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Outbound Predictive Dialing

Predictive Dialing

� The Latin Definition
• Dinnerus Interuptus
• Hangrous Uptesourus

� Example

� The Process:
• To call a telephone number in advance of a

call center agent’s availability in order to
provide another customer to that agent as
soon as they are available.



Outbound Predictive Dialing

Business Uses

�Customer Solicitation
�Collecting of Money Owed
� Inventory Management
�Fraud Prevention
�Product/Service Updates
�Collecting Feedback
�Fund Raising
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Fundamental Principles

� People to whom you wish to Communicate
� A Message/Goal
� Person to Communicate the Message
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Value Received

� “… we have seen a 45% increase in the
volume of outbound calls... We prevented
the loss of $600K of un-billable usage in a
30 day sample.“

� “… each system hour is worth $200,000
dollars!”
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Typical Results

� Up to 300% gain in agent productivity

� Costs reduced up to 66%

� Contacts per agent hour tripled
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Key Capabilities

� Increase Productive Events
� Agent Productivity
� Targeting Specific Customers
� Call Blending
� Manage to Operation Goals
� Integration to Existing Infrastructure
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Increase the frequency of  productive
events
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Agent Productivity

� Communicating message

� Gathering Information to answer questions

� Updating Systems

� Call Strategies
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Targeting Specific Customers

� Whom to call

� When to call them

� Where to call them

� How to call them
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Call Blending

� Method for Balancing Agent Time and
Customer Calls

� Example
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Manage to Operation Goals

� Real Time Adherence
• Real-time view of operations
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Manage to Operation Goals

� Real Time Adherence
• Alert to operational deviations
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Manage to Operation Goals

� Real Time Adherence
• Implement dynamic strategy changes
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Integration to Existing Infrastructure

� PBX
� Corporate Applications
� Desktop Environment
� Business Model
� IVR
� Production Report Structure
� Other CTI offerings
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Company Resource

� System Utilization
� Boutique Uses
� Short Term Requirements
� Cost Allocation
� Dynamic Business Changes
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Industry Trends

� Organizational Scalability
� Increase Agent Life Cycle
� The 3 Rights

•  Customer, Time, Resource
� Focused on Quality and Quantity
� Integrated into Planning Applications

� Multi-Channel
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Why Multi-Channel?

Source:  PricewaterhouseCoopers LLP, 1999
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Executives seek to gain competitive advantage through better service, Executives seek to gain competitive advantage through better service, 
streamlining process and improving cost control and operating efficienciesstreamlining process and improving cost control and operating efficiencies..
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Multi-Channel Costs
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Multi-Channel Capabilities
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Agent Telephony Interface
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Agents Email Interface
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Thank You!Thank You!


