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Within those broad goals, you should be looking for specific capabilities on the system you're considering. The
phone platform should include a robust Automatic Call Distribution (ACD) system to provide for intelligent call 
routing and queuing. We recommend against adding ACD as a stand-alone system. The problem with this
approach is that you will need to interface an independent PC with your PBX system. You will have to pay for 
licensing from two different vendors, not to mention programming and maintenance for two different 
technologies. Instead, we recommend integrating ACD directly into your PBX. That way, all technology is 
provided by the same vendor, eliminating licensing and maintenance complexities.
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A question was once put to WikiAnswersii: "How do you reduce abandonment rate in a call center?" The quip 
that came back was simple: "Answer the phone sooner." But perhaps, it's not quite that simple.

Interestingly, common Key Performance Indicators (KPIs) such as the call abandonment rate did not make the 
list above. That's because empirical evidence supports that the five metrics listed are the ones that deliver 80% of 
the value received from performance measurement and management in a call center.
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