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Overview

This Quick Stguide will hetpguicklgonfigure DialForce
and create your first Call List

Salesforce.com’s AppExchange. Fully integrated with Salesforce.com, you will

be able to dial campaigns, leads, or any custom object group, gaining all the

efficiencies you are used to from the Salesforce platform coupled with the
power of DialForce.

Refractive Dialer’s DialForce is the premier solution for outbound dialing on

The following steps are required and must be performed while logged in with an

ADMINISTRATIVE ACCOUNT
1. Configure DialForce including Custom Settings.

2. Buy DialForce credits.

Configuring DialForce
In this section you will be walked through configuring DialForce.

Loading into DialForce:

1. While logged into Salesforce.com Selectthe DialForce option from the drop
down list which appears in the upper right-hand corner of your salesforce.com
screen as shown in Fig 1.1 below.

. | Setup - System Log - Help & Training - Logout ji)rce.co B riaxorce EI
|=== refractive dialer

Your Call Lists | Manage Call Lists

Fig 1.1 — Selecting the DialForce app.

2. 'The window should refresh showing you the DialForce tabs, which include
oYour CadddbManagseoCall Listsbo

2
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Custom DialForce Settings:

Here you will be configuring Custom Settings for DialForce. These settings grant
permissions to users to perform specific tasks.

1. Click on Setupin the upper right hand corner of your Salesforce.com screen.
2. Click to expand Developon the left hand side of your screen.
3. Click to select Custom Settings.

4. Click on the Manage link next to DialForce Settings, as shown in Fig 1.2

below.
Action Label ~ Visibility = Settings Type Namespace Prefix Description
m ge | -+ DialForce Settings Public Hierarchy dialforce

Fig 1.2 — DialForce Custom Settings, click Manage.

5. Click on the New button above 0 De f aul t Or gani zaati on
shown in Fig 1.3 below.

|

v Default Organization Level Value

Fig 1.3 — DialForce Custom Settings, click New to configure a default.

6. Mark the Check Boxnext to O Can Al t er CoamtosLLatn Me't
Conf i gur e .FQidddok shokvsGvRatthe screen looks like.

M(Note: there are several ways to configure these settings, this is just one
example.)
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DialForceSettings Help for this Page 2

Provide values for the fields you created. This data is cached with the application.

——
Edit DialForceSettings [Save [ Cancel |

DialForceSettings Information | = Required Information
Location  Refractive Dialer

Can Alter Contact
Method

Can Configure E]
DialForce

Fig 1.4 — DialForce Custom Settings

7. Once you have defined your default settings, Click on the Savebutton.

4
21 OPTIONAL : If you have specific profiles created in Salesforce.com
which you would like to configure DialForce Custom Settings separately from the
Defaults we defined above follow the steps below. For example if you have a
Telemarketimngfile assigned to your Agents, you may not want them to be able to
change the DialForce Configurations.

1. Click on Setup in the upper right hand corner of your Salesforce.com
screen.

2. Click to expand Developon the left hand side of your screen.
3. Click to select Custom Settings.

4. Click on the Manage link next to DialForce Settings, as shown in Fig 1.2
above.

5. Click the New button located in the lower section and you should be taken
to a screen similar to Fig 1.5 below.

DialForceSettings

Help for this Page 2

Provide values for the fields you created. This data is cached with the application.

Edit DialForceSettings | Save [ cancel |
DialForceSettings Information | = Reguired Information
Location | Profile El Telemarketing Q)
Can Alter Contact [
Method
Can Configure [
DialForce

Fig 1.5 — DialForce Custom Settings for a specific profile or user.

4
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Click on the Drop Down List nexttoO0 L 0 ¢ a,bnd D enlée ct . C

~

Click on the Lookup to the right of the text box and Selectthe Profile
you want to configure Custom Settings for.

8. Mark the options you wish to grant to this profile. (NOte: in this case we
demonstrate restricting permissions to Altering Contact Methods or
Configuring DialForce as shown in Fig 1.5 above, so neither are marked).

9. Click the Savebutton when you are done.

DialForce Configuration:

In this section we will be configuring DialForce via the DialForce Configuration
screen. You will be setting up the main components of DialForce: Administrative
Salesforce Account for data synchronization, Caller ID, and Disposition logic.

1. Click on the DialForce Manage Call Liststab.

2. At the top of the page you will see a button for DialForce Configurations
Click the button. (Note: Assuming you are logged in on a profile that has the
proper DialForce Custom Settings defined to allow access to this. If you do
not see this button go back to the DialForce Custom Settings section on pg 3).

3. You should now see the DialForce Configuration screen similar to Fig 1.6
below.
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& ® Refractive Dialer Configuration \Backto Manangement, Help forthis Page
You have 43.8 hours in usage remaining | Buy More

Salesforce Account Configuration @
username development2@refractivedialer.com
| Edit
Caller ID Setup @ =
Caller ID Label Phone Number
Default Caller ID (408) 395-2110
DNC Setup @
DNC Label
Default DNC | Edit | Merge |
test | Edit | Merge |
Disposition Logic @
Disposition Action Sub-Action Value S:ggz§Mn
Recycle Recycle - 1day v =
Not Interested Recycle v 1 day v [l
DoMNotcall DNC v ]
Prospect Recycle v  1day v

Fig 1.6 — DialForce Configuration Screen.

4. In the Salesforce Account Configurationsection, enter an Admin level
Salesforce.com account Usernameand Password

5. Click the Savebutton in this section.

6. In the Caller ID Setupsection, enter 10-digit phone numbes that will be
displayed on outgoing phone calls to prospects by Clicking the New button.

7. Click the Savebutton in the popup.

8. In the DNC Setup section, enter the name of a DNC you wish to create by
Clicking the New button.

9. Click the Savebutton in the popup.
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Dispositions:

In this section you will be assigning business logic to all the possible outcomes of a call.
This logic will dictate what happens to the call when a disposition is selected. Some
dispositions support a sub-action. Since we use your own Salesforce.com objects, some
of the options will be populated from your objects (i.e. Lead Status will populate from
your pick-list options).

1. Fixed Disposition Logic — This sets the business logic for non-custom call
outcomes. If the number is disconnected (Bad Number) what should happen?
Click the Savebutton in this section after assigning the disposition logic.

2. Custom Disposition LogiC — Define the business logic for the custom call
outcomes. Each disposition has a check box called 0 Re qui r e Descri
mark this if you want to require that additional notes be added by the agent
when this disposition is selected. Click the Savebutton in this section after
assigning the disposition logic.

Please refer to the table below for a description of each disposition and logic option.
Here we use the word “Lead” to denote who you are calling, however you may be
calling objects that are not Leads, such as Contacts, or even Custom Objects from your
Salesforce.com org.

Custom Disposition Logic Descriptions:

Recycle Adds the Lead back to the Call List after
X-days.

DNC Adds the Lead to the Do Not Call List.

Change Status Changes the Status of the Lead.

Change Field Changes the contents of a field to a static
value defined here.

Delete Deletes the Lead from the Call List.

Create Task Creates a Task for the selected user.
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To Add/EdittRemove Custom Dispositions:
1. Click on Setupin the upper right hand corner of your Salesforce.com screen.
2. Click to expand Customize
3. Click to expand Activities.
4. Click to select Activity Custom Fields
5. Click on DialForce Dispositions.

6. On the bottom of the screen you will see a list of the Dispositions, Fig 1.7
below shows what this screen looks like.

1 You may Add a New one by Clicking the New button.
1 Or you may Delete one by Clicking the Deletebutton.

1 You can also Edit one by Clicking on the Edit button.

= a————————————————.
Custom Field Definition Detail [=4|

Field Label  DialForce Dispositions Object Name  Activity
Field Name  RD_Disposition Data Type  Picklist
Namespace Prefix  dialforce
APIName  dialforce_ RD_Disposition__c
Description
Help Text DO NOT EDIT
Created By  Nicholas Blasgen, 1/24/2010 Modified By  Nicholas Blasgen, 1/24/2010 11:33
11:33 AM AM
Package Information
Installed Package  DialForce Available in 1.0 - Current
Versions

Picklist Options
Controlling Field New]

Field Dependencies Field Dependencies Help &)

No dependencies defined.

e | Reorder | nepiace

Chart Colors v

Picklist Values Picklist Values Help

Action  Values Default Chart Colors Modified By

Edit | Del Recycle Assigned dynamically Joshua Tillman, 1/24/2010 3:46 PM
Edit | Del Answering Machine Assigned dynamically Joshua Tillman, 1/24/2010 3:46 PM
Edit | Del FaxMachine Assigned dynamically Joshua Tillman, 1/24/2010 3:46 PM
Edit | Del Do Not Call Assigned dynamically Joshua Tillman, 1/24/2010 3:46 PM
Edit | Del NotInterested Assigned dynamically Joshua Tillman, 1/24/2010 3:46 PM
Edit | Del Interested Assigned dynamically Joshua Tillman, 1/25/2010 9:49 AM
Edit | Del Email Assigned dynamically James Glaubiger, 2/1/2010 10:20 AM

Fig 1.7 — DialForce Custom Disposition Editing.
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Buying DialForce Credits:
In this section you will be walked through buying credits for DialForce. Our service is

designed to discount higher usage, the more you buy in bulk the less expensive the per
minute rate becomes.

How to buy DialForce Credits:
1. Click on the Manage Call Liststab.

2. In the upper right hand corner of this screen you will see how many hours you
have available to dial, and the 0 Bu'y  Mk.r e 0

P ®. DialForce Configuation

Help for this Page

You have -24.7 hours in usage remaining | Buy More

Salesforce Account Configuration @ I

Fig 1.13 — DialForce Manage Call Lists screen, zoom in on Buy More.

3. 'To buy more credits Click on the Buy More link. You will be taken to our
price calculator as shown below in Fig 1.8.

&® Billing Management

. |
=mm refractive dialer salesfor

Get an instant quote!

Enter your expected usage: 600 $4440 Buy

Pricing Table

COST
lNJ:gldber of Hours per Hour per 100 Hours
First 5 Hours FREE
0-125 8.00 $800.00
126 - 500 7.70 $770.00
501 - 1000 7.40 $740.00
1001 - 1750 7.00 $700.00
1,750+

Contact us for special pricing

Fig 1.8 — DialForce Billing Management, price calculator.
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4. In the Expected Usagebox Enter how many hours you anticipate using per
month, OR how many hours you wish to purchase.

5. Click the Buy link next to the total once you are ready.

6. You will be taken to our payment processing screen as shown below in Fig 1.8.

8& Billing Management - Your Credit Card Wont Be Charged (Sandbox) Help for this Page
Billing Information
First Name
Last Name
Address 1
Address 2
City
State
Zipcode
Country United States ~
Email Address
Credit Card
Credit Card Type Visa -
Credit Card Number
Expiration Jan(1) ~ 2010 ~
CVV2 Number
Amount $4.440 (600 hours at $7.40)
| Process |

Fig 1.9 — DialForce Payment Processing screen.

7. Enter your Billing Information and Credit Card then Click the Process
button.

This concludes the Quick Start Guide. You have now successfully setup DialForce.
Please refer to the Load From Report or Load From View guides to setup your first
Call Lists. If you have any remaining questions regarding how to use DialForce, please
contact Support:

Supportt@refractivedialer.com
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