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Take control of your communications, to 

achieve productivity through intelligence 

and insight.
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iCall Suite
PRODUCTIVITY THROUGH INTELLIGENCE

iCall Suite call management software

iCall Suite provides complete communications management that integrates with your telephone system.  Users can view real-

time and historical call data, see the status of other extensions and securely record all telephone calls.

Modules for every requirement 

Available in fully integrated modules, iCall Suite provides 

all the business tools you need for your telephone 

system.

*Some contact centre features are telephone system dependent, please ask for details on your phone system.

Special features for managing customer-facing 

teams*

iCall Suite has been designed to work using all available 

data outputs from your telephone system. iCall Suite can 

display real-time analytics such as unreturned missed 

call data and call answering performance via real-time 

dashboards using customisable widgets created from an 

extensive library of reports.
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Call Management 
LOG AND ANALYSE YOUR COMMUNICATIONS

iCall Suite call management is ahead of the class

iCall Suite has an advantage over other call management or reporting suites, 

by using industry knowledge and intelligence to provide unparalleled levels 

of real-time and historical information.

You can only manage what you measure

iCall Suite is much more than simple call logging. It is a powerful database 

engine and a full suite of reports that are designed to give you accurate 

and useful analysis of your business 

communications.

Included are recognised metrics 

such as Grade of Service and 

Percentage Calls Answered reports 

as well as unreturned missed calls and 

department / DDI / user performance.

Reports Catalogue
Comprehensive reporting provides 

a clear view of your business 

communications. All reports can be 

customised using the powerful filtering 

engine.

Custom Filtering
Use the many in-built filters to 

customise reports and obtain exactly 

the data you require to measure and 

analyse your business.

Personal Profiles
Save personal profiles to re-run the 

reports you need at any time.

*Some features are telephone system dependent, please ask for 

details on your phone system.
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Export Data
Export any report, and its underlying 

data, in PDF, Excel, CSV or HTML formats.

Graphical Analysis
The chart tab allows you to see report 

information in a clear graphical format.

Scheduled Reports
Scheduled reports can be sent to your 

email inbox on a daily, weekly or monthly 

basis – in a format that suits you.

Understand 

your business
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Dashboard

Displays
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Real-time Monitors
Know up to the minute performance

iCall Suite constantly monitors the phone 

system for changes to extension status, 

calls in progress, calls in queue and many 

other factors. All events are captured and 

can be displayed on the dashboard in real-

time.

You can also configure alarms and 

thresholds to visually alert you to 

significant status changes, as well as 

setting email alerts.

Custom Dashboards
Create your own unique views

The iCall Suite dashboard is a blank canvas 

for you to make your own, with fully 

customisable widgets and data feeds.

Unique ‘Widgets’
Filter and display data dynamically

Widgets are configurable ‘mini reports’ that 

you can place on the dashboard.  Widgets 

display real-time or historical information 

in a clear graphical way using speedos, 

thermometers, wallboards and charts.  You 

can create your own widgets directly from 

reports and share them with other users.
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Many types of organisations can benefit from recording calls. 

In particular, there are clear advantages for legal firms, insurance companies, 

call centres, public agencies, health centres,

doctors surgeries and any FSA regulated company that is legally bound to 

record calls.

Call recording is vital for any organisation that is serious about monitoring 

staff performance and compliance to 

company guidelines.

iCall Suite call recording is 

completely integrated into the 

call management application, so 

you don’t have to switch between 

applications to find or play back calls.

Call Recording 
KEEP A SECURE  RECORD OF ALL CALLS

In today’s competitive world, keeping a secure recording of telephone 

conversations just makes sense. 

A choice of line types
We offer hardware for all line types including:

• Analogue

• ISDN2

• ISDN30

• SIP / IP Trunks 

Contained and managed from a single 

work station or server, storing, finding, 

reviewing and archiving calls is just a 

click away.
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Powerful Filters
Easily locate the calls you want

Finding the calls you want is easy with iCall 

Suite because we include a set of powerful 

filters to sort through all your recordings.  

Personal Playlists 
Create your own filtered playlists

Call recording playlists allow you to save your filter settings, 

which then provide fast access to exactly the calls you want 

to review at any time. You can create an unlimited number of 

playlists and share them with other iCall Suite users.

Simple Playback
Built in call player with export 

The call player is used to listen to  your encrypted call 

recordings from within the iCall Suite management 

application. 

An export function allows you to decrypt and export 

recordings as .wav files for playback on other devices or 

for sharing via email. 

Call Evaluation
Easily evaluate calls using your own call compliance questions and 

report on agent performance 

The ability to proactively evaluate calls and staff is a useful tool in 

monitoring staff performance and compliance to call scripts. Calls can 

also be tagged for further review or for use in regular staff evaluation or 

training. 
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Real-time reporting for contact centres

Contact centre reporting provides up to the minute agent and group 

analytics.  Up to 10 group performance parameters can be displayed in real-

time for any group on a supervisors desktop or on large screens (wallboards) 

for all to view.

Contact centre modelling helps you to drive business efficiencies and 

achieve SLAs

You can review past performance and use “what if” calculations to forward 

plan the number of agents and times of 

day you want them to work. You can plan 

using different numbers of agents or 

different volumes of calls to ensure 

you are working with the optimum 

number of people. You can also 

change parameters such as wrap-up 

time to achieve SLAs.

Contact Centre Analytics
MONITOR, MANAGE AND CONTROL YOUR CONTACT CENTRE 

*Some contact centre features are telephone system dependent, please ask for details on your phone system.
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Contact centre 

modelling

View valuable business intelligence 

Contact centre modelling 

Wallboard widgets and alarms 

Agent analytics 

Seamless integration with all modules
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iCall Suite is a comprehensive and fully integrated modular product.  Select 

the right modules for your business based on your business needs.

 

Adding modules

You can add modules at any time to enhance the functionality of iCall Suite.  

Increased hardware specification may be required.  

Please note that the contact centre feature set is telephone system 

dependent.  Please ask for further details on your telephone system.

Demo Edition
If you want to evaluate iCall Suite you can 

download a demonstration edition which 

replicates a real system to show you what 

iCall Suite can do for your business.  Please 

ask for further details.

Modules
CHOOSE WHAT SUITS YOU
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Watch iCall Suite demonstration videos online at icallsuite.com/videos
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