Call center module use case
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* MVNO

* Voip provider

* Call center integrator
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End client situation

* Eight call centers

* 10-16k calls per day

* Low quality of service

* 20+ Queues

* Work stressed supervisors and operators
* No global resource management

* 350 operators

* Unequal client distribution



-
¢ YA Networth
_T ‘o'/ Telecomeee

The problem

Queue 1-2 Queue 3-5 Queue b Queue XYZ Queue XYZ Queue XYZ Queue XYZ
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Client « La poste » Call-center solution

Rtpproxy / Asterisk Opensips
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Average waiting time -20%

Number of answered calls + 10%
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Operateur

Management interface realtime Queues
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- ) ‘ Ll - @ Logged in as Admin
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" Skills management Statistics Reports Activities Dialer Call management Options CSV Exports Recordings
4 4 __-’/ 1 -
Opérateur Int Global Families Callcenters Operators Teams
|| Statistic (¥ Standard [ Performance
Number of Estimated Average Number of Mumber of Number of MNumberof Load Effectiveness Number Numberof MNumber of MNumber of 151 Rate of Mumber of 152 Quality of Numberof 152 Quality of
incoming waiting waiting answerred abandonned clients on queued of free logged in busy answerred service abandoned < service {limit:90 abandoned < service
calls time time incoming calls incoming calls hold calls agents agents agents calls < 180s {limit:&0}) 45s 45s) 15s {limit:90})
921 0 75 855 a7 0 0 5948 4 73 69 808 9439 11 9407 3 9325
Di 3 143 0 49 132 8 1 0 60 94.29 5 10 5 132 100 7 97.06 1 0296
N B 66 0 11 65 1 0 0 50 98.48 5 10 5 G5 100 1 100 1 100
10 0 89 7 1 0 0 44 875 5 ] 4 7 100 0 70 0 70
317 0 5 308 1 0 0 9968 4 70 66 308 100 1 a7 .47 1 o7 47
558 0 72 502 Sl 1 0 90.78 4 75 71 ATT 9502 14 0228 5 9078
Bo E 14 0 49 14 0 0 0 50 100 5 10 5 14 100 0 100 0 100

250 0 83 237 11 0 0 95.56 - 64 60 220 52.83 1 95.18 0 048
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Management interface realtime Families
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‘, Skills management Statistics Reports Activities Dialer Call management Options CSV Exports Recordings \
. J =
T P Global Queues Callcenters Operators Teams
| Statistic ¢ Standard || Performance
Mumber of Estimated Average Number of Number of Numberof Mumberof Load Effectiveness HNumb MNumber of MNumber of Number of 151 Rate of Number of 182 Quality of Number of 152 Quality of
incoming waiting waiting answerred abandonned clients on queued of free logged in busy answerred calls service abandoned < service {limit:90 abandoned < service
calls time time incoming calls incoming calls hold calls agents agents agents <180s {limit:80) 458 45s) 158 {limit:90)
1] 4188 0 72 3833 289 7 2 6204 9 73 64 3623 94 52 62 6288 29 9214
0 0 0 0 0 0 0 0 100 0 0 0 0 100 0 100 0 100
o ] o o o o ] 100 o 4 4 o 100 o 100 0 100
200 0 50 274 12 0 0 55 95.8 4 9 5 273 99.64 g8 97.16 2 95.14
E________ 1} 1 ] 45 9 1 1 ] 66 90 4 9 5 9 100 1 90 0 81.82
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Management interface realtime Callcenters

Opérateur

Intégrat

Opérateur

Paris_PASC
Agen_FASC
Macon_PASC
Digne_PASC
Gap_PASC
“annes_PASC
Pasci_PASC

FV_PASC

125

100

75

50

25

Number of distributed incoming calls

Mumber of logged in

_7 | Skills management Statistics Reports Activities Call management Options
) Intéarateu II Global Queues Families g Operators Teams
Number of answerred incoming Mumber of non-processed incoming Time before Incoming calls average talk  Effectiveness
calls calls pickup time agents
0 0 0 0 100 0
514 0 0 04:23 100 6
2047 2 o 04:02 98.9 38
Ggs 1 o 04:14 6.9 18
0 0 0 0 100 0
284 2 4 04:18 99.3 ]
0 0 0 0 100 0
313 0 3 05:02 100 ]
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Mumber of busy
agents

@ Logged in as Admin

Mumber of delogged
agents

a7
a7
53
29
45
47
15

32
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Login duration
{hh:mm}

4416
172:33
8527

41:56

32:28
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77109

77110

77111

7113

77114

77115

77116

77

77118

77119

77120

7121

7122

77123

77124

77125

77126

Operateur

Management interface realtime Agents

Macon_PASC

Operator Name

LAPOR
JANIAI
FEUTEL
RICHAFR
DARFELN
DIDIER

MALIR

ALTER
BERTRA
BRIDE
FLEUF
HERII
LECH

BRESSI

5]

o

Team Time before pickup Mumber of answerred incoming calls Number of abandoned incoming calls Effectiveness Online Status  Average talk time Login duration {hh:mm)

Macon 1

Macon 2

Macon 3

Macon 1

Macon 3

Macon 1

Macon 2

Macon 3

Macon 4

Macon 2

Macon 5

Macon 3

Macon 2

Macaon &

Macon 3

Macon 3

Macon 4

38

37

29

40

28

47

30

27

41

35

45

40

35

18

19

100

100

100

100

100

100

100

100

100

100

100

100

100

100

100

Disconnect all

04:09

05:38

04:19

03:36

03:33

04:34

03:36

03:17

03:456

02:49

03:37

04:38

02:58

0311

04:11

02:19

03:22

02:13

03:31

02:56

02:04

02:51

02:58

02:38

03:08

03:08

01:07

02:15
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Management interface reports Callcenters

Custom period: | 19 Apr 2015 08:00 v | 21 Apr2015 19:30 v Submit

Export to csv

Number of distributed Number of answerred Number of non-processed Time before Time before Number of logged in Incoming calls average Total duration of Effectiveness Number of outgoing Login
incoming calls incoming calls incoming calls abandon pickup agents talk time calls transferred calls duration
Paris_PASC 0 0 0 0 0 0 ] 0o 0 0
Agen_PASC 2211 2211 0 0 0.03 2487 04:22 161:26:09 100 o 07:14:05
Macon_PASC 5853 5843 7 01:04 0.03 8.01 04:12 400:57:04 50.88 0 19:22:18
3238 3234 0 0 0.03 472 0426 2304353 100 ] 11:13:37
] 0 0 0 0.05 0 ] 100 0 00:03:12
Vannes_PASC o971 elae] 2 00:41 4.41 24 04:33 733131 99.79 ] 05:04:38
Pasci_PASC 0 0 0 0 0 0 0 100 0 0
FV_PASC 1182 1173 3 01:34 325 212 05:30 107:38:02 99.74 0 05:04:16
Export to csv
Callcenter Mumber of distributed Mumber of answerred MWumber of non-processed Time before Time before MWumber of logged in Incoming calls average  Total duration of Effectiveness Mumber of outgoing Login
incoming calls incoming calls incoming calls abandon pickup agents talk time calls transferred calls duration
19.04.2015 Agen_PASC ] ] ] ] 0 ] ] 0 100 0 0
20.04.2015 Agen_PASC 1125 1125 ] ] 0.03 7T 04:29 84:08:56 100 0 03:21:20
21.04.2015 Agen_PASC 1086 1086 1] 1] 0.03 743 04:16 771713 100 0 03:16:45
Total Agen_PASC 2211 2211 0 0 0.08 1513 08:45 161:26:09 300 0 07:14:05

Average  Agen_PASC 737 737 0 0 0.02 5.04 D2:55 53:48:43 100 0 D2:12:41
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Management interface reports Families

Custom period: 20 Apr 2015 08:00 v | 21 Apr 2015 19:30 ¥ Submit

#| Statistic ¥ Standard [_| Performance

Export to csv

Number of Number of Mumber of Number Time Calls Totaltalk MNumber MWumberof Average Incoming calls Effectiveness Incoming Number MNumberof 151 Rate Numberof 152 Quality MNumber of 182 Login
distributed answerred abandonned of before sent time of free  loggedin time average talk calls of answerred of service abandoned of service abandoned CQuality of duration
incoming calls incoming calls incoming calls incoming abandon out agents agents before time (mm:ss) load clients calls <180s (limit:80) < 45s {limit:90 <15s service
calls pickup on hold 458) {limit:90)
Zourrier 12469 12448 1669 14117 02:44 4224 9175851 18 2074 033 04:25 88.18 10.84 11303 a0.8 229 8063 100 88.81 41:11:53
SCI ] 0 0 0 1] 0 0 1] 0 0 0 100 0 0 0 100 0 100 0 100 0
CE 13 13 4 17 03:20 0 00:46:17 0A7 300 0 03:33 76.47 56 64 0.03 12 92 31 ] 7647 0 T6.47 04:12:01
VICES 934 932 58 9a0 02:33 0 70:24:19 1.87 4.01 442 04:31 94.14 52.78 0.53 884 94 .85 11 952 8 94,91 06:04:38
E ‘ES_PRO k) a7 5 42 01:02 0 03:07:12 1.87 4.01 419 05:03 88.1 37149 0.03 ar 100 4 a7.37 2 925 06:04:38
Export to csv
Family Number of Mumber of Mumber of Number Time Calls Totaltalk Mumber MNumber Average Incomingcalls Effectiveness Incoming Number MNumberof [51 Rate HNumberof 152 Quality MNumber of 182 Login
distributed answerred abandonned of before sent time of free  of logged time average talk calls of answerred of abandoned of service abandoned Quality duration
incoming incoming incoming calls incoming abandon out agents  inagents before time (mm:ss) load clients calls < service < 45s {limit:90 <15s of
calls calls calls pickup on hold 180s {limit:80) 45s) service
{limit:90)
20.04.2015 3 Irrier G491 6480 a83 7383 02:59 2245 4835305 2 4657 0.3z 04:28 B8.01 12409 15.68 5080 59228 121 8048 51 gBE2  2112:57

21.04.2015 3 irrier 5978 5088 786 6754 02:26 1979 434:0548 347 44.06 0.35 04:21 B8.36 11877 17.3 5323 89.19 108 898 49 89.01 192255
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Management interface reports Agents

Macon_PASC

Export to csv

ID Operator Name
LAPORTE Denis

77109

Mumber Logged in time

2015-D04-21 08:31:59

2 2015-04-21 09:08:49
3 2015-04-21 09:45:25
4 2015-04-21 10:21:15
5 2015-04-21 14:50:40
] 2015-04-21 15:16:47
7 2015-04-21 15:29:12
a 2015-04-21 15:49:38

Go Op Og Op Og Op 0 09:08:49 - 09:42:21 } 7. 7.
8,028,282 09,09. 04 09:08:49 - 09:42:21 |, /7.,

77110 JANIAUD Henri
77111 FEUTELAIS Franck
77113 RICHARD Vi

Team Mumber of distributed incoming Number of answerred incoming
calls calls
Macaon
. 34 34
Logged out time Duration Logout reason
2015-04-21 09:04:42 00:00:32 normal logout
2015-04-21 09:42:21 00:00:33 normal logout
2015-04-21 10:04:54 00:00:19 normal logout
2015-04-21 10:29:53 00:00:08 normal logout
2015-04-21 15:15:30 00:00:15 normal logout
2015-04-21 15:28:09 00:00:11 normal logout
2015-04-21 15:46:27 00:00:17 normal logout
2015-04-21 16:16:39 00:00:27 normal logout
2015-04-21 (02:45)
e s Ps 75 P 7a Po Za Po Po fe Vo Vo Zo Vo 7
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Macon

38
2
IMacan 19
3
Macon
. 52

a8

w
o

52

Number of abandoned incoming Effectiveness Time before
calls pickup
0 100 0.03
l5 lg de lp le Fa Is s ds dn do lp le lg lg lg
g Vg Op i gIg Vs Op Ay dg Vg Op S 3p s O 59

100 0.03
100 0.05
100 0

Incoming calls average talk
time

03:58

04:35

05:09

o
Number of outgoing transferred Login

calls duration

0 00:02:45

0 00:03:20

0 00:03:59

0 00:04:10
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Management interface Skills

3t _ ECLA v
General Pool This Queue

Paris_PASC Macon_PASC Digne_PASC Gap PASC Paris_PASC Agen_PASC Macon_PASC Digne_PASC

Vannes_PASC || Pasci PASC || FV_PASC Gap_PASC || FV_PASC

D Operator Name Online Calls D Operator Name Online Calls

77204 SUPFORT UN 0 4709 GALAN DREULLE Sylvie 0

77205 SUPFPORT DEUX 0 4722 LAPOUGE Jean Jacques 39

77182 Poste Formation 0 4734 WAN MULLEM Michel 0

»

77202 SAN MIGUEL Emile 0 4732 WERSTRAETE Isabelle 0

70418 MOCHOLI Christian ] A 4707 BOUFLOUS Habiba 0

70423 SAUVE Marie-José ° 31 4708 CARAIRE Marilyne 30

70431 PLOVIE Danielle 18 4710 GALARET Gilles 0

70433 CALEROC Myriam 35 4712 LARRIEU Janine ° 43

70443 SIAUD Yeronique 0 4713 MESTRE Marie Carmen 0

70444 VIGNERON Jean-Pierre 0 4714 SEM Jeanne ° 4

- w

i_Eservices "
‘ert Produits en Ligne ~
iste "

_____'ert de Enseigne v
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Management interface Call management

Dissuasion Transfer
4 4 K Queus Name Call transfer percent Partner
T Skills management Statistics Reports Activities Dialer Call management Optio
s e Transfer Part _
Opérateur f ook el LA 50 B25-5C ¥

i .-\- T
Queue Name Max simultaneous clients on hold Audio file Actions vices 0 B25-CO
1_RECLA 6 Diss3631_PUB " IE3 5
_ Tra ien Ligne 0 B2S-CO v
;_Eservices 4 Diss_ Eservices PUB v
2 0 B25-CO v
Tra roduits en Ligne 1 ACD_ATTENTE+DISSUASION v m
giposte 1 ACD_ATTENTE+DISSUASION ¥ 1 seiane 0 B25-CO v
0 50 B25-5C v
IBRE 0 B25-CO v



Recordings

D Operator Name Recordings  Callcenter
7035 SERHANE Souad 15 Paris_FPASC
CallerD Start Date Call Duration Size
09s: 2014-10-23 17:20:38 269 262.90KB
[ 025. 2014-10-23 171729 156 152.51KB
[ 013! 2014-10-23 17:12:37 108 194 4BKB
[ 0651 2014-10-23 17:01:12 622 G607.36KB
[ nos 2014-10-23 15:46:47 434 423.21KB
3314 2014-10-23 16:43:22 317 308.T4KB
3327 2014-10-23 163347 535 523.97KB
[J 3368 2014-10-23 16:22:16 515 503.00KB
[ D5l 2014-10-23 16:15:58 382 372.23KB
[ 3366 2014-10-23 16:12:45 2449 243 40KB
[ 038 2014-10-23 16:08:45 214 208.20KB
0471 2014-10-23 16:06:41 48 45 45KB
095 2014-10-23 16:02.41 158 154.27KB
[ 0681 2014-10-23 15:56:34 308 200 46KB
[ 024+ 2014-10-23 15:62:26 143 130.85KB

Select all

Delete

schedule recording

Action

T

D 0 0 0 0 0 0D 0 0 0D 0 0 @D O
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Call center motivation screen

Clients on hold Global Load 1IS1

(Level of service 3m)

8 89 95

Agents Effectiveness Answered Calls
[Free : Talking]

16:59 93

4055
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Last two years of use stats

* 8m+ calls served

* Opensips never crashed

* Better resources planning
* Happy customer



Questions ?
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