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Performance Analysis

The number of incoming/outgoing calls and
accumulated call data can be plotted as real-
time or offline graphs. The user can also
select the data for producing customised
graphs. Both pre-defined as well as custom
graphs are possible. These performance
graphs can reflect the dynamic changes of
the selected parameters.

The following performance graphs are
available:

= Call Distribution Groups

= |ndividual Agent's Status

m Logged-in Agents, etc

i

Boe on g e o iz

I Bl Performance Graphs

?

Agents Status

Customer Center | Jones -Customer Center (AGENT)

=3 r e )

ACD Performance analysis.

Comprehensive Reporting

In addition to detailed performance analysis,
the ACD Report Server provides reporting
functions for detailed analyses to help
improve call centre performance. Leveraging
Crystal reports, the KX-NCV200 Reporting
function allows users to create detailed call
information reports.

AGENT LOG REPORT

Agents Activity - incoming calls

31/07/2006

AGENT NAME: EXT: 142 ‘GROUP NAME: G3-CS OVERFLOW

Incoming ACD Calls 9 Login Time 31/07/2006 06:11:38PM

Incoming Non ACD Calls: 1 Logout Time Not logged out

Total Incoming Calls: 10 Busy Time 934
Answered Calls 2 Break Time 000
Answered Non ACD Galls: 1 Idle Time 358

Calls Lost by Agen: 8 Wrapup Time 121

Example of ACD Report.
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In addition to 75 existing pre-defined reports,
the NCV200 reporting package includes the
ability to create multiple custom reports.

The reports can be scheduled and emailed if
necessary.

Voice Messaging

Voice messaging is a key component to
enhance customer service and call centre
businesses. Fast and accurate voice message
deliveries are an excellent way to handle
both customer inquiries as well as internal
communications. The built-in feature-rich
Voice Messaging system can significantly
enhance call centre’s image and reduce
overall workload by intelligently routing and
handling customer calls.

The system supports the following salient
features:

® Attendant & Intelligent Call Routing
® Call Transfer Services

® Voice Mailbox Services

= Call Recording

= Multi-language support

The system even supports unified messaging
allowing users to receive their voice
messages via email allowing remote workers
(e.g. sales and support staff) fast and
accurate access to voice mail messages.
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KX-TVM200 B system capacity
Number or Ports* 0to 24
Voice Storage Max 100h
Number of Mailboxes Max 1024

* Shows the number of simultaneous conversation
channels, which also indicates the number of operators.

Business Benefits

Customer service is ultimately about business
performance. Are callers being left on hold
too long and hanging up? Are the calls being
routed to the wrong agents? Do transactions
take too long to complete because staff are
not trained properly? Panasonic NCV200 ACD
Report Server together with Built-in Voice
Messaging can help you resolve virtually your
entire customer service department and call
centre needs helping you provide the best
customer service while keeping an eye on
performance and cost.

Whether your business requires only a few or
many employees, the combination of TDA
PBX together with competitively priced KX-
NCV200 is a perfect solution that helps
empower your business with the information
you need to enhance any call centre and
customer service operation.

For further information, please
contact your local Panasonic
dealer or email:
mark.ivens@eu.panasonic.com
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