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1 INTRODUCTION

Call center statistics are offered via the Unity Client Call Center product set, which includes:

« Unity Agent

« Unity Supervisor
» Unity Reception
* Unity Dashboard

These applications display call center statistics on the user interface, either as a ‘personal
washboard’ or as a full-blown wallboard display.

Call center statistics are periodically polled from the Broadworks server, at a frequency set
through the Settings window. This refresh frequency must not be lower than the value set
through the Kakapo partner portal, which in itself cannot be lower than 60 seconds.

If the Client Call Control is assigned to the call center that the agent/supervisor/receptionist
is a member of, then the ‘Calls in Queue’ statistic will be displayed in real-time, as details of
gueued calls are automatically ‘pushed’ from Broadworks to Unity. In this case the ‘Longest
Time in Queue’ will also be real-time as this is calculated locally by Unity through the calls in
gueue statistic.

2 CONFIGURATION

2.1  UNITY AGENT/SUPERVISOR/RECEPTION

In order for Unity to display call center statistics it must log into Broadworks as the actual
call center that the user is a member of [this is not the case with Unity Dashboard, as outlined
below]. This is because the end-user is not permitted to request statistics from Broadworks,
only the call center. In order to facilitate this, the user must enter the password for any call
centers that they would like to include in their personal wallboard. Unity will request the
details for all related call centers during startup, which includes the service ID. This is also
used as the login ID, so doesn't need to be entered by the user, as shown below.

Senvices Settings
nky Setings Spechy cal center authentication detais. Alllogi s and passwords are case sensitve and each
Aopearance Iogn id must nclude the doran.
Contact Search
Contact Display
Current Calls
Computer/Phone Integration
Clpboard Integration Defaut password
Dialing Rule
- Custom Directory Integration
Configuration )
Outiook Integration iR EE S
5 Browser Integration Bots Sakes
CRM Customer Support
Clck To Dl Nuts Sales
Desktop Integration Partner Support
Notficstion
Unity Connect
Quick Keys
Key Combinztions
Commands
Startup
Update
Instant Messaging & Presence

Logaing
- XMPP
Change Password
Security
Language
Connection
Network
Proxy

=
% A Alert me when a cal center login fails
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O Services & Settings
Services Settings
E-Unky Settings
1 Appearance
Contact Search
Contact Display
Current Cals
&1 Computer/Phone Integration
Cipboard Integration
Dizlng Rule
B Custom Directory Integration
Configuration
Qutiook Integration
&+ Browiser Integration
CRM
Cick To Dal
Desktop Integraton
Hotfication
Unkty Connect

Double click on the call center in the list to enter a password. Unity will notify the user if the
password has been entered, and if so, if the login succeeded or failed.

© Services & Settings
Services Settngs

Specky cal center authentication detais. Allogn is and passwords are case senstwe and sach
logn id must nciude the doman.

- Unky Settings
Appearance
Contact Search
Contact Display
Current Cals
= Computer/Phone Integration
oard Integration

Specty cal center authentication detals. Al g 65 and PasswoIds are case sensive and each |
logi id must ndlude the doman.

Call Center Login Details
Queue ID
|bokssales@drd.co.uk
Password

all Center Login Details
Queue D
[okssales@drd.co.uk

[The cal center 10Gged N Successiuly|

[ Appl tor all quewses without a password

Disting Rule
&1 Custom Drectory Integration
Configuration
Qutiook Integration
) Browser Integration

Cick To Dal

Logh status. Desktop Integration
Notficstion

|= 2asword s not been entered)

Unky Connect
=- Quick Keys
Key Combinations
Correrands
Startup
Update
& Instant Messaging & Presence
Loggng

[ Al to all queues without 3 password

5 XMPP
Change Password
Securky
Language
= Connecton

As mentioned above, the calls in queue statistic is available in real-time, provided the client
call control service has been assigned to the call center in Broadworks. If this is not the case
the call center will still be included in the personal wallboard, but the calls in queue statistic
will be periodically polled. In this case Unity will alert the user.

Assigning the Client Call Control service to the call center in Broadworks and restarting Unity
will resolve this issue.

Click the cross image next to the password, to delete the password. When Unity is next
restarted the call center will no longer be displayed in the personal wallboard.

2.2 UNITY DASHBOARD

Unlike other Unity products, Unity Dashboard doesn't log into Broadworks as an end-user.
Instead, all requests from Unity are made through the call center itself. This offers two
advantages:

» Thereis no user account required in Broadworks, saving license costs.

» The Dashboard can display statistics from call centers belonging to multiple groups and
enterprises, all on the same View.

However, this means that the Dashboard product is not licensed against a specific user; it is
licensed against the MAC address of the physical machine. This is especially important when
licensing the Dashboard in the Unity partner portal, because although a user account could
have, for example, a Unity desktop, agent and supervisor license assigned, the Dashboard
license should not be assigned here. Rather, a ‘user’ account for the physical machine should
be created, whereby the user id is actually the MAC address of the user, rather than the
Broadworks login ID. Of course Unity will automatically create this account in the partner
portal if it doesn't already exist.

When configuring the Dashboard, the Supervisor login ID and password must be entered
which will add all the call centers that the user is a Supervisor of, as shown below.
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Name
@ Bolts Sales

@ Nuts Sales
© Customer Support
@ Partner Support

Total Calls

@ Unity Dashboard: Jenna Wimshurst

‘ @® Unity DashBoard

£ Unity Settings
v Update Please enter the user credentials for the Dashboard user.
Partner Branding Call Center Wallboarg | FOr Gall center statistics this user must be assigned as a
1 |-cisplay Supenvisor of the call centers. The login id and passwords
i are case sensitive and the login id must include the domain.

service Level Login 1D [jennawimshurst@e.co.uk

= Connection
Metwor Password:  esssssesss

[l Remember my login I

User Group
Display Template [ Remember my password
View

> Settings

About

3 CALL CENTER STATISTICS

The personal wallboard [below] is available in the Unity Agent, Supervisor and Reception
products, while the Unity Dashboard product offers a full-screen display which automatically
resizes to show from one to hundreds of call centers.

My Statistics Overall Queue Statistics

Answered Average Talk Total Staffed Average Total Missed  LongestWait  Total Missed Average Wait
Calls Missed Calls Time Total Talk Time Time Agents Talking Calls (%) Time Calls Total Calls Staffed Ratio Time
0 00:00 00:00:00 00:00:00 0.00 100.00 00:00 1 00:00
0 00:00 00:00:00 00:00:00 0.00 100.00 00:00 1 00:00
- - - 010 0.00 oo RO 13 s | ooo4

0.00 B.67 00:00 1 15 410 00:23

00:00:00 00:00:00 0.03 51.67 00:00 3 30 00:06

All products display the same statistics which are periodically polled from the Broadworks
platform. Some statistics are shown as they are received, whilst others are calculated locally.
The following tables describe each statistic including any calculating or formatting performed.

3.1 MY STATISTICS

This section outlines personal call center statistics, relating only to the currently logged-in user.

| coumntame—{ oesrpton

1 Total Calls Calculated locally by adding the answered calls [2] and missed
calls [3] values together.

2 Answered Calls Taken directly from Broadworks response.

3 Missed Calls Taken directly from Broadworks response. This figure only
represents call center calls that were routed to the agent but not
answered. It excludes abandoned, overflowed and missed calls
at the call center level.

4 Total Time On Taken directly from the Broadworks response and formatted
Calls from a numeric value (seconds) into a duration.

5  Average Talk Time Calculated locally by dividing the total time on calls value [4] by
the total calls value [1], then formatted as a duration.
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This section outlines total queue performance.

o Comnisme | pesepion

1
2

6

7

Total Calls
Answered Calls

Missed Calls

Calls In Queue

Longest Wait Time

Average Wait Time

Average Talk Time

Taken directly from Broadworks response.
Taken directly from Broadworks response.

Calculated locally by adding: Abandoned calls, Supervisor
transferred calls, Escaped calls [caller press 0], Overflowed
calls [exceed BS queue length] and Overflowed calls [exceed BS
queue timer].

Taken directly from the Broadworks response. This can either
be a polled value that is refreshed every n seconds, or it can
be real-time. It is strongly recommended that the Client Call
Control service is assigned to the call center in order to ensure
this statistic is displayed in real-time mode, as otherwise it can
cause confusion.

Calculated locally using queue updates delivered by Broadworks
in real-time mode, so only available if the Client Call Control
service is assigned to the call center in Broadworks, otherwise
the value will remain as ‘00:00.

This statistic can be hidden through the ‘Include the ‘Longest
Wait Time' Statistic’ property in the Settings window, as below:

@ Services & Settings X
Services  Settings
Incoming Calls ~ || Configure call center statistics delivery. Call center passwords (required to gather statistics) can be
- Anonymous Cal Rejection entered in the Authentication section. The Client Call Control service must be assigned to the cal
Call Forward Alays center F reabtime statistics are required.

Call Forward Busy
Call Forward No Answer
i+ Call Center

- Agent [ Only display summary statistics

ACD State

Use scrolbars when the cal center count equals
g 20 5
olmns
Threshold Alerts Process cal centers in batches of
Reporting 2 =
- Abandoned Cals

Comm Plot Express Refresh frequency (seconds)

Available: In Office -
Available: Out Of Office
- Busy
Unavailable
Do Not Disturb
External Caling Line ID Delvery
- Internal Caling Line ID Delivery
- Simultaneous Ring
Outgoing Calls
Caling Line ID Delivery Blocking
i+ Call Control
- Broadworks Anywhere
Broadworks Mobilty
Call Transfer
- Call Park Retrieve
- Call Recording
Call Wating
Flexble Seating Guest
Hoteling Guest v

¥ Cancel 0K

Taken directly from the Broadworks response and formatted
from a numeric value (seconds) into a duration.

Taken directly from the Broadworks response and formatted
from a numeric value (seconds) into a duration.
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