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NOTICE 

The information contained in this document is believed to be accurate in all respects but is not 

warranted by Mitel Networks™ Corporation (MITEL
®
). The information is subject to change 

without notice and should not be construed in any way as a commitment by Mitel or any of its 
affiliates or subsidiaries. Mitel and its affiliates and subsidiaries assume no responsibility for any 
errors or omissions in this document. Revisions of this document or new editions of it may be 
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No part of this document can be reproduced or transmitted in any form or by any means - 
electronic or mechanical - for any purpose without written permission from Mitel Networks 
Corporation. 
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Your Questions Answered 

 
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 I allocate call charges against a client or particular activity?  24 

Can I compare busy periods during the day?  37 

Can I compare busy periods for routed email during the day  85 

Can I compare call rates and statistics between extensions?  42 

Can I compare call statistics over several months?  34 

Can I compare general call statistics over several days?  28 

Can I compare general call statistics over several weeks?  31 

Can I compare inbound call statistics over several weeks?  32 

Can I compare inbound specific call statistics over several days?  29 

Can I compare outbound call statistics over several days?  30 

Can I compare outbound call statistics over several months?  36 

Can I compare outbound call statistics over several weeks?  33 

Can I compare general routed email statistics over several days?  82 

Can I compare general routed email statistics over several weeks?  83 

Can I compare general routed email statistics over several months?  84 

Can I 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 I easily print off a list of the Devices we have available?  17 

Can I easily print a list of the Agents that we have working for us?  18 

Can I easily print off a list of the Trunk Lines we have available?  15 

Can I quickly print off a list of the Direct Dial services we have available?  16 

Can I quickly see a spread of calls performed for specific clients or against certain activities?  38 

Can I really drill down to see very specific details on any calls?  20 

Can I see breakdowns of calls taken by individual hunt groups?  50 

Can I see breakdowns of routed emails taken by individual hunt groups?  86 

Can I see exactly the specific calls agents have been making and receiving?  51 

Can I see general time based figures on the activity of agents?  52 

Can I see how effectively we are handling Direct Dial services or campaigns?  40 

Can I see how long each agent has spent in each ACD state?  68 

Can I see how long each extension has been in each ACD state?  69 

Can I see how much actual call activity each Agent is responsible for?  55 

Can I see how much actual routed email activity each Agent experiences?  87 

Can I see how much each extension is costing us on call charges, at a glance?  25 

Can I see how well we are handling inbound calls?  27 
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Can I see the global trends for service levels over the last quarter?  67 

Can I see the domains of incoming routed emails?  81 

 

Can I see the total time and percentage of time that agents have been in all DND states?  81 

Can I see the total time and percentage of time that extensions have been in all DND states?  78 

Can I see which advert customers are responding to?  45 

Can I summarise the comprehensive call details?  19 

Can I tell how frequently we contact the same destinations on incoming and outgoing calls?  11 

Can I tell if we need to handle calls differently at different times during the day?  60 

Can I tell what proportion of calls fall in a particular band of charges?  39 

Can I tell which Agent's seem to be making or receiving calls from people that are not known 
to our database of customers?  74 

Can we see how inbound calls have been handled historically?  44 

How active on inbound and outbound calls are users on the system?  21 

How are inbound calls being handled throughout the day, should we look at recruiting more 
staff for specific periods? 43 

How are our telephone charges broken down into charge bands?  8 

How are users handling inbound calls?  46 

How busy are our lines during the day and what is the precise maximum number of lines 
that we use?  49 

How busy have the agents been?  53 

How can I see which individual calls cost the most and possibly identify abuse?  9 

How costly is each call?  6 

How does my inbound and outbound call traffic vary at different times during the day?  22 

How effectively are we handling and using telephony resources on a daily basis?  24 

How effectively are we using our telephone lines, do we have too few or too many?  41 

How efficient are the Agents in a group, who loses the most calls?  62 

How many calls have each of my agents made?  57 

How many calls have we transferred to external parties?  7 

How much does each outbound Agent cost us in call charges?  54 

How much time do agents spend processing different media for different periods of the day?  77 

How much time does each agent spend processing different media?  76 

How often do staff use services such as the operator or directory enquiries?  12 

How quickly are we answering calls?  47 

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? 56 

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?    88 

What are the specific details of all incoming and outgoing call?   2 

What are the specific details of all routed emails?   80 

What calls have we lost today?    5 

What proportion of calls are we successfully handling within our target answer time, are we 
providing too high or low a level of service?  63 



vii 

 

 

 
 

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?  75 

When are the agents logging in and out during the day?  70 

When during the day does the service level drop?  65 

When during the week are we not meeting service level targets?  66 

When have the sales team been changing status this morning?  58 

Which extension users are having operational difficulty with the telephone system?  48 

Which extensions seem to be transferring a high proportion of calls for further assistance, 
do they need more training?  73 

Which locations that we call are costing us the most?  10 

Which of my Agents is encountering call clash when trying to generate outgoing calls?  64 

Which of the Agents seem to be transferring a high proportion of calls for further assistance, 
do they need more training?  72 

Who appears to be having difficulty with outgoing calls, or is frequently having to drop 
outgoing calls to answer incoming calls?  4 

Who appears to be making or receiving calls from or to people who are not known to the 
company database?  23 

Who calls us most frequently?  14 

Who do we call most frequently  13 
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1. Overview of Reporter Modules 

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. 

 
 
Reporter Basic 
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. 

 
 
Reporter Pro 
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: 

 

 
Feature 

Reporter 
Basic 

Reporter Reporter 
Pro 

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   
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2. Reporter Basic Formats 
 

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 

 
 

 
 

 
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 
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2.2 Un-Returned Lost Calls 
 

"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. 

 

 

 
 
 

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 
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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. 

 
 

 
 
 

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 
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2.4 Call List, Lost Calls 
 

"What calls have we lost today?" 
 

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. 

 

 

 
 

 
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 
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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. 

 
 

 
 
 

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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2.6 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. 

 

 

 
 
 

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. 

 

 

 
 

 
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 I 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. 

 

 

 
 

 
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. 

 

 

 
 
 

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 
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2.10 Calls by Telephone Number 
 

"Can I 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. 

 

 

 
 

 
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 
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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. 

 
 

 
 
 

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 
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2.12 Top Dialled Numbers 
 

“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. 

 

 

 
 

 
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 the user. 

 
 

 
 

 
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 
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2.14 Configuration: ACD Agent List 
 

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

 

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. 

 

 

 
 

 
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 
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2.15 Configuration: DDI Number List 
 

"Can I 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. 

 

 

 
 
 

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 
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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. 

 

 

 
 

 
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 
database 
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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. 

 
 

 
 
 

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 
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3. Call Summary and Detail 
 
3.1 Call List Summary (Available from all Call List formats) 

 

"Can I summarise the comprehensive call details?" 

 

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. 
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3.2 Call List Detail (Available from all Call List Formats) 
 

"Can I 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. 
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4. Reporter Formats 

Reports can be run that immediately show trends and summary statistics against various call properties (e.g. call 
statistics by ½ 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. 

 
 

 
 

 
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 ½ hour period for calls which 
match the filters and fields specified by the user. 

 
 

 
 
 

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. 

 
 

 
 
 

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 I 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. 

 
 

 
 
 

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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4.5 Call Cost by Extension 
 

"Can I 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. 

 

 

 
 

 
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 number 
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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. 

 
 

 
 
 

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 Call Performance by Day with URL (Inbound) 
 

“Can I 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. 

 

 

 
 
 

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 
Calls 

The number of inbound calls that were not answered, and have either not subsequently called again and been 
answered, or been successfully called back 

% Unreturned Abandoned 
Calls 

The percentage of unreturned abandoned calls against the total number of inbound 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 I 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. 

 
 

 
 

 
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 
database % 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 I 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. 

 

 

 
 
 

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 

Calls Identified The number of calls that have been matched against the MICC OFFICE Server telephone number import 
database 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 (Outbound) 
 

"Can I 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. 

 
 

 
 

 
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 
database % 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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4.11 Call Summary by Week 
 

“Can I 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. 

 

 

 
 

 
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 
database % 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 I 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. 

 
 

 
 

 
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 

Calls Identified The number of calls that have been matched against the MICC OFFICE Server telephone number import 
database 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 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 Abandon Time The average time for an inbound call to be abandoned 
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4.13 Call Summary by Week (Outbound) 
 

"Can I 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. 

 

 

 
 

 
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 
database % 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 I 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. 

 
 

 
 

 
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 
database % 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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4.15 Call Summary by Month (Inbound) 
 

"Can I 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. 

 

 

 
 

 
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 

Calls Identified The number of calls that have been matched against the MICC OFFICE Server telephone number import 
database 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 I 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. 

 
 

 
 

 
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 
database % 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 Calls by Half Hour and Day 
 

“Can I 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 the user. 

 

 

 
 
 

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 I 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. 

 
 

 
 

 
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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4.19 Calls by Call Cost 
 

"Can I 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. 

 

 

 
 
 

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 



Business Dashboard and MiCC Office – Report Format 
Samples 

40 

 

 

 

4.20 Calls by DDI Number 
 

"Can I see how effectively we are handling Direct Dial services or campaigns?" 

 

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. 

 
 

 
 
 

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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4.21 Calls by Trunk Line 
 

"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. 

 

 

 
 

 
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 I 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. 

 

 

 
 
 

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 Inbound Calls by 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 ½ hour period for 
calls which match the filters and fields specified by the user. 

 

 

 
 

 
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 ½ hour period for 
calls which match the filters and fields specified by the user. 

 
 

 
 
 

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 Inbound Calls by DDI Number 
 

“Can I 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. 

 

 

 
 
 

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. 

 
 
 

 
 

 
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 Inbound Calls by Ring Time 
 

"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. 

 

 

 
 
 
 

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. 

 
 

 
 

 
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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4.29 Line Usage by 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 ½ hour period for calls which 
match the filters and fields specified by the user. 

 
 

 

 
 

 
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 
Server 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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5. Reporter Pro Formats 

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 I 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. 

 

 

 
 

 
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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5.2 Call List, Agent Specific 
 

“Can I 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. 

 

 

 
 

 
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 I 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. 

 
 

 
 

 
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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5.4 ACD Status Time by 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. 

 

 

 
 
 

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. 

 
 

 
 
 

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 



Business Dashboard and MiCC Office – Report Format 
Samples 

55 

 

 

 
 

5.6 Calls by Agent 
 

"Can I 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. 

 

 

 
 
 

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. 

 

 

 
 
 

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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5.8 Calls Completed by Agent 
 

“How many calls have each of my agents made?” 

 

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. 

 

 

 
 
 

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. 

 
 

 
 
 

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 Inbound Calls Abandoned Summary by Day 
 

"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. 

 

 

 
 

 
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 I 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. 

 
 

 
 

 
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 Inbound Calls Abandoned Summary by Half Hour and Day 
 

“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. 

 

 

 
 
 

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. 

 
 

 
 

 
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 Inbound Calls by Answer Time (Service Level) 
 

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

 

 

 
 

 
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 external calls. 

 
 

 

 
 

 
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 Service Level by Half Hour 
 

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

 

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. 

 

 

 
 
 

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. 

 

 

 
 
 

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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5.18 Service Level Summary 
 

“Can I 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. 

 

 

 
 
 

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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5.19 Status by Agent 
 

“Can I 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. 

 
 

 
 

 
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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5.20 Status by Extension 
 

“Can I 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. 

 

 

 
 
 

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 

 
 

 
 
 

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 I 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. 

 
 
 

 
 

 
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. 

 

 

 
 

 
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. 

 
 

 
 
 

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 I 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. 

 

 

 
 

 
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 
database % Unrecognised Calls The percentage of unrecognized calls against the total number of calls 
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5.26 Call Center Requirements by Half Hour and Day 
 

“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 managers and 
supervisors the amount of lines and agents necessary to meet specified service level criteria. 

 
 

 
 
 

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. 

 
 

 
 
 

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 ACD Status Time by Half Hour (Emails) 
 

“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. 

 

 

 
 
 
 

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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5.29 DND Status Time by Extension* 
 

“Can I 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. 

 

 

 
 

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

% Time in “????” 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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5.30 DND Status Time by Agent* 
 

“Can I 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. 

 

 

 
 

 
Field Description 

Agent The agent ID that this row applies to 

Description The description for this agent in the agent configuration database 

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

% Time in “????” 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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5.31 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. 

 

 

 
 

 
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 List by Domain 
 

“Can I 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. 

 

 

 
 

 
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 I 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. 

 

 

 
 

 
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 Email Summary by Week 
 

“Can I 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. 

 

 

 
 

 
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 I 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. 

 

 

 
 

 
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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5.36 Email Summary by Half Hour 
 

“Can I 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. 

 

 

 
 

 
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 I 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. 

 

 

 
 

 
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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5.38 Emails by Agent 
 

“Can I 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. 

 

 

 
 

 
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. 

 

 

 
 

 
Field Description 

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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6. Internal Call Reporting 
 
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 (Configured to show internal call statistics) – Reporter Pro 

 

 
 
6.2 Call Summary by Day (Configured to show internal call statistics) – Reporter 

 

 
 
6.3 Calls by Agent (Configured to show internal call statistics) – Reporter Pro 

 

 



Business Dashboard and MiCC Office – Report Format 
Samples 

90 

 

 

 

7. Creating a Report 

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: 

 

 Whether to produce a list or summary report. 

 The fields to display in the report. 

 How to summarise the report. 

 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. 

 

In addition, the user can take an existing report template, and alter it to suit their own requirements, either during 
the report creation process, or as soon as the report is complete. 

 

7.1 General Page 
 
 
 

 
 

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 
clicking in a report, and selecting “Properties”. 
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7.2 Date / Time Page 
 

 

 
 

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 
 
 

 
 

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 Filter 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 
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. 



Business Dashboard and MiCC Office – Report Format 
Samples 

94 

 

 

 

7.5 Miscellaneous Page 
 
 

 
 

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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8. Filters for Custom Report Design 

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 
 

 

 
 

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 
 
 

 
 
 

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 (¨-¨). 
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8.3 ACD Hunt Groups Page 
 
 

 
 

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. 
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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 
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 
 
 

 
 

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 
 
 

 
 

This tab is used to filter calls and emails based on there type and call status. 
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8.7 Information Page 

 

 
 
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 Transferred Calls Page 

 

 
 
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 
 

 
 

This tab is used to filter calls and emails based on account code, call annotation, trunk line and email subject. 
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