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Are there any abandoned callers that have not either subsequently called us back successfully
or to whom we have not made a successful return call so that we can recover potential lost business? 3 Are

we managing our staff in the best way to maximise customer service? 61
At what point are callers abandoning, what is the ring time period that we should aim for to

eliminate this? 59
Can | allocate call charges against a client or particular activity? 24
Can | compare busy periods during the day? 37
Can | compare busy periods for routed email during the day 85
Can | compare call rates and statistics between extensions? 42
Can | compare call statistics over several months? 34
Can | compare general call statistics over several days? 28
Can | compare general call statistics overseveral weeks? 31
Can | compare inbound call statistics over several weeks? 32
Can | compare inbound specific call statistics over several days? 29
Can | compare outbound call statistics over several days? 30
Can | compare outbound call statistics over several months? 36
Can | compare outbound call statistics over several weeks? 33
Can | compare general routed email statistics over several days? 82
Can | compare general routed email statistics over several weeks? 83
Can | compare general routed email statistics overseveral months? 84
Can | detect if calls are being answered in a group or department that subsequently has to

transfer these calls, do we need to publish our telephone numbers more effectively? 71
Can | easily print off a list of the Devices we have available? 17
Can | easily print a list of the Agents that we have working for us? 18
Can | easily print off a list of the Trunk Lines we have available? 15
Can | quickly print off a list of the Direct Dial services we have available? 16
Can | quickly see a spread of calls performed for specific clients or against certain activities? 38
Can | really drill down to see very specific details onany calls? 20
Can | see breakdowns of calls taken by individual hunt groups? 50
Can | see breakdowns of routed emails taken by individual hunt groups? 86
Can | see exactly the specific calls agents have been making and receiving? 51
Can | see general time based figures on the activity of agents? 52
Can | see how effectively we are handling Direct Dial services or campaigns? 40
Can | see how long each agent has spent in each ACD state? 68
Can | see how long each extension has been in each ACD state? 69
Can | see how much actual call activity each Agent is responsible for? 55
Can | see how much actual routed email activity each Agent experiences? 87
Can | see how much each extension is costing us on call charges, at a glance? 25

Can | see how well we are handling inbound calls? 27



Can | see the global trends for service levels over the last quarter?

Can | see the domains of incoming routed emails?

Can | see the total time and percentage of time that agents have been in all DND states?
Can | see the total time and percentage of time that extensions have been in allDND states?
Can | see which advert customers are responding to?

Can | summarise the comprehensive call details?

Can | tell how frequently we contact the same destinations on incoming and outgoing calls?
Can | tell if we need to handle calls differently at different times during the day?

Can | tell what proportion of calls fall in a particular band of charges?

Can I tell which Agent's seem to be making or receiving calls from people that are not known
to our database of customers?

Can we see how inbound calls have been handled historically?
How active on inbound and outbound calls are users onthe system?

How are inbound calls being handled throughout the day, should we look at recruiting more
staff for specific periods?

How are our telephone charges broken down into charge bands?
How are users handling inbound calls?

How busy are our lines during the day and what is the precise maximum number of lines
that we use?

How busy have the agents been?

How can | see which individual calls cost the most and possibly identify abuse?

How costly is each call?

How does my inbound and outbound call traffic vary at different times during the day?
How effectively are we handling and using telephony resources on a daily basis?
How effectively are we using our telephone lines, do we have too few or too many?
How efficient are the Agents in a group, who loses the most calls?

How many calls have each of my agents made?

How many calls have we transferred to external parties?

How much does each outbound Agent cost us in call charges?

How much time do agents spend processing different media for different periods of the day?
How much time does each agent spend processing different media?

How often do staff use services such as the operator or directory enquiries?

How quickly are we answering calls?

Is there a way to see a trend in calls that last for specific durations, what proportion of calls last

too long or are too short?

Is there a way to see a trend in emails that last for specific durations, what proportion of
emails were replied to, NRN's and ARM'd?

What are the specific details of all incoming and outgoing call?
What are the specific details of allrouted emails?
What calls have we lost today?

What proportion of calls are we successfully handling within our target answer time, are we
providing too high or low a level of service?

67
81

81
78
45
19
11
60
39

74
44
21

43

46

49
53

22
24
41
62
57

54
77
76
12
47

56

88

80

63



What staffing levels have we needed in the past to maintain our service levels? How many
trunk lines do we need to avoid engaged tones?

When are the agents logging in and out during the day?

When during the day does the service level drop?

When during the week are we not meeting service level targets?

When have the sales team been changing status this morning?

Which extension users are having operational difficulty with the telephone system?

Which extensions seem to be transferring a high proportion of calls for further assistance,
do they need more training?

Which locations that we call are costing us the most?
Which of my Agents is encountering call clash when trying to generate outgoing calls?

Which of the Agents seem to be transferring a high proportion of calls for further assistance,
do they need more training?

Who appears to be having difficulty with outgoing calls, or is frequently having to drop
outgoing calls to answer incoming calls?

Who appears to be making or receiving calls from or to people who are not known to the
company database?

Who calls us most frequently?

Who do we call most frequently

75
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73
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64

72
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Mitel® MiContact Center Office (MiCC Office) and Mitel Business Dashboard have three different license
variations. The functionality of Reporter changes based on the license you acquire.

Provides basic call reporting. Reports can be run that show a list of calls that match a specified criteria. Summaries
can be created for these reports, as well as summarizing calls by telephone number or by call cost group (e.g. local
calls, national calls, mobile calls etc).

Reporter

Provides enhanced reporting capability. In addition to the Reporter Basic features, the Reporter license can
summaries reports by extension, group, time of day, ring time, DDI, as well as several other call properties. Real
time call reporting is also provided using Reporter Real-Time.

Provides historical and real time ACD reporting capabilities. As well as all Reporter features, the Reporter Pro
license can report on call and email performance and agent activity in an ACD environment. Reporter Pro Real-
Time can be used to provide real time call and agent reporting. Active ACD Agents require a MiCC Office Agent
Reporting License in order to show up in the Reporter Pro Reports.

The table below indicates the types of report that can be created with the different Reporter license variants:

List Reports

Call List Reports
Configuration Reports
Telephone Import Reports
ACD Status Reports
Email Activity Reports
Statistic Reports

By Telephone

By Cost Group

By Device

By Start Time

By DDI

By Account Code

By Cost Area

By Trunk

By Ring Time

By Call Cost

By Agent

By Hunt Group

By Agent First Rang
By Talk Time

By Call Time

By Email Domain

AR IRAR IR AR AR AR AR AR AR AR AR SR ARNEN AN F SR A RNENEN AN
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Reports can be run that show a list of calls that match a specified criteria. For each report, summary statistics can
be calculated (e.g. Longest Waiting in seconds, total number of inbound calls, etc.). Call costing and a data export
facility are also included.

2.1 Call List General

"What are the specific details of all incoming and outgoing calls?"

When you run reports that have this report format, they show a list of all outbound and inbound calls made or
received which match the filters and fields specified by the user. When the report has been run you can click the
Details button in the Reports window to show all the information known about the selected call record in the report.
You can also click the Summary button in the Reports window which will display some call statistics for all the calls
in the report

Call List, General A D F- X

: Start Time |Anz? |Figld 2 Telephane Mo |FRO LRO Anz On |User Ans On Fitr Doir Call Time| Seg| =
17/08/200512:24:33 ez Office Bank & Partners 01387292942 530 155 155 Agent Pozition 61155 In 00:00:.04 2
17/08/200512:25:09 Yes  Direct Communications (UK] 01387363166 158 1568 155 Agent Pogition 8155 Out Q00005 Mt
170872005 12:25:20 Yes  Scott Foods Agency 01387990349 155 186 185 Agent Position B 155 Ot 00:00:13 0 MéA

17/08/2005 12:25:25 Yes  PEX Computers Agency (138830966 2541 2541 2541 Guotation CallRo 2541 In a0.00:19 1
17/08/2005 12:25:45 Yes  PEX Computers Agency (1388309665 530 156 156 Agent Pogition 7156 In 01809 2

17/08/2005 12:29:54 Yes Micro Solicitars Pl 01388511450 B2 153 153 Agent Pogition 4 153 In 00:00.24 1
17/08/2005812:30:23 Yes  Micro Solicitars Pl 01388511480 152 152 152 Agent Position 31152 In 000017 2
17082005 12:3212 Yes  Office Computers & Partners | 01388726838 1558 1558 155 Agent Pogition B 155 Out 00:0213 . M —d
17/08/2005 12:38:58 Yes  Smith Products Inc 01388841301 155 155 155 Agent Pozition 61155 Out 00:00:14 | M
17/08/2005 12:48:01 Mo [Mo CLI Received] [Ma CLI 100 100 In 00:00:08 | N
17/08/2005812:48:25 Mo  Bates Computers Plo 38s7E3072 152 152 152 Out 00:00:03 | M
17/08/2005 12:48:36 Yes  Ouest Computing Express 01392603443 152 152 152 Agent Pozition 3152 Out O0:02:35 0 MNdb
17/08/2005 12:49:38 Yes | Total Computers [US) 01394172304 155 155 155 Agent Pozition 61155 Out 00:00:06 | M

17/08/200512:49:48 Yes Peterson Accountants Group (01399934385 158 1568 155 Agent Pogition 8155 Out Q00011 Mot
17/08/200512:60:03 Yes Direct Telecommunications Lt 01397331417 155 186 185 Agent Position B 155 Ot 00:00:07 NJA_ILI
k

Call List, General

Field Description

Start Time The time this call started

Answered? Was this call answered in the current call segment?

Field 2 The descriptive information associated with the telephone number of this call segment, as defined by the
MiCC Office Server telephone number import database

Telephone Number The telephone number associated with this call segment, whether inbound or outbound

First Rang The first extension / group that this call alerted for the given call segment, or the extension that made this
outbound call

Last Rang The last extension / group that this call alerted for the given call segment

Ans On The extension that this call segment was answered at, if the call was answered

User Ans On The descriptive name associated with the device that this call segment was answered at

Finished On The extension where this call segment was completed at

Direction The direction of this call segment, either inbound or outbound

Call Time The total duration of the call segment including both alerting and talk time

Call Segment The number of a particular call segment for calls that have been diverted, forwarded, overflowed, recalled or
transferred




2.2 Un-Returned L

Business Dashboard and MiCC Office — Report Format

t Call

"Are there any abandoned callers that have not either subsequently called us back successfully or to whom we
have not made a successful return call so that we can recover potential lost business?"

When you run reports that have this report format, they show inbound un-returned lost calls where CLI was
received for calls which match the filters and fields specified by the user. An un-returned lost call is a call that was
not answered or rang engaged on a DDI extension, and which has not subsequently called back or received a
return call to the calling telephone number.

Un-returned Lost Calls

Start Time

A D-F- X

1740872005 00:31:01
17/08/2005 00:56:20

1740872005 02:47:39
17,/08/2005 02:47:58
17/08/2005 02:48:14
1740872005 02:54:59
1740872005 02:55:36
17/08/2005 02:55:46

1740872005 03:50:24
17/08/2005 04:00:29
17/08/2005 04:02:46

4

17/08/2005 00:56:53 Y2 Spstems Plo

170842005 031716 |Active Computers & Partners

Figld 2 Telephone Mo Uszer First Hang Ring Time |DDI Digits |DMIS Trunk Seq
Direct Computers [E) 01974115941 530 Enqguiries Group 1| 00:00:03 8004 General Enguines [Regic 34300 2
Total LaM s Group 7245811598 2511 Auto Attendant Mi | 00:00:06 8000 tdain Mumber Auto Atter 94328 MAA
728194701 2511 Auto Attendant Ni | 00:00:08 2000 Main Mumber Suto Atter 94328 NA%
Tharmpzan Saftware (US] 01841080694 2511 Auto Attendant Mi 00:00:03 2000 Main Mumber Auta Atter 94328 M
Business Metworks Trust 01843309679 2511 AutoAttendant Mi | 00:00:08 2000 b aim Mumber Auto Atter 94328 MAd
Fudos Telephones & Partners | 01845160196 2511 Auto Attendant Mi - 00:00:06 8000 tdain Mumber Auto Atter 94328 MAA
Fleetrun Bank Inc 01863910280 2511 Auto Attendant Ni | 00:00:08 2000 Main Mumber Auto Atter 94314 NAE
[Mew Contact 1] 0189654051858 2511 Auto Attendant Mi 00:00:05 2000 Main Mumber Auta Atter 94314 M
Hampton Law [US)] 01869898450 2511 Auto Attendant Mi | 00:00:05 8000 tdain Mumber Auto Atter 94314 MAA
01888633135 100 Operator 00:00:20 8009 Quotations [Region C] 94314 M
Thampson Products Express (01909878763 2511 Auto Attendant Mi o 00:00:08 2000 Main Mumber Auta Atter 94328 M
Quest Spztems Ihe 1938147212 2511 Auto Attendant Ni - 00:00:08 2000 Mair Mumber Auto Atter (94314 M
Smith Constuction [U5) 947674287 2511 Auto Attendant Mi | 00:00:04 2000 tdain Mumber Auto Atter 94314 NM_ILI
k

Un-returned Lost Calls

Field Description
Start Time The time this call started
Field 2 The descriptive information associated with the telephone number of this call segment, as defined by the

MICC Office Server telephone number import database

Telephone Number

The telephone number associated with this call segment, whether inbound or outbound

First Rang

The first extension / group that this call alerted for the given call segment, or the extension that made this
outbound call

User First Rang

The descriptive name associated with the first extension / group that this call segment alerted

Ring Time The duration that this call segment spent alerting

DID Digits The significant DID digits received from the network provider to identify a call originated via a particular DID
number

DNIS A description against the DID number that this inbound call originated on

Trunk The trunk line that this call originated over

Call Segment

The number of a particular call segment for calls that have been diverted, forwarded, overflowed, recalled or
transferred




Business Dashboard and MiCC Office — Report Format

2.3 Call List, Invalid Dialled Calls (UK Only)

"Who appears to be having difficulty with outgoing calls, or is frequently having to drop outgoing calls to answer
incoming calls?"

When you run reports that have this report format, they show a list of incorrectly dialled outbound calls which match
the filters and fields specified by the user. An incorrectly dialled call is assumed to be one which was not answered
and where the dialled telephone number is less than 10 digits long (but not a local telephone number (6 digits
long)). This report format is useful to identify agents who are having “finger trouble™ using the telephone system
when making external calls.

call List, Invalid Dialled Calls A D F- X

Start Time | Telephone Mo First Fang | User First Rathg Call Time Seqg
18/08/2005 01:46:09 00&S 154 Heidi Cooper 00:00:15 M.t
18/08/2005 01:48:33 00 154 Heidi Cooper 00:00:08 U
18/08/2005 04:56:21 01385 158 M atalia Puchensk 00:00:13 M.
18/08/2005 08:21:03 0150348 155 Sabrina Price 00-00:09 M.
18/08/2005 11:35:45 01 106 Amanda Jennesor | 00:00:13 A4
18/08/2005 15:00:51 0778 150 Thereza Macintos . 00:00:08 M./
18/08/2005 15:59:37 00387795 156 Emily Parsons 00:00:14 M.t
18/08/2005 16:37:26 00 156 Emily Parsons 00:00:10 M.t
18/08/2005 20:05:20 0138 151 Sarmzan Johinz 00:00:08 M.
18/08/2005 23:58:14 01644 159 Ged Saruelz 00:00:13 M
' of
Call List, Invalic Diallz. ..

Field Description

Start Time The time this call started

Telephone Number The telephone number associated with this call segment, whether inbound or outbound

First Rang The first extension / group that this call alerted for the given call segment, or the extension that made this
outbound call

User First Rang The descriptive name associated with the first extension / group that this call segment alerted

Call Time The total duration of the call segment including both alerting and talk times

Call Segment The number of a particular call segment for calls that have been diverted, forwarded, overflowed, recalled or
transferred




Business Dashboard and MiCC Office — Report Format

2.4 Call List, | ost Calls

"What calls have we losttoday?"

When you run reports that have this report format, they show a list of unanswered inbound calls, or DDI calls that

rung engaged on a DDI extension. If you run the report then you can click the Details button in the Reports window

to show all the information known about the selected call record in the report. You can also click the Summary
button in the Reports window, which will display some call statistics for all the calls in the report.

Call List, Lost Calls

A& O-F- X

‘ Start Time |Field 2 Telephone Mo |FRO Uzer First Rang Ring Time |DDI |DMIS Tiunk | Seg| =
17/08/2005 02:35:10 Kudoz Spstems Inc 01334969834 /30 Enquinez Group 1| 00:00:03 8004 | General Enguines [Fegic 94300 2
17/08/2005 03:50:08 | Total Telecoms Agency 01305934374 2511 Auto Attendant Mi o 00:00:06 8000 Main Mumber Auto Atter 94323 NJa
1740872008 04:13:38 Active Consultants (LK) 1963713564 2511 Auto Attendant Mi 00:00:20 8000 Main Mumber Auto Atter 94314 NJAA
1740842005 02:01:40 Micro Financial Inc 0E700961624 2511 Auto Attendant Wi 00:00:10 8000 Main Number &uto Atter 94328 M4
17/08/2008 11:18:32 = Computing Intl 01229799354 2511 Auto Attendant Mi 000003 18000 Main Mumber Auto Atter 94323 | MJia
17/08/2005 11:1857 |Principal Construction [US)] 01233130834 251 Auto Attendant Mi o 00:00:07 8000 Main Mumber Auto Atter 94323 NJia
17/08,2006 11:200:22 [Wirtual Attarney [ntl 243726234 R32 Enquiies Group 3| 00:00:03 8004 | General Enquines [Regic 94328 | Nat
17/08/2005 11:36:43 |Fusion Software Flo 1230351574 100 Operator 00:00:08 8003  Quotations (Region C) 94314 | WA
17/08/2005 11:4210 |[Mew Contact 1] 013096120284 100 Operator 00:00:08 8003 Quotations [Region C] 94314 | M4
17/08/20058 13:10:59 =42 Products dgency 01427361734 2511 Auto Attendant Mi o 00:00:028 8000 Main Mumber Auto Atter 94328 | M4
17/08/2005 13:15:40 Hampton Telecoms Group 01436322844 104 Jackie Benetton 00:01:55 8014 Call For Jackie Benettor 94300 | MJa
1740872005 14:13:21 First Solicitors Corp 534445374 2511 Auto Attendant Mi 00:00:20 8000 Main Mumber Auto Atter 94328 NAA
17/08/2005 19.52:33 Payne Enginesring Expresz 01971022304 | 2541 Quotation Call Ro | 00:00:03 8004  General Enquies (Regic 34314 N2A
17/08/2008 20:32:53 [Mew Contact 1] 022330870194 530 Enguinez Group 1| 00:00:04 8004 | General Enguines [Fegic 94300 2
17/08/2008 23:20:20 Fusion Solicitors [US) 00345833544 2511 Auto Attendant Mi o 00:00:07 8000 Main Mumber Auto Atter 34374 Na’h_lll

4 s

Call List, Lozt Calls

Field Description
Start Time The time this call started
Field 2 The descriptive information associated with the telephone number of this call segment, as defined by the

MICC Office Server telephone number import database

Telephone Number

The telephone number associated with this call segment, whether inbound or outbound

First Rang

The first extension / group that this call alerted for the given call segment, or the extension that made this
outbound call

User First Rang

The descriptive name associated with the first extension / group that this call segment alerted

Ring Time The duration that this call segment spent alerting

DID Digits The significant DID digits received from the network provider to identify a call originated via a particular DID
number

DNIS A description against the DID number that this inbound call originated on

Trunk The trunk line that this call originated over

Call Segment

The number of a particular call segment for calls that have been diverted, forwarded, overflowed, recalled or
transferred




Business Dashboard and MiCC Office — Report Format

2.5 Call List, Outbound Call Cost Specific

"How costly is each call ?"

When you run reports that have this report format, they show a list of all outbound calls made which match the
filters and fields specified by the user. If you run this report then you can click the Details button in the Reports
window to show all the information known about the selected call record in the report. You can also click the
Summary button in the Reports window, which will display some call statistics for all the calls in the report.

Call List, Outbound Call Cost Specific

A O-F- X

/ Start Time | Anz? | Field 2 Telephone Mo |FRO [User First Rang Call Time:|  Call Cost | Cost Group Seg| &
170842005 00:07:37 Yes: Jones Electnical Ltd 01EY3768719 153 Agent Position 10 00:1312 £0.44 Mational N
170842006 00:20:52 Yes Peterzon Telephones Exprezs 01684973912 159 Agent Position 10 00:05:05 £0.17 Mational M,
17/08/2005 00:40:47 ez  Gavel Solicitors & Partners 01708130324 153 Agent Position 4 00.0729 £0.23 Mational Mt
17/08/2005 02:04:39 Yes Brdge Telecoms [UK] 01807386566 154 Agent Position 5 | 00:08:54 £0.29 Mational M,
17A08/2005 05:50:45 e:  [Mew Contact 1] 077742659305 (154 Agent Posiion 5 00:02:37 £0.34 Mobile M
17/08/2005 06:43:31 Yes Bates Engineering Inc 07625128060 157  Agent Position 8 | 00:00:08 E0.36 Premium Rate | M/AA
17/08/2005 06:49:34 ez [Mew Contact 1] 07625220504 154  Agent Position 5 | 000015 £0.36 Premium Rate | M/AA
17/08/2005 06:49:43 Ye:  Micro Telecoms [UK) 076257620 157 Agent Posttion 8 | 00:00:02 £0.36 Premium Rate | M/AA
170842005 06:43:55 Ye: ABC Consultants Ple 07625515759 154 Agent Position 5 00:0012 £0.36 Premium Rate | MNAA
170842005 06:50:13 Yes |Standard Foods Plc 07E2577ER1Y 194 Agent Position 5 00.00:13 £0.22 Premium Rate | MNAA
170842005 06:51:37 ez Peterzon Computing [UK] 077981506957 154  Agent Position 5 00:.0235 £0.34 Mobie M,
17A08/2005 030315 ez Colt Software (K] 077977116489 [152  Agent Position 3 00:13:45 £3.50 Mobile M
17/08/2005 08:07:36 ez Anderzon Bank Ltd 00936419332 153 Agent Position 4 00:00:21 £0.33 Intermnational Mt -
Zall List, Outhaound ...

Field Description

Start Time The time this call started

Answered? Was this call answered in the current call segment?

Field 2 The descriptive information associated with the telephone number of this call segment, as defined by the

MICC Office Server telephone number import database

Telephone Number

The telephone number associated with this call segment, whether inbound or outbound

First Rang

The first extension / group that this call alerted for the given call segment, or the extension that made this
outbound call

User First Rang

The descriptive name associated with the first extension / group that this call segment alerted

Call Time The total duration of the call segment including both alerting and talk times
Call Cost The cost of the current call segment, whether inbound or outbound
Cost Group A description of the type of call, e.g. “local’, “national”, “mobile”, etc

Call Segment

The number of a particular call segment for calls that have been diverted, forwarded, overflowed, recalled or
transferred




Business Dashboard and MiCC Office — Report Format

2.6 Call List, Trunk to Trunk Calls

“How many calls have we transferred to external parties?”

When you run reports that have this report format, they show a list of calls which have been made trunk-to-trunk,
that is calls which have been used to transfer the incoming call to an external party or trunk line.

Call List, Trunk to Trunk Calls

A& O~ - X

Start Time | Ang? |Field 2 Telephone Mo Fin i Call Time | Seq

04/08/2005 16:30:32 ez |Interactive Accountants Trugt 0718388632590 |32 156 156 W13 00:05:38 0 Mah
04/08/2005 16:33:36 Yes |Link Financial Trust 01340316557 156 156 94300 (94300 Out 00:00:04 1 MN/A
04/08/2005 16:33:40 Yes  Thompzon Software [US) 01341050694 94300 94300 (94300 Out 00:02:30 0 MN/A
3040872005 175438 Yes Gavel Maintenance Trust M737eER223 530 153 153 4N3  |n 000347 2
3040872005 17.56:56 Yes [»vZ Telecoms Evpress 305765145 163 153 94300 (94300 Out 00:00:02 1 MN/A
4
Call List, Trunk to Tru... /

Field Description

Start Time The time this call started

Answered? Was this call answered in the current call segment?

Field 2 The descriptive information associated with the telephone number of this call segment, as defined by the

MICC Office Server telephone number import database

Telephone Number

The telephone number associated with this call segment, whether inbound or outbound

First Rang The first extension / group that this call alerted for the given call segment, or the extension that made this
outbound call

Last Rang The last extension / group that this call alerted for the given call segment

Ans On The extension that this call segment was answered at, if the call was answered

Finished On The extension where this call segment was completed at

Direction The direction of this call segment, either inbound or outbound

Call Time The total duration of the call segment including both alerting and talk time

Call Segment The number of a particular call segment for calls that have been diverted, forwarded, overflowed, recalled or

transferred
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2.7 Call Cost by Cost Group
"How are our telephone charges broken down into charge bands?

When you run reports that have this report format, they show the total cumulative outbound call cost against the
call cost category (e.g. Local, Regional, Premium Rate, etc.) of the telephone number dialled which match the

filters and fields specified by the user.

A Ti-Pr X

Call Cost by Cost Group

Cozt Group Callz In Zalln| Calls Ot EAIOut| Calls Out Ans tokT alk T Total Cost
Free 7 1.6% 13 1.1% 12 00:09:58 £0.00
Intemational 53 12.3% 236 20.2% 180 01:52:19 £9391
Local E 1.4% 7 0.E% 7 00:03%:54 £0.11
Mizcelaneous 4 0.8% 13 11% 11 00:0335 £0.51
Mabile 2h h.8% 2] B1% 49 00:34:22 £7.54

M ational an 2% 779 BR.8% B3 12:06:43 £63.69
Fremium Rate 9 21% 29 28% 27 00:04:30 £5.98

R egional 15 3.5% an 26% 29 00:20:49 g2.02
Tatal | 430 100.0% 1166  100.0% 9a3 15:16:10 £1 ?4_ns|_|;|
1 »
Call Cost by Cost Gro... /

Field Description

Cost Group A description of the type of call, e.g. “local”, “national”, “mobile”, etc

Calls In The total number of inbound calls

% of All Calls In The percentage of calls in for one row against the total calls in for this report

Call Out The total number of outbound calls

% of All Calls Out The percentage of calls out for one row against the total calls out for this report
Calls Out Ans The total number of outbound call segments that have been answered

Total Talk Time The cumulative time spent in the answered state. This includes time spent on hold.
Total Cost The total cost of all calls
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2.8 Call Cost by Most Expensive Call

“How can | see which individual calls cost the most and possibly identify abuse?"

When you run reports that have this report format, they show a list of all outbound calls made which match the
filters and fields specified by the user sorted by call cost in descending order. If you run this report then you can
click the Details button in the Reports window to show all the information known about the selected call record in
the report. You can also click the Summary button in the Reports window which will display some call statistics for

all the calls in the report.

Call Cost By Most Expensive Call

Start Time |&ns? | Field 2

A Tir P-X

17/08/2005 0%:34:34 Yes
17/08/2005 23:04:39 Yes
17/08/2005 0%:22:23 Yes
17/08/2005 10:25:07 Yes
17/08/2005 10:27:44 Yes
17/08/2005 10:30:10 Yes
17/08/2005 10:07:43 Yes
17/08/2005 08:03:15 Yes
17/08/2005 10:41:53 Yes
17/08/2005 02:52:20 Yes
17/08/2005 08:25:05 Yes
17/08/2005 0%:27:03 Yes
17/08/2005 11:15:09 Yes
17/08/2005 16:21:00 Yes
17/08/2005 08:48:23 Yes
17/08/2005 12:41:50 Yes
4

Telephone Mo |FRO IJser First Rang Call Time |= Call Cost| Cost Group Seq
Active Bank dgency Q0231561666 104 Jackie Benetton a0:09.1a £10.18 |International M,
[ueszt Maintenance |nc Q0268646277 188 Agent Position 10 00:08:54 £8.33 |International M,
Thompzon Telecommunication 00310835973 152 Agent Position 3 00:11:23 £7.48 |International M,
Anderson Electrical Plo 00249740764 104 Jackie Benetton 00:06:05 £6.48 Intemational MAA
tortgage Saolutions [IUK)] Q023e27eR34 1682 Agent Position 3 00:08:02 £4.59 |International M,
Bridge Electrical Inc 00216918972 185 Agent Position & 00:07:08 £3.88 Intemational MAA
#rE Servicesz Group Q0e902 1216 100 Operator 00:04:24 £3.65 |International M,
Colt Software [LIK) 077977116489 152 Agent Position 3 00:13:45 £3.50 Mobile MAd
Firzt Metwarks [UK] QOETEa 7222 104 Jackie Benetton 00:03.07 £3.38 |International M,
Anderzon Construction Corp 00477560300 104 Jackie Benetton 00:09:33 £3.08 |International M,
Calt Syztems Group ans7s320014 100 Operator 00:02:44 £2.44 |International M,
Anderzon Software Corp Q08e0yE007E 100 Qperator 00:02.07 £2.24 |International M,
ticro Maintenance Lid Mz224882107 185 Agent Position & 00:31:29 £2.11 |Mational M,
First Logistics Pl ME3r953571 104 Jackie Benetton 00:24:43 £1.67 |Mational M,
[Mew Contact 1] Q0291664607 152 Agent Position 3 00:01:24 £1.41 |International M,
Thompzon Telephones Ine 01482218876 104 Jackie Benetton a0:1732 £1.17 |Mational

Mit | &
_'I_I

Call Cost By Most Exp... /
Field Description
Start Time The time this call started
Answered? Was this call answered in the current call segment?
Field 2 The descriptive information associated with the telephone number of this call segment, as defined by the

MICC OFFICE Server telephone number import database

Telephone Number

The telephone number associated with this call segment, whether inbound or outbound

First Rang

The first extension / group that this call alerted for the given call segment, or the extension that made this
outbound call

User First Rang

The descriptive name associated with the first extension / group that this call segment alerted

Call Time The total duration of the call segment including both alerting and talk times

Call Cost The cost of the current call segment, whether inbound or outbound

Cost Group A description of the type of call, e.g. “local”, “national”, “mobile”, etc

Call Segment The number of a particular call segment for calls that have been diverted, forwarded, overflowed, recalled or

transferred
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2.9 Call Cost by Telephone Number

"Which locations that we call are costing us the most?"

When you run reports that have this report format, they show the total cumulative outbound call cost against the
actual telephone number dialled which match the filters and fields specified by the user.

Call Cost by Telephone Mumber A D P X

Telephane Mo |Field 2 © Calls Out| ZANDGt|  Outdne | tatTalkT | Tatal Cost MaxCst|  AwgCSt| =
07699312453 Total Bank Trost 12 0.2% 12 000253 £E0.50 £0.04 £0.04
01408185761 &lpha Financial Corp 1Al 01% 11 000504 £0.42 £0.06 £0.04
01383123578 Fusion Games (LK) 1Al 01% 11 00751 E077 £0.35 £0.07
08081330517 Scott Electronics Corp 1Al 01% 11 00:04:05 £0.00 £0.00 £0.00
0244444513 Link Construction Agency 1Al 01% 11 001214 £0.47 £0.05 £0.04
10642404437 Fuszion Maintenance Corp 11 0% 11 00037 £1.00 E07 £0.08
01768321393 [MNew Contact 1] 1Al 01% 11 000825 £0.65 £E015 £0.06
01444302473 [Mew Contact 1] 1Al 01% 11 00:05:05 £0.47 £0.05 £0.04
0148030017 Bridge Telephones Lid 1Al 01% 11 000723 £0.70 £0.28 £0.06
077211664055  Quest Telecoms Corp 1Al 01% 11 00:06:02 £0.75 £E07 £0.07
01373724444 Thompzon Solutions Trust 1Al 01% 11 00:0253 £053 £011 £0.05
01380713462 Virtual Law Agency 11 01% 11 00051 £0.51 £0.08 £0.05
O0EF0E49362  Stones Computers [US) 10 01% 100 00:03:24 £384 g247 £0.38
T otal | | 7720( 100.0%|  7720( 107:23.48) £1.609.61) £11412 50.21_|l;|
4 F
Call Cost by Telephon... [/

Field Description

Telephone Number The telephone number associated with this call segment, whether inbound or outbound

Field 2 The descriptive information associated with the telephone number of this call segment, as defined by the

MICC OFFICE Server telephone number import database

Calls Out The total number of outbound calls

% of all Calls Out The percentage of calls out for one row against the total calls out for this report

Calls Out Ans The total number of outbound call segments that have been answered

Total Talk Time The cumulative time spent in the answered state. This includes time spent on hold

Total Cost The total cost of all calls

Maximum Cost The most expensive call in this report

Average Cost The average cost of all calls in this report

10
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2.1 | Telephone Number

"Can | tell how frequently we contact the same destinations on incoming and outgoing calls?"

When you run reports that have this report format, they show the call statistics against the CLI received or the
telephone number dialled for inbound and outbound calls respectively.

Calls by Telephone Number A D-F- X

Telephone Mo+

00236209414
00261083504
00345238544
00356457034
00353041334
00387785314
00528321314
O0E7E7I3814
00BE7E08734
00592332634
(0386276534
00967513564
00975320014
01130526734
01229759354

[abRa e a ks nlat]

Total

4

Field 2 Callz:| Callz In| Call: Dut| % Callz In| % Calls Out| totTalkT | awgTalkT Ingt T avgW T | avgOutRngT | 4|
Latitude Products Ltd 1 i} 1 0.0z 100.0%  00:00:13 00:00:13 0 00:00:00 00:00:00 00:00:05
(uest Telecoms Agency 2 a 2 005 100.0% | 000045 00:00:22 0 00:00:00 000000 00:00:04
Fusion S alicitors [LUS) 1 1} 1 0.0% 100.0%  00:04:35  00:04:33  00:00:00 00:00:00 00:00:02
K1 Electrical Intl 2 1} 2 0.0% 100.0%  00:00:25 000012 00:00:00 00:00:00 00:00:04 =
Hampton Computers Intl 1 1 0 100.0% 00% 000019 00003 000002 00000 00:00:00
[Mew Cantact 1] 1 i} 1 0.0z 100.0%  00:0:10 0 00:00:10 0 00:00:00  00:00:00 00:00:04
Micro Recruitrent [U5) 2 1 1 B0.0% B0.0% | 000220 0002200 00:00:08 000008 00:00:18
Alpha Computers Inc 2 1 1 B0.0% 50.0% 000012 000012 000006 00:00:08 00:00:03
#rZ Engineening & Partners 2 1] 2 0% 100.0% | 00029 00:00:14 0 00:.00:00 000000 00:00:04
Quest Telephones Trust 2 1} 2 0% 100.0% | 000012 00:00:06 000000 000000 00:00:03
Mortgage Solutions [UK] 2 1 1 B0.0% 50.0% | 000004 000004 0000160 000016 00:00:04
Total Computing Ltd 2 1 1 B0.0% 50.0% 001301 00:06:30 0 00:00:02 000002 00:00:04
Colt Systems Group 1 ] 1 005 100.0% | 000010 0000100 00:00:00 0 00:00:00 00 00:05
Fudog Solicitors Corp 2 1] 2 0% 100.0% | 0O:1e | 000016 00:.00:00 00.00:00 00:00:10
WY Z Computing Intl 2 i} 2 0.0z 100.0%  00:0210 00:01:05 00:00:00 00:00:00 00:00:06
Tttt qgs| 27| wB| 267 743%| DT0308| On0048| D0.0214) D000 Bﬁéﬁﬁéﬁij
k

Callz by Telephone R,

Field

Description

Telephone Number

The telephone number associated with this call segment, whether inbound or outbound

Field 2

The descriptive information associated with the telephone number of this call segment, as defined by the
MICC OFFICE Server telephone number import database

Calls In The total number of inbound calls

Calls Out The total number of outbound calls

% Calls In The percentage of calls in against total calls

% Calls Out The percentage of calls out against total calls

Total Talk Time The cumulative time spent in the answered state. This includes time spent on hold
Avg Talk Time The average time spent in the answered state for all calls

Longest Wait (In)

The longest time an inbound call spent alerting

Avg Wait (In) Time

The average time that inbound calls spent alerting

Avg Ring (Out) Time

The average time that outbound calls spent alerting

11
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2.11 Calls for 100, 192 etc. Services (UK Only)

"How often do staff use services such as the operator or directory enquiries?"

When you run reports that have this report format, they show a list of outbound call statistics by any dialled 3 digit

telephone numbers for calls which match the filters and fields specified by the user.

Calls For 100, 192 etc. Services

A - F- X

Telephone Mo ¢ |Field 2 Calls Out| ZAI0ut| Outdng| totTalkT | awgTalkT| awaRngT| =
Mk [Dialing Outbaund Cal..] 1 2z 0 00:00.00 00:00:00 000001

123 [Dialing Outbaund Call..] N oEBE% 29 O00G07 000012 O0:00:08

144 [Dialing Outbaund Call..] B 111% 5 000236 000031 00:00:02

192 [Dialing Outbaund Call..] 7 1E6% 70000429 00:00:38 00:00:01

B8 [Dialing Outbaund Call..] 1 22 0 00:00.00 00:00:00 000034

Total | 45| 100.0% | 41| 001312 00:00:13| nn:nn:n5|_lj
A k

Calls For 100, 192 et/

Field

Description

Telephone Number

The telephone number associated with this call segment, whether inbound or outbound

Field 2

The descriptive information associated with the telephone number of this call segment, as defined by the

MICC OFFICE Server telephone number import database

Calls Out The total number of outbound calls

% All Calls Out The percentage of calls out for one row against the total calls out for this report
Calls Out Ans The total number of outbound call segments that have been answered

Total Talk Time The cumulative time spent in the answered state. This includes time spent on hold
Avg Talk Time The average time spent in the answered state for all calls

Avg Ring In/ Out Time

The average time that calls spent alerting for both inbound and outbound calls

12
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2.12 Top Dialled Number

“Who do we call most frequently?”

When you run reports that have this report format, they show the list of most dialled telephone numbers which
match the filters and fields specified by the user.

Top Dialled Numbers A D~ F- X

Telephone Mo |Field 2 © Calls Out|  Z2400ut| Outdng|  totTalkT | awgTalkT | totRingT | awgRngT |«
01387365734  Fusion Electionics Group 2 2B% 2 00:00:57 | 000028 00:00:07 | 00:00:03
01466315854 Active Electrical [US) 2 2B% 2 000040 00:00:20 0 000007 000003
014233629714 Bndge Services Lid 2 2E% 2 000026 000013 000008 000004
013774039594 Peterson Solicitors Inc 2 2E% 2 000050 00:00:25 0 00:00:09 000004
01309612084 [Mew Contact 1] 2 2E% 2| 00:00:01 | O0:00:30 0 00:00:08 000004 | T
01329242574 Smith Services Ltd 2 26% 1 000016 000016 00:00:20 0 Q0010
01373724444 Thompson Solutions Trust 2 26% 20 00:00:21 | 0000100 00:00:07 | 00:00:03
MB04EE304  Calt Metwarks Carp 2 2E% 20 000024 000012 000012 0000068
01633958884  Latitude Logisticz Corp 2 26% 2 000012 000006 O00OD0:03 000004
01644732184 Real Telephones Corp 2 26% 20 0000130 000006 000009 000004
01677023014 Business Telecommunicatic 2 2B% 2 00:00:28 | 000014 00:00:08 | 00:00:04
540231604 Office Software Carp 2 2B% 2 000054 00:00:27 ) 000008 000003
01564776384 Peterzon Communications | 2 2E6% 2 000044 | 0000220 000006 000003
ME703 2334 Direct Attormey [UK) 2 2E% 2 000014 00:00:07 ) 00:00:08 000004
307208774 PEX Solutions [LIK) 2 2B% 20 000025 000012 000008 000004
M2P?97R97R4 %7 e tinn It 2 P R¥ 200N, Nomens | nnnn-1? | nnnn-ne
Total | | 78| 1000 72| 004558| O0:00:38| 00:08:37 uu;un;us_||;|
4 3
Top Dialled Numbers f

Field Description

Telephone Number The telephone number associated with this call segment, whether inbound or outbound

Field 2 The descriptive information associated with the telephone number of this call segment, as defined by the

MICC OFFICE Server telephone number import database

Calls Out The total number of outbound calls

% All Calls Out The percentage of calls out for one row against the total calls out for this report

Calls Out Ans The total number of outbound call segments that have been answered

Total Talk Time The cumulative time spent in the answered state. This includes time spent on hold

Avg Talk Time The average time spent in the answered state for all calls

Total Ring Time The cumulative time spent in the alerting state

Avg Ring In / Out Time The average time that calls spent alerting for both inbound and outbound calls
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2.13 Top Received Numbers
"Who calls us most frequently?"

When you run reports that have this report format, they show a list of inbound call statistics by CLI received which
match the filters and fields specified by theuser.

Top Received Numbers A - G- X

Telephone Mo |Field 2 T Callz ln| %Alln|  Indns| totTalkT | awgTalkT Ing'/ T avgWw T
02892051187  Office Systems (K] | 0.3% 3 000415 00:01:25 0 00002z | O0o0:11
1311447310 Mortgage Engineering Plc a 0.2% 5| 00050 00:01:22 00:00:40 00015
Q0577431693 Micro Bank Intl 7 0.2% 3 000432 00:0:08 00:00:47  00:00:14
00230596920  Standard LAMs Express 7 0.2% 1 00:00:19 ) 00:00:03 00:0256  00:00:30
1363886770 Quantum Construction Pl 7 0.2% 1) 000241 00:01:200 00:00:08 000013
01456320084 Bates Accountants [nc 7 0.2% 4 000717 00:01:12 0 00:00:20 0 000004
08700945936  Scott Financial Intl 7 0.2% 0 0000000 00:00:000 000118 000020
02885633463  Total Telecommunications T 7 0.2% 3 007021 000204 00:0013 0 000005
845160196  Kudos Telephones & Partner G 0.2% 0 000039 00:00:19 ) 00:00:08 000003
00975320014 Colt Systems Group g 0.2% 3 000232 00:00:300 00:00:56 000010
M72819470 =2 Systems Ple g 0.2% 0 000000 00:00:000 00:00:42 00:00:16
Total | | 32| tooox| 1084 521315 o0:0203) 000342 nn:nmilj
1 »
Top Received Numbersf

Field Description

Telephone Number The telephone number associated with this call segment, whether inbound or outbound

Field 2 The descriptive information associated with the telephone number of this call segment, as defined by the

MICC OFFICE Server telephone number import database

Calls In The total number of inbound calls

% All Calls In The percentage of calls in for one row against the total calls in for this report

Calls In Ans The total number of inbound call segments that have been answered

Total Talk Time The cumulative time spent in the answered state. This includes time spent on hold

Avg Talk Time The average time spent in the answered state for all calls

Longest Wait (In) The longest time an inbound call spent alerting

Avg Wait (In) Time The average time that inbound calls spent alerting

14




2.14 Configuration: ACD Agent List

"Can | easily print a list of the Agents that we have working for us?"

Business Dashboard and MiCC Office — Report Format

When you run reports that have this report format, they show a simple list of all the ACD agent IDs programmed
into the MICC OFFICE Server.

Configuration: ACD Agent List

A O-F- XK

vl

Agent |02 | Description Rmg?
4000 Andrew D aniels Yes
4001 Penelope ‘wallice Ve
4002 Jamesz Maceldon Yes
4003 Julie Wilzon Vex
4004 Helen Peag ez
4005 Tory Bradley Ve
4006 Tim Adams Ma
4007 b ark ‘williams Mo
4008 Joanne Tompking Mo
4009 Suzan Stane Mo
4010 Agent Spare Mo
4

Configuration: 4CD &,/

Field Description
Agent ID The agent ID for this agent in the agent configuration database
Description The description for this agent in the agent configuration database

Roaming Agent ?

Whether the roaming agent flag is set for this agent in the MICC OFFICE Server configuration database

15
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2.15 Configuration: DDI Number List
"Can | quickly print off a list of the Direct Dial services we have available?"

When you run reports that have this report format, they show a simple list of all the DDI numbers programmed into
the MICC OFFICE Server. For each record, this report shows the DDI digits received from the network provider,
the associated DNIS description, the first device rung by the DDI number, and whether inbound calls via the DDI
are played a queuing announcement.

Configuration: DDI Number List A - F- X

DOl Digit= |DMIS Fouted To | @ing &nnmnts? | =
200a I ain Mumber Auto Attendant Tes
an01 Clairmz Line [Vehicles) Tes
s002 Claims Line [Houze Contentg) ez
2003 Clairnz Line [Haliday] Tes
2004 General Enquies [Fegion A) Mo
2005 General Enquines [Fegion B) Mo
B006 General Enquinies [Fegion C) Mo
8007 Buotations [Fegion &) Yes
an0s Quotations [Fegion B] Yes
2003 Guotations (Region C] ez
a0 General Operator Mumber Mo
a0 Call For Stephen %illiams 1o Mo
amz2 Call Far John Fnight 102 Mo
a3 Call For Serena Thompson 103 Mo
a4 Call Far Jackie Benetton 104 Mo
ams Call Faor Michael Shaw 105 Mo
8016 Call For Amanda Jenneszon 106 Mo
amy DOl Spare Mo
a01a DOl Spare Mo
28019 DOl Spare Mo
. of
Configuration; DD ...

Field Description

DID Digits The significant DID digits received from the network provider to identify a call originated via a particular DID
number

DNIS A description against the DID number that this inbound call originated on

Routed To The device that this DID number routes to (first alerts)

Not Answered? Will calls to this DID number be played queuing announcements

16
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2.16 Configuration: Device List

“Can I easily print off a list of the Devices we have available?”

When you run reports that have this report format, they show a simple list of all the extensions and devices
programmed into the MICC OFFICE Server.

Configuration: Device List A DX

Device ¢ |Description Plays Q'ing Annmntz?

140 Agent Supervizor MHa

150 Thereza Macintazh Mo

151 Samszon Johnz & [x]

152 Lydia Michaels Ma e
153 Benzan Smith &[]

154 Heidi Cooper Ma

155 S abrina Price Mo

156 Emily Parsonz MHa

157 Jemy Smart Mo

158 Matalia Puchenski & [x]

159 Ged Samuelz Mo

170 Lucy Harrizon MHa

171 Frir: Prtrrznn Mn _ILI
4 k
Configuration: Device. ..

Field Description
Device The device number in the extension configuration database
Description The description of this device as stored in the extension configuration database

Not Answered ?

Whether this device is marked as playing queuing announcements in the MICC OFFICE server configuration

17
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2.17 Configuration: Trunk List
“Can I easily print off a list of the Trunk Lines we have available?”

When you run reports that have this report format, they show a simple list of all trunk lines programmed into the
MICC OFFICE Server.

Configuration: Trunk List A D X

Tunk ¢ | Trunk Description Line Type ['ing dnnmnts? -
94208 Fau Line 1 Analogue Mo

4210 Fax Line 2 Analogue Mo

4211 Droor Phone Analogue Mo

94300 tdain Murmber Digital ez

943 tain Murber Digital es

94302 tlain Mumber Digital ez

94303 b ain Murnber Digital e o
94304 tlain Mumber Digital ez

94305 1JS Feed Cigital Mo

34306 S Feed Digital Mo

94307 ISDN Dial Up Digital Mo

94308 Sales Freephone Digital ez

94309 S ales Freephone Digital ez

4310 S ales Freephone Digital ez

431 S ales Freephone Digital ez

? n2 S alrs Fresnbinne [inital ] _}Iﬂ
Configurstion: Trunk ... /

Field Description

Trunk The trunk number as stored in the trunk configuration database

Trunk Description A description of the trunk line that is stored in the trunk configuration database

Line Type The type of trunk line, whether analog or digital

Not answered? Whether this trunk is marked as playing queuing announcements in the MiCC Office server configuration database

18
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3.1 || List mmary (Available from all || List format

"Can | summarise the comprehensive calldetails?"

This window shows statistical information calculated using the currently run “call list” type report in the Reports
window. To show the Call Summary window, click the Summary button in the Reports window. The summary
shows the total number of inbound / outbound calls, call waiting times, and other summary statistics.

Call Summary: Call List, General ¥y O-F X

Descripticn Walue =

Callz In 964

Callz Lost 216

Callz In Ans 148

Callz Refused 1

Calls Dut 1636

Calls Dut &ns 1486

Longeszt W ait [In) 00:02:25

Ayvg Wait (In] Time 0:00::12

Kir wait [In] Time 00:00:00

Avg Abandon Time 00:00:13

Total Cozt [In) £145 84 o

b axirurn Cozt [In) £36.92

Average Cost [In] £0.14

M ax Ring [Out) Time 00:01:38

Awg Ring [Out) Time 00:00:05

Mir Ring [Qut] Time 00:00:00

Total Cozt [Out] £183.17

M axirmum Cost [Out) £24.55

Average Cost [Out) 012

| | _>I_I
Call List, General  .Call Summary: Call Lis... /.
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3.2 Call List Detail (Available from all Call List Formats

"Can | really drill down to see very specific details on any calls?"
Having opened a call list report, you can view details about a particular call in the report. This will display all the

information about the particular call, as well as allowing you to navigate between the call segments. This enables
you to see the path that the call took from first alerting to when it ended.

Call Detail For Call List, General ¥ O F-x

14 4 |segment1 | b M

Description Walue =

General

Start Time 22/08/2005 001242

Trunk 34300

Direction I

Anzwerad? e

Telephone Mumber

CLI Received? ez

CLI 1494673042

Dialled Digits [None] b

Telephone Mo 01494673042

Field 2 Payne Metworks Lid

Account Code [Mone]

Call Cost

Call Cost £0.04

Cost Group M ational

Identified? ez

Durabon

Call Tirme Q0001a

Talk Time Q0001a =

4| | Ll_l
Call List, General  Call Detail For Call List.../

20
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Reports can be run that immediately show trends and summary statistics against various call properties (e.g. call
statistics by Y2 hour, call statistics by extension, DDI, trunk line, extension etc). Real time call reporting is also
provided using Reporter Real-Time.

4.1 Calls by Extension
"How active on inbound and outbound calls are users on the system?"

When you run reports that have this report format, they show a list of call statistics by individual extension number
for calls which match the filters and fields specified by the user.

A D-F- X

Calls by Extension

Device ¢+ |Description Callz In| InEnd| Callz Out| OutEnd| totTalkT| awgTalkT IngT | awaw'T | avgOutRngT | =
106 Amanda Jenneson 1] 0 g3 54 01213 00:00:13 00:00:00 00:00:00 00:00:06

140 Agent Supervizor 2 1 2 2 01286 000413 0002230 000111 00:00:09

150 Thereza Macintosh 14 12 53 47 004116 00:00:41 0 00:01:06 000017 000013

151 Samzon Johtg 5 5 45 36 000352 00:00:14 00:00:10 0 00:00:03 00:00:08

152 Lydia Michaels 13 a 102 95| 01:2254  00:00:47 00:01:16 000013 00:00.07

153 Benzon Smith 22 15 A7 188 0211:31 ) 0000036 00008 00:00:03 00:00:08

154 Heidi Cooper 15 15 162 147 0O:4E:03 00:00:17 00:00:06 000001 00:00:05
155 Sabrina Price 21 15 141 10 023123 000112 00:00:31 ) 00:00:07 00:00:07

156 Erniily Parzons 20 15 [} 54 01:0716| 00:00:58  00:01:50 00:00:19 00:00:06

157 Jerry Smart 13 2 5153 43 00:11:23| 00:00:15 ) 00:00:05  00:00:02 00:00:07
Total | 430] 179 1188 983 1516:10| O00:00:47| 00:02:23| 00:00:09 nn:un:ns_||;|
1 »

Calls bry Extension

Field Description

Device The device number in the extension configuration database

Description The description of this device as stored in the extension configuration database
Calls In The total number of inbound calls

Calls In Completed

The total number of inbound call segments completed by the given device or agent

Calls Out

The total number of outbound calls

Calls Out Completed

The total number of outbound call segments completed by the given device or agent

Total Talk Time

The cumulative time spent in the answered state. This includes time spent on hold.

Avg Talk Time

The average time spent in the answered state for all calls

Longest Wait (In)

The longest time an inbound call spent alerting

Avg Wait (In) Time

The average time that inbound calls spent alerting

Avg Ring (Out) Time

The average time that outbound calls spent alerting
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4.2 Calls by Half hour
"How does my inbound and outbound call traffic vary at different times during the day?"

When you run reports that have this report format, they show a list of call statistics by ¥2 hour period for calls which
match the filters and fields specified by the user.

Calls by Half Hour A D> F- X

¢ Startt Time | CalleIn| 2aAlln| Callz Out| Zal0ut|  totTalkT | awgTalkT g’ T avg'T | avgDutRngT -
08:30:00 - 09:00:00 8 18 33 28% 002216 00:00:45 000008 000003 000010
039:00:00 - 09:30:00 10 23% 23 20% ) 002203 000057 00:00:22  00:00:10 00:00:04
09:30:00 - 10:00:00 4 09% 44 38% ) 002336 00:00:54 000010 000005 00:00.04
10:00:00 - 10:30:00 12 28% 33 28% 0046:27  00:01:47  00:01:23 00:00:22 o0:00:10
10:30:00 - 11, 00:00 7oo1Ex 3 29% 002243 00:00:40 000055 000017 00:00.07
11:00:00 - 11:30:00 21 49% 45 39% ) 011815 00:01:44  0O0:00:32  00:00:12 00:00:08
11:30:00 - 12:00:00 16 37% i 30% ) 00:31:30 0 00:00:45  00.00:34  00:00:09 00:00:09
12:00:00 - 12:30:00 19 44% il 27% ) 0046:22 0 00:01:17 0 00:00:19 0 00:00:07 00:00:04
12:30:00 - 13:00:00 7oo1Ex 15 1.3% ) 00:06:48  00:00:24  00:00:24  00:00:08 00:00; 06
13:00:00 - 13:30:00 19 44% 36 31% ) 003017 00:00:46 0 00:01:55 0 00:00:13 00:00:07
13:30:00 - 14:00:00 00 23% 18 1.5% 004202 00:7:37 000015 00:00:03 onoo1s T
14:00:00 - 14:30:00 25 hBx 29 25% ) 011811 000200 00:0223  00:00:18 00:00:07
14:30:00 - 15:00:00 3 07 E 05% 00:11:.07 000714 000005 00:00:02 000012
15:00:00 - 15:30:00 4 089% 9 08% 001413 00:0250 O00:00:21  00:00:.07 00012
15:30:00 - 16:00:00 4 09% 22 1.9% 0011:42 000058 000026 000012 000013
T Tt 430/ 1000%| 1186 1000%| 151610) 0000:47| 000223 O0:0008]  00:00:05 l_lﬂ

Ll b

Callz by Half Hour

Field Description

Start Time The time this call started

Calls In The total number of inbound calls

% of All Calls In The percentage of calls in for one row against the total calls in for this report
Calls Out The total number of outbound calls

% of All Calls Out The percentage of calls out for one row against the total calls out for this report
Total Talk Time The cumulative time spent in the answered state. This includes time spent on hold.
Avg Talk Time The average time spent in the answered state for all calls

Longest Wait (In) The longest time an inbound call spent alerting

Avg Wait (In) Time The average time that inbound calls spent alerting

Avg Ring (Out) Time The average time that outbound calls spent alerting
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4.3 Unrecognised Calls by Extension

"Who appears to be making or receiving calls from or to people who are not known to the company database?"

When you run reports that have this report format, they show a list of call statistics by individual extension number
for unrecognised calls (inbound or outbound) which match the filters and fields specified by the user. Unrecognised
in this reports context means that the received CLI (if received on inbound calls) or dialled digits (on outbound
calls), were not identified against a record in the MICC OFFICE Server telephone number import.

Unrecognised Calls by Extension A D~ F- X

Finished On |User Finished On Callz: Handled | Unrecognized Callz | = % Unrecognised Calls| =
152 Lydia Michasls 110 15 136%

100 Operator 1 ] 12.8%

153 Benson Smith 236 27 11.4%

159 Ged Samuels 93 11 My =
154 Heidi Cooper 177 19 10.7%

104 Jackie Benettan 7B a 10.5%

150 Thereza Macintosh 71 7 9.9%

Total 1345 140 1 D.433|_|j
4 »
Unrecognized Callz b f

Field Description

Finished On The extension where this call segment was completed at

User Finished On The descriptive name associated with the device that this call segment was completed at

Calls Handled The total number of inbound and outbound calls

Unrecognized Calls The number of calls that were not identified against the MICC OFFICE Server telephone number import database
% Unrecognized Calls The percentage of unrecognized calls against the total number of calls
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4.4 Call Cost by Account Code
"Can | allocate call charges against a client or particular activity?"

When you run reports that have this report format, they show the total cumulative outbound call cost against
account code entered in for calls which match the filters and fields specified by the user.

Call Cost by Account Code & D~ F- X

AMC Code s | Calls Qut | ZAICwt totTalkT | Taotal Cost|  MaxCst| AwgCSt
[None] 905 921% 905 100040 £14042  £10.18 £0.16
11 5 0.8% 8 000213 £1.98  £1.41 E025
222 1 11% 1 001456 132 055 012
333 g 0.9% § 000115 EO45 0 E041 E0OS
444 12 1.2% 12 000153 £0.98 0 046 E0.08
555 14 1.4% 14 000152 E055 0 E0.04 E0.04
BEG 4 0.4% 4 000034 EOAT EO04 EDO4
77T 7 0.7% 7 O0:0408  EDS3 E0.25 ) E0.08
838 7 0.7% 7oOo0t:24 EOGE EOL3E EOD
339 § 0.6% B 001359 E147 £117 ) £0.25
Total 983 100.0%| 993 10:4854) £14860) £1018)  £04 illll
1 2
Call Cost by Aocournt .../

Field Description

Account Code The last account code that was entered in on this call

Calls Out The total number of outbound calls

% of All Calls Out The percentage of calls out for one row against the total calls out for this report
Calls Out Ans The total number of outbound call segments that have been answered

Total Talk Time The cumulative time spent in the answered state. This includes time spent on hold.
Maximum Cost The most expensive call in this report

Average Cost The average cost of all calls in this report
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t Extension

"Can | see how much each extension is costing us on call charges, at a glance?"

When you run reports that have this report format, they show the total cumulative outbound call cost against the

extension device where the call was made which match the filters and fields specified by the user.

Call Cost by Extension

First Rang

A D-F- X

156
187
104
154
153
150
153
151
100
185
103
152
101
106
153
140

Total

4

Uger First Rang Calls Out| 224000t totTalkT | = Total Cost|  MawCst| dwglSt) =
Emily Parsons 162 14.4% 162 1524 £20.57 £1.03 £E013
Jermy Smart 137 12.2% 137 00:38:37 £16.57 £0.92 £012
Jackie Benetton 15 1.7% 19 005825 £15.17 £7.74 £0.80
Heidi Cooper 155 13.8% 1565 01:18:41 £13.87 F2.8 £0.09
Eenson Smith 122 10.9% 122 00:40:08 £12.01 £3.72 £010
Thereza Macintash 71 B.3% 1 00:24:47 £10.78 £4.06 £0.15
Ged Samuels 55 B.2% B9 00:37.09 E10.71 £1.08 £018
Samzon Johns 105 9.3% 105 01:56:34 £10.38 £5.24 £0.10
Operator 13 1.2% 13 004523 £7.E6 £3.59 £0.59
Sabrina Price 118 10.5% 118 00:50:49 £5.21 £0.16 £0.04
Serena Thompszon ] 0.4% 5000525 £3E3 £157 E0T3
Lydia Michaels 70 B.2% 70 011507 £3.48 £0.18 £0.05
Stephen Williams 2 0.2% 20 0322139 £3.44 £3.26 £1.72
Amanda Jennezon 53 473 B3 00166 F308 £063 £0.06
Matalia Puchenski 30 2.7% 300 001051 £1.49 £0.22 £0.05
Agent Supervizor 3 0.3% 3 00:09:.48 £0.24 £0.15 £0.08
| | 1124] 1o0.0% 1124| 1450:14) £13827)  £7.74 su.1i|ll|
»

Call Cost by Extenszion

Field

Description

First Rang

The first extension / group that this call alerted for the given call segment, or the extension that made this
outbound call

User First Rang

The descriptive name associated with the first extension / group that this call segment alerted

Calls Out The total number of outbound calls

% of All Calls Out The percentage of calls out for one row against the total calls out for this report
Calls Out Ans The total number of outbound call segments that have been answered

Total Talk Time The cumulative time spent in the answered state. This includes time spent on hold.
Total Cost The total cost of all calls

Maximum Cost

The most expensive call in this report

Average Cost

The average cost of all calls in this report

DID Calls

The number of inbound calls that have been received via a DID humber
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4.6 Call Performance by Day (Inbound)

"How effectively are we handling and using telephony resources on a daily basis?"

When you run reports that have this report format, they show a list of external call performance statistics against
individual days for the period and the other criteria that is selected in the Add / Change Report window.

Call Performance by Day {Inbound})

& D F- X

£ Start Time | Callz In Indng | Elndng| Ang<=Bs| % Ans<=Bz | Callz Lost| % Callz Lost| Let<=9z | % Let<=hz| Callz Refuzed Ingwa'T avgw'T| =
0E/08/2005 [Mon) B58 285 433% 132 E7.4% 367 R5.8% a8 24.0% 0 000311 00001
07/08/2005 [Tue) 547 262 47.9% 161 B1.5% 276 50.5% 75 27.2% 1 015500 000013
08/08/2005 MWed) B16 3 51.8% 203 ER.A% 290 47 1% a0 27EX 0 000343 000011
03082005 [Thu) anz2 297 370x% 134 ER.3% 500 E2.3% m 222% 2 00317 00012
104082008 [Fri) 523 253 484% 19 ThAE 266 A0.9% B3 25.9% 10 00:01:36 0 00:00:08
11./08/2005 [Sat) 534 240 a0.4% 166 E9.2% 343 h8.8% 107 MNTE 0 00211 0o:00:09
12/08/2005 [Sun) B05 N8 B2 EBX 207 ER1% 275 45 5% 57 20.7% 9 00:01:59 ) 00:00:12
Total| 4345 1974|454z 1320  eEom| 2323 535%| 887 253 13| 001550 Uu:umllﬂ
4 »
Call Performance by ... /
Field Description
Start Time The time this call started
Calls In The total number of inbound calls
Calls In Ans The total number of inbound call segments that have been answered

% Calls In Ans

The percentage of inbound answered calls against total inbound calls

Answered <= 5s

The total number of inbound calls that were answered within X seconds

% Answered <= 5s

The percentage of inbound calls answered within X seconds against the total number of inbound calls

Call Abandoned

The total number of inbound calls that were abandoned

% Calls Abandoned

The percentage of abandoned calls against total inbound calls

Abandoned <= 5s

The total number of inbound calls that were abandoned within X seconds

% Abandoned <= 5s

The percentage of inbound calls abandoned within X seconds against the total number of inbound calls

Calls Overflowed Out

The number of inbound call segments that alerted a device, but overflowed to a different device

Longest Wait (In)

The longest time an inbound call spent alerting

Avg Wait (In) Time

The average time that inbound calls spent alerting
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4.7 || Performan Day with URL (In n

“Can | see how well we are handling inbound calls?

When you run reports that have this report format, they show a list of external call performance statistics, including
Unreturned Lost Calls, against individual days for the period and the other criteria that is selected in the Add /
Change Report window.

Call Performance by Day With URL {Inbound) A D> Fr X

/ Start Time| Callzln|  Indnz| Xlndns| Ans<=5:| % Ans<=5s| Callz Lost| % Calls Lost| Lst<=5s| % Lst<=5z| Callz Refuzed| Unreturmed Lost Callz IngWT | awgw/T| =
06/08/2005 [Man) E58 285 43.3% 132 B7.4% 367 55.8% a3 24.0% 0 123 00:0317 ) 000011
07/08/2005 [Tue) 547 262 475% 161 £1.5% 276 50.5% 75 27.2% 1 121 001550 00:00:13
08/08,/2005 [wed) E1E KIk] 51.8% 209 B5.5% 290 47 1% a0 27.6% 0 135 00:03:43 000011
09/08,/2005 [Thu) a0z 297 3F0% 134 B5.3% 500 B2.3% 1m 22.2% 2 2600 00:0317 000002
10408,2005 (Fri) h23 2583 43.4% 131 75.5% 266 B0.9% B3 25.9% 1 180 00:01:36 000008
11/08/2005 [Sat) F34 240 40.4% 166 B3.2% 343 58.8% 107 30.7% 0 258 00:02171 000003
12/08/2005 [Sun) E0S g B2.6% 207 B5.1% 275 45.5% a7 20.7% g 251 00:01:59 000002
Total| 4345 1974| 454%| 1320 BE.9%| 2323 53.5% 57| 253% 13 1328| 00:1550] 00:00 llj
A 3
Call Performance by ...

Field Description

Start Time The time this call started

Calls In The total number of inbound calls

Calls In Ans The total number of inbound call segments that have been answered

% Calls In Ans The percentage of inbound answered calls against total inbound calls

Answered <= 5s The total number of inbound calls that were answered within X seconds

% Answered <= 5s The percentage of inbound calls answered within X seconds against the total number of inbound calls
Call Abandoned The total number of inbound calls that were abandoned

% Calls Abandoned The percentage of abandoned calls against total inbound calls

Abandoned <= 5s The total number of inbound calls that were abandoned within X seconds

% Abandoned <= 5s The percentage of inbound calls abandoned within X seconds against the total number of inbound calls
Calls Overflowed Out The number of inbound call segments that alerted a device, but overflowed to a different device
Unreturned Abandoned The number of inbound calls that were not answered, and have either not subsequently called again and been
Calls answered, or been successfully called back

% Unreturned Abandoned The percentage of unreturned abandoned calls against the total number of inbound calls

Calls

Longest Wait (In) The longest time an inbound calls spent alerting

Avg Wait (In) Time The average time that inbound calls spent alerting
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4.8 Call Summary by Day

"Can | compare general call statistics over several days?"

When you run reports that have this report format, they show a list of external call statistics against individual days

for calls which match the filters and fields specified by the user.

Call Summary by Day

& D~ - X

e Start Time Callz Ident| % Callz In| % Callz: Dut| Zldent| totTalkT | awgTalkT Ingta T avghw T
0BA08/2006 [Mon) | 1833 £58 175 1597 /9% EB41% 871% 242154 00:01:02 | 0000317 | O0:00:11
07/08/2005 [Tus) 1815 547 1268 1597 0% E3.9% 83.0% 134107 000050 001550 000013
08/08/2006 [Wed) 2564 E16 1543 2283 24.0% FROX | 893% 273623 000047 | 00:03:43 | O0:00:11
03/08/,2005 [Thu) 4032 802 32300 3810 19.9% 801% | 895% 335204 00:00:44  00:0317  00:00:02
1040872005 [Fri) | 1468 523 945 1272 BEX E44% | BEEX | 18:2250 00:00:57 00:01:36  00:00:08
11/08/2005 (Sat) | 1783 534 1183 1588 333% EE.7%Z | 88.9% 264617 00:07:10 ) 0002311 00:00:09
12/08/2008 [Sun) | 2044 E05 1433 1818 296% F04% ) 889% 342448 000115 00:01:59 0 00:00:12
Total| 15533 4345) 11194| 137e3| 280% 72.0%| 83E%| 191:0523| 00:00.55) 001550 00;00;11|;|
q 3
Call Summary by Day [/
Field Description
Start Time The time this call started
Calls Handled The total number of inbound and outbound calls
Calls In The total number of inbound calls
Calls Out The total number of outbound calls
Calls Identified The number of calls that have been matched against the MICC OFFICE Server telephone number import
% Calls In The percentage of calls in against total calls
% Calls Out The percentage of calls out against total calls

% Calls Identified

The percentage of calls identified against total calls

Total Talk Time

The cumulative time spent in the answered state. This includes time spent on hold.

Avg Talk Time

The average time spent in the answered state for all calls

Longest Wait (In)

The longest time an inbound call spent alerting

Avg Wait (In) Time

The average time that inbound calls spent alerting
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4.9 Call Summary by Day (Inbound)

"Can | compare inbound specific call statistics over several days?"

When you run reports that have this report format, they show a list of external inbound call statistics against
individual days for calls which match the filters and fields specified by the user.

Call Summary by Day {(Inbound)

A D F- X

Start Time DO Callz | Callz Lost Zlndng Zldent ZDDI| % Calls Logt|  IngWw'T | awgWT | awgdbndTl
0B/08/2005 [Maon) E58 285 E26 551 658 367 0 433% 951% B37%| 100.0% 55.8%  00:0311 00:00:11 ) 000014
07/08/2005 [Tue] 547 262 518 466 547 276 1 47.9%  894.F% BR2%| 100.0% 50.5% 0015500 00:0013 000015
08/08,2005 [wWed) E1E 19 530 534 E16 230 0 B1.8% 95.8% B867%| 100.0% 47 1% 00043 00:00:11 0 000015
03/08/2005 (Thu] an2 297 VB3 B33 a0z 500 20 J70% ) 951%  BEd4%| 10000% G2.3% 000317 000012 000014

10/08/2005 [Fri) 523 253 430 425 523 266 1 43.4% 937% ) 81.3%| 1000% 50.9%  00:01:36 0 00:00:08 000002
11/08/2005 [Sat) 534 240 573 a1 534 349 0 404% 96.5% BE0%| 100.0% 58.8%  00:0211) 000009 0000
12,/08/2008 [Sun] E05 K1k 577 A19 B05 275 9 B2E% | 95.4% 858% 1000% 4R R% 00:01:53 00:00:12 0 000018
Totsl|  4345) 1974|4137 3699|4345  2323| 13| 454%| 95.2%| 851%| 100.0%|  535%| 001550) 00:00:11) 0000:14| -
1 k
Call Summary by Day ...
Field Description
Start Time The time this call started
Calls In The total number of inbound calls
Calls In Ans The total number of inbound call segments that have been answered

Calls With CallerID

The total number of inbound calls received with callerlD

Calls Identified

The number of calls that have been matched against the MICC OFFICE Server telephone number import

DID Calls

The number of inbound calls that have been received via a DID number

Calls Abandoned

The total number of inbound calls that were abandoned

Calls Overflowed Out

The total number of inbound call segments that alerted a device,but overflowed to a different device

% Calls In

The percentage of calls in against total calls

% Calls with CallerID

The percentage of calls received with CallerID against the total number of inbound calls

% Calls Identified

The percentage of calls identified against the total number of calls

% DID Calls

The percentage of DID calls against the total number of calls

% Calls Abandoned

The percentage of abandoned calls against the total number of inbound calls

Longest Wait (In)

The longest time an inbound call spent alerting

Avg Wait (In) Time

The average time that inbound calls spent alerting

Avg Abandoned time

The average time for an inbound call to be abandoned
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4.10 Call Summary by Day (Qutbound)

"Can | compare outbound call statistics over several days?"

When you run reports that have this report format, they show a list of outbound call statistics against individual
days for calls which match the filters and fields specified by the user.

Call summary by Day (Outbound) & D~ F- X

i Start Time | Call: Dut| Outdns| Ident| Z0utbne| Zldent| totTalkT | awaTalkT | totRingT | awgOutRngT
06/08/2005 [Mon) 1174 103 1046 94.4% 0 B9.0% 142729 0000460 01:55:36 Q000,05
07 A08/ 2008 [Tue) 1268 1149 113 0E% 892%  11:06:43 | 000034 021223 00:00:08
0808/ 2005 Mwed) 1944 1770 1785 9% 901% 152319 000031 034654 Q00008
0908/ 2005 [Thu) 3230 2954 2917 91.6%  903%  Zr0754 | 0000330 03134 00:00.08
1040842005 [Fri] 945 799 247 951%  89E% 120540 000048 01:20:43 00:00:05
11,08/ 2005 [S at) 1189 127 1074 Q4.8%  903% 183452 00:00:59 0 01.42:.00 Q000.05
124082005 [Sun) 1439 1327 1293 922% ) 903% ) 242435 0001060 0Z323a 00:00.08

Total| 11194| 10335| 10069  923%| 89.9%[1231532| 00:00:42| 190748 nn:nu:us|_l;|
E

4

Call Summary by Day }-’f

Field Description

Start Time The time this call started

Calls Out The total number of Outbound calls

Calls Out Ans The total number of Outbound call segments that have been answered

Calls Identified The number of calls that have been matched against the MICC OFFICE Server telephone number import
% Calls Out Ans The percentage of outbound answered calls against total outbound calls

% Calls Identified The percentage of calls identified against the total number of calls

Total Talk Time The cumulative time spent in the answered state. This includes time spent on hold.
Avg Talk Time The average time spent in the answered state for all calls

Total Ring Time The cumulative time spent in the alerting state

Avg Ring (Out) Time The average time that outbound calls spent alerting
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Week

“Can | compare general call statistics over several weeks?”

When you run reports that have this report format, they show a list of call statistics against individual weeks for
calls which match the filters and fields specified by the user.

Call Summary by Week

& D FroX

! Start Time Callz| Callzln| Calls Dut Ident | % Calls In| % Calls Qut| Zldent| totTalkT | awaTlalkT Ingha T avgWw T -
25/0B/2005 (Mon] | 9997 3423 BGT4 8BE2|  34.2% EE.8% | 836% 1161315 000055 000240 00:00:03
02/07/2005 (Mon) | 15539 4345 11184 13768 280% 720%| 886% 191:05.23 O0:00:55 001550 00:00:11
09/07/2005 (Mon) | 12633 3983 8650 112200 3.5% EBS.5% | 88.8% 1654252 00.00:03 000342 00:00:12
16/07/2005 (Mon] | 19604 7207 12397 172400 368% E3.2% | 87.9% 166:00:35 O0:00:46 | 00:07.26  00:00:11
23/07/2005 (Mon] | 10775 3551 To24| W43 330% E7.0%| 886% 100136 000051 | 010007 00:00:12
Total| G8548| 22509 46039 60633|  32sx| E72%| 885%| 749.0341| 00:00:54) 01:00.07| o0:00:11) ~

4

2

Call Summary by Wieek }f"

Field Description

Start Time The time this call started

Call Handled The total number of inbound and outbound calls

Calls In The total number of inbound calls

Calls Out The total number of Outbound calls

Calls Identified The number of calls that have been matched against the MICC OFFICE Server telephone number import
% Calls In The percentage of calls in against total calls

% Calls Out The percentage of calls out against total calls

% Calls Identified

The percentage of calls identified against the total number of calls

Total Talk Time

The cumulative time spent in the answered state. This includes time spent on hold.

Avg Talk Time

The average time spent in the answered state for all calls

Longest Wait (In)

The longest time an inbound call spent alerting

Avg Wait (In) Time

The average time that inbound calls spent alerting
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4.12 Call Summary by Week (Inbound)

"Can | compare inbound call statistics over several weeks?"

When you run reports that have this report format, they show a list of external call statistics against individual

weeks for calls which match the filters and fields specified by the user.

Call Summary by Week (Inbound}

A - F-X

/ Start Time | Calls In Indns CLI Ident| DDI Callz | Calls Lost Ref|  Zlnans HCLI| Zldent %DDI| % Calls Lost IngWT | awgWT | awghbndT | =
26/06/2005 (Mor) | 3423 1398 3261 2947 3421 1938 4 M08%| 953% BR1x 999% A31% 000240 00:00:09  OC:00:12
02/07/2005 (Mor) | 4345 1974 137 3699 4345 2323 13 454% 952% B51% 100.0% 535% 001550 00:00:11 000014
09/07/2005 (Mor) | 3983 1640 3787 341 3979 2243 7 M.Z%| 951%  ©5E% 999% 56.4% 000342 000012 000015
16/07/2005 Mor) | 7207 1352 375 B167 7205 794 100 188% 954%  8RE% 100.0% B0.4% 000726 | O0:00:11 ) O0cO0:12
23/07/2005 (Mor) | 3550 952 3388 3034 3548 2548 0 268%| 954% ©55%  999% 71.8%  01:00:07  00:00:12  O0:00:13
Total| 22508  736| 21451 19258  22498| 14901 34|  d25x%| 95.3%| esEx| 100.0% B6.2%| 0:00:07| 00:00:11)  00:00:13) -

4 k
Call Summary by Wise,

Field Description

Start Time The time this call started

Calls In The total number of inbound calls

Calls In Ans The total number of inbound call segments that have been answered

Calls With CallerID

The total number of inbound calls received with callerlD

Calls Identified

The number of calls that have been matched against the MICC OFFICE Server telephone number import

DID Calls

The number of inbound calls that have been received via a DID number

Calls Abandoned

The total number of inbound calls that were abandoned

Calls Overflowed Out

The number of inbound call segments that alerted a device, but overflowed to a different device

% Calls In Ans

The total number of inbound call segments that have been answered

% Calls With CallerID

The percentage of calls received with Caller|D against the total number of inbound calls

% Calls Identified

The percentage of calls identified against the total number of calls

% DID Calls

The percentage of DID calls against the total number of calls

% Calls Abandoned

The percentage of abandoned calls against the total number of inbound calls

Longest Wait (In)

The longest time an inbound call spent alerting

Avg Wait (In) Time

The average time that inbound calls spent alerting

Avg Abandon Time

The average time for an inbound call to be abandoned
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4.1 | mmar Week n

"Can | compare outbound call statistics over several weeks?"

When you run reports that have this report format, they show a list of outbound call statistics against individual

weeks for calls which match the filters and fields specified by the user.

Call Summary by Week {(Dutbound) A T P X

Start Tine | Callz Out|  Outdng |dent| Z0utdne | Zldent| totTalkT | awgTalkT | totRingT | avgOutRngT

25/06/2005 (Mon) B573 G166 5314 938% | 900% 771108 000045 10030047 00:00:05
0240772005 (Mon) 11134 10335 10063 923%  83.9% | 1231532 00:00:42  13.07:48 00:00:06
09/07/2005 (Mon) 8650 77200 78090 89.2% | 90.3% 1072348 0000500 1504834 00:00:06
16/07/2005 (Mon) 12397 11635 11073 93.9%  83.3% | 1141500 00:00:35  18:04:43 00:00:05
234072005 (Mon) 7224 G757 G508 935% | 901% V02323 000037 111313 00:00:05

Total| 46038 42613 41373| 926%| 89.9%| 49240:48| 00:00:41| 74517 0n000s| -

4 5

Call Summaty by Wee. .

Field Description

Start Time The time this call started

Calls Out The total number of Outbound calls

Calls Out Ans The total number of Outbound call segments that have been answered

Calls Identified

The number of calls that have been matched against the MICC OFFICE Server telephone number import

% Calls Out Ans

The percentage of outbound answered calls against total outbound calls

% Calls Identified

The percentage of calls identified against the total number of calls

Total Talk Time

The cumulative time spent in the answered state. This includes time spent on hold.

Avg Talk Time

The average time spent in the answered state for all calls

Total Ring Time

The cumulative time spent in the alerting state

Avg Ring (Out) Time

The average time that outbound calls spent alerting
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4.14 Call Summary by Month

“Can | compare call statistics over several months?”

When you run reports that have this report format, they show a list of outbound call statistics against individual
months for calls which match the filters and fields specified by the user.

A D- - X

Call summary by Month

+ Start Time Callz| Callz In| Calls Out ldent| % Callz In| % Callz Out|  Zldent| tatTalkT | awaTalkT Ingw'T | avgw'T -
Jul2005  BS548 22509 46039 ROEI3  328% 67.2% 885% 7430341 000054 01:00:07 000011
Total| 68548| 22509 46033| GOB33| 3282 67.2%| 88.5%|74%0341| 00:00:54| 01:00:07| 00:0011] -

4 L

Call Summary by Month

Field Description

Start Time The time this call started

Call Handled The total number of inbound and outbound calls

Calls In The total number of inbound calls

Calls Out The total number of outbound calls

Calls Identified The number of calls that have been matched against the MICC OFFICE Server telephone number import
% Calls In The percentage of calls in against total calls

% Calls Out The percentage of calls out against total calls

% Calls Identified

The percentage of calls identified against the total number of calls

Total Talk Time

The cumulative time spent in the answered state. This includes time spent on hold.

Avg Talk Time

The average time spent in the answered state for all calls

Longest Wait (In)

The longest time an inbound call spent alerting

Total Ring Time

The cumulative time spent in the alerting state

Avg Wait (In) Time

The average time that inbound calls spent alerting
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[ Month (In n

"Can | compare outbound call statistics over several months?"

When you run reports that have this report format, they show a list of external call statistics against individual
months for calls which match the filters and fields specified by the user.

Call sSummary by Month (Inbound)

/ Start Time | Cals In

InAns CLI

A O P X

Ident | DD Calls | Calls Lost | OfiwOut | % Calls In Ans | %CLI| %ldent| %DDI| %lost| IngWT| avgWT| avgibndT| =

Oct 2005 | 22510 7316 21453 15260 22500 145303 291

Total| 22510| 7316 21453 19260| 22500| 14903 291

325% (95.3% | B56% | 100.0% | 66.2% (01:00:07 | OD:00:11 | 00:00:13

4

325%|953%| 856%| 100.0%| 662%|01:00.07| 00:00:11| 00:00:13] ~
5

Call Summary by Kon...

Field Description

Start Time The time this call started

Calls In The total number of inbound calls

Calls In Ans The total number of inbound call segments that have been answered

Calls With CallerID

The total number of inbound calls received with callerID

Callls Identified

The number of calls that have been matched against the MICC OFFICE Server telephone number import

DID Calls

The number of inbound calls that have been received via a DID number

Calls Abandoned

The total number of inbound calls that were abandoned

Calls Overflowed Out

The number of inbound call segments that alerted a device, but overflowed to a different device

% Calls In Ans

The total number of inbound call segments that have been answered

% Calls Identified

The percentage of calls identified against the total number of calls

% DID Calls

The percentage of DID calls against the total number of calls

% Calls Abandoned

The percentage of abandoned calls against the total number of inbound calls

Longest Wait (In)

The longest time an inbound call spent alerting

Avg Wait (In) Time

The average time that inbound calls spent alerting

Avg Abandon Time

The average time for an inbound call to be abandoned
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4.16 Call Summary by Month (Outbound)

"Can | compare outbound call statistics over several months?"

When you run reports that have this report format, they show a list of outbound call statistics against individual
weeks for calls which match the filters and fields specified by the user.

& D~ F- X

Call Summary by Month {Outhound)

4 Start Time

Calls Qut|  Oubdine Ident| %0ubdnz  Xldent| totTalkT | awgTalkT | totRingT | awglutRngT

46033 42613 41373 926%  899%  492:40:48 000041 V45117 00:00:05

45038| 42513| 41373 S2E%|  89.9% 492:40:48| 00:00:41( V45117 00:00:05, -

4

2

Call Summary by Mon... f

Field Description

Start Time The time this call started

Calls Out The total number of outbound calls

Calls Out Ans The total number of outbound call segments that have been answered

Calls Identified

The number of calls that have been matched against the MICC OFFICE Server telephone number import

% Calls Out Ans

The percentage of outbound answered calls against total outbound calls

% Calls Identified

The percentage of calls identified against the total number of calls

Total Talk Time

The cumulative time spent in the answered state. This includes time spent on hold.

Avg Talk Time

The average time spent in the answered state for all calls

Total Ring time

The cumulative time spent in the alerting state

Avg Ring (Out) Time

The average time that outbound calls spent alerting
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4.17 [l Half Hour and D

“Can | compare busy periods during the day?”

When you run reports that have this report format, they show a list of call statistics against half hour periods which

match the filters and fields specified by theuser.

Calls by Half Hour and Day A O~ - X

avgw' T | avglDutRngT

00:00:.07
00:00:03
00:00:03
00:00:.07
00:00:08
000008
00:00:10
00:00:08
000008
00:00:15
000008
00:00:05
000008
000007
00:00:05

o0:00:07 [ -
4

Start Time | Calls In| %80l | Calls Out| Z2&I00ut| totTalkT | awglalkT Igtaf T

16/08/2005 09.00:00- 09:30:00 16| 2.2% 58 39% 010303 00:01:06 00:00:35 0000:10
16/08/2005 09:30:00- 10:00000 | 14| 1.9% 23| 15% 002322 000056 00:01:13 ) 000022
16/08/2005 10:00:00- 10:30:00 | 28| 3.8% 51| 34% 002430 00:00:30 ) 00:07:45 000015
16/08/2005 10:30:00- 11:00000 | 13| 1.8% 22| 15% 003535 00:01:11) 000058 0000:25
16/08/200511:00:00- 11:30000 | 24| 3.3% 26| 1.7% 005353 00:01:44 00:0212 0000:20
16/08/200511:30:00 - 1200000 19| 26% 42| 28% 004511 000001 00:0303 ) 0000:23
16/08/200512:00:00- 1230000 28| 3.8% 85 37% 011103 000134 00:07:02 ) 000013
16/08/200512:30:00- 1300000 14| 1.9% 84| BE% 022127 000151 00:07:00 000013
16/08/200513:00:00- 133000 37| 51% 166 11.7% 00:44:23 000017 0001:31 | 00:00:19
16/08/2005 13:30:00 - 1400000 28| 3.8% 41| 27% 024543 00:0351 ) 00:07:50 00:00:13
16/08/2005 14:00:00- 14:3000 25 34% 1100 74% 013331 00:01:00) 00:01:50 000021
16/08/2005 14:30:00 - 15:0000 | 38| 5.2% g1 B1% 044716 000235 00:07:43  0000:25
16/08/2005 15:00:00- 15:30:00 | 108 | 14.8% 57|  38% 020354 000055 00:07:05 0000:05
16/08/2005 15:30:00- 18:00000 . 11| 1.5% | 21% 004608 00:01:19 ) 00:07:04 000014
16/08/2005 16:00:00- 18:3000 23| 4.0% 85 57% 0117.03 00:00:49 ) 00:00:28 00:00:07

Total| 731 100.0%|  1491| 1000% 32.48:31| 00:01:12| 00:03:33) 00:00:13
4
Calls by Half Hour an...

Field Description

Start Time The time this call started

Calls In The total number of inbound calls

% Of All Calls In The percentage of calls in for one row against the total calls for in this report
Calls Out The total number of outbound calls

% Of All Calls Out The percentage of calls out for one row against the total calls out for this report
Total Talk Time The cumulative time spent in the answered state. This includes time spent on hold.
Avg Talk Time The average time spent in the answered state for all calls

Longest Wait (In) The longest time an inbound call spent alerting

Avg Wait (In) Time The average time that inbound calls spent alerting

Avg Ring (Out) Time The average time that outbound calls spent alerting
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4.18 Calls by Account Code
"Can | quickly see a spread of calls performed for specific clients or against certain activities?"

When you run reports that have this report format, they show a list of call statistics by entered account code for
calls which match the filters and fields specified by the user.

Calls by Account Code A O~ F- X

A/ Code ¢+ | Callzln Zélln| Calle Out|  Zall0ut| totTalkT | awgTalkT IngWT| awgwT | awgOutRngT —
[Mone] 380 88.4% 1063 N.7% 140547 00:00:47 | 00:02:23| 00:00:09 00:00:07
m E 1.4% | 08% 00057 000053 000012 00:00:06 00:00:05
222 | 21% 1 09% 001915 00:01:23 000022 00:00.07 00:00:04
333 7 1.6% 12 1.0% 00:0%23 ) 000016 00016 0O0:00:06 00:00:06
444 2 0.5% 17 15% 00:0228 000010 00:00:01 | 00:00.00 00:00:10
555 5 1.2% 15 1.3% 000513 0@:00:19 0 00:00:26  00:00:11 00:00:05
GEE | 21% g 05% 00:0238 000022 000020 00:00:08 00:00:07
777 4 0.9% 3 08% 00:0455 00:00:26 000006 00:00.02 00:00:05
88 5 1.2% g 07% 00:01:24 ) 000012 00009 00:00:06 00:00:04
933 3 0.7% 10 09% 00:20:00 0 000251 00:00:19 ) 00:00:10 00:00:05
Total | 430| 1ooix|  1186| 100.0%| 15:16:10| 00:00:47| 00:02:23) 00:00:08)  O0:00:06 _|;|
4 3
Calls by Account Code /

Field Description

Account Code The last account code that was entered in on this call

Calls In The total number of inbound calls

% Of All Calls In The percentage of calls in for one row against the total calls for in this report

Calls Out The total number of outbound calls

% Of All Calls Out The percentage of calls out for one row against the total calls out for this report

Total Talk Time The cumulative time spent in the answered state. This includes time spent on hold.

Avg Talk Time The average time spent in the answered state for all calls

Longest Wait (In) The longest time an inbound call spent alerting

Avg Wait (In) Time The average time that inbound calls spent alerting

Avg Ring (Out) Time The average time that outbound calls spent alerting
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4.1 Il 1l

"Can | tell what proportion of calls fall in a particular band of charges?"

When you run reports that have this report format, they show the proportion of outbound call cost falling into 1 unit
currency intervals.

Calls by Call Cost A D e X

Call Cost| Calls Out| ZANOut totOutTalkT | Total Cost| % OF &ll Cost|  MawxCst|  AwaglCSt
£0.00- £1.00 954 98.2% 954 090248 £73.85 57.7%  E079 E0.0B
£1.00- £2.00 B 06% 5 005254 £7.43 5d4% E1E7 £1.24
£2.00-£3.00 30 03% 3 00:3E01 EE.80 49% g2 f237
£3.00- £4.00 5 05% 5 003701 £17.49 126%  £38%  £350
£4.00- £5.00 1 01% 1 000459 £4.59 33 E459 459
£6.00- £6.00 0 00% 0 00:00:00 £0.00 0.0%  E000  £0.00
£6.00- £7.00 1 01% 1 000548 EE.45 47% B3 EB48
£7.00- £8.00 1 01% 1 001125 £7.48 Sd% 748 ET.40
£8.00-£9.00 1 01% 1 000851 £8.33 BO%  £B33  £8.33

Total| 952| 100.0% 952|  10:3347| £138.42 100.0%  £8.33]  £07 illl
4 k
Calls by Call Cost

Field Description

Call Cost The cost of the current call segment, whether inbound or outbound

Calls Out The total number of outbound calls

% Of All Calls Out The percentage of calls out for one row against the total calls out for this report
Total Talk (Out) Time The total time spent in the answered state for all outbound calls

Total Cost The total cost of all calls

% Of All Cost The percentage of call cost against total call cost for this report

Maximum Cost The most expensive call in this report

Average Cost The average cost of all calls in this report
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4.20 Calls by DDI Number
"Can | see how effectively we are handling Direct Dial services orcampaigns?"

When you run reports that have this report format, they show a list of inbound call statistics by DDI number for calls
which match the filters and fields specified by the user.

Calls by DDI Number A D~ F- X

DO Digitg | DMIS Callzln|  #Alln| totTalkT | awaTalkT Irght T awghT | =
2000 b ain Mumber Auto Attendant 206 BE1XE 01:3%:44 000248 000223 0013
a004 General Enguiries [Region &) 123 335% 0221:34 00:01:02 | 00:00:52 00:00:02
2005 General Enguiries [Region B 1 0.3% 000000 00:00:00  00:00:08 00:00:06
a00e General Enquines [Region C] 1 03% 00:00:04 0 00:00:04  00:00:05 00:00:05
2007 Cluotations [Region &) 1 0.3% | 00:00:00 | 00:00:00 Q00007 Q00007
2009 [uotations [Fegion C) 16 44% 000000 00:00:00 000027 00:00:13
00 General Dperator Mumber 1 03% 000000 00:00:00 000074 00:00:14
aom Call For Stephen Williams 5 1.4%  00:00:00 0 00:00:00  00:00:23 00:00:20
amz Call For Johm FEnight 1 03% | 00:00:00 | 00:00:00 Q00027 00.00:27
a014 Call For Jackie Benetton 12 33% | 002954 | 000244 00:01:55 a0.ox1e
Total | | 367| 100.0%| 04:2716| 00:01:29] 00:02:23 00: 00 Dilll
Ll F
Calls by DD Mumber

Field Description

DID Digits The significant DID digits received from the network provider to identify a call originated via a particular DID
number

DNIS A description against the DID number that this inbound call originated on

Calls In The total number of inbound calls

% Of All Calls In The percentage of calls in for one row against the total calls for in this report

Total Talk Time The cumulative time spent in the answered state. This includes time spent on hold.

Avg Talk Time The average time spent in the answered state for all calls

Longest Wait (In) The longest time an inbound call spent alerting

Avg Wait (In) Time The average time that inbound calls spent alerting
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Trunk Lin

"How effectively are we using our telephone lines, do we have too few or too many?"

When you run reports that have this report format, they show a list of call statistics by individual trunk line for calls
which match the filters and fields specified by the user.

Calls by Trunk Line & TP X

T

k.

T

94300
9430
94302
34311
94312
94313
94314
94315
94326
94327
94328
94323
94333
94340
94341

otal |

A

CallzIn|  ZAlln| Callz Out|  ZAN0ut|  totTalkT | awgTalkT gt T avgW'T | avgdutBngT -

a4 229% 1] 007 02:26:27 0 00:01:24 000223 000009 00:00:00
13 3h5% 1] 0os 001365 000046 00:01:50 0 000009 00:00:00
2 0.5% 1] 0% 000028 000009 000005 000002 00:00:00
0 0.0z 15 1.3% 000722 000034 00:00:00 000000 00:00:05
1] 0.0z 120 10.3%  00:39:30) 000026 00:00:00 000000 00:00: 06
1] 0.0x 542 46.5%  04:05:56 | 000035 00:00:00 OQ:00:00 000007
119 324% 1] 0o% 00Bed2 000332 00:00:3 0 000009 00:00:00
14 3.8% 0 00% 000000 00001 00:00:22 0 00000 00:00:.00
0 0.0z 19 1.6% 00:04:09 000013 00:00:00 000000 00:00:05
1] 0.0z 196 16.8% 020553 O0:00:40 00:00:00 000000 00:00:05
123 338% 1] 0oz 004402 0C:01:25 00:07:08 0 OQ:O0:09 00:00:00
12 33% 1] 005 000641 000067 000116 00005 00:00:00
0 0.0z 1 01% 000002 000002 00:00:00 0 000000 00:00:03
1] 0.0z 23 20% 00:27:03 0OC:01:21 ) 00:00:00 000000 00:00:06
1] 0.0z 260 21.4% 031869 00:00:50 00:00:00 000000 00:00:07

35?| ‘IEID.EI35| 1166 100.0% | 151610 000047 00:02:23) 000009 EIEI:EIEI:DE|_|;|

»

Callz by Trunk Line ;’J

Field Description

Trunk The trunk number as stored in the trunk configuration database

Calls In The total number of inbound calls

% Of All Calls In The percentage of calls in for one row against the total calls for in this report
Calls Out The total number of outbound calls

% Of All Calls Out

The percentage of calls out for one row against the total calls out for this report

Total Talk Time

The cumulative time spent in the answered state. This includes time spent on hold.

Avg Talk Time

The average time spent in the answered state for all calls

Longest Wait (In)

The longest time an inbound call spent alerting

Avg Wait (In) Time

The average time that inbound calls spent alerting

Avg Ring (Out) Time

The average time that outbound calls spent alerting
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4.22 Calls Completed by Extension

“Can | compare call rates and statistics between extensions?”

When you run reports that have this report format, they show a list extension statistics, which match the filters and
fields specified by the user.

Calls Completed by Extension A& D> F- X

Fin ¢ |User Finished On |nEnd|  OwEnd| Total Talk Time| Aswg Talk Time| Longest Wait [In)| =
106 Amanda Jennezon 0 a4 012139 00013 00: 0000

140 Agent Supervisor 1 2 001256 000418 00: 0000

160 Thereza Macintazh 12 47 004116 000041 00:00:21

151 Samzon Johns 5 36 00952 o004 00:00:10

152 Lydia Michaels a 96 0.22.54 Q00047 00:00:44

163 Benzon Smith 19 198 0211:3: 00:00:36 a0:00:1a

154 Heidi Cooper 15 147 004603 Qo017 000006

185 Sabrina Price 15 110 0z31:23 o001z 00:00:31

186 Emily Parzons 15 h4 01:07:16 000058 00:00:41

157 Jermy Smart 2 43 001123 00:00:15 00:00:02

168 Matala Puchenski 3 38 o114 ooy 00:00.05  __|
169 Ged Samuels 4 91 01:40:35 a0:01:03 00:00:06
Total | 179 983 15:16:10 00:00:47 uu;un;5i||;|
4 »
Calls Completed by E_. /

Field Description

Finished On The extension where this call segment was completed at

User Finished On The descriptive name associated with the device that this call segment was completed at
Calls In Completed The total number of inbound call segments completed by the given device or agent

Call Out Completed The total number of outbound call segments completed by the given device or agent
Total Talk Time The cumulative time spent in the answered state. This includes time spent on hold.

Avg Talk Time The average time spent in the answered state for all calls

Longest Wait (In) The longest time an inbound call spent alerting
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4.23 In n |

Half Hour

"How are inbound calls being handled throughout the day, should we look at recruiting more staff for specific
periods?"

When you run reports that have this report format, they show a list of inbound call statistics by % hour period for
calls which match the filters and fields specified by the user.

A - - X

Inbound Calls by Half Hour

£ Start Time | Callz In Zaln|  twotTalkT | avgTalkT Inghtd T avgw'T | avghbndT | Callz Lost %Llost| Rewr'ble Fief| =
11:00:00 - 11:30:00 24 33% 003334 000411 000212 O0:00:20) O0:00:25 16 EE7% 15 3
11:30:00 - 12:00:00 19 2B% 003405 00:0306| 00:0303 O0:00:28) O0.01:19 E 3B E 2
12:00:00 - 12:30:00 28 38% 005343 00:0429) 000102 00003 000017 15| EB36% 15 4
12:30:00 - 12:00:00 14 1.9% 004346 00:045% | 00:01:00 O0:0019 O0:00:37 3 4x 3 1
13:00:00 - 12:30:00 ¥ B1Z 011248 00:01:25) 0001 | 000019 00:00:21 26| 703 24 2
13:30:00 - 14:00:00 28 38% 014711 000806 000150 000019 00:00:51 4] 143% 4 0
14:00:00 - 14:30:00 25 34% 001840 00:0204 | 00:0150 O0:00:21 | O0:00:23 16 B4.0% 14 1
14:30:00 - 15:00:00 33 B2z 011744 000259 000143 O0:00:25 ) O0.00:42 11| 289% 11 0
1500:00-15:30:00 | 108 14.8% 005251 | 00:00:38 000105 OKO0:05 000013 AR | 24 2| 2=
15:30:00 - 16:00:00 11 15z 002305 00:0351 | 000104 000014 00.00:12 4 34y 4 1
16:00:00 - 16:30:00 23 40% 002803 00:0200| 00:00:28  O0:00:07 | O0:00:07 14| 48.3% 14 3
16:30:00 - 17:00:00 16 22%  005L21| 000720 000145 00008 00:00:30 5 B63% B 2

Total| 731 100.0%| 124312 000212 00:0329) 00:00:13) 00:00:18| 36| s01%|  3m0| 21|«
4 k
Inbound Calls by Half ... /

Field Description
Start Time The time this call started
Calls In The total number of inbound calls

% Of All Calls In

The percentage of calls in for one row against the total calls for in this report

Total Talk Time

The cumulative time spent in the answered state. This includes time spent on hold.

Avg Talk Time

The average time spent in the answered state for all calls

Longest Wait (In)

The longest time an inbound call spent alerting

Avg Abandon Time

The average time for an inbound call to be abandoned

Calls Abandoned

The total number of inbound calls that were abandoned

% Calls Abandoned

The percentage of abandoned calls against total inbound calls

Recoverable Calls

The number of abandoned calls that were received with callerID, and this recoverable

Calls Refused

The total number of inbound calls that were refused by the corresponding agent or device
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4.24 Inbound Calls by Half Hour and Day
“Can we see how inbound calls have been handled historically?”

When you run reports that have this report format, they show a list of inbound call statistics by %2 hour period for
calls which match the filters and fields specified by the user.

A O~ Fr X

Inbound Calls by Half Hour and Day

£ Start Time Zhln| totTalkT | avgTalkT Ingw'T |  awgW'T | avatbndT | Calls Lost| % Callz Lost
14,/08/2008 07:230:00 - 08:00:00 1 03% 000035 000017 000016 Q00006 | 000007 | a1.8% g 0
14,/08/20085 08:00:00 - 08:30:00 5 02% 00:00:21 000021 00:00:02 Q0:00:05 | 000008 ) 83.3% 5 1]
14,/08/2005 08:30:00 - 09:00:00 3 01% 00:00:20 0 0000100 000045 Q00015 | 000045 1 333% 1 o
14,/08/2005 09:00:00 - 09:30:00 25 06%  00:04:03 000024 000052 Q00010 000015 15 B0.0% 14 2
14/08/2008 09:30:00 - 10:00:00 2 01% 00:00:18 000008 00:00:08 00:00:04 | 00:00:00 i 0.0% 1] 1]
14/08/2008 10:00:00 - 10:30:00 28 07% 00:07:43 000042 000067 000007 | O0:-00:08 17 B0 7% 17 1]
14/08/2005 10:30:00 - 11:00:00 11 03% 00:33:14  00:0%36 0 000029 000013 | 00:00:18 4 36 4% 4 1]
14,/08/2005 11:00:00 - 17:30:00 16 04% 0005100 00:00:28 0 00:01:400 000012 00:00:18 g B0.0% g 0
14/08/2005 171:30:00 - 12:00:00 9 02% 001215 000721 000025 000004 | 000000 1] 0.0z 0 0
14/08/2005 12:00:00 - 12:30:00 20 05% 002549 000241 000027 000010 000009 13 B5.0% 12 1]
14,/08/2005 12:30:00 - 12:00:00 11 03% 001253 0002350 0000038 000012| 000016 B 54.5% & 1]
14/08/2008 12:00:00 - 12:30:00 17 04% 00:01:44 000034 000115 000015 | 000016 14 82 4% 12 1]
Tc-tal| 3983| 1DD.DZ| BE:1304| 000207 00:0Z42| 00:00:12) 0000:15 2248 55.4Z| 21 4?’| ?| -
1 3
Inbound Calls by Half ... /

Field Description

Start Time The time this call started

Calls In The total number of inbound calls

% Of All Calls In The percentage of calls in for one row against the total calls for in this report

Total Talk Time The cumulative time spent in the answered state. This includes time spent on hold.

Avg Talk Time The average time spent in the answered state for all calls

Longest Wait (In) The longest time an inbound call spent alerting

Average Wait (In) Time The average time that inbound calls spent alerting

Avg Abandon Time The average time for an inbound call to be abandoned

Calls Abandoned The total number of inbound calls that were abandoned

% Calls Abandoned The percentage of abandoned calls against total inbound calls

Recoverable Calls

The number of abandoned calls that were received with callerID, and this recoverable

Calls Refused

The total number of inbound calls that were refused by the corresponding agent or device
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4.25 In n | DDI Number

“Can | see which advert customers are responding to?”

When you run reports that have this report format, they show a list of inbound call grouped by the DDI number for
calls which match the filters and fields specified by the user.

A D-F- X

Inbound Calls by DDI Number

DOl Digits + | DHIS Callzln|  Zalln| totTalkT | awgTalkT g T | awgw'T| =vgébndT | Calls Lost| % Calls Lost| Rewrble| Callz Refused| =
8000 b ain Muriber Auto Attendant 206 5E1% 01:35:44 000248 000223 00:00:13 000012 175 85.0% 170 il
8004 General Enguinies [Region A) 1230 335%  0221:34 0 000102 | 00:00:52 0 O0:00:02 0 000005 44 35.8% 43 1
8005 General Enguinies [Region B) 1 03% 00:00:00 0 0Q000:00| 00:00:06 0 O0:00:068 0 000006 1 100.0% 1 0
800e General Enguinies [Region C) 1 03% 00:00:04 0 Q00004 | 00:00:05 0 O0:00:05 0 000000 0 0.0z 1] 0
8007 Quotations [Region A) 1 03%| 00:00:00 0 000000 000007 00:00:07 ) 00:00:07 1 100.0% 1 il
8009 Quotations [Region C) 16 44% 00:00:00 0 DO:DO:00 0 000027 0C:00:13 0 000013 16 100.0% 14 il
] General Operator Mumber 1 03% 00:00:00 0 0Q000:00| 00:00:14 ) O0:00:14 0 000014 1 100.0% 1 0
a0 Call For Stephen Wiliams 5 1.4% 00:00:00 0 000000 000023 00:0C:20 0 000020 5 100.0% 5 il
a0z Call For John Knight 1 0.3%| 00:00:00 0 OOiOCO0 00:00:27  00:00:27 | 000027 1 100.0% 1 il
a014 Call For Jackie Benettan 12 33% 0002954 00044 000155 0C:0C:18 0 000041 4 33.3% 4 il
Total | | 367| 100.0%| 04:2716| O0.01:29| 00.0223| 00:00:08) 000011 243 E76%| 240 1~
Ll »
Inbound Calls by DOI .

Field Description

DID Digits The significant DID digits received from the network provider to identify a call originated via a particular DID
number

DNIS A description against the DID number that this inbound call originated on

% Of All Calls In

The percentage of calls in for one row against the total calls for in this report

Total Talk Time

The cumulative time spent in the answered state. This includes time spent on hold.

Avg Talk Time

The average time spent in the answered state for all calls

Longest Wait (In)

The longest time an inbound call spent alerting

Average Wait (In) Time

The average time that inbound calls spent alerting

Avg Abandon Time

The average time for an inbound call to be abandoned

Calls Abandoned

The total number of inbound calls that were abandoned

% Calls Abandoned

The percentage of abandoned calls against total inbound calls

Recoverable Calls

The number of abandoned calls that were received with callerID, and this recoverable

Calls Refused

The total number of inbound calls that were refused by the corresponding agent or device
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4.26 Inbound calls by Device First Rung

"How are users handling inbound calls?"

When you run reports that have this report format, they show a list of inbound call statistics by extension rung for
calls which match the filters and fields specified by the user.

Inbound Calls by Device First Rung

A I1- 7 X

First Fang + |Uszer First Flang Callz In Zalln | totTalkT | awgTalkT Ing'T | awgw'T | awghbndT | Call: Lost| % Callz Lost| Rowr'ble ef |~
104 Jackie Benettan 15 38% 0051150 00:04:39| 00:01:55 ) 0000200 00:00:41 2B7% 4 ]
105 Michael Shaw 4 09%  00:04:00 Q00200 00:01:18 000037 0001:18 1 25.0% 1 1]
140 Agent Supervizor 2 05%| 000026 000026 000223 000117 000223 1 a0.0% 1 i
180 Thereza Macintosh 9 21% 00:02:05 00:01:09| 0Q:01.06 000022 00:00.45 2 22.2% 2 i
152 Lydia Michaels 3 07% 000527 000243 000116 000040 0001:16 1 33.3% 1 1]
153 Benzon Smith 1 02% 0012320 001232) 00:00.00 0 00:00:00 000000 1] 0.0z 1] o
155 Sabrina Price 5 1.2% 0 003625 000717 | 00:00:31 0 0000190 000000 1] 0.0z 1] 0
156 Ermily Parzons B 1.4% 0010480 00:0236| 00:01:50 00058 0001:29 3 A0.0% 3 0
] Operator Queue 1 E 14% 000359 000159 000024 0000013 000000 0 0.0% 0 i}
F17 Clairen | T AEA -G 1 [ ek no-nn-1n an-nn-An n-nn-19 no-nn-1o9 No-nn-nn n nne- n [}
Total | 430| 100.0%| 04:2716| 00:01:29] 00:0223| 00:00:09) 00:00:11] 243 6r.7x| 20| 1|
4 3
Inbound Calls by Devi... /

Field Description

First Rang The first extension / group that this call alerted for the given call segment, or the extension that made this

outbound call

User First Rang

The descriptive name associated with the first extension / group that this call segment alerted

Calls In

The total number of inbound calls

% Of All Calls In

The percentage of calls in for one row against the total calls for in this report

Total Talk Time

The cumulative time spent in the answered state. This includes time spent on hold.

Avg Talk Time

The average time spent in the answered state for all calls

Longest Wait (In)

The longest time an inbound call spent alerting

Average Wait (In) Time

The average time that inbound calls spent alerting

Avg Abandon time

The average time for an inbound call to be abandoned

Calls Abandoned

The total number of inbound calls that were abandoned

% Calls Abandoned

The percentage of abandoned calls against total inbound calls

Recoverable Calls

The number of abandoned calls that were received with callerID, and this recoverable

Calls Refused

The total number of inbound calls that were refused by the corresponding agent or device
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4.27 In n |

Ring Tim
"How quickly are we answering calls?"

When you run reports that have this report format, they show a list of inbound call statistics by 5 second ring time
interval for calls which match the filters and fields specified by the user.

A D= F- X

Inbound Calls by Ring Time

‘ Ring Time | Callz In ZAln|  totTalkT | avgTalkT Ingt#T | awg®'T | avgdbndT | Calls Lost| % Calls Lost| Rewrble| Calls Refused| |
000000 - 00;00:05 201 46.7% 0 01:6237 000053 000223 000008 000015 73 36.3% E3 1
00:00:08 - 00:00:10 137 31.9% 0 004343 000223 00:.01.16  00.00.09 | O00:00:098 s 8h.4% 114 il
000010 - 00:00:15 t:] 8.8% 00273 00245 000023 000010 00:00.09 2R B3.4% 25 o
00:00:15 - 00;00::20 20 47% ) 001918 000208 000026 000014 00:00:11 1 Bh.0% 1A il
00:00;20 - 00;00; 25 1 2E% | 00:04:45 0 00222 000024 000012 000010 | 81.8% g il
00:00; 25 - 00;00: 30 E 1.4% 001045 000335 000150 000035 00:00.44 3 B0, 0% 3 il
00:00:30 - 00:00:35 B 1.4% ) 00:34:59 000859 00:.00:34 000028 | O0:00:11 1 16.7% 1 i}
00:00:35 - 00:00:40 1] 0.0% ) 00:00:00 000000 00:00:00 00:00:00| O0:00:00 ] 0.0% 0 i}
00:00: 40 - 00:00:45 4 09% 000527 000243 00:.00:46  0O0:00:368| O0:00:29 2 A0.0% 2 i}
O AR M nn-En n nohss [N aluNnly] [ SnluNnly] [alnBnintnln} [alnBnintnln} [alaSuintnln} n nomEs n n
Tatal | 430|  10000%| 04:27:16( 00:01:29| 00:02:23| 00:00:09| 00:00:11 248 B7TE 240 1LIL|
9 3
Inbound Calls by Ring...
Field Description
Ring Time The duration that this call segment spent alerting
Calls In The total number of inbound calls

% Of All Calls In

The percentage of calls in for one row against the total calls for in this report

Total Talk Time

The cumulative time spent in the answered state. This includes time spent on hold.

Avg Talk Time

The average time spent in the answered state for all calls

Longest Wait (In)

The longest time an inbound call spent alerting

Average Wait (In) Time

The average time that inbound calls spent alerting

Avg Abandon Time

The average time for an inbound call to be abandoned

Calls Abandoned

The total number of inbound calls that were abandoned

% Calls Abandoned

The percentage of abandoned calls against total inbound calls

Recoverable Calls

The number of abandoned calls that were received with callerID, and this recoverable

Calls Refused

The total number of inbound calls that were refused by the corresponding agent or device
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4.28 Invalid Dialled Calls by Extension (UK Only)

"Which extension users are having operational difficulty with the telephone system?"

When you run reports that have this report format, they show a list of call statistics by individual extension number
for incorrectly dialled outbound calls for calls which match the filters and fields specified by the user.

Invalid Dialled Calls by Extension & D F-X

First Rang ¢ |Us=er First Rang Callz Ot I Elrre| =]
100 Operator jata) 0 0.0%

104 Jackie Benetton 77 1] 0.0%

106 Amanda Jenheson 129 1 0.8%

140 Agent Supervizor 156 0 0.0%

150 Thereza Macintosh 13 1] 0.0%

151 Samszon Johns 200 3 1.5%

152 Lydia Michaels 3 0 0.0%

153 Benzan Smith 7 1] 0.0%

154 Heidi Cooper 18 ] 0.0z

155 Sabrina Price 10 0 0.0%

156 Emily Parsonz 18 1] nox —
157 Jerm Smart 3 ] 0.0z

158 Mataha Puchenszki 128 3 23%

Total | | 1388 B3| 3_92;|_|;|
1 ¥
Ivalicd Dialled Callz hy...f

Field Description

First Rang The first extension / group that this call alerted for the given call segment, or the extension that made this
outbound call

User First Rang The descriptive name associated with the first extension / group that this call segment alerted

Calls Out The total number of Outbound calls

Invalid Dialled Calls The number of calls that were not correctly dialled

% Invalid Dialled Calls The percentage of invalid calls against the total number of outbound calls
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Half Hour

"How busy are our lines during the day and what is the precise maximum number of lines that we use?"

When you run reports that have this report format, they show a list of call statistics by %2 hour period for calls which
match the filters and fields specified by the user.

Line Usage by Half Hour and Day

A T- Fr X

¢ Start Time | MaxBzy| % Peak Uzed| Callzln| ZaAlln Calls Out| Zal0ut| totTalkT | Calls Lost| % Calls Lost| «
13/08/2005 1.3:00:00 - 13:30:00 4 Tz 20 0.5% 23 0.3% 002513 9 45.0%
13/08/2005 1.3:30:00 - 14:00:00 5 93% 12 0.3% 42 0.5%  00:40:26 3 25.0% —
13/08/2005 14:00:00 - 14:30:00 7 13.0% 24 0.6% 34 04% 034239 10 1.7%
13/08/2005 14:30:00 - 15:00:00 5 93% 13 0.3% 36 04% 005324 5 38.6%
13/08/2005 15:00:00 - 15:30:00 5 111% 23 0.6% 7E 0.9% 005354 13 565
13/08/2005 15:30:00 - 16:00:00 9 16.7% 21 0.5% 29 0.3% 01:5351 9 429%
13/08/2005 16:00:00 - 16:30:00 7 13.0% 14 0.4z kil 04% 0:17:44 5 IBTE
13/08/2005 16:30:00 - 17:00:00 7 13.0% a 0.2% kil 0.4% 001610 5 B2.5%
13/08/2005 17:00:00 - 17:30:00 B 1.1% an 0.8% a7 04% 004319 16 533%
13/08/2005 17:30:00 - 18:00:00 7 13.0% 15 0.4z 47 05%  01:11:52 9 BO0.0%
13/08/2005 18:00:00 - 18:30:00 B 1.1% 15 0.4z a1 06%  01:03:0 12 a0.0%
13/08/2005 18:30:00 - 19:00:00 5 93% 7 0.2% 16 0.2% 002845 1 14.3%
13/08/2005 19:00:00 - 19:30:00 3 b E%Z 10 0.3% 9 0% 00:14:36 4 a0.0%
Total| 10 18.5%| 39@3| 1000  8e50| 100.0%| 1654252 2248 55_4z_||;|

[ »
Line Uzage by Half H...

Field Description

Start Time The time this call started

Max Lines Busy

The maximum number of trunk lines busy in any one second, over the given period

% Peak Used

The percentage of lines busy at the peak time, against the number of trunk lines configured on the MICC OFFICE

Calls In The total number of inbound calls
% Of All Calls In The percentage of calls in for one row against the total calls for in this report
Calls Out The total number of outbound calls

% Of All Calls Out

The percentage of calls out for one row against the total calls out for this report

Total Talk Time

The cumulative time spent in the answered state. This includes time spent on hold.

Calls Abandoned

The total number of inbound calls that were abandoned

% Calls Abandoned

The percentage of abandoned calls against total inbound calls
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This provides call performance and agent activity reporting in an ACD environment. The ACD license also includes
all the capabilities provided with Reporter Basic and Reporter licenses. Real time call and Agent reporting is also
provided using Reporter Pro Real-Time.

5.1 Inbound calls by Hunt Group
“Can | see breakdowns of calls taken by individual hunt groups?”

When you run reports that have this report format, they show a list of inbound call statistics by hunt group rung for
calls which match the filters and fields specified by the user.

A D-F- X

Inbound Calls by Hunt Group

Gip | Description #alln|  totTalkT | awgTalkT Ingtf T avgWT | avgdbndT | Calls Lost| % Calls Lost
530 Quotations [Region &) x| 326% | 034533 000058 O:01:03 000003 00003 58 29.6% 93 a
532 | Quotations [Fregion C) 242 238% 064307 000211 0:00:52 0 000005 000004 53 2403 56 0
531 | Quotations [Fregion B) 235 231% 054345 000223 00:01:33 000005 000004 9 4093 93 0
500 Operator Queue 1 92 91% 010258 0001250 00:01:200 00002680 O0:00:33 2 2% Z 45
501 Operator Queus 2 1 6.0% 010826 00:01:28 000104 000024 000028 2 33% 2 14
B02  Operator Queus 3 52 51% 00335 000147 00:07:43 0 000024 O0:00:32 3 h.ax 3 10
511 |Claims Line [House Co 2 0.2% 000000 O0:00:00 000018 000009 000009 2 100.0 2 0
512 |Claims Line [Holiday] 1 01% 000040 00:00:10 0 0O:00:18 000018 000000 0 0.0z 0 0
Total | | 1018| 1o0.0%| 19:31:34| 0m:01:42| 00:01:43| 00:00:08) 00:00:05 261 257% 251 | ?u_||ﬂ
4 2
Inbound Calls by Hurit..

Field Description

Hunt Group The group that this group applies to

Description A description associated with this group in the group configuration database

Calls In The total number of inbound calls

% Of All Calls In

The percentage of calls in for one row against the total calls for in this report

Total Talk Time

The cumulative time spent in the answered state. This includes time spent on hold.

Avg Talk Time

The average time spent in the answered state for all calls

Longest Wait (In)

The longest time an inbound call spent alerting

Avg Wait (In) Time

The average time that inbound calls spent alerting

Avg Abandon Time

The average time for an inbound call to be abandoned

Calls Abandoned

The total number of inbound calls that were abandoned

% Calls Abandoned

The percentage of abandoned calls against total inbound calls

Recoverable Calls

The number of abandoned calls that were received with callerID, and this recoverable

Calls Overflowed Out

The number of inbound call segments that alerted a device, but overflowed to a different device
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52 Call List, Agent Specific

“Can | see exactly the specific calls agents have been making and receiving?”

When you run reports that have this report format, they show ACD agent call statistics grouped against ACD
agents for the filters and fields specified by the user.

Call List, Agent Specific A D-F- X

‘ Start Time |&ns? | Field 2 Telephone Mo [&gtFRO AglLRO |Agténs | AgtNéns AgtFin | Dir Call Time| Seg| ~
17/08/2005 04:55:18 Yez | Brown dttomey Lid 02820004275 4008 4008 4008 Joanne Tompkin: (4008 Out | 00:00:08 0 M4
17/08/2006 04:55:35 Yex |Brown Conzultants & Partners 02821196233 4008 4008 4008 Joanne Tompkin: 4008 Out | 00:00:09 0 MWia
17/08/2005 04.56:07 Wes [Mo CLI Received] [Mo CLI] 4006 4006 Tim Adarms 4006 In 00:00:04 | NAA
17/08/2005 09:00:523 Mo Real Accountants Corp 02827277328 4002 4002 4002 Out | 000021 MdA |
17/08/2008 05:01:23 ez First Games Group 02828735269 4002 4002 4002 James Maceldon 4002 Out | 000016 Mia
17/08/2005 05:01:43 No  Brown Software [LIK] 02829560153 4002 4002 4002 Out | O0:0C:07 ) Mia
17/08/2005 05:01:59 Mo Fleetun Financial Pl 02830870194 4002 4002 4002 Out | 0000120 MWAA
17/08/2005 05:0219 Yes |Active Solicitors Agency 02837014265 4002 4002 4002 James Maceldon (4002 Ouwt | 0000100 WA
17/08/200% 09:02:34 Wes  First Logistics [US) 02838527615 4002 4002 4002 James Maceldon 4002 Out | 0000200 NAA
17/08/2006 05:02:58 ez Brown Solutions Express 02840673322 4002 4002 4002 James Maceldon 4002 Out | 000016 MiA
17/08/2005 05:03:20 Mo Jones Logistics Group 02841879962 4002 4002 4002 Out | 00:0C:01 ) MWiA
17/08/2005 05:03:24 ez  Alpha Software Corp 02842649619 4002 4002 4002 James Maceldon 4002 Ouwt | 000014 NAA
17/08/2008 05:03.53 Yer Gavel Computers dgency 02843320039 In 000018 1
17/08/2005 05:04:12 ez Gawvel Computers dgency 02843320039 4008 4006 Tim Adamsz 4006 In 00:00.03 2
17/08/2005 05:30:14 No  |Kudos Communications Corp 02866111082 In 00:00:26 0 Mia
17/08/2005 05:34:14 Mo Gavel Attorney Express 02867547660 4002 4002 4002 Out | 000014 MWAA
17/08/2005 05:34:40 Wes Business Telecommunications | 02868525624 4002 4002|4002 James Maceldon 4002 Out | 000019 NAA
17/08/200% 09:35:03 Mo Active Services [US) 02870595402 4002 4002 4002 Out | OOOC18 0 WA
1740842005 05:35:25 Yes:  Brown Engineering Corp 02871072905 4002 4002 4002 James Maceldon 4002 Out | 00:00:11 N.-’A_lﬂ
4 e

Call List, Agent Specific

Field Description

Start Time The time this call started

Answered ? Was this call answered in the current call segment?

Field 2 The descriptive information associated with the telephone number of this call segment, as defined by the
MICC OFFICE Server telephone number import database

Telephone No The telephone number associated with this call segment, whether inbound or outbound

Agt First Rang The agent ID where the call segment first alerted

Agt Last Rang The agent ID where this call segment last alerted

Agt Ans On The agent ID that answered this call segment, if the call was answered

Agt Name Ans On The descriptive name associated with the agent where this call segment was answered

Agt Finished On The agent ID that completed this call segment

Direction The direction of this call segment, either inbound or outbound

Call Time The total duration of the call segment, including both alerting and talk times

Call Segment The number of a particular call segment for calls that have been diverted, forwarded, overflowed, recalled or
transferred
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5.3 ACD Status Time by Agent

"Can | see general time based figures on the activity of agents?"

When you run reports that have this report format, they show call and ACD activity statistics grouped against ACD
agents for the filters and fields specified by the user.

ACD Skatus Time by Agent A O F- X

Agent /| Description Lot T alkT totHIdT | totOnDutyT Lazt Loginat| ZFreeT | ZBusyT | 2wUT | ZBsyMAT | Avgln Rate| Awg Out Rate | =
4000 |Andrewe D aniels 00:37:32 | 00:.00:03 0 OF:58:24 | 16/08/200517.0%:22 760% 161% 06X 3% i 4
40m Penelope Walice | 01:18:04 | 00:00:00 03:22:08  16/08/2005165:31:02  72E6%| 26.59% 05 0.0z a 4
4002 |James Maceldon | 00:53:03| 00:00:00  0&58:02 16/08/200%5 23:06:22 89.8% 100% 02% 0o 2 1
4003 Julie Wilzon 00:28:35  00:00:54 074558 16/08/2005 21:03:42 804%| 138% 0ax 0.0z a 2
4004  Helen Pegg 0219588 00:.0224 151249 16/08/20051%:4307  S1.4%  182%  04% 0o i 4
4005 | Tory Bradley 00:00:00 00:00:00 00:27.48 | 16/08/2005 124346 99.7% 03% 00% 0.0 3 0
4006 Tim Adams 00:11:07 - 00:00:00 06:55:33 16/08/2005 233266 896X 20% 023 8.2% 4 0
4007 \Mark ‘williams 001358 00:.00:10 0O&:58:24 | 16/08/2005 222706 95.0% 49% 01% 0o i 1
4008  Joanne Tompking | 0004319 | 00:00:00 0&3503 16/08/2005 22:3432 0 895% 104% 00% 0.0 2 1
4003 Susan Stone 00:34:28  00:00:00 1308:02  16/08/2005 145324 33.0% E.3% 01z 0.0z a 1
4010 Agent Spare 01:12:26 | 00:00:00 08:20:39| 16/08/2005 222340 ®11%  184% 05% 0o i 2
Total | | 083330) 00:03:31| 933350| 16/08/2005233255| 852%| 132%| 03%] 12% 11| 2=
q 3
ACD Status Time by ./

Field Description

Agent The agent ID that this row applies to

Description The description for this agent in the agent configuration database

Total Talk Time The cumulative time spent in the answered state. This includes time spent on hold.

Total Hold Time The cumulative time spent on hold

Tot Time On Duty The total time spent logged in

Last Login At The time that the given agent or extension last logged in

% Time Free The percentage of time that has been spent in the free ACD agent state

% Time Busy (Call) The percentage of time that has been spent in the busy (call) ACD agent state

% Time Wrapup (Call) The percentage of time that has been spent in the wrapup (call) ACD agent state

% Time DND The percentage of time that has been spent in the DND ACD agent state

Avg In Rate The average number of inbound calls received for each call rate period for the duration of the report

Avg Out Rate The average number of outbound calls made for each call rate period for the duration of the report
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Extension

“How busy have the agents been?”

When you run reports that have this report format, they show ACD activity statistics grouped by extensions for the
filters and fields specified by the user.

ALCD Status Time by Extension

A& O-F- X

Device ¢ | Description

151 Samson Johns
18 Lydia Michaelz
153 Benzon Smith
154 Heidi Cooper
155 Sabrina Price
156 Erily Parzons
157 Jermy Smart

159 Ged Samuels
Tatal |

140 Agent Superyizar
150 Thereza Macintozh

158 Matalia Puchenski

4

totT alkT totHIdT | totOnDutyT Lazt Login &t| ZFreeT | 2BuspT | Z2WUT | ZBspMAT | AvglnRate| Avg ODut Rate| ~
04:0425  0K0%18 0GOZ33 16/08/20051271%06  1000%  00%  00% 0.0% 0 o
001319 000010 065824 16/08/2005 222705 950%  49% 01% 0.0% 0 1
00:47:25 000216 075824 16/08/200517.03.22  760%  161%  0E% 7.3% 1 5
005214 000312 130502 16/08/20051453.24  930%  63% 01% 0.0% 0 1
030513 000535 151243 16/08/20051943.07  814%  182% 04% 0.0% 1 5
004549 000013 065533 16/08/2005 233255 896%  20%  02% B.2% 0 1
01:3%28 0001100 0%2208 16/08/200515:30:02 0 72E%  269%  05% 0.0% 1 5

005025 000112 074558 16/08/2005 21:08.42  85.4%  138%  08% 0.0% 1 3| =
O0:56:20 O0O0:00 0 085&02 16/08/2005 230622 89.8%  100% 02% 0.0% 0 1
010249 0E0T19 023503 16/08/2005 223432 895%  104% 00% 0.0% 1 2
01:2%29 OGO0:07 0220039 16/08/2005 222940 910%  184% 05% 0.0% 0 3

| 3248:31| o0:3g20| 93.3960| 16/08/2005 233255 86.2%| 132%| oa3x| 1.2 15 | -
k

ACD Status Time by E.L/

Field Description
Device The device that this row applies to
Description The description for this device as stored in the extension configuration database

Total Talk Time

The cumulative time spent in the answered state. This includes time spent on hold.

Total Hold Time

The cumulative time spent on hold

Tot Time On Duty

The total time spent logged in

Last Login At

The time that the given agent or extension last logged in

% Time Free

The percentage of time that has been spent in the free ACD agent state

% Time Busy (Call)

The percentage of time that has been spent in the busy (call) ACD agent state

% Time Wrapup (Call)

The percentage of time that has been spent in the wrapup (call) ACD agent state

% Time DND

The percentage of time that has been spent in the DND ACD agent state

Avg In Rate

The average number of inbound calls received for each call rate period for the duration of the report

Avg Out Rate

The average number of outbound calls made for each call rate period for the duration of the report
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5.5 Call Cost by Agent
"How much does each outbound Agent cost us in call charges?"

When you run reports that have this report format, they show the total cumulative outbound call cost against the
ACD agent that made the outbound calls for the filters and fields specified by the user.

Call Cost by Agent A& D~ Fr X

Agent ¢ | Description Callz Out| ZA00ut|  Oukbns|  totTalkT | Total Cost| Masimum Cost| Awerage Cost| =
4000 Andrew Daniels 36 4.3% 36 000603 £1.85 £012 E0.05
400 Penelope '» allice 103 124% 103 01:11:43 £14.20 £3.88 E014
4002 James Maceldon 43 R2% 43 00:10:35 £4.19 £0.66 E010
4003 Julie Wilzon 53 B.4% 53 00:26:39 £293 £0.38 £0.0B
4004 Helen Peqgg 183 221% 183 01:30:56 £15.95 £1.06 E0.09
4008 Tim Adamns 147 17.7% 147 004233 £8.34 £0.36 E0.0B
4007 Mark Williarns 43 R2% 43 002752 £3.87 £0.42 E0.09
4008 Joanne Tompking 34 4 B 38 000730 £1.60 £0.04 £0.04
4009 Susan Stone 95 118X 95 01:06:49 E27.33 £7.48 E029
4010 Agent Spare a8 10k% a3 013218 £15.10 £8.33 EQT7
Tatal | 829 100.0% B29| 072258 £95.35 £6.33 £01 2_||LI
A »
Call Cost by Agert

Field Description

Agent The agent ID that this row applies to

Description The description for this agent in the agent configuration database

Calls Out The total number of outbound calls

% Of All Calls Out The percentage of calls out for one row against the total calls out for this report
Calls Out Ans The total number of outbound call segments that have been answered

Total Talk Time The cumulative time spent in the answered state. This includes time spent on hold.
Total Cost The total cost of all calls

Maximum Cost The most expensive call in this report

Average Cost The average cost of all calls in this report
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"Can | see how much actual call activity each Agent is responsible for?"

When you run reports that have this report format, they show a list of call statistics by ACD agent for the filters and
fields specified by the user.

Calls by Agent

A T-F- X

Agent ¢ |Description CallzIn| InEnd| Callz Out| OuwtEnd| totTalkT | awglalkT g T | awgWT |awgOutBngl | =
4000 Andrew Daniels 0 0 36 36 00:06:03 0 00:00:10| 00:00:00 000000 00:00:05
40m Penelope Wallice 5 5 103 103 014808 000000 000031 000014 (000006
ann2 James Maceldon il il 43 43 00:10:35 0 00:00:14 0 00:00:00  00:00:00 00:00:04
4003 Julie ‘wilzon 3 3 A3 A3 003727 000040 000041 | 000028 000005
4004 Helen Pegg 1 1 183 183 01:4328 0000330 000000 000000 000004
4008 Tim Adams 0 0 147 147 004233 000017 000000 000000 000004
4007 kark "williams 7 7 43 43 003557 000043 00:00:18 | 000015 00012
4002 Joanne Tompking 0 0 38 38 0007200 000011 00:.00:00 000000 Q00003
4003 Suzan Stone 2 2 95 95 0112160 00:00:44 | 00:00:44 000022 00:00:08
4010 Agent Spare il il a8 88 01:3218  00:01:02  00:00:00 000000 00:00:04
Total ] 18| 829 829 083515 00:00:35| 00:00:44) 00:00:13 nu;nn;uilj
1 »
Calls by fgernt

Field Description

Agent The agent ID that this row applies to

Description The description for this agent in the agent configuration database

Calls In The total number of inbound calls

Calls In Completed

The total number of inbound call segments completed by the given device or agent

Calls Out

The total number of outbound calls

Calls Out Completed

The total number of outbound call segments completed by the given device or agent

Total Talk Time

The cumulative time spent in the answered state. This includes time spent on hold

Avg Talk Time The average time spent in the answered state for all calls
Longest Wait (In) The longest time an inbound call spent alerting
Avg Wait (In) Time The average time that inbound calls spent alerting

Avg Ring (Out) Time

The average time that outbound calls spent alerting
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5.7 Calls by Talk Time

"Is there a way to see a trend in calls that last for specific durations, what proportion of calls last too long or are too

short?"

When you run reports that have this report format, they show the proportion of answered calls falling into 10
second talk time intervals.

Calls by Talk Time A - G- X

‘ Talk Time | Calls I Ans | Calls Dut Ans | 2 0OF A Calls 1n Ans | % OF Al Calls Out &ns | )
00:00:00 - 00:00:10 56 477 3.3% 48.5%
00:00:10 - 00:00: 20 EE 254 3E.9% 288% —
00:00:20 - 00:00: 30 E 54 4% 96%
00:00:30 - 00:00:40 3 34 1.7% 35%
00:00:40 - 00:00:50 3 16 1.7% 16%
00:00:50 - 00:01:00 3 13 1.7% 1.3%
00:01:00 - 00:01:10 i 3 0.0% 0.3%
00:01:10 - 000120 3 9 1.7% 0.9%
00:01:20 - 00:01: 30 1 il 0.6% 0.5%
00:01:30 - 00:01:40 1 3 0.6% 0.3%

Total| 179 953 100.0% 1 Dn.nz|_lj

4 F

Calls by Talk Tine /

Field Description

Talk Time The duration that this call segment was in the answered state

Calls In Ans The total number of inbound call segments that have been answered
Calls Out Ans The total number of outbound call segments that have been answered

% Of Calls In Ans

The percentage of inbound calls answered for one row against the total inbound calls answered for this report

% Of Calls Out Ans

The percentage of outbound calls answered for one row against the total outbound calls answered for this report
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“How many calls have each of my agents made?”

Adgen
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When you run reports that have this report format, they show a list of completed calls by ACD agent for the filters
and fields specified by the user.

Calls Completed by Agent

& TP X

AntFin ¢ |Agt Mame Finished On | InEnd| OutEnd|  totTalkT | awglalkT | =
4000 Andrew Daniels 5 36 00:0352 O0O0:00:14
4001 Penelope " allice 15 103 022320 00:01:15
4002 James Maceldon 2 430 00:11:23 0 00:00:15
4003 Julie wfilzon 14 53 01:06:40 00:00:59
4004 Helen Pegg 19 183 01:5%06 | 00:00:34
4006 Tim Adams 15 147 004603 00007
4007 b ark. williams 12 430 003824 000041
4008 Joanne Tampkins 3 3| 001141 0000y
4003 Suzan Stone a 95 01:2218 ) 00:00:47
4010 Agent Spare 4 28 01:2220 000100
Total 97|  829] 10:2317| nn:nn:am_|lj
1 »
Calls Completed by 4. /

Field

Description

Agt Finished On

The agent ID that completed this call segment

Agt Name Finished On

The descriptive name associated with the agent where this call segment was completed

Calls In Completed

The total number of inbound call segments completed by the given device or agent

Calls Out Completed

The total number of outbound call segments completed by the given device or agent

Total Talk Time

The cumulative time spent in the answered state. This includes time spent on hold

Avg Talk Time

The average time spent in the answered state for all calls
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5.9 Detailed Agent / Extension ACD Status

“When have the sales team been changing status this morning?”

When you run reports that have this report format, they show lists of agent or extension states against time for the
filters and fields specified by the user.

Detailed Agent/Extension ACD Status A D~ F- X

Status Changed &t | Agent 1D [Ext Loging | &gent Status | Hunt Group

18/08/2005 11:37.58 4007 150 1 Free

18/08/2005 11:38:08 4007 1580 1 Free

18/08/2005 11:38:15 4000 151 1 Busy

18/08/2005 11:38:33 4000 151 1 Free

12/08/2005 11:41:56 4000 151 1 Busy

18/08/2005 11:47:43 4000 151 1 Wrapup

18/08/2005 11:48:04 4000 151 1 Free _

18/08/2005 11:49:49 4009 152 0 Logged out 531

18/08/2005 11:52.15 4000 151 1 Busy

18/08/2005 11:54:28 4000 151 1 Free

18/08/2005 11:57.04 4001 155 1 Logged in 530

18/08/2005 11:57:.45 4007 150 1 Busy

12/08/2005 11:57.50 4007 150 1 Free

18/08/2005 11:57.50 4007 150 1 Busy

18/08/2005 11:57:59 4007 150 1 Free

18/08/2005 11:58:05 4007 150 1 Busy

18/08/2005 11:58:22 4007 150 1 Free

18/08/2005 11:58:26 4007 1580 1 Busy _ILI
4 bk

Detailed Agert/Exten_.. /

Field Description

Status Changed At The time that the given agent or extension device changed ACD status

Agent ID The agent ID of the agent who’s ACD status has changed

Logged In At The extension where the agent is logged in at

Login Count The number of times that this device has logged into a non-ACD hunt group on the Mitel 5000 Communications

Platform (CP)

Agent Login Count

The number of times that this device has logged into an ACD hunt group

Agent Status

The ACD status that this agent or extension changed to

Hunt Group

The group that the agent or extension logged into or out of. This statistic is only valid on the Mitel 5000 CP
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5.10 In n lIs Abandon mmar D

"At what point are callers abandoning, what is the ring time period that we should aim for to eliminate this?"

When you run reports that have this report format, they show one record of inbound call abandoned summary
statistics for the filters and fields specified by the user.

Inbound Calls Abandoned Summary by Day A D-F- X

Start Time:|  Callz In| Calls Lost %lost| Lost <= Bz| Lost <=15z| Lost <= 30z | Lozt <= 60| Lost <=90s| Lost ¢<=120s | Lost > 120=| awgdbndT IngWw'T | awghw/T| =
06/08/2005 [Mon] 367 367 100.0% a3 2490 335 M7 353 365 2 000014 00:03171 000014
(07 /082005 [Tue] 276 276 100.0% 75 225 258 268 272 274 2 000015 001346 000015
08/08/2005 [wWed) 290 290 100.0% an 233 257 273 283 289 1 00:00:15 ) 00:0317 ) 00:00:15
03/08/ 2008 [Thu] 500 500 100.0% m 393 452 477 438 436 4 00:00:14 ) 00:0253 00:00:14
10408/2005 (Fri) 266 266 100.0% E3 209 251 260 264 2EE 0 000012 00:01:36 000012
1140842005 (S at) 349 349 100.0% 107 298 330 340 344 348 1 00:00:17 0 00:0211  00:00:11
1240842005 [Sun] 275 275 100.0% a7 183 236 253 269 275 0 000018 00:01:59 00:00:718
Tolal| 2323 2323 100.0% 587 1827 2119 2218 2279 2313 10| 00:00:14| 00:1 3:4B| UD:UD:‘Ii|IL|
4 k
Inbound Calls Abando...

Field Description

Start Time The time this call started

Calls In The total number of inbound calls

Calls Abandoned The total number of inbound calls that were abandoned

% Calls Abandoned The percentage of abandoned calls against total inbound calls
Abandoned <= 5s The number of inbound calls that were abandoned within X seconds
Abandoned <= 15s The number of inbound calls that were abandoned within X seconds
Abandoned <= 30s The number of inbound calls that were abandoned within X seconds
Abandoned <= 60s The number of inbound calls that were abandoned within X seconds
Abandoned <= 90s The number of inbound calls that were abandoned within X seconds
Abandoned <= 120s The number of inbound calls that were abandoned within X seconds
Abandoned > 120s The number of inbound calls that were abandoned after X seconds
Avg Abandon Time The average time for an inbound call to be abandoned

Longest Wait (In) The longest time an inbound call spent alerting

Avg Wait (In) Time The average time that inbound calls spent alerting
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5.11 Inbound Calls Abandoned Summary by Half Hour

"Can | tell if we need to handle calls differently at different times during the day?"

When you run reports that have this report format, they show a list of inbound call statistics grouped by the 5
second call answer time interval for the filters and fields specified by the user.

Inbound Calls Abandoned Summary by Half Hour

A D P X

‘ Start Time| CallzIn| Calls Lost| % Calls Lost| Lost <=5g|Lost =15z | Lost <= 30z| Lost <= B0s| Lost <= 90z | Lost <=120s| Lost > 120z | avghbndT IhgWT| avgw'T| =
11:00:00 - 11:30:00 14 14 100.0% 2 10 14 14 14 14 0 0:00:11) 00:00:27 00:00:11
11:30:00 - 12:00:00 8 8 100.0% 3 8 ] 8 8 g 0 0%:00:08 00:00:12 00:00:08
12:00:00 - 12:30:00 10 100 100.0% 2 10 10 10 10 10 0 00:00:08 00:00:12 00:00:08
12:30:00 - 13:00:00 2 2 100.0% 0 2 2 2 2 2 0 0@00:11) 00:00:14 00:00:11
13:00:00 - 13:30:00 12 120 100.0% 5 g 1 11 11 12 0 020017 00:01:55 00:00:17
13:30:00 - 14:00:00 1 1 100.0% 0 1 1 1 1 1 0 0%:00:08 00:00:08 00:00:08
14:00:00 - 14:30:00 13 13 100.0% 1 5 n 1 12 12 1) 00:00:28 00:02:23 00:00:28
15:00:00 - 15:30:00 2 2 100.0% 1 1 2 2 2 2 0 000011 00:00:21 00:00:11
15:30:00 - 16:00:00 2 2 100.0% 1 1 2 2 2 2 0 020015 00:00:25 O0:00:15
160000 - 16:30:00 2 2 100.0% 0 2 2 2 2 2 0 0%:00:08 00:00:09 000008
Total| 248 248)  100.0%| 55| 207 | 237 | 240 245 247 1| oo:oo:1| 000223 uu:unﬂllj
1 ¢

Inbound Calls Abando...

Field Description
Start Time The time this call started
Calls In The total number of inbound calls

Calls Abandoned

The total number of inbound calls that were abandoned

% Calls Abandoned

The percentage of abandoned calls against total inbound calls

Abandoned <= 5s

The number of inbound calls that were abandoned within X seconds

Abandoned <= 15s

The number of inbound calls that were abandoned within X seconds

Abandoned <= 30s

The number of inbound calls that were abandoned within X seconds

Abandoned <= 60s

The number of inbound calls that were abandoned within X seconds

Abandoned <= 90s

The number of inbound calls that were abandoned within X seconds

Abandoned <= 120s

The number of inbound calls that were abandoned within X seconds

Abandoned > 120s

The number of inbound calls that were abandoned after X seconds

Avg Abandon Time

The average time for an inbound call to be abandoned

Longest Wait (In)

The longest time an inbound call spent alerting

Avg Wait (In) Time

The average time that inbound calls spent alerting
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5.12 In n

Business Dashboard and MiCC Office — Report Format

ndon mmar Half Hour and D

“Are we managing our staff in the best way to maximise customer service?”

When you run reports that have this report format, they show a list of inbound call abandoned grouped by ACD
agent for the filters and fields specified by the user.

Inbound Calls Abandoned Summary by Half Hour and Day

& D P X

! Start Time | Callz In| Callz Lost| % Calls Lost| Lost <= 5z| Lost ¢<=15z| Lost <= 30z | Lost <= B0z| Lost <=90z| Lost <= 1202 | Lost » 1208 | avgibndT Ing'a' T avgwT | &
14,/08/2005 12:30:00 - 13:00:00 3 3 100.0% ) E 5 3 3 3 0 000016 000033 000016
14,/08/2005 13:00:00 - 13:30:00 14 14 100.03% 2 10 13 13 14 14 0 000016 OCG01:15 000016
14/08/2005 14:00:00 - 14:30:00 12 12 100.03% 2 11 11 12 12 12 0 OXOD12 000044 00:0012 —
14,/08/2005 14:30:00 - 15:00:00 3 & 100.0% 1 4 5 5 5 5 1) 000028 000201 000028
14,/08/2005 15:00:00 - 15:30:00 4 4 100.03% 1 3 3 3 4 4 0 000025 000121 00:00:25
14/08/2005 15:30:00 - 16:00:00 10 10 100.03% 1 7 3 10 10 10 0 000015 000044 000015
14,/08/2005 16:00:00 - 16:30:00 z 2 100.0% 1 1 1 1 z z 0 000033 000004 000033
14,/08/2005 16:30:00 - 17:00:00 3 3 100.03% ] 1 1 3 3 3 0 000035 000056 00:00:35
14/08/2005 17:00:00 - 17:30:00 7 7 100.03% ] k; k; E 3 3 1| 000042 000222 00:00:42
14/08/2005 173000 - 18:00:00 3 & 100.0% 1 5 & & 3 3 0 000013 000025 000013
Zz248| Z28|  1o00%| 457 | 1705 2041 | 2182 zz00 232 16| Dm00:15| 0m0:42| un:umild
4 2
Inkaound Calls Ahando...
Field Description
Start Time The time this call started
Calls In The total number of inbound calls

Calls Abandoned

The total number of inbound calls that were abandoned

% Calls Abandoned

The percentage of abandoned calls against total inbound calls

Abandoned <= 5s

The number of inbound calls that were abandoned within X seconds

Abandoned <= 15s

The number of inbound calls that were abandoned within X seconds

Abandoned <= 30s

The number of inbound calls that were abandoned within X seconds

Abandoned <= 60s

The number of inbound calls that were abandoned within X seconds

Abandoned <= 90s

The number of inbound calls that were abandoned within X seconds

Abandoned <= 120s

The number of inbound calls that were abandoned within X seconds

Abandoned > 120s

The number of inbound calls that were abandoned after X seconds

Avg Abandon Time

The average time for an inbound call to be abandoned

Longest Wait (In)

The longest time an inbound call spent alerting

Avg Wait (In) Time

The average time that inbound calls spent alerting
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5.13 Inbound Calls by Agent First Rung
"How efficient are the Agents in a group, who loses the most calls?"

When you run reports that have this report format, they show a list of inbound call statistics grouped by ACD agent
rung for the filters and fields specified by the user.

Inbound Calls by Agent First Rung A x5 X

AgtFRO ¢ |Agt Mame First Rang #olln|  totTalkT | awglalkT IhgW'T | avgwT |avghbndT | Calls Lost| % Calls Lost| Recwr'ble| Call: Refuzed
4000 Andrew D aniels 51 21.7% 021556 00:02:33  00:00:55 00:00:03 00:00:00 a 0.0% a 3
400 Penelope Wallice 3 132% 0 024448 000518 00:00:31 0 00:00:15 00:00:00 a 0.0% a 2
4002 James Maceldon E 26% 001405 000220 000048 00:00:16 00:00:00 i 0.0% 0 i
4003 Julie Wilson 20 85% 010835 000348 00:01:50 000015 00:01:32 2 10.0% 2 2
4004 Helen Pegg 20 85% 01:2810 00:04:24 000031 00:00:07 00:00:00 i 0.0 0 i
4005 Tirn Adarms 2 09% 00:0643 000324 00:00:00 00:00:00 00:00:00 i 0.0 0 i
4007 F ark, williams 83 379% 023610 O0Om:0M:46 00:00:51 00:0012 00:00:40 1 1.1% 1 1
4003 Sugan Stone 15 6.4% 004276 00:02:001 ) 000116 00:0006 0007116 1 B.7% 1 a
4mn Agent Spare 1 0.4% 00:00:43 00:00:42 000002 00:00:02 00:00:00 a 0.0% a a
Totadl | | 23| 1o0.0%| 11:17:37| 00:02:56| 00:01:50 00:00:12| 00:01:15 4 1.7%| 4 8 ~|
4 »
Inbound Calls by Age.. /

Field Description

Agt First Rang The agent call ID where this call segment first alerted

Calls In The total number of inbound calls

% Of All Calls In The percentage of calls in for one row against the total calls in for this report

Total Talk Time The cumulative time spent in the answered state. This includes time spent on hold

Avg Talk Time The average time spent in the answered state for all calls

Longest Wait (In) The longest time an inbound call spent alerting

Avg Wait (In) Time The average time that inbound calls spent alerting

Avg Abandon Time The average time for an inbound call to be abandoned

Calls Abandoned The total number of inbound calls that were abandoned

% Calls Abandoned The percentage of abandoned calls against total inbound calls

Recoverable Calls The number of abandoned calls that were received with callerID, and this recoverable

Calls Refused The total number of inbound calls that were refused by the corresponding agent or device
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5.14 In n

"What proportion of calls are we successfully handling within our target answer time, are we providing too high or

Business Dashboard and MiCC Office — Report Format

Answer Tim rvice Level

low a level of service?"

When you run reports that have this report format, they show a list of answered call statistics by ACD agent for the
filters and fields specified by the user.

Inbound Calls by Answer Time A D 5Fr X

! Ring Time | Callz In&nz Zolln|  totTalkT | awgTalkT Ing'/ T avg'T 1=
00 00:00 - 00:00:05 127 46.7%  01:52:37 0000530 00:02:23 0 000006
00:00:05 - 00:00:10 20 9% 004548 000229 000116 OC:009
000010 - 00:00:15 1 8.8% 002731 000245 00:00:23| 000010 -

a
00:00:15 - 00:00:20 a 47% 001318 00:0208 | 00:00:26  00:00:14
00:00:20 - 00:00:25 2 26% ) 000445 00:0222| 000024 00:00:12
00:00:25 - 00:00:30 3 1.4% ) 00:10:45 ) 00:03:35 ) 00:01:50  00:03:35
00:00:30 - 00:00:35 5 1.4% 0 003453 00:06:53 | 00:00:34  00:00:23
00:00:35 - 00:00:40 o 00% 000000 00:00:00| 000000 00:00:00
(00:00: 40 - 00:00: 45 2 09% | 00527 000243 00:00:46 00:00:36

U Y@ 173 1000%| 0b2ii6| 00i9| 006225 G003 _lj
3

1

Inbound Callz by Ans. . }/

Field Description
Ring Time The duration that this call segment spent alerting
Calls In Ans The total number of inbound call segments that have been answered

% Of All Calls In

The percentage of calls in for one row against the total calls in for this report

Total Talk Time

The cumulative time spent in the answered state. This includes time spent on hold

Avg Talk Time

The average time spent in the answered state for all calls

Longest Wait (In)

The longest time an inbound call spent alerting

Avg Wait (In) Time

The average time that inbound calls spent alerting
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5.15 Invalid Dialled Calls by Agent (UK Only)

"Which of my Agents is encountering call clash when trying to generate outgoing calls?"

When you run reports that have this report format, they show a list of call statistics by individual ACD agents for
incorrectly dialled outbound calls for the filters and fields specified by the user. An incorrectly dialled call is
assumed to be one which was not answered and where the dialled telephone number is less than 10 digits long
(but not a local telephone number (6 digits long)). This report is useful to identify ACD agents who are having
“finger trouble” using the telephone system when making externalcalls.

Invalid Dialled Calls by Agent & D PN

AgtFRO ¢ |Agt Mame First Rang Callz Ot I Ery| =
4000 Andrew Daniels 313] 1] 0.0%

4001 Penelope Wwallice 7a 0 00
4002 Jamez Maceldon 130 1 0.8%
4003 Julie Wilzon 156 1] 0.0%
4004 Helen Pegg 13 0 00
4006 Tim Adamz 200 3 1.5%
4007 bef ark, wfilliarns: 3 1] 0.0%
4008 Joanne Tompking 7 0 00z
4003 Suzan Stone 18 0 0.0%
4mao Agent Spare 10 I} 0.0%
Total | | 1370/ 53| 3.92|_|;|
4 F
Invalicl Dialled Calls by.../‘

Field Description

Agt First Rang The Agent ID where this call segment first alerted

Agt Name First Rang The descriptive name associated with the agent where this call segment first alerted
Calls Out The total number of Outbound calls

Invalid Dialled Calls The number of calls that were not correctly dialled

% Invalid Dialled Calls The percentage of invalid calls against the total number of outbound calls
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5.16 rvice Level

Half Hour

“When during the day does the service level drop?”

Business Dashboard and MiCC Office — Report Format

When you run reports that have this report format, they show a list of service level statistics by half hour intervals
over the filters and fields specified by the user.

Service Level by Half Hour

A O F- X

‘ Start Time | In| Indng | Zlndns | Ans<=5z Shs<=15s |ns<=30s |\ns<=60z n3<=90s | ns<=1205 |nsx1 20z | % Ans<=Bs | % Ansc=15s | % Ansc=30s| % Ans<=B0s | % Ans<=90s | % Ans<=120s| % Ans> 120z | avgbnsT | 4|
0000:00-00:30:00 8 8 100.0% 7 8 8 8 8 8 0 &5%  1000%  1000%  100.0%  100.0% 100.0% 0.0% | 00:00:02
00:30:00 - 01:00:00 2| 222z 2 2 2 2 2 2 0 1000% 1000%  1000%  100.0%  100.0% 100.0% 0.0% | 00:00:01
01:00:00-01:30:00 6 3 50.0% 3 3 3 3 3 3 0 1000% 1000%  1000%  100.0%  100.0% 100.0% 0.0% | 00000 ||
01:30:00- 0200000 5§ 2 400% 2 2 2 2 2 2 0 1000% 1000%  1000%  100.0%  100.0% 100.0% 0.0% | 00:00:01
0200:00-0230:000 2| 1 50.0% 1 1 1 1 1 1 0 1000% 1000%  1000%  100.0%  100.0% 100.0% 0.0% | 00:00:00
0230:00-03:00:00 18| 4 222% 4 4 4 4 4 4 0 1000% 1000%  1000%  100.0%  100.0% 100.0% 0.0% | 00:00:01
0300:00-0330:00 5§ 0 00% 0 0 0 0 0 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0% 0.0% | 00:00:00
0330:00- 0400000 9 3 333% 2 3 2 2 2 2 0 1000% |  100.0%  100.0%  100.0% | 100.0% 100.0% 0.0% | 00:00:01
0400:00-04:30:00 | 14| 2 143% 2 2 2 2 2 2 0 1000% 1000%  1000%  100.0%  100.0% 100.0% 0.0% | 00:00:01
0430:00- 050000 13| 3 231% 3 3 3 3 3 3 0 1000% |  100.0%  100.0%  100.0%  100.0% 100.0% 0.0% | 00.00.01
0500:00-0530:00 2| 2 100.0% 2 2 2 2 2 2 0 1000% 1000%  1000%  100.0%  100.0% 100.0% 0.0% | 00:00:00
05:30:00- 050000 10| 2 200% 2 2 2 2 2 2 0 1000%  1000%  1000%  100.0%  100.0% 100.0% 0.0% | 000001
Total|430) 179) #16%| 132 10| 73| 173 179 179 o 7z B9.4%| 96.6%  1000%  100.0% 100.0% | 0.0%| oxo0:0s| |
A 2
Service Level by Half...
Field Description
Start Time The time this call started
Calls In The total number of inbound calls
Calls In Ans The total number of inbound call segments that have been answered

% Calls In Ans

The percentage of inbound answered calls against total calls

Answered <= 5s

The number of inbound calls that were answered within X seconds

Answered <= 15s

The number of inbound calls that were answered within X seconds

Answered <= 30s

The number of inbound calls that were answered within X seconds

Answered <= 60s

The number of inbound calls that were answered within X seconds

Answered <= 90s

The number of inbound calls that were answered within X seconds

Answered <= 120s

The number of inbound calls that were answered within X seconds

Answered > 120s

The number of inbound calls that were answered after X seconds

Answered <= 5s

The percentage of inbound calls answered within X seconds against the total number of inbound calls

Answered <= 15s

The percentage of inbound calls answered within X seconds against the total number of inbound calls

Answered <= 30s

The percentage of inbound calls answered within X seconds against the total number of inbound calls

Answered <= 60s

The percentage of inbound calls answered within X seconds against the total number of inbound calls

Answered <= 90s

The percentage of inbound calls answered within X seconds against the total number of inbound calls

Answered <= 120s

The percentage of inbound calls answered within X seconds against the total number of inbound calls

Answered > 120s

The percentage of inbound calls answered after X seconds against the total number of inbound calls

Avg And (In) Time

The average time to answer inbound calls
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5.17 Service Level by Half Hour and Day

“When during the week are we not meeting service level targets?”

When you run reports that have this report format, they show a list of service level statistics by half hour and daily
time periods for the filters and fields specified by the user.

Service Level by Half Hour and Day A D-F- X

: Start Time ZInding [sns<=0g |4ns<=15s |wns<=30s |shz<=60s [inz¢=90z |Ans< =120z | .hs>120s | % Ansd=Dz | ¥ Ansd=15s |% Ans<=30z | % Ans<=R0s |1 Ang<=90s |2 Anz<=120s| % Ans>120s | avglnsT
14/08/200507.30.00- 08.00:00 11| 2| 182% 2 2 2 2 2 2 0 1000%  1000%  100.0%  1000%  100.0%  100.0% 0.0% 00:00.00
14/08/2005 0800:00- 02:30:00 6 1 167 1 1 1 1 1 1 0 1000 1000%  1000%  1000% | 1000%  100.0% 0.0% 000001
14/08/2005 08:30.00- 09.00:00 3| 2| BBTX 2 2 2 2 2 2 0 1000%  1000%  1000%  1000%  100.0%  100.0% 0.0% 00:00:00| |
14/08/2005 03.00.00- 09.20:00 25 10 40.0% 9 10 10 10 10 10 0 900%  1000%  100.0%  1000%  100.0%  100.0% 0.0% 00:00:02
14/08/200509:30.00- 1000600 2| 2 1000% 1 2 2 2 2 2 0 s00%  1000%  1000%  1000%  100.0%  100.0% 0.0% 00:00:04
14/08/200510:00.00-10:30:00 28 11 393% 9 10 10 11 7 n o mex 90.9% 90g% | 100.0%  1000% | 100.03% 0.0% 00:00:06
14/08/200510:30:00- 1100:00 . 11| 7| E3EX 4 4 7 7 7 7 0 5% §71%|  1000%  1000%  1000% | 1000% 0.0% 000010
14/08/200511:00:00-11:3:00 16| 8 500% § 3 8 8 8 8 0 750% 7E0%| 1000%  100.0%  1000% | 100.0% 0.0% 00:00.07
14/08/200511:30.00-1200:00 9 9 100.0% 7 8 ] g ] ] 0 77ex gagx | 1000%  100.0%  1000% | 100.0% 0.0% 00:00:04
14/08/20051200.00- 123000 200 7 350% 2 3 7 7 7 7 0| e86% 429% | 1000% 100.0%  1000% | 100.0% 0.0% 00:00:14
14/08/200512:30.00-1300:00 11| 5 455% 2 4 5 5 5 5 0 400% BO0% | 1000%  100.0% | 1000% | 100.03% 0.0% 00:00.07
14/08/20051300:00-1330:00 17| 3 176% 2 2 3 3 3 3 0 E67x B67% | 1000%  1000%  1000%|  1000% 0.0% 000009
Total[2983) 1640| 41.2%| 1073|1348 1573 1835|1837 1640 0]  e54x% g22%| 959%| 997y 998 o0y 0,03 00:00:07 | |

A F
Service Level by Half...

Field Description

Start Time The time this call started

Calls In The total number of inbound calls

Calls In Ans The total number of inbound call segments that have been answered

% Calls In Ans The percentage of inbound answered calls against total calls

Answered <= 5s The number of inbound calls that were answered within X seconds

Answered <= 15s The number of inbound calls that were answered within X seconds

Answered <= 30s The number of inbound calls that were answered within X seconds

Answered <= 60s The number of inbound calls that were answered within X seconds

Answered <= 90s The number of inbound calls that were answered within X seconds

Answered <= 120s The number of inbound calls that were answered within X seconds

Answered > 120s The number of inbound calls that were answered after X seconds

Answered <= 5s The percentage of inbound calls answered within X seconds against the total number of inbound calls

Answered <= 15s The percentage of inbound calls answered within X seconds against the total number of inbound calls

Answered <= 30s The percentage of inbound calls answered within X seconds against the total number of inbound calls

Answered <= 60s The percentage of inbound calls answered within X seconds against the total number of inbound calls

Answered <= 90s The percentage of inbound calls answered within X seconds against the total number of inbound calls

Answered <= 120s The percentage of inbound calls answered within X seconds against the total number of inbound calls

Answered > 120s The percentage of inbound calls answered after X seconds against the total number of inbound calls

Avg And (In) Time The average time to answer inbound calls
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2.18 Service Level Summary

“Can | see the global trends for service levels over the last quarter?”

When you run reports that have this report format, they show a list of service level statistics by month for the filters
and fields specified by the user.

Service Level Ssummary A D-F- X

Etart Time | |nwns| ZlIndns |3ns<=5s | Ans<=155 |sns<=305 ans<=E0s nz< =905 | 4ns<=1205 | 3ns> 120z |5 Ans<=Ds |2 Ans<=15s | Ans<=30s |3 Ans<=60s | Ans<=903 | % Ans<=120s | Ans:120s| avgdnsT | =~

Aug 2005 430 179 41.6% 132 1E0 173 173 173 173 0 737 83.4% IE.6% 100.0% | 100.0% 100.0% 0.0%  00:00:05

Total| 430] 173) #1.6%| 132 10| 173|173 17 179 0| 737z 89.4%| 966z 1000%| 100.0% 100.0% 0.0%| 00:00:05| -
A L2

Service Level Summary

Field Description

Start Time The time this call started

Calls In The total number of inbound calls

Calls In Ans The total number of inbound call segments that have been answered

% Calls In Ans The percentage of inbound answered calls against total calls

Answered <= 5s The number of inbound calls that were answered within X seconds

Answered <= 15s The number of inbound calls that were answered within X seconds

Answered <= 30s The number of inbound calls that were answered within X seconds

Answered <= 60s The number of inbound calls that were answered within X seconds

Answered <= 90s The number of inbound calls that were answered within X seconds

Answered <= 120s The number of inbound calls that were answered within X seconds

Answered > 120s The number of inbound calls that were answered after X seconds

Answered <= 5s The percentage of inbound calls answered within X seconds against the total number of inbound calls
Answered <= 15s The percentage of inbound calls answered within X seconds against the total number of inbound calls
Answered <= 30s The percentage of inbound calls answered within X seconds against the total number of inbound calls
Answered <= 60s The percentage of inbound calls answered within X seconds against the total number of inbound calls
Answered <= 90s The percentage of inbound calls answered within X seconds against the total number of inbound calls
Answered <= 120s The percentage of inbound calls answered within X seconds against the total number of inbound calls
Answered > 120s The percentage of inbound calls answered after X seconds against the total number of inbound calls
Avg And (In) Time The average time to answer inbound calls

67




Business Dashboard and MiCC Office — Report Format

5.19 Status by Agent

“Can | see how long each agent has spent in each ACD state?”

When you run reports that have this report format, they show ACD Agent status statistics for the filters and fields
specified by the user.

Status by Agent A D Fr X

Agent /| Deszcription

totnTalkT | totDuwtTalkT | totHIdT | totOnDwutyT | % Time Free | % Time Busy EWUT | %BayMAT | AvglnRate| Awg Out Rate| =

4000 Andrew Daniels 00:00:00 ) 00:06:03| 00000 071752 734% 9.7% 0.2% 16.7% 3 1
4001 Penelope Walice | 00:36:26 0 01:171:43 000116 08:37:34 7h.8% 23.9% 03% 0.0% 4 2
4002 James Maceldon | 0000:00 0 0010035 000000 | 08:32:34 36.0% 4.0% 00z 0.0 1 1
4003 Lulie Wilzon 0:10:48  00:26:33 ) 00:00:00 0 083418 80.5% 13.2% 0.3% 0.0% ] 1
4004 Helen Peogg 0:12:32 ) 01:30:566  00:00:50 0 135529 83.56% 16.1% 04z 0.0% 1 4
4006 Tim Adams 00:00:00 ) 00:42:33 | 00000 031949 04.4% 10.7% 0.4% 45% 1 £
4007 Mark Williams 00805 00:27:52 00:00:00 0 07:.41:34 7h.6% 24.3% 01z 0.0% 3 1
4008 \Joanne Tompking | 00:00:00 0 00:07:30 000000 07:29:43 96.0% 38% 0z 0.0% 2 1
4003 |Suzan Stone 00:0%:27 | 01:06:43| 00000 033540 i 225% 0.2% 0.0 2 2
4010 \Agent Spare 00000 01:32:18 000000 03.17:55 821% 17.8% 0% 0.0% ] 2

Total | | 011317 072258| oooz06|  sme2zzs| B2.5%| 15.4% o2z 18z
4

3
=
=
4

Status by Agent

Field Description
Agent The agent ID that this row applies to
Description The description for this agent in the agent configuration database

Total Talk (In) Time The total time spent in the answered state for all inbound calls

Total Talk (Out) Time The total time spent in the answered state for all outbound calls

Total Hold Time The cumulative time spent on hold

Tot Time On Duty The total time spent logged in

First Login At The time that the first login occurred

% Time Free The percentage of time that has been spent in the free ACD agent state

% Time Busy (Call)

The percentage of time that has been spent in the busy (call) ACD agent state

% Time Wrapup (Call)

The percentage of time that has been spent in the wrapup (call) ACD agent state

% Time DND

The percentage of time that has been spent in the DND ACD agent state

Avg In Rate

The average number of inbound calls received for each call rate period for the duration of the report

Avg Out Rate

The average number of outbound calls made for each call rate period for the duration of the report
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Status by Extension

“Can | see how long each extension has been in each ACD state?”

When you run reports that have this report format, they show extension ACD statistics for the filters and fields

specified by the user.

Status by Extension

A D P X

Device ¢ |Description totinT alk T | totOutT alkT | totHIAT | totOnDutyT | % Time Free | % Time Busy ZWT | ZBeyMAT | Avgln Rate | Awg Out Rate|
150 Thereza Macintos | 00:10:32 0 00:30044 000000 07:41:34 avax 121% 01% 0.0% 3 1
151 Samson Johnz 000345 00:06:03  00:00:21 071752 743% B.7% 0.2% 16.7% 4 1
152 Lydia Michaels 01529 010725 00:0C:OB | 08:35:40 TE.8% 23.0% 0.2% 0.0 1 2
153 Benzon Smith 002410 01:47:21 000056 13:55:29 833% 16.3% 0.4% 0.0 0 4]
154 Heidi Cooper 00:0%30 0 004233 000000 08:19:49 838% 11.2% 0.4% 4.5% 1 3
155 Sabrina Price M:A737 011346 000116 083734 Th.9% 23.8% 0.3% 0.0 1 3
156 Emily Parzons 00 40:01 00:2715 00:00:36 0 08:34.18 a0.2% 19.5% 0.3% 0.0 3 1
157 Jermy Smart 000048 0010:35 000000 083234 959% 41% 0.0% 0.0% 2 1=
158 Matalia Puchensk | 00:04:11 00:07:30 00:00:00 0 OF29:43 95.8% 41% 01% 0.0% 2 1
159 Ged Samuelz 00012 01:40:23 000000 091755 81.9% 18.0% 1% 0.0 0 2
Tatal 04:2716|  10:48:54| 00:03:22| 882228 835% 14 5% 0.2% 1.8% g 24| -
4 »
Status by Extension ;f

Field Description

Device The device that this row applies to

Description The description of this device as stored in the extension configuration database

Total Talk (In) Time

The total time spent in the answered state for all inbound calls

Total Talk (Out) Time

The total time spent in the answered state for all outbound calls

Total Hold Time

The cumulative time spent on hold

Tot Time On Duty

The total time spent logged in

First Login At

The time that the first login occurred

% Time Free

The percentage of time that has been spent in the free ACD agent state

% Time Busy (Call)

The percentage of time that has been spent in the busy (call) ACD agent state

% Time Wrapup (Call)

The percentage of time that has been spent in the wrapup (call) ACD agent state

% Time DND

The percentage of time that has been spent in the DND ACD agent state

Avg In Rate

The average number of inbound calls received for each call rate period for the duration of the report

Avg Out Rate

The average number of outbound calls made for each call rate period for the duration of the report
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5.21 ACD Status by Half Hour and Day

“When are the agents logging in and out during the day?”

When you run reports that have this report format, they show ACD status statistics for the filters and fields specified

by the user

ACD Status by Half Hour and Day

A @O F- X

£ Start Time | Callz In| Callz Out | avwgT alkT Ihg'w'T | totOnDutyT | % Time Free | % Time Busy 2UT | EBayMAT FTEAgts | &
170842005 08; 30:00 - 07:00:00 7 18 00:00:14 ) 00:00:07 | 021550 94.7% 5.3% 0.0% 0.0% 4527773
1740842005 07, 00:00 - 07 30:00 11 22 000010 000018 013851 91.2% B.6% 03% 0.0 3295000
1740842005 07, 30:00 - 05:00:00 i 10 00:00:03 ) 00:00:00 014635 99.0% 1.0% 0.0% 0.0% 3552773
1740842005 02 00:00 - 03:30:00 11 §1 0000:33 ) 00:00:21 | 013127 74.3% 257 00x% 0.0% 3048333
170842005 02 30:00 - 03:00:00 ] I3 000049 000008 015535 74.8% 24.6% 0E% 00% 3862778 | _
17/08/2005 03 00:00 - 03 30:00 10 23 DO00GT | 000022 01:32:45 B5.0% 15.0% 00z 0.0% 309167
1740842005 09 30:00 - 70:00:00 4 44 00:00:54 000010 011556 §7.9% 1n.7% 0.4% 00 2531
1740842005 10:00:00 - 10:30:00 12 33000147 00:01:23) 01:30:00 £9.2% 30.8% 0.0% 0.0 3000000
1740842005 10:30:00 - 11:00:00 7 34 00:00.40 O0:00:55 01264 FAEX 24.8% 0Ex 0.0% 2359444
1740842005 11:00:00 - 11:30:00 21 45 000144 000032 014315 70.9% 28.6% 0.5% 0.0 3441657

Total| 430  1166| 00:00:47| O0:0223)  BE2z2E| 83.5%| 14.5%| 02| 1.8%| 5.53055:;|IL|
4 k
ACD Status by Half H... /

Field Description

Start Time The time this call started

Calls In The total number of inbound calls

Calls Out The total number of outbound calls

Avg Talk Time The average time spent in the answered state for all calls

Longest Wait (In)

The longest time an inbound call spent alerting

Tot Time On Duty

The cumulative time spent on hold

% Time Free

The percentage of time that has been spent in the free ACD agent state

% Time Busy (Call)

The percentage of time that has been spent in the busy (call) ACD agent state

% Time Wrapup (Call)

The percentage of time that has been spent in the wrapup (call) ACD agent state

% Time DND

The percentage of time that has been spent in the DND ACD agent state

Full Time Agents

The average number of agents logged in during this period
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5.22 Transferred Call Summary

"Can | detect if calls are being answered in a group or department that subsequently has to transfer these calls, do

we need to publish our telephone numbers more effectively?"

When you run reports that have this report format, they show one record of transferred call summary statistics for

the filters and fields specified by the user.

Transferred Call Summary & D Fr X

! Start Time | CalizIn| Callz InAns | Call: Out| Callz Out &ns | Inkraln Inter In Inter Out| Callz Refused -
17,/08/2005 (Fri) 430 179 1166 933 3 57 57 1
Totsl| 430 179 1166| 583 3 57| 57| 1| -
4 k
Tranzterred Call Sum... Jf

Field Description

Start Time The time this call started

Calls In The total number of inbound calls

Calls In Ans The total number of inbound call segments that have been answered

Calls Out The total number of outbound calls

Calls Out Ans The total number of outbound call segments that have been answered

Intra In The number of call transferred to this extension or agent

Inter In The number of calls transferred into a new hunt group

Inter Out The number of answered calls transferred into a new hunt group

Calls Refused The total number of inbound calls that were refused by the corresponding agent or device
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5.23 Transferred Calls by Agent

"Which of the Agents seem to be transferring a high proportion of calls for further assistance, do they need more

training?"

When you run reports that have this report format, they show transferred call statistics by ACD agent for the filters

and fields specified by the user.

Transferred Calls by Agent

& O-F- X

Agent ¢ | Description Callz In| Callz In Ang| Call: Out| Calls Qutdnz | Inbraln Intra Out| Inter in| Inter Out| Callz Refuzed —
4000 Andrew Daniels A1 A1 B12 E12 30 9 0 a 3
4001 Penelope W allice K1l Kl a0 30 7 1 3 a 1
4002 James Maceldon 3 3 E19 E13 4 0 0 1] 0
4003 Julie Wikzon 18 18 a34 884 13 3 0 7 0
4004 Helen Pegg 20 20 1106 1108 12 1 0 12 0
4006 Tim Adams 2 2 556 a1 3 0 1 1] 0
4007 b ark. Wwilliarns a8 a8 £80 B30 24 B 2 1] 7
4008 Joanne Tompkins i i 285 285 I 1 ] I ]
4003 Susan Stone 14 14 303 309 10 2 0 23 0
4010 Agent Spare 1 1 377 377 2 0 0 0 0
Total | 23] 23| s21g) gzig| 103 23| B 43 11|_|j
4 b
Transferred Calls by . F

Field Description

Agent The agent ID that this row applies to

Description The description for this agent in the agent configuration database

Calls In The total number of inbound calls

Calls In Ans The total number of inbound call segments that have been answered

Calls Out The total number of outbound calls

Calls Out Ans The total number of outbound call segments that have been answered

Intra In The number of call transferred to this extension or agent

Intra Out The number of calls transferred from the extensions or agents

Inter In The number of calls transferred into a new hunt group

Inter Out The number of answered calls transferred into a new hunt group

Calls Refused

The total number of inbound calls that were refused by the corresponding agent or device
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5.24 Transferred Calls by Extension

"Which extensions seem to be transferring a high proportion of calls for further assistance, do they need more
training?"

When you run reports that have this report format, they show transferred call statistics by individual extension for
the filters and fields specified by the user.

Transferred Calls by Extension A D F- X

Device ¢« |Description Callz I Calls lné&ns| Calls Out| Calls Out &nz | Intraln] Intra Out| Interln| Inter Out|  Fef| =)
100 Dperator 208 156 220 181 g 4 7 Kt I
1 Stephen Wiliams (=] 23 71 A1 4 I I I 1
102 Johi Knight a3 38 a3 73 9 3 a 7 a
103 Serena Thompson B3 34 241 209 9 1 0 0 0| &
104 Jackie Benetton 142 7a 206 165 12 2 I 12 2
105 Michael Shaw 27 10 17 15 1 a a a a
106 Amanda Jennezon M 24 HE 280 1h 0 0 0 1
120 Meeting Room 1 0 i 11 9 0 0 0 0 0
121 teeting Room 2 0 i a3 3 0 0 0 0 0
140 Aagent Supervizar ] 44 49 40 19 1 0 2 0
T I R - ?‘_IJ
1 b
Tranzferred Calls by .. ,-"

Field Description

Device The device that this row applies to

Description The description of this device as stored in the extension configuration database

Calls In The total number of inbound calls

Calls In Ans The total number of inbound call segments that have been answered

Calls Out The total number of outbound calls

Calls Out Ans The total number of outbound call segments that have been answered

Intra In The number of call transferred to this extension or agent

Intra Out The number of calls transferred from the extensions or agents

Inter In The number of calls transferred into a new hunt group

Inter Out The number of answered calls transferred into a new hunt group

Calls Refused The total number of inbound calls that were refused by the corresponding agent or device
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5.25 Unrecognised Calls by Agent

"Can | tell which Agent's seem to be making or receiving calls from people that are not known to our database of
customers?"

When you run reports that have this report format, they show a list of call statistics by ACD agent ID for
unrecognised calls (inbound or outbound) for the filters and fields specified by the user.

Unrecognised Calls by Agent A D- Fr X

Agent Dezcription Callz Handled Unrecog|™  %Unrecog| =
4008 Joanne Tompking 38 | 237%
4001 Penelope W alice 108 12 111%
4004 Helen Pegg 184 19 10.3%
4009 Suzan Stone 97 10 10.3%
4010 Agent Spare g | 10.2%
4008 Tim Adams 147 13 2.8%
4000 Andrew Daniels 36 3 8.3%
4007 b ark. ‘williarnz a0 4 a0
4003 Julie "Wilzon hE K] 0.4%
4002 James Maceldon 43 2 4.7%
Toal | | 847| 84| 9.9%|_|;|
4 3
Unrecognized Calls b... ;‘f

Field Description

Agent The agent ID that this row applies to

Description The description for this agent in the agent configuration database

Calls Handled The total number of inbound and outbound calls

Unrecognised Calls The number of calls that were not identified against the MICC OFFICE Server Telephone number import
% Unrecognised Calls The percentage of unrecognized calls against the total number of calls
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5.26 | nter R iremen Half Hour and D

“What staffing levels have we needed in the past to maintain our service levels? How many trunk lines do we need
to avoid engaged tones?”

When you run reports that have this report format, they show the agents and trunks required for the filters and
fields specified by the user. These reports are calculated using the Erlang B & C formulas and show managersand
supervisors the amount of lines and agents necessary to meet specified service level criteria.

Agents,; Trunks Requirements by Half Hour and Day h - F- X

‘ Start Time| Callzln| totTalkT | avgRngT |  Trunks Required | Agents Reguired | % Trunk Busy Time -
13/08/2005 13:30:00 - 14:00:00 12 0040260 00:00:07 E 2 3E
13408/2005 14:00:00 - 14:30:00 24 034233 00:00:11 15 ] E% —
13408/2005 14:30:00 - 15:00:00 13 006324 00:00:07 T ] EX
13/08/2005 15:00:00 - 15:30:00 23 005354 00:00:09 7 i [2¥:4
13/08/2005 15:30:00 - 16:00:00 21 M:5351 000007 10 a ak
13408/2005 16:00:00 - 16:30:00 14 M:1744 0 00:00:10 g 3 9%
13408/2005 16:30:00 - 17:00:00 g8 001610 00012 4 1 IE
13/08/2005 17:00.00 - 17.30:00 30 0043190 000015 7 3 &
13/08/2005 17:30:00 - 18:00:00 15 M:11:52 0 000012 g a] 5%
13408/2005 18:00:00 - 18:30:00 15 00301 00:00:09 g 3 5%
13/08/2005 18:30:00 - 19:00:00 7 002845 00:00:09 g 2 CF
TN T Yatal| 3983 165.42:52) 00.00:08 18 1 10% | _|j
4 I
AgentzTrunks Requir.../

Field Description

Start Time The time this call started

Calls In The total number of inbound calls

Total Talk Time The cumulative time spent in the answered state. This includes time spent on hold

Avg Ring In / Out Time The average time spent alerting for both inbound and outbound calls

Trunks Required The number of trunks that would have been required for the given time period, such that the percentage of
callers who receive a busy tone would have been minimized

Agents Required The number of agents that would have been required for the given time period to meet the desired service level

% Trunk Time Busy The percentage of time in the given time period where available trunk lines were busy

Trunk Busy Minutes The number of minutes in the given time period that all available trunk lines were busy
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5.27 ACD Status Time by Agent (Emails)

“How much time does each agent spend processing different media?

When you run reports that have this report format, they show a list of all agents, and the time that each agent has
spent in the different ACD agent states. When you are using media blending to route calls and emails to available

agents, this report will show you how much time each agent is spending on email processing as well as call

processing.

ACD Status Time by Agent (E-mails)

A D-F-X

Agert | Description totOnDutyT | Istlogin | %FreeT | %FreeEmaiT | InBusyCallT | %BusyCallT | InBusyEmailT | %BusyEmailT | “WUCANT | ¥WUEmailT | %BsyNAT | ~ |
4000 | Andrew D aniels 075251 221059 B3 0.0% 00:58.30 12.4% o307 B3 1.0% 033 33
4001 | Penelope Wallice 03 16:57 14:54:42 06X 431% 001527 28% 01:06:55 12.0% 0% 0.3 MNix
4002 | James Maceldon 08:33:57 072538 B0 BB 11:54:51 221% 0006 27 1.2% 04z 0.0% 7%
4003 | Julie wilzon 08:41:29 200335 B4 2% 10.5% 04715 91 o052y 30z 01z 023 129%
4004 |Helen Peqg 03:14:36 2260:0 48.8% 33h6% 00:34:04 E1% 01:01:52 n.2% 04z 01 0oz
4005 | Tony Bradley 08:51:35 16:21:05 T4 B 4% 05112 9B [IREAN 34 02% 0.3 NS
006 | Tim Adams 08:53:11 235200 0.4 0.0% M:23:48 156 000000 0.0% 1.0% 0.0% IE —
007 | Mark Wwiliams 08:16:54 230340 E1.1% 137% 003551 [ LIRS TR ] 01% 01z 043 Fax
4008 |Joanne Tompking 03:00:14 233118 TR 93% 005140 9B 02204 471% 03z 023 0B
Total 9?:2?‘:5?|23:52:DD| BE.7% 124% 03:52:01 101% 051335 R4 04z 023 19% | -
4 b
ACD Status Time by ...

Field Description
Agent The agent ID that this row applies to
Description The description for this agent in the agent configuration database

Tot Time On Duty

The cumulative time spent on hold

Last Login At

The time that the given agent or extension last logged in

% Time Free

The percentage of time that has been spent in the free ACD agent state

% Time Free (Email)

The percentage of time that has been spent in the free (email) ACD agent state

Time In Busy Call

The cumulative time spent in the busy (call) ACD agent state

% Time Busy (Call)

The percentage of time that has been spent in the busy (call) ACD agent state

Time In Busy Email

The cumulative time spent in the busy (email) ACD agent state

% Time In Busy Email

The percentage of time that has been spent in the busy (email) ACD agent state

% Time Wrapup (Call)

The percentage of time that has been spent in the wrapup (call) ACD agent state

% Time Wrapup (Email)

The percentage of time that has been spent in the wrapup (email) ACD agent state

% Time DND

The percentage of time that has been spent in the DND ACD agent state
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5.28 A Half Hour (Email

D Status Tim

“How much time do agents spend processing different media for different periods of the day?”

When you run reports that have this report format, they show a list of half hour time periods for the given report
range, and indicate the time in different ACD agent states for each time period. When you are using media
blending to route calls and emails to available agents, this report will show you how much time your agents are
spending on email processing as well as call processing for each time period. This will enable you to find out which
time periods are your busiest for email processing as well as call processing.

A TP X

ACD Status Time by Half Hour {E-mails)

‘ Start Time | % Time Free| %FreeEmailT | InBusyCalT | %BuspCallT | InBusyEmailT | %BusyEmailT Z2WUCAIT | 2wWUEmailT ZBayNAT FTEAqgts| =
09:00: 00 - 05:30:00 fi1.8% 106% o0:14:51 9.2% 001155 74% 0.3% 0.3% 10.5% 5374
09:30:00 - 10:00:00 734% 06% 00:08:10 54% 00:13:44 §.0% 0.2% 0.2% 22% 5 0GR
10:00:00 - 10:30:00 G2.1% 10.6% 00 25:48 18.7% 001112 8.1% 0.2% 0.3% 0.0% 4,583
10:30:00 - 11:00:00 fid 7% 10.8% 00:22:24 19.0% 000512 4.4% 1.0% 0.0% 0.0% 34618
11:00:00 - 11:30:00 1.8% 10.7% 00:16:25 11.4% 00:08:44 B.0% 4% 1% 4% 4.7
11:30:00 - 12:00.00 69.1% 8.8% 00:19:40 12.8% 00:11:55 T1% 0.3% 0.2% 11% 5134
12:00:00 - 12:30:00 70.3% Fh% 00:07-38 4.0% 001504 §.7% 5% 0.2% 0.0% 5109
12:30:00 - 12:00:00 Tad% G.3% 0012:58 7.9% oo:z0:12 12.4% 0.1% 0.9% 0.0% 5447
13:00:00 - 13:30:00 GF.9% 0.2% 00:16:33 0.9% 00:15:01 §.0% 0.8% 4% 13.9% 5 R34
13:30:00 - 14:00:00 43.0% 165% 00:02:19 1.0% 00:27:.07 217% 0.2% 4% 16.2% 4168 —
14:00:00 - 14:30:00 a7.4% 13.2% 00.20:46 14.6% 00:18:.29 13.0% 0.5% 0.2% 1.2% 4473
14:30:00 - 15:00:00 74.9% 10.9% O0:16:16 8.09% 00:09:25 5.2% 01% 0.0% 0.0% £.095
15:00:00 - 15:30:00 75.4% §9.3% 002305 15.1% 00:00:00 0.0% 0.2% 0.0% 0.0% 5.0495
15:30:00 - 16:00:00 79.0% 12.0% O0:0f:12 4.8% 00:03:24 27% 4% 4% 0.8% 4.273
Total| B6.7%| 124%| 035201 101%|  05:13:35| 5.4% 0.4%]| 0.2%| 4.8%| 4.061| -

A »
ACD Status Time by .

Field Description

Start Time The time this call started

% Time Free

The percentage of time that has been spent in the free ACD agent state

% Time Free (E-Mail)

The percentage of time that has been spent in the free (email)ACD agent state

Time In Busy Call

The cumulative time spent in the busy (call) ACD agent state

% Time IN Busy (Call)

The percentage of time that has been spent in the busy (call) ACD agent state

Time In Busy (Email)

The cumulative time spent in the busy (email) ACD agent state

% Time In Busy (Email)

The percentage of time that has been spent in the busy (email) ACD agent state

% Time In Wrapup (Call)

The percentage of time that has been spent in the wrapup (call) ACD agent state

% Time In Wrapup (Email)

The percentage of time that has been spent in the wrapup (email) ACD agent state

% Time in DND

The percentage of time that has been spent in the DND ACD agent state

Full Time Agents

The average number of agents logged in during this period
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5.290 DND Status Time by Extension*

“Can | see the total time and percentage of time that extensions have been in all DND states?”

When you run reports that have this report format, they show call and DND statistics grouped by extension for the
filters and fields specified by the user.

DND Status by Extension A D P X

Device | Description Time in DO-NOT-DISTURB'[  Time in “IN MEETING' | Time in ‘'OUT TO LUNCH®| Time in "IN CONFERENCE' | Time in WITH A CLIENT |~ |
1580 Thereza Macintozh 00:00: 00 01:2010 00:58:05 00:00:00 00:00:00

151 Samszon Johhs 01:30:05 Q0:00:00 00 00: 00 01:10:40 000000
152 Lydia Michaels 00:00:00 041709 00:35:22 01:05:02 00:00:00
153 Benzon Stk Q00000 00:00.00 a0 43:.50 00:00.00 a0:00.00
154 Heidi Cooper 031502 00:00:00 01:15:m 00:00:00 00:00:00
155 Sabrina Price Q00000 04:30:0 00 45:30 00:00.00 a0:00.00
156 Emily Parsons 00:00:00 00:00:00 00:00:00 00:00:00 04:05:45
157 Jerry Smart 00:50:32 00:00:00 00:00:00 011238 000000 T
158 Matalia Puchenzki Q00000 00:00.00 a0e515 00:00.00 a0:00.00
Total | | 05:35:39 03:47.20 05:15:03 032820 04:05:45 | =
1| | 3
DND Status by Exten...

Field Description

Device The device that this row applies to

Description The description of this device as stored in the extension configuration database
Time in “???7” The total time spent in “???” DND state

% Time in “???27” The percentage of time spent in the “???7?” DND state against total time in DND

There can be a number of different DND states as shown in the diagram

*The availability of this report is dependent upon the functionality of the host PBX
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5.30 DND Tim Agent*

“Can | see the total time and percentage of time that agents have been in all DND States?”

When you run reports that have this report format, they show call and DND statistics grouped by agent for the
filters and fields specified by the user.

DND Status by Agent A D P X

Agent Description Time in ‘DO-NOT-DISTURE Time in 'ON BREAK' Time in "UNAVAILABLE' | Time in 'AWAY FROM DESK' | ~
4000 Andrew Dariels (00:00: 00 0232 00:58:05 00:00:00
4001 Penelope Wallice 00:55:06 00 00; 00 00.00:00 001520
4002 Jarnes Maceldon (00:00: 00 004512 003522 00:70:05
4003 Julie wilzon (00 00 00 00:53:12 00:00:00 (00 00:00
4004 Helen Pegg 01512 (000 00 Q0.00.00 Q00602
Total | | RLEY 02: 40156 | 01:33:27 | 00:31:27 | ~
1 »
DHD Status by Agent

Agent The agent ID that this row applies to

Description The description for this agent in the agent configuration database

Time in “??77?” The total time spent in “???” DND state

% Time in “???7” The percentage of time spent in the “????” DND state against total time in DND

There can be a number of different DND states as shown in the diagram

*The availability of this report is dependent upon the functionality of the host PBX
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531 Email List, General

“What are the specific details of all routed emails”

When you run reports that have this report format, they show email details for the selected time frame for the filters
and fields specified by the user.

E-mail List, General

A D+ F- X

| Start Time | Field 2 Telephone Mo Subject Text Ans? | Call Time | AgtAns | AgtNAns | = |
2940842005 10:0%:27 | Jeff Smith (& Latitude Bank Intl jeff. zrnithSlatitdebank. com Delivery Enguiny Yes | 00:08:25 4002 James
30/08/2005 10:23:15 Richard Stone richard(@flestrun-products. com Pricing Informnation Yeg | 000706 4006 Tim
30/08/2005 10:48:15 Mark Taylor rnarktEfusionmaintenance. com Defivery Date Confirmation Yes | 00:20:22 4000 | Andrew
3040842005 111727 Sarah Colling zarahi@stones-recruitment. co. uk Finimum Fequirement Specification Tes | 003340 4003 Julie
3040842005 135445 [Mew Contact!] catherine@gavelfinancial co.uk, Pricing Details Yes | O014:30 4002 James
3040842005 17:19:43 Roland Wiliams mwilliams@kudos-solicitors. co.uk Product Training Courses M 1217 |
3040842005 17:19:43 Roland Wiliams mwilliams@kudos-solicitors. co.uk Product Training Courzes Tes | 001721 4000 Andiew
31/08/2005 14:36:45 Tim Smart (& Payne Networks tim, zmartiEpapnenetwork g co.uk Order Confirmation Mo 00:09: 38
31/08/2005 14:36:45 Tim Smart (& Payne Networks tim, zmartiEpapnenetwork g co.uk Order Confirmation Yes | 00:20:06 4002 James
31/08/2005 15:52:08  John Cooper johnc@jones-engineering, co. uk. Order B7673984 PO 3453 Yes | 001347 4002 James_lll
4 F
E-mail List, General

Field Description

Start Time The time this call started

Answered ? Was this call answered in the current call segment?

Field 2 The descriptive information associated with the telephone number of this call segment, as defined by the

MICC OFFICE Server telephone number import database

Telephone No

The telephone number associated with this call segment, whether inbound or outbound

First Rang

The first extension / group that this inbound call alerted for the given call segment, or the extension that made
this outbound call

Agt Last Rang

The agent ID where this call segment last alerted

Agt Ans On

The agent ID that answered this call segment, if the call was answered

Agt Name Ans On

The descriptive name associated with the agent where this call segment was answered

Agt Finished On

The agent ID that completed this call segment

Call Time

The total duration of the call segment, including both alerting and talk times

Call Segment

The number of a particular call segment for calls that have been diverted, forwarded, overflowed, recalled or
transferred

Subject Text

The subject text for a routed email
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5.32 Email Lj Domain

“Can | see the domains of all incoming routed emails?

When you run reports that have this report format, they show email details grouped by domain for the filters and
fields specified by the user.

E-mails by Domain A D P X

E-mail Domain i E-mails In | E-mails Processed “%FinEmail tot Talk TEmail avg Talk TEmail | Longest Wait (E-mail) avgWTEmail | |
mortgage-products. co.uk 3 3 100.0% 00:20:15 000653 00:09.34 00.04,42
stones-recruitrent. co. ok 2 2 100.0% a0:11:52 00 0805 a0:11:0¥7 00:03: 46
fleetrun-products. com 3 3 100.0% 001834 00017 000527 00.03.32
latitudebank. com 1 1 100.0% 00;05:54 00:05:44 00:04:32 00:04:32
gaveliinancial.co.uk 1 1 100.0% 000551 000551 000836 000836
jones-engineering. co.uk, 14 14 100.0% 012537 ooe12 anov.2o onod1z |
paynenebwioks, co.uk 3 3 100.0% a01v.05 000540 0009.34 000345
fusionmaintenance. com 2 2 100.0% 001304 00 06; 33 00:07:05 00:02:52
kudos-golicitors, co.uk 2 2 100.0% 01241 0006 20 00:10:27 00:03:37
Total | ] 29| 100.0% | 035339 | 00 05:24 | 00:11:07 | 00:04:1 5_||;|
4 »
E-mails by Domain

Field Description

Email Domain The domain name for the email address that this email was received from

Emails In The number of emails received at a media blending hunt group

Emails Processed The number of routed emails that were either replied to, NRN’'d or ARM’d

% Emails Processed The percentage of emails responded to by an agent, either replied to, NRN'd or ARM’s

Total Talk Time (Email) The total time that emails were being processed by agent

Avg Talk Time (Email) The average time that an email spent being processed by an agent

Longest Wait (Email) The longest time that an email was waiting before being routed to an agent who subsequently replied to the

email
Avg Wait Time (Email) The average time that an email was queued, before being routed to an agent who subsequently replied to the
email
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5.33 Email Summary by Day

“Can | compare general routed email statistics over several days?”

When you run reports that have this report format, they show a list of email statistics against individual days for
emails that match the filters and fields specified by the user.

E-mail Summary by Day

A D-F- X

£ Start Time E-mails In FinEmail RepEmail | Emails NRN'd | E-mails ARM'd %RepEmail | %“NREMNEmail| *%ARMEmail | IngWTEmai| awgWTEmail [~
17/10/2005 [Mon) 150 150 a2 27 41 54.7% 18.0% 27.3% 00 08 32 00:02:25
1841072005 [Tue) 270 270 178 36 56 E5.9% 13.3% 20.7% 01012 0o0:04:12
131042005 [Wed) 210 210 145 K1l 34 E9.0% 14.8% 16.2% 00:09: 34 00:03:42
2041072005 [Thu) 300 300 183 46 [5i4] E3.0% 18.3% 21.7% 00:17:05 00:02:46
21/10/2005 (Fri) 127 127 56 4 30 44.1% 32.3% 23.6% 00:08: 27 00:03:32
Total 1067 1067 E50 181 226 E1.5% 17.1% 21.4% 00:17:05 000337 | -
1 »
E-mail Summary by Day
Field Description
Start Time The time this call started
Emails In The number of emails received at a media blending hunt group
Emails Processed The number of routed emails that were either replied to, NRN'd or ARM'd
Emails Replied The number of routed emails that were replied to by the agent
Emails NRN'd The number of routed emails where the agent did not reply to the customers email
Emails ARM'd The number of routed emails where the agent used an alternative contact method to reply to the customer, other

than email

% Emails Replied

The percentage of emails replied to by an agent

% Emails NRN'd

The percentage of emails where no reply was necessary from the agent

% Emails ARM'd

The percentage of emails where a non email reply was made

Longest Wait (Email)

The longest time that an email was waiting before being routed to an agent who subsequently replied to the
email

Avg Wait Time (Email)

The average time that an email was queued, before being routed to an agent who subsequently replied to the
email
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5.34 Emalil mmar Week

“Can | compare general routed email statistics over several weeks?”

When you run reports that have this report format, they show a list of email statistics against individual weeks for
emails that match the filters and fields specified by the user.

E-mail Summary by Week A D P X

| Start Time E-mails In FinEmail RepEmail | E-mails NRN'd | E-mails ARMd “%RepBEmail| *%MRNEmail| %ARMEmail| IngWTEmail| avgWTEmail| =
29/08/2005 [Mor) 1050 1050 EO05 170 275 57.6% 16.2% 2% 00:11:32 000336
05/03/2005 (Mor) 1170 1170 778 165 227 BE.5% 14.1% 19.4% 00:07:20 00:04:12
12/09/2005 [Mor) 830 890 445 151 294 50.0% 17.0% 13.0% 00:0%:34 00:03:45
19/09/2005 (Mor) 973 a73 589 146 243 B0.2% 14.9% 24.8% 00:07:05 000352
26/09/2005 (Mor) 1009 1009 750 103 146 75.3% 10.2% 14.5% 00:10:27 00:03:37
Total | FO97 | FOS7 | 377 | 735 1185 | £2.3% | 14.4% | 232%|  0011:32|  00:0345] |
4 2
E-mail Surmmary by W...

Field Description

Start Time The time this call started

Emails In The number of emails received at a media blending hunt group

Emails Processed The number of routed emails that were either replied to, NRN’'d or ARM’d

Emails Replied The number of routed emails that were replied to by the agent

Emails NRN'd The number of routed emails where the agent did not reply to the customers email

Emails ARM'd The number of routed emails where the agent used an alternative contact method to reply to the customer, other
than email

% Emails Replied The percentage of emails replied to by an agent

% Emails NRN'd The percentage of emails where no reply was necessary from the agent

% Emails ARM'd The percentage of emails where a non email reply was made

Longest Wait (Email) The longest time that an email was waiting before being routed to an agent who subsequently replied to the
email

Avg Wait Time (Email) The average time that an email was queued, before being routed to an agent who subsequently replied to the
email
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5.35 Email Summary by Month

“Can | compare general routed email statistics over several months?

When you run reports that have this report format, they show a list of email statistics against individual months for
emails that match the filters and fields specified by the user.

E-mail Summary by Month

A D-F- X

s Start Time E-mails In FinEmail RepEmail | E-mails NRN'd | E-mails ARMd %RepEmail| %MNRNEmail| “%ARMEmail| IngWTEmail| avgWTEmail | =
b ap 2005 5089 5089 2726 V42 1621 53.6% 14.6% 3N.9% 00:08:35 00:03:36
Jun 2005 4350 4550 2650 £33 15862 54.3% 141% NEx 00:10:45 000312
Jul 2005 5179 5179 2856 983 1334 55.1% 18.1% 25.8% 00:08:34 00:03:45
Total 15218 15218 8272 2429 4517 54.4% 16.0% 29.7% 00:10:45 DD:03:33| -
: o]
E-mail Summary by M...
Field Description
Start Time The time this call started
Emails In The number of emails received at a media blending hunt group
Emails Processed The number of routed emails that were either replied to, NRN'd or ARM’d
Emails Replied The number of routed emails that were replied to by the agent
Emails NRN'd The number of routed emails where the agent did not reply to the customers email
Emails ARM'd The number of routed emails where the agent used an alternative contact method to reply to the customer, other

than email

% Emails Replied

The percentage of emails replied to by an agent

% Emails NRN'd

The percentage of emails where no reply was necessary from the agent

% Emails ARM'd

The percentage of emails where a non email reply was made

Longest Wait (Email)

The longest time that an email was waiting before being routed to an agent who subsequently replied to the
email

Avg Wait Time (Email)

The average time that an email was queued, before being routed to an agent who subsequently replied to the
email
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Half Hour

“Can | compare busy periods for routed email during the day?”

When you run reports that have this report format, they show a list of email statistics by half-hour increments for
emails that match the filters and fields specified by the user.

E-mail Summary by Half Hour

A D= Fv X

£ Start Time E-mails In “AllinEmail | E-mails Processed “LAllFinEmail tot Talk TEmail avg Talk TEmail IngWTEmail avgWTEmail | + |
08:00:00 - 08;30:00 ] 0.000 a 0.0% 00:00:00 00:00:00 (00:00:00 (00: 0000
08;30:00 - 09;00:00 ] 0.000 a 0.0% 00:00:00 00:00:00 (00:00:00 (00: 0000
03:00:00 - 09;30:00 5 1.887 7 1.9% 00 34:25 00:08:53 00:05; 34 00:04:42
03:30:00 - 10:00:00 3 1132 3 11% 001815 00:06:05 00:11:07 00:03:46
10:00:00 - 10:30:00 1 4151 1 4.2% 01:03:.07 00:06:17 00:05:27 o032
10:30:00 - 11:00:00 7 2E42 7 26% 00:40:08 00:05:44 00:11:05 00:04:32
11:00:00 - 11:30:00 15 5.BED 15 57E 01:27:45 00:05:51 00:11:32 00:05:36
11:30:00 - 12:00:00 20 TR47 20 7hE 02:04:00 00:08:12 00:07:20 00:04:12
12:00:00 - 12:30:00 19 F170 19 72% 01:47:40 00:05:40 00:09:34 00:03:45
Total 265 100.000 265 100.0% 2701:16 00:05:32 00:11:39 DD:DS:ﬂﬂ
4 »
E-mail Summary by H...
Field Description
Start Time The time this call started
Emails In The number of emails received at a media blending hunt group

% Of All Emails In

The percentage of routed emails received for this row agent against all routed emails received in this report

Emails Processed

The number of routed emails that were either replied to, NRN'd or ARM’d

% Of Emails Processed

The percentage of emails responded to by agent for one row, against the total number of emails responded to for
this report

Total Talk Time (Email)

The total time that emails were being processed by agent

Avg Talk Time (Email)

The average time that an email spent being processed by an agent

Longest Wait (Email)

The longest time that an email was waiting before being routed to an agent who subsequently replied to the
email

Avg Wait Time (Email)

The average time that an email was queued, before being routed to an agent who subsequently replied to the
email
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5.37 Emails by Hunt Group

“Can | see a breakdown of routed emails taken by individual hunt groups”

When you run reports that have this report format, they show a list of email statistics by hunt groups for emails that
match the filters and fields specified by the user.

E-mails by Hunt Group

A D-F- X

Hunt Group | Description E-mails In | %AlInEmail | FinEmail | %AllFinEmail | totTalk TEmail | avgTalk TEmail |+ IngWTEmail | avgWTEmail | Rejected | Expired | =
2000 Hunt Group 2000 194 53444 134 h34% 133257 000552 000827 oo 32 I} 1]
20Mm Hunt Group 2001 g1 16504 B1 16.8% 06:13:40 00:08:02 00:11:32 000406 0 1]
2002 Hunt Group 2002 108 29782 108 298% 11:04:44 000544 00:03:34 a0 o345 I} 1]
Total 368 100000 368 100.0% KRR 000532 01:11:32 a0 o4y D| D| -
1 »
E-mailz by Hunt Group

Field Description

Hunt Group The group that this group applies to

Description A description associated with this group in the group configuration database

Emails In The number of emails received at a media blending hunt group

% Of All Emails In

The percentage of routed emails received for this row agent against all routed emails received in this report

Emails Processed

The number of routed emails that were either replied to, NRN'd or ARM’d

% Of Emails Processed

The percentage of emails responded to by agent for one row, against the total number of emails responded to for
this report

Total Talk Time (Email)

The total time that emails were being processed by agent

Avg Talk Time (Email)

The average time that an email spent being processed by an agent

Longest Wait (Email)

The longest time that an email was waiting before being routed to an agent who subsequently replied to the
email

Avg Wait Time (Email)

The average time that an email was queued, before being routed to an agent who subsequently replied to the
email

Emails Rejected

The number of media blending emails that were refused by an agent that had been routed the email

Emails Expired

The number of external emails that expired because they had queued for too long
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“Can | see how much actual routed email activity each agent experiences?”

When you run reports that have this report format, they show a list of email statistics by ACD agent for the filters
and fields specified by the user.

E-mails by Agent

A D= Fv X

Agent s | Description E-mails In RepEmail | E-mails NRN'd | Emails ARMd RefEmail | totTalk TEmail | avgTalk TEmail | IngWTEmail | avgWTEmail | =
4000 | Andrew Daniels 10 7 1 2 0 a41:17 00:05:45 00:09:34 000442
4001 Penelope Wallice 29 15 L} 3 01:3218 00:0e:41 00:11.07 00:.03.46
4002 | James Maceldon 32 22 4 E 0 020512 000537 000527 000332
4003 | Julie Wilzon A 13 B 3 1} 1312 000525 a1:11:05 a0:04:32
4004 |Helen Pegg 12 1 a 1 1} 10205 00:05:45 011132 00:08:36
Total | 11| E8| 18 27| 0] 054004 | 00:05:34 | 0013z uo;u4;12_|l;|
4 k
E-mailz by Agent

Field Description

Agent The agent ID that this row applies to

Description The description for this agent in the agent configuration database

Emails In The number of emails received at a media blending hunt group

Emails Replied The number of routed emails that were replied to by the agent

Emails NRN'd The number of routed emails where the agent did not reply to the customers email

Emails ARM'd The number of routed emails where the agent used an alternative contact method to reply to the customer, other

than email

Emails Refused

The number of Emails refused by this agent

Total Talk Time (Email)

The total time that emails were being processed by agent

Avg Talk Time (Email)

The average time that an email spent being processed by an agent

Longest Wait (Email)

The longest time that an email was waiting before being routed to an agent who subsequently replied to the
email

Avg Wait Time (Email)

The average time that an email was queued, before being routed to an agent who subsequently replied to the
email
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5.39 Emails by Talk Time

“Is there a way to see a trend in emails that last for a specific durations? What proportion of emails were replied to,

NRN’s and ARM’d”
When you run reports that have this report format, they show the proportion of emails falling into five-minute time
intervals.

E-mails by Talk Time A D- P X

Talk Time E-mails Replied E-mails NRN'd E-mails ARMd |+ % Of All Emails Replied | % Of Al E-mails NRN'd | % Of All E-mails ARMd | =~
00:15:00 - 00: 20:00 2 ] I 24% 00% 0.0
00:10:00 - 00:15:00 7 ] I 84% 00z 0.0z
(00 05: 00 - 00:10:00 58 0 2 £9.9% 0.0 B.9%
(00 00: 00 - 00: 05: 00 16 8 27 19.3% 100.0% 931%
Total 83 8 29 100.0% 100.0% 1 DD'Dz_llll
4 »

E-mailz by Talk Time

Talk Time The duration that this call segment was in the answered state

Emails Replied The number of routed emails that were replied to by the agent

Emails NRN'd The number of routed emails where the agent did not reply to the customers email

Emails ARM'd The number of routed emails where the agent used an alternative contact method to reply to the customer, other

than email

% Of Emails Replied

The percentage of emails replied to by an agent

% Of Emails NRN’'d

The percentage of emails where no reply was necessary from the agent

% Of Emails ARM'd

The percentage of emails where a non email reply was made
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Reporter provides support for internal call reporting, providing users with a host of field statistics as well as filtering
capabilities so that they can report on calls regardless of origin or destination.

The ability to measure internal call traffic is configurable allowing users to specify on a per device basis as to

whether internal calls are modelled or not. Users can specify whether inbound, outbound, or both types of internal

calls are modelled.

The reports below show examples of how Reporter can now be configured to include internal call statistics:

6.1 Calls by Talk Time (Confi

ured to show internal call statistics) — Reporter Pro

Calls by Talk Time

A& DrFr X

Tak Tme| CalsinAns| %Calsinint| %Callsin©¢| CalsOut Ans| % CallsOutint| % Cals Out Bxt| % Of AllCalls In Ans | % OF Al Cals Out Ans
00:00:00 - 00:00:10 56 E0x% 7E0% 7 B2% 948% 31.3% 485%
00:00:10 - 00:00:20 B6 30% 97.0% 54 51% 349% 36.9% 5.8%
00:00:20 - 00:00:30 B 0.0% 100.0% 94 43% 95.7% 34% 36%
00:00:30 - 00:00:40 3 333% BE.7% 'l 29% 971% 17% 35%
00:00:40 - 00:00:50 3 0.0% 100.0% 16 0.0% 1000% 1.7% 16%
00:00:50 - 00:01:00 3 0.0% 100.0% 13 0.0% 1000% 17% 13%
00:01:00 - 00:01:10 0 0.0% 0.0% 3 0.0% 1000% 00% 0.3%
00:01:10 - 00:01:20 3 0.0% 100.0% g 0.0% 100.0% 17% 0.9%
00:01:20 - 00:01:30 1 0.0% 100.0% 5 0.0% 1000% 06% 0.5%
Total | 179 14.0%| 86.0%| 983 | 5.9%| 94.1%| 100.0%| 100.0% ~
. D
Callz by Talk Time
6.2 Call Summary by Day (Configured to show internal call statistics) — Reporter
Call Summary by Day A& D- P X

i Start Time | Calls Handled | Calls In|  Inint InExt | Calls Out | Outlrt | OutBEdt | Ident % %0ut | %ldent | totTalkT | avaTalkT | IngWT| avgWT | =~
17/10/2005 (Mon) 341 242 40 202 59 38 &1 12| 71.0%| 290%| 426%| 07:33:20| 00:02:14 | 00:06:33 | 00:00:08
18/10/2005 (Tue) 279 136 36 160 83 36 7 71| 703%| 297% 34.3% | 09:20:114 | 00:03.07 | 00:01:00 | 00:00:06
19/10/2005 (Wed) 358 243 57 186 185 59 96| 100| 61.1%| 389%| 35.5%| 09:.09:56| 00:02:23 | 00:01:34 | 00:00:06
20/10/2005 (Thu) 27 163 & 132 116 K) 25 73| 584%| 416% 336%| 04:11:31| 00:01:22 | 00:03:25 | 00:00:06

21/10/2005 {Fri) 27 161 35 126 13 35 7 7| 58.8%| 412 7.5% | 08:24:41 | 00:02:46 | 00:01:54 | 00:00:07

22/10/2005 (Sat) 14 & 2 4 8 2 6 4| 429 57.1% | 40.0% | 04:46:18 | 00:22:01 | 00:00:12 | 00:00:04

23/10/2005 (Sun) 7 3 1 2 4 1 3 2| 429 57.1 40.0% | 00:03:53 | 00:00:38 | 00:00:18 | 00:00:11
Total 1592 1014| 202|  812|  578| 202| 376 459| €37%|

A

36.3%| 38.6%| 43:20.53| 00:02:37| 00:06:50| 00:00:07| ~
4

Call Summary by Day

6.3 Calls by Agent (Confi

ured to show internal call statistics) — Reporter Pro

Calls by Agent

A D-F- X

Agert | Description Calls In | *%Inint %InExt InEnd | Calls Out | *%Outint| %OutBxt | OutEnd | totTalkT | avgTakT| IngWT| avgWT |OutRngT | 4|
4000 Andrew Daniels 0 o0x  00% 0 3k B3I 917X 35 000R03| 00:00710  00:00:00  00:00:00 | 00:00:05
4001 Penelope Walice 5 00%  100.0% 5 103 7% 922% 103 014805 O00T.00 00:0031 00:0013 00000
4002 James Maceldon 0 oox 00% 0 43 00% 100.0% 43| 001035 00:00714 | 000000 | 00:00:00 | 00:00:04
4003 Julie wilson 3 333% BRT 3 53 18% 981% 53| O0:37:27 | 00:00:40 000041 00:00:25 | 00:00:05
4004 HelenPegg 11000% 0.0% 1 183 33% 967% 183 01:43:28 000033 00:00.00 00:00:00 000004
4006 TimAdams 0 oox o 00% 0 147 27% 973% 147 0042:33) 000017 00:00.00  00:00:00 | 000004
4007 Mark Williams 7| od29% 5% 7 43 00% 100.0% 43| 00:3557 | 00:0043 000018 00:0015  00:00:12
4002 Joarne Tompking 0 oox o 00% 0 B B3 94Tx 38| 000730 00:00:11 | 00:00:00 | 000000 | 00:00:03
4009 Susan Stone 20 00%  100.0% 2 95 11% 989% 95| 011276 00:0044 | 000044 D0:00:22 ) 00:00:05
Total | 18| orex|  v2oy| 18] mea|  ao0x| o7ox| 829 083615 OG:00:44| 00:00.44| 0:00:18| 00:00:08) ~
< |
Callz by Agent
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As well as having a wide selection of report templates that allow the user to easily produce a report, it is also very
straightforward for a user to create their own reports, choosing from many different options, including:

The fields to display in the report.
How to summarise the report.

In addition, the user can take an existing report template, and alter it to suit their own requirements, either during

Whether to produce a list or summaryreport.

The sort order of the report, including sorting on several fields at once.
What data to take into consideration, e.g. only calls that rang for longer than 30 seconds.

the report creation process, or as soon as the report is complete.

7.1 General Page

Add Report

General | Diate / Time I Fields I Filter I Miscellaneous

Feport Title

From the General Tab you can configure the report name and category, as well as choosing a template to base
your report on. This opening screen is accessible either from the "New Report” icon on the scroll bar or by right

|  Enter atitle to help pou identify this report,
=@ |

Enter a category for this report.

hy Reportz -

Repart Type

'ou can default the report zettings by choosing a report tppe
D from the list below, or create your own report from scratch by
zelecting "'[Cuztom Report]™.

—I- Reporter Basic Reports -
- Call List, General

- Urereturned Lozt Calls

- Call Lizt, Irvalid Dialled Callz

- Call Lizt, Lost Calls

- Call Lizt, Dutbound Call Cost Specific

- Call Lizt, Trunk to Trunk Calls

- Call Cogt by Cost Group 7
4 T b

0k ]I Cancel ‘l Help

clicking in a report, and selecting “Properties”.
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7.2 Date / Time Page

Add Report [T Sl

General | Date / Time | Fields I Filker | Mizcellaneous

Date / Time Range
@ Select the period that vou wigh to run this repart for,

i From
“festarday ‘_| 1141042015
Thiz Week r .
B 1200:004 2
Last week E]
Thiz Manth To:
Last Manth 1141042015
From Start Date to End Date ™
a4 | 1 [ p 11:5958 P2 E]

Wieekdaps

Y'ou can restrict the repart to anly be calculated for the weekdays that
o zelect below,

b onday i
Tuesday g::tljirlda
Wednesday Sunda ’
Thursday ’

[ 0k, ][ Cancel H Help ]

From the date / time tab, you can configure the range of dates over which the report will run. (You can also change
the date range of a report from the Date Range button on the report caption)
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7.3 Fields Page

Add Report R

| General | Date / Time| Figldz | Filker | Miscellaneuus|

wizh ta dizplay an the repart. IF a figld you want ta dizplay iz

@ IJze the lizt below to zelect the fields and statistics that pou
hot available, you may need to chanage the type of repart.,

L iStart Time Add...
| Field 2
| Telephane Mo Remave

_I First Rang
_I User First Rang
_I Ring Time Mioeve Down
] DD Digits
L omis
_I Tk

_I Call Segment

Move Up

Order By...

] ][ Cancel ][ Help

This tab allows you to choose the fields that will appear in your report. You can add and remove fields, as well as
move them around, and change the sort order. You can also create a Statistics report by applying a group field to
the report data. This allows you to then choose statistics for the report, summarized by the group field.
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7.4 Eilter Page

The filter tab allows you to limit the report to only consider certain data, for example, calls to the Sales Group, or
calls to mobile phones that cost more than a certain amount. The filter tab also allows you to configure how

Add Repaort

Business Dashboard and MiCC Office — Report Format

| General I Date / Time | Fields | Filter | Mizcelaneous

-2 ]

Filter

'ou can filter the report bo only conzider certain pieces of
information. Choose the filker to use from the list below.

| &l Cals | [ Add.

Call statistics can be calculated by modelling calls by trunk
line, or by device [groups/extenzions/agents).

@ Calculate statistics by tunk line.

(7)1 Calculate statistics by device,

Other Filker Options

[] Only process external [tunk] calls.

[] Orly process internal calls.

[] Orly process callz [extemal and intemall,
[] Orly process e-mail mezsages.

[] Only process inbound calls.

[] Only proces: outbound calls.

=1 = 1 ' n
4 T F

m

Ok ][ Cancel H

Help

statistics are calculated, depending on the type of report you are trying to create. For further details, see the Filters
for Custom Report Design section below.
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7.5 Miscellaneous Page

Scdd Report @

| General I Date / Time | Fields I Filter | Miscellaneous |

T ariff

= e 1'oucan chooze which call cost tanff to uze when calculating
e et
=== call costs faor the repart,

| [Use defaull] -

Report Optionz

m The fallovaing options effect how the report iz displayed and
g calculated.

H
Calculate extenzion DMD time from when extenzion logz in

[] Alvayz show the same recard graups in the report,

[ Keep the firzt figld visible at all times.

Ilze a zaved copy of the repart if the underlving data
hasn't changed.

Highlight thiz repart in the Repart kManager.

Colour thiz repart in the Repart Manager. | Set Colours...

0k, ][ Cancel H Help ]

This tab allows you to configure several other report settings, such as how the report appears on screen, and which
tariff is used when calculating call costs.
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The following section illustrates the comprehensive filters that can be applied to any report format allowing users to
customise report content based on pertinent criteria.

8.1 General Page

Sdd Filter @

| Call Statuz | Infarmatian | Transfered Callz | Mizcelaneous
General | Call Boute I ACD Hunt Groups | Directinn&DDlI Diuration

Filker Marme

Enter a description for thiz filker, which will help pou
dizcriminate between different filkers in the uzer interface.

Devices

U: Select the extensions to inchude when filtering callz ¢ e-mails.
=t Ay

-

Select the agents to include when filtering callz ¢ e-mailz.
[Arw]

Call aodeling

Calculate statiztics by trunk, line.

i@ Calculate statistics by device.

k. ] [ Cancel ] [ Help

This tab is used to specify the filter name, as well as a list of devices that should be included in the filter
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8.2 Call Route Page

Sdd Filter @

Call Statug I | nfarmatior | Transfered Callz | Mizcelaneous
General | Call Route | ALCD Hunt Groups I Direu:tiu:un&DDIl Diwration

Extenzionsz and Groups

ﬂ... Y'ou can filter a report bazed on calls / e-mailz being

55 | presented to zpecific extenzions or graups.

Call First Bang &t Extengion ¢ Group

] -

Call Answered On
[Ary] -

Call Finizhed On
[Arw] -

Agents

Y'ou can filter a report bazed on calls £ e-mailz being
prezented to specific agents.

Call Firgt Bang At 4 Dialled By
[Ary] -

Call Answered By
[Anw] -

Call Finizhed By
[Any] -

k. ][ Cancel H Help

The Call Route page allows you to run a report for only calls that rang, were made by, were answered by, or
finished on specific extensions or ACD agents.

You can specifically choose one extension or one ACD agent from the corresponding combo box, or you can also
specify more than one extension / agent by separating individual extensions or agents using the comma character
(","). You can also specify a consecutive range of extensions or agents by specifying the start and end extensions /
agents of the range separated by the dash character ("-7).
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8.3 ACD Hunt Groups Page

Add Filter [ B |3

Call Statuz I |nformation I Tranzferred Callz I Mizcellaneouz
General | Call Foute | ALD Hunt Groups | Direc:tin:nn&DDIl Diuration

Hunt Groupz

ou can filker agent statistics and ligt tles bazed on the ACD
Hunt Groups that the agents or extenzions are logged in to.
Select the hunt groups bo include from the list below.

] -

@ Show devices logged in to these groups

(71 Show devices not logged in to these groups

k. ][ Cancel H Help

This tab is used to specify the hunt group that a particular agent or extension was logged into or out of. This type of
filter predominately affects agent statistics, but it can also be used to filter calls. It is recommended that users only

use this tab to create a filter if the need to filter both agent statistics and calls within the one filter.

97



Business Dashboard and MiCC Office — Report Format

8.4 Direction, DDI, & Cost Page

The "Direction, DDI & Cost™ page allows you to run a report specifically for inbound or outbound calls, and filter
calls by DDI number or call cost. The controls within the “Inbound Calls Only” or “Outbound Calls Only" section only
enable when the appropriate button is selected at the Call Direction control. "All" includes calls in both directions. It

Add Filter

[ 7 Sl

Call Statuz | |mfiormation I Transferred Callz I Mizcelaneous

General | Call Boute | ACD Hunt Groups

Call Direction

( 'ou can filker on inbound or outbound calls.

Direction & DD | Diuration

I All Calls ] ’ Inbiound anly ] [Elutl:n:nund anily

[nbound Calls

Direct Dialled Digits (DD

—_— | [AH0]
CLI Received? Yes
Direct dialled only? Yes
Call Cozts

/ Call Cost —

Mo &l
Mo &l
[Ary]

Cost Group [[ﬁﬂ_'r']

Ok

][ Cancel H Help

is also possible to filter calls by call cost from this tab, either by precise cost or by cost groups.
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8.5 Duration Page

Add Filter [~ %3]

Call Statuz I |nformation I Transferred Call | tizcellaneous |

Gerneral | Call Route | ACD Hunt Groups | Direction & DO | Duratian
Call Tirmes
@ “f'ou can filker tiles bazed on the current duration of calls/e-mails.

Ring Time | x= - Om D=
Talk Time Om Ds
Total Time | 3= - O O
Hald Time | 3= - Orn O

Tirne Call Started

k. ] [ Cancel ] [ Help

The "Duration & Other” page allows you to run a report for only calls with a specific call length, ring time, talk time,
and / or hold time duration(s). You can also use the page to filter the report by the times that the call commenced.
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8.6 Call Status Page

Add Filter [~ B[]

| eneral I Call Route | ACD Hunt Groups | Directinn&DDIl Druration
Call Status | |nfarmation I Transferred Callz | Mizcellaneous

Call Type
UE r'ou can filker information bazed on the twpe of call or e-mail,
i Shiow external [trunk] calls
Shiow internal calls
Show e-mail mezzages

Call Statuz

@ 'ou can filker tiles bazed on the current statuz of calls...

Anzwered Calls? [ = ] [ Mo ] [ All J
Callldentified? [ wves | [ Mo | [ a1 ]
Yes Mo All
(] ] [ Cancel ] [ Help

This tab is used to filter calls and emails based on there type and call status.
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8.7 Information Page

Add Filker @

General I Call Boute I ACD Hunt Groups I Directiun&DDIl Ciuration
Call Statuz | Information | Transfered Callz | Mizcelaneous

Irmpart D ata

Y'ou can filter callzde-mailz on the telephone number / e-mail address,
and/or the Mitel MiCantact Center Office Import fields. Click the ™"
buttonsz to test filkers on the given field.

Telephone Moz /
E-mail Address

(]
Import Field 2 (]

k. ][ Cancel H Help

This tab is used to filter information based on the telephone number or associated information in the MICC OFFICE
Server telephone number import database. Several of the fields on this dialog are disabled in Reporter. This is
because such information in not known historically, but is known real time. The filter dialog has been designed to
look similar between Reporter Real-Time and Reporter, and so these unavailable fields are disabled.
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8.8 Transferr lIs P
Add Filter [~ %[5

General | Call Boute | ACD Hunt Groups I Directinn&DDIl Druratian
Call Status I Information | Transfened Callz | Mizcellaneous

Tranzfered Callz

'ou can filker callz based on where a call wasz transferred fram
ar trangferred to. Call Segmentation needs to be enabled on
the MICCO Server for thiz feature to wark,

ﬂ.“ Call diverted / transferred / recalled / overflowed from
=52 | hunt group or extension.

] -

ﬂ.“ Call diverted / transfered / recalled / overflowed to
=52 | hunt group or extension.

[Arw] -

0 Call diverted / tranzfered ¢ recalled / averflowed from

agent.
[Ary] -
0 Call diverted / transferred / recalled / overflowed to
agent.
[Any] -
k. ] [ Carnicel ] [ Help

This tab is used to filter calls based on where they transferred from or transferred to. For this type of filter to
function correctly, you must have enabled call segmentation on the MICC OFFICE Server.
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8.9 Miscellaneous

-

8dd Filter [ B |3

General | Call Boute | ACD Hunt Groups | Directinn&DDII Duratiu:un|
Call Statusz | Information I Transferred Calls | Mizcellaneous

Account Codes and Motes

Y'ou can filter calls / e-mailz bazed on the last account code
ar call annotation.

Last Account Code Entered
|

Call dnnotation Entered

Trunk, Lines

Y'ou can filker external call: based on the trunk line that the
h— call waz made or receirved on.

[ny] -

E-mailz

E 'ou can filker e-mail traffic bazed on the subject of the e-mail.

k. ][ Cancel H Help

This tab is used to filter calls and emails based on account code, call annotation, trunk line and email subject.
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