VICIDIAL Open-Source Call Center

(VEE CHEE DIAL)
http://www.eflo.net

VICIDIAL is a set of programs that are designed to interact with the Asterisk Open-Source PBX Phone system to
act as a complete inbound/outbound call center suite.

The agent interface is an interactive set of web pages that work through a web browser to give real-time informa-
tion and functionality with nothing more than an internet browser on the client computer.

The manager interface is also web-based and offers the ability to view many real-time and summary reports as
well as many detailed campaign and agent options and settings.

VICIDIAL can function as an ACD for inbound calls or for Closer calls coming from VICIDIAL outbound fronters
and even allows for remote agents logging in from remote locations as well as remote agents that may only have
a phone.

There are currently over 200 installations of VICIDIAL in production in over 30 countries around the world, some
with over 300 agent seats, and several with multiple locations.

Major VICIDIAL Features:

- Inbound, Outbound and Blended call handling - Three-Way calling within the agent application

- Outbound agent-controlled, broadcast and predictive dialing - Scheduled Callbacks: Agent-Only and Anyone

- Full USA FTC-compliance capability - Scalable to hundreds of seats

- Web-based agent and administrative interfaces - Ability to use standard Telco lines and VOIP trunks

- Ability to have agents operate remotely - Open-Source GPL licensed, with no software licensing cost

- Integrated call recording

Full VICIDIAL Features List:

- Ability for an agent to call clients in succession from a database through a web-client

- Ability to display a script for the agent to read with fields like name, address, etc. filled-in
- Ability to set a campaign to auto-dial and send live calls to available agents

- Ability to dial predictively in a campaign with an adaptive dialing algorithm

- Ability to dial on a single campaign across multiple Asterisk servers, or multiple campaigns on a single server
- Ability to transfer calls with customer data to a closer on the local system or a remote Asterisk server

- Ability to open a custom web page with user data from the call, per campaign
- Ability to autodial campaigns to start with a simple IVR then direct to agent

- Ability to broadcast dial to customers with a pre-recorded message

- Ability to park the customer with custom music per campaign EIVICIDIAL web dlient - Mozilla Firefox =1oix|
- Ability to send a dropped call to a voicemail box per campaign if no agent is available Ble Edb View Go Bookmarks Took  Help

- Ability to set outbound CallerID per campaign . % ; ——— = )

- Ability to take inbound calls grabbing CalleriD @ _ B © Q[ womonsmise =] © [

- Ability to function as an ACD for inbound and fronter/closer verification calls Logged in as User. 6665 on Phone: SIP/13Gpcom to campaign: TESTCAMP LOGOUT
- Ability to have an agent take both inbound and outbound calls in one session(blended) VICIDIAL SCRIPT 2006-01-12 16:02:45  session D: 8600100 (LD @ARE
= QEI:IEV }0 Statrt ang StI?P reco[jdirhq 8f|1| agent's calls at any time STATUS: Incoming: 7275554032 UID: YO112160143000726926

- Ability to automatically record all calls

- Ability to manually or automatically call upto two other customer numbers for the same lead Rl S ety Z| il TR (i v EIKENETI

- Ability to schedule a callback with a customer as either any-agent or agent-specific 80112160151_5060_7274514032 Customer Information:

- Ability in Manual dial mode to preview leads before dialing RECORD ID: 886315 Title: [ First: [ MG Last [leador

- Ability for agents to be logged in remotely anywhere with just a phone and a web browser —STORRECORDING | 1 rest [1234 Fake 22

- Faster hangup and dispositioning of calls with one key press (HotKeys) WEB FORM Address2. [ot Addressd: rarsssizia

- Definable Agent Wrapup-time per campaign iy: [rzos wes =1 g —

- Ability to add custom call dispositions per campaign PARKICALD o1 TR 3‘3‘3 ’T FostCone

- Ability to use custom database queries in campaign dialing _TRANSFER - Conr_[RuREI el endor 0: |

- Recycling of Busy calls at a specified interval without resetting a list HANGUP CUSTOMER (Pl | N (efrcts | I A (P |

- Dialing with custom TimeZone restrictions including per state and per day-of-the-week Show: [iest@test.com Emall:

- Dialing with Answering Machine Detection, also playing a message for AM calls _SENDDTMF | Comments: [semments go here

- Multiple campaigns and lead-lists are possible TS e o = ¢ (B LT (3

- Option of a drop timer with safe-harbor message for FTC compliance INTERNAL GLOSER| LOCAL CLOSER | CODE [ HANGUP XFER LINE | HANGUP BOTH LINES |

- Variable drop call percentage when dialing predictively for FTC compliance NUMBER TOCALL: [rregsrzis | SECONDS: [ GHANNEL: [ | pa_ overrioe
- Internal DNC list can OPtlona”y be activated per campaign DIAL WITH CUSTOMER | PARK CUSTOMER DIAL | LEAVE 3-WAY CALL BLIND TRANSFER | v |
- All calls are logged and statuses of calls are logged as well as agent time breakdowns

- Load Balancing across multiple inbound or outbound Asterisk servers is possible VICIDIAL web-client version: 1052 BUILD: 5§1228-1028 Server 10,1111 HOT KEYS INACTIVE

- Several real-time and summary reports available e e G B e (o

- Real-time campaign display screens LIVE CALLS IN YOUR SESSION:

- 3rd party conferencing(with DTMF macros and number presets) # FEMDTE CHRMHEL HINGUP

- 3rd party blind call transfer 1 $TP/138peonm-ld3 HANGUE

- 3rd party conferencing with agent drop-off 2 Local/78600100@deme-17£0,2 HANGUP

- Ability to set user levels and permissions for certain features and campaigns 3 zap/zs-l ECETE

- Ability for managers to listen-in on agent conversations

- Ability for managers to enter conversations with agents and customers 4 | &
- Ability for agents to select a Pause Code when they are not active Read 10.10.10.196

- Ability for agents to control volume levels and mute themselves

- Outbound dialing is QueueMetrics-compatible

- Web-based administration

- Client web-app web pages available in English, Spanish, Greek, German, French, Italian, Polish, Portuguese and Brazillian Portuguese
- Admin web pages available in English, Spanish, Greek and German

The server elements require an Asterisk server(any version), Zap,IAX or SIP trunks and SIP/IAX/Zap phones, MySQL 4.0 or greater database server (local or remote), Apache
and PHP 4.0 or greater (local or remote), Perl with a Net::Telnet, Time::HiRes, DBD::mysql modules loaded. We recommend using Firefox 1.0.6 or greater for the web-clients,
but they will also run on InternetExplorer 5+, Mozilla 1.7+, Netscape 8+ and Opera 8.5+.

All astGUIclient/VICIDIAL software elements are distributed through the GPLv2 license with no warranty. v2.0.3



