CALL CENTRE ADMINISTRATION SYSTEM

e Multi-channelling

e Agent supervision

e Agentrecording

e Agentreporting (E.g. Agent login, Agent name, contacts, Talk time, Average talk
time, Average

e Call Waiting (ACW) time, Handling time, Average handling time, Available time, work
time, stopped time, connection time abandoned calls).

e Agent hunting

o Headsets functionality as Jabra/Plantronics or equivalent

e Softphones

e Voice recordings

o Data and voice recordings backed up daily.

BUSINESS END USERS’ ADMINISTRATION SYSTEM

e Cover paths

e Hunt groups

¢ SIP Handsets 1Gbps

e Pickup groups

e Call forward. Conference call feature

o Classes of restriction (e.g., local calls only)
e Pin code dialing

e Directory

o Speed dials

e Voicemail

¢ Announcements (e.g., welcome messages)
o Transfer

e Music play on hold
e Switchboard

TELEPHONE MANAGEMENT SYSTEM (REPORTING TOOL)

e Pin code report (e.g., draw a report per pin code)

o Call detail report

e Extension report (e.g., draw a report per extension number)
e Call history (historical report)

e Cost per unit, per individual.

¢ Organizational summary report

¢ Classification of private and business calls

e Schedule reports and emails to specific people

SMS GATEWAY

¢ Ability to send SMS.
¢ Integrate with the current web service to send out SMS.



