
Unity Supervisor

For use on BWKS call centre solution R16+



2Proprietary and Confidential; Do Not Copy, Duplicate, or Distribute – under NDA

Licensing Overview

• Unity Supervisor is a real-time Agent and Queue 

management interface for Call Centre Supervisors

• Unity Supervisor does not include historical reporting

• Unity Supervisor does not also require the BWKS Call 
Centre Supervisor license assigned

• Unity Supervisor needs the login ID and password for 

each queue being supervised

• If the Supervisor is not also acting as an Agent, then Unity 
Supervisor can be used by an Enterprise Standard user in 

BWKS

• “Calls In Queue” stat is real-time provided Client Call 

Control assigned to the queue in BWKS
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Unity Supervisor

Your Logo Here

� Queue Statistics

� Queue and Agent Management
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Queue Stats    [Personal Supervisor Wallboard]

• Unity Supervisor will automatically populate the queues 
the Supervisor is assigned to in BWKS [queue passwords required]

• Queues show in grey where the Agent is a Supervisor and 
not also an Agent

• “Staff Ratio” is the number of Agents that are joined to the 
queue out of the total number of Agents assigned to the 
queue in BWKS
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Supervisor Alerts

• Supervisors can assign 
thresholds to queues. When 
breached, a dialogue box will 
pop

1. Click            > Settings > Call Centre > 

Supervisor

2. Double click the queue

3. Set the threshold

4. Click to Save
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Managing Queues and Agents

• Supervisors can remotely change Agent ACD state; force 
Agents to Join/Leave queues and change 
Available/Unavailable/Wrap-Up state.

• Right click the queue in the Personal Wallboard or select 
an Agent or Queue in the “Agent Statistics” tab
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Managing Agents [From Wallboard]

� 1. Right Click Queue

� 2. Select Agent
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� 1. Select Queue or Agent and select from 

the drop list

 2. Right click Agent and 

set state

Managing Agents [From Agent Statistics Tab]
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Agents Statistics Tab
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• The “Agent Statistics” tab provides 
Supervisors real-time, point and click control 
over Agents and Queues that they are 
Supervising


