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CALL CENTER LICENSE OVERLAY

Base “User”
License Packs

New Call Center
"User” License
Packs

Call Center “Client”
Application License
Packs
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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
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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
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CALL CENTER PROFILE

* Define preferred codec for
internal and external calls.

Call Center Profile

Modify the selected call center.

DK ! Apply ! Delete ! Cancel

* 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

Call Center Type: Standard
Call Center ID: CC_TWO@broadsoft.com

Upgrade Call Center Type (Also saves current screen data)
Change User 1D (Also saves current screen data)

* Name: | cc_Two ]

* Calling Line ID Last Mame: Standard

Time Zone: [ (GMT-05:00) (US) Eastern Time =]

* Calling Line ID First Name: cCcC

Language:

Group Policy: () Circular @ Regular () Simultaneous () Uniform () Weighted Call Distribution
Bandwidth and QoS Settings

Preferred announcement / music codec for external calls:
Preferred announcement ! music codec for internal calls:

Call Center Settings

Queue Length: 10 L Cnabl

asiol P et

calls

4 Play ringing when offering call ™ Allow callers to dial |5 to escape out of queue

[ Reset caller statistics upon entry to queue

Reporting Settings
E Enable Call Center External Reporting

ceRs:

Agent Settings

Shllowagemsto join Call Centers

[ Allow Call Waiting on agents

] Enable calls to agents in wrap-up state

] Enable maximum ACD wrap-up timer: (minutes:seconds)

M Auto matically set agent state to | Wrap-Up + | after ca

X X X

queue.
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ADDING AGENTS TO THE QUEUE

Agents

Configure the list of agents that belong to this call center. Users are available if they have been assigned an appropriate Call Center feature. Users with Call Center - Basic may be assigned to Basic call centers. Users with Call Center - Standard may be assigned to Basic or
Standard call centers. Users with Call Center - Premium may be assigned to any call center.

I OK ! Apply ! Cancel

Enter search criteria below
Available Agents Assigned Agents
CC,Agent_5 (CCAgent_S@broadsoft.com)
CC,Agent_& (CCAgent_6@broadsoft.com)
Add All =>

—— e e
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ADDING SUPERVISORS TO QUEUE

Supervisors
Configure

SSSSS

2E 5z
szl |2 |5
2| |y Al ]
=l v
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ASSIGNING AGENTS TO
SUPERVISOR

Configure agents to be supervised. Available agents are any agent available currently not supervised and can include agents that are also supervisors.

Saved

o X_oon

Supervisors Assign Agents

Supervisors: [ Supervisor, One (supervisor_l@broadsoft.com) I-H

Enter search criteria below
Available Agents Assigned Agents
CC,Agent_3 (CCAgent_3@broadsoft.com)
CC,Agent_4 (CCAgent_d@broadsoft.com)
0K Apply Cancel
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CALL CENTER ROUTING POLICIES

NEW FEATURE DESCRIPTION

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

Bounced Calls

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.
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ROUTING POLICIES: BOUNCED
CALLS

Bounced Calls

Caonfigure the call center routing policy for calls unanswered by agents.

aTED T

E Bounce Calls after 5 Rings

| Bounce calls if agent becomes unavailable while routing the call

O Alert agent if call is on hold for longer than 30 seconds

! Bounce calls after being on hold by agent for longer than 60 seconds

T T
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ROUTING POLICIES: OVERFLOW

Overflow

Configure the call center routing policy when a large number of calls have been received or calls have been waiting longer than a configured threshald.

X

Note: The urisfAiles for audiodddeo will be played in the order they are listed

Action:
ePerform busy treatment

() Transfer to phone number / SIP-URI:

() Play ringing until caller hangs up

] Enable overflow after calls wait 30 seconds

["] Play announcement before overflow processing

Audio:
® Default
O URL

1:

2:

3

4
O Gustom
File: | Choose File | No file chosen (Clear )
File2: | Choose File | No file chosen m
File3: ( Choose File ) No file chosen (Clear )
Filed: | Choose File | No file chosen (Clear )

Aoy

COMMUNICATION SOLUTIONS
FOR A CHANGING WORLD




ROUTING POLICIES: STRANDED
CALLS

Stranded Calls

Configure the call center routing palicy for calls stranded in gueue when all the agents are signed-out.

> X_roon

Action:
e Leave in queue

() Perform busy treatment

() Transfer to phone number / SIP-URL:

= X_ oo
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CALL CENTER

GREETINGS/ANNOUNCEMENTS

NEW FEATURE DESCRIPTION

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

Comfort Plays periodic comfort message to callers when they are in the
Message quee.

. . Plays customized message to callers when they are in queue.
Estimated Wait e sage to yare In queue.

) Notifies the caller their position in the queue or their wait time in
Time Message queue before their call is answered by an agent.

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

Music On Hold
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ANNOUNCEMENTS: ENTRANCE

MESSAGE

Announcements

Announcements allows you to customize the Call Center voice prompts that are played to callers while waiting in que

G @

Note: The urisfiles for audioAideo will be played in the order they are listed

Entrance Message Estimated Wait Message | Comfort Message Music On Hold Message

™ Play entrance message
["] Entrance message is mandatory when played
Audio:
® Default
O URL
1:

2:

KR

4:
) Custom

File1: ’ Choose File \ Mo file chosen ’ Clear \

File2: f Choose File \ Mo file chosen ’ Clear \

File3: r Choose File ‘ Mo file chosen ’ Clear ‘

Filed: r Choose File ‘ Mo file chosen ’ Clear ‘

o X oo X o
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ANNOUNCEMENTS: ESTIMATED
WAIT MESSAGE

GED @I

Entrance Message | Estimated Walt Message | Comfort Message | Music On Hold Message

I:I Enable estimated wait message for queued calls

() Announce queue position
* Play message for callers in queue position: 100  orlowe
i Play high volurr

*) Announce wait time

* Play message for callers with a waittime ot 100  minute:

4 Play high volurr

* Default handling time: s minute:

o< _J Aooly
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ANNOUNCEMENTS: COMFORT

MESSAGE

Entrance Message | Estimated Wait Message | Comfort Message | Music On Hold Message

E Play comfort message

Time Between Messages: 10 seconds

Audio:
® Default

OURL
1
2:
A
4:
() Custom

Filed: r Choose File E Mo file chosen f Clear E

File2: r Choose File x Mo file chosen r Clear x

Filed: ’ Choose File 1 Mo file chosen r Clear 1

Filed: f Choose File \ Mo file chosen x Clear \

oK Apply Cancel
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ANNOUNCEMENTS: MUSIC ON

HOLD

Entrance Message | Estimated Wait Message | Comfort Message | Music On Hold Message

D Enable music or video on hold for queued calls

Audio:
) Default

O URL
1:
2:
3
4:
() Custom

File1: f Choose File ‘ Ma file chosen r Clear \

File2: f Choose File “ Ma file chosen f Clear \

File3: f Choose File ‘ Mo file chosen r Clear \

Filed: r Choose File ‘ Mo file chosen r Clear \

) External Source

ox AoDly
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DISTINCTIVE RINGING

Distinctive Ringing

Configure the call center distinctive ringing policies for calls routed to the agent.

= X_ o

[_! Enable distinctive ringing for call center calls

Ring Patterr + Normal
Long-Long
Short-5hort-Long
| Short-Long-Short |
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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.

Availahble
0343 i
valable | _
Unavailable b FPerzanal Call E
Wrap-Lp Coffes Break —
: e Wiashroom
groupd ¥, =ham s
groupl ¥, shams Meeting - F
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AGENT UNAVAILABLE CODES

Agent Unavailable Codes

Add, modify, or remove Agent Unavailable Codes for Call Centers and Route Points.

D D G

B Enable Agent Unavailable Codes

Default Code on Do Not Disturb activation:
Default Code on personal calls:
Default Code on consecutive bounces:

[”] Force use of Agent Unavailable Codes with Default Code:  None

Active Code [4]

™ Break

™ Lunch

™ Meeting
OK Apply Add Cancel

Agent Unavailable Codes Add

Agent Unavailable Codes Add allows vou to add a new Unavailable Code entry. Specify the code and description you would like for it.

E Active
* Code:

Description:
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AGENT UNAVAILABLE CODES:

DEFAULT DND CONFIGURATION

Agent Unavailable Codes

vdd, modify, or remove Agent Unavailable Codes for Call Centers and Route Points.
ok [ pdd

W Enable Agent Unavailable Codes
Default Code on Do Mot Disturb activation + Brea

EEPZ
w

mo= =
.—ﬁ?\_ﬂ
jj

Default Code an personal call

Default Code on consecutive bounces:

(| Force use of Agent Unavailable Codes with Default Code:  None E
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AGENT UNAVAILABLE CODES:

DEFAULT PERSONAL CALLS

Agent Unavailable Codes

Add, modify, ar remove Agent Unavailable Codes for Call Centers and Route Points.
[ ok [ Add

™ Enable Agent Unavailable Codes
Default Code on Do Mot Disturb activatio

MNane
¥ Break
Lunch
Meeting

Default Code on personal call
Default Code on consecutive bounces:

[ Force use of Agent Unavailable Codes with Default Code:  None

—
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AGENT UNAVAILABLE CODES

Agent Unavailable Codes

Add, modify, or remove Agent Unavailable Codes for Call Centers and Route Paints.
o) s

™ Enable Agent Unavailable Codes
Default Code on Do Mot Disturb activation:
Default Code on personal calls:
Default Code on consecutive bounces:

™ Force use of Agent Unavailable Codes with Default Codgl il sl
Break
Lunch
Meeting

Code
Break

Lunch

[ﬂ[ﬂ.§
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CALL CENTER STATISTICS

Call Center Status & Statistics

Call Center Status and Statistics allows you to view the status and statistics of this Call Center's activity and, as required, configure e-mail statistics reporting.

o X_ oo

Statistics Report Settings Queue Status Queue & Agent Statistics

| Dally Report
Statistics Source:
Reporting Period:

E-mail Address(es):

o X_ oo
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CALL CENTER STATISTICS:

REPORTING PERIOD

Call Center Status & Statistics

Call Center Status and Statistics allows you to view the status and statistics of this Call Center's activity and, as required, configure e-mail statistics reporting.
ok

Statistics Report Settings Queue Status Queue & Agent Statistics

) Daily Repaort

Statistics Source:

Reporting Period ¥ 15 Minutes

30 Minutes |
E-mail Aﬂdress[es| 60 Minutes admin@abc.com

o X_ ooy
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CALL CENTER STATISTICS: QUEUE
STATUS

Call Center Status & Statistics
Call Center Status and 5

Statistics allows you to view the status and statistics of this Call Center's activity and, as required, configure e-mail statistics reporting

COMMUNICATION SOLUTIONS
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CALL CENTER STATISTICS:

~ STATISTICS

Call Center Status and Statistics allows you to view the status and statistics of this Call Center's activity and, as required, configure e-mail statistics reporting.

> X =

Statistics Report Settings Queue Status Queue & Agent Statistics

D Display current-time statistics

StartDate: '2/07,2011 L7 (mmiddlyyyy)  Start Time: :
End Date: | 2/09/2011 | _°|(mm/ddiyyyy)  End Time: :

2/8M1 12:00 PM - 2/9/11 12:00 AM

Number of busy overflows: a
Number of calls answered: 4]
Number of calls abandoned: 4]
Number of calls transferred: a
Number of calls timed out: a
Average number of agents talking: 0.0
Average number of agents staffed: 0.0
Average wait time: 00:00:00
Average abandonment time: 00:00:00
Number of calls handled

Number of calls unanswered
Average call time

Total talk time
Total
staffed
time
Agent Statistics
CC,Agent_3 (CCAgent_3@broadsoft.com) 0 0 00:00.00 00:00:00 00:00:00
CC.Agent_4 (CCAgent_4@broadsoft.com) 0 0 00:00:00 00:00:00 00:00:00
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CALL CENTER AGENT SETTINGS

Agent Default Settings

Configure Call Center/Route Paoint agent default settings for the group.

> X_ oo

Use Guard Timer Setting: () Default @ Group
™ Enable guard timer for @ seconds

Use Agent Unavailable Settings: () Default ™ Group
™ Force Agentto unavailable on Do Not Disturb activation

W Force Agentto unavailable on personal calls

™ Force agentto unavailable after @ consecutive bounces

o X_ roov
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CALL CENTER AGENT SETTINGS:
USER LEVEL

Call Centers

Call Centers displays your current ACD state and all the ACDs you belong to and whether you are currently joined in their call centers. You can set your ACD state and join or remove yourself from that ACD's call center if permitted by your administrator.

I oK ! Apply ! Cancel

Call Center Service Assigned: Premium

] Make outgoing callsa ¥ MNone
l CC_ONE@broadsoft.com:CC_ONE

Use Guard Timer Setting: ) Default ) User
[_] Enable guard timer for @ seconds
Use Agent Unavailable Setiings: @ Default O User

] Force agent to unavailable on Do Mot Disturb activation

] Force agent to unavailable on personal calls

[_] Force agent to unavailable after @ consecutive bounced calls

Join Call Center Call Center ID Phone Number Extension
™ CC_ONE@broadsoft.com 2404040909 0909

X=X
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CALL CENTER AGENT SETTINGS:
USER LEVEL

Call Centers

Call Centers displays your current ACD state and all the ACDs you belong to and whether you are currently joined in their call centers. You can set your ACD state and join or remove yourself from that ACD's call center if permitted by your administrator.

I oK ! Apply : Cancel

Call Center Service Assigned Sign-In

ACD State ~ Sign-Out
Available
Unavailable  #ll8 88 [ None 2]

Use Guard Timer Settin Wrap-Up r
[_) Enable guard timer for | 5 5‘ seconds

Use Agent Unavailable Settings: ® Default ) User
[T) Force agent to unavailable on Do Not Disturb activation

] Force agent to unavailable on personal calls
[_) Force agent to unavailable after @ consecutive bounced calls

Call Center ID Phone Number Extension
CC_ONE@broadsoft.com 2404040909 0909

O
=X

Join Call Center

COMMUNICATION SOLUTIONS

FOR A CHANGING WORLD




N ————————
ALTEVA CALL CENTER AGENT

[# BroadWorks Call Center - Agent

File  “iew Toolz Help E
*ACD S Il d -
ACD State PuU own 1. CCID - newcarsales@americas com, CID - Paul Adams (2407204148), €T - 00:11 [Active] | = | [Erter Mumger -
option ——
M a o|lm M [ e a
» S et AC D State u S l n g p u Available izl Hold Tranzsfer Confdrence End Ezcalate
down - _ , , newcarsales@americas.com
& Cortact Directory ()| g3y Personal Directary |+ | (4 Speed Dials ) |©)] Outinok Directary | Jackie Moon (2404046662)
L] D | a | b u‘tto n Dizplay Mame Phone Extn hokile Joe Supervisor
Smith, John 2404046675 BETS Bill Lumbergh (Sup) (2404046664) [
M M Mew Car Sales 1GC, Insta. . Q573 Blesns Car Sales O dame
»New Dial button with

Coub, Bern Repairs (BCgroup)
dropdown dial pad Sienn

Executive Staff, Instant ..
Marager, Device 24033551001 1001

R Cl I e n t S h O rtCUt -FO r CO m m O n Adams Call Center, Broad. .. 2404046665 BEGS
Ca | I S ett| n gs Mew Car Sales, Auto At 9444 New Cor Ssies (Adamst...

“oicemail, Arypath

))D N D, Ca | | Wa |t| N g Premium Call Center, Call ... 3574

Supervizor, Joe

Basic CC, Call Certer
* Escalate button to escalate | vssostenn o 1235
M Stnith Family Practice, Call... £999 Smith Farmily Practice (Ma...
calls to supervisors S
P Dart Tzl Cartar 43 i Diaet © 0 ameall u
Search | IE‘
2404046663 skipper@americas com | | 'F—_;v | | l’.':l - | | I&v | | Avwailable i
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ALTEVA CALL CENTER AGENT

File View Tods Help [#]
ACME Sales - Wait Time: 00:23, Queued Calls: 10/12, Longest Wait: 00:45
Link Line Call To Call From Status Tirne: Code
(=] 1 4504613002 (43... 10:05 DDDDZ_-S&IES Offer‘i iy o
= 2 sham5005 gro... Active 09:43 00002-Sales C?ffe-rf x
(] N eW - aa1B5] group2yi.. Relessed 0008 00002-Sales Offer

Switchboard

i a B % £ w
with Global pd-1 i i 2
M eSS a g e B a r 0943 LCial Trace Huldd Tranzfer Canterernice Enl Ezcalate Emergency
) Availakle :
. | Urarvailable E‘ersohai-Call Brsnnal Directory =) @ Speed Dials | ;tl‘;_n:r:::j:n;I:;z?;?f;;?) f;a Monitoring (=) - & Dashbosrd |em shams016 o
1 ASS | g N | Wrap-Up ikl Phaone test1 2343 hiohile Departr| e hams015 or
U nava | | a b | e group7, shams Eii:mm 504515005 5005 test12343
oroupt7, shamsty. o - 504615002 i ORGRRAA445S Cliert spps | @ shamS015 o
Codes groupl?, shams0a7 3504615007 5007 €D shams019 ot
groupl 7, shams017 4504615017 s017 _
B zhams015 gt
o E m e rg e n Cy groupd 7, shams005 450451 2003 s00g @ shemsois d
. groupd 7, shams016 4504513016 2016 =
ES Ca | ation groupt?, Call Center 4504615000 5000
CC_Premium, Call Center 4504615030 5050
e Other fe atures groupt?, shamsot 4504615013 5013
groupl 7, shams004 4504615004 S004 IT
Standard-CC, Call Certer 4504615022 5022
groupl 7, shams009 450461 5009 S009 -
Search | |E| @

4504615050 | shams001 ‘ ‘ Availshle
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ALTEVA CALL CENTER SUPERVISOR

[l
Natme Call State Call Titme ACD State ACD Time Zall T Call From |
. ‘shems001 groupt? ws 0019 2 347:38 5003, 5005
* Silent B Il a
] ) = | shema002 groupd 7 o Ly TAB1E
Monitorin g El shamsos groupi7 § ¢ ] & 385:41:51 |
|
» Additional I | Sient Moniar Foroe Agert ACOStle -
Byzilable =
Force Agent ColCerter | et | W | St — N ommei
. roupt 4504615000 i Coffes Break,
Unavailable o] el et Wrap-n
. - Standard-CC 4504615022 Sign-Out Viiashroom
O p'tl ons z Lunch
[} heeting b
* Qutbound call
I nfo (Ca | | TO) Call Center Mumber Wi Etatuz Callz InQueus
@ groupl? 4504615000 1010
* Other general |z 7 2= i - &
E |_ Posttion * Call To Call From Pricrity Wil in-Cueye
enhancements = 1 = AL EST4504615055) shamS010 group! T(5010) 1 02:42002.00¢2), 001 2(1]]
i
EEI;. Standard-cC 4504615022 A
— = : :
i Fromte: | ¥ |_!Zlu-.=!f,u=. TrBESTEr | r | |Re:‘.|:||'d.a|- | ¥ |
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ALTEVA CALL CENTER SUPERVISOR

[ BroadWorks Call Center - Supervisor

File ‘“iew Tools Help E
1. Luxury Cars Auto Sales, Auto Attendant (404045851) [Activel [~ | | [erter tumter ]~
Forced Change Agent ACD 2 B 00 v P o
St ate Available Dial Hald Tranzfer Fick-Lig End Escalate
o Ad d iti O N a | Q u e u e d C a | | [y Cortact Directary (5| gy Personal Directary = (G Speed Dials (2 | O] Outlook Directary (= ﬁ Monitoring (7 | G Dashboard -
. Mame Call State Call Tirme ACD State ACD Time Caller ID
| n fo rm atl O n Eill Lumbergh {Sup) [32) 01:09 & | 0349 2404046661
Jackie Moon L 0020 F Y Q| 0247 BG4
* Icons for Bounced calls, 3 [ -
LilBuddy Gilligan Lx) 0z22 ﬂ‘: | 0325 2407204146
Re O rd ere d Ca | | S Peter G:iffing L] i ~| oz25
* lcon when caller is hearing |-
Call Center Mumkber hd | Status Callz In Guele
Mandatory Entrance
% Mew Car Sales [~ 210
An n O u n Ce m e n‘t |_ Position = Caller Mame Caller T Wit in Gueus
% 1 Cell Phone  MD 3016939086 0050
°® Ca” Retrieve Option % 2 Bill Lumbergh BEG4 0:04
j Service Dept ors
* Queue Transfer option 3
* Call Reorder option | : = =
Retrieve Gusue Transfer ¥ | | Reorder -
:404045554 | lumberghigamericas com = | ﬁ » | [:.4 - | .ﬂ - | | Ayailable
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ALTEVA CALL CENTER SUPERVISOR

(8 BroadWorks Call Center - Supervisor

Filz ‘“ieww Toolz Help
Forced Change Agent ACD 1. Luury Cars Auto Seles, Auto Attendant (2404048681 [2cive] (o | [emormumesr |~
state @ B W W e A
°® Ad d i'ti O n a | Q u e u e d C a | | Available Dial Hald Transter Pick-Lip End Ezcalate
. :B Cortact Directory (- & Perzonal Directary (= @ Speed Disls @ COutlook Directory (=) ﬁ Monitoring 7 | @ Dashboard -
| n fo r m a t I O n Ilatme Call State Call Time ACD State ACD Time: Caller 1D
il Lumber U L ; é ¥ :
* |cons for Bounced calls, e —T T e —
5 The Skipper Lon) o019 é w | S0252
Re @) rd ere d Ca | | S B | cikert Arenas ] 2 ~ | 322
LilGuddy Gilligan L2 0222 Eﬁ ¥ | 20520 2407204145

* lcon when caller is hearing . AR

M a n d ato ry E nt ra n Ce Call Center umber Wt | Status Callz In Gueue

Uzed Car Sales ofs
Announcement 9 bew Cor Seles = 2410
|_ Postion = Caller Mame Caller ICr Wit in Queue
* Call Retrieve option | T s i i
* Queue Transfer option M e
* Call Reorder option
| | | Retrigve | |Q'.|eue Transter | Bk | | Reorder | ¥ |
2404046664 | lumberghiE@americas .com ] | fm hd | (:.zj - | ,ﬂ - | | Available
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ALTEVA CALL CENTER SUPERVISOR

Forced Change Agent ACD
state

« Additional Queued Call
Information

lcons for Bounced calls,
Reordered calls

lcon when caller is hearing
Mandatory Entrance
Announcement

Call Retrieve option

Queue Transfer option

Call Reorder option

Filz ‘“ieww Toolz Help

(8 BroadWorks Call Center - Supervisor

1. Luxury Cars Auto Sales, Auto Aftendart (2404046861 [4ctive]

v | Erter Mumier |

a-

Available

e U

Dial Hald

Dq-

Tranzfer

Pick-Lip

e a

Endl Escalate

EB Cortact Directory (- & Perzonal Directary (= @ Speed Disls @ COutlook Directory (=) ﬁ Maritoring () | 0 Dashboard

Mame Call State Call Time ACD State ACD Tirne Caller 1D
Bill Lumberah (Sup) L) 01:09 é ~ | 0349 2404046661
Jackis Moon L 00:20 g". = [ 02T GG
5 The Skipper [-a ] o019 é | =g2a2
1 Gilkert Arenas ] o - | p3z2
LilBuddy Gilligan wn 0222 Eﬁ ¥ | =05:28 2407204146
Peter Griffin o o - | 0325
Call Center Mumber ' | Statuz Callz In Quele
Uzed Car Sales 055
@ pMew Car Sales = 2010
|_ Postion = Caller Mame Caller ICr Wit in Queue
% 1 Cell Phone R0 3016939086 0o:50
E 2 Bill Lumiberit BEE4 01:04
5 .
j Service Dept oss
g
| Retrigve | |Q'.|eue Transter | Sy | | Rearder | b4 |

2404046664 | lumberghiE@americas .com

=] | iy | (;j'| | ,ﬂv| | Available i
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