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As mentioned in some Contact Center environments you will have multiple
Call Queues. In that instance you could use the Multiple CSQ display (see
figure 3.).

This is ideal in these instances as it shows multiple queues side by side
allowing instant appreciation and comparison across the teams.

Call Center Performance

Parameter Gold Sales CIC Care  Tech

Total Calls Answered 2 | 31 | 108
Number of Calls in Q 1 o |
Longest Time in Queue 00:23 - 00:04  00:00 00:31

Agents Available N R

Grade of Service - 78% = 89% 94%  77%

...Your message will run along the bottom of the display here

Wallboard Display

Summary:

These are economy solutions
showing fixed parameters for
single or multiple CSQ’s with a

number of options available to

the end user. The emphasis with
these solutions is cost effective Lastly we can show a single CSQ with agent statistics as is shown here in

real time information figure 4.

management.
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Benefits A L
. Economical ...Customer message to run on bottom of screen in this

- Easy to understand at a glance

- Color coding allows instant warning within thresholds are breached
- Messenger allows for easy information dissemination

- Allows multiple CSQ’s to be displayed concurrently

- Shows agent information
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Wallboard Display

Summary:

Future proofed flexible solution

for clients who need the capacity
to make changes to their displays
as and when it is required.

Sometimes clients want to have greater
flexibility in what they can display and we
can provide this through the use of selector
functionality.

These screens allow a client to change the
parameters shown on their display. By
taking this option a client is effectively
future proofing their display strategy
because at any time they can update the
wallboard to show any or all of the options
shown. Figure 5 shows the Queue Statistics
Selector Screen and also incorporates a
location selector such that a client can
choose which CSQ to show also. This is for
multiple CSQ environments.

Benefits

- Fully flexible over multiple sites over a
single system

- Multiple displays able to be shown
simultaneously

- Future proofed solution

400 South Woods Mill Road STE 105
St. Louis, MO 63017

2. Creating Displays

Your Logo

Wallboard Settings
Queue

Queue Statistics
Total Number of Calls Presenied [ |

Avernge Wait Tie: [ |

Using the selection screens clients can quickly and easily alter there CSQ and associated
statistics at any time giving superb flexibility.

With this capacity a client can run multiple screens showing different CSQ’s on each screen
and tailor the information shown per CSQ such that different parameters are shown
concurrently on different screens. This facility allows a client to individually manage their
CSQ’s based on specific needs.

We have the capacity for clients to show multiple CSQ’s on the same screen but with the
flexibility to select which CSQ’s from a single one to 12 on the same screen and the screen
will fit to their selection.

Friday, 16 tay 2008
3:59 PM

Call Center Performance

Default | C/Card

Netelligent.

Calll/C Silver Gold |Platinum| Master

Total Calls Presented

Average Talk Times

Number Of Calls In Queue

00:00|00:06

Longest Time In Queue

Agents Available

Abandoned Calls

In figure 6 we can see the client has selected 6 parameters and 7 CSQ’s. The screen will
automatically adjust itself to show these as per the client request. Simultaneously on a
different screen he could select a different set of parameters for maybe 3 CSQ’s. He would in
effect create a whole new display.

Where a client has multiple CSQ’s this solution will automatically register new CSQ’s placed
on the system so there is no expensive re-engineering required. The client simply refreshes
the selector screen and there it is. This is true future proofing of the display and allows the
client to grow their capacity while knowing their display will grow with them.
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