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Category: 7000 Access Domain

7425 – Automated Call Distribution Systems (ACD)

Definition: 
As per COT #7425:
Automated call distribution system, is a device or system that distributes incoming calls to a specific group of terminals or agents based on customer need, type, and agent skill set. It is often part of a computer telephony integration (CTI) system.
Rationale: 
As per COT #7425:
ACD systems were introduced to help reduce the burden upon operators and call center staff by rotating calls to alternating people, based upon changeable criteria. This helps to hold the line on or reduce the impact of high labor costs. Unfortunately, if the systems are not installed properly, they can become an impediment to the caller.

This standard is intended to highlight some of the appropriate ways to set up these systems so that the caller’s experience will be positive.  

Approved Standards: 
As per COT #7425:
All implementation and usage of an ACD system must adhere to the following, minimum acceptable standard. This standard represents acceptable usage and should not adversely affect technology costs. Adherence to this standard is expected regardless of specific products installed.

· Equipment currently in place can continue to be used and maintained. When it has reached the end of its useful life and the cost of repair or upgrade exceeds its value, replacement should be considered.
· An ACD should only be placed upon incoming customer lines. These lines frequently come into a call center or help desk environment.
· If the ACD is used in conjunction with an Automated Attendant, all standards for that product must also be followed.

See the suggested “Best Practice” document at https://cgp.ky.gov/sites/COTPUBDOCS/Standards/AutomatedCallDistributionSystemsBestPractice.pdf


COT Product List:
Please refer to KITS – EAS Code 7425

Approved Product(s):
CHFS engages Conduent to provide Contact Center as a Service (CCaaS) technology platform with following products to support contact center operations
· Telephony including IVR & ACD :    Genesys  Cloud
· Customer Relationship Manager (CRM)  :  Oracle Service Cloud RightNow   
· Workforce Management :  NICE-IEX
· Real Time Reporting :  Genesys Pure Insights
Emerging Trends and Architectural Directions:


Exceptions:
Any exceptions to this standard must follow the procedures established in CHFS IT Policy #070.203.

Review Cycle:
Annually

Timeline:
Last reviewed:		06/30/25
Next review:  		06/01/26


Cross References
· COT Standard #7425 – Automated Call Distribution Systems (ACD)


Link to all COT Software Domain Standards:
KITS_Report.pdf (ky.gov)

Link to all CHFS IT Standards:
CHFS IT Standards - Cabinet for Health and Family Services (ky.gov)

Link to all CHFS IT Policies:
CHFS IT Policies - Cabinet for Health and Family Services (ky.gov)
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