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VanillalP Call Centre Options

You can’t manage what you can’t measure

VanillalP offers a scaled call centre portfolio catering from small, informal and unmanaged
customer facing teams to large multi site business with hundreds of Agents. One thing all these
businesses have in common is a need to understand the dynamics of their customer calling
patterns, ensure they are providing the best possible service and identify resource or training

shortcomings. VanillalP Call Centre Solutions are a crucial element in making sense of this

Rich Application Sets
VanillalP Agent and Supervisor clients offer an extension to the underlying application sets
available on the VanillalP platform. Featuring ACD, real-time and historical reports, VanillalP

gives you the tools and information to effectively serve and manage customers.

Scalability
As a pure IP-based system, VanillalP can support Agents and Supervisors anywhere in the world.
And what's more, you don’'t need to commit to additional capacity in advance; with 30 day

licences you can simply scale your workforce up or down as seasons and projects require.
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Unity Agent
Unity Agent empowers Agents by simplifying call handling, escalating to Supervisors and
managing Wrap-Up, Not Ready and Available states. In addition, Unity Agent allows Supervisors

to Instant Message groups of users and allows Agents to select which groups they are logged
into at any one time.
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Call Centre Supervisor

Supervisor is a powerful reporting and management engine that gives Supervisors and line
managers relevant real time and historical performance information on Agents and Queues,
presented in a simple line and bar chart format.
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VanillalP Call Centre Supervisor Sample Reports

Real Time Stats
o Call State
Call Time
ACD State
ACD Time
Calls In Queue [per queue]
Average Wait Time
Calls Abandoned

% Within Service Level
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Agents Available

Historical Reports

Agent Activity Report

o Total Time in Wrap-Up, Available, Unavailable State [pie graph]
o Total Talk, Hold and Idle time
o Total ACD, Inbound and Outbound Calls




Agent Utilisation Report

o0 Average ACD, Inbound and Outbound Duration
o Average Wrap-Up, Sign-In Time, and Talk Time

o Visual Comparison of all Agent Utilisation

Queue Performance Analysis Report

o Calls Answered, Queued, Overflowed, Abandoned
o All Queues compared by Service Level %

o0 Average Wait Time

o Average Time Until Abandon



VanillalP Call Centre Instance Sample Reports

A Call Centre Instance, without additional Agent and Supervisor users, will still provide summary
Queue and Agent stats for no additional charge. These stats are available through the VanillalP
web based provisioning portal and provide a performance summary for the current and previous
days. Each morning the previous days summary stats can be emailed in Excel format. Stastics

provided;

Queue Stats

o0 Number of calls in queue now
Number of incoming calls
Number of queued calls

Number of busy overflows
Number of calls answered
Average time spent with an Agent

Average time in queue
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Average number of Agents busy



Agent Stats
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Number of calls received for each Agent
Average time each Agent spends on a call
Amount of time each Agent is logged off
Amount of time each Agent is busy with a call
Amount of time each Agent is logged on and idle

Number of calls not answered by Agent



