
Unity Agent

For use on BWKS call centre solution R14.9+
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Licensing Overview

• Unity Agent does not also require the BWKS Call Centre 

Client license assigned

• Queue login/out supported on BWKS R14.9 and above

• Agent Stats window only displayed on BWKS R16 and 
above

• To see stats, Unity Agent needs the login ID and 

password for each queue the Agent is a member of 
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Unity Agent

Your Logo Here
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Agent Stats    [Personal Agent Wallboard]

• Unity Agent will automatically populate the queues the 
Agent is assigned to in BWKS

• Agents own and overall stats displayed for each queue

• “Calls In Queue” is a real-time stat provided Client Call 
Control is assigned to the queue in BWKS
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Right click to Join/Leave Queues 
[provided this is activated in BWKS]

�Active Call Window – Inbound CLI and queue dialled

Call Control and ACD

 Call Control

 Agent ACD State
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Supervisor Escalation

• Right click queues to alert Supervisors that are assigned 

to the queue in BWKS

• Alert Supervisor by call or IM


