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The ultimate professional console 
for receptionists, attendants and 
switchboard operators.

The IIC is a fully IP-based solution that has 
been developed from the ground up with the 
latest Microsoft technologies. The console has 
been designed to be both easy to install and 
use.  

Screen layout is clear and logically organised, optimised to 

improve operator efficiency when handling a high volume of 

calls.  

The simple, intuitive operation and powerful directory makes 

training new and relief operators easier and less costly. Call 

control buttons are large and clearly labelled. Use ‘drag and 

drop’ to answer or transfer calls. A customised USB keyboard 

is included by NEC with colour-coded labelled keys. 

Switchboard operators, receptionists or 
attendants are the window into an organisation. 
They often handle large volumes of incoming 
voice calls from prospects, customers, partners 
and suppliers seeking an entry point into the 
organisation for sales, support and general 
enquiries. 

In order to gain competitive advantage, organisations are 

seeking better ways to simplify and improve the process of 

handling external and internal communications, increase 

utilisation of dedicated resources and provide more value to 

each customer contact interaction.    

NEC’s Integrated IP Console (IIC) solution is a simple to 

use software application that can easily be integrated into 

customers’ corporate networks. IIC is a modern, feature-rich 

console designed to enhance your company’s professional 

image and the level of service provided. It offers business 

process improvements, providing all the information necessary 

for staff to process calls using a simple to use modern 

interface.

The IIC works effortlessly within NEC UNIVERGE SV9300 

and SV9500 communication platforms, providing flexibility 

of offerings supporting integration to traditional wired or IP 

converged architectures. IIC’s comprehensive reporting tools 

enable managers to monitor operator performance, fine tune 

switchboard rosters and help to reduce costs.

Overview Business benefits

Easy to use with minimal training

Improved customer service and staff 
productivity

The key to delivering fast and efficient 
communication flow is by having the right 
contact information at your fingertips. 

The IIC offers a highly flexible integration capability to many 

common databases including Microsoft Active Directory, 

and supports enhanced directory searching capability using 

dynamic search function.
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IIC

Reporting for simplied decision making

The IIC can provide detailed reports, allowing 
businesses to better utilise staff by ensuring 
daily activities are appropriately resourced.

The console reports will help managers to monitor peaks and 

troughs in switchboard call load as well as individual operator 

activity and performance. It can provide trending information to 

better plan the number of operators required during the day or 

plan when staff need to perform other business requirements.

A variety of chart and tabular reports are available on call, 

queue and operator activity by month, day or hour. Reports 

can include abandoned calls and average time to answer 

statistics. 

Furthermore, some basic call statistics are shown on the 

console to help motivate operators e.g. a record of calls that 

have been answered and dialled.

Scalable and flexible

The IIC is easily scalable and suitable for 
the smallest business right up to the largest 
enterprise including hospitals, hotels, 
universities and government customers with 
high call volumes.

The flexible licencing scheme allows other staff to have IIC 

installed on their desktops and to act as relief operators when 

required. Licencing only limits the number of active consoles 

running, plus the management reporting tool can be installed 

on any desktop.

The solution offers flexible deployment options, supporting 

traditional telephony or converged infrastructures. The IIC 

is offered as a software only solution, supporting appliance 

and virtual implementations adhering to customers’ standard 

operating environments.

The comprehensive phone directory can be integrated to most 

company-wide directory services. This will provide accurate, 

up-to-date staff contact details to the operators and allow a 

single point of entry for directory updates. Alternatively, the IIC 

can connect to existing databases or integrate to a variety of 

call accounting directories. 

IIC also has a range of features designed to enable operators 

to handle enquiries in the timeliest manner possible. These can 

lead to greater staff productivity and an improved customer 

experience.
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Screen pop

•	 Shows LDN called and LDN specific greeting message 

•	 Shows reason the call came to switchboard (CFN, CFB, 

Recall, etc) 

•	 Shows called party 

•	 Shows calling party (either internal extension or Caller ID if 

available) 

•	 Caller ID can include number, name and company 

•	 Up to 17 database fields populated by screen pop 

•	 Notes can be saved by operators against each directory 

record 

•	 Alternate contacts in same department shown on separate tab

A screen pop is a feature that automatically 
displays all of the relevant caller and account 
information on a contact centre agent or 
operator’s screen during a call.  

Caller ID, voice response or an ACD may be used to match the 

incoming call against a customer database to identify the caller 

before the connection is made to the agent.

Technical features

•	 Calls are routed to the operators by the NEC system or any 

Automated Call Distribution (ACD) 

•	 The IIC provides full control of the calls being handled on a 

companion digital or IP phone

•	 The operator listens to calls via a handset or headset 

attached to the phone

Call routing

Effective call routing ensures calls are directed 
to the person with the most relevant skills for 
the call type.  

Enterprises can store a database of their employees’ attributes, 

such as their experience in advising customers on different 

issues, and route calls appropriately.  

This ensures calls aren’t answered by random people and that 

customer service representatives have the expertise to help 

with enquiries.

Telephony desktop integration

IIC offers a range of ways for calls to be handled 
and managed. These ensure the operating staff 
are more efficient and the customer experience 
is optimised.

•	 Call handling via mouse or keyboard 

•	 Calls can be answered or transferred using ‘drag and drop’ 

•	 Customised USB keyboard is included by NEC 

•	 One touch transfer to extensions, mobiles and external 

numbers 

•	 Six loops to handle up to 6 calls at once 

•	 One-touch toggle between source, destination or 3-way 

conference 

The IIC works effortlessly with 
NEC communication platforms.

Technical features
•	 Call waiting display including type of call 

o Listed Directory Number (LDN) 

o Call Forwarding Number (CFN) 

o Call Forward Busy (CFB) 

o Guest 

•	 Calls can be answered according to call type (LDN, CFN, 

Guest etc) 

•	 Last number redial (supports up to last 20 numbers) 

•	 Night switching and attended control 

•	 Speed dial buttons:  

o 64 One-touch speed dials per tab (multiple tabs)  

o Button colours and labels are configurable  

o Changes are automatically updated to all consoles  

o Extension presence (idle/busy) shown for all buttons
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Directory searching

•	 Predictive (dynamic) searching ‘as you type’ 

•	 Search using wildcard characters 

•	 Full-text searching (search all fields including Notepad)

•	 Alternate contacts in the same department shown in 

seperate tab 

•	 Extension presence (BLF idle/busy) shown for all search results

Directory integration

This will provide accurate, up-to-date staff 
contact details to the operators and allow a 
single point of entry for directory updates.

•	 Integrate to Active Directory using Lightweight Directory 

Access Protocol (LDAP). LDAP is an Internet protocol 

that email and other programs use to look up information 

from a server and is commonly used by medium to large 

organisations

•	 Connect directly to existing SQL databases or integrate into 

common call accounting packages

IIC

Easily being able to find the information you’re 
looking for saves time and improves the 
customer experience.

Performance reporting

Detailed reports allow businesses to better 
utilise staff and provides trending information 
to enable more effective resource planning and 
improved customer service.

•	 Easy to use management reporting package included 

•	 Reporting package can be installed on any PC desktop 

•	 Calls, queues and operator activity reporting 

•	 Abandoned calls and average time to answer reports 

•	 On-screen timers for active calls 

•	 Call log (per operator) records calls answered and calls 

dialled 

•	 Export reports to PDF or Excel
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Monitor peaks and troughs in 
switchboard call load as well as 

individual operator activity. 

Integration with NEC platforms

IIC requires Open Archives Initiative (OAI) 
feature licence enabled on the UNIVERGE 
communication server.  

The essence of the open archives approach is to enable access 

to web-accessible material through interoperable repositories 

for metadata sharing, publishing and archiving.

•	 Large Communication Platform : SV9500 and SV8500

•	 SMB Communication Platform : SV9300 and SV8300

•	 Each operator requires a Digital or IP multi-line terminal

•	 Supports UNIVERGE systems networked over CCIS No 7  

or Fusion® 
Small sites up to 4 consoles 

A Master console PC with min 8GB RAM can be used for IIC 

server but note that this PC cannot be shut down without 

impacting the other consoles.

Large sites with 5 or more consoles 

A dedicated server PC is required.

Hotels & Hospitals with 3 or more consoles 

A dedicated server PC is recommended.

Software  
component

Hardware & software requirements

IIC Client •	 Core i5, 2.0Ghz

•	 4GB RAM (console with 32-bit OS), 8GB 

RAM (Master console with 64-bit OS)

•	 100 GB hard disk drive

•	 Microsoft Windows 7 or 8 Pro (32 or 

64-bit)

•	 Hotels – Master console PC with Serial 

PMS – will require 1 x 9-pin Serial port 

(or USB-Serial cable)

•	 LAN port, LCD screen, Sound card

ICC Server •	 Core i5, 2.0Ghz

•	 Min. 8GB RAM for Microsoft Windows 

Server 2008 or Microsoft Windows 7

•	 250 GB hard disk Windows Server 2008 

or 2012 (32 or 64-bit) with CPU licence, 

or 1 x CAL for each IIC desktop

•	 Windows 7 (32 or 64-bit) can be used 

as Server for small sites with up to 4 

consoles (min. 8GB RAM)

•	 SQL Server 2008 R2 or 2012 Express 

Editions

Note: SQL Standard Edition may be required 

for some more complex directory integration 

tasks (contact CTI)

Note: SQL 2008 Express supports up to 

10Gb data, SQL 2005 Express supports up 

to 4GB data

•	 Hotels – if using Serial PMS – will require 

1 x 9-pin Serial port (or may use USB-

Serial cable)

•	 LAN port, USB port for Rockey security 

dongle (currently)

Management

The IIC has been developed with ease of use in 
mind, whilst providing operators and managers 
with the features and functionality required to 
delivery exceptional service.  

Managers can monitor peaks and troughs in switchboard call 

load as well as individual operator activity and performance

•	 Flexible licence scheme based on number of active 

consoles 

•	 Simple installation, requires minimal system program 

changes 

•	 Simple management tool for centralised console 

configuration 

•	 Dynamic configuration updates to all consoles without 

restart 

•	 Variety of statistics and performance reports included
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IIC
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For more information, visit th.nec.com

NEC Corporation (Thailand) Ltd.
159/37 23rd Floor and 159/38 24th Floor, Serm-mit Tower,

Sukhumvit 21 Road (Asoke), Klongtoey Nua, Wattana,
Bangkok 10110, Thailand

TEL: +66-2259-1192   FAX: +66-2259-1199
For inquiries, please contact our call center: +66-2204-9600

th.nec.com


