
1 SYSTEM FOR 2 SOLUTIONS: UC & 
CONTACT CENTER
Give your team one hub and one login to b-hive for unified 
communications and virtual contact center, streamlining 
interactions and improving productivity.

B-HIVE 
VIRTUAL
CONTACT
CENTER
SIZE DOESN’T MATTER, BUT
CUSTOMER EXPERIENCE DOES

As a small-to-medium business, what sets you 
apart from the competition is an outstanding 
customer experience. You need to be able to 
respond quickly and effectively to customer calls.

With Broadvoice’s b-hive Virtual Contact Center, 
you get the tools you need to deliver remarkable 
customer interactions like a big brand with the 
ease and affordability of a cloud-based service.



ROUTE CALLERS 
TO THE RIGHT PERSON

Help your customers more 
efficiently by routing their 
calls to the right person 
based on their location, call 
time, or need.

In addition to time, duration 
and agent notes, you get a 
recording of all calls, so that 
you have an audio trail if 
needed for future reference.

SPEED CALL
RESOLUTION
Supervisors have the ability 
to listen to calls in real time, 
whisper suggestions to the 
agent or even barge in, 
speeding resolution.

RECORD CUSTOMER
INTERACTIONS

HIRE THE BEST
CANDIDATES FOR THE 
JOB

Pick the best agents or 
experts — no matter where 
they live. They can take calls 
from anywhere with internet 
access and a web browser.

COACH YOUR
TEAM TO IMPROVE 
QUALITY

Review call recordings or, 
better yet, listen in in real-time 
to hear how agents are 
handling calls and give them 
tips for ways to improve. 

RIGHT SIZE YOUR 
CUSTOMER TEAM  

Real-time analytics and 
historical call statistics can 
help you forecast call 
volumes and ensure your 
team is up to the task.

REAL-TIME ANALYTICS
Give supervisors real-time analytics and historical call statistics they need to better manage their contact center. 
Our intuitive dashboard shows agent performance metrics at a glance, including speed of answer, average call 
duration, hold times, abandoned call rate, missed and timed out calls.

BENEFITS

KEY FEATURES
Give supervisors real-time analytics and historical call statistics they need to better manage their contact center. 
Our intuitive dashboard shows agent performance metrics at a glance, including speed of answer, average call 
duration, hold times, abandoned call rate, missed and timed out calls.



CALL HISTORY
Give supervisors historical call 
reports on specific time frames, 
with detailed call records, includ-
ing recordings of the call audio – 
all can be used to review agent 
performance, train agents, 
investigate interactions and more. 

LIVE CALL QUEUE DASHBOARD
With a live call queue dashboard, agents and supervisors easily can see a detailed view of all live calls and agent 
activity in the call queue to ensure there’s coverage to meet ideal performance metrics.

LIVE CALL QUEUE DASHBOARD
With a live call queue dashboard, agents and supervisors easily can see a detailed view of all live calls and agent 
activity in the call queue to ensure there’s coverage to meet ideal performance metrics.



CALL QUEUE CUSTOMIZATION
Call queues can be customized extensively, with multiple ring strategy options, business hours call routing, 
break-out options, and many other features, to ensure that calls are routed efficiently to the right place at the 
right time.

CALL COACHING
While calls are in progress, 
supervisors can monitor conver-
sations or coach (whisper to)
Agents and even join calls to 
speed resolution and/or improve 
the outcome.

866.600.1007 Sales

Ready to Deliver Exceptional Customer Service? Contact Broadvoice 
to learn about b-hive Virtual Contact Center today.
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