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Multichannel routing 
system

1. Description.

Adportas CCKall ACD Manager is a routing solution that enables Adportas CCKall to manage automatic distribution of phone calls, 
e-mails, chats and social media posts between agents of a contact center.

Using load-balancing algorithms and routing by skills, Adportas CCKall ACD Manager chooses the ideal agent for phone, e-mail, chat 
or social media assistance, providing all the navigation versatility of its agent web interface for a personal and efficient service 
experience.

Combined with Adportas CCKall IVR Manager, this solution provides waiting-in-queue and callback messaging if the limit of queued 
calls (configurable) has been exceeded. It provides DTFM assistance options to help define the optimum agent answering to the 
specific request.

Every supervisor will be able to configure the assistance groups in a flexible manner, and always obtain a complete view on the 
activity and performance of each group and/or every agent, from the integrated supervision web interface in Adportas CCKall ACD 
Manager.

Over a CTI connection with the Cisco Unified Communications Manager, agents and supervisors may be able to obtain the amount 
of queued telephone calls, e-mails, chats or social network posts in real time, helping them make the right decisions and minimize 
every client’s waiting time.

2. Adportas CCKall ACD Manager architecture.
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3. Adportas CCKall ACD Manager main functionalities.

Adportas CCKall ACD Manager can be configured by each supervisor to use two different distribution algorithms: load balancing and 
skills.

3.1 Load balancing distribution.
Allows the distribution of phone calls, e-mails, chats or social media posts/messages over load balancing algorithms determining 
which agent is in better assisting condition, based on algorithm parameters such as:

- Most idle (redirects call to agent with most idle time)
- Circular (redirects call sequentially until an agent is available)
- Top down (redirects call always from the first assigned agent down)
- Broadcast (redirects call massively to be taken by first available agent)

Load-balancing on phone example:

           Time 1 > Time 2 > etc.

3.2 Distribution by skills.
Allows the distribution of phone calls, e-mails, chats or social media posts/messages over parameters relative to the abilities (skills) 
of each agent, categorizing them by levels (0-10) within the system’s distribution algorithms. This allows the granular selection of 
the correct person to answer the incoming request.
The supervisor will be able to configure the skills and levels of each agent from the Adportas CCKall ACD Manager supervision 
configuration page, such as:

- Language   - E-mail evaluation
- Area of knowledge  - Chat evaluation 
- Assistance capacity  - Social media evaluation
- Telephone evaluation

Routing by skills, example of usage in a chat:
Adportas CCKall ACD Manager identifies an incoming chat, but recognizing the most apt agent to receive chats is busy with a phone 
call, redirects the chat to the second highest qualified agent (for chats) available.
This also occurs for the rest of the skills for telephone, e-mail, chat and social networks.
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3.3 Messages outside business hours.*
In case of an incoming call outside business hours (configurable), the system redirects it towards a message stating these are non 
business hours.  

3.4 Queueing of calls on message waiting.*
Incoming calls at the time when all agents are busy will be queued. This virtual queue can reproduce a waiting message, a 
predicted waiting time message or any other predetermined audio message. Once the agent with most skills is free, Adportas 
CCKall ACD Manager will assign him that call.

3.5 Greetings message.*
Corporate greetings messages can be reproduced (optional).

3.6 Callback message and scheduling.*
When the number of incoming calls reaches the predefined limit (configurable) Adportas CCKall ACD Manager can reproduce an 
audio indicating that the assistance groups are busy and that they will return the call.

3.7 Creation of agents and assistance groups.
Adportas CCKall ACD Manager allows creating agents and assistance groups in a flexible manner from the supervision web 
interface. 

New agent:

Added agents:

* Requieren Adportas CCKall IVR Manager
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Assistance groups added to the system:

Configuration of agents in assistance group:

3.8 Login / Logout.
Adportas CCKall ACD Manager allows the agents to login / logout from their own web interface or telephone. Optionally, supervisors 
can login / logout an agent from their own interface (centralized). Adportas CCKall ACD Manager displays this information on the 
supervision interface.

Agent login / logout status view on agent web interface:
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Agent login / logout status view on supervisor web interface:

3.9 Multichannel queueing.
Adportas CCKall ACD Manager queues all assistance requests received by each agent, determining priority in order of arrival or by 
skills and depending on the distribution algorithm selected. It displays the pending tasks along with a corresponding channel icon 
(call, e-mail, chat and social media).

Pending assistance view on agent web interface:
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Adportas CCKall ACD Manager server
OS Linux CentOS version 6.0 or higher.
RedHat version 6.0.
Java version 7 or higher.
Java jdk or higher.
Apache Tomcat version 7 or higher.
Port 25 for Adportas CCKall E-mail Manager.
Port 9000 for Adportas CCKall Chat Manager.
PostgreSQL database.

Supervisor and agent interface
JTAPI enabled in CUCM.

Network access
Create network access from Adportas CCKall ACD Manager server 
to Cisco Unified Communications Manager with agents’ registered 
telephone numbers.

CUCM version
Cisco Unified Communications Manager unified communications 
platform version 8.0 or higher.

10 to 50 licences   
CPU: Quad core or higher
RAM: 16 GB or more
Drive: 500 GB or more

100 to 400 licences
CPU: Hexa core or higher
RAM: 24 GB or more
Drive: 1 TB or more

Requirements

3.10 Server capacity.
Adportas CCKall ACD Manager maximum capacity per server is 400 active agents, depending on the hardware where it is installed.

Queued calls view on supervisor web interface:

Adportas CCKall hardware requirements


