
   

  

  CentricDialer™ 
 
CentricDialer is an integrated predictive dialing capability, 

available from Centric for use with the Centric ‘Hosted’ Multi-Tenant 

Multi-Media Contact Centre solution.  CentricDialer gives Centric users 

access to state-of-the-art predictive Dialing technology combined with 

the very latest in campaign management tools.  This allows contact 

centre managers to maximize the efficiency of their operations by 

taking advantage of both inbound and outbound calling capabilities. 

 

Continuing Centric’s tradition of contact centre leadership, 

CentricDialer is based on new generation soft-dial technology. In 

addition to providing the highest level of integration possible between 

Dialer and ACD, CentricDialer’s soft-dial technology results in far 

better performance than legacy Dialing techniques. By using massive 

call simulation instead of legacy techniques like agent-based pacing, 

mathematical modelling, and neural networks, CentricDialer yields higher agent productivity with fewer nuisance 

calls. This allows US-based companies to be in compliance with the Federal Trade Commission’s new regulations 

that limit abandoned calls, without sacrificing agent productivity. And with CentricDialer’s user-friendly Campaign 

Manager component, contact centre managers can set-up, monitor and adjust outbound campaigns with 

unprecedented ease, all in a single, unified platform. 

 

CentricDialer’s easy-to-use Campaign Manager 
screens allow you to point to any ODBC- or OLE 
DB-compatible database to initiate a campaign. 

Achieve Compliance While Maintaining Agent Productivity 
 

• Specify Dialing parameters including the abandoned call rate in order to be in compliance with Ofcom 
regulations.  

• Achieve abandoned call rates as low as 1% without sacrificing agent productivity.  
• No predictive hang-ups on ringing calls.  

 

• Immediate hang-up on abandoned calls-no dead silence waiting for agent.  
• CentricDialer can comply without reducing agent productivity. 

 
 
 
• Vir tua l ly  unl imited agents per  

campaign 
• Vir tua l ly  unl imited s imul taneous 

campaigns 
• Centr icDia ler  Dia l ing engine s imulates 

up to one mi l l ion ca l ls  per  second to 

determine opt imum Dia l ing rate 
• IP-based L ive Cal l  Detect ion 

accurate ly detects  answer ing machines 

and aborts  those ca l ls 
• Agents may be removed from pool  at  

any t ime without r isk  of  extra 

abandoned ca l ls 
• Automat ic  pac ing,  at  a l l  t imes,  even i f  

agents log in and out  of  a  campaign  
 

CentricDialer Benefits 
 
 
 
•  Supports  standard databases,  

inc lud ing SQL,  Access,  and Orac le 

•  Inte l l igent  Cal l  Management  t racks ca l l  

h is tory to opt imize future ca l l  record 

se lect ion  

•  Time-of-Cal l  enables Centr icDia ler  to  

be set  for  spec i f ic  t ime red ia l  

•  Number-of-Attempts  spec i f ies 

maximum redia l  at tempts 

• Secondary Dia l  a l lows a l ternate 

number to be used i f  pr imary 

unsuccessfu l 
• Status-based Dia l  prov ides for  

ef f ic ient  l i s t  c lean-up 

Campaign Manager Benefits 
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CentricDialer’s GUI allows for robust and intuitive management of campaign parameters. 

Eliminate Silent Calls   

CentricDialer is uniquely able to minimise silent calls by means of a state-of-the-art 
technique known as massive call simulation. This CPU-intensive technique is all but 
impossible to implement on CPU-constrained legacy systems, relegating such systems to 
rely on crude mathematical models or inefficient agent-based pacing methods. 
CentricDialer calculates dial rates that deliver both high agent productivity and the 
industry’s lowest abandoned call rates through Dialing precision that only its next 
generation algorithm allows.  
 
Abandoned calls are further minimised with Centric’s patent pending IP-based Live Call 
Detection. The solution, the first that works entirely in the IP domain, is gateway-
independent, allowing centric customers to deploy the CentricDialer with the off-the-shelf 
voice over IP gateway or Void service of their choice.  

 
 
 
  
With IP-based Live Call Detection, field results have shown that answering machines can be 
recognized correctly more than 90% of the time. Legacy detection techniques often achieve 
only 70% accuracy. 

 
 
 
 
Predictive Dialer Performance  

 Live Calls  Active Agents
  

 

Dialing Rate Abandoned Calls  

CentricDialer adjusts instantly to dynamically 
changing live call rates. 

 

The number of active agents varies during the 
day, sometimes rapidly and profoundly. 

The Dialing rate is updated in milliseconds as 
campaign data changes. 

 

CentricDialer is so precise that it automatically 
finds the abandoned call target and stays 

within a few percentage points 
 throughout the campaign. 
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Real-Time Reports 
 

Campaign Status Viewer  
 
• Real-Time status of all campaigns.  
• Real-Time status of agents.  
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