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GENERAL OVERVIEW

Call Connect is a completely “soft” application that provides a complete call centre solution if you’re looking for a call centre and full call control, elegant call routing and full MIS if you’re a general business. Its design is modular and built up as follows: 

Call Connect supplies the core routing engine in the form of a client-server application; the main features being full call control, an agent screen, remote agent working, multi-queues, skill-based routing, and historical reporting. Enhancements to this are as follows:

A supervisor position, which gives you full call centre control with real-time and graphical information as well as “on-the-fly” changes.

An intelligent routing module, which allows you to re-route calls based on database information.

A soft wallboard, which is instantly re-configurable.

A Voice application, which enhances the voice resource on the PBX platform 

Two Desktop integration modules called screenpop and screenpop ActiveX (see separate datasheets)

Campaign Connect, which enables outbound telephony including HTML scripting, and automatic dialling (see separate datasheets)

Web Connect for web-enabling a call centre.

THE BASIC CALL CENTRE DESIGN
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MARKET POSITIONING

Being a software-only solution, Arc are able to replicate the high-end call centres for a fraction of the price of the traditional hardware/proprietary software solutions. Thus, they can bring the price of a basic system down to as little as £500/seat to be able to target these solutions at the SME (Small to medium-sized enterprise) market, defined as 5 < employees < 200.
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PLATFORMS

Arc will currently sit on the following platforms:

	Network Alchemy (All)

	Alcatel Office 4200E

	Mitel SX 2000/lite/Ipera

	Nitsuko

	Samsung DCS

	Flexion X 300

	Cisco CallManager*

	* Cisco CallManager v3.03, not yet launched


CONCURRENT LICENSING

Concurrency means that the licenses you pay for represent the maximum number of users at any one time. So, for example, you can load our software onto 20 client PCs but if you’ve only paid for 10, then the 11th person will be denied access until one user logs out.

FUNCTIONALITY OF THE BASIC CLIENT-SERVER APPLICATION

Agent Screen
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Note the following features:

1. Agent logged into Queues

2. Agent graded high medium or low

3. Mini wallboard 

       CW=Calls Waiting AB=Abandoned

       NA=Number of agents 

       NF=Number of Free agents

4. Log in/log out
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5. Agents available/unavailable

6. Agent message bar

7. Icons to manage telephone calls

8. Information with calls

9. Wrap up/end wrap up

Skill-based routing, as well as longest waiting or circular

Each queue or DDI (NUMBER DIALLED) can be configured separately to distribute calls in the traditional manner or by skill levels. Essentially, you replace the concept of people being an extension number with one that associates a skill set to an individual and the system will look for the highest skilled and available operator to take the call. Essentially the concept breaks down the physical departmental barriers and replaces it with a multi-skilled agent one. Whilst the more expensive traditional systems can achieve this level of sophistication, it is infinitely more difficult requiring specialist skills and a great deal of time. Theirs is fixed and dedicated to a particular set of tasks whilst ours is easy and infinitely re-configurable.
Call Control using a mouse

Given the CTI nature of the application, the user can control all of the telephony functions using a PC mouse. Icons are available to make transfer, consult hold and retrieve calls easy. This functionality does not in any way interfere with an existing telephone turret but does downgrade its usefulness to that of a resilient option.

Resilience. You never lose a call.

The issue of resilience is handled different for each different PBX platform. Arc does, however, ensure that in the event of network interruption, the call is handed back to the PBX for distribution.

No limit to the number of queues/skills

Whether you allocate different DDI (NUMBER DIALLED) numbers to different departments or interrupt each call with an IVR session, there are no limits to the number of queues/skills that can be set up. These queues can be taken in and out of service “on-the-fly” (See Supervisor Connect)

Historical Reporting

All Call Connect modules come with historical reporting and there are in excess of 100 historical reports. Other reports are available but come with Supervisor Connect.

OTHER FEATURES 

Other features are detailed via the configuration of Call Connect, which following the section 10 tabs to configure a call centre.

TEN TABS AND YOU’VE CONFIGURED A CALL CENTRE

The Tabs are as follows:

1. General

2. Agents

3. Skills

4. Agent skills

5. Queues

6. Queue Priority

7. Queue Alarm defaults

8. Call Filters

9. Night Service

10. Unavailable reasons
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General Tab
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Answer delay: If unspecified, how long do you want the telephone to ring before the call is taken away to another agent and the user made unavailable (optional)

Default Wrap Up: If unspecified, what is the default wrap up time for administration until we deliver another call?

Agents
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New Agent: Simply type in the new agent’s name and password, then decide if this agent will be a supervisor (they get all privileges) or if not which privileges they get.

New Agent working remotely:

 If this agent is working remotely, simply type in their remote telephone number. If they have an IP connection or ISDN2, they can have the agent screen delivered to their PC at home.
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Setting Up Skills
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This screen allows you to set up “skills”. We have a concept of matching skills to queues. You set up a new skill like you set up a new agent. One configuration might be departmental skills like admin, accounts, sales and support or another could be languages like French, German and Italian. There is no limit to the number of skills.

Assigning skills to Agents.

You’ve set up agents. You’ve set up skills. Now we need to define each agent as a skill set graded high medium and low in those skills. There is a fourth level – absent in that skill.
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Setting Up Queues and assigning properties
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We now define our queues, as follows:

1. Give a queue a name

2. Assign a skill to a queue

3. Relate that to hunt group header on the PBX

4. Decide on the method of call distribution, as follows:

a. Skill-based then longest waiting

b. Skill-based then circular

c. Longest waiting

d. Circular

5. Auto-Unavailable. Do you want the system to automatically log an agent out when the agent doesn’t answer the call?

6. Establish wrap-up time parameters in minutes and seconds

7. Overflow. This concept allow you to put two differing criteria to manage a queue in a queue, as follows:

a. Maximum number of calls to be queued

b. Maximum time for any one 

        call to be waiting.

8. Once specified, what would you like us to do with the call? Options like:

a. Overflow to another call centre

b. Overflow to another queue

c. Send to voice mail

d. Send to any other device

9. Do you want this queue to go into night service?

Queue Prioritisation

We have a concept of prioritisation, where we will give some calls priority over others. 
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Setting Default alarms for the wallboard

This is where you set default thresholds and alarms for the entire system for wallboard tiles to flash and alarm noises to be set off. These are .wav files.
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#

Exact and Pattern CLI and DDI (NUMBER DIALLED) matches

This the area where we apply call filters as follows:

1. CLI Exact Match.

Here, you specify particular CLIs and re-route them from their intended destination. A CLI routing tag can accompany the call so the agent knows why he or she is receiving it. Example: A sales call gets seamlessly routed to accounts and tagged 60 days.

2. CLI Pattern Match

Here you match only part of the CLI. Example might be all 0115 (0115*) numbers get routed to a Nottingham call centre.

3. DDI (NUMBER DIALLED) Exact match. 

Here we can match an incoming CLI to a DDI (NUMBER DIALLED) extension (New MacDonalds Promotion)

4. DDI (NUMBER DIALLED) Pattern match

Here we can match a CLI to a range of DDI (NUMBER DIALLED) extensions.

Night Service. You can close a company by department.

You can give each queue its own night service properties and pre-set bank holidays.
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Unavailable Reasons
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 This is where you set the reasons for agents making themselves unavailable. There is no limit to the number of reasons

HOST PBX REPORTS

For each PBX, Call Connect will tell you exactly how to configure ports on the switch.

ACD WARNINGS REPORT

This report will look at your set-up configuration and highlight areas of concern, like: No skills allocated to Agent B or No night service set up for Queue X

PAGE  
1

