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FapaHTUpoBaHHOe oOocnyXxXnBaHue KnueHToB ¢ 3CX Call Center

* KauectBeHHOE 0b6CnyXnBaHue — BO rnase yrna
* He ponycTm notepu 3BOHKOB!
* He gponycTum gonroro oXxnaaHus Ha IMHUK!

* 3CX Call Center Module — KOpriopaTUBHbIN KONLUEHTP MO LileHe Hegoporoun
ATC!
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YTto npeacraBnsietT cooon KonueHTp 3CX?

* OnumoHanbHbIN MoAynb AnA 3CX Phone System
* lo6aBnseT ¢pyHKUMOoHan konueHTtpa ¢ ATC 3CX

* Hnyero oONONMHNTENBLHO yCTaHaBJINBATb HE HYXHO:

* ®dyHKUUOHAN KosueHTpa gobasnsieTca npu «anrpenae»
JNINLEH3NOHHOTO Knroya

* CamM NUUEH3NOHHbIN KoY He MeHAeTCcH

* [lpocTo NnpuobpeTnUTe «anrpena» n nepeakTuBmpymuTte 3CX
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Ctatucrtuka no oyvyepeasmMm n areHtam B peasibHOM BpeMeHU

-loy
° MOHVITOpVIHr COCTOSIHUS 3CX MyPhone - Windows Internet Explorer Oj x|
O©) » = /w0 oF |7 X = scimere [l 2 2
oyepeam
@ v Carence Abbott 120 Available 3 CX
® 0630p BbI3OBOB B O‘-lepep,l’l iEntera name or number ... \. 5!! .
 CTraTyc areHTOB 154PM Q
* Hawnbonblee Bpems 5 [t [ [ @[5 e2e D 7 | Logout
oXunpgaHus v 814 814SalesQueue i
° CpeAHee BpeMﬂ oXuagaHuvs Name | Status |Ans | Abnc | Info | Other
@ 8145alesQueue 0/0 0 100 % LW:00:00 00:00/00:00
& 102 Maria Johnson Logged in 0 5 5/16/2011 1( 00:00
& 104 Jonas Fung Logged in 0 0 5/16/2011 8: 00:00
& 108 Lia Bond Logged in 0 0 5/16/2011 8: 00:00
& 106 Emily White Loggedin 0 0 5/16/2011 8: 00:00
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Onuwus Call Back (06paTHbIV 3BOHOK)

* AODOHEHT MOXeT «MOJIOXUTb TPYOKY», HO ero No3uuusa B ouepeam
coxpaHsieTcsl

* AODOHEHT Nony4YnT oo6paTHbLIN 3BOHOK, KaK TOSIbKO KTO-TO U3 areHToB
ocBoboauTtcs

* CynepBu130p Nony4muT e-mail yegomneHmne o6 coobiTum call back,
ecrin 3To Heobxoanmo
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CTtpaTteruu obxoaa oyepeau (Bbibopa areHTOB)

* YMeHbluaeM BpeMsl OXXuaaHusa aboHeHTa!

* He ynyckaem Hu ogHOro Bbi30OBa

Round Robin — BbIOOp areHTa LiuKNn4Yecku

Longest Waiting — BbIOOp AonblLue BCEX XAYLIero areHTa

Least Talk Time — BbIOOpP MeHbLUEe BCeX rOBOpPUBLLEro areHTa

Fewest Answered — BbIOOP MeHbLLEe BCeX OTBeYaBLUero areHTa

Hunt by Threes - Prioritized — BbIOOpP Tpex areHTOB Mo MPUOPUTETY
Hunt by Threes — Random — BbIOOp Tpex areHToB crny4amHbIM OOpa3om

3C>X ‘ Software based PBX for Windows®



Round Robin — BbIGOP «MNo Kpyry»

AreHT 1 nony4yaeTt nepBbIn
BbI30B

AreHT 2 - BTOPOU BbI3OB 30X

AreHT 3 - TPpETUN U
T.O.
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Longest Wait — BbIOOp Aornblue BCeX XAayLero

Mpuoput CpegHee
eT Bpems
Bbi30Ba «MNPOCTOSA»
#3 @  AreHT 3
1 MWUH.

#1 @ AreHT 6
2 MMWH.

#2 @ AreHT 4
3 MWH.
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Least Talk Time — BbIOOpP MeHbLUE BCeX rOBOPUBLLEro
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Mpuopurt
eT
Bbl30Ba

#3

#1

@  AreHT
1

@  AreHT
2

@ AreHT
3

Bpewmsa
ooLweHun

57
MWUH.

53
MWH.

49
MWH.



Fewest Answered - BbIOOp MeHbLLEe BCEeX OTBeYaBLUero

Mpnoput KonuyecTtB
eT o
BbI30Ba OoTBeé4YeHH

bIX
#3 \\\3 AreHT BbI3gBOB
1
#1 @  AreHT 34
2
#2 & AreHT 36
3
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Hunt by Threes — Prioritized — BbIOOp Tpex No npuopuTeTy

Mpuopwut
eT

\#  AreHT 1

2

3CX

-
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Hunt by Threes — Random — BbIOOp Tpex criy4amHo

‘@&  AreHT
1

@& AreHT
2

‘@  AreHT

3CX
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Listen in, Listen & Whisper and Barge in

Listen & Whisper -

Listen in -
npochnviIiuBaHue npocnytinsaimne u Barge in — BKIMHUBaHue B
P y noacKa3biBaHUe
I'IpocnymuBaHMe pa3roBop onepartopa u
I'Ipocnyumsal-me pa3roBopa u a60HEeHTa
pasroeopos pasgenbHoe obleHmne ¢
onepatopos onepaTopomM unu aboHeHTOM
Call Status Call Status Call Seatus
| Reject | &, Reject l . Reject
“*‘f L2 Transfer Aval L  Transfer A““1 L3 Transfer
Avat R4 park Avo{l ' park Ava‘{ ' park
Amli an Leave voice mail Avai ap  Lesve voice mail AN{ oo Lesve vorce mal
Av.:1 L2 Record call Aval 8% Record call Av-!‘: LS Record call
awd &% Barge in - lw..qI L Bargein AM: & Bargein
aval &2 Listen | aval & Listen | nval 82 Listen
aval & Listen and Whisper | ;\\...4' < Listen and Whisper | Am“ L Listen and Whisper
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Wrap-up Time — BpemMs 3a (pukcaumu Bbi3oBa

* [lo3BonsieT onepaTtopy 3aHeCcTn nMHcpopmaLuro o BbizoBe ¢ CRM unu
NPOCTO OTAOXHYTb

* BpeMsa MOXXHO HaCTpPoOUTb

Call Center
Configure the Call Center options
Callback Option for this Queue Offered to caller after timeout in seconds | 600 0
Callback Outbound Prefix 2 0
Wrap-Up Time 20 )
Reset Call Statistics for this Queue [ G (2]
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SLA yBeOOMIEeHUA — KOHTPOJ1b KayecTBa OGCHy)KVI BaHUA

* YBegoMIieHUs CyrnepBU3Opy B criyyvae:
* 3apepKKu aboHeHTa B ouepeam CBbille onpeaereHHOro BpeMeHu
* MoTepsAHHOro BbI3OBa B o4yepeau
* YoayHoro ob6paTtHoro Bbi3oBa (callback)
* HeygauHoro o6paTHoro Bbi3oBa (callback)

* CoObiTMA TakXxe 3aHoCcATCA B Event Viewer Windows

¢ npOCTOﬁ KOHTPOJIb Ka4yecCcTBa 06C.I1y)KMBaHVI$| KInMneHToB

Callback Notifications
Queue Manager Email Address

2
("] Notify Queue Manager when Caller has been waiting in the queue for (seconds) ‘ | 9
("] Notify Queue Manager when a Callback is made 9
Notify Queue Manager when a Callback fails (2]
Notify Queue Manager when a Queue call is lost 9
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3CX Wallboard — nH(popmMmauMOHHas NaHenb KONuUeHTpa

* luHamunyeckasa WEB cTpaHunua Ha HTML 5.0

* OToenbHasa BKNaakKa ans Kaxnou ovyepeau

* [lo3BoNAET OLEHUTb CUTYaLUI0O OOHUM B3rnaac
* HactpanBaemMbiu BHELWWHUN BUA

* HactpanBaeMbIX CIUCOK OTOOpaKaeMbIX 3HAYE

* http://www.3cx.com/blog/wallboard/queue-statistics
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2011

15:12:20

Calls Waiting

Calls Serviced Now

Average Waiting
Time

Total Calls
(Ans+Abnd)

Answered

Abandoned

Total Talking Time

3CX US Support - 8001
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3CX Wallboard — gocTynHble napamMmeTpbl CTaTUCTUKU

Queue Statistic Name ID Display name As seenin Description of what this parameter will output

(As described in config.xml) App_GlobalResources

language file
CallsinPoll Calls Waiting Calls that are not serviced - waiting to be serviced
CallsServicingNow | Calls Serviced Now | Calls being serviced atthe moment
CallsWaiting Current Queue Calls (in poll Calls waiting + Calls Serviced

and connected)

AverageWaitingTime Average Waiting Time Average Waiting time

TotalCalls Total Calls (Ans+Abnd) Total calls - Answered, Abandoned, Waiting, Polling
Answered Answered Answered calls - Successful calls

Unanswered Abandoned Unanswered calls - unsuccessful calls
DroppedIinWait Caller Drops Call Experimental - this counter works in certain condition

when call end is detected explicity by caller

ReqCallBacks Callbacks Total number of callbacks made by the system
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3CX Wallboard — oocTynHble napamMmeTpbl CTaTUCTUKU - NPOAOITKEH

DroppedinPoll

CallsExpired

DroppedByQMCalls
TotalTalkTime

LongestWaitTime

AvTalkTime
AbandonRate

TotalUserRequestedEnd
TotalCallsReachedMaxTime

TotalTransfersFailed

Dropped In Poll

Total Unanswered Polling Calls

to Agents

Dropped By QM Calls

Total Talking Time

Longest Waiting Time

Average Talking Time

Abandon Rate

Total Calls going to Dest No

Answer

Calls Reaching Max Wait time

Total Transfers Failed
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Experimental

These are the polling calls to each and every agent

within the same queue call

Experimental

Total talking time

The longest period of time that a caller had to wait in

the queue.

Average talking time for all agents and all queues

Unanswered calls percentage of total calls

total number of calls that went directly to the Queue’s

Destination no answer forwarding rule

total number of calls that reached the Maximum Queue

Waiting time without anyone answering their call.

Experimental - Total number of calls that were
transfered from the queue to another destination and
failed.
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3CX Call Reporter — HOBble OTYeTbl KOfnLUeHTpa

* 20 npeayCcTaHOBNEHHbLIX OTYETOB CﬂeLlM(#)VI'-IHbIX AnA KOoJILeHTpa

e HeKOTOpre OoTYeTbl BKINKO4YakT rpa(bm(u n anarpamMmmbl

ﬁ Call Center Reports

Detailed Queue Statistics - All Queues Lost Calls - All Queues CallBack Statistics - All Queues
Detailed Queue Statistics - Individual Queue Lost Calls - Individual Queue CallBack Statistics - Individual Queue
Call Distribution of Answered Calls Lost Queue Calls Failed CallBacks - All Queues

Call Distribution of Unanswered Calls Answered Calls - Waiting time Failed CallBacks - Individual Queue
Call Distribution of Answered and Unanswered Calls SLA Statistics - All Queues Agent Statistics - All Queues

Team Statistics - All Queues SLA Statistics - Individual Queue Agent Statistics - Individual Gueue
Team Statistics - Individual Queue SLA Breaches Report
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Pe3rome

* KonueHTp 3CX — nonHo¢yHKUUOHaNbHbIU KOnueHTp no ueHe ATC ana manoro
u cpeagHero busHeca

* Mo3BonsieT He6OMNbLLIOK KOMNAaHMU OOCNYXXUBaATb KIIMEHTOB Ha YPOBHeE
KPYNHOW Koprnopauuun

e floctyneH, Ha4YnHaa ¢ 3CX Phone System v. 10
* Knroy aktuBauuu LFMD-4QDR-70HP-2Z202

* [IpocToe KOPOOOUYHOE peLueHne AN NOBbIWEeHUA NOANBbHOCTU KITMEHTOB U
yBenuyeHusa npogax!
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DyAbTe B Kypce Halwlero npoekral

WWW.3CcX.com.ua

www.3cx.com.ua/blog
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