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Agenda 
 Distributed Operation Designs 
 Benefits of Scalable Operations 
 Implementing Distributed Operations 
 Managing remote centers, workers and partners 

 

Presenters 
 Jim Ratto, Customer Success 
 Allen Porter, Director of Customer Success 

 
 

 

Why is this important to you? 
Learn options to become more scalable  
Expand business opportunities 
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At-Home / Remote, Distributed Centers & Partners 

Integrating Call Center Partners into your Operations 
 Job Sharing 

 Split sample and quotas 
 Use the platform! 

 Connectivity Methods 
 Who’s dialer 
 Metrics 
 Monitoring 
 Global partner  

considerations 
 Data localization 
 Telephony 
 AWS & Twilio 
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I n t e r v i e w e r  C o n n e c t i o n s  
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Definitions 
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DID Direct Inward Dialing 

Softphone 

A softphone is a software program for making telephone calls over the 
Internet using a general purpose computer, rather than using dedicated 
hardware. Often a softphone is designed to behave like a traditional 
telephone, sometimes appearing as an image of a phone, with a display 
panel and buttons with which the user can interact. A softphone is usually 
used with a headset connected to the sound card of the PC, or with a 
USB phone. 

VOIP, SIP 
Voice over IP is the delivery of voice communications and multimedia 
sessions over Internet Protocol (IP) networks, such as the Internet.  SIP 
is Session Initiated Protocol. 

SSH  Protocol which helps to secure network communications via the 
encryption of network traffic over multiple authentication methods 

** 
If your dialer is provisioned for 100 channels and you have 30 remote 
agents calling in then your outbound channels are diminished by 30 
giving only 70 channels to use for dialing. 



Survox Call Center Automation Components 
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Survent 

Dialer (CDI) 

Study Server 

PBX (Asterisk) 

Hard or Soft phone 



Dialer Connection Options 
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REMOTE INTERVIEWER / CALL CENTER OPTIONS 

OPTIONS INTERVIEWER CONNECTION - NO LOCAL DIALER 
Dialer Connection to Interviewer Interviewer Connection to Study 

DID 
Interviewer calls a local DID number.  
 
Phone connection persists for the duration of 
the interviewer's shift. 

Interviewer connects to the study via a direct 
internet connection, VPN connection or SSH 
session. 

VOIP 
Interviewer connects via VOIP to remote 
dialer. This connection can be accomplished 
by using a SIP based Softphone, SIP based 
hardphone or a SIP based PBX system. 

Interviewer connects to the study via a direct 
internet connection, VPN connection or SSH 
session. 

OutBound Dialer calls the Interviewer's phone to set up 
the persistent connection. 

Interviewer connects to the study via a direct 
internet connection, VPN connection or SSH 
session. 

LOCAL SUPPORTED DIALER @ REMOTE CALL CENTER 

Local 
Interviewers at Call Center connect to local 
dialer as they would dialing on their own local 
study server. 

Interviewer connects to the study via a direct 
internet connection, VPN connection or SSH 
session. 



Basic System Flow 
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or 



Connecting Interviewer to a Dialer Using Inbound DID 
(Reliable, Diminishes number of outbound channels, Per Min. Charges, Monthly DID charge [Charges vary based on carrier & contract]) 
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or 



Connecting Interviewer to a Dialer Using SIP or IAX 
(No Additional Telecom Charges, Call quality relies on bandwidth when using public internet or private networks) 
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or 



Connecting Interviewer to a Dialer via Outbound Call 
(Remote does not incur charges for call, Additional telecom costs for outbound call, Diminishes number of channels available for dialing) 
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or 



Connecting Interviewer with Local Dialer and Remote Study Server 
(Local Personnel sign into dialer as normal, Telecom cost incurred by Local Call Center) 
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R e a s o n s  f o r  B u i l d i n g  
D i s t r i b u t e d  F i e l d i n g  O p e r a t i o n s   
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Flexible Staffing 
 Flexible Staffing 

 Burst Capacity 
 Special skills 

 Language 
 Executive interviewers 

 International 
 Redundancy 
 Tighter scheduling 
 Lower fixed expenses 
 Cheaper Markets 

 Considerations 
 Performance 
 Management 
 Resource availability 
 Monitoring 
 Training 
 Consistency 

 
© 2015 Survox, Inc. 14 



Brick & Mortar vs Remote Workers vs Partners 
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 Business Opportunities that 
might not otherwise be 
achievable 

 
 
 Internal=$12-15 per hour  

vs  
Partner=$17-22 per hour 

 
 Remote cost extra for phone 

depending on connection but 
saves on lease 

 
 Fixed vs Variable costs 
 
 
 
 



Construction Estimates 
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Item  Terms Comments Cost Estimate 7 Year 
Annual Base Rental 
Rates: $4 to $5 per square foot Delivered as-is condition  $60,000.00  
Annual Operating 
Expenses: $5 to $6 per square foot Taxes, utilities, insurance, etc.  $72,000.00  

Lease Term: 7 to 10 years Possible termination rights  $504,000.00  

Parking Ratio: 
7 to 10 spaces/1,000 square 
feet Negotiate as much as possible 

Construction Schedule: 3 to 4 months Includes design time 

Landlord Construction 
Allowance: $30 to $40 per square foot Amortized over the lease term 
Tenant Construction 
Cost: $10 to $20 per square foot Portion landlord will not fund  $180,000.00  

Furniture: $1,000 per workstation New workstation and chair  $40,000.00  

Cabling: $250 per workstation New cabling  $20,000.00  
IT & Telephony 
Equipment: $750 per workstation New equipment  $75,000.00  

Back-Up Generator: $100,000 to $200,000 Subject to size of generator 

 $447,000.00  Year 1 

Source:  http://info.siteselectiongroup.com/blog/callcentercost_2014 



I m p l e m e n t a t i o n  
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Multi-Site Network and Operations 

Building multi-site call center networks 
 Considerations domestic and off-shore 
 Other countries might have regulations around calling into their country 

and where the data has to be collected and stored. 
 Language 

 

Software 
 One license for single server/dialer 
 Licenses for each server/dialer 
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Overview 
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Partners 

International 
Call Center 
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Multi-Site Networking 

 Networking 
 Bandwidth 

 For data 
 For voice 

 Telephony 
 Number of channels 
 Dialing rates 
 Inbound vs outbound 
 QoS rules 

 Security 
 Firewall 
 VPN tunnels 
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Multi-Site Networking 

 

 Impact of sound and recordings 
 Disc space usage (theirs vs yours) 
 Disc read/writes (theirs vs yours) 
 Sound File Transfers 
 Transcription/Play back 
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I n t e r v i e w e r  M a n a g e m e n t  

© 2015 Survox, Inc. 22 



Remote Workers - Requirements 
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Remote Workers – Productivity 
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Remote Workers - Monitoring 
 
 Visual monitor 
 Recording review 
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Coming Soon! 



Coming Soon! 
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Discussion & Questions 
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Next Steps 
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Please share this information with your call center 
operations team 

 
Think about  
 How you can create flexible, scalable operations to take on more work 

and manage costs   
 How can you expand your business opportunities? 

 
Learn more at  docs.Survoxinc.com 

 
Visit Survox Services Center  
 Contact Professional Services for consulting 

 

http://docs.survoxinc.com/
http://survox.force.com/


W W W . S U R V O X I N C . C O M  
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