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Contact center managers must have timely, accurate
information available in order to maximize
productivity. This requires real-time statistical data

From a single interface, the eOn Supervisor that is both easy to understand and easy to use.
WorkSpace provides contact center managers with a With Supervisor WorkSpace, instantaneous updates
fully customizable set of monitoring, reporting, and of contact center activity are delivered directly to the
administrative capabilities necessary to ensure all Supervisor’s desktop. It also provides supervisors with
forms of customer contacts — voice, email and Web the capability to generate customized historical

chat interactions — are managed efficiently and at reports showing all pertinent information required
the highest service levels. to improve agent performance and make mission

critical decisions.
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With Supervisor WorkSpace on your desktop
you can quickly observe and respond to
changing conditions in your contact center.
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Supervisor WorkSpace can ensure that all of your customer
interactions are answered in a timely manner. Supervisors
can monitor service levels and ensure the highest contact
center productivity. Supervisor WorkSpace provides you
with an easy-to-use graphical interface to answer all of your
important contact center questions and make smart
business decisions. Your supervisors will have all the tools
they need to monitor in real-time any area of contact
center performance, such as number of abandoned calls,
average hold time, and number of calls in queue. With
up-to-the-minute customer information, you can cut costs
and increase revenues by responding to contact center
needs in real time.
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The Supervisor WorkSpace main menu provides all the tools you
need to analyze and run your operations more efficiently.

Real-Time Display Supervision

The Display Wizard enables supervisors, with “point and
click” ease, to customize their own real-time display
screens showing agent, group, skill set and gate details.
See an agent that needs additional assistance? With a
simple mouse click, the supervisor can remotely monitor,
coach, or barge-in on an agent’s conversation as well as
quickly reassign skill sets, change passwords, and modify
the agent’s availability mode.

Karl Rangfinld i434] Properties

oeseral] Usar Avanced | gates | croies |
Phane Password
Thes pesmserom wmesd when logpeg nfo fhe phore |75
Forvsrdng
% Toos thesmer's forwsedng opbore,
cick SatF ; S [orvesrding
Segtch Pararpsiers
i Thesss pararedsrs alfecl how e e i el up on e
o Dwith
M2 =i Serace I P K|
Gl Fone k |
ol 56 T -
T Helg T

FHEd Fosnge

Mk Ag i
rargs A et Detsul s B
L i1 A

Jage Th Moy

Armed with real-time information supervisors can modify resources as necessary.
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Dynamic Alert Notification

Alert Wizards make it easy to create customized alerts for agents,
groups and gates. Alerts appear on the main program screen in the
alert watch bar indicating status by changing colors thus allowing
the supervisor to get a quick visual indication of problem areas. See
an alert the requires attention? Simply click on the alert to see a full
display of statistics for that particular agent, group, or gate.
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Supervisors can observe and respond to critical call center needs.
Here, we see that the Supervisor has clicked on a red alert to
view the details. The Supervisor can see that the average voice
talk time has been exceeded.
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With a click of the mouse, the Supervisor has elected to monitor one of the agents
whose average voice talk time has exceeded the threshold.
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Advanced Graphical Charts

Chart Wizards assist you with designing customized graphical
displays using a wide variety of bar graphs and pie charts to meet
specific individual needs. The end result is an extremely effective,
graphical representation of critical contact center information.
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Real-time statistics in a graphical format offer instant visibility of your
contact center operations.




Customizable Reports

Reports are key to optimizing contact center
operations. The Report Wizard is an intuitive tool for
providing historical reports to managers for evaluating
contact center efficiency. Reports can be printed, saved
as an HTML file or exported to an XML file. This
reporting mechanism allows easy formatting and
customization of the statistics as well as accessibility to
them via a web browser.
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Supervisors can quickly observe agents that are performing
below defined performance standards and respond with
appropriate training.

Comprehensive Administration Tools

The Administration Console allows supervisors to
manage and control agent, group, and gate resources.
Each supervisor can setup multiple shift profiles,

which store different agent and group requirements
the supervisor needs to manage during a particular
time period.
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Gate activity can be modified instantly as conditions in the contact
center change.

For example, you may have a different set of conditions
you want to view during normal business hours from
those during evening or seasonal traffic peaks.
Supervisors can administer an agent’s skill set
assignments, setup agent permissions, change class of
service and passwords. In addition, supervisors can be
restricted to view only the resources they have been
assigned to manage.
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Supervisors can instantly change an agent’s group or skill set assignment.
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