
Building Dialer 
Campaigns
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• Run Campaigns with Lots of Agents
• Run Campaigns with Lots of accounts
• Run Campaigns at Different times of 

the Day

Dialer Campaigns - The Golden 
Rules
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• The more agents the better
• 20+ agents is good
• For 6 or less agents, run power dialing 
• Add virtual agents to improve 

performance on campaigns with few 
agents or many bad numbers

Campaign Size
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• The more accounts the better
• 200+ accounts per agent is good
• Smaller campaigns finish too quickly 

and agents are idle (they spend all day 
logging into and out of campaigns)

Campaign Size
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• Calling home numbers between 8am 
and noon every weekday will return the 
same results

• Run campaigns at different times of 
the day

• Run campaigns on different days of the 
week

• Call different numbers (home, work, 

Run Campaigns at Different Times
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• Call Progress 
Analysis

• Ring Time
• AMD
• Abandon Rate
• Retries

Dialer Tuning
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Call Progress Analysis
• Native
• SIT/Tone
• AMD/SIT/Tone
• AMD+Message
• AMD+Connect
• List Cleaning
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Campaign Set-Up
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Campaign Set-Up
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Call Progress Analysis
 Native

Will pass all results except no answers 
and busies to the agent.   This should 
be used on campaigns where you want 
all results passed to agents, including 
sit tone.  This would be used if you 
want to have sit tones given to agents 
so they can verify and remove the 
phone number, or record a changed 
number on the account.
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Call Progress Analysis
 SIT/Tone

• Will pass all results except no answers, 
busy, and other sit tones to the agent.  
This should be used when you only 
want live connects and answering 
machine results to be passed to the 
agent.
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Call Progress Analysis
 AMD/SIT/Tone

• Will pass all results except no answers, 
busies, sit tones, and answering 
machines to the agent.  This should be 
used when you have larger campaigns 
where you want live connect results 
only.  You will hang up on answering 
machines with this setting and the files 
will be eligible to be dialed again later 
on in the day.
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Call Progress Analysis
 AMD+Message

• Will pass all results except no answers, 
busies and sit tones to the agent.  
Answering machines will get a pre-
recorded message played.  This should 
be used only on Canadian business 
campaigns due to regulation in the US.  
This should be used on larger 
campaigns where you would not want 
to run the files again later on in 
the day.
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Call Progress Analysis
 AMD+Connect

• Will pass all results except no answers, 
busies and sit tones to the agent.  
Answering machines will be passed to 
agent (either real or virtual) once the 
greeting has completed. This should 
be used only for IVR campaigns. 
Putting this on a campaign with agents 
will cause them to get calls with 
apparent ‘dead air’ but the consumer’s 
AMD will be recording! 
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Call Progress Analysis
 List Cleaning

• These calls are made with only a few 
seconds of line detection and calls 
then terminated.  This is used only to 
check if a campaign of numbers is in 
service or is disconnected. The results 
provided back will indicate a valid or 
invalid phone number.  
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The Five Benefits of Low Ring 
Times

1. If no-one answers, the call is treated as a ‘no 
answer’ and can be dialed again later in the day.  

2. Each call attempt will take only 20 seconds (down 
from 25 or 40), reducing the wait time for 
collectors between calls.  

3. If no-one answers, there is no ‘connect’, and 
therefore no cost for the call.

4. If there is no ‘connect’, the dialer’s ‘connect rate’ 
will decline and the dialer will increase its pacing 
rate.  It will finish much faster with minimal loss 
of RPCs.    

5. The lower the ring time, the less time a PSTN line 
is in use, reducing the total requirement for 
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The Drawbacks of AMD
• The delay in connecting to an agent.
• Accounts are worked and you lose the 

opportunity to get a live connect.
• Do not use AMD on POE campaigns: 

the risk of third party disclosure is too 
high!
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Abandon Rate
• Depends on your 

‘contact’ rate
• Err on the high side 

for low wait times
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Retries
• The different types of 

retry
• Using with multiple 

number campaigns
• The drawbacks
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Sample Campaigns
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Sample Campaigns
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Sample Campaigns
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Sample Campaigns
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Sample Campaigns
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Long Campaign Names
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Abandoned Calls
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Good Campaign
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• Bad Numbers
• Disposition Codes
• Smart Codes
• Alternate Queues
• Retries
• Constant results (NA, busy)

Dealing with Results
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• Call Monitoring
• Changing the number of 

Virtual Agents on a 
Campaign

• Linked Campaigns
• Blended Campaigns

Other Dialer Features
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• Call Monitoring
• Changing the number of 

Virtual Agents on a 
Campaign

• Linked Campaigns
• Blended Campaigns

Changing Virtual Agents
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• Simple Campaigns
• Logging On and Off
• Wrap Time
• Predictive to Preview
• RMEx 
• Linked Campaigns
• Blended Campaigns

Collector Training
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Error Messages
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Summary
• Run Large Campaigns
• Select the right type of campaign for 

the results you want
• Low ring times
• Watch what is happening
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Thank You
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