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Abstract The CRM(Customer Relationship Management) is the business strategy model for
higher profits and competitive power of the enterprise in a new business environment. The large-scale
customer response service technique uses internet, e-mail, SMS(Short Message Service), Telephony
service, DM(Direct Mail) by customer channel point. Recently, business model diversify for new
contract and retaining existing customer to the effort for a profitable model of business. This paper
is based on Avaya PDS(Predictive Dialing System) model for CRM bond center. If the number of
“available” agents are less than the number of inbound channels, then there may be real-time response
problems in PDS system implemented. The Organization cannot afford to have many agents in
available mode because of the high cost of manpower. This paper provides two contributions to the
study. First, we present Call Object Management Mechanism of Customer Channel integration for
reduce outbound consulting and reduce CallBack data in the PDS. Second, we design and implement
the proposed system. Our simulation results show analysis of old model and proposed model. The
proposed model can be efficiently used in Large-scale CRM.
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H(TRECV(m_Channellndex, DATA_ALL,"™," 3)==1) {.} //A& M7} 3%
}
//733d 943 23g 938 TdE g
// int PdsSystemConnect{char vdn[10}, char szfuminBunho[20]);//vdn& 3174 M2 VDN, szfuminBunhod $7 ¥13 & AR W3
if(PdsSystemConnect==TRUE)
{
//IVR AHoF 2EGWAS Mo Sl 2de) 3R ae g o] 43 E4
Host_Comm_Send(channel, Tran_Id, Trans Leng,..); //¥H-2 499 4d R 30299 diy] Fo Qe 7] 24 5+ 89
if(Agent<0 || Ready_Customer >=3) ReTry 3; //Th7) A€ol 913, di7] 2 £7} >=30A AAZ 3
else if( Agent==TRUE && Ready_Customer <=3)
{
int Pds_Physical Signal Recv_Num=Pds Physical_Signal_Recv(); //dl&EaAI2d o2 RE “1” 58 4l
if(Pds_Physical Signal Recv_Num==1}//"1"& 31310 & AAF A2olA o]FA|
(
//IVR AHE 2@7)A & AAE dddin, 3N 2se B8 dudolA ¥4 3ug A
/7574 Aol n@7)st G2 LANLE ) 9oisle] Qs VDNG E#sle] 710z A4ste] 2 ANE oF
if(dx_dial{m VoiceH, vdn (DX_CAPYNULL, EV_.SYNC) == ){..} //& A o|F T+
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}
else if(Pds_Physical_Signal Recy_Num=1)
{
if(ReTry >3) CALLBACK(;//ANE 347} 3¢

/1E A 35E A3 78 R 4

if{dt_settssigsim(m_NetworkH,DTB_AOFF | DTB_BONj==
if(dt_settssigsim(m_NetworkH,DTB_ AON | DTB_BON)==
ReTry++; //AANE 33);
}
}
}
if( Host_Certifications == -1) // EAE ¢I&o] v]3AA HS
retun -1 //ANE 38 F, 0F A 24 Ad $8
else {
if( ROOT_SvcMenu_CALL) retum top; //SE Mulag 27
else { )
Call Object Init(); //& HA 2718
Call Object End(); //€ AA M¥l= £8
}
}

if(dx_dial(m_VoiceH, szPdsAttachData, NULL, EV_SYNC) == -1){..} //®%] & & A$3817] 4§ §4 szPdsAttachData ¥4 3.
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INCORING

I UTGOING
GROUP NANE |CALLS ABAND  TINE

+ o J%ALL ATINE
CCSICALLS  COMP  TIME

CC3| BUSY MAINT

1544~ 10066 0 1:20 8021.81 0

SUHHARY 10066 Q 1:20 8021.91 0

I8 10 n@r) EF AA A4 34

2 ol o]E EfE ofgule= AEde A
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dc 9 24 % B3
C29_ARS_ET VARCHAR2(16) Not Null A% Ak
C29_ARS_CD CHAR(2) Not Null 45 FE I=
C29_IVR_NO CHAR(4) Not Null Zu) ME
C29_IVR_C NUMBER(10) A9 F = AH
C29_IVR_PRC_C NUMBER10) A5 Az A
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IVRCTEL VARCHAR2(16) 3 W
IVRIO CD CHAR() Ql/opgml = i
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IVRCSLT_ENO CHAR(6) a3 AH
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