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COMPLIANCE  VS  PRODUCTIVITY

MaxContact  have  over  25  years  exper ience  across  a l l  fo rms  of

contact  centres  and  are  cur rent ly  one  of  the  l ead ing  so lut ions  in

the  UK .    We  are  invo lved  in  consul tat ions  with  OFCOM  around

pers i s tent  misuse  of  dia l le r  equipment  and  prov ide  consul tancy  to

organisat ions  look ing  to  improve  the i r  cur rent  compl iance

st rateg ies .  We  s t r i ve  to  produce  so lut ions  that  can  help  dr ive

compl iance  through  technology  where  poss ib le ,  whi l s t  mainta in ing

product iv i ty  through  our  cont inua l  improvement  s t rategy ,

innovat ive  so lut ions ,  'work  as  expected '  deve lopment  eth ic  and

most  important ly ,  work ing  with  our  c l ients .
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I have always believed maintaining productivity levels while adhering to Regulations is
achievable, rather than accepting the misconception it is not possible.  Working with our

customers we can now announce we have been able to achieve this goal, even, in the most
demanding predictive blended environments.

Ben Booth - Operations Director
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Agent  Behav iour  -  Agents  logg ing  in  and  out  randomly .

Inbound  ca l l s  in  a  blended  env i ronment  -  inbound  ca l l s  being

passed  to  agents  whi l s t  outbound  ca l l s  are  in  place ,  thus  the

outbound  ca l l  drops .

Over  dia l l ing  -  dia l l ing  too  fas t  at  t imes  and  not  react ing  to

changes  or  look ing  at  the  connect  ra te  of  data .

Poor  handl ing  of  outbound  ca l l  plac ing  around  break  t imes .

Inbound  ca l l s  not  being  factored  in to  the  predict i ve  a lgor i thm .

Lets  s tar t  with  the  main  causes  of  drop  ca l l s  with in  a  predict i ve

d ia l l ing  env i ronment :

As  much  as  most  so lut ions  c la im  to  factor  a l l  these  scenar ios  in to

the i r  a lgor i thm ,  they  s imply  do  not .   We  implement  sens ib le

features  that  do  not  a l low  people  to  cause  problems ,  such  as ,  the

agent  requi rement  to  request  to  log  out  of  the  appl icat ion .  We

cont inua l l y  s t r i ve  to  improve  product iv i ty ,  reduce  admin

overheads  whi l s t  being  at  the  fo re f ront  of  innovat ion  to  ensure

complete  compl iance .

Advances  in  our  dia l l ing  a lgor i thm  can  be  used  even  in  the  most

demanding  predict i ve  blended  env i ronment ,  br ing ing  the  abi l i t y

for  your  agents  to  take  and  make  ca l l s  without  the  worry  of  drop

rates  increas ing .

These  features  of  MaxContact  a lso  mean  that  your  customers

should  a lways  speak  to  an  agent  and  your  contact  centre  wi l l

comply  with  Ofcom  Regulat ions .  The  advance  in  our  dia l le r

a lgor i thm  br ings  us  c loser  to  remov ing  100% of  dropped  ca l l s

f rom  predict i ve  dia l l ing  and  helps  toward  future  proof ing  the

sof tware  f rom  poss ib le  Ofcom  bans  on  predict i ve  dia l l ing .

We  a lso  have  a  power /progress ive  un -droppable  blended

algor i thm  which  resu l t s  in  zero  drop  ca l l s ,  giv ing  you  the

f lex ib i l i t y  to  choose  the  r ight  blend  of  product iv i ty  vs  compl iance

which  your  bus iness  wishes  to  achieve .

01   UN-DROPPABLE DIALLING
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This  unique  yet  s imple  feature  helps  tack le  breaks  and  lunch

per iods  where  a l l  or  a  s ign i f icant  amount  of  agents ,  log  of f  at  the

same  t ime .   This  his tor ica l l y  resu l ted  in  per iods  of  sp ikes  in  drop

ca l l s .   Now  you  can  set  a  va lue  fo r  s ta f f ing  l eve l s  that  wi l l

automat ica l l y  change  the  a lgor i thm  f rom  predict i ve  to

progress ive  and  then  back  aga in  to  reduce  the  r i sk  of  drops  and

also  reduce  admin  overhead  fo r  your  team .

Example :  I f  the  va lue  was  set  to  10 ,  when  the  s ta f f ing  l eve l s  drop

below  10  agents ,  the  dia l le r  wi l l  swi tch  to  progress ive .  When

agents  log  back  in  and  the  s ta f f ing  l eve l  goes  back  over  10 ,  the

dia l le r  wi l l  automat ica l l y  change  back  to  predict i ve .

02  PROGRESSIVE TO PREDICTIVE

03  AGENTS REQUEST NEXT ACTIONS
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AUTO CHANGE

Agents  love  to  cause  drop  ca l l s  in  a  ca l l  centre ,  the  quest ion  we

asked  i s  why  do  most  sys tems  l e t  them ?   At  the  very  ear ly  s tage

of  MaxContact 's  deve lopment ,  we  bui l t  the  sys tem  to  avo id  such

s i tuat ions .   Now  agents  must  request  act ions  such  as  " request  log

of f " ,  " request  manual  dia l "  and  so  on .   This  gives  the  dia l le r  the

capabi l i t y  to  move  the  agents  out  of  the  dia l l ing  queues  at  sa fe

t imes  to  ensure  agent  behav iour  cannot  cause  drop  ca l l s .
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The  MaxContact  so lut ion  monitors  the  number  of  t imes  we  ca l l  a

c l ient  on  a  per  phone  number  and  overa l l  l ead  bas i s .  This  means

af ter  X  attempts  the  number  and  l ead  wi l l  automat ica l l y  be

disabled  by  the  sys tem .

But  the  MaxContact  so lut ion  a lso  monitors  repeat  ca l l  outcomes ,

help ing  to  reduce  repet i t i ve  ca l l s  fo r  spec i f ic  ca l l  outcomes

reduc ing  compla ints  but  a lso  increas ing  product iv i ty .

Example  1 :  Dropped  ca l l s  are  set  to  have  a  max  attempts  of  2 .

This  would  mean  i f  MaxContact  dropped  a  ca l l  to  the  same

number  twice  concurrent ly ,  we  could  deact ivate  (or  per form  an

act ion )  on  that  number  or  record  reduc ing  customer  annoyance .

Example  2 :  Operator  set  max  attempts  to  3  and  reca l l  to  1  day .   

I f  the  MaxContact  so lut ion  detected  3  operator  outcomes  to  the

same  number ,  i t  wi l l  deact ivate  the  number .   This  s tops ,  unl ike

most  sys tems ,  ca l l ing  dead  numbers  a  s ign i f icant  amount  of

t imes  when  not  requi red .

04  INDIVIDUAL OUTCOME MAX ATTEMPTS
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05  PREVIEW RECALL TIMER

We  a l l  know  you  cannot  ca l l  drop  ca l l s  with in  72hrs  and  that  you

cannot  ca l l  answer  machines  back  the  same  day .   However  you

can ,  i f  you  guarantee  the  presence  of  a  person ,  which  can  be

done  by  swi tch ing  the  record  f rom  predict i ve  to  prev iew  dia l .  Our

Solut ion  can  automat ica l l y  mix -mode ,  predict i ve  and  prev iew  and

can  swi tch  records  to  be  prev iew  ca l led  in  a  predict i ve  campaign

which  guarantees  the  presence  of  a  user .   This  can  be  used  fo r

compl iance  or  other  s i tuat ions  such  as  imported  high  va lue  web

leads .
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This  was  a  hot  top ic  a  few  years  ago  mainly  around  the  use  of

AMD  and  the  fa l se  pos i t i ve  ra te  resu l t ing  in  s i lent  ca l l s .   We  have

achieved  a  sa fe  harbour  adher ing  to  the  2  second  Cal l  Progress

Analys i s  (CPA )  ru le  whereby  i f  there  i s  any  doubt  in  detect ion  the

ca l l  i s  passed  through  to  an  agent .   Because  of  th i s  and  a l l  the

other  features  ment ioned  in  th i s  document  we  bel ieve  we  have

e l iminated  s i lent  ca l l s .  Al lowing  the  use  of  AMD  and  i t s

s ign i f icant  product iv i ty  improvements .

06  ANSWER MACHINE DETECTION
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07  S ILENT CALLS AND AUTO MESSAGING

There  i s  a  complete  avo idance  of  s i lent  ca l l s ,  e i ther  f rom  dropped

cal l s  or  fa l se  pos i t i ve  detect ion  as  a  message  wi l l  a lways  be

played  to  the  end  user  in  l ine  with  OFCOMs  recommendat ions .

When  a  dropped  ca l l  occurs ,  the  sys tem  automat ica l l y  plays  a

drop  ca l l  message  to  the  customer  when  they  answer .  Constant

use  of  th i s  may  s t i l l  incur  OFCOM  invest igat ion ,  however .

There  i s  cur rent ly  no  poss ib le  way  the  MaxContact  so lut ion  can

produce  a  s i lent  ca l l .  The  only  way  th i s  could  occur  i s  i f  agents

are  not  speak ing  or  muting  the  user  when  the  ca l l  i s  passed

through .    This  can  be  avo ided  by  genera l  l i ve  coaching  and

monitor ing  f rom  the  QA  sect ion  of  the  sys tem .
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Al l  our  ca l l ing  plat forms  sync  in terna l  DNC  l i s t s  and  the

integrat ion  can  be  done  with  your  data  suppl ie rs  fo r  bi -

di rect iona l  DNC  sync .  This  ensures  data  i s  not  only  checked

aga inst  TPS  but  a lso  checked  aga inst  your  own  in terna l  DNC  l i s t

fo r  campaigns .    I f  a  person  has  been  added  to  the  DNC  l i s t ,  fo r

example ,  9  months  ago  and  the  data  comes  back  through ,  even

though  the  c l ient  i s  not  on  the  TPS  l i s t ,  that  person  wi l l  s t i l l  not

be  imported  aga in  i f  requi red .   With  an  automat ica l l y  t imed

delet ion  process  that  su i t s  your  bus iness  requi rements .

There  i s  a  se l f -serv ice  ‘add  DNC  process ’  ava i lab le  with in  our  IVR

edi tor .    I f  a  c l ient  ca l l s  back ,  they  can  add  themselves  to  the  DNC

l i s t  without  hav ing  to  speak  to  an  agent .  This  wi l l  automat ica l l y

deact ivate  a l l  records  and  numbers  assoc iated  to  them  in  the

system ,  reduc ing  agent  in teract ion  and  average  handle  t ime  on

such  requests .

08  DNC OPTIONS

7



COMPLIANCE  VS  PRODUCTIVITY

MaxContact  i s  the  most  compl iant  and  product ive  dia l le r  so lut ion

on  the  market  today ,  the  features  cur rent ly  in  place  and  our

cont inua l  improvement  s t rategy  to  prov ide  usefu l  features  not

ava i lab le  on  any  other  plat form ,  mean  we  are  a lways  at  the

fore f ront  of  the  indust ry ,  giv ing  you  a  compet i t i ve  advantage .

The  MaxContact  so lut ion  not  only  a l lows  c l ients  to  adhere  to

Ofcom  regulat ions  but  goes  above  and  beyond  in  act ive ly  t ry ing

to  reduce  the  reasons  fo r  compla ints .    

We  cont inue  to  work  with  respons ib le  customers  in  deve lop ing

new  technolog ies  to  dr ive  a  gold  s tandard  in  compl iance  whi le

mainta in ing  the  des i red  product iv i ty  expected  in  the  use  of  an

automated  ca l l ing  plat form .

I f  you  would  l i ke  to  f ind  out  more  about  th i s ,  or  any  other  of  our

1000+  unique  features  that  make  us  di f fe rent  f rom  the

compet i t ion ,  get  in  touch  and  f ind  out  how  we  can  help  your

bus iness .

09  BENEFITS AND SUMMARY
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