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Definitions 

Supervisor user = User with advanced permissions, Supervisors can access the 

statistics related to all queues and operators, force the operators’ 

pause/active status and add dynamic operators to the queues. 

Static operator = User statically assigned as operator to one or more queues, 

Supervisor users can add him dynamically to other queues. 

Dynamic operator = User temporarily assigned to one or more queues by the 

Supervisor user, who can also remove him from such queues. 
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Chapter 1 - Introduction 

 

Kalliope Call Center (or simply KalliopeCC) is an additional module that adds 

to KalliopePBX new functions and applications specifically created to satisfy 

call-center needs. 

Here below the list of the main features included in the module: 

  Kalliope Supervisor Panel 

  CDR CallCenter 

  Call Tagging 

  Spy/Barge/Whisper supervision 

  Automatic callback on busy operators 

 

KalliopeCC is an add-on of KalliopePBX and it is distributed as a license key 

that can be activated from the tab License of KalliopePBX web GUI. 

A guide to licenses activation and configuration process can be found in 

KalliopePBX user manual available on www.kalliopepbx.com. 

Let’s see now in detail what KalliopeCC offers. 
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Chapter 2 - Kalliope Supervisor Panel 

 

The Kalliope Supervisor Panel application (available on Windows) allows to 

access all the statistics related to the queues, depending on the role assigned 

to the user, to monitor the operators’ status and to manage dynamic 

operators. 

At first boot the user must provide, in the Settings tab, his KalliopePBX 

credentials. The system will verify the presence of a Call Center license and 

the role assigned to the logged user (Supervisor or Operator). 

 

Note: The software installation process does not require any 

activation key. The application automatically verifies the 

presence of a Call Center license on the PBX at each boot. 

 

 

2.1    Menu bar 

Menu bar includes two submenus: Settings and View. 

In Settings the following entries can be found: 

 Connect to KalliopePBX 

 Disconnect KalliopePBX 

 Full screen mode (shorcut F11) 

 Settings: it allows to access the configuration tab 

 Quit (shortcut CTRL + Q): close KCTI. 
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2.2   Configuration 

The configuration tab is organized into two frames: Credentials and Custom 

Logo. 

 
Figure 1 – Configuration tab 

2.2.1 Credentials 

In this section it is possible to set the following parameters: 

 KalliopePBX IP address 

 Username 

 Password 

 

Note: Username and password correspond to those configured 

on KalliopePBX in the panel ‘System  KCTI/Web User’. 

2.2.2 Custom Logo 

This section permits to upload an image that will be used a custom logo and 

will appear in the main screen of Kalliope Supervisor Panel, as shown below. 
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Figure 2 – Default Logo and Custom Logo 
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2.3 Main screen 

 
Figure 3 –Kalliope Supervisor Panel main screen 

Kalliope Supervisor Panel main screen can be divided into three sections: 

 Logo and time bar 

 Statistics panel 

 Operator panel  

The Logo and time bar has a fixed size and cannot be hidden while the other 

sections have an editable layout and, optionally, can occupy the full screen. 

This can be useful, for instance, to show only the section regarding the 

general data, without showing the individual operators’ identities and 

statistics. 

The main screen displayed will change depending on the role of the logged 

user, in fact, the Supervisor user will see the statistics related to all the 

queues and operators registered on the PBX, while the operator user will only 

see his personal statistics and the data related to the queues of his 

concerning. 
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Here below a description of each section. 

2.3.1 Logo and time bar 

As already said, this bar can be partially customized. It is possible, in fact, to 

display a personal logo by uploading it in the Settings panel.  

 
Figure 4 – Logo and time bar 

This section includes: 

  KalliopeCCenter logo (or the custom one) 

  Date and time 

  Total number of calls on all the queues 

  Statistics period of reference: using the drop-down menu it is possible 

to select the period of reference of part of the general data shown in 

the underlying panel. 
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2.3.2 Statistics panel 

 
  Figure 5 – Statistics panel 

In this panel can be found useful general statistics related to the queues 

(columns) registered on the PBX.  

The available data (corresponding to the lines) are: 

 Users in the queue, automatically updated when some user enters o 

extis the queue 

 Oldest call in the queue, indicates, in seconds, the waiting time of the 

oldest call present in the queue 

 Average waiting time, this data always refers to the last hour and it is 

updated each 5 minutes by downloading and analyzing the last month 

CDR 

 Active operators, it indicates, real-time, the status of the operators 

assigned to each queue. First: registered and active operators (green 

BLF led); second: registered but busy operators (red BLF led); third: 
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registered but paused operators (orange BLF led); fourth: not 

registered operators (grey BLF led) 

 Missed calls (in the selected period), this data changes depending on 

the selected period in the Logo and time bar 

 Managed calls (in the selected period), this data changes depending 

on the selected period in the Logo and time bar 

 Average waiting time (in the selected period), this data changes 

depending on the selected period in the Logo and time bar 

 Average conversation time (in the selected period), this data changes 

depending on the selected period in the Logo and time bar. 

 

2.3.3 Operator panel 

 
Figure 6 – Operator panel 

 



  
 

   

 

   

KalliopeCC User Manual - 12 - 
Rev.: 19/02/2015 

Vers. 1.0.25 

 

 

As for the Statistics panel, to each column it is associated a waiting queue, 

except for the first two columns that indicates name and BLF status of the 

operators registered on the PBX. 

Each line is dedicated to an operator and the related statistics for each of his 

queues, both for static and dynamic operators. 

This chart permits to have an immediate visual idea of the queues’ status. 

The cell corresponding to an operator and each queue provides important 

information to the Supervisor user. 

  
Figure 7 – Operator status and statistics 

The colour of the cell changes depending on the status of the operator. A 

green cell indicates that the operator is active, while an orange one indicates 

that the operator’s status is paused. 

Consequentely the button will turn to ‘Active’ or ‘Pause’ depending on the 

current status. 

 

Note: Operators can modify only their own status while 

Supervisors can force a change of the status of every operator. 

In addition to the status, each cell includes the following information: 

 Calls managed in the selected period, top-right corner 

 Static or dynamic operator for that queue, a dynamic operator is 

marked by a D next to the managed calls 

 Time of activity on that queue, it is a timer that reset at each status 

change. 

 Time of the last managed  call. 
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2.3.3.1 Dynamic operators 

A dynamic operator is a user temporarily assigned, by the Supervisor, to one 

or more waiting queues. 

A dynamic operator can be an operator already assigned to one or more 

queues, but also an extension registered on the PBX but not assigned to any 

queue yet.  

In the first case, the Supervisor can assign the dynamic operator to a queue by 

clicking with the right buton on the empty cell corresponding to the desired 

queue and selecting the option Add to the queue.  

In the same way, the Supervisor can remove a dynamic operator from a queue 

with a right-click and selecting Remove from the queue. 

 

 
Figure 8 – Add or remove dynamic operator 

 

In the second case, the Supervisor can add a new dynamic operator by using 

the drop-down menu at the bottom of the Operator panel. Using this menu it 

is possible to select an extension registered on the PBX but not assigned to 

any queue. By clicking the button Add operator, the selected extension is 

assigned to the corresponding queue and it is created a new line with the 

information related to the new operator. 
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Figure 9 – Dynamic operator from a registered extension 

As for the other dynamic operators, to remove the operator from the queeu 

just right click on the cell and select Remove. 
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Chapter 3 – CallCenter services 

 

3.1    CallCenter CDR 

CDR CallCenter is an advanced log that contains details on incoming calls 

managed by waiting queues. It can be useful to calculate the KPI and the SLA 

for each operator.  

CDR CallCenter shows, for each call, the following information: 

 Call outcome 

 Operator  

 Caller number 

 Called number 

 Time of ringing, answering and call closing 

 Waiting queue 

 Total Wating Time (TWT) 

 Conversation Time (CT) 

 Exit cause 

The CDR can be exported in CSV or Excel format, also using KalliopePBX 
available API Rest. 
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Figure 10 –Call Center CDR pt.1 
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Figure 11 – Call Center CDR pt.2 
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Figure 12 – CallCenter CDR pt.3 

 

3.2 CallTagging 

The Call Tagging function permits to assign a numeric code (TAG) to each 

outbound call, such code will be displayed in the KalliopePBX CDR (exportable 

via API REST. This function can be very useful to group all the calls belonging 

to the same project or campaign. 

3.3    Spy/Barge/Whisper supervision 

With the Call Center module, the enabled Supervisor users can join ongoing 

calls in three modalities: SPY (passive listener), WHISPER (Supervisor provides 

suggestions to the operators) or BARGE (Supervisor takes over the operator 

and manage the call). 
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3.4    Automatic callback on busy operators 

This function is oriented to users, in fact it allows them to reserve a callback 

in case of all operators are busy. After playing the audio message that 

communicates estimated waiting time and position in the queue, the caller 

can type a DTMF code and the PBX will automatically call him back once the 

previous calls have been managed. 


