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Spectrum Information Tables use a spreadsheet format, with each record in an Information Table
being similar to a row in a spreadsheet, and the individual data fields in a record being similar to
the columns in a spreadsheet. The Information is easily accessible to all operators, including
remotes.

Some clients provide large
amounts of data that must
be referenced quickly and
accurately during the
processing of a call.
Using Information Tables,
operators can easily search
and interact with the data,
and can also update it
quickly and seamlessly as
needed.

For example, at the Agent station, Information Tables can to be used to:
 Take operators to the correct account or sub account.
 Dial the correct person, or send them an email or SMS message.
 Auto-populate specified fields in a message form.
When used in combination with a SmartScript, specific data from one or more Information
Tables can be imported into the message fields of the script or can be used to make decisions
within the script. New information from the scripted message can be posted back to the
Information Table database as well. The resultant data from the Information Tables can then be
exported into comma delimited format and be sent to the client.
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How Are Information Tables Created and Managed?
The Information Tables Editor is the primary tool for creating and managing Information Tables
from any computer with Internet access. Using the Editor, the fields are defined in a Table and
populated with data. Information Tables can also be created by uploading a spreadsheet of data
into the Editor. The Editor, in turn, uses Microsoft’s SQL Server as a database management
system to store and retrieve the data.

How Are Information Tables Used?
After an Information Table is created and populated with data, it can be accessed from an
operator station using the Agent software.
The Tables can be displayed and searched by parameters entered by the operator. Once the
desired information is displayed, it can be used to speed dial, email, SMS or alpha page - all with
minimal effort. Hypertext commands can be used to populate a message form with data from the
record chosen by the operator.
One of the more powerful capabilities of an Information Table is the ability to predefine one or
more hypertext commands that can be executed by the Agent using data fields from a record in a
table. This is accomplished by defining a ‘template’ hypertext command that specifies where the
field data from a record should be inserted.
For example, if you have a message form and want to automatically insert fields from a selected
record into the message, you can define a hypertext command with ‘K’ sub-commands to do the
job. At the Agent station, after accessing the Table, the operator would right-click on the desired
record to get a list of the available commands. Upon choosing the desired command, the
associated hypertext would be performed using the data in the selected record.
As shown in the image below, a Table of real estate listings could be used by operators to search
for the property in question, in order to display the account of the realtor for that property. A
command can be included that populates the message form with pertinent information, such as
the address and realtor’s name, eliminating the need for operators to enter the information
manually.

Another example would be a roster with each record in the Table containing fields that hold the
contact information for a person. The Table could include First Contact, Second Contact, etc.
With a click of the mouse, an operator can dial the contact or send them a text message.
When used with a SmartScript, Information Tables are accessed transparently in the background
via a Decision Table. The data retrieved from a table can be used to populate fields in the script
or to control the sequence of the script. Data entered by the operator into the scripted message
can be posted back to the Information Table database as well.
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For example, a client might provide you with a list of current customers. In the handling of a
call, a script can be used to automatically search an Information Table for the caller’s name. If
the record is found, the operator can edit anything required and replace the existing information.
If the caller is not in the table, the information gathered by the operator can be added to the table.

Information can also be pulled from scripted messages to create a report for the client.
Requirements:




Spectrum Data Manager R1-15 SP1 or later
Spectrum Agent R1-15 SP1 or later
Information Table Editor R1-15 SP1 or later
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