








Supervisors

Browser based app providing up-to-the-second activity monitoring and real-time call centre changes.
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® Fast, reliable and easy to use

©® Provides instant real-time information on Agents, Queues and Calls allowing Supervisors to make real-time changes to Agent states,
Calls in Queue presentation or listen in to/conference in with an Agent on a call.

© With the flexibility of configuring what real-time Agent State information is appropriate to your Call Centre the Supervisor can monitor
the Agent information that is critical to them.

® Primary Agent state information includes Waiting/Busy Not Available by selected code e.g. Training/On Call/Other-non Queue calls/
Busy Wrap-up with associated time in state. Black Listing can be set to identify when these states are not used correctly.

©® Agent Detail allows a summary to be displayed against an individual Agent i.e. break down of time in-state, call statistics, etc.
In addition the Supervisor can then change real-time Agent Availability state or Add/remove an Agent from a group.

® Queue Panel shows Queues by name, call stats, real-time calls in Queue, caller’s name (if known by the system) and number
(if presented by the carrier).

® The Supervisor can ‘Boost’ a call’s priority in real-time by a pre-determined level, or re-direct a call to an Agent who perhaps is in an
overflow Group and is currently idle.




Agents

Desktop IP Softphone or Phone Partner app helps Agents to handle calls efficiently and effectively...

Desktop Control Features Busy Not Available Codes

Completion Codes

©® Agents handling calls can be based in a single location, spread across multiple sites, or even be home based, allowing them to
operate as a single group, no matter where they might be located.
©® Wide choice of working, including;
PCS 5 Series IP desk phone
Navigate IP Softphone
IP desk phone + Navigate Phone Partner
IP desk phone + Agent Portal, a browser based Agent productivity tool.
© Completion Codes clearly presented via the Agent’s PCS IP Phone, Navigate or Agent Portal with prominent Wrap-Up Timer duration.
© Busy Not Available state clearly presented, utilising text and colour to differentiate state type presented e.g. At Lunch. Supervisor
‘only’ BNA settings are also available to overcome incorrect selection scenarios where appropriate.
® Should an Agent require Supervisor assistance a real-time Agent Help button flags up an alarm on the Supervisor Console and Live
wallboard tile.
© Whenever a new Agent becomes available (either by logging on, completing a previous call, or by returning from a break), Vision Call
Centre will assign the highest priority call to that agent.
























