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Purpose 

Use this guide to learn how to use Integrated Automatic Call Distribution. 

Audience 

Information in this document is for users of NHC telephone services. 

References 

Refer to this guide for more information about Integrated Automatic Call Distribution: 

Integrated Automatic Call Distribution for Supervisors Quick Reference Guide 
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Overview 
This quick reference guide explains how to view and manage iACD information in NHC’s 

CommPortal: 

• Log in 

• Agent Dashboard 

• Agent Status and My Queues 

• Incoming Calls 

• In a Call 

• Wrap Up 

• Call Disposition 
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Log In 
To log into CommPortal: 

1. Open a web browser. 

2. Navigate to https://commportal.nhcgrp.com/. 

 

3. Enter the following information: 

Number – Your 10-digit telephone number 

Password – Your CommPortal password 

  

https://commportal.nhcgrp.com/
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From CommPortal, open the Agent Dashboard: 

1. Click the Groups tab. 

CommPortal’s list of Multi-Line Hunt Groups opens. 

2. Click Agent Dashboard at the lower right. 

 

Agent Dashboard opens in a new window.  
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Agent Dashboard 
Guidance for the Agent Dashboard contains these topics: 

• Agent Status and My Queues 

• Incoming calls 

• In a call 

• Wrap up 

• Call disposition 

Agent Status and My Queues 
Manage your status in the dashboard: 

• To change your current status, click the Current state drop-down list, then select the 

appropriate status.  

• To log in or log out from a queue, click the icon  at the right of the queue.  
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Incoming Calls 

For incoming calls: 

• Current state changes to In A Call. 

• Alert above call bar shows Caller ID. 

• Call bar turns green, and displays: 

o Average waiting time  

o Number of callers waiting 

o Number of agents logged in 

o Shows  your logged in or out status 
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In a Call 

When you are in a call: 

• Call state indicates In A Call. 

• Notice indicates you cannot receive calls because you are in an unavailable state. 

• My Queues shows status of active queues, including: 

o Average waiting time 

o Number of callers waiting 

o Number of agents logged in 

o Logged in or logged out status 
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Wrap Up 

Your administrator can configure your group to include a wrap up state after a call is complete. 

If your group is not configured for a wrap up state, your current state returns to available when 

you complete a call. 

Wrap up state includes these item son the agent dashboard: 

• Current state indicates Wrap-up. 

• Timer under Agent Status shows time remaining in wrap-up. 

• Notice indicates you cannot receive calls because you are in an unavailable state. 

• My Queues shows status of active queues, including: 

o Average waiting time 

o Number of callers waiting 

o Number of agents logged in 

o Logged in or logged out status 
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Call Disposition 

If enabled, you can record call disposition to classify calls: 

1. Select Available in the Current state drop-down list. 

  

Leave Wrap-Up dialog opens. 

 

2. Select the appropriate call disposition in the second drop-down list. 

3. Click OK. 

The dialog box closes, and you return to Available status.  
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Corporate Office: 
200 Baker Ave 
Suite 300 
Concord, MA 01742 
855-600-4NHC (4642) 
 
Customer Operations: 
6836 International Center Blvd. 
Fort Myers, FL 33912 
24x7x365  Service: 
855-600-4NHC (4642) 
 
Email & Web: 
info@nhcgrp.com 
www.nhcgrp.com 
 

mailto:info@nhcgrp.com
http://www.nhcgrp.com/

