to those calls at a specified 
closing time, such as allowing the 
customer to leave a voicemail.



  

State and Areacode shared CallerID Groups

● Outbound CallerID numbers can be defined based on 
the state or areacode of the customer that is being 
called

● More than one CallerID number can be used for a single 
state or areacode, they will be used in round-robin 
order as calls are placed to numbers within that 
areacode

● Allows for the same group of per-state or per-areacode 
CallerID numbers to be used across multiple 
campaigns

● New Admin utilities to maintain those CID Groups: 
– Bulk Add
– Bulk Delete



  

Real-Time Whiteboard
   A ticker-style report that constantly updates 

showing metrics for the selected campaigns



  

Waiting Call On/Off URL
● Turn lights on and off in a call center when 

there are calls in queue
● Works for one or several specified In-Groups 

for each outlet
● Requires network-enabled power switch.



  

Re-wrote Web-Admin “HELP”

Web-admin HELP now uses popup bubbles instead 
of a popup browser with all help text in it.



  

DNC.COM Inbound Number Filtering

● Adds ability to filter inbound calls based 
upon the phone number of the caller 
matching to a DNC.com list, like their 
“frequent litigator list”

● Filtering can be set up system-wide 
and/or per each DID



  

Inbound No-Agents No-Dial
● An outbound dialing campaign setting
● Checks if any agents from selected In-

Groups are ready and waiting for 
inbound phone calls before allowing 
outbound auto-dialing calls to be placed 
on the campaign 



  

Manager-approved Pause Codes

Requires agents to get manager approval on their 
workstation to use specific pause codes



  

SWITCH custom field type
Allows you to put buttons on the agent FORM to 

allow for the custom fields form to be switched 
while on an active call.



  

Scheduled callbacks new features

● Added automatic rescheduling of ANYONE 
callbacks

● Forced dialing of USERONLY callbacks
● Customer Timezone scheduling of callbacks



  

In other news...

Asterisk 13 is in wide use, now on hundreds of 
our VICIhost hosted dialers, has resulted in 20-
30% increase in capacity per server, more 
stable than previous versions



  

Over 11,000 New VICIdial Installs in 
the last year!

VICIdial installs run from 11,885 unique IP addresses from September 28, 2017 to September 28, 2018



  

Thank you!

For more information, go to:

www.vicidial.org

www.vicidial.com

http://www.vicidial.org/
http://www.vicidial.com/
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