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Contact Director  
A tContact module for CTI Server 

 
Contact Director is comprehensive, real-time control and reporting application, fully 
integrated with your ACD. Contact Director is designed for businesses that rely on their 
contact center as the primary touch-point with customers, and that rely heavily on 
monitoring to provide them with real time agent and customer status information. 
 
TFB's Contact Director offers a powerful alternative to traditional rigid and closed 
telephony monitoring systems. Its flexible architecture allows users to filter information 
dynamically, design custom panels and views, group agents into teams, and set alarms. 

 
BENEFITS 
 Real-time, Comprehensive Data puts vital agent and call statistics on your agent's 

desktop, and real time call and agent call control at your supervisor's fingertips. 
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 Puts Supervisors in Control – Improves call center traffic control by giving 
supervisors point and click control of agent split assignments in real-time. Allows 
supervisors to react quickly to balance call center loading by re-assigning agents 
between queues in real-time. 

 

                   
 

FEATURES 
 Total Univerge and NEAX Integration – Integrates seamlessly with NEAX 2000 and 

2400, and with Univerge ACDs through Infolink, MIS link, and SMDR. Other multi-
ACD options are also available. 

 Integrated with TFB Applications – Integrates seamlessly with TFB's Enhanced 
Automated Attendant, Agent eMail, Agent Chat, Enhanced Call Center Routing, 
Automated Callback, and even custom applications to provide a truly comprehensive 
call center monitoring solution. 

 Hundreds of real-time statistics and data filters – Calls in queue ETA, longest 
waiting, total agents, agent duration in mode, call type, DNIS, ANI, IVR Ports view, 
account, name, duration, Agent status, summary and detail. Additionally, users can 
set data to be displayed or hidden dynamically, based on the data value and rules 
they specify.  
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 Enterprise Option – See activity from all your sites and ACD’s in one consolidated 
view. 

 Fully user-customizable display – fonts, layout, colors. 
 

                   

 Threshold alarms – Sophisticated alarm system lets users define the rules and 
conditions, and then send automated email, flash data, play WAV files, pop screens. 

 

                   

 Drag Agents and Calls Between Queues – Supervisor has full control of agents 
and calls reassignment in real time to match changing conditions in the contact 
center. 
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 User-defined Teams – Team definitions allow supervisors to categorize agents for 
simple re-assignment of multiple personnel. 

 

                   

 Sophisticated Features – Instant graphs, create custom views, drag custom views 
out to your desktop, view numeric statistics, filter data displayed dynamically and 
more… 

 

       
      Create Custom Views 
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Open a user-configurable graphic view of any numeric statistic 
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ACD Reports 
A tContact module for TFB Media Server and CTI Server 
 
A comprehensive archival reporting application, fully integrated with the ACD you already 
own. TFB's ACD Reports provides open data for use with your preferred reporting tools, 
and is bundled with the ACD Report Browser, which puts vital agent and call statistics at 
your supervisor's fingertips. The ACD Report Browser is flexible enough to allow 
searches, show a library of preset reports, or provide users the ability to navigate through 
reports for more detail. The new Reports Generator gives you unprecedented control of 
which statistics you display, and how they are sorted and grouped. Layout tools let you 
control column formats, font size, and how data is presented. 
 
BENEFITS 
 Cradle-to-Grave   

Reporting is seamless across the ACD and TFB applications. 

 Event-Based   
Provides summary and detail information not available from other tools, for example, 
ACD call detail events. 

 

                  

 Interactive    
Clickable links built into reports let users quickly drill down from summary level to 
details. 
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 Accessible Anywhere    
Speeds information access – anyone with a browser and permissions can access 
reports! 
 

 
FEATURES 

 New reports control panel – Full-featured for creating custom report types and 
defining report content. 

                   

                   
      Define Filters by Pilots 
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 Sophisticated Reports Engine – Filter reports by any combination of split, pilots, 
DNIS, agents, date range. 

 

                   

 Hundred of Statistics – abandoned calls, average speed of answer, multiple service 
levels, handle time, interaction with IVR applications, grade of service, IVR usage. 
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 Reports Reflect Your Business Structure – Instead of relying on reports grouped 
by Pilot, Split, or DNIS according to ACD architecture, new features allow you to 
obtain reports based on your business organization. Segregate data by client, 
business unit, subunit. 

 

                    

 Detail for every call – Call type, DNIS, ANI, account, name, 
duration, every agent interaction event, every application interaction event. 
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 Auto email Report Delivery – Set up reports to send to key people at regular 
intervals you define. 

 

                   

 Report on All contact Channels – Support for TFB Agent Email and web chat 
queues and agents. 

 Open Architecture – Reporting data available in open SQL database, on our 
platform, or in your cluster. Report data also available in open, flat ASCII files for use 
with other applications, or import into other formats. 

 Optional Integration – Built-In Control of your voice logger. 


