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Communication Solutions For Better Customer Experience

- Making Every Interaction Count

Introduction ïTMAC Supervisor Monitor
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V Allows supervisor to see all the agents in his/her team along with the 
skills assignedto each agent.

V It also gives an over view of the number of active interactions for 
each channelcarried out by the Agent with the count.

V Can select a specific agent and view the active and inactive 
interactions currently going on at the agent desktop.

V Allows supervisor to also look into a specific live interaction carried 
out by an agent. Can view the Email being responded by the agent 
with the contents.

V Email, Chat, SMS, Social Media transcriptsat the agent level can be 
viewed by the supervisor remotely.

V Can send instant messagesto a specific agent as well as team 
messages.

V Allows supervisor to send alerts related to a specific interaction
which will be visible to the agent on that specific interaction tab. 

V Allows a supervisor to change the state of the agent.

Features - Overview 
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VAllows supervisor to listen to agent calls and barge in at 

any time of the conversation.

VSupervisor can either do a silent monitor/ whisper or a 

forced barge in to the voice call.

VDuring silent monitoring supervisor can mute the customer 

and talk to the agent alone. 

VAllows supervisor to log off an agent, though this feature 

is part of the product itôs advised to be used based on the 
operational needs of the Contact Center.

VAllows supervisor to see list of all calls waiting in the queues in 
the relevant skill.

VSupervisor can selectively choose and pick callseven in AUX 
mode. 

Features - Overview 
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Supervisor Screen - Overview
Countof all 

active 
interactions 

List of Aux 
codes along 

with the 
count of 
agents in 
each state

REDςAgent does not have 
skills for that channel

GreenςNo. Of Live interaction 
for that channel

Active 
interactionsfor 
a specific agent

List of agents with ςExt, status, 
Skills assigned, Active 

interactions for each skill
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Supervisor ïEmail Monitoring

Supervisor can look 
at the active email 
interaction for the 
selected agent with 

the draft/sent 
contents

Supervisor can select the agent he/she wants to monitor and can view the 
active email interaction being done by the agent.
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Supervisor ïChat Monitoring

Supervisor can select the agent he/she wants to monitor and can view the 
active chat interaction being done by the agent.

Supervisor can look at 
the active chat 

interaction for the 
selected agent with 

transcript
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Instant Messaging to Agents

Supervisor can select the agent he/she wants to send a one to one 
message. This initiates a chat conversation between the agents and the 
supervisors.
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Instant Messaging to Agents

1 ςSupervisor 
types the 
message

2 ςAgent receives the 
message and can 

reply to that.

Supervisor Screen

Agent Screen
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Force Logoff 

V Allows supervisor to log off an agent, though this feature is part of the 
ǇǊƻŘǳŎǘ ƛǘΩǎ ŀŘǾƛǎŜŘ ǘƻ ōŜ ǳǎŜŘ ōŀǎŜŘ ƻƴ ǘƘŜ ƻǇŜǊŀǘƛƻƴŀƭ ƴŜŜŘǎ ƻŦ ǘƘŜ 
Contact Center.

Agent Screen

Supervisor Screen
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Broadcast Message 

Broadcast 
Message

Supervisor can enter 
the message to be 

sent

Flashes as marquee at 
the agent screen


