
Call center features for basic call queues

Shadow Agent  
for Webex Calling Professional

BENEFITS
Agent Performance
Improve agent produc�vity through 
real �me analysis of agent status 
including advanced real �me 
presence, and call center login state. 
 

Customer Experience
Monitor call queues and agent KPIs in 
real-�me enabling managers to 
improve service levels and customer 
sa�sfac�on.

Advanced Leaderboards
Examine real �me user ac�vity by 
studying user, department or loca�on 
performance metrics.

Agent Training and Assistance
Assist agents in real �me through 
advanced panic mode aler�ng 
feature.

Shadow Agent is a real �me integra�on that connects seamlessly to 
Webex Calling. It offers call center features for basic call queues without 
the need for call center licenses (including real �me call ac�vity,  user 
presence,  break codes,  supervisor controls, agent/queue KPIs and 
leaderboards).

Find out more on the Webex App Hub or visit
h�ps://www.rsicloud.com/webex
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Agent Presence and 
Leaderboards

Real �me user presence,  
break states, �me spent in 
current state, agent/queue 
membership and call center 
status.

Real Time Queue Metrics,  
Agent Availability and Call 
Answer Rate

Supervisors can manage one or a 
group of queues with full control 
over agent availability and queue 
membership. Queue metrics are 
updated in real �me.

FEATURES
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Call Disposi�on

Add disposi�on or account 
codes a�er call comple�on 
for further analysis via 
Shadow All In One Analy�cs 
repor�ng module.

FEATURES

AI Transcripts and 
Queue Callback 

Intelligent callback 
from enabled queues, 
voice mail transcripts 
or abandoned calls.

Heads Up Display

es Users can be granted rol
to view specific colleagues, 
queues, departments or 
loca�ons. 
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