VIP ACD st

Real-time communications, call monitoring, and call reporting

Automated call distribution (ACD), one of
the many outstanding features built into ESI
Communications Servers! gives your business
the ability to coordinate call-handling to the
maximum advantage of both you and your
callers. Now, ESI has amplified this advantage
— with VIP ACD SE (Standalone Edition?).

For both agents
and supervisors.

Designed to meet the specific needs of

ACD supervisors and agents, VIP ACD SE
combines ESI's VIP Professional SE
communications application with enhanced
access to the powerful ACD capabilities in
most ESI systems.

Licensing determines whether VIP ACD SE is
installed as VIP ACD Agent SE or
VIP ACD Supervisor SE.

When licensed as VIP ACD Agent SE, the
application lets individual agents easily log
into queues and manage calls directly from
their PCs. Agents also can receive assistance
from their supervisor and each other via
VIP ACD SE’s built-in, secure text-messaging.

When licensed as VIP ACD Supervisor SE, the
application provides not only the features of
VIP ACD Agent SE but also real-time statistics
and six management reports — including
abandoned calls and agent and department
activity — to help a supervisor monitor

and manage ACD departments and improve
customer service.
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1. Call Display — Call activity presented on the three-line “LCD” emulates the
display of the ESI 48-Key Feature Phone. A slide bar controls phone volume (handset,
headset, or speakerphone) from the PC.

2. Department details — Provides real-time statistics for the selected department, including the number of logged-in
agents, call statistics, and current service level. Supervisors can select any one of up to four departments, to refresh the

Fia Edt Options  Help
—C Log
Connected.

JULTA K 112 I need your help with a customer,
\ALICE 107: Wha's caling?

JULIA K 112: George Davis t the Main St Bakery.
JULTA K 112: Please ksten in while T handle his call.

screen with up-to-date information on the newly selected department.
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. Logged In Agents — Lists agents currently logged into the department queue, along with a color-coded indication

of each agent’s current status.” Caller 1D’ information for calls in progress is displayed as well as call or wrap time
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Built-in text-messaging (on both versions of VIP ACD SE) — Allows instant and secure communications?

Agents needing the help of a supervisor may receive assistance without having to leave their workstations or

put callers on hold. This “closed” messaging system is unaffected by external viruses or other security breaches.

7. Command keys — Use common ACD and other features with the click of a mouse.

duration. Call an agent by double-clicking on the name. Click the “memo” icon to send a text message (see “Built-in text-
messaging,” lower left), or click the “service observe” icon to monitor a call without intruding.

4. Logged Out Agents — Department members currently logged-out of the queue. Extension name and number are
provided along with present status. Supervisors can click an icon to text-message or service-observe an agent. Call an
agent by double-clicking the agent’s name.

. ACD Departments — Radio buttons indicate the currently selected department and let each agent switch the Agent
Contact List between any two departments.

6. Agent Contact List — Shows the color-coded name, number, and status for each member of the currently selected
department. To dial any listed agent, just double-click the agent’s name.

8. Quick Contact List — Import Microsoft® Outlook® Contacts easily, giving the supervisor fast access to frequent contacts
and stations. Calling any contact is easy: just click the name or “phone” icon. To quickly send an internal text message
or e-mail, click the “memo” icon. Color-coded text indicates station status.

Take maximum advantage of your ESI business communications system — with VIP ACD SE.

To learn more about VIP ACD SE, consult your Certified ESI Reseller or visit www.esicomservers.com/ACD.

VIP ACD SE° works with ESI Communications Servers! as well as IVX® X-Class and IVX E-Class Generation II. For additional details about VIP SE and VIP Professional SE,
consult the VIP SE brochure (ESI document 0450-1282) or visit www.esicomservers.com/VIP.

1. To support certain ESI Communications Server features, the entry-level ESI-50L Communications Server must be upgraded to an ESI-50 C
2. ESIalso makes a form of VIPACD that is Outlook-int dale licatie

ted, rather than a

Server; for details ab

this, please consult your Certified ESI Reseller.
To learn more, consult your ESI Reseller or visit www.esicomservers.com/ACD. 3. Text messaging is available between any

two users of the standalone and Outlook-integrated versions of VIPACD (Supervisor or Agent), VIP PC Attendant Console, VIP Professional, or VIP Softphone on the same local area network. 4. Off-premises indication requires
optional ESI Presence Management. For details concerning this product, consult its brochure (ESI document 0450-0812) or visit www.esicomservers.com/presence. 5. VIP SE software and your ESI Feature Phone display
Caller ID information if your telephone service includes Caller ID service. If necessary, consult your provider for details. 6. Any 64-bit version of Windows is incompatible with any VIP software, including VIP ACD SE.
For additional information concerning software requirements and compatibility, consult the VIP SE brochure (ESI document 0450-1282) or visit www.esicomservers.com/VIP.

Copyright © 2009 ESI (Estech Systems, Inc.). /VX is a registered trademark, and VIPis a trademark, of ESI. Other registered trade names mentioned herein are trademarks of their respective owners. ESI products are protected by various
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