
What is VICIdial®? 

VICIdial is a call center software package that sends calls to an agent and allows an agent to place calls. It 

can run in an inbound, outbound (as predictive or manual dialing) or blended capacity (handling inbound 

and outbound calls in the same agent session). There is also the ability to allow for Interactive Voice 

Response (IVR) applications interacting with customers' calls. 

Link for Vicidial Agent Log in 

https://vici189.1840andco.com/agc/vicidial.php  

 

Phone Log In screen - Open up VICIdial and you will see the login screen. If you have a login for your 

phone first (it will show "Phone Login" and "Phone Password" fields) then enter the values that your 

manager gave you for those fields. Then you will see the "User Login" "User Password" and "Campaign" 

fields in the form for you to fill out. Once these fields are filled in and your campaign selected, click on 

the "SUBMIT" button to login. 

Phone Login Screen 

 

Campaign Login Screen 

 

https://vici189.1840andco.com/agc/vicidial.php


After you click SUBMIT, your phone should ring. You'll hear the system announce, “you are the only one 

in this session” indicating the connection is successful.  

 

Campaign Selection 

After logging in, you will see a green screen that will show a list of inbound and closer groups to select 

from. This will determine which inbound or closer groups you wish to take calls from. Also on this screen 

is the option to select the “BLENDED CALLING” checkbox. This box enables outbound calling capabilities 

for callbacks. 

 

 



Vicidial home (Paused) - At this point you are logged in to VICIdial and you are PAUSED. Most of the 

buttons on the left side will not be activated until you are on a call. To begin taking calls in Auto-dial 

mode, you will need to press the “YOU ARE PAUSED” button and it will switch to “YOU ARE ACTIVE”. This 

alerts the system that you are ready and available to take calls. Once the dialer connects a customer call 

with you, you'll hear a short “Beep” sound, and then the customer is on the line. 

 

 

MANUAL DIAL - link to manually dial a customer. If you click on the MANUAL DIAL link, you will go to a 

green screen allowing you to specify the customer number you want to call. 

VIEW CALL LOG - a link to show the calls that are in your session. You will see the “View Call Log” link at 

the bottom right of the Main tab. Once selected. It allows you to see a list of the calls you have handled. 

It displays the Date/Time, Length, Status, Phone Number, Customer Name, Campaign, 

inbound/outbound, Alternate Phone Number, and Hangup data. 

PARK CALL - the PARK CALL button allows you to send a customer that is in your session to a 

music-on-hold waiting area. Once you send the customer to park you can retrieve them by clicking on 

the button again. When you click on the button to park a call, a timer above the button will start that lets 

you know how long the call has been on park. 

LOGOUT - When you are done with your shift, click on the "Logout'' button in the upper right corner of 

the VICIdial screen. This will hang up your phone and show you a re-login link. If you click on the re-login 

link, all the login information that you entered when you logged-in will show up on the screen and you 

can just click "SUBMIT" to log in again without having to fill it all in again. 

If you wish to log out at the end of your shift, you will need to be Paused to click on the LOGOUT button 

in the top right corner. If you haven't done this and leave from the disposition screen or just close the 



web window, your login time may not be recorded accurately. In addition, calls may still be received for 

several minutes because the system is not aware you have logged out. 

NOTE: At NO TIME should you press the BACK or FORWARD buttons in your web browser, this may log 

you out without you knowing. Also, DO NOT close your browser with the "X" at the top of the window. 

That may lead to your session not ending properly, you may not be logged out and may result in your 

losing clocked-in time on your VICIdial time-sheet. 

 

Vicidial home (Active) 

 

 

 

 

 

 

 

 

 

 

 



ENTER A PAUSE CODE - When you go on a break, you may want you to remain logged-in to the dialer, 

and simply go into PAUSE mode. This allows you to use a PAUSE CODE to show what kind of break you 

are on. To select a PAUSE CODE, just click on the text link below the Comments field labeled “ENTER A 

PAUSE CODE” and a screen will appear with choices of Pause Codes to enter for your Pause time. Just 

click on one to select it, and you will immediately go back to the main screen. 

 

 

 

 

 

 

 

 



Manual Dial 

If you click on the MANUAL DIAL link, you will go to a green screen allowing you to specify the customer 

number you want to call. When the "NEW MANUAL DIAL LEAD" screen appears, you will see 

instructions at the top along with the campaign's dial prefix that your system may use to get to an 

outside line, a Dial Code field, and a Phone Number field. In the USA and Canada, the Dial code usually 

stays as a "1", the phone number field is a maximum length of 10 digits (this should only have digits 

entered into it). 

 

Group Alias - click on the link "Click here to Choose a Group Alias" and select the appropriate campaign 

from where the customer we are trying to call back belongs to.  

You can click the "Dial Now" link and 

go to the main screen, ready to dial 

the lead. 

 

 

 

 

 

 

 



Vicidial Active Call 

 

 

 

Hungup Customer 

After a call ends or the customer disconnects from the call, you are now tagged as on DEAD status on the 

dialer. You would need to promptly click the HANGUP CUSTOMER button to ensure that you DO NOT 

stay on the DEAD status.  

 

 

 

 

 

 

 



DISPOSITIONING A CALL 

 

After a customer call is hung-up, the green Disposition screen will appear. Here you can select the 

appropriate status for the call you've just completed.  

To select a status, you can either double click the link, or click the link once and then select the SUBMIT 

link at the bottom.  

*If you are in auto-dial mode and want to go into PAUSE before receiving your next call, select the PAUSE 

AGENT DIALING checkbox before selecting your status. This assures you will be in PAUSE after 

dispositioning that call, and you do not immediately get another call. 

 

After Call Works 

After submitting a disposition, you will be in After Call Works (ACW) status for 2 minutes. You can finish 

creating your notes during this time. Make sure to not exceed the 2 minutes allotted ACW by clicking on 

ACTIVE again to be able to receive a new call. 

 


