
                                

AA  SSccaa ll aabb llee   TTee lleepphhoonnyy  SSeerrvveerr   SSuuppppoorr tt iinngg  tthhee  JJaaddee  PPrreedd ii cc tt ii vvee  DDiiaa ll ll eerr     AA  SSccaa ll aabb llee   TTee lleepphhoonnyy  SSeerrvveerr   SSuuppppoorr tt iinngg  tthhee  JJaaddee  PPrreedd ii cc tt ii vvee  DDiiaa ll ll eerr     

PPrreedd ii cc tt ii vvee   dd ii aa ll ll ii nngg   ii ss   tthhee   mmooss tt   aauu ttoommaatteedd   aanndd   ssoopphh ii ss tt ii ccaa tteedd   oo ff   aa ll ll   tt hhee   oouuttbboouunndd  ccaa ll ll ii nngg   mmeetthhooddss ..   JJ aaddee ’’ ss   pp rreedd ii cc tt ii vvee   
dd ii aa ll ll ee rr   hhaass   bbeeeenn   ddeevvee ll ooppeedd  uuss ii nngg   aa   hh ii gghh ll yy   ssoopphh ii ss tt ii ccaa tt eedd   ss iimmuu ll aa ttoorr ..     TThh ii ss   ssoo ff ttwwaarree   eenngg ii nnee   hhaass   bbeeeenn   ddeess ii ggnneedd  ssppeecc ii ff ii ccaa ll ll yy   
ff oorr   tt hhee   ccaa ll ll   cceenntt rree   mmaarrkkee tt   ––   ee ii tt hhee rr   vv ii rr tt uuaa ll   ((aasspp))   oo rr   ii nn --hhoouussee ..     CChhee ll ss ttoonn ’’ ss   CCaa ll ll   CCeenntt rree   CCTT  SSee rrvvee rr   pprroovv ii ddeess   tthhee   hh ii gghh--ssppeeeedd  

TTee ll eepphhoonnyy   &&   AAggeenntt   ccoonnnneecc tt ii vv ii tt yy   ff oo rr   tt hh ii ss   dd ii aa ll ll ee rr   --   ss iimmpp ll yy   pp ll uugg   aa   pp rreedd ii cc tt ii vvee   dd ii aa ll ll ee rr   ii nn ttoo   yyoouurr   ccaa ll ll   cceenntt rree   aapppp ll ii ccaa tt ii oonnss ..   

CCoommppuutteerr   TTee lleepphhoonnyy  SSyyss tteemmss   WWii tthh  aa   LLooww  CCooss tt   ooff   OOwwnneerrsshh iipp  

HHooww  tthhee  JJaaddee  PPrreeddiiccttiivvee  DDiiaalllleerr  WWoorrkkss  

A number of agents will all be logged into the same campaign. 
The campaign database holds the records of the telephone 
numbers of the people and/or businesses that are going to be 
called. The campaign database will be held on a network server 
that will have links to all the agent terminals. 

The network server Database also has a link to the predictive 
dialling engine, located on its own dedicated server. The Jade 
Predictive Dialler has a link to the Chelston Call Centre CT 
Server. 
As the shift starts, agents login to the system and become 
available, the Jade dialler then instructs the Call Centre CT 
Server to start initiating calls.  

If a call isn’t answered after a defined number of seconds, the 
Jade dialler instructs the CT Server to hang-up the call. Non-
connect calls, busy calls are detected and screened out. The 
remaining calls are put through to agents. 

At the same time as the call is put through to the agent's 
headset, details of the called party are screen-popped on the 
agent's screen. 

The Jade dialler monitors the results of all calls, it calculates 
call statistics and displays them on screen as a real-time 
updated pie-chart, statistics such as the percentage of no 
answers, busies etc. The Jade dialler also provides a real-time 
table of agent performance in terms of average talk time, wait 
time etc.  

The Jade dialler also uses the call statistics to calculate how 
many trunk lines the dialler should be dialling out on. At high 
‘No Answer’ levels, this should mean at least several trunks 
being dialled for each agent who is either waiting, or about to 
finish a call. 

Dialling in this way keeps the wait times between calls for 
agents down. If not managed properly this can lead to a large 
level of abandoned calls. So the goal for the Jade dialler’s 
predictive algorithms is to achieve low wait times, whilst keeping 
abandoned calls down to acceptable levels at the same time. 

The Jade dialler is a soft predictive dialler that has been 
developed using a highly sophisticated simulator.  

Jade dialler takes account of all campaign and dialling 
parameters, bar none!  Because of its blazing speed, it is able 
to constantly adjust its dialling pace to match changes in 

campaign conditions and provide the lowest possible wait times, 
whilst meeting the user's objectives on abandoned calls. And it 
easily copes with all extreme dialling conditions e.g. 80-90% no 
answers and/or answering machines. 

Its performance can't be beaten, and Jade welcome any 
benchmarking test that users or other market participants may 
wish to run.  

SStteeppss  ttoo  CCrreeaattiinngg  aanndd  RRuunnnniinngg  aa  CCaammppaaiiggnn  

1. Use Jade’s Campaign Manager Software to plan the 
parameters of the campaign 

2. Start the Campaign on the Campaign Manager 

a. The Campaign Manager pulls up a Cache of 
Records from the Campaign Database 

3. The Agents Logon 

4. The Power Dialler pulls records from the Campaign 
Manager as needed and then instructs Chelston’s CT 
Server to make the calls 

5. As calls are answered, the CT Server bridges the Agent 
with the live call. The contact details are popped on 
the Agents screen. 

WWhhaatt  iiss  CChheellssttoonn’’ss  CCaallll  CCeennttrree  CCTT  SSeerrvveerr??  

Chelston’s Call Centre CT Server is a stand-alone, fast and 
efficient Computer Telephony Switch that connects to the Jade 
dialler Predictive Dialler via a LAN. The Jade dialler instructs Call 
Centre CT Server to make an outbound call and if connected it 
then connects it to a live operator using built-in telephone 
handset ports.  Call Centre CT Server can provide in-built ports 
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to support between 12 and 360+ Agent Seats per chassis, and 
can provide for many thousands of seats using Chelston 
Clustering technology. 

In addition to the support for the Predictive Dial campaigns, the  
CT Server provides features such as Power Dial, Agent 
Monitoring, Conferencing, 3rd Party Verification and Recording. 

The system is based on Chelston’s CallHandler Computer 
Telephony Software, which provides options to add more 
functions as well as the ability to modify operation aspects at 
various levels. CallHandler is an open architecture standards 
based system with which is user-customisable using Visual Basic 
Service Modules.  The System includes built-in scripting tools for 
the IVR and browser based controls for monitoring and 
controlling the status of the system.  

Utilising very simple, user-friendly interfaces and operating 
procedures, we have eliminated the need for lengthy training 
and greatly reduced the normal learning times associated with 
installing and operating Computer Telephony Systems. 
Support issues are also minimised.  So systems can be operated 
and customised with little or no training from anywhere in the 
world - you'll always be in control of the technology and those 
who have access to it.   
All this adds up to systems that are both open and manageable, 
so you benefit from a low cost of ownership!   

You make savings on: 

 Time Specifying System 
 Getting to Market Faster! 
 Cost of Type of Engineers Required 
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 Equipment & Installation Costs 
 Support & Operational Costs 

HHiigghh  RReessiilliieennccee,,  SSccaallaabbiilliittyy  SSyysstteemm  AArrcchhiitteeccttuurree    

The Dialler System Architecture will provide for: 

 Highest possible system resilience 

 Scalable system architecture –add Servers with 12 to 
360+ Agents with associated 30 to 540 incoming trunks 

 The facility to connect any outgoing trunk with any agent 
on any CT server 

System includes the provision of a Quality Checking Software 
module to the CallHandler that can: 

 Allow a Quality Control operator to monitor the status 
of agents. 

 Allow the Quality Control operator to listen in on the 
agent’s conversation with the called person. 

 Allow one or more Quality Control workstations. 
Option for the inclusion of a hot standby server, so that if one 
of the live servers requires maintenance, it can be replaced by 
the Hot-Standby system simply by swapping the incoming and 
outgoing cables between systems, enabling agent activity to be 
resumed 

The architecture also provides for the option for addition of a 
Voice Recording Archive on a dedicated LAN network. 

CT Server Diallers can be added as required using the optional 
Multi-Channel Clustering System.  The system can be expanded 
to cater for many thousands of agents on the same Predictive 
Dialler Server. 

A dial-up support link is provided which enables Chelston’s 
Support Engineers to remotely maintain the 
system.

 
WWhhyy  CChheellssttoonn’’ss    CCTT  SSeerrvveerr  OOuutt--PPeerrffoorrmmss  aa  PPBBXX  

1. Call Centre CT Server & Predictive Dialler is FAST! 
a. Once the call is answered, it connects it to the agent 

with an imperceptible delay, agents get the 1st ‘Hello’ 
b. Once a line has been cleared, it is immediately available 

to the Predictive Dialler for the next call 
2. Call Centre CT Server & Predictive Dialler is designed to 

make many thousands of outbound calls continuously 
without stopping, so maximising Agent usage 

3. Call Centre CT Server has very detailed logging built-in to 
enable maintenance and support issues to be quickly 
resolved 

 


