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Example: Y ou have a table named Customers that contains all your customers, but you only
want to reach those within your tri-state area. Select Add/Modify Query from the Table
or Query pull-down menu. When Query Builder opens, select Customers fromthe Ta
ble pull-down menu. Select Add New Query from the Query Name pull-down menu.
When the dialog box appears, enter a name for your Query, such as TriStateQuery.
Select the field that contains the customers’ state from the Category pull-down menu.
The list of values contained in the StateOrProvince field will appear in the box on the
right. Hold down Ctrl and select the three states in the tri-state area. Click Saveto re-
turn to the previous screen.
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Chapter 6

Advanced Topic: Building a Query

Overview

A Query isadatabase filter through which you can view, modify, and analyze data in
different ways. Y ou may want to create a query specifically for your Dialer job. The
DialQuest Query Builder allows you to build Microsoft Access queries easily.

Building A Query

1

6.

Select Add/M odify Query from the Table or Query pull-down menu onthe
Diaer Jobs screen. Thiswill open the Query Builder.

Select your Table fromthepull- | Fhane Humber Database

down menu. Dastshase |Han{umwmﬂdb¢hﬂsu.mﬁ ﬂ
Select Add New Queryfrom the T*hﬂﬂw!]ﬂulllﬁu j
Query Name drop-down menu. A Phone Fild o '
dialog box will appear. Enter a : E:f.;"'::"

Query Name. When you arefin- et Fete - =1
ished, click OK.

Open Database | Heset Busy Numbers |

Select a Category from the drop-
down menu. You will use this
field to filter or sort your data.

Fromthelist on theright, select the Values to include in your filter. DialQuest
will call only the phone numbers that correspond to the values you select here.
To select multiple values, hold down the Ctrl key. To select all the values,
click the Select All button. To clear your selection(s), click the Clear All but-
ton.

Click Save to save the Query and return to the Dialer Jobs screen.

Note: When modifying an existing Query, checking Ask Before Overwrite will prevent
you from saving changes until it is unchecked.
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Preface

This User Guide

Thisuser guide will get you started on the basics of DialQuest. Later chapterswill
explore more advanced topics, as you need them.

Help within DialQuest

If at any time you need assistance within Dial Quest, go to the SmartQuest Hel p
pull-down menu and select Contents and Index. Y ou can quickly locate informe-
tion using an index or browse through topicsto find what you need.

Getting Help in a Dialog

Like SmartQuest, DialQuest software includes Tooltips. A Tooltip istext that
appearsin ayellow box to give you more information about the program’ s fea-
tures. They appear when you point to an item with the cursor of your mouse
without clicking any buttons on the mouse (also called hovering).

To turn the Tooltip feature off or on again, simply uncheck or check Show
Tooltips from the Prefer ences pull-down menu on the SmartQuest Survey De-
sign or Data screens.

5. Click the Importbutton to import the data from the text file into your destination
table and database. Thiswill not append; it renames the existing database to a
backup name and then creates a new database with only the records imported from
thetext file.

Resetting Results

Y ou may want to edit your Phone database to clear the Results Field for phone numbers
that previously returned Busy or No Answer results so that DialQuest will call these
phone numbers the next time you run the job. Y ou can do this from the Dialer Jobs
screen. To clear the results field of Busy results, click the Reset Busy Number sbutton.
To clear theresults field of No Answer results, click the Reset No-Answer s button.
Both of these buttons are located in the Phone Number Database section.

Exporting Data

Table data

Using DialQuest, you can export datafrom the tables in your database to atext file.
From the Dialer Jobs screen or the Set Job Quotas screen, click the | mport/Export
button. Thiswill open the Database |mport/Export dialog box.

1. Enter the name of your text file either by typing the path or browsing to it us-
ing the Browsebutton on theright.

2. Select the database that contains the data you want to export either by selecting
it from the pull -down menu or browsing to it using the Br owsebutton on the
right.

3. Select the table that contains the data you want to export from the pull-down
menu.

4.  Select the number of backup cyclesfrom the pull -down menu. Thisisthe
number of copies of the current database you want to create to have “just in
case.”

5. Click the Exportbutton to export the data.

Job results

Y ou may want to export your job results to a tab-delimited text file. Fromthe Di-
aler Job Results screen, click the Export button. Thiswill open atext file named
[Job ID]_Junique two-digit number].txt that contains your job results.

13



Chapter 5
Advanced Topic: Data Management

Overview

The Phone database that Dial Quest uses to store phone numbers and the resultsof call

attemptsisindependent from the Survey database that SmartQuest uses to store sur-
vey responses. To manage your Survey database, please see the Data M anagement
chapter of the SmartQuest user guide.

When dialing, DialQuest looks in the Phone database at the Phone table you selected
on the Dialer Jobs screen. The Phone table has afield that contains phone numbers
and has an unpopulated field in which DialQuest records information about the dial
attempt. DialQuest will dial each phone number that has a blank corresponding Re-
sultsfield. Y ou can manipulate the contents of your Phone database by importing
data or resetting some results. Y ou can also export dataif you need to transfer it to
another location.

Importing Data

Instead of entering alist of phone numbers by hand, you may want to import your
phone numbers directly into your Phone database. Using DialQuest, you can import
datafrom atext fileto atable in your database. From the Dialer Jobs screen or the
Set Job Quotas screen, click the Import/Export button. Thiswill open the Database
Import/Export dialog box.

1. Enter the name of your text file either by typing the path or browsing toit using

the Browsebutton on the
right. il
. . Tewt Fille: | \Dalshasn\phone numbers, bxt I_H.;;'*.."";J
2. Se ect.the desti natlon dqta— Database: [C-\Progam Fiei\T siesapssenibal mib =] _Beomse
base either by selecting it Table: [Fionials =]

from the pull-down menu or ek Cpcles o

browsing to it using the
Browsebutton on the right. e __‘:’E'_J [l

Select the destination table from the pull -down menu.

4.  Select the number of backup cycles from the pull-down menu. Thisisthe num
ber of copies of the current database you want to create. Y ou would set backup
cyclesto 0if you didn't need to view the data again.

Chapter 1

Getting Started

Installation

Dia Quest will install with SmartQuest and has no additional system requirements.
It is compatible with the Dialogic line of voice boards from Intel. For more infor-
mation, please see the Before You Begin Installation and Installation sections of the
Getting Started chapter of the SmartQuest user guide.

Launching DialQuest

From the SmartQuest program, click the Dialer button on the left-hand menu. This
will open DialQuest and take you to the Dialer Job Schedule screen.
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HowDialQuééfWorks " o

Overview

1. YoudesignaDialer Job onyour PC by selecting a set of phone numbersin
adatabase and specifying dates, times, and quotasto call.

2. Atthe specified date and time, your PC begins calling your list of phone
numbers.

3. SmartQuest, your automated survey system, will administer a survey you
created or leave a message on an answering machine.



Chapter 2

Creating A Dialer Job

Overview

This chapter will show help you set up aDialer Job in DialQuest. For each job,
DialQuest dials a set of phone numbers. When alive person answers, the designated
SmartQuest survey will begin. The survey logic will continue as you have set it up
in SmartQuest. Seethe Survey Design chaptersin the SmartQuest user guide for
instructions on setting up your survey.

The Five Basic Steps of Job Designing

Click on the Define Jobs button to see the Dialer Jobs screen. Here you will see the
five basic steps of designing ajob:

1. Select Job Create, delete, or modify a Dialer Job.

2. Select Phone Number Database Choose the database, table, and fields
where your phone numbers and results
are stored.

3. Sat Dialing Specifications Specify how to dial out, which survey

to give, and what to do in case of a
busy signal, no answer, or an answer-

ing machine.

4. Set Job Schedule Choose the times and days of the week
that your job will run.

5. Set Job Quotas Specify whether DialQuest should dial

all of the numbersin your database or
only numbers that meet certain require-
ments.

At any time, you can click OK to save changes and return to the Dialer Job Sched-
ule screen. Click Cancel to return to the Dialer Job Schedul e screen without saving
changes. Click Applyto save changes and continue working in the Dialer Jobs
screen. Click Refreshto add any new databases, tables, fields, or surveysto the
pull-down menus.
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Permanent Storage of Dialer Results

The result of each call attempt is permanently stored in your database. Y ou can
open your database easily from Dial Quest.

1. Click on the Define Jobs button to open the Dialer Jobs screen.

2. Click onthe Open Databasebutton in the Phone Number Database
section. Thiswill open the database and table selected in the pull-
down menus above.

Viewing Survey Results
The responses to your Survey are stored in your database using SmartQuest.
Please see the Viewing Data section in the Data M anagement chapter of the
SmartQuest user guide.

1



Chapter 4
Viewing Results

Viewing Dialer Job Results

10

Temporary Viewing of Dialer Results

Dialer job results are stored in your database, but you may occasionally want to
check your progress. The Dialer Job Results screen allows you to view the results
fromprevious or current jobs.

1. OntheDialer Job Schedule screen, click on the View Results button to
see the Dialer Job Resultsscreen.

2. Select ajob from the Select Job pull-down menu at the top of the screen.

Job details arelisted in the Select Jobbox. After the job name, you can seethe
date and time the job ran, which ports were used, and the status of the job (e.g. Ac-
tive, Finished, Cancelled).

Results arelisted in the Results box by Category (if no categories were defined, all
results arelisted in the category “ALL"). For each category, you can see the num:
ber of Attempts, Complete calls, answers by alive Person, Busy signals, answers
by aMachine, and callswith No Answer. Notethat a Complete call is defined
when you set quotas. if no quotas have been set, then Complete callswill equal 0.
The Quota and number of calls made toward the quota are also listed.

If you wish to see results sorted by a column, click on the column heading. To
view results in atab-delimited file, click the Export button.

When you are finished viewing results, click OK to return to the Dialer Job Sched-
ule screen.
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Step 1. Select Job
1. Click on the pull-down menu un- x|
der Select Job and select Add New  Erfer new dising jobs s :l"‘“
Dial Job. You can also click the =y

Add Job button.

2. A dialog box will ask you to enter  [Fums Funcs
aname for your job. When you

arefinished, click OK.

Step 2. Select Phone Number Database

1. First, youwill needto create adata- - Phone Husber Database

base and a table that contains your Database [icatlist mdb =]
set of phone numbers. This database e e =)
must be located in the same directory
as SmartQuest (in astandard installa- | Phose Field [Phone Humbes £
tion, this directory will typically be Reault Field [ =
C:/Program Files/TeleSage). Wi

2. OntheDialer Jobs screen, use the ip Cade £
pull-down menu to select your Data- Bponl Empor)| ) [ Fiaeet A
base

3. After you have selected your database, the tables and queries your database
contains will appear in the Table or Query pull-down menu. Select the table
or aquery that contains your set of phone numbers. Importing data and build-
ing aquery are discussed in Chapters 5 and 6.



4. After you have selected your table or query, the fields that the table contains
will appear in the Phone Fieldand Result Fiel d pull-down menus. For the
Phone Field, select the field that contains the phone numbersto be dialed. For
the Result Field, select the field reserved for Dial Quest to report the result of
each dial attempt.

@ Tip: In the database, the Phone Field should be populated with phone numbers and the Re-
sult Field should be blank so that DialQuest can write information about the dia at-
tempt. If the Result Field is not blank, DialQuest will not call the corresponding num-
ber in the Phone Field.

Step 3. Set Job Schedule

Thisfeature allows you to choose when Dial Quest

will make calls. Usethe check boxes to select [T
which days of the week callswill be made. Usethe 0 P
pull-down menus to set the range of hours calls will — T

be made. I T o | [111’_.:; -

@ Tip: If your database contains phone numbers from across the country, schedule different
‘ jobsfor different time zones. All times refer to the real-time clock on your PC.

Step 4. Set Dialing Specifications

Y ou can specify settingsfor your dial job, such as which survey to administer and how
to dial out of your phone system.

1. Enter any prefix your phone system requiresto
dial out (such asa9) inthe Dialing Prefixbox. | mialmg Spacificstions
If al the numbersin your database arein the Dialing Prodis CH
same area code, you can leave out the areacode | Time aliuwed for answer [45 " seconds
in the database and enter it hereinthe Dialing | & et busy rmbers 5 =] times
Prefix box instead. If you need a prefix to dial

Flotry unancmand =| limeg
out and you also wish to use an area code, sim- 7 rasmiers -
ply separate with a comma (example: 9,206). f::'::::::_“"‘ i -

2. IntheTime Allowed for Answer box, enter the | [fan=ering machine delected. play sur

number of seconds you would like DialQuest to AT
try each number. If no busy signal, answering :&‘&"ﬁﬁ_F
machine, or live person is obtained, Dial Quest e L.

1 H H 20 Cuslomei S abielach
will continue to ring for the number of seconds Erif b iy

[v]ls]

you enter here. 22 Suryey [ = |

LIS

5. When you arefinished, click OK.

Removing a Job

1. Onthe Dialer Job Schedule screen, select the job you wish to remove by
clicking on its 1D number.

2. Click Remove. Thiswill not delete the job; it will remove the job from the
schedule.

Stopping or Pausing an Active Job .
1. Whenajobisactive, the Stop Active Job button will ~ —==E2=2EES0
becomevisible. Clicking thered stop sign will stop the active Dialer job.

2. You may want to pause an active job. Y ou can pause jobs in SmartQuest
by clicking the Stop Calls button on the main left-hand menu. To restart
thejob, click the Start Calls button.

Restarting a Job
Y ou may wish to restart a cancelled or interrupted job.

1. Onthe Dialer Job Schedule screen, click on the View Results button to
open the Dialer Job Results screen.

2. Onthe Dialer Job Results screen, select the job you wish to restart from the
pull-down menu at the top of the screen.

3. Click the Restart Selected Job button. Thiswill open adialog box that
will ask if you would liketo restart job #[Job ID]. Click OK.



3. You may want DialQuest to redial phone numbers that initially return busy or

Chapter 3 unanswered results. Simply check the box next to Retry Busy Numbers and/
. . or Retry Unanswer ed Number s and then use the pull-down menu to select
SC h ed u | N g a D| al er J (@) b the number of times you would like Dial Quest to redial the phone numbers.

4. Select the survey you want SmartQuest to administer when a person answers
the phone. Use the pull-down menu under If Person Answers, Do Surveyto
select your survey. If you do not select asurvey here, SmartQuest will admin-

Overview ister its current Lead Survey.

. . . . 5. You may want SmartQuest to play adifferent survey if an answering machine
After you have defined your job, add it to the Dialer Job Schedule. isdetected. Usethe pull-down menu under If Answering Machine Detected,

Play Surveyto select the survey you would like to play when a machine an-
Adding a Job swersthe phone. If you do not select a survey here, DialQuest will hang up

1. OntheDiaer Job Schedule screen, click Add. when a machine answers the phone.

2. Select the job you wish to add from the Job Name pull-down menu. Step 5. Set Job Quotas (Advanced Feature)
3 Se ecta §tarti ng time Y ou may want Dial Quest to stop dialing when a certain number of calls have been

gnd pnqnty f_or your — e placed, a certain number of surveys have been completed, or other criteria have been

job. Optionsinclude: BITTEERET i fulfilled. For instance, you may have ajob that consists of phone numbers across a city,
Start Now: Feeia: [y - St o> andtyou Wa'r:t Ito make sur:e you get 1;) comalpleted surveys from each zip code. Defining
Begin the “2 guotas can help you reach your specific goals.
job, inter- ) ; If you want DialQuest to dial all the numbersin your table as per your dialing specifica-
rupting all S e o tions (described in the previous section), regardless of the result of the calls, select Dial
active jobs. S 4 All the Numbers.
Start Next: & T it st If, however, you want Dial Quest to stop dialing when certain criteria have been ful-
Begin the Date [jup 31 = Time [g00Fm =) filled, select Stop When Quotas Are Reached, and then click the Set Quotas button.
job as soon O 4 Stat at ) ] Thiswill take you to the Set Job Quotas screen to define
asthe ports Date Time [0 7w 2] your criteria. Note that once your quota has been met, o
are avail- busy and unanswered numbers will not be retried, regard- I': :“""_""’ .
able, but do ox | i b less of the Dialing Specifications you set in Step 4. 7 e ‘:“’“:"“?, R
not interrupt :l S _ =
any job. 1. Define A Complete Call
Start At: Begin the job at the specified date and time, interrupting DialQuest can consider acall complete if the Number WasDialed, a Live
all activejobs. You will need to select adate and time from the Per son Was Reached, or the Survey Was Completed:
pull-down menus. Number Was Dialed: If you want DialQuest to call a set of phone num-
Start At or After: Beginthejob at the specified date and time bers and count all outcomes (live person, answering machine, busy signal,
and as soon as the ports are available, but do not interrupt any job. etc.) toward meeting the quota, choose Number Was Dialed.

Y ou will need to select adate and time from the pull -down menus. Live Person Was Reached: If you want DialQuest to call aset of phone

4. Select the port(s) DialQuest will use for your job. numbers and count only responses where alive person was reached toward
meeting the quota, choose Live Person Was Reached.



Example: Y ou want to reach 200
live people. Choose Live Person Was
Reached and enter 200 in the Make
Only __ CallsTotal box below. After
DialQuest has detected 200 live people
answering the phone, Dia Quest will

consider the quota met and stop dialing.

Over 200 calls will be placed overall
since DialQuest will not count answer-
ing machines, busy signals, etc. toward
the 200 call quota.
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Survey Was Completed: If you want DialQuest to call a set of phone
numbers and count only the outcomesin which your survey was com-
pleted, choose Survey Was Completed. If the person completes the survey
logic, the call will be counted toward the quotatotal. If no one picksup, a
busy signal is returned, an answering machine picks up, or the person an-
swers some questions but does not reach the end of the survey, the call

will not be counted toward the total .

Tip: If the call isonly useful to you if a particular survey question is answered, you can define

the call as complete if the person answered that particular Item. Click Define Survey
Completion. Select your survey in the right-hand column and select the Itemin the
left-hand column, then click OK.

2. Limit Number of Complete Calls

Next, tell DialQuest how to limit the number of complete calls. Optionsin-
clude:

MakeOnly __ CallsTotal: If you want Dial Quest to make a certain num-
ber of callsfrom your database, choose Make Only __ Calls Total and en-
ter the number of completed calls you need.

Make Only __ Callsfor Each Category as Defined in the Database If
you have several categories and need a certain number of callsfor each
one, choose Make Only __ Callsfor Each Category as Defined in the Da-
tabase and enter the number of completed calls you need per category.
The Phone Database and Phone Table or Query arefilled in according to
what you have selected on the Dialer Jobs screen (see Step 2). Select your
Category Fieldfrom the pull-down menu.

@Exampl e You want to survey 15 householdsin each zip code in your database and you
have afield named Zip Code in your table. Enter 15 in the text box to indicate that you
want 15 completed surveys from each category. Below, select Zip Code from the Cate-
gory Field pull-down menu to indicate that you want Dial Quest to categorize your records
by zip code.

Use Table of Calls Per Category: If you have several categories and
need a different number of complete calls made in each category, choose
Use Table of Calls Per Category. Inyour database, you will need to cre-
ate atable that links each category with aquota. Before each call,
DialQuest will check thistable and determine if the quota has been met
for the category. DialQuest will meet the quotafor each category before
considering the Dialer Job complete. Point DialQuest to the Quota data-
base, Quotatable or query, Category field and Quotafield by selecting
them from the pull-down menus. Use separate tables for the phone
numbers and the quotas.

Example: You want to survey householdsin several zip codes, but want to survey a
different number of households in each zip code.

1. Inyour database, create atable called quotas that has two fields: Zip Code and Quota.
The name Zip Code should correspond to the Zip Code field in your Phone table.

2. Inthe Zip Codefield in your new table, enter each unique zip code from your Phone
table.

3. Inthe Quota field, enter the number of surveysyou need from each zip code.

4. On the Set Job Quotas screen, the Phone Database and Phone Table or Query are filled
in according to what you have selected on the Diaer Jobs screen. Select Zip Code from
the first Category Field pull-down menu.

5. From the Quota Database pull-down menu, select the database in which your new quo-
tastableis contained.

6. Select quotas from the Quota Table or Query pull-down menu.

7. Select Zip Code from the second Category Field pull-down menu to indicate the field in
which the category is contained.

8. Select Quota from the Quota Field pull-down menu to indicate the field in which the
guotais contained.

When you are finished, click Save to return to the Dialer Jobs screen.

Note: If there are not enough available numbers to meet the quotas you establish, the
job will finish without meeting the quota. For example, if you establish your quotaas
1000 complete calls but there are only 500 numbersin your table, the quotawill not
be met.




