
• Offers Workgroup callers the ability to 
hear their position in queue and receive 
a callback while maintaining their place 
in queue.

Product Summary
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• Callers are offered a callback option 
while waiting in the Workgroup queue. 
If a callback is requested, the callback 
number is collected, and the call 
is terminated.

• Callers can hear their position in queue 
and determine if they would like 
a callback.

• Agents are given the in-progress 
callbacks as a normal Workgroup call. 
When the agent answers, the agent will 
hear the outbound call ringing.

• The Agent can view the CallerID in the 
Call Note.

• Audio prompts may be customized to 
match the system voice talent.

Product Description

• Works with MiVoice Connect 14.2 
and above.

• Contact Center not required.

Product Requirements

Enabling Callers to Select Callbacks for Workgroups
PCS WorkGroup Callback

Contact PCS today to begin building your solution
330.335.7271  or  sales@palittoconsulting.com

Call Flow

Inbound Workgroup Call1

Callback Opt-In 
Message 2

Call Back Script3

Inbound Call Hang Up4

Agent Receives Call 
for the Call Back 5

Agent Handles Caller6

• Thank you. You will receieve 
a call from us when you are 
next in line. Please be available 
at the Callback number you 
entered. Good bye.

• Press 1 to receieve a call 
back and maintain your 
place in queue

• Please enter your 10-digit 
phone number. Then 
press #.

• Caller is called back

• CallerID in call note


