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The clients’ needs
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ACD Function
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Intelligent dispatcher of incoming calls*

All the services of professional telephony over IP

Web administration (configuration, supervision et statistics)

Offer for call centers and tele-secretaries

Upgrading capacities through licenses

Optimization of the agents’working schedule

Based on SIP standard, wide interoperability

Synchronization with the Entreprise directory

*Outcoming calls to come
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Scenario
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• Via SDA or asked number

• Via the caller identification

• Via the informations’ collection of the IVR

• Via the client profile (Information system)

• Via the agents’ skills

• Via the agents’ availabilities

• Via the agents’ schedules

• Via the routing rules configuration
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Criterions of distribution
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Scenario
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Web Administration

CONFIGURATION

-Routing rules

-Agents, pools of agents, compétences

-IVR scripts

-Musics on hold

SUPERVISION and STATISTICS

-Current calls

-Calls historical

-Details about every call

-State of the agents

-Historical of the agent work
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Agent console/ergonomic pool

Incoming call in 

the queue line

-Better visibility

-Simplified grip

-Easy Switching

-Display of waiting

times

Synchronized

enterprise

directory

-Easy and fast

forwardings


