Display Statistics

Smuort Mec receives coll stofistics from Automatic Coll Distbution (ACD) systems then sends this informafion fo
Apha™ LED disploys (reader boards). Reader boords then display up-bothe minute coll stofisfics tor each call group
noding:

» number of colls in quese ® number of colts waifing
ime the call holding longest hos been on hald * vemge speed of answer
fce level * call volume
» number of ogents and number ovailoble fo toke colls  * and more.
» presented, onswered, ond obandoned cof st

Escalate Problems

Ay time posted stafistics foll below o rise chave o citical threshold, the information disployed con chonge colors
fo olest agents. For example, if longest coll waiting is under 25 seconds, the call waiting volue might be disployed
n green. When ihe number reoches 30 seconds, it could be sef fo fum amber. The number might furn red when
t exceeds one minute. Moreaver, Smart Alec can stort o strobe light or audible olorm i values foll too low, At

fhe: some fime, Sma 'J'u, sends poges and emails to olert ogents ond management. IF the coll volume increases
dromafically or number of avoilable ogents drops fo O, Smart Alec may poga bockup ogents to attend to the collers

Communicate Additional Information

]l'sF same signs that dispoy call stofisfics con be used to display other perfinent information, perhops os o scrolling
" cross the bottom of the sign. Monogement uses Smart Alec’s editor to send messog

Smart -|I'-L 5 impartent nfeemation from other duto sousces such os 'ITE"':IJFIEE‘T‘- O 0WOITm ".r‘-r-*l'l'l" T:'I-:'!

pddifional displayed messoges might include:

» congrotulofions for goaks achisved ® spatials or incenfives
® COmpany news ® emergency oloms
» soles goals and current stafistics ® natwork stofus
® SHECnl events (2.0, company picnics) benefits onnouncements
» hirthday greetings

Receive Multiple Benefits

1. Improve call statistics. Agents observe call stofistics at o glonce ond therefore moke infarmed

Jedisions to improve: coll processin odiotely. When oddifional agents are required, poges ensure that backups

ore nafified immediately from onywhese in the building.

2. Enhance agent morale. Nowle improves when oll ooents cleorly observe performance impeove

ments, congrotulotory massoges, and other employee messages

3. Increase efficiency. When coll volumes decrense, ogents con fum their offenfion to outhound

telephone colls, retuming fo inbound when queues start to build ogain. Overstaffing con be eliminated when agents
le both inbound ond outhound colls. Moreover, menagers do nat have to spend os much fime obtaining or

communicafing coll sttistics, improving the efficiency of their ocivities

Implementation

The dingrom on the reverse side illustrates the process by which Smart Alec receives coll stotistics from ACD
systems then sends this information to Alpha LED disploys and pogers




Smart Alec Application Sheet — Call Centers
An example of a Call Center displaying ACD statistics

Information Source
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