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Centurion CARES™ ACD for Utilities

Centurion CARES™ ACD for Utilities is designed
to allow the utility to provide call routing from its
consumers to its customer service agents in the
most efficient manner possible. CARES™ ACD
may be used with any telephone system and
supports from 4 to 300 ACD agent seats across
multiple offices.

CARES™ ACD features supported include:

Skills based call routing

Multi-media contact routing

Support for splits and groups

Voice message and customer call back

Music and marketing messages while in

queue

Queue status announcements

Queue management by supervisors

e  Caller recognition and screen pop of caller
record as the call is transferred to an agent

e  Call monitoring and recording with

display screens (PCI PA-DSS Certified)

Call recording score card application

Agent position management

Agent / Coach chat window

Supervisor configured dashboard monitor

Extensive agent and call center statistics

reports

Skills based call routing allows supervisors to
decide which types of calls should go to which
customer service representative (agent) based upon
the agents’ skills and skill levels. CARES™ ACD
supports caller recognition and screen pop of the
caller’s billing record on the agent’s PC desktop as
the caller is transferred to the agent’s extension.
These techniques helps to ensure one call
resolution, preferred agent utilization, shorter call
queues, and provide consumer satisfaction.

Multi-media contact routing extends the types of
consumer contact beyond live telephone calls to
web chats, emails and faxes to customer service,
and allowing a caller to leave a voice message to
take the caller’s place in the call queue for callback
by a customer service agent.
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Supervisors use the real time dashboard monitor to
manage the call queue by recognizing the name or
number of the calling party and how long the
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callers have been in queue. Callers may be moved
up or down in queue by a supervisor based upon
their knowledge of the caller or the type of call that
has been determined by the CARES™ ACD.

The Agent Position Management feature allows
supervisors to view the status of all agents who are
members of the ACD.
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At a glance, supervisors are able to view which
agents are logged in, are on a call, are waiting for a
call, or are idle and how long they have been in
their current state. When the agent selects being in
the idle mode, which prevents the ACD from
sending calls to the agent, the agent must select an
idle reason. Idle reasons are named by supervisors
and are integrated into the agent statistics reports.
The reports allow supervisors to determine how
each agent has spent their day and how much time
was spent in each state while logged into the
CARES™ ACD.

Centurion has integrated Call Monitoring and
Recording within its CARES™ ACD system and
runs on the same server as the ACD. Recordings
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can be initiated upon command by either an agent
or a supervisor or scheduled in advance for all
agents, select agents, or a percentage of calls for
some or all agents. An agent’s PC display can also
be recorded along with the voice, if desired. When
played back, supervisors hear the voice
conversation and see the agent’s PC desktop as
though watching in real time. Once a call is
recorded, the voice and data is stored on the server
for recall using the CARES™ ACD Find
Recordlngs feature Once the recordlng is recalled,
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the supervisor can score the call using CARES™
Score Card which includes an application allowing
the utility to design score cards that best meets its
needs. Once a recording is scored, the score card is
stored with the recording for future recall and play
back.

CARES™ ACD supervisors utilize the Real Time
Dashboard Monitor to manage agents, call queues,
and view call center statistics using grids, bar
charts, pie charts, and gauges.

Each supervisor has the ability to design their own
dashboards and save them for future recall and use.
Supervisors decide which statistical parameters are
of importance, which graphics they wish to use and
the placement of each graphic on their desktop
display.
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The desktop display also includes an alerts window
in support of alert parameters and thresholds
selected by supervisors. Such alerts might include
maximum number in queue reached, longest time
in queue reached, minimum number of agents
currently logged in to take calls, etc.

CARES™ ACD includes a comprehensive call
center and agent statistics reporting package.
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Reports can be scheduled in advance and the
results distributed via email, if desired.

CARES™ ACD is server based and utilizes
Windows 2008, Linux, or VMware ESXi operating
systems. CTI applications such as screen pop,
voice recording, and multimedia contact queuing
are integrated with CARES™ ACD and reside on
the same server.
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