

















Another way to represent the same interaction is with a call flow diagram (see Figure 5 below).

While this diagram shows the same basic interactions between the end-points as the previous page, it also
provides a sense of time and duration between the events happening between the various entities.

As such, the two areas labelled, “Call Progress Analysis Period” and the “Agent Selection Period” should be
as short as possible — while maintaining proper accuracy — as to meet regulations, and to avoid the dreaded

dead-air scenario, where customers simply hang-up before it is possible to render the service.
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Figure 5: SIP Call Flow Diagram in Outbound Dialing
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Conclusion

It is crucial for corporations to incorporate proactive strategies in their
contact centers in order to actively reach their customer base and prospects,
thus improving customer satisfaction and retention as well as the overall
performance of the resources at hand.

To properly execute proactive dialing campaigns and strategies, contact
centers must combine and optimize multiple key technologies, one of which
is Call Progress Analysis (CPA). Traditional methods are based on heuristics
(rules of thumb) that deliver limited performance, difficult optimization process
and long response time. A new approach, based on statistical models and
SIP-based integration delivers many improvements:

« Improved Accuracy

« Improved Response Time

« More Resilience Against Varying Network Conditions
- Streamline Optimization (Tuning) Process

« Faster Integration Using SIP Interworking
— Without Custom APIs and Hardware

About Sangoma

Sangoma is the premium provider of voice and data connectivity components for software-
based communication applications. Sangoma’s data cards, voice cards, gateways and
connectivity software are used in leading PBX, IVR, Contact Center and data communication
applications worldwide. The product line represents a comprehensive toolset for deploying
cost-effective, powerful, and flexible software communication applications.

Founded in 1984, Sangoma Technologies Corporation is publicly traded on the TSX Venture

Exchange (TSX VENTURE:STC). For more information, please visit: www.sangoma.com
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