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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

B U S I N E S S  •  I N T E L L I G E N C E



Monitor agents & groups
in real-time . . .

B U S I N E S S  •  I N T E L L I G E N C E

Monitor agents in all queues or
monitor agents in individual
queues simultaneously. 
Agents monitors can be
customised to display only the
information you want to see.

Group monitors provide
summaries of agents and
queue statistics & a Grade of
Service Monitor essential for a
call centres’s KPI.  All queued
calls are displayed graphically.



Monitor alerts,
active calls &
trunk usage . . .

B U S I N E S S  •  I N T E L L I G E N C E

Server-based alarms provide
instant notification of service
degradation.  Client-side alarms
alert agents to potential traffic
spikes and inadequate agent
coverage.

Display in real-time all calls
currently active in the system.

Calyx’s Trunk Monitor displays
which trunks are active with calls
currently in the system



Virtual wallboards
to monitor call centre activity
anywhere, any time  . . . 

B U S I N E S S  •  I N T E L L I G E N C E

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.



Calyx stores and displays
historical data for calls,
agents, groups and alarms. 
Each log monitor can be
configured to display only
the data you want to see.

Powerful management reports
& historical logs . . .

B U S I N E S S  •  I N T E L L I G E N C E

Calyx is shipped with a
complete suite of
management reports with
optional graphing and
sophisticated data filtering
options.
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