Some of the more challenging aspects of
supervising a team of agents are knowing what is
happening as it happens, understanding exactly
what's going on and having the ability to respond
immediately. GraphicServer helps supervisors
address and resolve these challenges by
delivering real time data in an easy to understand
framework, allowing supervisors to make
immediate decisions that improve customer
satisfaction and performance.

GraphicServer provides supervisors with timely
and actionable views into the interaction queue
and agent activities - from the number of
interactions (voice, emails, Voice Mails, tasks etc.)
queued to abandon rates to an agent’s status. A
quick glance at GraphicServer's Real Time
Displays (RTDs) informs the supervisors if their
teams are meeting their customer service goals
and performance objectives. It allows supervisors
to check interaction volume, view agent
availability, evaluate the performance of the
contact center, and then take corrective measures
to ensure that all objectives are being met or
exceeded.
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Real Time Display of easy to read contact center information

Benefits

¢ Real Time performance
information and user defined
alerts are displayed in an easy-
to-understand graphical
interface.

e Can be installed as a stand-
alone system or as a plug-in to
the b+s DeskPhone, a GUI agent
softphone.

e Improves the customer
experience by quickly identifying
staffing issues and making
immediate adjustments to better
align staffing with call volume.

e Reduced staffing costs due to
more efficient utilization of
existing agents.

e Speeds recognition of issues that
may impact sales and customer
service and provides the
information to address them.
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The agent view shows individual agent status, organized by skill group.
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The skill group view shows agent activity within each group, organized by interaction & service type.
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GraphicServer displays data in both graphical and columnar formats.
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