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1. Description.

Adportas CCKall Quality Manager is a quality of service manager that controls and analyzes contactability rates for customer service 
groups within the contact center environment, providing options for proactive and corrective actions according to the data collected 
by monitoring tools such as reports based on skill comparisons for each agent and group, performance dashboards divided by KPIs 
(performance indicators), as well as service quality levels for calls, e-mails, chats and social network posts received by logged agents 
in the Adportas CCKall IP Contact Center.

Using CDR files (call details registers) extracted via FTP from Cisco CUCM (Cisco Unified Communications Manager), Adportas CCKall 
Quality Manager delivers service quality statistics in real time for each phone call, including performance analysis for each agent. 
It also generates monitoring alerts when a predefined KPI limit has been exceeded, the results of which can be downloaded as an 
Excel file.

Optionally, Adportas CCKall Quality Manager can be integrated to the Adportas RecKall Active Recording voice and screen recorder, 
an integral solution for recording voice and screen activity for phone calls, compressing generated files using .OGG CODEC for 
maximum disk optimization. Using the Adportas CCKall supervision web interface it is possible to search for audio and video files 
using filters such as Counterpart ANI, extension, type of call, date, duration and metadata.

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

3.1 Quality indicators.
These indicate number of phone calls, e-mails, chats and social media posts received, answered, pending, transferred and 
abandoned.

3.2 Dashboards.
The supervisor web interface offers dashboards with real time KPIs for both agents and assistance groups, per channel.

Multichannel monitoring dashboard view from the Adportas CCKall supervisor web interface.

Supervisor web interface view with real time dashboard, per channel.
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3.3 KPI alerts.
Alerts are displayed when agents and assistance groups exceed KPIs preconfigured values for a fast and adequate solution.

3.4 Reports.
Generates complete reports on login / logouts, lunch times, missed queued calls, assistance group calls, e-mails, chats and social 
network posts, all downloadable as Excel or PDF files.

Login / logout report and downloadable Excel file.

Missed calls and messages.

Received calls and messages.

New outbound calls and messages.

Percentage of answered calls 
according to sum of answered and 
missed calls.

Agent average telephone ring time.

Agent average on-phone time.

Supervisor web interface view with real time activity, per group.
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Data report for assistance group phone calls and downloadable Excel file.

View of consolidated totals for supervision.
· Supervision indicators:
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3.5 Voice recording.
Adportas RecKall Active Recording is an integral phone call active recording solution for Cisco IP telephony, where a Cisco IP 
telephony terminal interacts with incoming, outgoing, internal and public network calls, permanently or on-demand. Adportas 
RecKall offers optional encryption for recorded calls and at the moment of storing these as audio files.

Using an application installed in the contact center agent’s PC, Adportas RecKall makes a video recording of the screen activity 
during a telephone call, synchronizing the resulting video and audio files for later reproduction.

The Adportas CCKall supervision web interface allows searching for recorded files using filters such as counterpart ANI, extension, 
type of call, date, duration and metadata. These files may be reproduced from the integrated playback engine in the Adportas 
CCKall Quality Manager supervision interface.

Integration with Adportas RecKall view.

· Call indicators:
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Adportas CCKall Quality Manager server
Cisco IP Telephony Platform 4.1 or higher
CDR sending configuration to server via FTP
Creation of CTI user with control over monitored phones with enabled 
CTI
Application server network access to Cisco CUCM

Adportas RecKall server
Cisco IP phones with Built-In Bridge
SIP TRUNK configured for Active Recording
Configuration of Cisco CUCM in Active Recording mode for recorded 
phones.
Phones configured with CODECs G.729 or G.711

Supervisor web interface
Enabled JTAPI in Cisco CUCM

Requirements

3.6 Post service survey.
The post-service survey may be configured with various types of questions and answers, providing supervisors with a cleaner view 
of the replies generated for later application of search filters and generating a report in Excel format.

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

Adportas CCKall hardware requirements


