Call Center Monitor

This add-on is an accessory to our telephone management software MicroBX,
and it displays the data required to efficiently run a call center fast and at a
glance. During the day the display is refreshed every 30 seconds (pending calls
are shown in real-time), and the figures are broken down in slices of 30 minutes.

The user can move lines up or down, change their color and title, and hide them
if required.

Details shown are:

* Quality of Service (formula usually tailor-made according to customer's
requirements),

» vor all ACD-Groups: Number of calls, total and average duration,

* Wait loop: Number of calls, total and average duration,

* Voice Mail: Number of calls, total and average duration,

* Voice Mail and Wait Loop: Number of calls and percentage above or
below presettable thresholds,

* Invalid incoming numbers and DDI

Our Call Center Calculator has so far been optimized for Panasonic PABX.
The interface can either be the SMDR (seriell or LAN), or CSTA(LAN or USB).
In the latter case some additional information is available:

* Overflows between ACD-Groups

» for Outbound Call Centres:

* Number of different destinations per time,
* Ringtime

* Destination busy



The following options are provided to improve usability:

® Output on display, printer or as CSV-file,

® Arbitrary date range. In case of 'today', the display is refreshed in regular
intervals.

® ACD groups: individual or all

Agents: individual or all

® Account codes: one or all.
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Since the Call Center Calculator runs on top of MicroBX which already provides
excellent statistical options, we did not include here any Erlang line statistics.
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Did we get you interested? Please, visit our web site www.microbx.com
Or give us a call: +49 711 7199 325 (Chris Rutkowski)



http://www.microbx.de/

