
CALL CENTER 
SOLUTION

Create Contact Magic

Enhance your customer service with our  
user-friendly Call Center Solution,  
integrated with the Enreach UP platform.

Call Center Solution

Designed for service providers, it offers a 
comprehensive range of Automatic Call 
Distribution (ACD) features, along with robust 
statistics and reporting tools. This ensures call 
center supervisors and agents can efficiently 
manage and monitor incoming calls, delivering 
exceptional customer service every time.

Service providers can now leverage the 
increasing demand for contact center 
services by offering enterprise customers 
hosted inbound call center solutions at highly 
competitive prices. 

Key Benefits:

•	Cost-Effective: Perfect for SMEs that don’t 
have full-time staff dedicated to contact 
centers. Add contact functionalities without 
the need for a dedicated center.

•	 Integrated Communications: Employees can 
interact with customers directly from their 
business applications, including collaboration 
tools.

•	 Low Cost Per User: Ideal for businesses 
looking for an affordable alternative to 
traditional contact center solutions.



Automatic Call Distribution (ACD)

Automatic Call Distribution (ACD) can transform your customer service operations. ACD 
is an essential business tool for managing customer service calls, improving response 
times, and enhancing call handling efficiency.

By leveraging ACD, you can significantly boost customer satisfaction and achieve an 
excellent ROI. 

ACD features:

BOOST YOUR BUSINESS WITH
OUR ACD OFFER

•	Web-Based Administration: Easily 
configure and manage agents, 
supervisors, and ACD groups.

•	Customizable ACD Scenarios: 
Intuitively tailor ACD scenarios to your 
needs.

•	 Integrated Web Chat: Help customers 
directly from your website.

•	Feature-Rich Agent App: Boost 
productivity with our web or native 
app, including softphone capabilities.

•	Call Recording: capability with 
recording navigation interface

•	Built-in IVR with language capability: 
provides options for caller choices 
in terms of agent specialization (e.g. 
selecting an agent who speaks a 
particular language).

•	Callback Service: Allow callers to 
hang up and stay in the queue for a 
callback.

•	Real-Time Wallboard: Monitor key 
performance indicators.

•	Analytics & Reporting: Track agent 
and ACD group performance.

•	Calendar Management: Set up and 
assign opening and closing hours.

•	Directory & Voicemail: Improve service 
with efficient directory access and 
voicemail management.



Features

Unlock the full potential of your call center 
with the advanced ACD Supervisor features in 
UPDesktopClient and myTelephony. As an ACD 
Supervisor, you have the power to seamlessly 
monitor and manage agent interactions, 
ACD groups, call flows, and access real-time 
statistics and reporting.

ACD
SUPERVISOR 

•	Access to Reports Portal and UP Wallboard 
interfaces

•	Access and supervise ACD groups

•	Monitor agent statuses and manage agent 
activities.

•	Add, modify, or delete agents in ACD groups, 
and log agents in or out of groups instantly

•	Set up tailored calendars for each ACD group

•	Supervise customer presence for each ACD 
Queue

•	Utilize barge-in and steal functions to assist 
agents in real-time, ensuring top-notch 
customer support.

•	Visualize group properties and real time 
updates for data like calls in queue, agent 
status, calls in overflow, priority settings, ring 
patterns and more.

Key Supervisor Functions

Create Contact Magic

ACD Agent—a solution for mastering 
phone communications and optimizing call 
management. With ACD Agent, gain complete 
control over call priorities, queuing, recording, 
and handling through the UPDesktopClient 
application.

ACD
AGENT 

•	Connect or disconnect from ACD groups as 
needed.

•	Pause Functionality: Temporarily halt call 
reception to manage workload efficiently.

•	Group Insights: Access real-time information 
on group activities, including agent status and 
distribution policies.

•	Web Chat: Engage with website visitors 
instantly through integrated messaging.

•	Compliance Control: Pause system recordings 
to meet PCI-DSS and other security 
requirements.

•	Live Data Visualization: Track real-time updates 
on call queues, agent status, and group 
properties.

•	Advanced Call Recording: Record inbound 
calls and use group numbers as Caller ID.

•	Group Calendar & Visual Queues: Manage 
group schedules and monitor call flow 
efficiently.

Key Agent Functions

Features



Elevate your call center management with UP 
Wallboard, designed to provide real-time insights 
and comprehensive performance metrics for all 
your ACD groups or specific ones.

UP WALLBOARD 

•	Real-Time Metrics: Instantly view performance 
indicators like escalation counters, agent status, and 
queue availability.

•	Performance Tracking: Analyze metrics over time to 
spot trends and improvements.

•	Comparative Analysis: Compare current performance 
with past periods to measure progress and efficiency.

•	Comprehensive Insights: key indicators such as 
average response rate, average wait time, and the 
percentage of service level for a comprehensive 
assessment.

Capabilities

sales.sp@enreach.com 
+33 4 97 23 12 70 
enreach.com/sp

We offer an additional base user licence 
option called ACD Light, which can 
be easily managed through quotas in 
myTelephony and administered just like 
other licences.

To the right, you’ll find a table that 
highlights the key differences between the 
full ACD licence and ACD Light, allowing 
you to choose the option that best fits your 
needs.

For detailed pricing and more information, 
please reach out to your Account Manager.

ACD VS
ACD LIGHT 

FEATURE ACD LIGHT ACD

Members management

Call queuing

Queue ETA

Welcome message

Waiting message

Closing message

Waiting music

Scheduling / calendar

Skills distribution

Opt-in and opt-out taking 
calls

Supervision view

Wallboard

Statistics (myReports,
ACD Stats)

Early media (regulatory 
compliance)

Callback


