
KEEP MY PLACE IN QUEUE 

END-USER GUIDE 

This document outlines Callback Queue (aka, Keep My Place In Queue/KMPIQ) functionality 

when running Spectrum Enterprise's Hosted Call Center (HCC) Agent Plus and Supervisor 

clients, from version 8.6.2. This feature is available to users that are associated to a Call Center 

either as an Agent Plus or Supervisor, so an understanding of call center functionality (including 

queued calls, ACD states, DNIS and disposition codes) is assumed. Callback Queue is not 

available to customers who have the HCC Agent instead of the HCC Agent Plus. 

1 FEATURE DESCRIPTION 

Callback Queue is an add-on feature for HCC Agent Plus and Supervisor that allows queued 

ACD calls to be held in place in the call center queue when the remote party has released the 

call, then for the agent to call the party back when their call becomes the next call to be 

answered. 

Unity will keep an internal virtual list of queued calls and calls where the caller has requested 

a callback, referred to as a "KMPIQ Callback Request". Every time the agent is ready to accept 

a new call center call (when they are joined to the call center, not on Do Not Disturb, their ACD 

state is "Available" and not already on a call), then Unity will check this virtual list to determine 

if the next call to be processed is a queued call or a Callback Request. 

If the next call to be answered is a normal queued call then it will be passed from the call center 

to the agent, where it can be answered normally. 

If the next call to be answered is a Callback Request then Unity will either prompt the agent to 

make the outbound call or will make the call automatically, depending on Unity configuration 

(as outlined below). Before prompting the agent or automatically performing the callback, 

Unity will change the ACD State to "Unavailable", thereby ensuring that the next queued call 

isn't presented to the agent through the call center. 

All Unity clients communicate with each other in order to support different callback features. 

Real-time updates are sent between Unity clients as Callback Requests are processed by an 

agent, so that they are removed from the virtual queue in all other Unity clients. This will 

ensure a Callback Request isn't processed twice by different agents. It also gives supervisors a 

complete view of callback performance. 




























