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Main Features:

“ Configures multiple groups for call answering.

© Balanced and intelligent call redirecting.

Centralized Log in/out or from a telephone set.

Waiting line with corporate messages.

Non-business hours automatic messages.

Waiting call pick up.

Caller ID for waiting calls.

© Shows incoming calls.

Description:

ACDKall Control is a telephone redirecting managing system for CISCO IP plants.

This software provides your company with complete control over incoming calls to IP extensions,
redirecting them dynamically as required.

ACDKall Control is a powerful tool which dramatically improves customer service capabilities. By
combining efficiency and effectiveness, it increases customer satisfaction.
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Technical/Implementing Specifications:

ACDKall Control manages and redirects incoming calls by receiving data from the telephone central
and controlling configured extensions, all done over JTAPI.

Its architecture is comprised of a database server, an applications server with both the ACDKall Control

(Web Portal) application and a call-monitoring demon installed, a Call Manager with enabled JTAPI,
and the three kinds of user configurations.
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Schematic Diagram for Provided Solution:

For the following implementation, a redirectioning model over JTAPI will be applied as indicated:

W

* Automatic Message on * Corporate Message during
Non-Business Hours Virtual Waiting Line

| TR— -

This particular model considers that incoming calls to the excecutives' extensions, if busy or fail to
answer within 15 seconds, are redirected to a secretary previously assigned for such purpose.
Furthermore, if the secretary's extension is also busy or fails to answer within 15 seconds, the call
will then be redirected to a group of secretaries or assistants, of which she may also form a part.

For this group, the system keeps record of the telephone activity for each member, delivering the
call to the available member who has spoken the least during that day. If this extension fails to
answer within 10 seconds®, the call is redirected to the next available member with the least
telephone activity.

*Time measures for reference only; may be modified to user's requirements.
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Virtual Waiting Line:

If all agents are busy, the call is redirected to a virtual waiting line until one becomes available.
Meanwhile, a corporate (Hold-On) message or some background music is played.

Non-Business Hours:

After your company's business hours have been configured in the system, any call received on
non-business hours will be answered by an appropriate message.

If a company member becomes absent, the corresponding extension can be temporarily disabled for
call redirecting. This function can be activated from the web by an administrator, or from the telephone
set by each user.
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The system administrator can view the status of any group of assistants or secretaries on line over
an interface connected to the central via JTAPI.
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Requirements:
CISCO 4.1 IP platform or higher.
JTAPI enabled in CCM.
CTI enabled user, with control over monitored extensions.

Applications server web access to CCM.
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