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Intelligent
call centre
management

An important means of increasing productivity and profitability is
the implementation of an automatic call distribution (ACD) system.
In companies with a high volume of incoming telephone calls,
economic success is heavily dependent on how quickly customers
can get in touch with you. Telephone contact with customers is
therefore a top priority.

Often a high volume of incoming calls means a percentage of those
calls will be either not answered or engaged. With an ACD system
in place, otherwise lost calls can be queued and allocated to agents
as they become available increasing the number of calls accepted
and maximising the use of your resources.

Call volumes, answer times, agent performance and queue activity
are all vital information for the efficient operation of any call
centre. Real-time information is used to manage resources and
queues, while historical reports are used to analyse, plan and
promote the call centre.

Calyx® is a powerful reporting tool for your ACD system providing
real-time and detailed statistics for optimising customer service. In
conjunction with the Siemens HiPath and its high-speed CSTA
interface, Calyx® provides supervisors with real-time information
on agents, groups, calls and queues as well as a suite of historical
reports to display past performance and loading.

Main features

real-time snapshots of current queue & call information

continuous moving chart of queue & call activity

Real-time agent statistics

Real-time call status & type

Display agent’s time in current queue

Dual-level alarm monitoring for threshold & alarm conditions

Real-time queue statistics including the number of calls,

longest waiting time, average answer time, continuous-

display graphs for answer times & calls in queue

® Real-time group statistics including the number of agents
logged in, available & in wrap-up

® Historical reporting on queue, agent, call & call centre
statistics
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Monitor agents & groups

in real-time. . . ,
&% Agent Monitor E]@

Group: | AL EXTEMSIONS /AGENTS | Setup Layout
EXTENSION 1N [AGENT ID [ AGENT NAME | [est state | [aeenrstate  Jrve s sTate [uomeer  [Ta]
il @ D Logged off D0:04:05
671 @ P Logged oFf 00:04:05
672 @ 1nternal cal € Busy 04:51:38 680
673 @ b Logged off 00:04:05
a1 @ P Logged off 00:04:05
B3 @ 2 Logged off D0:04:05
678 @ %P Logged off 00:04:05
Monitor agents in all queues or ora ® ) Loged ot w0
H HP H¥H 680 (3 Internal Answer | g Busy 04:51:23 672
monitor agents in individual 681 135 Helen Erown @ | Avallable 045141
queues simultaneously. 682 @ E anioos
i 683 @ %P Logged off 00:04:05
Agents.monltors' can be s ® - oo os
customised to display only the 605 @ rigng B Logges ot 405
i i b6 @ @ Hot Availabls 04:53:08
information you want to see.
y 47 @ 2D Logged off D0:04:05
L @ =D Logged off 00:04:05
L) @ | Logged off 00:04:05
oag @ @ 1ot Availsble 045254
691 (@ Oukgaing Call 9 Busy 04:54:06 84438500
it @ 2D Logged off D0:04:05
693 _; Qutgoing Ringing @ Busy 04:51:37 0412848213
— @ P Logged off 00:04:05
Q@Agent Monitor g@ @ 2D Logged oFf 00:04:05
S @ AcD Cal @ ousy 045271 83935300
T T @ D Logged oif 00:04:05
EXTENSION |1 [AGENT D [AGENT HaME | e state | [neen state TIME IH AG STATE [MUMBER
@ b Logged off 00:04:05
581 135 Helen Brawn @ @ Avalable QL1502 ) Ey aD:04:05
690 136 {aria Martin @ @ Availsble 01:04:39 Logged Off i
694 128 |LnaKerpels @ @ Hot Avalable LSS Sally Keane @ @B Avallable 04:52:13
697 132 Peter Watson @ @ Available 01:04:03 @ b Logged off 00:04:05
698 124 @ acocal @ Eusy 0LD4Z0 B34S494 @ Cutgoing Call €| Busy 04:52:48 83844193
701 134 SallyKeane @ @ Mok Avalable 01:05:34 @ | Logged OFf 00:04:05
703 133 |Tany Piccel @ @ Available 0L:06:15 @ E T —p- 00:04.05
| (2] @ 2| Logged off 00:04:05
08 @ %P Logged off 00:04:05 L
709 @ E Logged off 00:04:05 |+
& Group Monitor E]@
{Bgeni Staflsics ™| Queus Statisics | CallStatistics | Active Call Statistics | Graphics |
GROLP | AGENT LOGGED TN | AGENT AVAILABLE | AGENT WRAFLP | TIME INSTATE
IT Queve o o [
Q1 Cust[Service 7 3 0 H H
a2t : - : Group monitors provide
a8 lpDesk ' : : summaries of agents and
@ Hew Accts 1 1 i s s
s i i ’ queue statistics & a Grade of
6 Collecti a a 0 H H H
B . Service Monitor essential for a
Main Recept Q &% Group Monitor E]@ I
Agent Statstics | Queue Statisties | Call Statitics | Active Call Stafisics | Graphics | Ca" Centl‘es S KPI. A” queued
GRADE OF | SPEED TO! TaLK ‘ ABANDOMNED CALLS | OWERFLOW CALLS ‘ CALLS H .
SR ‘ SERVICE I AMSWER | TIME [ WUMBER | RATE | TIME | MUMBER | RATE | ANALYSED Ca”S are dISp|ayed gl‘aphlca”y.
IT Queue 66, 7% 00:04 00:21 i 33.3% 00:03 a 0.0% 3
Q1 CustfService  100.0% 00:1L 01:30 0 0.0% 00:00 a 0.0% 4
Q2 Autho 100.0% 00:02 02:12 0 0.0% 00:00 a 0.0% 3
3 Help Desk. 100.0% 00:02 02:52 0 0.0% 00:00 a 0.0% 1
24 Mew Accts 100.0% 00:00 00:00 0 0.0% 00:00 a 0.0% o
o5 Al 100.0% 00:00 00:00 0 0.0% = =
Qb Collections | 100.0% 00:00 00:00 0 0.0% & =JICUES
ManReceptQ | €6.7% | 00:05 00:23 | a3 Agent Stalistics | Queue Stalistics | Call Statisics | Active Call Stafistics ~ Graphics ]
¢+ Number Of Calls ¢ Longest Call LAgis: Call 100 %] Time |00030C-> Group | Apply | Sawe

Mo of Calls

@ CustiService ﬁ G Help Desk @4 New Accts |
| AR T

AR
W0 17 Queus W0 o1 CustiService (11 G2 Autho W0 03 Help Desk  (J0 G4 New Accls
G5 Al [0 96 Collections B 0 Main Recept @
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Monitor alerts,
active calls &
trunk usage . . .

& Alerts Monitor i
Group Mo.0Of Calls Longest Call Ave Waiting Agents Login Agents Available Agents WraplJ| = Server—based alarms prOVIde
IT Queue 0:00:00 0:00:00 @ 1 [*] 0 0 InStant n0t|f|cat|on Of service
01 Cust/Service 0 ~ n00:00 von00 | @ 4 o 2 0 degradation. Client-side alarms
02 Autho 1 0:04:34 0:04:34 1 1 0 7 T
. . L L alert agents to potential traffic
Q3 Help Desk 0 0:00:00 0:00:00 | @ 1 [®) 1 0 iki d inad t t
Q4 New Accts ] 0:00:00 0:00:00 1] 0 0 Spl €s and ina equa € agen
as Al 0 0:00:00 0:00:00 0 0 0 coverage.
06 Collections 1} 0:00:00 0:00:00 0 1} 1}
Main Recept Q 0 0:00:00 0:00:00 0 0 0 |
|
| ERI]
-
& Active Calls ]
CALL [LOCATION [TRur | |sTaTE MUMEER STARTED [DURATION |wiAITING |
28683 Ext: 1879 @ Cutgaing Call 134940 00:28:59  00:00:02
25959 Ext:623; 1805 @ Outgoing Call 1500637445 14:07:35 | 00:11:05 | 00:00:01
25982 Call:28963; 1804 @ AcDCal 88233657 14:10:23 | 00:08:17 | 00:00:01
saoze Ex072L ACONBO0; a0z @ ACD Cal 0364314265 14:13:30 | 00:05:06 | 00:00:05
25927 | Call:25958; 1803 @ ACD Cal 53273974 14:14:12 | 00:04:21 | 00:00:08
25928 Ext: 1808 (@ Hold 0399539500 14:14:08 | 00:04:33 | 00:00:00
25935 Ext: 1832 4@ Non ACD 52271218 14:13:56 | 00:04:38 | 00:00:07
Dlsplay in real-time all calls 28936 Ext:T73; 1813 @ outgoing Cal 0407399434 14:14:15 | 00:04:10 | 00:00:16
current|y active in the system_ 25948 Ext: ACD:E26; 1877 @ acpcal 440 141451 | 000348 | 00:00:01
26949 Exti604; ACDiE21; 1g06 @ ACD Cal 83528890 14:15:15 | 00:03:24 | 00:00:02
28950 Ext:625; 1810 | @/ Outgoing Call 0407030957 14:14:59 | 00:03:38 | 00:00:04
25954 | Call:35094; 1866 | 4| Mon ACD 14:14:46 | 00:03:45 | 00:00:10
2g057 Exti686; ACDiB23; 1812 | @ acD cal 0364231533 14:14:53 | 00:03:45 | 00:00:03
25953 |Call:28927; 1&07 @ Outgoing Cal 53826400 14:15:03 | 00:03:25 | 00:00:13
28960 Ext:759; 1814 * b Oubgoing Ringing 52547194 141512 = 00:03:29
25963 | Call: 25582; 1515 Cutgoing Call 52034444 14:15:16 | 00:03:19 | 00:00:04
25964 Ext:1901; 1831 Mon ACD 0395855246 14:15:27 - 00:03:14
25965 Ext:700; 1816 Qutgoing Ringing 85252765 14:15:22 - 00:03:19
26967 Ext:751; 1817 Mon ACD 52435000 14:15:22 | 00:03:15 | 00:00:04
26970 Ext:650; Tniitiaked 14:15:26 - 00:03:15
35094 | Call: 28954 1578 Qutgeing Call 114 14:14:46 | 00:03:45 | 00:00:10
o Trunk Detaits m=
TRURK |EXTENSION AGENT NAME ‘ ‘EALL STATE TIME MUMBER ‘NAME
1801 @ Trkig0L
1802 614 @  Outgoing Call 12:04:17 | 0359963428 Trkis0z
1803 BEL Helen Brown @ ACD Call 12:05:59 Trk1803
1804 616 B Hon ACDH 12:03:20  B3639620 Trkig04
1805 630 Maria Martin @ ACD Call 12:03:142 2034444 Trkig0s
1806 865 @ Outgoing Call 12:03:51 0393873611 Trk1806
1807 693 @ Oukgaing Call 12:04:05 0364314433 Trk1807
1808 @ Trkis08
1809 708 @ Outgoing Call 12:04:48 82123224 Trk1809
1810 721 Agerti02 @ Oukgaing Call 12:06:01 0383268900 Trk1810
1811 @ Trkisll
1812 @ Trk1812
1813 @ TrkiB13
1814 @ Trkisid 7 - -
® iots Calyx’s Trunk Monitor displays
1816 @ Trki816 - . .
N s which trunks are active with calls
1818 @ Trk1818 1
@ currently in the system
1820 @ Trkigzo
1821 @ Trkigz1
1822 @ Trk1822
1823 @ Trkigzd
1824 @ Trk1824
1825 @ Trk1825
1826 @ Trkig26
1827 @ Trk1g27
1828 @ Trk1828
1829 @ Trkig2s
1830 @ Trkis30
1831 1902 @ Mon ACD 12:06:07 0394014409 Trk1831
1832 @ Trkig3z
1833 @ Incoming Call 12:04:39  B3BZ9E70 Trkis33
1834 @ Incoming Call 12:05:37 0362343615 Trkig34 ™
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Virtual wallboards
to monitor call centre activity
anywhere, any time . ..

B Calyx mis Client 4.beta 3.23

J File View Agent Help

& =

Configuration  Disconnect

Hide Agent

Wigw Calls

W Laongest Call

IT Queus 1] 0:00:00 0:00:00
1 Cust/Service 1] 0:00:00 0:00:00
(312 Autho 1 @ 0:09:1 @ 0:09:31
Q3 Help Desk 1] 0:00:00 0:00-00
34 MNew Accts 0 0:00:00 0:00:00
a5 al 1] 0:00:00 0:00:00
(6 Collections 1] 0:00:00 0:00:00
kain Recept O 1] 0:00:00 0:00:00

Agents Available Agents WrapUp
@ 1 -’ 0 0
@ 14 [#) 2 1]
@ 1 (P 1 1]
@ 1 [#) 1 0
1] 0 0
1] 0 0
0 1] 1]
1] 0 0

Agent and Extension State: <All>

Agent |D Agent Mame - ALigent State Time in Agent State

@ 1 Logged Off 00:18:22

101 i@ =i 1 Logged Off 00:16:22

102 i@ i Logged Off 00:16:22

103 @ = Lagged 0ff 00:16:22

104 i@ =i 1 Logged Off 00:16:22

1301 ) MonACD w Busy 04:56:03

1902 @ Ringing i Logged Off 04:55:14

1803 @ = ' L iCc

1an4 i Configuration

Server: Patnew.calliska.net

@- |Calyx DB: C:\Calyx serverihl?

General Sound |

Anyone on your LAN or WAN can
view the real-time activity in your
call centre via Calyx’s virtual
wallboards. Call and agent status
can be tracked at any time,
anywhere by anyone. Audible
alarms can be configured to activate
when specific alarm and threshold
conditions are met.

BUSINESS -

Alerts

- Mo.Of Calls

'b:' Longest Call

T4 AveWait Time

.li]:' Mo 0f Agent Login
£ Mo 0F Agent Awvailable
'\.l;]:' Mo O0F Agent Wraplp
£X Speed to Answer

wave File

IE:\WINDDWS “MediahCHIMES WAl

[~ Enabled [~ Bepeat P00
ak. LCancel I
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Powerful management reports
& historical logs . . .

B]f=1>%

Backaround Legend:

0|0000o0

Rlok Available
Logged Off
Available
Busy

sork After Call

Sorted Field

Wisible Columns:
|w Date & Time
| Agent
¥ Agent Name
[ Extension

[# Agent Hew Stats

o Log Monitor g@
L Calls |§ agents Groups | @ alarms |
DATE&TIME T |EXTEMSION [AGENT [eRowp [wartivg [ouraTION [NUMBER [rron [cait tvee [ae [oF. [trans JoF [LasT croup[caut [a |
01/03j04 10:03:20; 679 00:00:04  D0:00:33 1902 Internal Cal 253
01/03/04 10:04:11 | 778 Main Rec OD:07:07  00:00:12 | 83324276 1834 |ACD Cal + Main Recept (259
01/03/04 10:04:13 | 650 o007 1807 Cutgoing Call | &7 259
103j04 3 et o1 Custi 114 D0:02:59 52034444 1806 |ACD Cal 01 CustiSery 259
1/03j04 650 00:00:20 62841114 1807 | Qutgoing Cal 259
01/03/04 10:04:36 | 778 ooz (751 Internal cal | & 759
01/03/04 10:04:49 | 1901 00:00:04  O0:00:20 1835 Mon ACD 250
0100304 10:04:48 | 621 00:00:10  D:00:21 1833 Mon ACD 4+ 258
01/03/04 10:04:49 | 795 00:00:11 | 00:03:22 |83877769 1809 | Qutgoing Cal 259
01/03/04 1:05:00 1902 00:00:04  O0:D0iSZ 0392102222 1837 Mon ACD 759
0100304 10:05:13 | 697 Q1 Custi 00:00:17  D0:00:50 1835 |ACD Cal = 01 CustiSery 259
010304 10:05:18 | 621 00:00:01  DO:0D:01 622 Internal Cal 258
01/03/04 10:05:20 | 622 00:00:00 D0:02i16 1833 |Non ACD ¥ 259
01/03/04 10:05:21 | 650 00:00:25  O0:00:37 0407757645 1807 Outgoing Call 250
oio30 102z 6es . e e [ v ] S =
01j03f04 10:05:25 | 778 & Log Monitor
01/03/04 10:05:32| 1901 5188 Groups |® alarms |
01/03/04 10:05:47 | 1903
011 03” S DATE & TIME © [agenT [ acEnT v [ExTENsION WEW STATE
josj == | 01 Mar 2004 FO3 Wirap Up
A [| o1merzo04 133 Tory Piccol 703 fvalable
— L] o1 marzons 136 Maria Martin 690 Available
[| o1 mar 2004 701 Wirap Lp
CalyX stores and displays T| o1 marzooe 134 Sally Keane 701 available
[ o1 marzooe s97 Wirap Up
historical data for calls T ot mar 2004 132 Peter Watson g7 fvailable
! | ot marzo0 95 Wirap Up
agents, groups and alarms. | ot mrarzone 124 o9 avalable
. [ o1 mar 2004 10:07: 584 Wirap Up
Each log monitor can be (| ot verzons 10706 130 Jan Thomes 4 vaiabl
fi d to displ I T| o1 mar 2004 10:07:26 &3l Wirap Up
conrigured to display only T| otmarzood 10:07:31 (135 Helen Brawn &a1 tvailable
the data you want to see. o | [RCE7ERE = 2121
| | 01 Mar2004 218 Graham Mitchel 680 Available
|| o1merzo04 10:10:04 594 Wirap Up
T| o1merzood 11008 128 Lina Kerpelis 594 fvailable
T| o1marzood 11041 136 Maria Martin 590 Wirap Lp
F | |gan Available
@Lng Monitor E]@ 204 wrapUp
L calls | 8 Agents B Groups |@ alarms | (]
DATE & TIME © [GROUP NAME__[LONGEST CALL [NO OF CALLS |ANSWER SPEED [LOGGED AG, |READY AG. |WRAP UP AG. [[A]|
26 May 2005 13:51:30 | QL Cust/Service | 00:00:00 0 ooomon o o [ e
26 May 2005 13:51:30 | Q2 Autho 00:00:00 0 omommo 0 0 0 [ Date & Tims
26 May 2005 13:51:30 | Q3 Help Desk no:00:00 0 oooooo 0 0 0 7 [N
26 May 2005 13:51:30 | Q4 New Accts no:00:00 0 oooooo 0 0 0
26 May 2005 13:51:30 |05 Al 00:00:00 0 00000 0 0 0 v Longest Call
26 May 2005 13:51:30 | Q6 Collections ooinni00 0 ooomon 0 0 ] % Humber of Calls
26 May 2005 13:51:30 | Main Recept oo:0000 0 oo:omon 0 0 ] v [
26 May 2005 13:51:30 |IT Queus ooin0i00 0 ooomon 0 0 ]
26 May 2005 13:56:31 QL CustfService | 00:00:00 0 0o:0m00 0 0 0 ¥ Logged On Agents
26 May 2005 13:56:31 |Main Recept Q oo:00:00 0 onommo 0 0 0 [V Ready Agents
26 May 2005 13:56:31 | Q6 Callections no:00:00 0 oooooo 0 0 0 S
26 May 2005 13:56:31 Q5 Al no:00:00 0 oooooo 0 0 0
26 May 2005 13:56:31 | Q4 Hew Accts oo:00:00 0 ooomon 0 0 ]
26 May 2005 13:56:31 |02 Autho ooinni00 0 ooomon 0 0 ]
26 May 2005 13:56:31 |IT Queus oo:0000 0 oo:omon 0 0 ]
26 May 2005 13:56:31 | Q3 Help Diesk 00:00:00 0 o:mo0 0 0 0
26 May 2005 14:01:32 Q5 Al o0:00:00 0 ooomoo 0 0 0
26 May 2005 14:01:32 QL Cust/Service | D0:00:00 0 ooomoo 0 0 0
26 May 2005 14:01:32 | Main Recept Q no:00:00 0 oooooo 0 0 0
26 May 2005 14:01:32 | Q6 Collections ooinni00 0 ooomon 0 0 ]
M
The Caliista Group
Agent Call Performance
‘From Thu, 01 Jun 2000 00:00:00 To Fri, 30 Jun 2000 23:59:59 ‘
Group: Support
/ACD Calls Non ACD Calls
Agent ID Agent Name NoofCalls  Total Time  Ave. me  Ave. Time . . .
%  zares  oos PR TE— e oas cosas Calyx is shipped with a
103 Chris Bailey 10 0:35:17 0:03:31 4 0:11:00 0:02:45 8 0:09:33 0:01:11 I . f
104 Ben Wiliams 9 0:51:54 0:05:46 o 0:00:00 0:00:00 13 0:25:49 0:01:59
105 Wendy Chapl 13 1:27:01 0:06:41 3 0:07:07 0:02:22 19 1:04:58 0:03:25 Comp ete sulte 0
107 Katie Strachan 18 1:29:28 0:04:58 0 0:00:00 0:00:00 24 0:49:35 0:02:03 -
108 Zhou Li 41 24357 005:27 2 00813 0:04.06 49 31708 00401 management reports Wlth
109 David Black 38 2:49:11 0:04:27 1 0:04:11 0:04:11 38 3:24:42 0:05:23
110 Ken Carpenter 33 2:05:33 0:03:48 1 0:04:20 0:04:20 19 1:46:10 0:05:35 1 H
120 Patricia Funnel 1 0:08:30 0:08:30 0 0:00:00 0:00:00 0 0:00:00 0:00:00 optlonal graphlng and
Totals 193 15:48:20 1 :51 206 13:43:25 0:03:59 sophisticated data ﬁltering
No of Non ACD Calls No of Qutgoing Calls No of ACD Calls Answered p *
4 | =, ‘ pds [ [T
3 - E e
a | - - »
2 20| 20|
15 15
3 o °
0s . :
s o2 103 104 105 107 108 105 10 120 o2 103 104 105 107 108 105 410 120
T 103 104 105 07 08 100 0 120
Page 1
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