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With a single mouse click,

supervisors are able to:

 Access real-time contact

center reporting

 Instantly adapt real-time

supervisor displays

 Create and manage service

level alarms

 Listen in on calls without

detection

 Whisper coach agents

 Join or take over agent calls

 Record calls on demand

 Send broadcast messages to

all agents

 Chat with an individual agent

 Log out agents

Oracle Contact Center Anywhere increases organizational flexibility by extending

contact center infrastructure to include remote agent and supervisor capabilities. The

call control interface, designed for use by a distributed workforce, gives remote

workers the same advanced interaction handling capabilities as local networked

users. There is no need to install and maintain software on any user's PC.

Adaptable Supervisor Management Tools

Oracle Contact Center Anywhere provides a supervisory tool set that delivers the

right data at the right time in the right framework, enabling supervisors to make real-

time decisions that improve customer satisfaction and the contact center’s

performance. The supervision tools are integrated by design to include real-time

dashboards, historical reporting, and powerful quality management capabilities.

With Oracle Contact Center Anywhere, call monitoring and other quality assurance

technologies are standard features that do not require third-party integration or extra

fees. The solution provides the ability to listen in on agent calls and join or take over

calls as necessary. Supervisors can speak to agents during customer calls without the

customer hearing the sidebar conversation, a feature called Whisper Coaching,

which can be used on its own or in conjunction with supervisor-to-agent chat

capabilities.

Oracle Contact Center Anywhere provides supervisors with actionable insight into current

contact center activity with a multichannel dashboard view and color-coded alarms

The Oracle Contact Center Anywhere Difference

Virtual contact centers that expand beyond the domain of traditional contact centers

become a reality with a distributed architecture, IP-based and TDM-based network

support, and seamless delivery of multiple customer interactions to agents anywhere

on the globe.
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Oracle Contact Center Anywhere’s flexible deployment options enable central or

distributed network configurations. It supports Voice Over IP (H.323 and SIP),

traditional TDM circuits, or both, providing customer service organizations with an

IP migration path. Oracle Contact Center Anywhere can be deployed as a corporate

hosted solution for multi-site operations or as an on-premise single-site solution that

provides built-in switching. It also works with a wide variety of third-party public

branch exchanges (PBXs).

The ability to deploy centralized contact center technologies on a “single system”

infrastructure shared by all locations, regardless of geographic location, is a key

strength of Oracle Contact Center Anywhere. This is a compelling alternative to

installing stand-alone contact center systems at each user location. Oracle’s multi-

tenant contact center solution provides the best of both worlds: dramatically

decreased acquisition, implementation, and TCO costs, together with 100% privacy

between tenants and the ability to deliver autonomous control that exceeds site-

specific technology.

Oracle Contact Center Anywhere enables geographically dispersed sites and/or

independent business units to realize productivity, efficiency, and cost benefits by

sharing hardware, software, and voice networks to support global operations while

retaining total autonomy for those sites or groups of sites that require it.

Oracle Contact Center Anywhere enables real-time adaptability to changing needs.

It allows demand-driven business processes to be modified on-the-fly, enabling

companies to immediately optimize resources and application performance.

Contact Us

For more information on Oracle’s Contact Center solutions, Contact Promero, Inc

Toll Free: (888) 204-0822 Tel: (954) 935-8800 Option 7 Fax: (866) 504-4212 E-mail: sales@promero.com
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