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Types of Call Center Dialers

Modern call center dialers automate outbound calling to different degrees, each suited to
different campaign styles and operational goals. The main dialing modes include:

-Preview Dialer: Provides agents with customer information before dialing. This allows agents
to review details and decide when (or whether) to initiate the call, enabling a more
personalized approach at the cost of speed. This mode is ideal for high-value or complex

interactions where preparation is critical.

+ Power Dialer: Automatically dials the next contact as soon as an agent becomes available
", typically one call per free agent. This mode maximizes agent talk time by swiftly
connecting the next call without downtime. Unlike predictive dialers, power dialers only
dial one line per agent, significantly reducing the risk of dropped calls and compliance
issues. This is effective for steady-paced campaigns with reasonable answer rates (e.q.,

B2B calls).

» Progressive Dialer (Ratio Dialer): Similar to a power dialer but dials a preset number of
lines per agent ¥’ (e.g., 2:1) to account for no-answers. It uses algorithms to filter out
voicemails and busy signals, ensuring only live answers are connected to agents. However,
progressive dialing can lead to abandoned calls if more customers answer than there are
available agents, which is why requlators like the cap abandon rates at 3%. Many U.S.
providers avoid pure progressive dialing to stay within these limits, instead favoring

predictive dialing for better compliance.

» Predictive Dialer: The most aggressive mode, predictive dialing uses real-time algorithms
to forecast agent availability '/, dialing multiple contacts per agent dynamically. It aims to
have a live call ready as soon as an agent is free, maximizing agent talk time (often 60-80

calls per hour per agent).
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« Robo Dialer (Automated/Agentless): A broad category that includes any system that
automatically dials from a list . This can range from basic preview or power dialing
systems to fully automated, agentless campaigns that play prerecorded messages or
connect to IVR systems for tasks like payment reminders or surveys. These systems are
highly cost-effective for routine outbound notifications, but are typically limited to one-

way communication unless a live transfer option is included. ()

Note: Inbound calls are typically handled by automatic call distributors (ACDs), but many
modern dialer platforms support blended modes that seamlessly handle both inbound and

outbound traffic.

Key Features to Consider When
Evaluating Dialers

Choosing a dialer involves assessing its features against your business needs. Key capabilities

and considerations include:

Scalability & Reliability

The solution should scale to your operation’s size and call volume without performance issues
I, Cloud-based dialers offer rapid scalability (adding agents/lines on demand) and high uptime
with minimal IT overhead. On-premise systems can be more customizable but require
significant upfront investment in servers and may be harder to scale quickly. Ensure the dialer
can handle peak outbound volumes and concurrent calls, and check for any caps on
concurrent lines or campaigns in base packages. Also, consider redundancy and uptime
guarantees, as enterprise providers often promise 99.99% uptime and include failover systems

for reliability.
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CRM and System Integrations

Seamless integration with your CRM and other tools is crucial '°.. A good dialer will screen-pop
customer details from your CRM to agents and log call outcomes automatically. Look for pre-
built integrations or APIs for popular CRMs like Salesforce, HubSpot, and Zendesk so that
contact data flows both ways. Deep integrations enable features like click-to-call, automated
activity logging, and personalized call routing. If you have custom systems, check API access

and any extra costs for integration.

Compliance Tools

Compliance is paramount in the U.S. due to regulations like the Telephone Consumer
Protection Act (TCPA) and Do-Not-Call (DNC) rules ", Dialers should include tools to mitigate

risk, such as:

DNC list management: Automatically scrubbing numbers on federal/state DNC lists or

your internal DNC before dialing.

» Call time windows: Blocking dialing outside permitted hours based on area codes/time
zones.

» Abandon rate controls: To stay under the 3% drop call rate limit.

« STIR/SHAKEN caller ID authentication: To reduce spam labeling and prevent call

spoofing (FCC, 2025).

Real-Time Analytics & Dashboards

Comprehensive reporting and live analytics help managers optimize campaigns '?.. Look for
dashboards that show real-time dialing metrics (calls per hour, connect rates, idle time,
abandon rates) and historical reports on agent performance. Advanced platforms offer custom
reporting or export options for deeper analysis. For example, dialers provide real-time
reporting on agent, campaign, and lead performance with filtering for detailed views. Some
platforms also include Al-driven insights, like sentiment analysis or predictive modeling of best

call times .
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Call Routing and Inbound/Outbound Blending

If you handle inbound calls or run a blended contact center, ensure the system has Automatic
Call Distribution (ACD) features alongside the dialer. This allows inbound calls to be routed to
agents based on skills or IVR selections, automatically pausing/resuming outbound campaigns
when agents are busy. Some systems support unified inbound and outbound operations,
automatically adjusting outbound pacing based on real-time volume. Even for outbound-only

campaigns, having inbound call handling for callbacks or transfers can be beneficial.

Additional Features

There are many other features that can differentiate dialers, including:

Local Presence Dialing: Dynamically displaying a local phone number as caller ID to

increase answer rates.

» Voicemail Drop: Allowing agents to drop a pre-recorded voicemail message with one

click, saving time.

« Scripting and Agent Guidance: Built-in script editors for creating dynamic call scripts and

questionnaires that adapt based on customer responses.

» Recording & Quality Management: Call recording, live call monitoring, and quality scoring
for supervisors. Some platforms also offer Al-generated call summaries or transcript

analysis.

» Omnichannel Capabilities: Many leading platforms bundle voice dialers with other
communication channels like SMS, email, and social, creating a unified agent desktop for

seamless customer engagement.
» Ease of Use: A clean agent Ul and intuitive admin portal are essential for efficient

campaign setup. Features like drag-and-drop campaign builders or one-click list import

can save time.
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Dialer Pricing Structures and Cost
Considerations

Pricing for call center dialers in 2025 varies widely, and vendors may offer several pricing
models ", It's important to understand these structures to choose the most cost-effective

option for your operation:

1. Per-Seat Subscription (Per User/Month)

o Overview: This is 3 common model for cloud dialers. You pay a fixed monthly (or annual)
fee for each named agent or seat.
« Example Pricing: Many cloud contact center suites charge around $100-$200 per user

per month for dialing capabilities as part of their package.

Key Benefits: Predictable costs, easier budgeting, and often includes software access.

Watch Outs: Be mindful of additional usage fees - some per-seat plans still charge extra
for high call volumes or phone carrier costs. On-premise systems also use per-seat

licensing, but typically as a one-time purchase.

2. Per-Minute (Usage-Based)

» Overview: In this model, the software may be free or low cost, but you pay for the actual
call minutes (or connections) you use.

« Example Pricing: Some might charge $0.05-50.06 per minute for outbound calling on top
of a platform fee. Some providers have tiered rates, such as $0.04/min for the first
10,000 minutes, then $0.03 for the next tier, making it more cost-effective at scale.

» Key Benefits: Cost directly tied to usage, making it ideal for seasonal operations or
businesses with fluctuating call volumes.

» Watch Outs: Be clear on whether billing is per minute or per connected minute and if
there is @ minimum connection time before it becomes billable, as this can significantly

impact costs.
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3.

5.

Flat-Rate Plans

Overview: Flat-rate can refer to either a fixed monthly fee for the dialer service (which
may include a set call volume) or truly unlimited calling plans.

Example Pricing: Some providers offer unlimited domestic calling for a fixed price per
agent, often around $150 per user per month.

Key Benefits: Simple, predictable pricing that encourages high usage.

Watch Outs: Check for fair usage policies or potential throttling if your call volume spikes.

Also, ensure the “unlimited” is truly unlimited and sufficient for your needs.

. Pay-as-You-Go

Overview: Typically a month-to-month model with no long-term contract, where you only
pay for what you use.

Example Pricing: Some services charge around $0.07 per minute with no monthly seat
fee, allowing small businesses to scale up or down as needed.

Key Benefits: Flexible, no minimum commitment, and avoids paying for idle agents.
Watch Outs: Per-minute rates can be higher than on a committed plan, and features may

be limited compared to subscription models.

Hidden Costs to Watch For

Regardless of pricing model, be sure to ask about additional fees, which may include:

Setup or Onboarding Fees: Some vendors charge hundreds or thousands for initial setup.
Premium Support or Training: Additional costs for priority support or in-depth training.
Integration and API Fees: Some platforms charge extra for integrating with CRM systems
or custom APIs.

Telecom Surcharges: Fees for premium dialing numbers, short-codes, or high-cost

regions.

A study noted that 40% of businesses reported “bill shock” after implementing a new dialer

due to such unanticipated fees. Always request a detailed breakdown of costs (software,

telephony usage, support, etc.) and clarify if the quote includes telecom charges. Also,

consider contract terms: committing to an annual or multi-year contract often lowers per-seat

rates by 10-25%, while month-to-month might offer more flexibility.
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Market Insights and Emerging Trends
(2025)

The call center dialer landscape is rapidly evolving, driven by emerging technologies and

changing customer expectations. Key trends include:

1. Al-Powered Dialing and Assistance

Smarter Algorithms: Artificial intelligence (Al) is becoming a core component of modern
dialers. Predictive algorithms are getting more sophisticated, helping improve connection
rates and reduce idle time.

Conversational Al: Some dialers now feature Al-driven voice agents (IVAs) that can
handle initial interactions without a live agent, answering common questions or collecting
preliminary information.

Real-Time Agent Support: Al-powered tools can transcribe calls in real time, suggest
responses, and provide next-best actions to agents. Some platforms have rolled out
advanced Al analytics that detect customer sentiment and guide agents or alert
supervisors to potential issues.

Optimization Tools: Al is also helping optimize dialing times and list segmentation, for

example, by predicting the best times to reach specific leads.

. Omnichannel and Personalization

Integrated Communication: Dialers are increasingly part of omnichannel platforms,
allowing seamless blending of voice, SMS, email, social media, and chat.

Personalized Experiences: Modern dialers can adjust scripts and offers in real time based
on customer profiles, previous interactions, or purchase history.

Cross-Channel Coordination: Systems can trigger follow-up actions across multiple
channels. For example, if a call goes to voicemail, the dialer might automatically send a
follow-up text or email with a callback option.

Unified Desktops: Many platforms now offer unified agent desktops, making it easier to

manage cross-channel communication without switching systems.
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3. Compliance and Regulatory Changes

Stricter Regulations: The reqgulatory environment for outbound calling has become
significantly more complex, with updates to the TCPA and new state-level telemarketing
laws (e.qg., Florida’s mini-TCPA).

Caller ID Authentication: The rise of STIR/SHAKEN protocols to combat illegal call
spoofing means call centers must use compliant caller ID strategies or risk their calls being
flagged as spam.

Enhanced Controls: Leading dialer providers offer advanced compliance tools, including
DNC list management, cell phone scrubbing, and precision call timing.

Human-Initiated Dialing: Some businesses are opting for manual dialing safeguards to
stay within reqgulatory limits, driving demand for one-click dialing modes and human agent

verification.

. Blending and Flexibility

Seamless Call Handling: Contact centers are increasingly using dialers that can seamlessly
switch between inbound and outbound calls, filling gaps in agent availability.

Automated Blending: Systems offer automated blending, prioritizing inbound calls
without manual intervention, improving agent efficiency.

Scalable Solutions: Even smaller call centers are looking for systems that can handle

inbound callbacks or transfers without requiring separate platforms.

. Emerging Tech and Future Outlook

Self-Service and Automation: Expect to see more self-service options like outbound IVRs
that let customers authenticate or complete a task without a live agent.

Edge Computing: Global call centers are adopting edge computing to reduce latency by
hosting dialer nodes closer to where calls are placed.

Customizable Workflows: Open APIs and Communication Platform as a Service (CPaaS)
offerings are enabling businesses to build highly customized dialer workflows, potentially
integrating with their own apps.

Al-Driven Decision Making: Future dialers may dynamically decide the best outreach
channel (call, text, or email) based on real-time data, making them more responsive and

efficient.
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Checklist for Choosing the Right
Dialer

Selecting the right dialer involves balancing features, compliance, cost, and vendor reliability.

Here’s a comprehensive checklist to guide your decision:

1. Define Your Call Requirements and Goals

Determine your use case: outbound sales, collections, customer support, or blended
operations.

Assess the volume of calls you need to make or receive daily.

Consider the type of campaigns you run: B2B campaigns often suit power dialing, while
B2C campaigns might benefit from predictive dialing due to lower answer rates.

Decide if you need advanced modes like predictive dialing or if a simpler power or preview

dialer is sufficient for your team size and call volume.

. Ensure Compliance Capabilities

Verify the dialer can handle compliance requirements like TCPA, FTC, state laws, and GDPR
if calling internationally.

Check for features like DNC list scrubbing, call time restrictions, abandon rate controls, and
consent tracking.

Confirm the system supports STIR/SHAKEN for caller ID authentication and can block
flagged numbers to avoid being labeled as spam.

If you work in a regulated sector (e.g., debt collection, healthcare), ensure the dialer can

handle secure call recordings, retention, and encryption.
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3. Evaluate Integration Needs

« |dentify the systems you need to connect with, like CRM (e.q., Salesforce, HubSpot),

ticketing, or marketing automation tools.

» Ensure the dialer offers robust API support for seamless data transfer.

« If you rely on screen pops or real-time data, verify that the dialer supports real-time CRM
integration.

» Consider the cost and complexity of custom integrations, if needed.

4. Decide on Cloud vs On-Premise

» Evaluate whether you need the flexibility of a cloud dialer or the control of an on-premise
system.

» Consider factors like security, scalability, IT maintenance, and cost.

» Check for certifications like SOC 2, GDPR, and HIPAA compliance if required.

» Assess whether a hybrid solution (cloud software with on-prem telephony) might be a

better fit.

5. Compare Pricing and Calculate Total Cost of Ownership (TCO)

* Model out the costs over 1-3 years, including:

o Per-seat costs

o Minute usage fees

o One-time setup fees

o Required add-ons (e.g., compliance modules, analytics)
e Account for indirect costs like IT maintenance, training, and telecom charges.
o Consider volume discounts for multi-year commitments.

* Be cautious about overcommitting to a seat count if your team size may fluctuate.

6. Assess Features and Usability (Create a Scorecard)

» Make a checklist of required features (e.g., preview dialing, predictive dialing, inbound
blending, voicemail drop).

 Include critical compliance features from Step 2.

» Consider ease of use, including admin interface and agent experience.

o Test the system during a trial to ensure it fits your workflow.
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7. Request Demos and Trials

» Schedule live demos with each shortlisted vendor.

» Test real-world use cases, like making and tracking calls, agent experience, and supervisor
tools.

» Use the trial to test integrations with your CRM or other critical systems.

» Evaluate support responsiveness during the trial period.

8. Check References and Reviews

e Request references from similar businesses in your industry.
» Read reviews on platforms like G2, Capterra, and Gartner Peer Insights.

» Look for consistent feedback on critical areas like reliability, support, and ease of use.

9. Consider Vendor Stability and Roadmap
» Research the vendor’s history, financial stability, and customer retention rates.
» Ask about their product roadmap and planned feature updates.

» Consider whether the vendor is likely to innovate or be acquired.

10. Negotiate Contract Terms

» Secure favorable contract terms, such as:
o Price locks or caps on yearly increases
o Early termination clauses or trial periods
o Clear ownership of data and call recordings

» Be cautious about long-term commitments without flexibility.
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Following this checklist will help you systematically evaluate your options and choose a dialer

that aligns with your operational needs, budget, and compliance requirements.

CallShaper’s Offering and
Competitive Advantages

CallShaper is a U.S.-based dialer and call center software provider that has carved out a niche

serving small to mid-sized businesses with outbound calling needs and blended inbound

support. Here’s why it stands out:

1. Ease of Use and Quick Setup

CallShaper’s platform is designed to be user-friendly, even for non-technical managers.
Campaigns, scripts, and IVR menus can be configured through a web-based interface with
minimal IT support.

Its “on-the-fly” custom scripting tool allows managers to update call scripts and logic in
minutes, providing a competitive advantage for fast-paced telemarketing teams.

One user noted, "I don't need a programmer’s help to set up a campaign,” highlighting the
intuitive campaign builder.

This agility saves time and consulting fees compared to enterprise dialers that often

require more technical setup.

. Inbound and Outbound in One

Unlike some outbound-only dialers, CallShaper supports inbound call handling as part of its
cloud platform.

It includes features like Automatic Call Distribution (ACD) with skills-based routing, IVR for
inbound menu options, and even a telephone answering service module.

This allows call centers to use CallShaper for both dialing out and fielding incoming calls,
making it a versatile choice for businesses looking for an all-in-one solution.

The ability to blend inbound and outbound on a smaller platform is a key advantage for

businesses that want to avoid the cost and complexity of separate systems.
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3.

@ Website: www.callshaper.com

Compliance-Focused Tools

CallShaper has made compliance a core part of its offering, which is critical for U.S.
telemarketing.

Features include TCPA compliance tools like checklists, consent templates, and DNC
guidelines to educate and assist customers.

Technologically, the system can integrate with services like the Reassigned Numbers
Database and DNC list providers to automate scrubbing.

It also supports real-time monitoring of abandonment rates and can adjust pacing or
switch to a safe mode if drop rates risk exceeding legal limits.

For companies worried about compliance, CallShaper’'s emphasis on these features

provides peace of mind, reducing the risk of costly violations.

. Robust Feature Set for Productivity

CallShaper includes many features found in larger platforms:

o Predictive and preview dialing

o Automatic voicemail detection and voicemail drop

o Call recording and live call monitoring

o Whisper coaching for supervisors

o Detailed real-time and historical reporting
It also supports multi-channel contact integration, including email and SMS, as part of
campaign workflows.
Built-in lead management allows users to import lead lists or receive live web leads,
making them immediately available for dialing.
This CRM-lite capability can eliminate the need for a separate lead management tool,

reducing overall system complexity.
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5. Cost-Effective and Scalable for SMBs

« CallShaper is known for its affordability, with a starting price around $75 per user per
month - significantly lower than many big-name competitors.

» It avoids large upfront fees or long contracts, making it a practical choice for budget-
conscious teams.

» The platform can scale as businesses grow, allowing users to add more seats and handle
higher call volumes as needed.

» One outsourcing call center owner praised the depth of reporting and control offered by
CallShaper, noting it delivers key capabilities without the high costs typical of larger

solutions.

6. Support and Client Focus

« As a smaller provider, CallShaper offers highly responsive support and a personalized
onboarding experience.

o Customers often work directly with CallShaper’s team, including leadership, during setup,
providing a more tailored experience than larger vendors typically offer.

» The company provides training resources and ongoing guidance to ensure clients get the
most from the platform.

» This partner-like approach can be a significant advantage for smaller businesses that

might feel overlooked by larger, enterprise-focused providers.
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In Summary

CallShaper shines by offering an integrated inbound/outbound dialer platform that is easy to
use, compliance-ready, and affordable. Its dynamic scripting and lead management
capabilities allow for agile campaign adjustments, which is great for telemarketing and sales

teams that need flexibility.

For U.S. businesses - such as boutique telemarketing firms, midsize to large customer contact
teams, or any organization running inbound or outbound campaigns - CallShaper presents a
compelling value proposition. Its competitive edge lies in empowering those businesses to run
efficient, compliant calling operations without requiring a big budget or IT department, all

while providing room to grow.

Disclaimer

CallShaper provides outbound and inbound call center software designed to support compliant
and efficient communication. The features described are for informational purposes only and
may vary depending on the specific configuration or deployment. Users are responsible for
ensuring their use of the software complies with applicable laws and regulations, including but
not limited to the Telephone Consumer Protection Act (TCPA), Do-Not-Call (DNC) rules, and
state-level telemarketing laws. CallShaper makes no guarantees regarding call connection
rates, regulatory compliance, or financial outcomes. Always consult with legal counsel to

ensure full compliance with local, state, and federal requlations.

Al Disclaimer

This content was generated using Al assistance and reviewed by professionals for accuracy. It

is for informational purposes only and not professional advice.
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