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CALL CENTER ENHANCEMENTS

Announcement Features
• Entrance Message Enhancements
• Estimated Wait time Message Enhancement
• Call Hold/Retrieval Enhancements

Operational Enhancements
• Call Center Outgoing Calls
• Post-Call ACD setting at CC Level



CALL CENTER ENHANCEMENTS
Agent Features
• Uniform Call Distribution group policy enhancement

• Distinctive Ringing enhancements

• Call Center inbound call information
• Provide queued call threshold info to Agent device

• Hotelling Enhancements

• Enhanced Agent Escalation, including Supervisor line state
• Emergency Calls

• Customer Originated Trace from client application

• Last Agent Sign-out Warning
Agent/Queue Supervisor Management Features
• Unavailable Codes

• Silent Monitoring



CALL CENTER PROFILE
• Define preferred codec for 

internal and external calls.

• Queue length can be between 
2-50 calls.

• Call center statistics can be 
reset, which is not 
recommended. Leave disabled 
to retain wait time as the call 
moves to a new queue.

• Can configure any key 
between 0-9 for escape out 
option.

• ACD wrap up timer option is 
available.

• Can set after call state for 
agents who are part of the 
queue.



ADDING AGENTS TO THE QUEUE



ADDING SUPERVISORS TO QUEUE



ASSIGNING AGENTS TO 
SUPERVISOR



CALL CENTER ROUTING POLICIES
NEW FEATURE DESCRIPTION

Bounced Calls A call that has been transferred back to queue because it was not answered 
by an agent in the specified time.

Stranded Calls A call that is in the queue after all agents assigned to the queue have moved 
to the Sign-Out ACD state.

Overflowed Calls
Denotes an ACD call that was received, but immediately transferred to 
another destination due to exceeding the configured maximum queue length 
size or the configured maximum wait time.

Queued Calls 
An ACD call that is not immediately diverted using the Night Service, Holiday 
Service, Forced Forwarding, or Overflow Size goes to the queue to be 
distributed to an agent or to wait for an available agent.

Transferred Calls 

An ACD call that was transferred to another number. Transfers can be the 
result of manual transfers by agents, transfers to voice mail because the calls 
exceed the maximum wait time, and transfers by supervisors to alternate 
queues.
NOTE: A Timed Out call, is a call that is transferred due to exceeding the 
maximum wait time in a queue.

Abandoned Calls Denotes an ACD call that entered the queue, but the caller hung up before 
the call was answered or transferred.



ROUTING POLICIES: BOUNCED 
CALLS 



ROUTING POLICIES: OVERFLOW



ROUTING POLICIES: STRANDED 
CALLS



CALL CENTER 
GREETINGS/ANNOUNCEMENTS

NEW FEATURE DESCRIPTION

Entrance
Message

Plays the entrance greeting to callers when they call the queue.

Comfort 
Message

Plays periodic comfort message to callers when they are in the 
queue.

Estimated Wait 
Time Message

Plays customized message to callers when they are in queue. 
Notifies the caller their position in the queue or their wait time in 
queue before their call is answered by an agent.  

Music On Hold
Plays music of choice (external/internal source) to callers while they 
are in the queue.



ANNOUNCEMENTS: ENTRANCE 
MESSAGE 



ANNOUNCEMENTS: ESTIMATED 
WAIT MESSAGE 



ANNOUNCEMENTS: COMFORT 
MESSAGE



ANNOUNCEMENTS: MUSIC ON 
HOLD



DISTINCTIVE RINGING



CALL CENTER REASON CODES: 
UNAVAILABLE CODES

NEW FEATURE BENEFITS

Introduces new ACD State “sub-codes” 
that are selected when an Agent changes to 
the Unavailable state:

• Codes commonly reflect values like 
Lunch, Break, Training.

• Codes can be selected using the web 
portal, client, or phone.

• Agent can be forced to select a code 
when they change to the Unavailable 
state.

• Available only with Premium Call Center.

Important feature for tracking how Agents are using 
their time.



AGENT UNAVAILABLE CODES



AGENT UNAVAILABLE CODES: 
DEFAULT DND CONFIGURATION 



AGENT UNAVAILABLE CODES: 
DEFAULT PERSONAL CALLS



AGENT UNAVAILABLE CODES



CALL CENTER STATISTICS



CALL CENTER STATISTICS: 
REPORTING PERIOD



CALL CENTER STATISTICS: QUEUE 
STATUS



CALL CENTER STATISTICS: 
STATISTICS



CALL CENTER AGENT SETTINGS



CALL CENTER AGENT SETTINGS: 
USER LEVEL



CALL CENTER AGENT SETTINGS: 
USER LEVEL



ALTEVA CALL CENTER AGENT

• ACD State pull down 
option

»Set ACD state using pull 
down

• Dial button

»New Dial button with 
dropdown dial pad

• Client shortcut for common 
Call Settings

»DND, Call Waiting

• Escalate button to escalate 
calls to supervisors 



ALTEVA CALL CENTER AGENT 

• New 
Switchboard 
with Global 
Message Bar

• Assign 
Unavailable 
Codes

• Emergency 
Escalation

• Other features



ALTEVA CALL CENTER SUPERVISOR

• Silent 
Monitoring

• Additional
Force Agent 
Unavailable 
options

• Outbound call 
info (Call To)

• Other general 
enhancements



ALTEVA CALL CENTER SUPERVISOR

Forced Change Agent  ACD 
state
• Additional Queued Call 

Information
• Icons for Bounced calls, 

Reordered calls
• Icon when caller is hearing 

Mandatory Entrance 
Announcement

• Call Retrieve option
• Queue Transfer option
• Call Reorder option
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