QueueMetrics
call center monitor

v Monitors inbound queues and outbound campaigns

v Heavy-duty, industrial-grade solution
v’ Deployed in hundreds of call centers worldwide
v Web-based interface, no client installation required

v Minimal Asterisk interactions leads to maximum
overall availability
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QueueMetrics

How it works

v Asterisk writes data to a log file while

SMALL CC QueueMetrics reads it and produces all reports
(<50 agents)
v'Can be installed on separate server

MID-SIZE CC v'Lightweight data loader process
(50-100 agents) v'Load is minimized on Asterisk server
LARGE CC v'The whole cluster of Asterisk servers is

(>100 agents) monitored as one large virtual call center

v Excellent scalability and uptime
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v Over 150 metrics computed

v Taken and lost call metrics:
length, wait times, distribution,
SLA

v'Weekly, daily, hourly
breakdown (up to 5-minutes .
resolution) T,
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v' Agent session metrics,
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v" User-definable business
metrics v Easily scriptable via XML-RPC

v Export data to Excel, XML, CSV v Listen to call recordings from web
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Agents can...
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Access a dedicated web interface
See their recent call flow
See their logon and pause status

Open external CRM applications
passing along call data (IVR
choices,cadller ID, etc)

Login and logoff from web
interface

Start/end pauses and enter
custom-defined pause codes (e.g.

Martin | Individual agents © &% &
QueueMetrics
call center monitor

alls for agent Martin

lunch,back office, email, etc) e T

Enter call status codes based on = Do W Ee Beme gon
the call outcome (e.g e —
Sale,Contact, Do noi call etc) o R
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