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Contact center reporting

NOTE: For detailed information on Call Accounting reports, see the Mitel Call Accounting Reports Guide.

The Contact Center Solutions Contact Reports Guide provides a description and an image of each report in the following report types.

Administrative reports

Administrative reports consists of the Employee Profile. It provides configuration data and contact information on each employee.

Voice reports

Voice reports provide detailed information about call performance. Voice reports can be run on the following devices: Employee, Agent and Agent
Group, Queue and Queue group, Team, Extension, Trunk, and DNIS.

Email reports

Email reports provide detailed information about email or SMS performance. Email reports can be run on the following devices: Agent, Agent
Group, Queue, and Queue Group. You can run these reports if you are licensed for Multimedia Contact Center Email. SMS reports are handled as
email reports in Version 6.0. To differentiate SMS contacts from email contacts in reports, we recommend you configure a queue to handle only
SMS contacts and run email reports on that queue only.

NOTE:

¢ Any email statistics in reports run on SMS only queues pertain to SMS contacts

o Any email statistics in Agent reports pertain to SMS contacts if the agent(s) are handling SMS contacts
Chat reports
Chat reports provide detailed information about Chat performance. Chat reports can be run on the following devices: Agent, Agent Group, Queue,
and Queue Group. You can run these reports if you are licensed for Multimedia Contact Center Chat.
Fax reports
Fax reports provide detailed information about fax performance. Fax reports can be run on the following devices: Agent and Agent Group. You
can run these reports if you are licensed for Multimedia Contact Center Fax.
Multimedia reports
Multimedia reports provide detailed information across media types: Voice, Email (includes SMS), Chat, and Fax. Multimedia reports can be run
on the following devices: Employee Group and Queue. You can run these reports if you are licensed for Multimedia Contact Center.
Intelligent Queue reports
Intelligent Queue reports provide detailed information about Intelligent Queue performance. Intelligent Queue reports can be run on Smart Choice
Layers and Smart Choice Ports. |Q DNIS reports provide detailed information about Intelligent Queue and DNIS statistics. You can run these
reports if you are licensed for Intelligent Queue.
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o Workforce Scheduling reports
Workforce Scheduling reports provide detailed information about schedules. Schedule reports can be run on Agents and Agent Groups. You can
run these reports if you are licensed for Workforce Scheduling.

o Schedule Adherence reports
Schedule Adherence reports provide detailed information about schedule adherence. Schedule adherence can be run on Employee Groups. You
can run these reports if you are licensed for Intelligent Queue.

e Custom Reports
Custom Reports are a collection of reports developed based on specific customer requests. You can run these reports if your Contact Center
Management license includes this type of report.

o Traffic Analysis Reports
Traffic Analysis Reports provide detailed information about trunk traffic.

The prairieFyre Service compares the raw telephone system data to the configuration of the YourSite database and forwards relevant files to the
Structured Query Language (SQL) database in real-time. Reporting Service run reports based on the data in the SQL database. You can produce
detailed reports on contact center statistics. Table 1 displays the reporting features included with Contact Center Management.

Time stamps for data produced in a 5000/Axxess configuration that uses a CT Gateway are based on the Enterprise Server's PC clock. If the
5000/Axxess configuration includes Remote Servers, then time stamps are based on the Remote Server's PC clock. Time stamps for the 3300 ICP are

based on the telephone system clock.

Table 1 Reporting features

On- Scheduled

Features ?::1:::: Reports
Produce presentation quality tables and charts (Microsoft Excel format) you can save X X
Generate reports for 15- 30-, or 60-minute intervals across any series of days you specify X X
Create reports for over-midnight shifts X X
Automatically email reports to contact groups and individual contacts.
NOTE: If you select printing and mailing options, Reporting Service prints and emails the reports. X X
Ensure the printing and mailing options are configured correctly for Reporting Service.
Produce reports you can run on demand X




Enterprise Edition reports

On-
Scheduled
Features man
demand Reports
reports
Create one report for each day in the selected date range X
Automatically print reports and charts X
Customize the output language of reports X
Set up schedules for reports you want to generate on a regular basis X
Set up schedules for agent groups, employee groups, and team reports you want to generate on a «
regular basis and automatically email to the group members
Set up schedules for Workforce Scheduling reports (work schedules) you want to generate on a «
regular basis and automatically email to the employees in these schedules
Execute scheduled reports on demand X

Enterprise Edition reports

Contact Center Enterprise Edition includes all Contact Center Management reports. Contact Center Business Edition includes a subset of essential
reports only. For more information, see the Contact Center Solutions Business Edition Reports Guide.

About this guide

All reports include a banner that contains the following details. (For simplification purposes this area has been excluded from the report examples
included in this guide.)

Report: Name of the generated report

Site: the name of the company or site within the company where the device(s) being reported on is located
Device: the device(s) being reported on Created by: the individual or department that generated the report
Filter: if applicable, displays the filtering options that were selected when generating the report

Date Range: the range of dates that were selected when generating the report

Created Date: the date the report was generated

See Figure 1 for an example of the report banner.
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Figure 1 Report banner
Report: Agent Group by Agent by Make Busy / DND Code
Site: prairieFyre Production Inhouse Date Range: 11/8/2010 - 11/12/2010
Device: 101 - All First Line Agents Created Date: 12/01/2010
Created By: mclare
Filter: Sort by @ Full Name asc

Because of space constraints not all report examples in this guide display in their entirety. However, all column headings for each report are described
in the table preceding the report example. In some cases a single device report contains slightly different information than a group report of the same
name. In these cases, the differences are noted in the table preceding the report example or examples of both single and group reports are supplied.

NOTE:
¢ Report statistics do not always align between reports because some report data is derived from the ACD data stream and some from the SMDR
data stream. For more information, see "Understanding ACD and SMDR report data" on page 5.
o Upto 28 columns of report data will display in a single page printed report.

To report an issue with this document, please email techpubs @ prairiefyre.com.



About this guide

Printing this reports guide

We have designed this reports guide as a double-sided flip-chart. Although printing options are specific to each printer, you must select the following
printing options to print a double-sided flip-chart reports guide:

¢ Double-sided

e Landscape

o Flip pages up (on the long side)

Understanding ACD and SMDR report data

All data used in reports and real-time monitors derives from ACD (Automatic Call Distributor) real-time data streams or SMDR (Station Message
Detailed Recording) data streams. Each of these streams connects the Contact Center Management server to the telephone system using a serial com
port or a TCP/IP network connection.

Each data stream is generated independently and has its own set of control attributes within the telephone system. The same telephone switch and
devices generate both data streams but the data that is produced does not always correlate. The only similarity between the two data streams is the
Answered ACD Queue Calls record, which is generated for both the ACD and SMDR data streams when an ACD call is answered, depending on
telephone system configuration.

The ACD data stream and the SMDR data stream can have records that are generated from the same action, for example, an agent answering an ACD
call, an agent connecting to an outbound call, and an agent answering an incoming call. ACD real-time events can be generated without an
accompanying SMDR record, for example, when agents log in and log out. SMDR records can be generated without an accompanying ACD real-time
event, for example, when agents enter Account codes or transfer calls, or when calls overflow, interflow, or abandon.

Agent information from the SMDR data stream can have multiple calls credited to an Agent ID, as an agent with multiple extensions can handle multiple
calls at once. Agent information from the ACD real-time event data stream displays the state of an agent and will only allow an agent to be in one state
at atime.

SMDR call information for an agent is related to the soft or hard set telephone, whereas ACD real-time event information is related to what the agent is
doing.

If you are reporting on a device (agent, extension, DNIS, queue, etc.), the first record where the device was present will dictate whether the call is
pegged as ACD or non ACD. For example, if a call was to be sent from an auto attendant to a queue and then answered by an agent, if you were torun a
DNIS report on this call, the call would be pegged as non ACD, so long as the DNIS is in the first call record. Altemnatively, if you were to run an agent
event report on this same call, the call would be pegged as an ACD call.
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ACD data stream

The ACD data stream is event based. Records are generated when an agent performs an action, for example, logging in, making a call, or putting a call
on hold. The ACD data stream reports on agent states and provides a summary of the Queue Real-time statistics.

If a path or agent group has the Real-time events option enabled, the telephone system will generate a summary of the path queue and agent group
queue statistics (for example, calls waiting in queue, longest waiting caller, and available agents) every 15 seconds.

ACD real-time events are generated when
o Anagent logs in or out of an extension.
An agent sets or removes Make Busy or Do Not Disturb.
An agent answers a call from an ACD path queue.
An agent enters or leaves Work Timer state at the end of an ACD path queue call.
An agent answers an incoming call that did not come from an ACD queue.
An agent makes an internal or external outbound call (the event is not generated until the call is answered).
An agent puts a call on hard hold (red button hold).
Any call that is on hard hold is answered or abandoned.
An agent completes their current call and enters an Idle state.

Agent event data is used to build Agent Event by Period reports. These reports show the data derived from the ACD real-time event stream (for
example, Logout date/time, Total shift time, Idle time, ACD true talk time, etc).

Agent information that is stored in the database is credited to the start time of the shift or the time that the agent logged in. When you run a report for an
Agent Event by Period report, the report will display all agent shifts for the day(s) you selected. An agent that logs in at 07:59 and works an eight hour
shift will have a single record generated in the Contact Center Management database. The record that is generated will be credited to the day they
logged in and will have a start time that falls within 07:45 to 07:59 interval.

SMDR data stream

SMDR data is call based and provides the data for almost all Contact Center Management reports, with the exception of Agent and Agent Group Event
by Period reports. The SMDR data stream is used for reporting on calls that have occurred and provides statistics for historical reports, real-time
monitors, and the following devices: trunks (all data), queues (all data, except for Current Calls Waiting, Longest Waiting Caller, and Agents On, which
come from the ACD real-time events stream), Account Codes (all data), DNIS (all data), ANI (all data), Extensions (all data), and Agents/Employees
(all historical reports, with the exception of Agent/Employee by Period reports, which come from the ACD real-time events stream). All agent monitor
data comes from the ACD real-time event stream.
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There are two classes of SMDR records: External SMDR (generated when a trunk is involved in the call) and Internal SMDR (generated when there are
no trunks involved in the call). Each sub-stream is governed by separate configuration options programmed on the telephone system and must be
enabled to send data to the Enterprise Server.

An External SMDR record is generated when a call does the following
o Acallis completed (when all parties involved in the call have hung up). This can be either an answered call or an abandoned call.
A call is transferred.
An Account Code is entered while the call is connected between the agent and the outside caller.
A call is abandoned.
A call is interflowed from the ACD queue to a new destination.
A call is requeued back to the ACD queue from an agent who did not answer the call.
A call is Queue Unavailable and routed to another answer point.

The following applies to Internal SMDR records:
« AnInternal SMDR record is generated when a call is completed between two internal devices (extensions or agents) with no outside parties
(trunks) involved in the call
o The call is an internal answered call only
o Calls to ACD queues report based on the dialable number of the queue not the reporting number, as with External SMDR records

SMDR based reports and statistics are events that originate when a caller initiates a call. The call can be handled by multiple queues and agents within
the contact center. An external call that arrives on a trunk can be offered to several queues and agents as the call is routed and transferred around the
contact center. The trunk sees this as a single call but the call will be credited to every device it passed through. Contact Center Management will credit
all parties and devices involved in the call and will record the talk time of each party and device involved in the call. It is important to understand how call
routing is being handled by the telephone system to properly interpret report statistics.

All SMDR derived statistics are credited to the 15-minute interval in which the call or call segment originated. For example, if an ACD queue call starts
at 07:59 and continues for 65 minutes, this call will credit the ACD queue with 65 minutes of talk time in the interval 07:45 to 07:59. In this example, ina
15-minute interval, a single call will account for 65 minutes of queue talk time. Calls are credited in this way to support Erlang C traffic calculations.
When call data is derived from the SMDR stream you cannot examine a call that is spread over multiple 15-minute increments as the data would not
make sense.

Service Level and your reports

To create meaningful reports you must understand the concepts behind the reports. Choosing a service level objective is the first step in a
comprehensive planning and management solution. The service objective identifies the average length of time a client who has called your company
(and obtained a trunk) waits for an available agent. It is the basis for planning and budgeting and links the resources you require to your service
objectives. Once you set a service objective, you should routinely access it to see how consistently you are meeting it, on a 15-minute or half-hour
basis. (The service level objective is defined as the queue service objective under YourSite=>Configuration=>Queue=>Queue.)
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Contact centers in different industries use different criteria for measuring service. Your service objective should reflect the type of service you provide
and the expectations of your customers.
¢ Revenue-based contact centers
In revenue-based contact centers where agents sell products or services, the net revenue per contact (call, email, SMS, chat, or fax is
considered when defining a service objective. Revenue-based contact centers strive to provide a high level of service with minimal blocking and
delays.
« Cost-based contact centers
In cost-based contact centers where agents provide customer service, contact handling incurs costs but does not provide additional revenues.
The level of service in cost-based contact centers is typically not as high as the level of service in revenue-based centers. Although the chance
of blocking is minimal, an almost certain delay in the ACD queue is to be expected.

Understanding the Service Level

Why is Service Level the standard measurement of service? Service Level provides the most accurate representation of the clients’ experience; it is
ultimately the client who decides what constitutes good service, and whether or not to end a contact (call, email, SMS, chat, or fax). It applies to
inbound transactions that must be addressed as they arrive.

When a contact (call, email, SMS, chat, or fax) enters a queue, the contact is processed in one of three ways:
« An agent answers the contact (handled contact).
o The client disconnects before an agent answers (abandoned contact) (calls and chats only).
o The contact is removed from the queue, and sent to another handling point (for example, to voice mail, an automated attendant, or another
queue), (interflowed contact).

Understanding the following terms will help you determine your Service Level objective:

Offered

All contacts (calls, email, SMS, chats, faxes) received by the ACD queue, regardless of how they are handled or routed, are referred to as offered
contacts. Offered contacts include ACD handled contacts and abandoned (long) contacts. ACD requeued contacts, Queue unavailable contacts, and
abandoned (short) contacts are not considered. Telephone system data on the offered contacts and Average Talk Time is used by the Erlang C
equation in calculating the agents required.

Handled

A handled contact (call, email, SMS, chat, or fax) is a contact opened by a live agent. Calls that listen to in-queue RAD messages are not considered to
be handled until an agent connects.
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Abandoned

An abandoned call is a call that does not reach an agent because the caller hung up. An abandoned chat is a chat that does not reach an agent because
the client ended the chat before an agent became available to chat.
Neither emails nor faxes can be abandoned.

Abandoned (long) calls/chats are calls/chats that end with an abandon time > Short Abandon. You define the Short Abandon you want under YourSite
=>Configuration=>Queue. The Short Abandon default is 6 seconds. If a caller hangs up after waiting 7 seconds, the call is considered a long abandon.
These long abandoned calls/chats are included in call/chat statistics.

Abandoned (short) calls/chats are calls/chats that end with an abandon time <= Short Abandon. You define the Short Abandon you want under YourSite
=>Configuration=>Queue. The Short Abandon default is 6 seconds. For example, if a caller hangs up after waiting just 6 seconds or less, the call is
considered a Short Abandon. Short Abandon calls are not included in call statistics.

Interflowed

The term interflow refers to a mechanism that directs a queue-delayed contact (call, email, SMS, chat, or fax) to another answering point (another queue
or, for voice, possibly voice mail). If the interflow timer expires, the contact is removed from the ACD queue and re-directed to yet another answering
point. The interflow time runs independently of the overflow time.

The interflowed statistic represents the total number of contacts removed from a queue and sent to another answering point. You configure the time at
which the interflow timer starts on the telephone system.

A contact is interflowed for one of the following reasons:
o The interflow time for the contact, as configured in the telephone system, is exceeded.
o The interflow time for the contact, as configured in the telephone system, is predicted to exceed the interflow time.
¢ Aclient chooses the Dial Out of Queue option, which removes the contact (calls only) from the queue and sends it to a predefined answering
point.
NOTE: The telephone system Dial Out of Queue feature is a user-initiated interflow feature. A Dial Out of Queue call is considered to be an
interflowed call by the telephone system, and is pegged as a Calls Interflowed statistic in the Contact Center Management reports.

The Interflowed (Short) are routed through a queue and interflowed before the Short Abandon threshold. Calls that interflow before the Short Abandon
time are not considered part of the Offered pool of calls, and are not considered in the calculation of the Service Level %.

The Interflowed (Long) are routed through a queue and interflowed after the Short Abandon threshold.
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Service Level Time

The Service Level Time is the threshold time used in calculating the Queue Service Objective.

Your Queue Service Objective might be for your agents to handle 80% (Service Level Percent) of contacts within 120 seconds (Service Level Time).
Y ou specify the Queue Service Objective under YourSite =>Configuration=>Queue.

The default Service Level Time for calls and chats = 120 seconds. The default Service Level Time for emails and faxes = 120 minutes.
Service Level Count

Service Level Count = The number of contacts answered within the specified Service Level Time.

Service Level Percent

Service Level Percent = Service Level Count + ACD offered

For calls and chats, the Service Level percent is the number of calls/chats which are handled, abandoned, and interflowed before a defined threshold
time (Service Level time), compared to the total number of calls handled, abandoned, and interflowed. The Service Level percent = (Handled +
Abandoned (long) + Interflowed (long)) within the Service Level time + Total (Handled + Abandoned (long) + Interflowed (long)).

For emails and faxes, the Service Level percent is the number of emails/faxes which are handled and interflowed before a defined threshold time
(Service Level time), compared to the total number of emails/faxes handled and interflowed. The Service Level percent = (Handled + Interflowed (long))
within the Service Level time + Total (Handled + Interflowed (long)). (See Figure 2.)

In Figure 2, the Service Level Objective is to handle 80% of calls within 30 seconds. The calls waiting in queue for 60 seconds are routed to voice mail.
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Figure 2 Service Level Percent
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Service Level and your reports

beyond the service level time, are included in the Service Level percent calculation as part of the Calls Offered.

NOTE: When you manually redirect (drag and drop) a call in Interactive Visual Queue, Contact Center Management changes the way the call is pegged
on the Queue Performance reports. If you redirect a call before the short abandon time set for the queue, the call is pegged as Unavailable. If you
redirect a call after the short abandon time set for the queue, the call is pegged as Interflowed. An internal ACD call is pegged as Abandoned if the call is

redirected at any time.
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Setting the Service Level objective

Although there is no industry standard Service Level objective, generally sales queues are set for 80 percent of callers to be answered within 20
seconds, and technical support queues are set for 80 percent of callers to be answered within 120 seconds.

You can also determine your Service Level objective based on six weeks data. After collecting the data, calculate the duration it takes for the average
caller to abandon. If most callers abandon after two minutes, then you set the Service Level objective for 80 percent of callers to be answered within 120
seconds.

An appropriate Service Level objective is one that
o Satisfies callers’ expectations for service
« Keeps abandonment in check (at less than five percent)
o Minimizes expenses and maximizes revenue
o Meets with the approval and support of agents, supervisors, and senior management

Once you determine what Service Level objective you want to use, you set your set your queue service objective to matchiit.
To set the Service Level objective (Queue service objective), click YourSite=>Configuration=>Queue=>Queue. (See Figure 3.)

The voice statistics defaults are

Service Level percent = 80%

Service Level time = 120 seconds

Short Abandon threshold = 6 seconds

Short Handle threshold = 20 seconds

Overflow is set at the telephone system and there is no default

Interflow is set at the telephone system and there is no default

Wrap-up time is set at the telephone system and we recommend you set it for 1 second

12
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Figure 3 Queue voice tab
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Routing contacts to optimize service
To optimize service, you can use the following routing strategies that involve resources outside of the target agent group:
Overflow calls

You can overflow calls from busy agent groups to less busy agent groups during peak periods. You can route calls to agents who primarily perform non-
ACD work but act as reinforcements during busy periods, and to supervisors.

Interflow calls, emails, chats, faxes

Contact centers that provide extended or around-the-clock service can interflow contacts to other sites. For example, you can interflow mid-day
contacts received by a busy centerin San Francisco to agents working the late-afternoon shift at a center in Philadelphia. This optimizes contact
handling without scheduling additional agents.

Forward calls to voice mail

You can program the ACD to forward calls to voice mail so callers can leave messages instead of waiting for live agents. Call-back messaging helps to
balance agent workloads between peak call periods and slow periods.

Contract calls to customer-care bureaus

During peak periods, you can route simple, routine calls externally to customer-care bureaus. Service bureaus collaborate with contact centers to set up
scheduling and monitoring practices, and train agents to handle calls that vary in complexity.

13
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Forecasting

Using the Forecasting tool, you can create forecasts based on historical contact center traffic volumes. You can perform “what-if” scenarios, and
optimize the balance between the agents scheduled and your Service Level objectives.

To forecast schedule requirements:

1. Load historical data.

2. Modify historical data if required.

3. Specify Service Level objectives.

4. Perform aforecast.

5. Print the forecast or export it to Workforce Scheduling.

Forecasting concepts

Forecasting is an imprecise science. The accuracy of your forecast increases markedly with the size of your data sample. You take a year (or
preferably two or three years) of ACD queue traffic data, examine trends in Call Load patterns, break down the information, and determine the ACD
Handling Times of the calls. You then modify the forecast based on current contact center activities and other considerations, such as absenteeism,
agent breaks, holidays, and training.

The range of dates you specify in a forecast depends on its purpose. You use long-term forecasts to estimate future budgets and expansion
opportunities, and establish corporate objectives. You use shorter-term forecasts of one to three months to assist you in determining seasonal staffing
requirements, planning for short-term sales campaigns, and assessing upcoming hiring needs. Using weekly, daily, and hour or half-hour forecasts, you
can tweak agent schedules and adjust for absenteeism.

After you run a forecast, you can examine the data and make adjustments based on current contact center conditions. You can tweak the forecast by
adding or reducing calls, based on your intuition, and information gathered by yourself and others. You can devise a system that involves the
collaboration of supervisors and managers from various departments. You can meet routinely to discuss factors that may influence the forecast for the
year and adjust it accordingly.

Some issues to consider are as follows: hardware or software system changes, expected callers, advertising and media, changes to your products,
services and/or pricing, new products, product performance, competitors actions, and international, national, and company events. It is vital you devise
a systematic forecasting process that all departments support.
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Forecasting terms

Conducting a forecast involves accurately estimating Time to Handle, Wrap Up Time, and ACD Calls Offered values. The following terms are used in
forecasting resource requirements:

Service Level Time

See "Service Level Time" on page 10.

Service Level Count

See "Service Level Count" on page 10.

Service Level Percent

See "Service Level Percent" on page 10.

Wrap Up Time

Wrap Up Time is the time an agent spends completing transactions associated with a call after the agent hangs up. The Wrap Up Time is a
standardized period. If an agent requires additional time to complete paperwork or online transactions the agent can leave the ACD queue
temporarily for this purpose.

Agent Efficiency Percent

Agent Efficiency Percent is the percentage of time agents spend on ACD calls relative to the time agents are scheduled to work. An Agent
efficiency percentage of 100 is unrealistic. Agents routinely take breaks, perform other non-ACD duties, make outgoing calls, and place
themselves in Make Busy.

Average Talk Time

Average Talk Time is the average time agents spend talking to callers.

Calls Offered

See “Offered” on 8.

Manned Agents

Manned Agents is the average number of agents who were logged on for the interval of time being forecasted.

Time to Handle

Time to Handle is the average time calls wait in queue before agents handle them.

ACD Handling Time

ACD Handling Time is the talk time plus the hold time. If an agent calls a supervisor in search of more information (while the caller is on hold) or
transfers or conferences the call, the system adds these times to the ACD Handling Time value. For example, an agent speaks to a caller for two
minutes and then puts the caller on hold for three minutes and tries to solve the problem. This might include a call to the supervisor. The agent
then initiates a conference call with the caller and a third party and they speak for three minutes and resolve an issue. Therefore, the ACD
Handling time for the agent is 2 + 3 + 3 = 8 minutes.

Call Load

The term Call Load refers to the combined effect of the number of calls received by the ACD queue and their duration or the calls offered x
(average ACD Handling Time + average Wrap Up Time).
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Creating reports

You generate reports to monitor agent performance and the service levels provided to customers. Running 5 to 10 reports per month is common
practice. Supervisors monitor the trainees and agents with consistently low scores more frequently than other agents. Resource limitations typically
influence the frequency of monitoring.

Before you run reports, set up contacts or contact groups to whom you will email reports, and ensure the printer on which you will print reports is
configured in Reporting Service. See "Appendix A: Reporting Service" on page 590.

NOTE: Users must have Excel installed on their computers to view the reports.

Generating on-demand reports

You can run any report on demand. Using security roles, you can restrict access to any or all reports with advanced security features using report lists.
For more information, see the Mitel Contact Center Solutions User Guide.

NOTE:
o Users must have Excel installed on their computers to view the reports.
o Eachtime you run a report, Reporter retains the Start hour, End hour, Interval, and Days to include report parameters last selected.
o You can generate multiple reports simultaneously by selecting more than one report in the list and clicking Submit.

You can email reports to

¢ Global contacts
These consist of employee email addresses configured in YourSite=>Configuration=>Employee=>Employee.

« My email contacts
These consist of personal email addresses you configure in My options=>My contacts=>My email contacts.

« My email contact groups
These consist of mailing lists, comprised of global contacts and your My email contacts, you configure in My options=>My contacts=>My email
contact groups.
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Setting up My email contacts for emailing reports

To set up groups for emailing reports:

1. Click My options=>My contacts=>My email contacts.
The My email contacts window appears.
2. Click Add.
The Add contact window appears.
3. Type the fist name, last name, and email address of the person to whom you will email reports.
4. Click Save.

Setting up My email contact groups for emailing reports

If you intend to email the report to more than one recipient you must add the recipients to a mailing list and then associate the recipient(s) with a group.

To set up groups for emailing reports:

1. Click My options=>My contacts=>My email contact groups.
The My email contacts window appears.
2. Click Add.
The Add contact window appears.
3. Type the name and description of the email group to which you will email reports.
4. Click Save.
The new email contact group appears on the My email contact groups window.
Across from the record of the contact group, click Members.
Under Available members, select the check boxes of the members you want to add to the group.
Click Add>>.

No o

Reporter parameters

The complete list of Reporter parameters follows:

¢ Report type
The Report type field specifies the report name.

¢ Queue
The Queue field specifies the reporting number for the queue on which you are reporting.

o Start date/End date
The Start date and End date lists specify the range of dates used in the report. You can pick any calendar date as the start date and any date later
in the calendar year as the end date.

17
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o Start hour/End hour
The Start hour and End hour lists specify the hours of the day included in the report.
e Days to include
The Days to include check boxes specify days of the week to include in the report.
¢ Interval
The Interval list specifies the report period: by 15, 30, or 60 minutes.
¢ Report mode
The Report mode gives you the option of a default report that spans one day, or an over-midnight report that spans two days (for example, an
over-midnight report can cover from 10 P.M. on day one to 10 A.M. on day two).
NOTE: The time span cannot exceed 24 hours.
e Output language
The Output language lists the language used in the report tables and charts: English, French, Spanish, Portuguese, Dutch, German, or Italian.
o Email to
The Email to check box emails the report spreadsheet and associated graph to the email address selected in the email to list. You add contacts
and contact groups to the Email to list under the My options menu.
e Print
The Print check box prints the report spreadsheet and associated graph.

Running reports

NOTE:

e Some reports are stored in SQL data tables as devices instead of intervals. Reports stored as devices cannot be run for a specific time range and
can only be run 24-hour periods. If the Start Hour and End Hour options in the Contact Center Management / Call Accounting website are
disabled, the report can be generated for 24-hour periods only.

o If you run areport that results with Data Limit Exceeded in the inbox, you must re-run the report using a shorter time span.

You run all reports in the manner described below. (See Figure 4.)

NOTE: The steps below detail how to run an Agent Group Performance by Period report.
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To run a report

1.

2.
3.

® N O

11.
12.
13.

14.
15.

16.

17.
18.
19.
20.

21.

o ©

Click Reporter=>Voice=>Agent reports.
The Basic tab appears. If you want to run an Administrative report, then you select Reporter=>Administrative=>Employee reports.

After Report type, select the Agent Group Performance by Period report.

After Agent group, click one or more agent group.
Hold down the <Shift> key or <Ctrl> key to select more than one agent group.
NOTE: If you want one report that spans two days (for example, from December 3 at 9 P.M. to December 4 at 5 A.M.), then make the Start date
and the End date the date the shift begins (December 3). If you make the Start date the date the shift begins (December 3) and the End date the
date the shift ends (December 4), you will generate a report that spans three days (December 3 from 9 P.M. to December 5, 5 A.M.). The time
span for each shift cannot exceed 24 hours.

After Start date and End date, specify the start and end dates for the report.
After Start hour and End hour, specify the start and end hours for the report.
After Interval, specify the time interval in which the statistics will appear in the report.
If your contact center does not operate 24 hour a day, after Report mode, click Default.
If you want to run a report over midnight, click Over midnight.
The Over midnight report mode is most appropriate for 24-hour contact centers.
After Days to include, select the days of the week to include in the report.
Click the Filter tab.
NOTE: The Filter tab is available for Call Accounting, Lifecycle, Workforce Scheduling, and Make Busy / DND Code reports only. For all other
report types, skip to step 12.
Specify the filtering options to include in the report.
Click the Advanced tab.
If you want to create a separate report for each day in the date range you selected, select the Create one report for each day in the selected
date range check box.
After Report output language, select the language used in the report output.
After Render type, specify how you will view reports, either in Excel or .pdf format.
This option is available for Call Accounting, Lifecycle, Workforce Scheduling, and Flexible Reporting reports only.
If you want to email the report, select the Email to check box and specify to whom you will email the report:
e A contact group, select the this contact group check box, and select a group
¢ One contact only, select the this contact check box, and select a contact
e A contact that is not listed, select the this email address check box, and type the email address
You add contacts and contact groups to the Email to list under My options=>My contacts.
If you want to print the report spreadsheet, select the Print the report check box.
If you want to print the report chart, select the Include charts when printing check box.
Click Submit.
The Report submitted screen appears.
Click View Report Inbox.
The Report Inbox window opens, listing all created reports.
Click View to open a report.
The report opens in Microsoft Excel.
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Figure 4 Reporter: Basic tab
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Scheduling reports to run automatically

Use Scheduled Reports to set up timetables for generating voice reports, email reports, chat reports, fax reports, multimedia reports, Workforce
Scheduling reports, and Intelligent Queue reports. You can restrict access to any or all reports with security roles using report lists. For more

information, see the Contact Center Solutions User Guide.

Scheduled Reports renders a grid and chart in Microsoft Excel in your browser. It retains the report start hour, end hour, interval, and report days last

selected.
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Scheduled reports parameters

Scheduled Reports renders a grid and chart in Microsoft Excel in your browser. It retains the report start hour, end hour, interval, and report days last
selected.

To create a scheduled report you must complete the following parameters on the properties and distribution tabs:
¢ Schedule name
The Schedule name field defines the name of the report schedule.
o Schedule will run
The Schedule will run field specifies the day(s) the report will run.
e at
The at field defines the time the scheduled report will run.
o Reports time span
The Reports time span field defines the period which the report will cover.
o Output language
The Output language field specifies the language used in the report tables and charts: English, French, Spanish, or Dutch.
e Email to
The Email to field defines the Email contact group to which you are sending the report.
e Print
The Print check box indicates that the scheduled report will be printed every time it is generated.

Generating scheduled reports

NOTE: During the nightly maintenance routine, the entire day’s raw telephone system data is re-summarized from the local hard drive into the SQL
database. In the event the SQL database is stopped and restarted during the day, re-summarizing the data ensures the SQL database has the entire set
of raw data files. Reports are based on the data in the SQL database. We recommend you schedule your reports to run after the nightly maintenance
routine runs, that is, after 2:00 A.M., to ensure the reports are based on the entire day’s raw telephone system data.

To generate a scheduled report

1. Create areport schedule.
2. Add reports to the schedule.
3. Select the date and time the scheduled reports run.

You can create three types of report schedules: Contact Center Management Report schedules, Contact Center Management User report schedules,
and Workforce Scheduling report schedules.

Using Contact Center Management Reports schedules, you can

o Run reports on all contact center devices
o Distribute reports to yourself and to a contact, a contact group, or a specific email address
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Using Contact Center Management User reports schedules, you can
¢ Run reports on agents and employees
o Distribute reports to yourself and to individuals within the agent groups, employee groups, and/or teams you select

Using Workforce Scheduling Report schedules, you can
¢ Run reports on employee schedules.
o Distribute agent/employee report schedules to yourself and to individual employees associated with the schedules you select.

Creating report schedules

NOTE:
o You must create a schedule and save that schedule before you can add reports to that schedule.
¢ You add contacts and contact groups to the Mail Reports from This Schedule To list under the My Options menu.
o If you select printing and mailing options, Reporting Service prints and emails all of the reports included in the schedule on the date the system
runs the reports.

You can create report schedules for Contact Center Management reports, Contact Center Management User reports, and Workforce Scheduling
reports. Using Contact Center Management User report schedules and Workforce Scheduling Report schedules, you can distribute agent/employee
reports and work schedules using an automatic email system. The auto-mailer emails the reports and schedules to the individual agents/employees
who are members of the agent groups, employee groups, or teams you select for distribution.
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Creating Contact Center Management Report schedules

To create a schedule for Contact Center Management reports:

1. Click Reporter=>Scheduled Reports.

The Contact Center Management Report schedules tab appears.
2. Click Next>>.

The Properties tab appears.

See Figure 5.

Figure 5 Scheduled Reports: Properties tab
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3. After Schedule name, type a schedule name.
4. After Schedule will run, select the schedule frequency, for example, every day, every Wednesday, or the start of month.
When you select the day, all the reports associated with this schedule will be printed that day, every week.
5. Afterat, click the time of day the schedule will be activated.
For example, if you select Wednesday at 7:00 A.M., all the reports associated with this schedule will be printed every Wednesday at 7:00 A.M.
6. After Reports time span, select atime span.
If you select Year to date, the report output includes all days from 1 January to the present date. If you select From given start date to current date
option you will produce reports for your fiscal year.
7. Click the Distribution tab.
See Figure 6.
8. If you want to email the report to a contact group, under Excel distribution, select the Email to check box, click this contact group, and then
select a group.
You add contacts and contact groups to the Email to list under My options=>My contacts.
9. If youwant to email the report to one contact only, select the Email to check box and then select a contact.
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10. If you want to email the report to a contact that is not listed, select the Email to check box, click this contact, and then type an email address.
11. If you want to print the report spreadsheet, under Excel distribution, select the Print check box.
12. If you want to print the report chart, select the Include charts when printing check box.
13. Click Save.
14. Add reports.
See "Adding Contact Center Management reports to schedules" on page 25.

Figure 6 Contact Center Management Schedules: Distribution tab
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Creating Contact Center Management User report schedules

To create a schedule to automatically email agents/employees their reports:

1. Click Reporter=>Scheduled Reports.
2. Click the Contact Center Management User report schedules tab.
3. Click Next>>.
The Properties tab appears.
4. After Schedule name, type a schedule name.
5. After Schedule will run, select the schedule frequency, for example, every day, every Wednesday, or the start of month.
When you select the day, all the reports associated with this schedule will be printed that day, every week.
6. Afterat, click the time of day the schedule will be activated.
For example, if you select Wednesday at 7:00 A.M., all the reports associated with this schedule will be printed every Wednesday at 7:00 A.M.
7. After Reports time span, select a time span.
If you select Year to date, the report output includes all days from 1 January to the present date. If you select From given start date to current date

option you will produce reports for your fiscal year.
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8. Click the Distribution tab.
See Figure 7.

You can email reports to members of agent groups, employee groups, and teams.

Click the type of group to which you want to email agent and employee reports.
10. Select the check boxes of the groups.
11. Click Save.

12. Add reports.
See "Adding agent and employee reports to Contact Center Management User reports schedules" on page 26.

Figure 7 Contact Center Management User report schedules: Distribution tab
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Adding reports to schedules
NOTE: Before you can add reports to schedules, you must save the schedules.
Adding Contact Center Management reports to schedules

To add a report to a Contact Center Management schedule:

1. Onthe Manage schedule screen, click Add Report.

2. Select the report category, for example Queue Reports.

3. Under Report Type, select the report you want to add to the schedule.

4. Under Queue, select the queue on which you want to report.

5. Inthe Start hour and End hour lists, select a start hour and end hour for the report.
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8.
9

10.
11.
12.

If applicable, after Interval, select the time interval for reporting: 15, 30, or 60 minutes.
NOTE: You must select Over midnight if midnight occurs between the start and end times you selected. For example, the Over midnight report
mode is most appropriate for 24-hour contact centers.

After Report Mode, select either Default or Over midnight.
NOTE: If you want a report that spans over midnight (for example, from December 3 at 9 P.M. to December 4 at 5 A.M.), then make the Start
date and the End date the date the shift begins (December 3). If you make the Start date the date the shift begins (December 3) and the End date
the date the shift ends (December 4), you will generate a report that spans three days (December 3 from 9 P.M. to December 5, 5 A.M.). The time
span for each shift cannot exceed 24 hours.

Under Days to include, select the days of the week to include in the report (the days of the week your business is open).
Click the Advanced tab.

After Output language, select a language.

Click Submit.

Specify dates and times reports run.

See "Specifying dates and times scheduled reports run" on page 27.

Adding agent and employee reports to Contact Center Management User reports schedules

To add agent and employee reports to a Contact Center Management User report schedule:

1.

2
3.
4.
5

—_—
A0 © 0N

On the Manage schedule screen, click Add Report.

Select the report category, for example Agent Reports.

Under Report Type, select the report you want to add to the schedule.

In the Start hour and End hour lists, select a start hour and end hour for the report.

If applicable, after Interval, select the time interval for reporting: 15, 30, or 60 minutes.
NOTE: You must select Over midnight if midnight occurs between the start and end times you selected. For example, the Over midnight report
mode is most appropriate for 24-hour contact centers.

After Report Mode, select either Default or Over midnight.
NOTE: If you want a report that spans over midnight (for example, from December 3 at 9 P.M. to December 4 at 5 A.M.), then make the Start
date and the End date the date the shift begins (December 3). If you make the Start date the date the shift begins (December 3) and the End date
the date the shift ends (December 4), you will generate a report that spans three days (December 3 from 9 P.M. to December 5, 5 A.M.). The time
span for each shift cannot exceed 24 hours.

Under Days to include, select the days of the week to include in the report (the days of the week your business is open).
Click the Advanced tab.

After Output language, select a language.
Click Submit.
Specify dates and times reports run.
See "Specifying dates and times scheduled reports run" on page 27.
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Adding work schedules to Workforce Scheduling Report schedules

To add work schedules to a Workforce Scheduling Report schedule:

On the Manage schedule screen, click Add Report.
Click Workforce Scheduling schedule reports.
Under Report Type, select the work schedule you want to add to the schedule.
Click the Advanced tab.
After Output language, select a language.
Click Submit.
Specify dates and times reports run.
See "Specifying dates and times scheduled reports run" on page 27.

Nogakowdh=

Specifying dates and times scheduled reports run

If you want your scheduled reports to run at any other time but immediately, you specify the date and time you would like the reports to be run when you
create the schedule. See "Creating report schedules" on page 22.

To generate scheduled reports immediately:

1. Click Reporter=>Scheduled Reports.

2. Under Work with an existing schedule, select the schedule you want to generate.

3. Click Execute schedule now.
The Execute schedule now window appears.
NOTE: If you want a report that spans over midnight (for example, from December 3 at 9 P.M. to December 4 at 5 A.M.), then make the Start
date and the End date the date the shift begins (December 3). If you make the Start date the date the shift begins (December 3) and the End date
the date the shift ends (December 4), you will generate a report that spans three days (December 3 from 9 P.M. to December 5, 5 A.M.). The time
span for each shift cannot exceed 24 hours.

4. Inthe Start date and End date calendars, click a start date and end date the report will run.

5. Click Submit.
Scheduled reports generates the reports associated with the schedule and files them to your personal report inbox immediately.

Editing schedules

To edit a schedule:

1. Click Reporter=>Scheduled Reports.

2. Under Work with one of your existing schedules, select the schedule you want to edit.
3. Click Manage.

4. Edit the pertinent data.

5. Click Save.
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Deleting schedules

To delete a schedule:

1. Click Reporter=>Scheduled Reports.
2. Under Work with one of your existing schedules, select the schedule to which you want to add a report.
3. Click Manage.
4. Click Delete.
The Are you sure that you want to delete this schedule? box appears.
5. Click OK.

Report inbox parameters

You can view a report from the Report inbox. The Report inbox includes
o Today’s reports
Today’s reports displays all of the reports generated today under your user name.
o Yesterday’s reports
Yesterday’s reports displays all of the reports generated yesterday under your user name.
o All of your reports, and
All of your reports displays all of the reports generated under your user name over the last 30 days.
¢ Inbox manager links
Inbox manager deletes reports from your inbox by date range.

The Report inbox has the following parameters:

¢ Report type
The Report type field lists the report name.

o Media server
The Media server field defines the media server against which you are running the report.

¢ Reporting
If you are creating an Agent group report, then the Reporting field specifies the reporting number of the Agent group. If you are creating an Agent
report, then the Reporting field specifies the reporting number of the Agent.
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o Name
If you are creating an Agent group report, then the Name field specifies the name of the Agent group. If you are creating an Agent report, then the
Name field specifies the name of the Agent.

¢ Request date
The Request date field is the date and time the report was run.

o Status
The Status field confirms if your report is ready. When Complete appears in the status field the report is waiting in your Report inbox. When
Pending appears, the report is not ready. No data means no records were available for the parameters you specified. Failed means the report did
not generate. If a report fails, check the Report Writer log in installation Log directory.

o View
The View command displays reports generated in Microsoft Excel.

¢ Delete
The Delete command deletes reports from your report inbox.

Viewing reports

NOTE:

o The date format for Contact Center Management is tied to the regional settings on your client computer. For example, if you configure your
computer to display the date as mm/dd/yyyy, when you browse to the Contact Center Management web Ul, the Contact Center Management
applications and any reports you generate display the date as mm/dd/yyyy.

o If you run areport that results with Data Limit Exceeded in the inbox, you must re-run the report using a shorter time span.

The Report Inbox application displays all on-demand, scheduled, and forecast reports generated under your user name.

To view report details:

1. Click View Report Inbox (on the Reports submitted page) or click Report Inbox=> Today’s reports.
The Status field confirms if your report is ready. When Complete appears in the status field the report is waiting in your report inbox. When
Pending appears in the inbox, the report is not ready. When No data appears in the inbox, no records were available for the parameters you
specified. When Data limit exceeded appears in the inbox, the time span selected was too great. Select a shorter time span and rerun the report.
When Failed appears in the inbox, the report did not generate. If a report fails, check the Report Writer log in installation Log directory.

2. Click the expansion box adjacent to the report to review report status details.

3. View the report grid and chart.
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Producing your own graphs in Excel

You can graph other results by highlighting one or more columns of data in the spreadsheet and using the Excel Chart Wizard. You can also use the
Excel Chart Wizard to change the grid style. For instructions, see Microsoft Excel Help.

Deleting reports

Maintenance Service deletes all reports that are 30 days or older from your report inbox. You save any reports you want to retain beyond 30 days to your
hard drive or network directory.

Report writer uses the following criteria to determine a report’s age:
¢ On-demand reports
For on-demand reports, the request date governs the report’s age.
e Scheduled reports
For scheduled reports, the date the system generates the report governs the report’s age. Inbox manager does not delete reports you schedule to
run in the future.

To delete all reports submitted on a given date:

1. Click Report Inbox=>Inbox Manager.
2. Select a date range for deleting reports.
3. Click Delete.
Inbox Manager deletes all reports submitted on the date(s) in question.
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Troubleshooting missing data

If you run a report and notice that the data for a particular device is missing from the report output, verify the device is programmed in the telephone
system and in the YourSite database. If you determine the device is missing from the database, add it to the database and use the Summarize Data
command (on the Management Console application) to update the prairieFyre Service and the SQL database with the complete telephone system data
stored on the local hard drive. You can then produce reports on the device.

You must create associations in the YourSite database in order to report on devices. The prairieFyre Service compares the raw telephone system data
to the configuration of the YourSite database and forwards relevant files to the Structured Query Language (SQL) database in real-time. Reports are
based on the data in the SQL database.

Licence violations

An employee is a physical person being tracked in your contact center. Employees can have multiple agent IDs. The number of employees you program
in the YourSite database must be consistent with your software licence. If you have more employees programmed than your licence permits, “[licence
Is In Violation of Max Agents Allowed]” will appear in place of your company name on the Contact Center Management user interface (Ul) and on any
reports you generate.

Custom reporting options

There are three additional methods for viewing your contact center data, besides Contact Center Management reporting: Flexible Reporting, Stored
Procedures, and SQL Views.

Each method provides you with a unique view of the data collected from your contact center. Selecting the most effective method to display your data
depends on your current contact center situation. Optionally, you can use these methods in conjunction to provide enhanced flexibility and enable
integration with other applications.

NOTE: Customers are required to sign a non-disclosure agreement (NDA) in order to access the stored procedures and views. The Contact Center
Solutions database and its attendant stored procedures and views are the intellectual property of prairieFyre Software Inc. Access is granted solely for
use by prairieFyre customers and the information contained therein is not to be used for any commercial purposes or communicated to any third parties
not covered by the NDA.
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Flexible Reporting

Flexible Reporting is an optional application that works in conjunction with Contact Center Management to enable users to create fully customized
reports. Flexible Reporting reports can be created by either modifying an existing Contact Center Management report or by creating an entirely new
report. Using Flexible Reporting, you can:
e Add, delete, or move columns in Contact Center Management reports
Rename column headers
Add a custom logo to the report header
Modify existing report column calculations
Create new columns using custom calculations
Create blank columns to insert third-party data

Report statistic naming conventions differ from Flexible Reporting reports to Contact Center Management reports. The following tables list Flexible
Reporting report statistics and their Contact Center Management report statistic equivalents.

Table 2 compares the Flexible Reporting statistics to the Contact Center Management reporting statistics for the Queue Performance by Period report.

Table 2 Comparison of report statistic names - Queue Performance by Period report

Contact Center Management reporting

Flexible Reporting statistic statistic

Activity Period

Activity period

Queue answered

ACD calls handled

Total Queue answered

Total Queue answered

Queue abandoned count

Calls abandoned (long)

Total Queue abandoned count

Total Calls abandoned (long)

Queue interflowed

Calls interflowed

Total Queue interflowed

Total Calls interflowed

Queue requeued

Calls requeued
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Flexible Reporting statistic

Contact Center Management reporting
statistic

Total Queue requeued

Total Calls requeued

Queue unavailable

Queue unavailable

Total Queue unavailable

Total Queue unavailable

Queue answer by group 1

Answered by ACD group 1

Total Queue answer by group 1

Total Answered by ACD group 1

Queue answer by group 2

Answered by ACD group 2

Total Queue answer by group 2

Total Answered by ACD group 2

Queue answer by group 3

Answered by ACD group 3

Total Queue answer by group 3

Total Answered by ACD group 3

Queue answer by group 4

Answered by ACD group 4

Total Queue answer by group 4

Total Answered by ACD group 4

Queue talk time total

ACD handling time (hh:mm:ss)

Total Queue talk time total

Total ACD handling time (hh:mm:ss)

Queue talk time average

Average ACD handling time (hh:mm:ss)

Total Queue talk time average

Total Average ACD handling time (hh:mm:ss)

Queue time to abandon average

Average delay to abandon (hh:mm:ss)

Total Queue time to abandon average

Total Average delay to abandon (hh:mm:ss)
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Flexible Reporting statistic Contact Center Ma n_ag_ement reporting
statistic
Queue time to interflow average Average delay to interflow (hh:mm:ss)
Total Queue time to interflow average Total Average delay to interflow (hh:mm:ss)
Queue time to answer average Average speed of answer (hh:mm:ss)
Total Queue time to answer average Total Average speed of answer (hh:mm:ss)
Queue service percent Service level %
Queue offered ACD calls offered
Total Queue offered Total ACD calls offered
Queue short abandoned Calls abandoned (short)
Total Queue short abandoned Total Calls abandoned (short)
Abandon % Abandon %
Total Abandon % Total Abandon %
Answer % Answer %
Total Answer % Total Answer %

Table 3 compares the Flexible Reporting statistics to the Contact Center Management reporting statistics for the Agent Performance by Period report.
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Table 3 Comparison of report statistic names - Agent Performance by Period report

Flexible Reporting

Flexible Reporting statistic

Contact Center Management reporting

statistic

Activity Period

Activity Period

Agent ACD count ACD calls handled
Agent ACD time to answer N/A
Agent short ACD N/A

Agent non ACD count

Non ACD calls handled

Agent short non ACD

N/A

Agent non ACD time to answer

N/A

Agent abandon count

Calls abandoned

Agent outbound count

Calls outbound

Agent short outbound N/A
Agent internal ACD count N/A
Agent internal ACD duration N/A
Agent external ACD count N/A
Agent external ACD duration N/A
Agent internal Non ACD count N/A
Agent internal Non ACD duration N/A
Agent external Non ACD count N/A
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Flexible Reporting statistic

Contact Center Management reporting

statistic
Agent external Non ACD duration N/A
Agent internal outbound count N/A
Agent internal outbound duration N/A
Agent external outbound count N/A
Agent external outbound duration N/A

Agent requeue count

Calls requeued

Agent transferin

Calls transferred to agent

Agent transfer out

Calls transferred from agent

Agent conference

Conference calls

Agent Account Codes

Account codes

Agent ACD count with Account Code

N/A

Agent Account Codes outbound

N/A

Agent ACD duration

ACD handling time (hh:mm:ss)

Agent ACD duration average

Average ACD handling time (hh:mm:ss)

Agent Non ACD duration

Non ACD handling time (hh:mm:ss)

Agent Non ACD duration average

Average Non ACD handling time (hh:mm:ss)

Agent outbound duration

Outbound handling time (hh:mm:ss)
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Flexible Reporting statistic

Contact Center Management reporting
statistic

Agent outbound duration average

Average outbound time (hh:mm:ss)

Agent group average manned agents

Average manned (Agent Group only)

Table 4 below compares the Flexible Reporting statistics to the Contact Center Management reporting statistics for the Queue Performance by DNIS

report.

Table 4 Comparison of report statistic names - Queue Performance by DNIS report

Flexible Reporting statistic

Contact Center Management reporting
statistic

Device

Device

DNIS answered

ACD calls handled

DNIS talk time total

ACD handling time (hh:mm:ss)

DNIS talk time average

Average ACD handling time (hh:mm:ss)

DNIS time to answer total

N/A

DNIS time to answer average

Average speed of answer (hh:mm:ss)

DNIS short abandoned

Calls abandoned (short)

DNIS abandoned

Calls abandoned (long)

DNIS time to abandon total

N/A

DNIS time to abandon average

Average delay to abandon (hh:mm:ss)

DNIS interflowed

Calls interflowed
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Flexible Reporting statistic Contact Center Man_ag_ement reporting
statistic
DNIS time to interflow total N/A
DNIS time to interflow average Average delay to interflow (hh:mm:ss)
DNIS service count N/A
DNIS service percent Service level %
DNIS requeued Calls requeued
DNIS offered ACD calls offered
DNIS answer percent Answer %

Table 5compares the Flexible Reporting statistics to the Contact Center Management reporting statistics for the Queue Spectrum by Period report.
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Table 5 Comparison of report statistic names - Queue Spectrum by Period report

Flexible Reporting

Flexible Reporting statistic

Contact Center Management reporting

statistic

Activity period

N/A

Queue time to answer maximum

ACD calls handled

Queue answer spectrum total calls

Maximum speed of answer (hh:mm:ss)

Queue answer spectrum 1 count

Count<=5sec

Queue answer spectrum 1%

% of Calls Handled

Queue answer spectrum 2 count

Count<=10sec

Queue answer spectrum 2%

% of Calls Handled

Queue answer spectrum 3 count

Count<=15sec

Queue answer spectrum 3%

% of Calls Handled

Queue answer spectrum 4 count

Count<=20sec

Queue answer spectrum 4%

% of Calls Handled

Queue answer spectrum 5 count

Count <=30sec

Queue answer spectrum 5%

% of Calls Handled

Queue answer spectrum 6 count

Count <=40sec

Queue answer spectrum 6%

% of Calls Handled

Queue answer spectrum 7 count

Count <=60sec

Queue answer spectrum 7%

% of Calls Handled

39



Mitel Contact Center Solutions Reports Guide

Flexible Reporting statistic Contact Center Man_ag_ement reporting
statistic

Queue answer spectrum 8 count Count <=80sec

Queue answer spectrum 8% % of Calls Handled

Queue answer spectrum 9 count Count < =120 sec

Queue answer spectrum 9% % of Calls Handled

Queue answer spectrum 10 count Count < =120 sec

Queue answer spectrum 10% % of Calls Handled

Table 6 compares the Flexible Reporting statistics to the Contact Center Management reporting statistics for reports containing agent event statistics.

Table 6 Comparison of report statistic names - Agent event statistics

Flexible Reporting statistic Contact Center Man_ag_ement reporting
statistic
Activity period Activity period
Agent total shift time (hh:mm:ss) Total shift time (hh:mm:ss)
Agent event idle time Idle time (hh:mm:ss)
Agent event ringing duration average Average ACD ring time
Agent event ringing duration N/A
Agent event ringing count N/A
Agent event ACD count Total ACD call count
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Flexible Reporting statistic

Contact Center Management reporting
statistic

Agent event ACD short

ACD short handle call count

Agent event ACD duration

ACD true talk time (hh:mm:ss)

Agent event ACD duration average

Average ACD true talk time (hh:mm:ss)

Agent event calls per hour

True ACD calls per hour

Agent event wrap up duration

N/A

Agent wrap up duration average

Average wrap-up time (hh:mm:ss)

Agent event non ACD duration

Non ACD true talk time (hh:mm:ss)

Agent event non ACD count

Non ACD inbound call count

Agent event non ACD hold count

N/A

Agent event non ACD hold duration

N/A

Agent event outbound duration

Originated outbound time (hh:mm:ss)

Agent event outbound count

Originated outbound call count

Agent event outbound hold count

N/A

Agent event outbound hold duration

N/A

Agent Total hold duration average

Average hold time (hh:mm:ss)

Agent Total hold duration

Total hold time (hh:mm:ss)

Agent event ACD hold count

N/A
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Flexible Reporting statistic Contact Center Man_ag_ement reporting
statistic
Agent Total hold count Total hold count
Agent event Make Busy duration N/A
Agent event Make Busy duration average N/A
Agent event Make Busy count N/A
Agent event DND duration N/A
Agent event DND count N/A
Agent event occupancy N/A

To create a customized report with Flexible Reporting

1. Open Flexible Reporting.
2. Click Redesign a standard report.
3. Select the report you want to redesign.
4. Click Next.
5. Click Finish.
You can now customize and generate the Flexible Reporting report.

Stored Procedures

A stored procedure is a set of SQL instructions that give you access to Contact Center Management reporting data within existing Contact Center
Management reports. Stored procedures provide the same information that would display in a standard Contact Center Management report. Using the
information obtained with stored procedures you can build a custom report to display only the data you require or you can create unique reports, for
example, you could directly feed data into an Agent Incentive Program based on specific performance metrics. Administration and maintenance is
made easier because the data is prepared by the stored procedure.
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The following reports are currently available using stored procedures:

Queue Performance by Period

Queue Group Performance by Queue

Queue Group Abandon Spectrum by Queue
Queue Group Answer Spectrum by Queue
Queue Group Talk Spectrum by Queue

Agent Event by Period (hh:mm:ss)

Agent Outbound Trace

Agent Group Event by Period (hh:mm:ss)
Agent Group Performance by Agent (hh:mm:ss)
Agent Group Performance by Period

Agent Group Performance by Make Busy Code
Employee Event by Period (hh:mm:ss)

Flexible Reporting Voice Device by Device
Flexible Reporting Voice Device by Period
Flexible Reporting Voice Device by Answering Point
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SQL Views

A SQL View is avirtual table that aggregates data from several Contact Center Management report tables into a single usable view. With SQL Views,
you can access the raw telephone system data before any math or quantifiers have been applied. This is especially useful if you need to feed raw
contact center statistics to a third-party reporting tool or create custom reports that define performance metrics in ways specific to your business.

The following SQL Views are currently available:
Queue Performance by Period Stats
Agent Performance by Period Stats
Queue Performance by DNIS Stats
Queue Spectrum by Period Stats
Agent Event Stats

Call Accounting Trace Extension Stats
Call Accounting Trace Trunk Stats
Extension Group Config

Extension Group Members Config
Trunk Group Config

Trunk Group Members Config
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To download SQL Views and Stored Procedures

1

2.
3.
4
5

Click http://www.prairiefyre.com/wp-content/rscs/pf_SDK/prairieFyreSDK.zip.

Click Save and specify the location to which you will save the prairieFyreSDK.zip file.

Click Save.

On your computer, browse to the location of the prairieFyreSDK.zip file.

Right-click prairieFyreSDK.zip and click Extract All.
The prairieFyre SDK files extract. Once the files have been extracted, you can access the following:
ReportingOptionsWhitePaper.pdf
This is an overview of the different ways you can access historical data using Contact Center Solutions and Call Accounting software: Contact
Center Management / Call Accounting reports, Flexible Reporting, Stored Procedures, and SQL Views.
CTI Developer Toolkit
This folder includes the CTI Developer Toolkit installation files (available in .exe or .msi formats), CTIDeveloperToolkit_Install_V57.pdf
(installation instructions), and CTIDeveloperToolkitChapter_ V57 (user guide chapter).
SPROC (Stored Procedures)
This folder contains all of the stored procedures currently published by prairieFyre Software. Open the index. html file within this folder to browse
the available stored procedures.
SQL Views
This folder contains two subfolders. The SQL Views (.sql files) folder contains all of the actual SQL Views, which can be used using SQL Query
Analyzer, SQL Management Studio, SQL Reporting Services, or Crystal Reports. The Advanced Data Access Guide folder contains a web help
folder that provides explanations and lists the necessary requirements for access to SQL Views. It also provides a table detailing the
relationships between main line reports (delivered in Microsoft Excel) and each SQL View. Open the Readme. html file within this folder to browse
the Advanced Data Access Guide web help.

Report descriptions and examples

This reports guide provides the descriptions and examples for each report for the following media types and applications:

o Contact Center Management

e Voice. See "Voice reports" on page 51.
e Administrative. See "Administrative reports" on page 49.
e Custom reports. You must be licensed for custom reports to run them.

o Workforce Scheduling. See "Workforce Scheduling reports" on page 461.
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Multimedia Contact Center
You must have Multimedia Contact Center installed and have generated data for the respective media type to run these reports.
e Email. See "Email reports" on page 324.
e Chat. See "Chat reports" on page 367.
e Fax. See "Fax reports" on page 410.
e Multimedia. See "Multimedia reports" on page 450.
Intelligent Queue
You must have Intelligent Queue installed to run Intelligent Queue reports. See "Intelligent Queue reports” on page 490.
Traffic Analysis
You must have Traffic Analysis installed to run Traffic reports. See "Traffic Analysis reports" on page 560.

Top five recommended reports

prairieFyre recommends every contact center use the following five reports:

1.

Queue Performance by Period
The Queue Performance by Period report shows traffic level highs and lows, and the service level you provide at these times. Run this report

each day and watch for trends in the traffic level, abandon rate, and service level.

Queue Group Performance by Queue
The Queue Group Performance by Queue report compares queues, and provides information on the performance of your entire contact center.

Queue Group (Abandon, Answer, Handle) Spectrum by Queue
The spectrum reports provide valuable information on how calls are dispersed in your contact center.
You can configure abandon, answer, and handle thresholds, and describe the percent breakdown by time for
¢ Calls Abandoned—What was the greatest duration a caller waited before hanging up? What was the average time a caller waits in queue
before hanging up?
e Calls Answered—Which caller waited in queue for the greatest duration before an agent answered? How quickly are most calls answered?
o Calls Handled—What was the greatest duration an agent spoke to a caller? How quickly do most agents complete a call?

Agent Group Performance by Period
The Agent Group Performance by Period report allows you to identify trends in agent group performance. This report tells you how many agents

are logged on, and how an agent group's performance varies throughout the day.
Agent Group Event by Period (hh:mm:ss)

The Agent Group Event by Period (hh:mm:ss) report lets you compare the performance of agents who perform similar jobs. This report provides
the shift time by agent, and a variety of call counts and peg counts for phone usage, such as unavailable times
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Solving common report problems

o Describe the service level clients experience
¢ Indicate your callers' perception of this service (for example, time-to-abandon statistics)
o Provide caller demographics (for example, on tolerance to delays, and the time of day clients' call)

Agent reports
o Describe agents’ performance

Solving common report problems

There are several key things to watch for while running and reading reports. The following tables describe potential problems with queue and agent
reports and make suggestions for resolution.

Table 7 Solving problems with Queue reports

What do I watch for in
queue reports?

How do I find the source of the problem and resolve it?

Drop in Service Level

When does the service level drop during the day?

1. Check the Agent Group Performance by Period report to see the distribution of agents. How many
agents were logged in throughout the day.

2. Examine agent talk times. Do you have a chatterbox agent?

3. Use Auditor to re-run events during a time interval to see exactly what each agent was doing.

4. Run aforecast report with your service level goals to determine the number of agents required by period
of the day. Compare the forecast statistics to the Average Manned Agent statistic in the Agent Group
Performance by Period report. Do you have enough agents scheduled to meet your service level
objective (for example, to answer 80% of calls within 20 seconds).

Why are some queues not meeting their service level goals while others are?
o Check the Agent Group Performance by Queue report. Are some agent groups overworked?

High abandon callers

Why did the callers hang up?

1. Check the Average Delay to Abandon statistic. Did the callers hang up because they were impatient? Or
did they wait a long time in queue? Were agent talk times excessive during this time? If so, why?

2. Using Auditor, re-run the interval to see exactly what each agent was doing.

3. Run the Queue ANI/Internal Abandon report and then call back the clients to determine why they
abandoned their calls.
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What do I watch for in
queue reports?

How do I find the source of the problem and resolve it?

High requeue count:

Are agents forgetting to set themselves as Unavailable on their telephone sets before leaving their desks?

decreases the Average Speed of o Check the Agent Group Performance by Period report to see which agents are experiencing requeues.
Answer time and the Service Level Remind agents to use the Unavailable option.

Table 8 Solving problems with Agent reports

What do I watch
for in
agent reports?

How do I find the source of the problem and resolve it?

Extremely high or low
performance statistics

Are there agents who perform 20-30% worse than other agents?

1. High ACD/Non-ACD/Outbound call counts is not a problem if agents are maintaining high service levels.
Silently monitor agents periodically to ensure they are providing a high quality of service, but not rushing
callers.

2. Check the ACD call count <20 seconds statistic in the Agent Event by Period report. Not many voice
transactions can occur in less than 20 seconds. This could indicate that agents are “padding” their ACD
handle statistics by prematurely terminating calls.

Are there agents who perform 20-30% better than other agents?

1. Silent monitor agents periodically to ensure they are properly trained to handle callers' needs, and are not
chatting unnecessarily.

2. Check Outbound or Non-ACD statistics for peg counts and times. Run an Agent Inbound or Outbound Trace
report to see a listing of all calls. Are agents spending too much time on personal calls?

High Unavailable statistics

Are agents accumulating Unavailable time and Make Busy peg counts?

1. Check the Agent Event by Period (hh:mm:ss) report to evaluate individual statistics. Determine how much
Make Busy and Do Not Disturb (DND) time agents are logging. Be sure agents are adhering to your contact
center policies regarding when to use Make Busy and Do Not Disturb. Check if your agents are using
Unavailable instead of logging out.

2. For agents who have high Make Busy peg counts, run the Auditor with an Agent by Time monitor for the agent
group. Be sure agents are not using Make Busy to avoid being the Longest Idle Agent or to avoid being routed
the next ACD call.
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3. Implement Make Busy with Reason functionality. Assign reasons why agents go into the Make Busy state.
Track Make Busy use by running the Agent Performance by Make Busy Reason Code report.

Are agents adhering to their schedules?

1. Examine the Agent Event by Period (hh:mm:ss) report to determine when agents are logging in and out. Check
if they are logging in late, leaving early, or forgetting to log out at the end of the day.

Long or short shift time 2. Examine all of the login and logout times for the shift, and determine if agents are adhering to your contact
center policies concerning when to log out and when to use Unavailable.

3. Use Workforce Scheduling to create agent schedules. Use Schedule Adherence to ensure agents are
performing their scheduled duties.

Administrative reports

Administrative reports consist of only one report: Employee Profile. It provides configuration data and contact information on each employee.

Employee profile report

The Employee Profile report shows all the employee data entered under YourSite=>Configuration=>Employee=>Employee. (See Figure 8.)

The Employee Profile report provides the following information

Report Field Description

General information the name and birth date of the employee

Address/Mailing information the address of the employee

Contact information the telephone, fax, pager, and emergency contact numbers

Contact Center Scheduling system information  Contact Center Scheduling details
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Figure 8 Administrative Employee Profile

Firstname S
Middle name R
Last name Haapala
Suffix

Street address
City

State Province
Country

ZP Postal code

Employee contact
Email address haapala@prairiefyre.com

Home phone number
Business phone number
Fax number

Pager number

Login user name s
Resides at site local site
SMTP Mail Server Settings
Security role Not restricted

General information

Employee D 1101
Birth date
Date hired 1/1/2009 12:00:00 AM
Active from date 1/15/2006 12:00:00 AM

Address Mailing information

Contact information

Emergency contact
Name

Relationship
Phone number

Contact Center Scheduling system information

1 in Contact Center Scheduling Yes
K a supervisor No
Monitored in real-time Yes
Supervisor name Haapala, S
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Voice reports

Voice reports provide call statistics on employees, agents, queues, teams, extensions, trunks, and DNIS. You can create on-demand and scheduled
reports.

Voice reports include:

o Lifecycle reports
Account Code reports
Agent reports
Employee reports
Queue reports
Extension reports
Trunk reports
Forecast reports
DNIS reports
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Voice Lifecycle reports

Lifecycle reports provide detailed information on all of the events related to the life of a specific call, from the moment the call enters the telephone
system to call termination. You can generate Lifecycle reports on the following devices:
« Agent/agent group
¢ Queue/queue group
« DNIS/DNIS group
Extension/extension group
Trunk/trunk group
Media server
Site

Lifecycle reports can be filtered by call direction, DNIS, trunk, queue, duration in queue, agent, account code, hold duration, call duration, phone
number, and extension. Lifecycle reports also include call notes and links to call recordings. If you have clustered your enterprise into a single site, you
can run a Lifecycle report on site to report on your entire enterprise. (See Figure 9.)

Call data does not make the transition to Lifecycle reports immediately upon call completion. Real-time summary checks for completed calls tofile to
the Lifecycle data table every 15 minutes by default. The maximum amount of time a call with no additional activity will be held before being considered
complete is 60 minutes. However, for customers who routinely handle lengthy calls, this time can be extended. It is important to delay the transition of
call data to Lifecycle reports until the call is entirely completed, otherwise the data may be inadvertently split into multiple pieces of information.

We recommend you run Lifecycle reports the next day for this day's activities to ensure all data has transitioned to the Lifecycle data table.

NOTE:
o Lifecycle reports containing data for internal transferred ACD calls will not link data properly unless the Call ID feature on the telephone system is
enabled.
« Voice Lifecycle reports contain ACD and SMDR data. ACD events reflect real-time data and SMDR events reflect historical data.
o Lifecycle reports do not report on classification codes.

Table 9 defines the events that can occur in Voice Lifecycle reports.

Table 9 Lifecycle report event type definitions

Event Type Definition
Set Account Code Account Code entered by an Employee
Conference Start Initiation of conference call
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Event Type Definition

In Queue Call is in queue waiting for an available agent
Requeue Call returned to queue

Call Segment Completed Device disconnects from a call

Call ended. The disconnecting party is the associated device in the Type of device column, either

agent, extension, customer, or any device not configured in the Contact Center Management
Callend database, including voicemail. If the disconnecting party device is not configured in the Contact

Center Management database, it will display as --. The Reporting column shows the phone or

Abandoned
Transferred
Interflowed
Interflow Abandoned
Queue Unavailable
Conference End
Ringing

Answer ACD
Answer Non ACD
Hold

Hold Retrieve
Hold Abandon

IVR Enter

IVR Exit

Logout

Outbound

extension number of the disconnecting party.
Call was abandoned

Call transferred to another device

Call redirected to an alternate answering point
Call disconnected after an interflow

Call directed to an unavailable queue
Conference call ends

Call is ringing on a device

Call answered from a queue

Call answered without being in a queue

Call on hold

Call retrieved from hold

Call abandoned while on hold

Call entered Intelligent Queue to be routed
Call exited Intelligent Queue and was routed
Agent logged out

Call is outbound
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Event Type
Finish Work Timer
Set Make Busy

Remove Make Busy

Definition
Work timer expired and agent became available to answer calls
Agent enters a Make Busy state

Agent is removed from a Make Busy state
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Figure 9 Lifecycle report example

May 27, 2008 16:03. 11 -May 27, 2008

Voice reports

Time: 16024 Dhuration: O0:01:00 Call direction Dutgoing Number:
. u i .
Call start time (hh:mm:ss) Event type Type of device Reporting Full Name

May 27, 2008 18:03:11 O D 04 Ourthound Agsnt 2050 FranfF
May 27, 2008 16:03:11 L E ] ArswerMon ACD Agent 2004 Revathy A
May 27, 2008 16:03:15 D0:00:18 Hold Agert 2050 FranF
May 27, 2008 16:03:26 (LR ] Call segment complete Agant 2050 FranF
May 27,2008 16:03:38 L Hodd Retrieve Agent 2050 FranF

May 27, 2008 16:03:38 Call end Agent 2050 Fran F
May 27, 2008 18:03:41 000030 Cali segment complste Agert 2004 Revathy A

May 27, 2008 160826 - May 27, 2008
Time: 160525 Dhuration: [E ) b Call direction Incoming Number:
. u i .
Call start time (hh:mm:ss) Event type Type of device Reporting Full Name

May 27, 2008 16:08:25 [EiRE TR IR enter -
May 27, 2008 16:08:34 L E P In Clusus Qusus Pig2 Delds
May 27, 2008 16:08:34 VR exnt -
May 27, 2008 16:08:36 D011 Ringirg Agant 2050 FranF
May 27,2008 18:08:47 L Arswer ACD Agent 2050 FranF
WMay 27, 2008 16:08:458 O 12 Huoid Agent 2050 FranF
May 27, 2008 16:05:00 D002 Heodd Retrigve Agert 2050 FranF
May 27, 2008 16:05:02 0000 15 Hold Agent 2030 FranF
May 27, 2008 16:05:08 LEIME ] ArswarMon ACD Agent 2004 Revathy A
May 27, 2008 16:05:17 D031 Call trarsfered Agent 2004 Revathy A
May 27, 2008 18:058:17 OD:pt2 Arswer AZD Agsrt 2004 Havathy &

May 27, 2008 16:09:27 Call end AN 6132617633 Eastern Ontario
May 27, 2008 18:05:25 06012 Calisegment complete Agert 2004 Revathy A
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Voice Account Code report

The Account Code Group report provides statistics based on Account Code group activity.

Voice Account Code Group by Account Code

The Account Code Group by Account Code report shows ACD, non ACD, and outgoing call handling by Account Code. The report provides statistics
on the number of times each Account Code was entered and the duration the Account Code was used against each call type. (See Figure 10.)

If Account Codes are configured to use Classification Codes, this affects how Account Code duration is calculated. When Classification Codes are
enabled, the Account Code duration spans from the time the call arrives until the call ends. When Classification Codes are disabled, the Account Code
duration spans from the time the code was entered until the next code is entered or the call ends. For more information, see the Contact Center

Solutions User Guide.

The Account Code Group by Account Code report provides the following information:

Report Field

Reporting

Account Code Name

Classification Code

Total Account Codes entered

Total duration (hh:mm:ss)

Average duration (hh:mm:ss)

Account Codes entered during ACD
ACD Account Code duration (hh:mm:ss)

Average ACD Account Code duration
(hh:mm:ss)

Account Codes entered during Non ACD
Non ACD Account Code duration (hh:mm:ss)

Average Non ACD Account Code duration
(hh:mm:ss)

Description

the identification number of the account code

the name attached to the Account Code

the Account Code type. Lists whether the Account Code is labeled as a classification code
the total number of times the Account Code was entered

the total duration the Account Code was used

the average duration the Account Code was used

the number of times the Account Code was entered during ACD calls

the duration the Account Code was used against ACD calls
the average duration the Account Code was used against ACD calls

the number of times the Account Code was entered during non-ACD calls

the duration the Account Code was used against ACD calls

the average duration the Account Code was used against non-ACD calls
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Report Field

Account Codes entered during outbound
Outbound Account Code duration (hh:mm:ss)

Average Outbound Account Code duration
(hh:mm:ss)

Total

Description

the number of times the Account Code was entered during outbound calls

the duration the Account Code was used against outbound calls
the average duration the Account Code was used against outbound calls

the total of each of the columns
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Figure 10 Voice Account Code Group by Account Code

B i BveTee Account D P Average ACD Account Mon ACD Average Mon ACD e an QOutgoing Average
Reporting Account Code Name Classification g::::::t:::; Tfhu;'!r::f:}n duration entecri:::irin Code duration A:r;nun:.c:oda C:de.s er:;red .lccdoun:Cnde Acf::\un:iCade entered during ﬁc:oun:Cnde A:::h;ug: i
Code G (hh:mm:ss) 9 (hh:mm:ss) RN g Lon Lo 00 outbound ] unt
ACD ihh:mm:ssl ACD (hh:mm:ss) ihh:mm:ss} (hh:mm:ss) duration

1 Account Code 1 No 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00
-1 Non Compliant Yes 8 01:02:26 00:07:48 4 00:36:44 00:09:11 4 00:25:42 00:06:26 0 00:00:00 00:00:00
10 Beta Yes 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00
18 Account code 18 No 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00
2 Account Code 2 No 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00
20 Gathering Information No 1 00:06:26 00:06:26 1 00:06:26 00:06:26 0 00:00:00 00:00:00 0 00:00:00 00:00:00
21 Troubleshooting No 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00
22 First Call Resolution No 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00
23 Ongoing investigation No 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00
24 CCmncc Yes 1 00:31:16 00:31:16 1 00:31:16 00:31:16 0 00:00:00 00:00:00 0 00:00:00 00:00:00
25 Call Accounting Yes 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00
26 Multi Media Yes 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00
27 Intelligent Queue Yes 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00
28 Schedule Yes 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00
29 No Site Key Provided No 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00
3 Account Code 3 No 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00
4 Account Code 4 No 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00
5 Call Center No 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00 0 00:00:00 00:00:00
l Total - - 10 01:40:08 00:10:01 6 01:14:26 00:12:24 4 00:25:42 00:06:26 0 00:00:00 00:00:00

58




Voice reports

Voice agent reports

Agent and Agent Group reports provide statistics based on agents and agent groups activity. The agent reports are as follows:
e Performance reports

°
°
°
°
°
°
°
°
A

Agent and Agent Group Performance by Period

Agent and Agent Group Performance by Day of the Week

Agent and Agent Group Performance by Day of the Month

Agent and Agent Group Performance by Month

Agent and Agent Group Performance by Account Code

Agent and Agent Group Performance by Queue (You cannot generate this report over midnight.)
Agent Group Performance by Agent

Agent and Agent Group Performance by Make Busy / DND Code

Agent Group by Agent by Account Code Compliance

CD event reports

Voice Agent reports, Event by Period reports and Shift reports derive their data from the ACD real-time event stream. All other reports
derive their data from the SMDR stream.

Agent and Agent Group Event by Period (Percent) (You cannot generate this report over midnight.)

Agent and Agent Group Event by Period (Percent) for SX-200 ICP without Real-Time (You cannot generate this report over midnight.)
Agent and Agent Group Event by Period (hh:mm:ss) (You cannot generate this report over midnight.)

Agent Group Event by Agent by Day of the Week

Agent Group Event by Agent by Day of Month

Agent Group by Agent by Make Busy / DND Code

¢ Internal/External reports

T

Agent and Agent Group Internal/External Call Counts by Period

Agent and Agent Group Internal/External Call Counts by Day of the Week
Agent and Agent Group Internal/External Call Counts by Day of the Month
Agent and Agent Group Internal/External Call Counts by Month

Agent Group Internal/External Call Counts by Agent

race reports

NOTE: If you are unable to run a trace report with data, ensure the Agent inbound/outbound trace reports check box is selected for the
media server. (YourSite=>Enterprise, Edit media server, Data summary options tab)

Agent by Make Busy / DND Trace

Agent and Agent Group Inbound Trace (You cannot generate this report over midnight.)

Agent and Agent Group Outbound Trace (You cannot generate this report over midnight.)

59



Mitel Contact Center Solutions Reports Guide

o Answering Agent reports
o Agent by Answering Agent Group (You cannot generate this report over midnight.)
o Answering Agent Group by Agent (You cannot generate this report over midnight.)
Agent Shift reports
All Event by Period reports and Shift reports derive their data from the ACD real-time event stream. All other reports derive their data from the
SMDR stream.
o Agent Shift by Period
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Voice Agent and Agent Group Performance by Period

The Agent and Agent Group Performance by Period reports show the call handling performance of an agent and agent group across 15-, 30-, or 60-
minute intervals for the shift duration and day(s) you specify. (See Figure 11.)

The Agent and Agent Group Performance by Period reports provide the following information:

Report Field

Activity period

ACD calls handled
Non ACD calls handled

Calls abandoned
Calls outbound
Calls requeued

Calls transferred to agent
Calls transferred from agent
Conference calls

Account codes

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)

Outbound handling time (hh:mm:ss)

Description

the interval of the report

the total number of ACD calls answered

the total number of non-ACD calls answered

the total number of calls that clients abandon while the phone is still ringing at the agents’
extensions

the total number of outbound calls

the total number of requeues at the agent's position - if an agent fails to answer a call, the system
places the call back in the same queue

the number of calls transferred to the agent's position

the number of calls transferred from the agent's position
the total number of conference calls involving the agent
the total number of account codes entered by the agent

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)

the total duration of outbound calls (including hold time and transfer/conference time)
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Report Field
Average outbound time (hh:mm:ss)
Average manned agents (Agent Group only)

Total

Description
he average duration of outbound calls
the average number of voice agents scheduled for the shift

the total of each of the columns

62



Voice reports

Figure 11 Voice Agent Group Performance by Period

Activity ACDcalls NonACD Calls Calls Calls na:s?‘gfre d haa:::f:;ad Conference Account h:ncdltl)ng A:e(r:alfe ha:::n‘:ﬁlg'ne : (\;Emhgi ;ionng hac::mugdm :u‘:i?zlgr; ﬁ:ﬂﬁz
period handled calls handled abandoned outbound requeued tagent - frontagent calls codes time handling time T L e handling time Ao
(hh:mmiss)  (hh:mmss) (hh:mmiss)
08:00 0 0 0 1 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:12 0:00:12 0.2
08:30 0 0 0 2 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:41:14 0:20:37 0.4
09:00 4 0 0 0 1 0 0 0 0 1:32:56 0:23:14 0:00:00 0:00:00 0:00:00 0:00:00 0.8
09:30 2 0 0 0 0 0 0 0 0 0:19:09  0:09:34 0:00:00 0:00:00 0:00:00 0:00:00 1.1
10:00 8 1 0 1 0 0 0 0 0 2:02:39 0:15:19 0:06:32 0:06:32 0:00:24 0:00:24 1.4
10:30 4 0 0 7 0 0 0 0 0 1:33:39 0:23:24 0:00:00 0:00:00 0:18:22 0:02:37 1.4
11:00 7 0 0 3 0 0 0 0 0 2:24:38 0:20:39 0:00:00 0:00:00 0:02:59 0:00:59 2.0
11:30 3 0 0 3 0 0 0 0 0 0:36:51 0:12:17 0:00:00 0:00:00 0:10:54 0:03:38 2.3
12:00 4 2 0 9 0 0 0 0 0 0:45:37 0:11:24 0:01:48 0:00:54 1:17:04 0:08:33 24
12:30 2 2 0 3 0 0 0 0 0 1:15:37 0:3748 0:06:38 0:03:19 0:05:22 0:01:47 2.3
13:00 2 0 0 3 0 0 0 0 0 1:11:30 0:3545 0:00:00 0:00:00 0:51:28 0:17:.09 2.0
13:30 3 1 0 5 0 0 0 0 0 3:24:23 1:08:07 0:06:17 0:06:17 0:29:54 0:05:58 2.0
14:00 2 0 0 8 0 0] 0 0 0 0:26:49 0:13:24 0:00:00 0:00:00 1:12:41 0:09:05 2.0
14:30 4 1 0 4 0 0 0 0 0 1:11:44 0:17:56 0:24:52 0:24:52 0:37:08 0:09:17 2.0
15:00 3 1 0 3 0 0 0 0 0 2:12:34 0:44:11 0:25:29 0:25:29 0:11:34 0:03:51 19
15:30 0 0 0 2 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:36:54 0:18:27 2.0
16:00 4 2 0 10 0 0 0 0 0 1:25:27 0:21:21 0:06:.03 0:03:01 0:54:30 0:05:27 2.3
16:30 2 1 0 0 0 0 0 0 0 0:53:14 0:26:37 0:06:46 0:06:46 0:00:00 0:00:00 24
| Total | 58 [ mn o | e&a | 1 [ o ) 0 | o |21:1647| 0:23:39 | 12425 0:07:40 | 730:40 | 0:07:02 17
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Voice Agent and Agent Group Performance by Day of the Week

The Agent and Agent Group Performance by Day of the Week reports show the call handling performance of an agent and Agent Group over the days of
the week. When this report is run for more than one week, the data is summed for each day of the week. For example, if the report is run for two weeks,
the data found under Monday is the summed total of the two Mondays and the data found under Tuesday is the summed totals of the two Tuesdays.
(See Figure 12.)

The Agent and Agent Group Performance by Day of the Week reports provide the following information:

Report Field Description

Activity period the interval of the report in hours and minutes
ACD calls handled the total number of ACD calls answered

Non ACD calls handled the total number of non ACD calls answered

the total number of calls that clients abandon while the phone is still ringing at the agents’

Calls abandoned .
extensions

Calls outbound the total number of outbound calls

the total number of requeues at the agent’s position - if an agent fails to answer a call, the system

Calls requeued places the call back in the same queue and it is answered by the first available agent

Calls transferred to agent the total number of calls transferred to the agent’s position
Calls transferred from agent the total number of calls transferred from the agent’s position
Conference calls the total number of conference calls involving the agent
Account codes the total number of account codes entered by the agent

the total duration of ACD calls, from agent pick up to client hang up (including hold time and

ACD handiing time (hh:mm:ss) transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and

Average ACD handling time (hh:mm:ss) transfer/conference time)

Non ACD handling time (hh:mm:ss) the total duration of non ACD calls (including hold time and transfer/conference time)

Average non ACD handling time (hh:mm:ss) the average duration of non ACD calls (including hold time and transfer/conference time)
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Report Field Description

Outbound handling time (hh:mm:ss) the total duration of non ACD calls (including hold time and transfer/conference time)
Average outbound handling time (hh:mm:ss) the average duration of outbound calls

Total the total of each of the columns
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Figure 12 Voice Agent Group Performance by Day of the Week

Average

ACD Average non Average

Acti riod ACDcalls NonACD Calls Calls Calls tra Cf:lls dt. Cé;"::ed Conference Account handling ha‘?:élli) h;;:: AC‘!D ACD handling ha(;::mu:d outbound
Sty petio handled calls handled abandoned outbound requeued e = calls codes time g e time e handling time
agent from agent W time (hh:mmss) Eharm=s) (hh:mmss) BE

: (hh:mmss) g :

Monday 26 3 1 22 0 0 0 0 0 7:07:16 0:16:26 0:28:12 0:09:24 1:07:58 0:03:05

Tuesday 30 2 0 6 0 0 0 0 0 6:36:27 0:13:12 0:21:26 0:10:43 1:54:19 0:19:03

Wednesday 29 4 0 11 0 0 0 3 1 84256 0:18:.01 2:01:22 0:30:20 1:15:59 0:06:54

Thursday 31 2 0 23 1 0 0 0 1 6:38:00 0:12:50 0:53:36 0:26:48 5:46:05 0:15:02

Friday 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00

| Total | 16 [ 11 1 | e | 1 0 0 3 2 |[29:04:39] ¢:15:02 | 3:44:36 | 0:20:25 | 10:04:21 | 0:09:45
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Voice Agent and Agent Group Performance by Day of the Month

The Agent and Agent Group Performance by Day of the Month reports show the call handling performance of an agent and agent group across the days

of the month. (See Figure 13.)

The Agent and Agent Group Performance by Day of the Month reports provide the following information:

Report Field

Activity period

ACD calls handled
Non ACD calls handled

Calls abandoned
Calls outbound
Calls requeued

Calls transferred to agent
Calls transferred from agent
Conference calls

Account codes

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)

Outbound handling time (hh:mm:ss)

Description

the interval of the report in hours and minutes
the total number of ACD calls answered

the total number of non ACD calls answered

the total number of calls that clients abandon while the phone is still ringing at the agents’
extensions

the total number of outbound calls

the total number of requeues at the agent’s position - if an agent fails to answer a call, the system
places the call back in the same queue and it is answered by the first available agent

the total number of calls transferred to the agent’s position
the total number of calls transferred from the agent’s position
the total number of conference calls involving the agent

the total number of account codes entered by the agent

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total duration of non ACD calls (including hold time and transfer/conference time)
the average duration of non ACD calls (including hold time and transfer/conference time)

the total duration of non ACD calls (including hold time and transfer/conference time)
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Report Field Description
Average outbound handling time (hh:mm:ss) the average duration of outbound calls
Total

the total of each of the columns
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Figure 13 Voice Agent Group Performance by Day of the Month

ACP A Average

Activity ‘:;E Non ACD Calls Calls Calls mﬂ:f::i i ha:;gfm 4 Conference  Account ha;':":g 5 ;f:llli)ng hat‘;ﬂr‘!;ii?m :&mhgi;‘l;'; h:]d”tlti’:g“;_'dm outbound
period hardled calls handled abandoned outbound requeued agent foagent calls codes e P (Bimmss).  trebHimnss) (s h{ahr;]d!rl‘:itsl:;a

) (hh:mmss) ’

1 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00

2 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00

3 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00

4 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00

5 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00

6 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00

7 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00

8 4 0 0 2 0 0 0 0 0 0:02:07 0:00:31 0:00:00 0:00:00 0:00:10 0:00:05

9 23 11 0 42 1 0 0 0 0 74744 0:20:20 1:24:25 0:07:40 4:50:18 0:06:54

10 27 0 0 20 0 0 0 0 0 13:26:56 0:29:53 0:00:00 0:00:00 2:40:12 0:08:00

11 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00

12 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00

13 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00

14 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00

15 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00

16 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00

| Total [ 54 [ 11 0 | 6 [ 1 0 0 0 0 |21:16:47] 0:23:39 [ 1:24:25 0:07:40 | 7:30:40 0:07:02

69



Mitel Contact Center Solutions Reports Guide

Voice Agent and Agent Group Performance by Month

The Agent and Agent Group Performance by Month reports show the call handling performance of an agent and agent group across the month. (See

Figure 14.)

The Agent and Agent Group Performance by Month reports provide the following information:

Report Field

Activity period

ACD calls handled
Non ACD calls handled

Calls abandoned
Calls outbound
Calls requeued

Calls transferred to agent
Calls transferred from agent
Conference calls

Account codes

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)

Outbound handling time (hh:mm:ss)

Description

the interval of the report in hours and minutes
the total number of ACD calls answered

the total number of non ACD calls answered

the total number of calls that clients abandon while the phone is still ringing at the agents’
extensions

the total number of outbound calls

the total number of requeues at the agent’s position - if an agent fails to answer a call, the system
places the call back in the same queue and it is answered by the first available agent

the total number of calls transferred to the agent’s position
the total number of calls transferred from the agent’s position
the total number of conference calls involving the agent

the total number of account codes entered by the agent

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total duration of non ACD calls (including hold time and transfer/conference time)
the average duration of non ACD calls (including hold time and transfer/conference time)

the total duration of non ACD calls (including hold time and transfer/conference time)
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Report Field Description
Average outbound handling time (hh:mm:ss) the average duration of outbound calls
Total the total of each of the columns
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Figure 14 Voice Agent Group Performance by Month

ACD Average Average
Activity ACD calls Non ACD Calls Calls Calls Calls transferred nar(;::fred Conference  Account handling ACD haI:Z: “(;ﬁ_e : :ﬁg‘;;ﬁ.n m?mdu::u:fm outbound
period handled calls handled abandoned outbound requeued to agent o = calls codes time handling time hh'n:1915 o hh'mmsg hrnr?a o handling time
ags (hhammss) (hhammss) ~ (hAmmSs) (hhemmiss)  (hhammss) hommss)
Aug S0 18 0 60 1 0 0 8 0 233948 0:1546 6:55:05 0:23:03 7:39:51 0:07:39
| Total | 90 18 | o 60 1 o | o 8 0 |233948| 0:1547 | 6:55:05 0:23:04 | 739:51 0:07:40 |
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Voice Agent and Agent Group Performance by Account Code

The Agent and Agent Group Performance by Account Code reports show the Account Codes entered when responding to a call. (See Figure 15.)

The Agent and Agent Group Performance by Account Code report provides the following information:

Report Field
Account code
Account code name
Classification code

Account codes entered

Account Code handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Total

Description

the account code tagged to the ACD queue

the name attached to the Account Code

the Account Code type. Lists whether the Account Code is labeled as a classification code
the number of account codes entered

the total duration of the Account Code handling time, from agent pick up to client hang up (including
hold time and transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total of each of the columns
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Figure 15 Voice Agent Group Performance by Account Code

Account code

Aocount code name

Account codes entered

Account Code Duration

Auwerage ACDO handling

{hh:rrrniss] time [hk:mm:ss)
99 General Enquinies B5 a1 gET 0:05:24
10 General Eriquinies 1 Al 4:28:06 0522
1 General Enguines 2 2B 324:35 00752
9 General Enguines 3 21 1:16:22 0.0333
11 T ax Assessment 20 2602 0113
L] Tax Azzsessment 1 20 220:25 00701
2 Tax dzzeszment 2 16 213138 00342
3 Tax Azsezsment 3 11 1:04:55 0:05:54
¥ Web Services 10 1:29:48 [:03:59
g Wheb Services 1 10 1:02:35 0615
13 Wieb Services 2 g 1:43:38 11335
14 “Wieb Services 3 7 0:54:.07 00744
18 Other 7 0:29:20 0:04:11
12 Other 1 1 03758 03753
15 Otker 2 1 0:02:04 0:02:04
108 Other 3 ] :21:10 0:00:00
110 Trans. 1] 02242 0:0000
Total 23 31:43:01 0:06:58
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Voice Agent and Agent Group Performance by Queue

The Agent and Agent Group Performance by Queue reports show ACD call statistics on the queues for which the agent answered calls, and the
summary total of statistics for non ACD calls involving the agent for the shift duration and day(s) you specify.

After you associate agents with agent groups in the YourSite database, you can run an Agent Group Performance by Queue Report on a particular agent

group.

The Agent Group Performance by Queue report shows ACD call statistics on the queues for which the agents in the agent group answered calls, and
the summary total of statistics for non ACD calls involving the agents (in the agent group) for the shift duration and day(s) you specify.

The first five fields contain multiple records reflecting the ACD queues serving the ACD Agent and Agent Group. The remaining fields contain a single
record that reflects the totals irrespective of ACD queue. (See Figure 16.)

The Agent and Agent Group Performance by Queue reports provide the following information:

Report Field
ACD queue
ACD calls handled

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Calls requeued

Non ACD calls handled
Calls outbound

Calls transferred to agent
Calls transferred from agent

Conference calls

Description
the ACD queue for which the agent answered
the total number of ACD calls answered

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total number of requeues at the agent’s position - if an agent fails to answer a call, the system
places the call back in the same queue and it is answered by the first available agent

the total number of non ACD calls answered

the total number of outbound calls

the total number of calls transferred to the agent’s position
the total number of calls transferred from the agent’s position

the total number of conference calls involving the agent
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Report Field

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)
Outbound handling time (hh:mm:ss)
Average outbound handling time (hh:mm:ss)

Total

Description

the total duration of non ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)
the total duration of non ACD calls (including hold time and transfer/conference time)
the average duration of outbound calls (including hold time and transfer/conference time)

the total of each of the columns
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Figure 16 Voice Agent Group Performance by Queue

Average non Average

&5 ACD calls Acnﬁwm ‘::':?"‘:{:D Calls NonACD calls  Calls  Callstrarsfared Calls trarsferred  Conference r:;'f“in ACD handling m outbound

e | andied o= INGAME  queved handled  outhound to agent fromagent calls TS time MIAME  anding time

(hhavmss)  (hhivmss) (hamss) ey RIS )

P280 118 30:52:08 0:15:42 1 15 82 0 0 3 4:16:14 0:17:05 11:41:35 0:08:33
P283 12 342:18 0:18:31 0
P607 9 2:18:40 0:15:24 0
P281 7 2:38:01 0:22:34 0
P282 4 1:28:17 0:22:04 0
P289 4 0:36:26 0:09:07 0
P286 1 1:14:24 1:14:24 0

| Total | 155 | 4250014 | 01635 | 1 |
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Voice Agent Group Performance by Agent

The Agent Group Performance by Agent report shows the workload distribution across the agents in an agent group for the shift duration and day(s) you

specify. It reports the call statistics in hours, minutes, and seconds, and provides call counts across agents. (See Figure 17.)

The Agent Group Performance by Agent report provides the following information for individual agents in the group:

Report Field

Agent ID

Agent name

ACD calls handled
Non ACD calls handled

Calls outbound
Calls requeued
Account codes

Total shift time (hh:mm:ss)

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Percent of shift
Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)

Percent of shift

Originated outbound handling time (hh:mm:ss)

Description

the agent ID entered by the agent

the name associated with the above agent ID in YourSite
the total number of ACD calls answered

the total number of non ACD calls answered

the total number of outbound calls

the total number of requeues at the agent’s position - if an agent fails to answer a call, the system
places the call back in the same queue and it is answered by the first available agent

the total number of account codes entered by the agent

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make
busy)

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the percentage of shift time representing ACD call activity

the total duration of non ACD calls (including hold time and transfer/conference time)
the average duration of non ACD calls (including hold time and transfer/conference time)
the percentage of shift time representing non ACD call activity

the total duration of calls that you made to destinations outside the office (including hold time and
transfer/conference time)
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Report Field

Average originated outbound handling time
(hh:mm:ss)

Percent of shift

Total Make Busy time (hh:mm:ss)

Percent of shift

Total DND time (hh:mm:ss)

Percent of shift

Total

Voice reports

Description

the average duration of calls that you made to destinations outside the office (including hold time
and transfer/conference time)

the percentage of shift time representing external outbound call activity

the total duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the total duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the total duration the agent spent in the voice Do Not Disturb state, controlled by the agent or the
supervisor

the percentage of shift time representing voice Do Not Disturb activity

the total of each of the columns
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Figure 17 Voice Agent Group Performance by Agent

80

_ Average
Originated iy
AgrtID Agmtrame ACDGE NeACD  Cdls  Cals  Acart  Toddittme  ACDhendingtime ket A R Peumt  asbard OO peumtd T;;::: Percart of T"::;ND Percert of
terded  cllsherded obord  requaed  codes (hurrmess) (rharmss) i <hift ) 4 " Fsft  ferdingtime o shift shift st
{hhammz=s) (hhoom=s)  me (hhemmss) hrerding ime (hhermmss) (hhummss)
(hremm=s)
(Hhmmess)
1472 James H 23 1 2 0 0 21:22:09 9:31:10 0:24:50 445  0:03:40 00340 0.3  044:19  022:09 35 84939 413 00000 0.0
1522 RobertH 23 2 7 0 0 26:36:29 10:47:55 0:28:10 40.6  0:39:55 0:9:;57 2.5  1:51:57  0:1559 7.0 110843 419 00000 0.0
1236 Steve C 11 3 20 1 0 18:26:29 6:27:54 0:35:15 351 02606 00842 24 14742 00523 9.7 74627 422 00000 0.0
1477 Stevel 11 7 18 0 0 15:59:31 4:2336 0:23:57 275  1:04:58 0:09:16 6.8 2:32:46  0:0829 159  7:36:38  47.6  0:00:00 0.0
1416  John O 8 3 42 0 0 26:33:45 0:39:52 0:04:59 25 0:36:53 0:42:17 2.3 3:10:17  0:04:31 119 18:31:39  69.8  0:00:00 0.0
1418  ChamY 4 0 1 0 0 7:10:42 1:39:54 0:24:58 232 0:00:00 0:00:00 0.0  0:00:32 00032 0.1 403:11 565 00000 0.0
1129  Patrick M 0 0 7 0 0 14:0033 0:00:00 0:00:00 0.0 0:00:00 0:00:00 0.0 04332  006:13 52 20553 150 00000 0.0
| Total | 80 16 97 1 0 | 130:00:38 | 33:30:21 | o0:25:08 | 257 | 2:51:32 | 0:10:43 | 22 | 10:51:05 | 0:06:43 | 83 |60:02:10] 461 | 0:00:00 | 00 |
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Voice Agent and Agent Group Performance by Make Busy / DND Code

The Agent and Agent Group Performance by Make Busy / DND Code reports show the total and average duration the agent and agent group is in voice
Make Busy and/or Do Not Disturb and the Reason Codes associated with these states. The filtering option enables you to include data for Make Busy
and/or Do Not Disturb Reason Codes, and to sort by Reporting, Full Name, Call duration, Reason Code Count and Reason Code Type, in ascending or
descending order. (See Figure 18.)

The Agent and Agent Group Performance by Make Busy / DND Code reports provide the following information:

Report Field Description

Reporting the Make Busy or Do Not Disturb reason code number

Full name the name of the Make Busy or Do Not Disturb Reason code

Number of codes entered the number of times a code is entered for the date/time range of the report

the total duration the agent spent in the voice Make Busy and/or Do Not Disturb state, controlled by

Duration (hh:mm:ss) the agent or the supervisor

the average duration the agent spent in the voice Make Busy and/or Do Not Disturb state,

gD (M) controlled by the agent or the supervisor

Reason Types the type of Reason Code, either Make Busy or Do Not Disturb

Total the total of each of the columns
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Figure 18 Voice Agent Group Performance by Make Busy / DND Code

Reporting Full Name Number of codes entered Duration (hh:mm:ss) Average duration (hh:mm:ss) Reason Types
0 No Make Busy Code 47 44:23:42 00:56:40 Make Busy Reason Code
1 Break 14 03:29:00 00:14:56 Make Busy Reason Code
10 Prime Extension Call 1 00:02:13 00:02:13 Make Busy Reason Code
15 Project 1 00:00:54 00:00:54 Make Busy Reason Code
2 Lunch 26 26:33:59 01:01:18 Make Busy Reason Code
20 Site Down - Emergency MkBusy 2 00:14:04 00:07:02 Make Busy Reason Code
3 First lvl Help 1 00:27:10 00:27:10 Make Busy Reason Code
5 Restroom 1 00:04:16 00:04:16 Make Busy Reason Code
6 Training 5 16:29:44 03:17:57 Make Busy Reason Code
7 Meeting 7 05:54:33 00:50:39 Make Busy Reason Code
8 Customer lssue Review 27 27:18:56 01:00:42 Make Busy Reason Code
Total 132 124:58:31 00:56:48 -~
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Voice Agent Group by Agent by Account Code Compliance

The Agent Group by Agent by Account Code Compliance report shows the workload distribution across the agents in an agent group for the day(s) you
specify, including the percentage of calls with Account Codes. It reports the call statistics in hours, minutes, and seconds, and provides call counts

across agents. (See Figure 19.)

The Agent Group by Agent by Account Code Compliance report provides the following information for individual agents in the group:

Report Field

Agent ID

Agent name

ACD calls handled
Non ACD calls handled

Calls outbound
Calls requeued

Account Codes
ACD calls with Account Codes

Percent of ACD Account Code compliance

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Non ACD handling time (hh:mm:ss)

Average non ACD handling time (hh:mm:ss)
Originated outbound handling time (hh:mm:ss)

Average originated outbound handling time

Description

the agent ID entered by the agent

the name associated with the above agent ID in YourSite
the total number of ACD calls answered

the total number of non ACD calls answered

the total number of outbound calls

the total number of requeues at the agent’s position - if an agent fails to answer a call, the system
places the call back in the same queue and it is answered by the first available agent

the total number of account codes entered by the agent (for incoming and outgoing calls)
the number of calls to which account codes were applied
the percentage of calls handled to which account codes were applied

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total duration of non ACD calls (including hold time and transfer/conference time)
the average duration of non ACD calls (including hold time and transfer/conference time)

the total duration of calls that you made to destinations outside the office (including hold time and
transfer/conference time)

the average duration of calls that you made to destinations outside the office (including hold time
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Report Field Description
(hh:mm:ss) and transfer/conference time)
Total

the total of each of the columns

84



Voice reports

Figure 19 Voice Agent Group by Agent by Account Code Compliance

pontl>  Agetrre ACDGIS WAl Cls  cl  Acam ADES LGl comang ATEAD | Mewcd (R CECD Aweaiime
handled handled outbound  requeved codes e Code time (hhrrmss) s (e time handling tire e iy
Cormrpliance (hharmss) (hhxrmess)

1586 Budd R 57 8 27 1 1 0 0.0 16:52:58 0:17:46 3:04:31 0:23:04 4:59:00 0:11:04
1472 James H 51 4 6 0 0 0 0.0 174147 0:20:49 0:34:05 0:08:31 4:00:44 0:40:07
1587 Kevin M 47 3 21 1 1 0 0.0 15:04:46 0:19:15 0:10:22 0:03:27 3:13:28 0:09:13
1560 Robert S 29 2 9 0 1 0 0.0 5:10:58 0:10:43 0:14:51 0:07:25 1:36:10 0:10:41
1416 John O 26 5 57 0 0 0 0.0 4:41:37 0:10:50 0:53:40 0:10:44 5:16:07 0:05:33
1129 Patrick M 0 1 9 0 0 0 0.0 0:00:00 0:00:00 0:15:06 0:15:06 0:44:35 0:04:57
1585 SamY 0 0 0 0 0 0 0.0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00

| Totat [ 210 | 23 | 120 | 2 | 3 [ o | 00 | 523206 0:17:01 | 51235 | 0:13:35 | 19:50:04 | 0:09:14
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Voice Agent and Agent Group Event by Period (Percent)

The Agent and Agent Group Event by Period (Percent) reports display log on and log off times for the agent and agent group, and the percentage of time
the agent spent in various agent and agent group states for the day(s) you specify. It reports the statistics as a percentage of the total shift time.

If you specify conditions in which agents enter unavailable states (logged off, Make Busy, do not disturb), you can accurately measure the time agents
spent on various activities.

For example, you could specify that agents log off when they go on breaks, for lunch, or when they are away from their desks for greater than five
minutes. You could specify that agents go into Make Busy when they are away from their desks less than five minutes, and that they enter do not
disturb when they are in meetings or in training. (See Figure 20.)

Your choice of Shift Mode determines whether or not the report shows data based on traditional ACD agent behavior or hot desking agent behavior. In
Reporter, after Shift Mode, select the checkbox for either Default or Agent Group Presence. Default selection applies to traditional ACD agents, where
the standard ACD login and logout determine agent shift information. Agent Group Presence applies to hot desking agents, where login and logout using
Agent Group Presence determine agent shift information. If you choose Agent Group Presence Shift Mode, only presence-based records relating to

Agent Group Presence will be displayed in the report. Data relating to individual agent presence will not be displayed under the corresponding report
columns.

For the 3300 ICP and the SX-200 ICP with real-time, the Agent Event by Period report provides the following information:

Report Field Description

Login date/time (non-group reports only) the date and time the agent logged on Contact Center Management

Logout date/time (non-group reports only) the date and time the agent last logged off Contact Center Management

Total shift fime (hhzmm:ss) :Les ‘;(;tal elapsed time logged for the agent/agent group (total shift time is ACD activity + make
Idle time percentage the % of time the agent is logged on and available to receive calls

ACD true talk percentage the % of time the agent answered ACD calls (excluding hold time)

ACD hold percentage the % of time ACD calls spent on hold

Non ACD true talk percentage the % of time the agent answered non-ACD calls (excluding hold time)

Non ACD hold percentage the % of time non-ACD calls spent on hold
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Report Field

Outbound percentage

Outbound hold percentage

Wrap up percentage

Make Busy percentage

DND percentage

Extension number (non-group reports only)

Total

Voice reports

Description

the % of time the agent spent on outbound calls

the % of time outbound calls spent on hold

the % of time the agent spent in the wrap up state

the % of time the agent spent in the voice Make Busy state
the % of time the agent spent in the voice do not disturb state
the extension number used

the total of each of the columns

For the 3300 ICP and the SX-200 ICP with real-time, the Agent Group Event by Period report provides the following information:

Report Field
Agent ID (group reports only)

Agent name (group reports only)
Total shift time (hh:mm:ss)

Idle time percentage

ACD true talk percentage
ACD hold percentage

Non ACD true talk percentage
Non ACD hold percentage
Outbound percentage
Outbound hold percentage
Wrap up percentage

Make Busy percentage

Description
the agent ID entered by the agent
the name associated with the above agent ID in YourSite

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make
busy)

the % of time the agent is logged on and available to receive calls

the % of time the agent answered ACD calls (excluding hold time)

the % of time ACD calls spent on hold

the % of time the agent answered non-ACD calls (excluding hold time)
the % of time non-ACD calls spent on hold

the % of time the agent spent on outbound calls

the % of time outbound calls spent on hold

the % of time the agent spent in the wrap up state

the % of time the agent spent in the voice Make Busy state
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Report Field Description
DND percentage the % of time the agent spent in the voice do not disturb state
Total

the total of each of the columns
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Figure 20 Voice Agent Event by Period (Percent)

Tota shifttime ACD tnuetalk ACD hold Non ACD talk Non ACD hold Outbound hold Wrap up Make busy DND
AgentID Agert name (hh ) Idle tirme percentage Outbound percentage

1129  PatrickM 32:59:43 56.7 0.0 0.0 0.8 0.0 0.8 0.0 0.0 418 0.0
1236 Steve C 35:45:01 10.5 386 0.0 5.7 0.0 10.7 0.0 0.9 335 0.0
1416 John O 45:13:32 4.1 8.9 0.0 1.6 0.0 6.4 0.0 0.9 78.1 0.0
1418 ChamY 39:05:33 42.5 20.2 0.0 0.5 0.0 1.0 0.0 1.5 34.2 0.0
1472 JamesH 44:13:58 13.7 252 0.0 11 0.0 7.4 0.0 2.8 49.7 0.0
1477 Steve L 42:42:10 16.8 253 0.0 46 0.0 4.0 0.0 1.1 48.2 0.0
1522 Robert H 48:37:52 4.9 16.9 0.0 7.1 0.0 7.1 0.0 0.6 63.3 0.0

| Total | 288:37:49 19.6 194 | 00 | 32 | 0.0 5.5 0.0 12 | 5.2 0.0
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Voice Agent and Agent Group Event by Period (Percent) SX-200 without Real-Time
All Event by Period reports derive their data from the ACD real-time event stream. All other reports derive their data from the SMDR stream.
The Agent and Agent Group Event by Period (Percent) SX-200 Without Real-time reports display log on and log off times for the agent and agent group,

and the percentage of time the agent and agent group spent in various agent states for the day(s) you specify for the SX-200 ICP switch. It reports the
call statistics as a percentage of the total shift time.

If you specify conditions in which agents enter unavailable states (logged off, Make Busy, do not disturb), you can accurately measure the time agents
spent on various activities.

For example, you could specify that agents log off when they go on breaks, for lunch, or when they are away from their desks for greater than five
minutes. You could specify that agents go into Make Busy when they are away from their desks less than five minutes, and that they enter do not

disturb when they are in meetings or in training. (See Figure 21.)

For the SX-200 ICP, the Agent Event by Period report provides the following information:

Report Field Description

Login date/time (non-group reports only) the date and time the agent logged on Contact Center Management

Logout date/time (non-group reports only) the date and time the agent last logged off Contact Center Management

e ey e Lr:JeS;(;;tal elapsed time logged for the agent/agent group (total shift time is ACD activity + make
Idle time percentage the % of time the agent is logged on and available to receive calls

Make Busy percentage the % of time the agent spent in the voice Make Busy state

Extension number (non-group reports only) the extension number used

Total the total of each of the columns

For the SX-200 ICP, the Agent Group Event by Period report provides the following information:

Report Field Description
Agent ID (group reports only) the agent ID entered by the agent
Agent name (group reports only) the name associated with the above agent ID in YourSite
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Report Field
Total shift time (hh:mm:ss)

Idle time percentage
Make Busy percentage

Total

Voice reports

Description

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make
busy)

the % of time the agent is logged on and available to receive calls
the % of time the agent spent in the voice Make Busy state

the total of each of the columns
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Figure 21 Voice Agent Event by Period (Percent) SX-200 without Real-Time

AgentID Agent name Total shift time (hh:miss) Idle time percentage M ake busy percentage

1129 Patrick M 49:57:22 62.3 34.3
1236 Steve C 57:13:02 11.2 34.0
1416 John O 63:35:48 7.9 74.1
1418 ChamyY 48:09:57 49.4 29.8
1472 James H 70:47:04 13.0 44.0
1477 Steve L 58:53:58 14.5 43.0
1522 RobertH 75:41:33 6.6 53.9

| Total | 424:18:44 21.0 46.0
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Voice Agent and Agent Group Event by Period (hh:mm:ss)

All Event reports derive their data from the ACD real-time event stream. All other reports derive their data from the SMDR stream.

The Agent Event by Period (hh:mm:ss) report displays log on and log off times for the agent and the total duration the agent spent in various agent
states for the day(s) you specify. It reports the call statistics in hours, minutes, and seconds and provides call counts for the agent.

The Agent Group Event by Period (hh:mm:ss) report displays log on and log off times for the members of the agent group and the total duration each
agent of the agent group spent in various agent states for the day(s) you specify. It reports the call statistics in hours, minutes, and seconds and
provides call counts for the agent. (See Figure 22.)

Your choice of Shift Mode determines whether or not the report shows data based on traditional ACD agent behavior or hot desking agent behavior. In
Reporter, after Shift Mode, select the checkbox for either Default or Agent Group Presence. Default selection applies to traditional ACD agents, where
the standard ACD login and logout determine agent shift information. Agent Group Presence applies to hot desking agents, where login and logout using
Agent Group Presence determine agent shift information. If you choose Agent Group Presence Shift Mode, only presence-based records relating to
Agent Group Presence will be displayed in the report. Data relating to individual agent presence will not be displayed under the corresponding report
columns.

The Agent Event by Period (hh:mm:ss) report is truncated to the first 1000 records. It provides the following information:

Report Field Description
Login date/time (non-group reports only) the date and time the agent logged on Contact Center Management
Logout date/time (non-group reports only) the date and time the agent last logged off Contact Center Management

Total shifttime (hh:mm:ss) the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make

busy)
Idle time (hh:mm:ss) the total duration the agent is logged on and available to receive calls
Average ringing time the average duration calls rang on the agent’s extension before the agent answered the calls
Total ACD call count the total number of ACD calls the agent answered

the total number of ACD calls answered where talk time is less than the Short handle parameter (as

AR e D EE e defined on the YourSite=>Configuration=>Queue=>Queue)

ACD true talk time (hh:mm:ss) the total duration of ACD calls, from agent pick up to client hang up (excluding hold time)
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Report Field
Average ACD true talk time (hh:mm:ss)

True ACD calls per hour

Wrap up time (hh:mm:ss)

Average wrap up time (hh:mm:ss)

Non ACD true talk time (hh:mm:ss)
Non ACD inbound call count
Originated outbound time (hh:mm:ss)
Originated outbound call count

Total hold time (hh:mm:ss)
Average hold time (hh:mm:ss)
Total hold count

Total Make Busy time (hh:mm:ss)

Average Make Busy time (hh:mm:ss)
Make Busy count

Total DND time (hh:mm:ss)

Average DND time (hh:mm:ss)
DND count

Requeue count

Description
the average duration of ACD calls, from agent pick up to client hang up (excluding hold time)

the total ACD call count minus the ACD short handle call count, divided by the shift time for this
agent

the duration the agent spent in the wrap up state. Wrap up time does not include any time spent
making or taking calls during the wrap up timer

the average duration the agent spent in the wrap up state. Wrap up time does not include any time
spent making or taking calls during the wrap up timer

the total duration of non-ACD calls (excluding hold time)

the total number of non-ACD calls answered

the total duration of outbound calls

the total number of outbound calls

the total hold duration across all call types (ACD, non ACD, and outbound calls)

the average hold time across all call types (ACD, non ACD, and outbound calls) (Total hold time /
Total hold count)

the total hold count across all call types (ACD, non ACD, and outbound calls)

the total duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the average duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the total number of times the agent entered the voice Make Busy state

the total duration the agent spent in the voice Do Not Disturb state, controlled by the agent or the
supervisor

the average duration the agent spent in the voice Do Not Disturb state, controlled by the agent or
the supervisor

the total number of times the agent entered the voice Do Not Disturb state

the number of times a call was offered to an agent, was not answered, and was subsequently
offered back to the queue
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Report Field

Extension number (non-group reports only)

Total

Voice reports

Description
the extension number used

the total of each of the columns

The Agent Group Event by Period (hh:mm:ss) report is truncated to the first 1000 records. It provides the following information:

Report Field

Agent ID (group reports only)
Agent name (group reports only)
First log in date/time

Last log in date/time

Total shift time (hh:mm:ss)

Idle time (hh:mm:ss)

Average ringing time

Total ACD call count
ACD short handle call count

ACD true talk time (hh:mm:ss)

Average ACD true talk time (hh:mm:ss)

True ACD calls per hour

Wrap-up time (hh:mm:ss)

Average wrap-up time (hh:mm:ss)

Non ACD true talk time (hh:mm:ss)

Description

the agent ID entered by the agent

the name associated with the above agent ID in YourSite

the date and time at which the first agent in the group logged on Contact Center Management

the date and time at which the last agent in the group logged out of Contact Center Management

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make busy)
the total duration the agent is logged on and available to receive calls

the average duration ACD calls rang on the agent’s extension before the agent answered the calls
the total number of ACD calls the agent answered

the total number of ACD calls answered where talk time is less than the Short handle parameter (as
defined on the YourSite=>Configuration=>Queue=>Queue)

the total duration of ACD calls, from agent pick up to client hang up (excluding hold time)
the average duration of ACD calls, from agent pick up to client hang up (excluding hold time)

the total ACD call count minus the ACD short handle call count, divided by the shift time for this
agent

the duration the agent spent in the wrap up state. Wrap up time does not include any time spent
making or taking calls during the wrap up timer

the average duration the agent spent in the wrap up state. Wrap up time does not include any time
spent making or taking calls during the wrap up timer

the total duration of non-ACD calls (excluding hold time)
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Report Field

Non ACD inbound call count
Originated outbound time (hh:mm:ss)
Originated outbound call count

Total hold time (hh:mm:ss)
Average hold time (hh:mm:ss)
Total hold count

Total Make Busy time (hh:mm:ss)

Average Make Busy time (hh:mm:ss)
Make Busy count

Total DND time (hh:mm:ss)

Average DND time (hh:mm:ss)

Requeue count

DND count
Occupancy %

Total

Description

the total number of non-ACD calls answered

the total duration of outbound calls

the total number of outbound calls

the total hold duration across all call types (ACD, non ACD, and outbound calls)

the average hold time across all call types (ACD, non ACD, and outbound calls) (Total hold time /
Total hold count)

the total hold count across all call types (ACD, non ACD, and outbound calls)

the total duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the average duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the total number of times the agent entered the voice Make Busy state

the total duration the agent spent in the voice Do Not Disturb state, controlled by the agent or the
supervisor

the average duration the agent spent in the voice Do Not Disturb state, controlled by the agent or the
supervisor

the number of times a call was offered to an agent, was not answered, and was subsequently offered
back to the queue

the total number of times the agent entered the voice Do Not Disturb state
the percent of the shift time the agent was occupied (total shift minus idle time)

the total of each of the columns
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Figure 22 Voice Agent Event by Period (hh:mm:ss)
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Voice Agent Group Event by Agent by Day of Week

All Event reports derive their data from the ACD real-time event stream. All other reports derive their data from the SMDR stream.

The Agent Group Event by Agent by Day of Week report displays log on and log off times for each agent of the agent group, and the total duration that
each agent spent in various agent states over the days of the week. It reports the call statistics in hours, minutes, and seconds and provides call counts
for the agent. When this report is run for more than one week, the data is summed for each day of the week. For example, if the report is run for two
weeks, the data found under Monday is the summed total of the two Mondays and the data found under Tuesday is the summed totals of the two
Tuesdays. (See Figure 23.)

Your choice of Shift Mode determines whether or not the report shows data based on traditional ACD agent behavior or hot desking agent behavior. In
Reporter, after Shift Mode, select the checkbox for either Default or Agent Group Presence. Default selection applies to traditional ACD agents, where
the standard ACD login and logout determine agent shift information. Agent Group Presence applies to hot desking agents, where login and logout using
Agent Group Presence determine agent shift information. If you choose Agent Group Presence Shift Mode, only presence-based records relating to
Agent Group Presence will be displayed in the report. Data relating to individual agent presence will not be displayed under the corresponding report
columns.

The Agent Group Event by Agent by Day of Week report provides the following information:

Report Field Description

Agent ID the agent ID entered by the agent

Agent name the name associated with the above agent ID in YourSite

Activity Period the interval of the report in hours and minutes

First log in date/time the date and time at which the first agent in the group logged on Contact Center Management
Last log out date/time the date and time at which the last agent in the group logged out of Contact Center Management

Total shift time (hh:mm:ss) the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make

busy)
Idle time (hh:mm:ss) the total duration the agent is logged on and available to receive calls
Total ACD call count the total number of ACD calls the agent answered

the total number of ACD calls answered where talk time is less than the Short handle parameter (as

ACD short handle call count defined on the YourSite=>Configuration=>Queue=>Queue)
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Report Field
ACD true talk time (hh:mm:ss)

Average ACD true talk time (hh:mm:ss)

True ACD calls per hour

Average wrap up time (hh:mm:ss)

Non ACD true talk time (hh:mm:ss)
Non ACD inbound call count
Originated outbound time (hh:mm:ss)

Originated outbound call count
Average hold time (hh:mm:ss)
Total hold count

Total Make Busy time (hh:mm:ss)

Average Make Busy time (hh:mm:ss)
Make Busy count
Total DND time (hh:mm:ss)

DND count
Occupancy %

Total

Voice reports

Description
the total duration of ACD calls, from agent pick up to client hang up (excluding hold time)
the average duration of ACD calls, from agent pick up to client hang up (excluding hold time)

the total ACD call count minus the ACD short handle call count, divided by the shift time for this
agent

the average duration the agent spent in the wrap up state. Wrap up time does not include any time
spent making or taking calls during the wrap up timer

the total duration of non-ACD calls (excluding hold time)
the total number of non-ACD calls answered

the total duration of outbound calls

the total number of outbound calls

the average hold time across all call types (ACD, non ACD, and outbound calls) (Total hold time /
Total hold count)

the total hold count across all call types (ACD, non ACD, and outbound calls)

the total duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the average duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the total number of times the agent entered the voice Make Busy state

the total duration the agent spent in the voice Do Not Disturb state, controlled by the agent or the
supervisor

the total number of times the agent entered the voice Do Not Disturb state
the percent of the shift time the agent was occupied (total shift minus idle time)

the total of each of the columns
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Figure 23 Voice Agent Group Event by Agent by Day of Week
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1418 ChamY Tues 10:19:32 200021 94049 352:51 11 1 22034 0:247 1.0 00132 00000 0  001:35 1  0:00:00 0  3:09:02 047:15 4  0:00:00 0  59.9
| Subtotal 9:40:49 3:52:51 11 1 2:20:3¢  0:12:47 1.0 0:01:32 0:00:00 0  0:01:35 1  0:00:00 0  3:09:02 047:15 4 0:00:00 0  59.9
1472 James H Tues 9:31:26 18:00:40  8:16:59  0:57:48 9 1 1:58:54 0:13:13 1.0 0:02:01 0:21:23 2 0:00:00 0 0:00:00 0 44049  0:23:24 12 0:00:00 0 88.4
| subtotal 8:16:50 0:57:48 9 1 1:58:54 0:13:13 1.0 0:02:01 0:21:23 2  0:00:00 0  0:00:00 0 4:40:49 0:23:24 12 0:00:00 0 884
1477 Stevel Tues 11:0522 200120 8:12:01  121:22 3 0 13920 03307 04 00045 141:19 1 00000 0 00000 0 32744 0:3437 6 00000 0 835
| subtotal 8:12:01 12122 3 0 1:39:20 0:33:07 04  0:00:45 1:41:19 1  0:00:00 0 0:00:00 0 3:27:44 0:34:37 6 0:00:00 0 835
1522 RobertH Tues 8:08:19 17:05:04 9:08:28 0:23:24 2 0 1:40:26  0:50:13 0.2 0:02:00 2:20:30 1 0:48:36 2 0:00:00 0 3:51:31  0:21:03 11 0:00:00 0 95.7
| Subtotal 9:08:28 0:23:24 2 0 1:40:26  0:50:13 0.2  0:02:00 2:20:30 1 0:48:36 2 0:00:00 0 3:51:31 0:21:03 11 0:00:00 O 95.7
| Total |53:09:52]14:07:25( 25 | 2 | 7:39:14 | 0:18:22 | 0.0 | 0:01:39 | 4:23:12 | 4 | 1:19:54 | 4 | 0:00:00 | o |24:58:58| 0:29:23 | 51 [ 0:00:00 | o | 734
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Voice Agent Group Event by Agent by Day of Month

All Event by Period reports derive their data from the ACD real-time event stream. All other reports derive their data from the SMDR stream.

The Agent Group Event by Agent by Day of Month report displays log on and log off times for each agent of the agent group, and the total duration that
each agent spent in various agent states for each day of the month. It reports the call statistics in hours, minutes, and seconds and provides call counts

for the agent. (See Figure 24.)

Your choice of Shift Mode determines whether or not the report shows data based on traditional ACD agent behavior or hot desking agent behavior. In
Reporter, after Shift Mode, select the checkbox for either Default or Agent Group Presence. Default selection applies to traditional ACD agents, where
the standard ACD login and logout determine agent shift information. Agent Group Presence applies to hot desking agents, where login and logout using
Agent Group Presence determine agent shift information. If you choose Agent Group Presence Shift Mode, only presence-based records relating to
Agent Group Presence will be displayed in the report. Data relating to individual agent presence will not be displayed under the corresponding report

columns.

The Agent Group Event by Agent by Day of Month report provides the following information:

Report Field
Agent ID

Agent name
Activity period

First login date/time

Last logout date/time
Total shift time (hh:mm:ss)

Idle time (hh:mm:ss)

Total ACD call count
ACD short handle call count

ACD true talk time (hh:mm:ss)

Description

the agent ID entered by the agent

the name associated with the above agent ID in YourSite

the interval of the report in hours and minutes

the date and time at which the first agent in the group logged on Contact Center Management
the date and time at which the last agent in the group logged out of Contact Center Management

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make
busy)

the total duration the agent is logged on and available to receive calls
the total number of ACD calls the agent answered

the total number of ACD calls answered where talk time is less than the Short handle parameter (as
defined on the YourSite=>Configuration=>Queue=>Queue)

the total duration of ACD calls, from agent pick up to client hang up (excluding hold time)
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Report Field
Average ACD true talk time (hh:mm:ss)

True ACD calls per hour

Average wrap up time (hh:mm:ss)

Non ACD true talk time (hh:mm:ss)
Non ACD inbound call count
Originated outbound time (hh:mm:ss)

Originated outbound call count
Average hold time (hh:mm:ss)
Total hold count

Total Make Busy time (hh:mm:ss)

Average Make Busy time (hh:mm:ss)
Make Busy count
Total DND time (hh:mm:ss)

DND count
Occupancy %

Total

Description
the average duration of ACD calls, from agent pick up to client hang up (excluding hold time)

the total ACD call count minus the ACD short handle call count, divided by the shift time for this
agent

the average duration the agent spent in the wrap up state. Wrap up time does not include any time
spent making or taking calls during the wrap up timer

the total duration of non-ACD calls (excluding hold time)
the total number of non-ACD calls answered

the total duration of outbound calls

the total number of outbound calls

the average hold time across all call types (ACD, non ACD, and outbound calls) (Total hold time /
Total hold count)

the total hold count across all call types (ACD, non ACD, and outbound calls)

the total duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the average duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the total number of times the agent entered the voice Make Busy state

the total duration the agent spent in the voice Do Not Disturb state, controlled by the agent or the
supervisor

the total number of times the agent entered the voice Do Not Disturb state
the percent of the shift time the agent was occupied (total shift minus idle time)

the total of each of the columns
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Figure 24 Voice Agent Group Event by Agent by Day of Month

Voice reports

True
hoD omi AWy Flon i Taisors detre TelAD st ATRaOk Aemah A5 Aemw Noiome s | e oo Aemie T e Aroms e T o oy
pariod datefime datetime (hhommess)  (bhomess) call count hande ( ) o inbound W) e ) St oot %
call court e call cout

1129 Patrick M 16 14:07:54 181356  4:06:02  3:07:47 0 0 0:00:00  0:00:00 00 0:00:00 0:00:00 0  0:00:01 2  0:00:00 0 0:57:14  0:28:37 2  0:00:00 0 237
[ Subtotal  4:06:02  3:07:47 0 O 0:00:00 0:00:00 00 0:00:00 0:00:00 O  0:01:01 2  0:00:00 O 0:57:14 0:28:37 2  0:00:00 0 237

1416  JonO 16 80155 _17:01:38  8:59:25  0:3229 12 1 22133  0:1148 12  (:01:16 00000 0 0:34:05 5  0:00:00 0  5:16:05 0:1945 16  0:00:00 0  94.0
| subtotal _ &:359:25 03229 12 1 2:21:33  0:148 12  0:01:16  0:00:00 0  0:3305 5  0:00:00 0 5:16:05 0:19:45 16 0:00:00 0 940

1472 JamesH 16 9:03:12 _18:00:02  856:50 02506 5 0 124:56  0:6:59 06 0:0141  0:08:59 1 31624 4 0:00:00 0 33300  0:17:45 12 0:00:00 0 953
I 8:56:50  0:25:06 5 0 1:24:56  0:16:59 0.6 0:01:41  0:08:59 1 31624 4 0 3:33:00 0:17:45 12  0:00:00 0 953

1586  Budd R 16 8:57:27 _18:07:33__ 9:10:06 __ 0:35:56 11 0 1:45:58  0:09:38 12  0:01:00 _ 0:44:37 1 1:33:08 6 0:00:00 0 41924 0:21:337 12 0:00:00 0 ___ 935
| subtotal  9:10:06  0:35:56 11 0 14558  0:09:38 12 0:01:00 044:37 1 1:33:08 6  0:00:00 0 4:19:24 021:37 12 0:00:00 0 935

1587  KevinM 16 8:08:41 _ 14:40:49  6:12:20  1:0903 5 0 12514 017:03 0.8  0:00:15  0:00:00 0 021:16 6 0:00:00 0  310:32  0:38:06 5  0:00:00 0 815
| Subtotal  6:12:20  1:09:03 5 0 12514  0:17:03 08 0:01:15 0:00:00 0  0:21:16 6  0:00:00 0  3:10:32 0:38:06 5 0:00:00 0 815

| Total | 372443 ) 5021 | 33 | 1 | es57:41 | 0:2:39 [ 00 o014 | 05336 | 2 | 54554 | 23 | 00000 o0 [ 17:6:5 | 0:22:03 | 47 | o:00:00 [ 0 | 844
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Voice Agent Group By Agent By Make Busy / DND Code

The Agent Group by Agent by Make Busy / DND Code report shows the frequency and duration that each agent in the agent group is in voice Make
Busy and/or Do Not Disturb. The filtering option enables you to include data for Make Busy and/or Do Not Disturb Reason Codes and to sort by
reporting, full name, call duration, reason code count, and reason code type, in ascending or descending order. (See Figure 25.)

The Agent Group by Agent by Make Busy / DND Code report provides the following information:

Report Field
Reporting
Full name
Shift duration

Reason code

Reason code name

Code entry count

Duration (hh:mm:ss)

Average duration (hh:mm:ss)

Percent of shift
Reason type

Total

Description

the agent’s reporting number

the name that is associated with the above reporting number
the duration for which the shift occurs

the Make Busy or Do Not Disturb reason code number

the name of the Reason code (If the Make Busy Reason Code 01 means the morning break, the
name of the Make Busy Reason code could be Morning Break)

the number of times a code is entered by either the agent (for agent reports) or agent group (for
agent group reports) for the date/time range of the report

the total duration the agent spent in the voice Make Busy and/or Do Not Disturb state, controlled by
the agent or the supervisor

the average duration the agent spent in the voice Make Busy and/or Do Not Disturb state,
controlled by the agent or the supervisor

the percent of time the agent or agent group spent in Make Busy or Do Not Disturb
the type of Reason Code, either Make Busy or Do Not Disturb

the total of each of the columns
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Figure 25 Voice Agent Group by Agent by Make Busy / DND Code

Reporting Full name Shift duration Reason code Reason code name Code entry count Duration Aw:;g:w?;:;iun Percent of shift Reason type
1129 Patrick M 12:43:28 0 Mo Make Busy Code 2 00:00:16 00:00:08 0.0% Make Busy Reason Code
2 Lunch 2 01:50:27 00:55:13 14.5% Make Busy Reason Code
Subtotal 4 01:50:43 00:27:40 14.5%
1416 John O 18:22:16 0 Mo Make Busy Code 10 00:14:49 00:01:28 1.3% Make Busy Reason Code
5 Restroom 2 00:04:16 00:02:08 0.4% Make Busy Reason Code
4 Consult Supervisor 2 00:17:32 00:08:46 1.6% Make Busy Reason Code
1 Break 5 01:22:26 00:16:29 7.5% Make Busy Reason Code
2 Lunch 3 02:14:42 00:44:54 12.2% Make Busy Reason Code
8 Customer Issue Review 9 06:35:34 00:43:57 35.9% Make Busy Reason Code
r} Meeting 1 00:55:30 00:55:30 5.0% Make Busy Reason Code
10 Prime Extension Call 2 00:00:25 00:00:12 0.0% Make Busy Reason Code
-3 Contact Center Work Timer 1 00:01:59 00:01:59 0.2% Make Busy Reason Code
Subtotal 35 11:47:13 00:20:12 64.2%
1472 James H 17:31:27 0 Mo Make Busy Code 2 00:02:45 00:01:22 0.3% Make Busy Reason Code
5 Restroom 3 00:15:06 00:05:02 1.4% Make Busy Reason Code
1 Break 4 01:06:04 00:16:31 6.3% Make Busy Reason Code
2 Lunch 2 01:59:49 00:59:54 11.4% Make Busy Reason Code
8 Customer Issue Review 9 03:12:48 00:21:25 18.3% Make Busy Reason Code
Subtotal 20 06:36:32 00:19:49 37.7%
1560 Robert S 08:46:55 0 Mo Make Busy Code 3 00:12:10 00:04:03 2.3% Make Busy Reason Code
1 Break 1 00:15:25 00:15:25 2.9% Make Busy Reason Code
2 Lunch 1 01:00:05 01:00:05 11.4% Make Busy Reason Code
Subtotal 5 01:27:40 00:17:32 16.6%
1586 Budd R 15:54:10 0 Mo Make Busy Code 7 00:06:16 00:00:53 0.7% Make Busy Reason Code
1 Break 3 00:46:58 00:15:39 4.9% Make Busy Reason Code
2 Lunch 2 02:01:00 01:00:30 12.7% Make Busy Reason Code
8 Customer Issue Review 6 03:01:40 00:30:16 19.0% Make Busy Reason Code
7 Meeting 2 00:25:01 00:12:30 2.6% Make Busy Reason Code
Subtotal 20 06:20:55 00:18:02 39.9%
1587 Kevin M 12:53:52 0 Mo Make Busy Code 3 00:05:22 00:01:47 0.7% Make Busy Reason Code
4 Consult Supervisor 1 00:10:09 00:10:09 1.3% Make Busy Reason Code
1 Break 3 00:47:07 00:15:42 6.1% Make Busy Reason Code
2 Lunch 2 02:03:49 01:01:54 16.0% Make Busy Reason Code
8 Customer Issue Review 3 00:13:31 00:04:30 1.7% Make Busy Reason Code
Subtotal 12 03:19:58 00:16:39 25.8%
[ Totals 9% 31:23:01 00:19:36 36.4% |
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Voice Agent and Agent Group Internal/External Call Counts by Period

Here is a brief definition of external and internal calls:
« Internal Outis a call that you made from the office to a destination within the office.

External Out is a call that you made from the office to a destination outside the office.

Internal Non ACD is a call that you received in the office from an origin within the office.

External Non ACD is a call that you received in the office from an origin outside the office.

Internal ACD is an ACD call that originated from inside the office to a destination within the office.
External ACD is an ACD call that originated from outside the office with a destination within the office.

The Agent and Agent Group Internal/External Call Counts by Period reports show internal and external call activity of an agent and agent group across
15-, 30-, or 60-minute intervals for the shift duration and day(s) you specify. (See Figure 26.)

All agent internal/external call count reports have the following headings:

Report Field
Activity period
ACD calls handled

Total internal ACD calls
Total internal ACD handling time (hh:mm:ss)

Average internal ACD duration (hh:mm:ss)

Total external ACD calls

Total external ACD handling time (hh:mm:ss)

Average external ACD duration (hh:mm:ss)

Non ACD calls handled
Total internal non ACD calls

Total internal non ACD handling time
(hh:mm:ss)

Description

the interval of the report in hours and minutes

the total number of ACD calls answered

the total number of ACD calls that you received that originated inside the office

the total duration of ACD calls that you received that originated in the office (including hold time and
transfer/conference time)

the average duration of ACD calls that you received that originated in the office
the total number of ACD calls that originated outside the office with a destination within the office

the total duration of ACD calls that originated outside the office with a destination within the office
(including hold time and transfer/conference time)

the average duration of ACD calls that originated outside the office with a destination within the
office

the total number of non ACD calls answered
the total number of non ACD calls that you received that originated in the office

the total duration of non ACD calls that you received that originated in the office (including hold time
and transfer/conference time)
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Report Field Description

Average internal non ACD duration (hh:mm:ss)  the average duration of non ACD calls that you received that originated in the office

the total number of non ACD calls that originated outside the office with a destination within the
Total external non ACD calls

office
Total external non ACD handling time the total duration of non ACD calls that originated outside the office with a destination within the
(hh:mm:ss) office (including hold time and transfer/conference time)

Average extemal non ACD duration (hh:mm:ss) the average duration of non ACD calls that originated outside the office with a destination within the

office
Calls outbound the total number of outbound calls
Total internal out calls the total number of calls that you made to destinations within the office

: o N the total duration of calls that you made to destinations within the office (including hold time and

Total internal out handling time (hh:mm:ss) .
transfer/conference time)

Average internal out duration (hh:mm:ss) the average duration of calls that you made to destinations within the office

Total external out calls the total number of calls that you made to destinations outside the office

the total duration of calls that you made to destinations outside the office (including hold time and

Total external out handling time (hh:mm:ss) transfer/conference time)

Average external out duration (hh:mm:ss) the average duration of calls that you made to destinations outside the office

Total the total of each of the columns
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Figure 26 Voice Agent Group Internal/External Call Counts by Period

Total Total Total Total L) Total  Average
ACDcals 0@ mgnﬂ m o E:‘:’énl‘)‘ai :Em"ﬁ Ag?) '”T';?'a' m:) ?m e:;:al mé e:::‘a'mm" cals 1o@ mﬂ;ﬁ' 1r$:m ot Emo;.tml e"f”f
Activitypertod * g IEMAl o ing ACD  extemal g AR e M0 nding ™PACD nacD handing ASC oumoung [Ntemal  handiing T o handiing  duration
AcDcals "9 duaton ACDcalls g s il te . duration LU0 TS duration otcals time (ET aeals g0 SIS

(hass) (hh:mmiss) (hh:mmss) (hh:mmess) calls (bhimmss) (hh:mmess) (bhimss) (hh:mmess) (?mn)mss (bhimmss) )
08:00 5 0 0:00:00 0:00:00 5 1:06:59 0:13:23 1 0 0:00:00 0:00:00 1 0:20:07 0:20:07 2 1 0:01:32 0:01:32 1 0:25:21 0:25:21
08:30 5 0 0:00:00 0:00:00 5 1:02:32 0:12:30 2 1 0:00:17 0:00:17 1 0:03:11 0:03:11 5 2 0:00:20 0:00:10 3 1:34:37 0:31:32
09:00 9 0 0:00:00 0:00:00 9 1:38:.06 0:10:54 0 0 0:00:00 0:00:00 0 0:00:00 0:00:00 4 1 0:00:00 0:00:00 3 0:02:42 0:00:54
09:30 6 0 0:00:00 0:00:00 6 1:20:27 0:13:24 7 3 0:00:56 0:00:18 4 1:22:52 0:20:43 9 3 0:01:42 0:00:34 6 0:12:46 0:02:07
10:00 13 0 0:00:00 0:00:00 13 3:31:54 0:16:18 4 b 0 0:00:00 0:00:00 1 0:01:03 0:01:03 19 4 0:03:42 0:00:55 15 3:06:27 0:12:25
10:30 19 0 0:00:00 0:00:00 19 34346 0:11:46 2 0 0:00:00 0:00:00 2 0:01:58 0:00:59 15 b 0:02:24 0:01:12 13 0:29:38 0:.02:16
11:00 29 0 0:00:00 0:00:00 29 5:32:45 0:11:28 L 1 0:00:26 0:00:26 4 1:07.57 0:16:59 18 4 0:01:45 0:00:26 14 2:26:57 0:10:29
11:30 16 0 0:00:00 0:00:00 16 7:55:22 0:2942 2 0 0:00:00 0:00:00 2 0:12:24 0:.06:12 14 2 0:03:01 0:01:30 12 2:23:29 0:11.57
12:00 20 0 0:00:00 0:00:00 20 6:41:25 0:20:04 3 0 0:00:00 0:00:00 3 0:15:41 0:.05:13 7 2 0:00:08 0:00:04 5 0:11:26 0:.02:17
12:30 14 0 0:00:00 0:00:00 14 3:54:31 0:16:45 4 0 0:00:00 0:00:00 4 0:57:41  0:14:25 3 1 0:03:59 0:03:59 2 1:45:14 0:52:37
13:00 15 0 0:00:00 0:00:00 15 4:15:38 0:17:02 1 0 0:00:00 0:00:00 1 0:02:19 0:02:19 5 1 0:02:14 0:02:14 4 0:30:51 0:07:42
13:30 14 0 0:00:00 0:00:00 14 5:31:53 0:2342 2 0 0:00:00 0:00:00 2 2:24:21  1:12:10 10 0 0:00:00 0:00:00 10 2:34:28 0:15:26
14:00 17 0 0:00:00 0:00:00 17 5:27:14 0:19:14 5 0 0:00:00 0:00:00 5 3:32:32  0:42:30 7 3 0:03:03 0:01:.01 4 0:43:22 0:10:50
14:30 13 0 0:00:00 0:00:00 13 5:53:49 0:27:13 0 0 0:00:00 0:00:00 0 0:00:00 0:00:00 7 2 0:01:52 0:00:56 5 0:43:30 0:08:42
15:00 12 0 0:00:00 0:00:00 12 6:56:53 0:34:44 3 0 0:00:00 0:00:00 3 1:14:55  0:24:58 12 1 0:00:07 0:00:07 11 0:15:47 0:01:26
15:30 12 0 0:00:00 0:00:00 12 3:42:19 0:18:31 2 1 0:00:06 0:00:06 1 0:01:22 0:01:22 3 0 0:00:00 0:00:00 3 0:33:58 0:11:19
16:00 10 0 0:00:00 0:00:00 10 5:07:03 0:3042 1 0 0:00:00 0:00:00 1 0:15:06 0:15:.06 10 0 0:00:00 0:00:00 10 1:52:48 0:11:16
16:30 18 0 0:00:00 0:00:00 18 5:12:20 0:17:21 1 0 0:00:00 0:00:00 1 0:09:48 0:09:48 12 6 0:03:38 0:00:36 6 1:40:18 0:16:43
[ Totl | 247 | 0 | 0:00:00] 0:00:00] 247 |78:34:56] 0:19:05] 42 | 6 | 0:01:45] 0:00:17] 36 ]12:03:17] 0:20:05 | 162 | 35 |0:29:27] 0:00:50] 127 ]21:33:39] 0:10:11]
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Voice Agent and Agent Group Internal/External Call Counts by the Day of the Week

Here is a brief definition of external and internal calls:
« Internal Outis a call that you made from the office to a destination within the office.
o External Out is a call that you made from the office to a destination outside the office.

Internal Non ACD is a call that you received in the office from an origin within the office.

External Non ACD is a call that you received in the office from an origin outside the office.

Internal ACD is an ACD call that originated from inside the office to a destination within the office.
External ACD is an ACD call that originated from outside the office with a destination within the office.

The Agent and Agent Group Internal/External Call Counts by the Day of the Week reports show internal and external call activity of an agent and agent
group over the days of the week. When this report is run for more than one week, the data is summed for each day of the week. For example, if the
report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data found under Tuesday is the summed

totals of the two Tuesdays. (See Figure 27.)

All agent internal/external call count reports have the following headings:

Report Field
Activity period
ACD calls handled

Total internal ACD calls
Total internal ACD handling time (hh:mm:ss)

Average internal ACD duration (hh:mm:ss)

Total external ACD calls

Total external ACD handling time (hh:mm:ss)

Average external ACD duration (hh:mm:ss)

Non ACD calls handled

Total internal non ACD calls

Description

the interval of the report in hours and minutes

the total number of ACD calls answered

the total number of ACD calls that you received that originated inside the office

the total duration of ACD calls that you received that originated in the office (including hold time and
transfer/conference time)

the average duration of ACD calls that you received that originated in the office
the total number of ACD calls that originated outside the office with a destination within the office

the total duration of ACD calls that originated outside the office with a destination within the office
(including hold time and transfer/conference time)

the average duration of ACD calls that originated outside the office with a destination within the
office

the total number of non ACD calls answered

the total number of non ACD calls that you received that originated in the office
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Report Field

Total internal non ACD handling time
(hh:mm:ss)

Average internal non ACD duration (hh:mm:ss)
Total external non ACD calls

Total external non ACD handling time
(hh:mm:ss)

Average external non ACD duration (hh:mm:ss)

Calls outbound

Total internal out calls
Total internal out handling time (hh:mm:ss)

Average internal out duration (hh:mm:ss)

Total external out calls
Total external out handling time (hh:mm:ss)

Average external out duration (hh:mm:ss)

Total

Description

the total duration of non ACD calls that you received that originated in the office (including hold time
and transfer/conference time)

the average duration of non ACD calls that you received that originated in the office

the total number of non ACD calls that originated outside the office with a destination within the
office

the total duration of non ACD calls that originated outside the office with a destination within the
office (including hold time and transfer/conference time)

the average duration of non ACD calls that originated outside the office with a destination within the
office

the total number of outbound calls
the total number of calls that you made to destinations within the office

the total duration of calls that you made to destinations within the office (including hold time and
transfer/conference time)

the average duration of calls that you made to destinations within the office
the total number of calls that you made to destinations outside the office

the total duration of calls that you made to destinations outside the office (including hold time and
transfer/conference time)

the average duration of calls that you made to destinations outside the office

the total of each of the columns
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Figure 27 Voice Agent Group Internal/External Call Counts by Day of the Week

Voice reports

Total Total Total
Total Total Average Total :
intemal Average extemal Avelage[ Nen ACD Total "w:éé intarmal Toal  external AMQT Total mgrl Average Total aﬁ:‘*n'\al 'Memgel
A o4 ACDcals Tomlinemal ~ACD intemal ACD Toialextemal  ACD eﬁ"; fe ntemal PR nonACD  extemal nonACD em::'D Calls S hareting  Intemal out el e m:_*m’
vity peri handled ACDecalls  handing dumtion  ACDcalls  handing ! o nonACD  @MdING o nonACD handing o0 A MMBMALoLR: FANCNDG s ationy e HeN
e {hh:mmss) Wi duration handled calls tirme (FRatiee | cals time duration calls time {hamerces) out calls time: duration
i) : {hh; ) (hh:mmss) {hh:n;mss ) (hh ) (hh:mmss) (hh:n)\mss : (hhimmss (hhimmiss)
Mond. 0 0 0:00:00  0:00:00 0 0:00:00  0:00:00 0 0 0:00:00 0:00:00 0 0:00:00  0:00:00 0 0 0:00:00 0:00:00 0 0:00:00 0:00:00
Tuesday 0 0 0:00:00  0:00:00 0 0:00:00  0:00:00 0 0 0:00:00 0:00:00 0 0:00:00  0:00:00 0 0 0:00:00 0:00:00 0 0:00:00 0:00:00
Wednesday 0 0 0:00:00  0:00:00 0 0:00:00  0:00:00 0 0 0:00:00 0:00:00 0  0:00:00 0:00:00 0 0 0:00:00  0:00:00 0 0:00:00 0:00:00
Thursday 0 0 0:00:00  0:00:00 0 0:00:00  0:00:00 0 0 0:00:00 0:00:00 0 0:00:00  0:00:00 0 0 0:00:00 0:00:00 0 0:00:00 0:00:00
Friday 27 0 0:00:00  0:00:00 27 13:26:56  0:29:53 0 0 0:00:00 0:00:00 0 0:00:00 0:00:00 20 5 0:0329 0:00:41 15 236143  0:1026
Total 27 0 0:00:00 | 0:00:00 27 | 13:26:56| 0:29:553 | o 0 |o0:00:00]0:00:00] o0 |o0:00:00][ 0:00:00] 20 5 |0:03:29] 00042 | 15 | 2:36:43] 0:10:27

111



Mitel Contact Center Solutions Reports Guide

Voice Agent and Agent Group Internal/External Call Counts by the Day of the Month

Here is a brief definition of external and internal calls:
« Internal Outis a call that you made from the office to a destination within the office.

External Out is a call that you made from the office to a destination outside the office.

Internal Non ACD is a call that you received in the office from an origin within the office.

External Non ACD is a call that you received in the office from an origin outside the office.

Internal ACD is an ACD call that originated from inside the office to a destination within the office.
External ACD is an ACD call that originated from outside the office with a destination within the office.

The Agent and Agent Group Internal/External Call Counts by the Day of the Month reports show internal and external call activity of an agent and agent

group for the days of the month. (See Figure 28.)

All agent internal/external call count reports have the following headings:

Report Field
Activity period
ACD calls handled

Total internal ACD calls
Total internal ACD handling time (hh:mm:ss)

Average internal ACD duration (hh:mm:ss)

Total external ACD calls

Total external ACD handling time (hh:mm:ss)

Average external ACD duration (hh:mm:ss)

Non ACD calls handled
Total internal non ACD calls

Total internal non ACD handling time
(hh:mm:ss)

Description

the interval of the report in hours and minutes

the total number of ACD calls answered

the total number of ACD calls that you received that originated inside the office

the total duration of ACD calls that you received that originated in the office (including hold time and
transfer/conference time)

the average duration of ACD calls that you received that originated in the office
the total number of ACD calls that originated outside the office with a destination within the office

the total duration of ACD calls that originated outside the office with a destination within the office
(including hold time and transfer/conference time)

the average duration of ACD calls that originated outside the office with a destination within the
office

the total number of non ACD calls answered
the total number of non ACD calls that you received that originated in the office

the total duration of non ACD calls that you received that originated in the office (including hold time
and transfer/conference time)
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Report Field Description

Average internal non ACD duration (hh:mm:ss)  the average duration of non ACD calls that you received that originated in the office

the total number of non ACD calls that originated outside the office with a destination within the
Total external non ACD calls

office
Total external non ACD handling time the total duration of non ACD calls that originated outside the office with a destination within the
(hh:mm:ss) office (including hold time and transfer/conference time)

Average extemal non ACD duration (hh:mm:ss) the average duration of non ACD calls that originated outside the office with a destination within the

office
Calls outbound the total number of outbound calls
Total internal out calls the total number of calls that you made to destinations within the office

: o N the total duration of calls that you made to destinations within the office (including hold time and

Total internal out handling time (hh:mm:ss) .
transfer/conference time)

Average internal out duration (hh:mm:ss) the average duration of calls that you made to destinations within the office

Total external out calls the total number of calls that you made to destinations outside the office

the total duration of calls that you made to destinations outside the office (including hold time and

Total external out handling time (hh:mm:ss) transfer/conference time)

Average external out duration (hh:mm:ss) the average duration of calls that you made to destinations outside the office

Total the total of each of the columns
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Figure 28 Voice Agent Group Internal/External Call Counts by Day of the Month

Total intemal Bvern e:iad:alal Average Totalintemal  Average Tetal eml Average Total Ave e:ﬂ::\lai Average
Activity period ACD s Tolalnterl b intemal ACD QL":Ll D nen  NonACD mﬁ?lnon o e Mreg ™ etamal nonACD SRR cals .n:‘:ll freeono inermal out ml ioh =, (O
handed  ACDcals  "E “:“m“n:) ACD calls "“;:1"9 duration @l handed Ty N e duaton et h“;::‘-‘ duton OB e tme ﬂi“:;n"":sl kol Sl eumion
{hh:mmss) E (bh:mmss) (hhammss) (hhommss)  (hhimmss) (hhmmsss) (hh;mmss) (hh;mmss) (Iﬁ:n;nm (hhmmss
1 0 o 0:00:00  0:00:00 0 0:00:00 0:00:00 0 0 0:00:00  0:00:00 0 0:00:00  0:00:00 ] ] 0:00:00 0:00:00 o 0:00:00 0:00:00
2 0 0 0:00:00  0:00:00 0 0:00:00  0:00:00 0 0 0:00:00  0:00:00 0 0:00:00 0:0000 0 0 0:00:00 0:0000 0 00000 0:00:00
3 0 o 0:00:00  0:00:00 1] 0:00:00 0:00:00 0 0 0:00:00  0:00:00 0 0:00:00 0:00:00 ] 0 0:00:00 0:00:00 o 0:00:00 0:00:00
4 0 0 0:00:00  0:00:00 0 0:00:00 0:00:00 0 0 0:00:00  0:00:00 0 0:00:00 0:00:00 0 0 0:00:00 0:00:00 0 0:00:00 0:00:00
5 0 0 0:00:00  0:00:00 0 0:00:00  0:00:00 0 0 0:00:00  0:00:00 0 0:00:00 0:0000 0 0 0:0000 00000 0 00000 0:00:00
6 0 o 0:00:00  0:00:00 ] 0:00:00 0:00:00 0 0 0:00:00  0:00:00 0 0:00:00 0:00:00 o 0 0:00:00 0:00:00 o 0:00:00 0:00:00
7 0 0 0:00:00 0:00:00 0 0:00:00 0:00:00 0 0 0:00:00 0:00:00 0 0:00:00 0:00:00 0 0 0:00:00 0:00:00 ] 0:00:00 0:00:00
8 0 0 0:00:00  0:00:00 0 0:00:00 0:00:00 0 0 0:00:00  0:00:00 0 0:00:00 0:00:00 0 0 0:00:00 0:00:00 0 0:00:00 0:00:00
9 0 0 0:00:00  0:00:00 0 0:00:00  0:00:00 0 0 0:00:00  0:00:00 0 0:00:00 0:00:00 0 0 0:00:00 00000 0 00000 0:00:00
10 0 o 0:00:00  0:00:00 0 0:00:00 0:00:00 0 0 0:00:00  0:00:00 0 0:00:00 0:00:00 ] 0 0:00:00 0:00:00 o 0:00:00 0:00:00
11 0 o 0:00:00  0:00:00 0 0:00:00 0:00:00 0 0 0:00:00 0:00:00 0 0:00:00 0:00:00 o 0 0:00:00 0:00:00 o 0:00:00 0:00:00
12 0 0 0:00:00  0:00:00 0 0:00:00 _ 0:00:00 0 0 0:00:00 _ 0:00:00 0 0:00:00 0:0000 0 0 00000 00000 0  0:00:00 0:00:00
13 0 ] 0:00:00  0:00:00 0 0:00:00 0:00:00 0 0 0:00:00  0:00:00 0 0:00:00  0:00:00 o 0 0:00:00 0:00:00 0 0:00:00 0:00:00
14 0 0 0:00:00  0:00:00 0 0:00:00  0:00:00 0 0 0:00:00  0:00:00 0 0:00:00 0:00:00 0 0  0:00:00 00000 0 00000 0:00:00
15 0 o 0:00:00  0:00:00 0 0:00:00 0:00:00 0 0 0:00:00  0:00:00 0 0:00:00 0:00:00 o 0 0:00:00 0:00:00 a 0:00:00 0:00:00
16 31 0 0:00:00  0:00:00 31 6:38:00 0:12:50 2 0 0:00:00  0:00:00 2 0:53:36 0:26:48 23 3 0:02:47 0:00:55 20 543:18 0:17:09
| Total 31 0 0:00:00 | 0:00:00 | 31 | 6:38:00 | 0:12:50 2 0 0:00:00 | 0:00:00 2 |o0s5336| 02648 | 23 | 3 | 0:02:47[ 0:00:56| 20 |5:43:18] 0:17:10]
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Voice Agent and Agent Group Internal/External Call Counts by Month

Here is a brief definition of external and internal calls:
« Internal Outis a call that you made from the office to a destination within the office.
o External Out is a call that you made from the office to a destination outside the office.

Internal Non ACD is a call that you received in the office from an origin within the office.

External Non ACD is a call that you received in the office from an origin outside the office.

Internal ACD is an ACD call that originated from inside the office to a destination within the office.
External ACD is an ACD call that originated from outside the office with a destination within the office.

The Agent and Agent Group Internal/External Call Counts by Month reports show internal and extemal call activity of an agent and agent group for the

month. (See Figure 29.)

All agent internal/external call count reports have the following headings:

Report Field
Activity period
ACD calls handled

Total internal ACD calls
Total internal ACD handling time (hh:mm:ss)

Average internal ACD duration (hh:mm:ss)

Total external ACD calls

Total external ACD handling time (hh:mm:ss)

Average external ACD duration (hh:mm:ss)

Non ACD calls handled
Total internal non ACD calls

Total internal non ACD handling time
(hh:mm:ss)

Description

the interval of the report in hours and minutes

the total number of ACD calls answered

the total number of ACD calls that you received that originated inside the office

the total duration of ACD calls that you received that originated in the office (including hold time and
transfer/conference time)

the average duration of ACD calls that you received that originated in the office
the total number of ACD calls that originated outside the office with a destination within the office

the total duration of ACD calls that originated outside the office with a destination within the office
(including hold time and transfer/conference time)

the average duration of ACD calls that originated outside the office with a destination within the
office

the total number of non ACD calls answered
the total number of non ACD calls that you received that originated in the office

the total duration of non ACD calls that you received that originated in the office (including hold time
and transfer/conference time)
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Report Field Description

Average internal non ACD duration (hh:mm:ss)  the average duration of non ACD calls that you received that originated in the office

the total number of non ACD calls that originated outside the office with a destination within the
Total external non ACD calls

office
Total external non ACD handling time the total duration of non ACD calls that originated outside the office with a destination within the
(hh:mm:ss) office (including hold time and transfer/conference time)

Average extemal non ACD duration (hh:mm:ss) the average duration of non ACD calls that originated outside the office with a destination within the

office
Calls outbound the total number of outbound calls
Total internal out calls the total number of calls that you made to destinations within the office

: o N the total duration of calls that you made to destinations within the office (including hold time and

Total internal out handling time (hh:mm:ss) .
transfer/conference time)

Average internal out duration (hh:mm:ss) the average duration of calls that you made to destinations within the office

Total external out calls the total number of calls that you made to destinations outside the office

the total duration of calls that you made to destinations outside the office (including hold time and

Total external out handling time (hh:mm:ss) transfer/conference time)

Average external out duration (hh:mm:ss) the average duration of calls that you made to destinations outside the office

Total the total of each of the columns
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Figure 29 Voice Agent Group Internal/External Call Counts by Month

Voice reports

Total
Total Total Total Total
. Average Average otal . Average Total external
R L Total S L mvAEs ) DERED ety e ommedlien Avanea Cals  Towl intemalout Y9 Torl out AV
. ACDcalls . 5] ACD external ACD external non « 5 intermal out - external out
Activity period ] intemnal Py ACD external handii ACD calls non handii ACD T harily ACD duration outboun  internal handling e external  handling i
ACDecalls 2" Giation  ACD calls "N Gumation  handled  ACD 9IS Giration Ll d out calls time outcalls  time
(hh:mmss) LT (hh:mmss) calls (hh:mm:ss) e e ARz (hh:mm:ss) i) (hh:mm=s (I
(hh:mmiss) : (hh:mmiss) : (hh:mmiss) : (hh:mmiss) g )
Aug 90 0 0:00:00 0:00:00 90 23:39:48  0:15:46 18 2 0:00:42  0:00:21 16 6:54:23 0:25:53 59 25 0:16:20  0:00:39 34 7:2325 0:13:02
| Totat | 90 | o | o0:00:00][o0:0000] 90 |23:39:48] 0:15:47 | 18 | 2 | 0:00:42 [ 0:00:21 [ 16 | 6:54:23 | o0:25:54 | s9 | 25 | 0:16:20 | 0:00:39 [ 34 |7:23:25] 0:13:02 |
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Voice Agent Group Internal/External Call Counts by Agent

Here is a brief definition of external and internal calls:
« Internal Outis a call that you made from the office to a destination within the office.
o External Out is a call that you made from the office to a destination outside the office.

Internal Non ACD is a call that you received in the office from an origin within the office.

External Non ACD is a call that you received in the office from an origin outside the office.

Internal ACD is an ACD call that originated from inside the office to a destination within the office.
External ACD is an ACD call that originated from outside the office with a destination within the office.

The Agent Group Interal/External Call Counts by Agent report shows internal and external call activity of each agent in the agent group. (See Figure

30.)

All agent internal/external call count reports have the following headings:

Report Field
Agent ID

Agent name

ACD calls handled

Total internal ACD calls
Total internal ACD handling time (hh:mm:ss)

Average internal ACD duration (hh:mm:ss)

Total external ACD calls

Total external ACD handling time (hh:mm:ss)

Average external ACD duration (hh:mm:ss)

Non ACD calls handled

Total internal non ACD calls

Description

the agent ID entered by the agent

the name associated with the above agent ID in YourSite

the total number of ACD calls answered

the total number of ACD calls that you received that originated inside the office

the total duration of ACD calls that you received that originated in the office (including hold time and
transfer/conference time)

the average duration of ACD calls that you received that originated in the office
the total number of ACD calls that originated outside the office with a destination within the office

the total duration of ACD calls that originated outside the office with a destination within the office
(including hold time and transfer/conference time)

the average duration of ACD calls that originated outside the office with a destination within the
office

the total number of non ACD calls answered

the total number of non ACD calls that you received that originated in the office
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Report Field Description
Total internal non ACD handling time the total duration of non ACD calls that you received that originated in the office (including hold time
(hh:mm:ss) and transfer/conference time)

Average internal non ACD duration (hh:mm:ss)  the average duration of non ACD calls that you received that originated in the office

the total number of non ACD calls that originated outside the office with a destination within the
Total external non ACD calls

office
Total external non ACD handling time the total duration of non ACD calls that originated outside the office with a destination within the
(hh:mm:ss) office (including hold time and transfer/conference time)

Average external non ACD duration (hh:mm:ss) the average duration of non ACD calls that originated outside the office with a destination within the

office
Calls outbound the total number of outbound calls
Total internal out calls the total number of calls that you made to destinations within the office

: L I the total duration of calls that you made to destinations within the office (including hold time and

Total internal out handling time (hh:mm:ss) .
transfer/conference time)

Average internal out duration (hh:mm:ss) the average duration of calls that you made to destinations within the office

Total external out calls the total number of calls that you made to destinations outside the office

the total duration of calls that you made to destinations outside the office (including hold time and

Total external out handling time (hh:mm:ss) transfer/conference time)

Average external out duration (hh:mm:ss) the average duration of calls that you made to destinations outside the office

Total the total of each of the columns
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Figure 30 Voice Agent Group Internal/External Call Counts by Agent

Total |nL°r?\Lk fearage Total e:t:::ul fvemnge Non Total lnte-rrrilalnun el Total E:I:am’al Svarene Toml Average Total e:bad:\lal Average

Agent D Agent name :;IE intermal h:nfifng in::m;l external ACD Alamal ACD  internal ACD intsmalipon external rmAf:D exlemal nco Calls I:::;L | lnﬁ:;llnzm internal out extermnal handiing extemallwt
handied ACD e dicelion ACD handling diation calls nponACD handling duration ™" ACD har\dllng dueatide ik oalis time dljlrabon out duration

B (hh:mm:ss  (hh:mmss) £ (hh'l:'::lss} (hh:mm:ss) el {I'h‘:'rl":ss (hh:mm:ss) £ {hh:lﬁss) (hh:mm=ss) (hh:mm:ss) (hhimmiss)  calls (hh:mm:s (i ss)

) : : " s}

1472 James H 74 0 000:00 00000 74 27:06:00 0:21:58 7 1 0:00:07 0:00:07 =] 2:16:31  0:22:45 11 2 0:06:32 0:03:16 9 44521 0:3142
1586 Budd R 72 0 0:00:00 00000 72 20:11:26 0:1649 17 i 0:00:38 0:00:19 15 7:07:02 0:28:28 41 7 0:0744 0:01:.06 34 6:25:15 0:11:19
1236 Steve C 63 0 0:0000 0:00:00 63 29:56:29 0:28:30 9 1 0:00:12 0:00:12 8 2:24:14  0:18:01 81 19  0:1445 00046 62 808:17 00752
1522 Robert H 58 0 0:0000 0:00.00 58 28:38:41 0:29:37 5 0 0:00:00 0:00:00 5 3:20:57 0:40:11 23 7 0:03:37 0:00:31 16 4:1553 0:15:59
1416 John O 56 0 00000 0:00:00 56 11:.01:.05 0:11:48 10 1 0:00:10 0:00:10 9 1:13:02  0:08:06 76 15 00527 000:21 61 91344 0:09:04
1560 Robert S 50 0 0:00:00 00000 50 9:27:.08 0:11:20 3 1 0:00:09 0:00:09 2 1:04:33  0:32:16 20 7 0:11:58 0:0142 13 2:22:21 0:10:57
1587 Kevin M 47 0 0:0000 0:00:00 47 150446 0:19:15 3 2 0:00:34 0:00:17 1 0:09:48 0:09:48 21 2  0:00:26 0:00:13 19 3:13:02 0:10:09
1418 ChamyY 25 0 00000 0:00:00 25 8:06:04 01926 2 0 0:00:00 0:00:00 2 046:32 0:23:16 11 3  0:01:39 0:00:33 8 02321 0:02:55
1477 Steve L 23 0 0:00:00 0:0000 23 11:17:09 0:29:26 16 1 0:00:14 0:00:14 15 4:59:17 0:19:57 28 7 0:07:27 001:03 21 41757 0:12:17
1412 Andrew D 12 0 0:00:00 0:00:00 12 057551 00449 15 1 0:00:32 0:00:32 14  0:22:55 0:01:38 89 50 0:09:17 0:00:11 39 1:01:02 0:01:33
1347 Matt L 11 0 00000 00000 11 4:06:31 0:22:24 5 0 0:00:00 0:00:00 5 0:22:34 0:04:30 13 7 0:02:50 0:00:24 6 1:55:59 0:19:19
1361 IanC 3 0 0:00:00 0:00:00 0:05:13 0:01:44 7 1 0:00:26 0:00:26 6 0:09:37 0:01:36 12 4 0:02:30 0:00:37 8 0:54:26 0:06:48
1129 Patrick M 1 0 0:00:00 0:00:00 0:21:29 0:21:29 i | 0 0:00:00 0:00:00 1 0:15:06 0:15:06 23 16 001:.03 0:00:03 7 0:57:07 0:.08:09

| Total | 495| o0 [0:00:00] 0:00:00 | 495 |i66:19:52] 0:20:10| 100 | 11 | 0:03:02]0:00:17| 89 |24:32:08| 0:16:32 | 449 | 146 | 1:15:15] 0:00:31 | 303 |47:53:45] 0:09:29 |
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Voice Agent by Make Busy / DND Trace

The Agent by Make Busy / DND Trace report shows the Make Busy and Do Not Disturb codes used by the agent to indicate why they are taking a
break. It lists the start and end Make Busy time and Do Not Disturb time for each instance. The filtering option enables you to include data for Make
Busy and/or Do Not Disturb Reason Codes and to sort by Call start time, Reporting, Full name, Reason Code Count, and Reason Code Type, in

ascending or descending order. (See Figure 31.)

The Agent by Make Busy / DND Trace report provides the following information:

Report Field
Reporting
Full name
Start time
End time

Reason Type

Description

the Make Busy or Do Not Disturb reason code

the name associated to the Make Busy or Do Not Disturb reason code
the time at which the Make Busy or Do Not Disturb break begins

The time at which the Make Busy or Do Not Disturb break ends

the type of Reason Code, either Make Busy or Do Not Disturb
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Figure 31 Voice Agent by Make Busy / DND Trace

122

Reporting Full name Start time End Time Reason type
0 Mo Make Busy Code 9M3/2010 8:26:21 AM 9M3/2010 8:26:25 AM Make Busy Reason Code
0 MNo Make Busy Code 9M3/2010 8:27:37 AM 9M13/2010 8:51:45 AM Make Busy Reason Code
4 Consult Supervisor 9M13/2010 8:53:16 AM 9M13/2010 9:05:26 AM Make Busy Reason Code
1 Break 9M3/2010 9:25:37 AM 9M3/2010 9:42:37 AM Make Busy Reason Code
0 Mo Make Busy Code 9M3/2010 9:52:50 AM 9M3/2010 9:52:54 AM Make Busy Reason Code
8 Customer Issue Review 9M13/2010 9:56:01 AM 91372010 11:28:28 AM Make Busy Reason Code
T Meeting 91372010 11:30:55 AM 91372010 11:48:11 AM Make Busy Reason Code
2 Lunch 91372010 11:48:42 AM 9M3/201012:47:15 PM Make Busy Reason Code
6 Training 91372010 12:48:01 PM 9M3/2010 3:17:16 PM Make Busy Reason Code
0 Mo Make Busy Code 9M3/2010 3:17:26 PM 9M13/2010 3:17:26 PM Make Busy Reason Code
6 Training 9M13/2010 3:17:48 PM 9M13/2010 5:05:44 PM Make Busy Reason Code
0 Mo Make Busy Code 9M4/2010 7:53:12 AM 9M4/2010 7:53:20 AM Make Busy Reason Code
6 Training 9M4/2010 7:53:21 AM 9M4/2010 B:55:47 AM Make Busy Reason Code
0 Mo Make Busy Code 9M14/2010 8:56:27 AM 9M14/2010 9:09:08 AM Make Busy Reason Code
0 Mo Make Busy Code 9M14/2010 9:09:08 AM 91472010 10:13:37 AM Make Busy Reason Code
0 Mo Make Busy Code 91472010 10:18:31 AM 91472010 10:18:36 AM Make Busy Reason Code
8 Customer Issue Review 91472010 10:18:37 AM 91472010 10:21:58 AM Make Busy Reason Code



Voice reports

Voice Agent Inbound Trace

The Agent Inbound Trace report shows calls received by the agent. It lists the type of calls the agent received and where those calls originated. (See
Figure 32.)

The Agent Inbound Trace report provides the following information:

Report Field Description

Call start time the date and time of the initiation of the call

Agent ID the agent ID entered by the agent

Extension number the extension number used

Call duration the length of the call

Call type the caI.I type is determined by thg ca_rrier plan and the digits dialed. The call type is configurable in
YourSite Explorer, Call Accounting=call types.

ACD queue the ACD queue for which the agent answered

Agent group the agent group that answered the call

Trunk the communication line between two switching systems

Account code the account code tagged to the ACD queue

ANIID the ANI number

DNIS number the number the caller dialed

Digits dialed the number the voice engine used to route the call to the agent

Describes the types of transfers an agent sends or receives. A T indicates a Supervised transfer,
meaning that the call is transferred before the receiving agent picks up. A C indicates a conference
call, meaning that the person transferring the call and the agent will both be on the line after the call
is transferred. An | indicates a Path Interflowing transfer, meaning that the interflow timer expired
before the call was connected. The call is removed from the ACD queue and redirected to another
answering point. A U indicates a Path Unavailable transfer, meaning that the queue for the call is
unavailable. The call is redirected to an answer point for unavailable queues. An R indicates a call
that has been requeued.

Transfer
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Figure 32 Voice Agent Inbound Trace
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3920101226 | 2001 r'|'|42 0:01:04 Internal MonACD Answered i 1142
ara2001248 [ 2000 "1142 00117 Local ACD Answered  P290 7 201 TE103 BIEITTE FETE emszein
8/9/20101251 [ 2001 " 1142 00159 Local ACD Anewered  P290 © 201 "E103 BEO75” 7777 wemaem
a/9/2010122a [ 2001 " 1142 00523 Local ACD Arewered  P290 7 201 TE07 B2B305" 77T resezmzer
8/9/20101353 [ 2001 " 1142 00303 LocslMonACD Answersd "02 Aoaeac 7EE T 1142
gea20014:00 [ 2000 " 1142 00127 Local ACD Answered  P290 7 201 TE109 Beore” P97 e
a/9/201014:31 [ 2000 " 1142 00251 Local ACD Answered  P290 7 201 T804 Ve T i
8/9/20101453 [ 2000 " 1142 00150 Local ACD Answered  P290 7 201 TE10 i
392010 15:M 2001 r'|'|42 0:00:24 Internal MonACD Answered " 1142
8/9/201015:40 [ 20001 " 1142 00251 LocalMontiCO Answered =il Tanr” e T4z
aM0/2010929 [ 2001 1142 00113 Local ACD Answered  P290 7 201 "E102 GIIEEET THIF baavanien
802010966 [ 2001 " 1142 00048 Local ACD Arewered  P290 7 201 TE104 S T ez
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Voice Agent Group Inbound Trace

The Agent Group Inbound Trace report shows calls received by the agent group. It lists the type of calls the agent group received and where those calls
originated. (See Figure 33.)

The Agent Group Inbound Trace report provides the following information:

Report Field Description

Agent ID the agent ID entered by the agent

Agent name the name associated with the above agent ID in YourSite
Call start time the date and time of the initiation of the call

Extension number the extension number used

Call duration the length of the call

Call type internal or external

ACD queue the ACD queue for which the agent answered

Agent group the agent group that answered the calls

Trunk the communication line between two switching systems
Account code the account code tagged to the ACD queue

ANI ID the ANI number

DNIS number the number the caller dialed

Digits dialed the number the voice engine used to route the call to the agent

Describes the types of transfers an agent sends or receives. A T indicates a Supervised transfer,
meaning that the call is transferred before the receiving agent picks up. A C indicates a conference
call, meaning that the person transferring the call and the agent will both be on the line after the call
is transferred. An | indicates a Path Interflowing transfer, meaning that the interflow timer expired
before the call was connected. The call is removed from the ACD queue and redirected to another
answering point. A U indicates a Path Unavailable transfer, meaning that the queue for the call is
unavailable. The call is redirected to an answer point for unavailable queues. An R indicates a call
that has been requeued.

Transfer
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Figure 33 Voice Agent Group Inbound Trace

Agent (O Agenk name Call stark time E::::::;n Call duration Call type ACD quene Agent group Trunk Account code ANLID nuDrnNIf:r Digits dialed Transfer
1342 BenSandberg 8412012 10:26 1342 D:00TE  ieeornalManacD anrmered 4 1342
1343 “fan He 82021016 [ 1343 0:00:04 Lacal ACD Answered gaooo T S0 1933 (3000 5071 501
BAs2m21017 [ 1343 (:00:02 Lacal ACD Answered gaooo " A0 1933 (13000 5071 501
8122 10:23 1343 (:00:01 Lacal ACD Answered 3000 50 1933 (13000 5071 501
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Voice Agent Outbound Trace

Voice reports

The Agent Outbound Trace report shows calls originated by the agent. It lists the type of calls the agent made and where those calls go. (See Figure

34.)

The Agent Outbound Trace report provides the following information:

Report Field

Call start time
Agent ID
Extension number
Call duration

Call type

Trunk

Account code

Digits dialed

Description

the date and time of the initiation of the call

the agent ID entered by the agent

the extension number used

the length of the call

internal or external

the communication line between two switching systems
the account code tagged to the ACD queue

the number the voice engine used to route the call to the agent
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Figure 34 Voice Agent Outbound Trace

Call skart time Agenk [0 Extenzion number  Call durakion Call type 'ﬁ'::;':ht Digitz dialed
932010 848 [ 2000 © 1142 0:01:32  Local Dutbound Call T B138922122
932010927 [ 2000 T 1142 0:00:33  Long Distance Call " 176374582565
ghaszoing3 [z2om T 1142 0:05:02  Local Dutbound Call " B138922122
gia2moto4s [ 2om T 142 0:00:43  Long Distance Call " 17819305000
941320101328 [ 2000 T 1142 0:0257  Local Dutbound Call " E13mEI22
91132001352 [ 2001 T 1142 0:03:41  Long Distance Call " 17R37458256
9A3/20101358 [ 2001 T 1142 00056 Local Outbound Call " B13Egz1Z2
ghdsemogte [ 200 T 1142 0:33:.04  Long Distance Call " 17819305000
9/14/201011:58 [ 2001 1142 0:52:43  Long Distance Call " 18BRINIGITZ
9142001259 [ 2000 T 1142 00030 Local Outbound Call " El3EEz2122
91420101300 [ 2000 7 1142 0:25:33  Local Dutbound Call " Bl3sEz1z22
giazmotzez [ 2om " 14 0:43:34  Long Distance Call " 18669016372
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Voice Agent Group Outbound Trace

The Agent Group Outbound Trace report shows calls originated by the agent group. It lists the type of calls the agent group made and where those calls
go. (See Figure 35.)

The Agent Group Outbound Trace report provides the following information:

Report Field Description

Agent ID the agent ID entered by the agent

Agent name the name associated with the above agent ID in YourSite

Call start time the date and time of the initiation of the call

Extension number the extension number used

Call duration the length of the call

Call type internal or external

Trunk the communication line between two switching systems
Account code the account code tagged to the ACD queue

Digits dialed the number the voice engine used to route the call to the agent
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Figure 35 Voice Agent Group Outbound Trace

Agent IO Agent name Call stark time Extenzion number Call duraticn Call tppe Trunk Account code Digit = dialed
r 1342 Bien Zandberg | B2 20012 1418 5 1342 0:01:04 Lang Digkanee Call zip:+21 36Ehcgas. com;uzer
g/22/2012 14197 1342 00203 Long Distance Call zip:+21 36M@Evhcgas. com:uzer
1343 YanHe |8/22/201214137 1343 0:00:57 Long Distance Gall gip:+1339@vncgas. com;user
1344 Mike Rolins | 8/22/2012 14147 1344 0:00:19 Long Distance Call zip:+1339@vncqas. com;user
8/22/22 14137 1344 00002 Long Distance Call zip:+13990@ncqas. com;user
8/22/2012 14137 1344 :01:49 Lang Distanee Call zip:+13350E ncqas. com;uzer
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Voice Agent by Answering Agent Group

The Agent by Answering Agent Group report shows an agent’s workload distributed across the voice agent groups for which the agent answered calls.

The Agent by Answering Agent Group report shows an agent’s workload distribution across the agent groups for which the agent answered calls for the
shift duration and day(s) you specify. It reports the call statistics in hours, minutes, and seconds, and provides call counts. (If you have agents who
answer for multiple agent groups, do not use the Agent Group by Agent Report: it assumes the agents belong to only one agent group.) (See Figure 36.)

The Agent by Answering Agent Group report provides the following information for individual agents in the group.

Report Field
Media server name
Agent group 1D
Agent group name

ACD calls handled

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Total

Description

the name of the media server which collects data
the identifying number of the agent group

the name of the agent group

the total number of ACD calls answered

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total of each of the columns
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Figure 36 Voice Agent by Answering Agent Group

Media server name AgertgopD Agatgaprame ACD calls rerded ACD harding tire (Hhrmss) A"‘“g'fcl D '“‘}’i“g"""
pfacdl 110 CCM Group 12 2:39:56 0:13:19
pfacdl 117 CS OCS Support 7 1:21:57 0:11:42
pfacd1 111 CA Group 6 0:39:32 0:06:35
pfacdl 114 CCS Group 1 0:00:12 0:00:12

Total 26 4:41:37 0:10:50
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Voice Answering Agent Group by Agent

The Answering Agent Group by Agent report shows workload distribution across voice agents in an agent group.

The Answering Agent Group by Agent report compares the workload distribution across the voice agents in an agent group for the shift duration and
day(s) you specify. It reports the statistics in hours, minutes, and seconds, and provides call counts across agents. (If you have agents who answer for
multiple agent groups, do not use the Agent Group Answering by Agent Report: it assumes the agents belong to only one agent group.) (See Figure 37.)

The Answering Agent Group by Agent report provides the following information for individual agents in the group:

Report Field
Media server name
Agent ID

Agent name

ACD calls handled

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Total

Description

the name of the media server which collects data

the agent ID entered by the agent

the name associated with the above agent ID in YourSite
the total number of ACD calls answered

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total of each of the columns
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Figure 37 Voice Answering Agent Group by Agent

Media server name AgetID Agertrane ACD calls herded ACD hardirgtirre (Hrmss) Am&mim“
pfacdl 1586 Renaud, B 29 6:26:48 0:13:20
pfacdl 1472 Hammond, J 22 7:51:01 0:21:24
pfacdl 1587 Middlemiss, K 21 5:16:59 0:15:05
pfacdl 1560 Simpson, R 14 4:03:22 0:17:23
pfacdl 1522 Hanison, R 12 5:07:06 0:25:35
pfacdl 1236 Carter, 5 11 6:27:54 0:35:15
pfacdl 1477 Lett, S 11 5:21:04 0:29:11
pfacdl 1416 Osbome, J 6 0:39:32 0:06:35
pfacdl 1418 Youk, C 4 1:43:22 0:25:50
pfacdl 1412 Demski, A 0 0:00:00 0:00:00

| Total 130 42:57:08 0:19:49
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Voice Agent Shift by Period

Voice reports

The Agent Shift by Period report shows call shift activity. (See Figure 38.)

NOTE: The only ACD stream-based report that will work with the over-midnight setting enabled is the Agent Shift by Period report.

Your choice of Shift Mode determines whether or not the report shows data based on traditional ACD agent behavior or hot desking agent behavior. In
Reporter, after Shift Mode, select the checkbox for either Default or Agent Group Presence. Default selection applies to traditional ACD agents, where
the standard ACD login and logout determine agent shift information. Agent Group Presence applies to hot desking agents, where login and logout using
Agent Group Presence determine agent shift information. If you choose Agent Group Presence Shift Mode, only presence-based records relating to
Agent Group Presence will be displayed in the report. Data relating to individual agent presence will not be displayed under the corresponding report

columns.

The Agent Shift by Period report provides the following information:

Report Field
Activity period

Total shift time (hh:mm:ss)

Idle time (hh:mm:ss)
Average ringing time (hh:mm:ss)

Total ACD call count
ACD short handle call count

ACD true talk time (hh:mm:ss)

Average ACD true talk time (hh:mm:ss)
Wrap up time (hh:mm:ss)

Non ACD true talk time (hh:mm:ss)

Non ACD inbound call count

Description
the interval of the report in hours and minutes

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make
busy)

the total duration the agent is logged on and available to receive calls
the average duration calls rang on the agent’s extension before the agent answered the calls
the total number of ACD calls the agent answered

the total number of ACD calls answered where talk time is less than the Short handle parameter (as
defined on the YourSite=>Configuration=>Queue=>Queue)

the total duration of ACD calls, from agent pick up to client hang up (excluding hold time)
the average duration of ACD calls, from agent pick up to client hang up (excluding hold time)

the duration the agent spent in the wrap up state. Wrap up time does not include any time spent
making or taking calls during the wrap up timer

the total duration of non-ACD calls (excluding hold time)

the total number of non-ACD calls answered
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Report Field
Originated outbound time (hh:mm:ss)
Originated outbound call count

Total hold time (hh:mm:ss)

Total Make Busy time (hh:mm:ss)

Average Make Busy time (hh:mm:ss)
Make Busy count

Total DND time (hh:mm:ss)

Average DND time (hh:mm:ss)

DND count
Total

Description

the total duration of outbound calls

the total number of outbound calls

the total hold duration across all call types (ACD, non ACD, and outbound calls)

the total duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the average duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the total number of times the agent entered the voice Make Busy state

the total duration the agent spent in the voice Do Not Disturb state, controlled by the agent or the
supervisor

the average duration the agent spent in the voice Do Not Disturb state, controlled by the agent or
the supervisor

the total number of times the agent entered the voice Do Not Disturb state

the total of each of the columns
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Figure 38 Voice Agent Shift by Period

Voice reports

Average

ey parca AT ot SR o (DI ATk (GO0 gt "TACDRR NS i OB oo AT iy e TR0 A oun
: : (hhimmess)  count count (hhirmress) i : (htermess)  call count (bheress) el count i (hhinmss) 7 count  (hhimmss)  (hhimss)
(hhimss) (hhimss)
08:00 5:26:20 1:27:03 0:00:07 3 0 0:58:10 0:19:23 0:02:34 0:00:00 0 0:51:17 3 0:00:00 207:16 01036 12 0:00:00 00000 O
09:00 6:20:09 0:33:20 0:00:05 4 0 0:53:37 0:13:24 0:08:09 0:00:00 0 0:43:03 6 0:00:00 4:02:00 0:30:15 8 0:00:00 00000 O
10:00 6:52:13  0:11:11  0:00:05 8 2 0:31:38 0:03:57 0:12:01 0:00:00 0 042:01 15 0:00:00 5:15:22 011636 19 0:00:00 00000 O
11:00 7:13:19 0:02:41  0:00:00 0 0 0:13:15  0:00:00 0:00:53 0:00:00 0 0:56:16 5 0:00:00 6:00:14 0:2743 13 0:00:00 00000 O
12:00 6:59:50 0:42:50 0:00:00 0 0 0:00:00 0:00:00 0:00:00 0:02:58 1 0:13:38 7 0:00:00 6:00:24 0:36:02 10 0:00:00 00000 O
13:00 7:00:00 0:24:42 0:00:07 1 0 0:11:00 0:11:00 0:02:01 0:06:17 1 0:00:00 0 0:00:00 6:16:00 1:3400 4 0:00:00 00000 O
14:00 659:30 0:1244  0:00:07 6 1 1:14:11  0:12:22  0:09:00 0:16:47 2 0:03:35 3 0:00:00 50313 02734 11 0:00:00 00000 O
15:00 7:3240 0:13:10 0:00:08 4 0 0:3945 0:09:56 0:01:38 0:27:38 1 0:22:18 6 0:00:00 548:11 0:20:29 17 0:00:00 000:00 O
16:00 7:59:15 1:00:00 0:00:00 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0 1:20:17 7 0:00:00 5:39:02 0:33049 11 0:00:00 00000 O
| Toal | 622320 |447:41| 0:00:06 | 26 | 3 | 441:36 | 0:10:50| 0:36:16 | 0:53:40 | 5 | 51225 | 52 | 0:00:00 | 46:11:42 | 0:26:24| 105 | 0:00:00 |0:00:00] O
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Voice employee reports

Employee and employee group reports provide statistics based on employee and employee group activity. Each voice employee report shows the call
activity across all of the employee’s agent IDs.

NOTE: When an employee is associated to only one extension, employee reports and extension reports run for that employee will contain identical
data. The same is true for extension and employee group reports. Thus, configuration can be simplified by creating an extension for each employee,
instead of configuring an employee and then associating an extension to that employee. However, when more than one extension or one or more
Account codes are associated to an employee you must configure the employee and then associate the appropriate extensions and Account codes to
the employee.

The employee reports are as follows:
e Performance reports

o Employee and Employee Group Performance by Period
o Employee and Employee Group Performance by Day of the Week
o Employee and Employee Group Performance by Day of the Month
o Employee and Employee Group Performance by Month
o Employee and Employee Group Performance by Queue
o Employee and Employee Group Performance by Make Busy / DND Code
o Employee Performance by Agent ID
o Employee Performance by Extension
o Employee Group Performance by Employee
Event by Period reports

ACD event reports derive their data from the ACD real-time event stream. All other reports derive their data from the SMDR stream.
o Employee Event by Period (You cannot generate this report over midnight.)
¢ Internal/External Call Count reports

o Employee and Employee Group Internal/External Call Counts by Period
Employee and Employee Group Internal/External Call Counts by Day of the Week
Employee and Employee Group Interal/External Call Counts by Day of the Month
Employee and Employee Group Internal/External Call Counts by Month
Employee Group Internal/External Call Counts by Agent
Employee Internal/External Call Counts by Employee
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Voice Employee and Employee Group Performance by Period

The Employee and Employee Group Performance by Period reports show the call handling performance of an employee and employee group for the
shift duration and day(s) you specify. (See Figure 39.)

The Employee and Employee Group Performance reports provide the following information:

Report Field

Activity period

ACD calls handled
Non ACD calls handled
Calls abandoned

Calls outbound
Calls requeued

Calls transferred to agent
Calls transferred from agent
Conference calls

Account codes

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)
Outbound handling time (hh:mm:ss)

Average outbound handling time (hh:mm:ss)

Description

the interval of the report

the total number of ACD calls answered

the total number of non-ACD calls answered

the total number of calls abandoned on the employee before the requeue timer expired
the total number of outbound calls

the total number of requeues at the agent’s position - if an agent fails to answer a call, the system
places the call back in the same queue and it is answered by the first available agent

the number of calls transferred to the agent's position
the number of calls transferred from the agent's position
the total number of conference calls involving the agent
the number of account codes entered

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)
the total duration of outbound calls (including hold time and transfer/conference time)

the average duration of outbound calls
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Report Field Description

Average manned agents (group reports only)
Total

the average number of voice agents scheduled for the shift

the total of each of the columns
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Figure 39 Voice Employee Performance by Period

ACD Average Average

Aty AOle JMACD | Cole ey i, wkma g e Aot budis | ADangune Acowndn ndmime 200
agent from agent (o sy I hharss) (hh:mmiss)  time (hh:mmiss)  (hhimmss) mhivnss)

08:00 3 0 0 5 0 0 0 0 0 0:58:40  0:19:33 0:00:00 0:00:00 1:29:42 0:17:56
09:00 5 0 0 6 0 0 0 0 0 0:53:20  0:10:40  0:00:00 0:00:00 0:04:56 0:00:49
10:00 8 0 0 16 0 0 0 0 0 0:44:53  0:05:36  0:00:00 0:00:00 0:42:05 0:02:37
11:00 0 0 0 5 0 0 0 0 0 0:00:00  0:00:00  0:00:00 0:00:00 0:56:16 0:11:15
12:00 0 1 0 7 0 0 0 0 0 0:0000 0:00:00  0:02:58 0:02:58 0:13:40 0:01:57
13:00 1 2 0 9 0 0 0 0 0 0:11:00 0:11:00  0:52:55 0:26:27 0:05:48 0:00:38
14:00 6 2 0 4 0 0 0 0 0 1:14:11  0:1221  0:16:47 0:08:23 0:19:08 0:04:47
15:00 6 1 0 7 0 0 0 0 0 0:49:02  0:08:10  0:27:38 0:27:38 0:40:07 0:05:43
16:00 0 0 0 8 0 0 0 0 0 0:00:00  0:00:00  0:00:00 0:00:00 1:05:59 0:08:14

| Tota | 20 | 6 | o [ e [ o o | o [ o 0 4:51:06 | 0:10:02 | 1:40:18 %:16:43 | 5:37:41 0:05:02
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Voice Employee and Employee Group Performance by Day of Week

The Employee and Employee Group Performance by Day of the Week reports show the call handling performance of an employee and employee group
over the days of the week. When this report is run for more than one week, the data is summed for each day of the week. For example, if the report is
run for two weeks, the data found under Monday is the summed total of the two Mondays and the data found under Tuesday is the summed totals of the

two Tuesdays. (See Figure 40.)

The Employee and Employee Group Performance reports provide the following information:

Report Field

Activity period

ACD calls handled
Non ACD calls handled
Calls abandoned

Calls outbound
Calls requeued

Calls transferred to agent
Calls transferred from agent
Conference calls

Account codes

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)

Outbound handling time (hh:mm:ss)

Description

the interval of the report

the total number of ACD calls answered

the total number of non-ACD calls answered

the total number of calls abandoned on the employee before the requeue timer expired

the total number of outbound calls

the total number or requeues at the employee's position - if an employee fails to answer a call, the

system places the call back in the same queue

the number of calls transferred to the agent's position
the number of calls transferred from the agent's position
the total number of conference calls involving the agent
the total number of account codes entered by the agent

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)

the total duration of outbound calls (including hold time and transfer/conference time)
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Report Field Description
Average outbound handling time (hh:mm:ss) the average duration of outbound calls
Total the total of each of the columns
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Figure 40 Voice Employee Group Performance by Day of the Week

calls calls AED A:eg)ge NonACD  AVeragenon o uind Average

Activi rlod ACDcalls NonACD Calls Calls Calls e S S Conference Account  handling handii handiing time ACD handling handling ime outbound
Ly peric handled calls handled abandoned outbound requeued calls codes time 2 2] ng time 9 handling time
agent from agent Thivinss) time (hh:mmss) G (hhimmiss) hhamss)

(hh:mmiss) : t

Monday 38 20 2 50 0 1 2 0 0 15:23:34 0:24:18 5:54.52 0:17:44 4:27:45 0:05:21

Tuesday 19 5 0 6 0 0 0 0 0 5:08:02 0:16:12 2:06:28 0:25:17 0:36:58 0:06:09

Wednesday 19 - 0 10 0 0 0 0 0 745:14  0:24:29 0:26:15 0:06:33 1:43:03 0:10:18

Thursday 47 8 0 34 2 0 0 0 0 12:44:08 0:16:15 1:28:49 0:11:06 5:24.:55 0:09:33

Friday 36 4 1 24 0 0 i 0 0 10:11:51 0:16:59 0:55:48 0:13:57 3:08:24 0:07:51

| Total | 159 | 41 3 | 124 | 2 1 3 | o 0 |51:1249| 0:19:20 | 10:5212 | (:1554 | 15:21:05 | 0:07:26
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Voice Employee and Employee Group Performance by Day of the Month

The Employee and Employee Group Performance by Day of the Month reports show the call handling performance of an employee and employee group

across the days of one month. (See Figure 41.)

The Employee and Employee Group Performance reports provide the following information:

Report Field

Activity period

ACD calls handled
Non ACD calls handled
Calls abandoned

Calls outbound
Calls requeued

Calls transferred to agent
Calls transferred from agent
Conference calls

Account codes

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)
Outbound handling time (hh:mm:ss)
Average outbound handling time (hh:mm:ss)

Total

Description

the interval of the report

the total number of ACD calls answered

the total number of non-ACD calls answered

the total number of calls abandoned on the employee before the requeue timer expired
the total number of outbound calls

the total number or requeues at the employee's position - if an employee fails to answer a call, the
system places the call back in the same queue

the number of calls transferred to the agent's position
the number of calls transferred from the agent's position
the total number of conference calls involving the agent
the total number of account codes entered by the agent

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)
the total duration of outbound calls (including hold time and transfer/conference time)
the average duration of outbound calls

the total of each of the columns
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Figure 41 Voice Employee Group Performance by Day of the Month

ACD Average Average
Activity ACDcalls NonACD Calls Calls Calls Ba:;:;ed tm:saf:rsred Conference  Account haf:dling haAngI[I)ng hal::gl::n‘;(ija'e : (‘; E'?_gi;?nl; haamu::'e ‘m‘::;
period handled calls handled abandoned outbound requeued t agent from agent calls codes time time Mhises) e harmss)l hhimmsa) time
(hmmiss). o hmemiss) (hh:mmsss)
1 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00
2 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00
3 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00  0:00:00
4 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00  0:00:00
5 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00
6 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00
7 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00
8 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00
9 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00  0:00:00
10 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00  0:00:00
11 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00
12 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00
13 22 8 1 30 0 0 0 0 0 9:07:16 0:24:52 1:00:27 0:07:33 2:33:20 0:05:06
Total 2 | 8 1 | 30 | o 0 0 0 0 [90716| 0:23 | 100:27 | 00733 | 233:20 | o0s:07 |
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Voice Employee and Employee Group Performance by Month

The Employee and Employee Group Performance by Month reports show the call handling performance of an employee and employee group across the

month. (See Figure 42.)

The Employee and Employee Group Performance reports provide the following information:

Report Field

Activity period

ACD calls handled
Non ACD calls handled
Calls abandoned

Calls outbound
Calls requeued

Calls transferred to agent
Calls transferred from agent
Conference calls

Account codes

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)
Outbound handling time (hh:mm:ss)
Average outbound handling time (hh:mm:ss)

Total

Description

the interval of the report

the total number of ACD calls answered

the total number of non-ACD calls answered

the total number of calls abandoned on the employee before the requeue timer expired
the total number of outbound calls

the total number or requeues at the employee's position - if an employee fails to answer a call, the
system places the call back in the same queue

the number of calls transferred to the agent's position
the number of calls transferred from the agent's position
the total number of conference calls involving the agent
the total number of account codes entered by the agent

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)
the total duration of outbound calls (including hold time and transfer/conference time)
the average duration of outbound calls

the total of each of the columns
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Figure 42 Voice Employee Performance by Month

ACD Avarage Average non Average
Activity ACD calls NonACD Calls Calls Calls el el Conference  Account handling AC'_D Nortn AC_D ACD handling Ou‘@our_ld outbound
calls transferred to  transferred . handling handling time : handling time A
period handled abandoned outbound requeued calls codes time ) time handling time
handled agent from agent time (hh:mmss) (hh:mmss)
(hh:mmss) (hh:mmss) (hh:mmss)
(hh:mmss)
Aug 30 5 0 17 0 0 0 4 0 6:19:28 0:12:38 0:19:32 0:03:54 4:02:55 0:14:17
Total | 30 | 5 o | 17z | o 0 0 4 | o0 |[61928| 0:12:39 | 0:1932 | 0:03:54 | 40255 [ O¢:14:17 |

148



Voice reports

Voice Employee and Employee Group Performance by Queue

The Employee Performance by Queue report shows ACD call statistics on the queues for which the employee answered calls, and the summary total
of statistics for non ACD calls involving the employee for the shift duration and day(s) you specify.

The Employee Group Performance by Queue report shows ACD call statistics on the queues for which the employees in the employee group answered
calls, and the summary total of statistics for non ACD calls involving the employee (in the employee group) for the shift duration and day(s) you specify.

(See Figure 43.)

The Employee and Employee Group Performance by Queue reports provides the following information:

Report Field
ACD queue
ACD calls handled

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Calls requeued

Non ACD calls handled

Calls outbound

Calls transferred to agent

Calls transferred from agent

Conference calls

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)

Outbound handling time (hh:mm:ss)

Description
the ACD queue for which the agent answered
the total number of ACD calls answered

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total number or requeues at the employee's position - if an employee fails to answer a call, the
system places the call back in the same queue

the total number of non-ACD calls answered

the total number of outbound calls

the number of calls transferred to the agent's position

the number of calls transferred from the agent's position

the total number of conference calls involving the agent

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)

the total duration of outbound calls (including hold time and transfer/conference time)
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Report Field Description
Average outbound handling time (hh:mm:ss) the average duration of outbound calls
Total

the total of each of the columns
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Figure 43 Voice Employee Performance by Queue

- Average non Average
ACD handling Average ACD Calls Calls Non ACD Qutbound
ACD queue A:;L‘:f time hendingtima 2318 cgl‘;"r:g;d Calls  wwtaredto tansferred CT handling time m;‘igﬁ"e handling tirre h:'t:ti,r?t:dnm
(hh:mmiss) (hharrmiss) . agent from agent {hh:miss) (bh ) (hhammiss) (bh )
P280 11 5:39:39 0:30:53 1 7 20 0 0 0 4:23:34 0:37:39 3:27:24 0:10:22
P283 4 6:24:31 1:36:08 0
P282 2 0:11:31 0:05:46 0
P607 2 0:16:27 0:08:13 0
P289 i 0:31:14 0:31:14 0
P284 0 0:00:00 0:00:00 0
| Totai [ 20 [ 130322]| 3210 [ 1 |

151



Mitel Contact Center Solutions Reports Guide

Voice Employee and Employee Group Performance by Make Busy / DND Code

The Employee and Employee Group Performance by Make Busy / DND Code reports show the frequency and duration the employee and employee
group are in voice Make Busy or Do Not Disturb. The filtering option enables you to include data for Make Busy and/or Do Not Disturb Reason Codes,
and to sort by Reporting, Full Name, Call duration, Reason Code Count, and Reason Code Type, in ascending or descending order. (See Figure 44.)

The Employee and Employee Group Performance by Make Busy / DND Code reports provides the following information:

Report Field Description

Reporting the Make Busy or Do Not Disturb reason code

Full Name the name of the Make Busy or Do Not Disturb Reason code

Number of codes entered the number of times a code is entered for the date/time range of the report

the total duration the employee spent in the voice Make Busy and/or Do Not Disturb

Duration (hh:mm:ss) state, controlled by the employee or the supervisor

the average duration the employee spent in the voice Make Busy and/or Do Not Disturb

Average duration (hh:mm:ss) state, controlled by the employee or the supervisor

Reason Types the type of Reason Code, either Make Busy or Do Not Disturb

Total the total of each of the columns

152



Figure 44 Voice Employee Group Performance by Make Busy / DND Code

Reporting Full Name Number of codes entered Duration (hhcmm:ss) Average duration (hh:mm:ss) Reason Types
0 No Make Busy Code 64 02:11:42 00:02:03 Make Busy Reason Code
1 Break 36 10:23:05 00:17:18 Make Busy Reason Code
-1 System Make Busy Code 4 00:36:01 00:09:00 Make Busy Reason Code
10 Prime Extension Call 4 00:02:45 00:00:41 Make Busy Reason Code
15 Project 4 08:02:39 02:00:40 Make Busy Reason Code
18 Install Bookings 1 01:34:59 01:34:59 Make Busy Reason Code
2 Lunch 29 30:30:57 01:03:08 Make Busy Reason Code
20 Site Down - Emergency MkBusy 2 00:14:04 00:07:02 Make Busy Reason Code
-3 Contact Center Work Timer 2 00:04.59 00:02:30 Make Busy Reason Code
4 Consult Supervisor 7 01:22:44 00:11:49 Make Busy Reason Code
5 Restroom 10 00:39.03 00:03:54 Make Busy Reason Code
6 Training 2 03:42:32 01:51:16 Make Busy Reason Code
7 Meeting 9 03:27:38 00:23:04 Make Busy Reason Code
8 Customer Issue Review 64 50:51:06 00:47:40 Make Busy Reason Code
Total 238 113:44:14 00:28:40 -
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Voice Employee Performance by Agent ID

The Employee Performance by Agent ID report shows the performance of an employee across all of the employee’s agent login IDs. (See Figure 45.)

The Employee Performance by Agent ID reports provide the following information:

Report Field

Agent ID

Agent name

ACD calls handled
Non ACD calls handled

Calls outbound

Calls requeued

Total shift time (hh:mm:ss)

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Percent of shift
Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)

Percent of shift
Originated outbound handling time (hh:mm:ss)

Average originated outbound handling time
(hh:mm:ss)

Description

the agent ID entered by the agent

the name associated with the above agent ID in YourSite
the total number of ACD calls answered

the total number of non-ACD calls answered

the total number of outbound calls

the total number of requeues at the agent's position - if an agent fails to answer a call, the system
places the call back in the same queue

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make
busy)

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the percentage of shift time representing ACD call activity

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)
the percentage of shift time representing non ACD call activity

the total duration of calls that you made to destinations outside the office (including hold time and
transfer/conference time)

the average duration of calls that you made to destinations outside the office (including hold time
and transfer/conference time)
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Report Field

Percent of shift

Total Make Busy time (hh:mm:ss)

Percent of shift

Total

Voice reports

Description
the percentage of shift time representing outbound call activity

the total duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the total duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the total of each of the columns
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Figure 45 Voice Employee Performance by Agent ID

Average
AgetID | Agatrame ACDGls NnACD  Cdls  Cdls  Tow siRttme ACDhading ‘:Hd'“’eim?ifrz Parcertof Non ACD hending A‘“‘C‘gm#“f:g Percent of IO“gmim wglml Parcert T‘;_‘g::j Percent of
handed cdlshended outbound requesed (hhemmess) time (hhoess) (th ) shift time (hh:nmess) time (hh ) shift time (bh ) hendingtime of shift (hh ) shift
(hhirmss)
1416 John © 18 3 32 0 4421142 40145 0:13:25 9.1 0:44:25 0:14:48 1.7 2:53:08 0:05:24 6.5 3412833 777
| Toml | 18 | 3 | 32 | o0 | 4421:42| 40145 | 0:13:26 | 91 | 04425 | 01448 | 17 | 25308 | 00525 | 65 | 34:28:33 | 727 |
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Voice Employee Performance by Extension

The Employee Performance by Extension report compares the voice workload distribution across the extensions of a single employee for the shift
duration and day(s) you specify. It reports the call statistics in hours, minutes, and seconds, and provides call counts. (See Figure 46.)

The Employee Performance by Employee reports provide the following employment and performance information across agents:

Report Field

Extension number

Extension name

ACD calls handled

Non ACD calls handled

Calls abandoned

Calls outbound

Calls transferred to extension
Calls transferred from extension
Conference calls

Inbound account code count
Outbound account code count
Average speed of answer (hh:mm:ss)

Average delay to abandon (hh:mm:ss)

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Non ACD handling time (hh:mm:ss)

Average non ACD handling time (hh:mm:ss)

Description

the extension number used

the name of the extension

the total number of ACD calls answered

the total number of non-ACD calls answered

the total number of calls abandoned on the employee before the requeue timer expired
the total number of outbound calls

the total number of calls transferred to the agent's position

the total number of calls transferred from the agent's position

the total number of conference calls involving the agent

the total number of inbound account codes entered during inbound calls

the total number of outbound account codes entered during outbound calls

the average delay before the call was answered (including time in queue and agent ringing time)
the average elapsed time before the call was abandoned

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total duration of non-ACD calls (including hold time and transfer/conference time)

the average duration of non-ACD calls (including hold time and transfer/conference time)
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Report Field
Outbound handling time (hh:mm:ss)
Average outbound handling time (hh:mm:ss)

Total

Description
the total duration of outbound calls (including hold time and transfer/conference time)
the average duration of outbound calls

the total of each of the columns
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Figure 46 Voice Employee Performance by Extension
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Voice Employee Group Performance by Employee

The Employee Group Performance by Employee reports show the voice workload distribution across the employees in an employee group for the shift
duration and day(s) you specify. It reports the call statistics in hours, minutes, and seconds, and provides call counts across employees. (See Figure
47.)

NOTE: Employee IDs are distinct from agent IDs. You assign employee IDs to agents for identification purposes. When an agent leaves the contact
center, the database maintains the agent’s call records for some time. If you assign the outgoing agent’s, agent ID to a new agent, so that both agents

share the same agent ID, the employee ID distinguishes the two agents.

The Employee Group Performance by Employee reports provide the following employment and performance information across agents:

Report Field Description

Employee name the name associated with the employee ID in YourSite
Employee ID the ID of the employee who is a voice agent

ACD calls handled the total number of ACD calls answered

Non ACD calls handled the total number of non-ACD calls answered

Calls outbound the total number of outbound calls

the total number of requeues at the agent's position - if an agent fails to answer a call, the system

Calls requeued places the call back in the same queue

Account codes the total number of account codes entered by the agent

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make

Total shift time (hh:mm:ss) busy)

the total duration of ACD calls, from agent pick up to client hang up (including hold time and

ACD handiing time (hh:mm:ss) transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and

Average ACD handling time (hh:mm:ss) transfer/conference time)

Percent of shift the percentage of shift time representing ACD call activity
Non ACD handling time (hh:mm:ss) the total duration of non-ACD calls (including hold time and transfer/conference time)
Average non ACD handling time (hh:mm:ss) the average duration of non-ACD calls (including hold time and transfer/conference time)
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Report Field

Percent of shift
Originated outbound handling time (hh:mm:ss)

Average originated outbound handling time
(hh:mm:ss)

Percent of shift

Total Make Busy time (hh:mm:ss)

Percent of shift

Total DND time (hh:mm:ss)

Percent of shift

Total

Voice reports

Description
the percentage of shift time representing non ACD call activity

the total duration of calls that you made to destinations outside the office (including hold time and
transfer/conference time)

the average duration of calls that you made to destinations outside the office (including hold time
and transfer/conference time)

the percentage of shift time representing outbound call activity

the total duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the total duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the total duration the agent spent in the voice Do Not Disturb state, controlled by the agent or the
supervisor

the percentage of shift time representing voice Do Not Disturb activity

the total of each of the columns
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Figure 47 Voice Employee Group Performance by Employee
. Origreted  [veme
acoalls NP s clls  Acane TSR ACDReing AvweeACD o NWACD  AveRErn oo Gpbard T pgg TR g THEOND b
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hercled (hhumeress)  (Hhemeness) (hhzmmes) (hhommess) i (hhommess) (h i ) rerding ime (Hhermmiss) (hharmrne=s)
(Hemmss)
Cameron, I 1360 0 0 2 0 0 0:01:05 0:00:00 0:00:00 0.0 0:00:00 0:00:00 0.0 0:00:45 0:00:23 69.2 0:00:21 323 0:00:00 0.0
Demski, A 1396 0 3 13 0 0 73:11:53 0:00:00 0:00:00 0.0 0:07:32 0:02:31 0.2 0:11:57 0:00:55 0.3 710755 97.2 0:00:00 0.0
Lalonde, M 1347 0 0 1 ] 0 0:00:00 0:00:00 0:00:00 0.0 0:00:00 0:00:00 0.0 0:01:32 0:01:32 0.0 0:00:00 0.0 0:00:00 0.0
McDowell, P 1129 0 0 1 0 0 00000 00000 00000 00 00000 00000 00 00002 00002 00 00000 00 00000 0.0
Osborne, ] 1416 0 0 1 0 0 0:00:00 0:00:00 0:00:00 0.0 0:00:00 0:00:00 0.0 0:00:04 0:00:04 0.0 0:00:00 0.0 0:00:00 0.0
Youk, C 1418 0 0 1 0 0 0:00:00 0:00:00 0:00:00 0.0 0:00:00 0:00:00 0.0 0:00:02 0:00:02 0.0 0:00:00 0.0 0:00:00 0.0
| Total 0 3 19 0 0 |73:12:58] 0:00:00 | 0:00:00 | 0.0 | 0:07:32 | 0:02:31 | 02 | 0:14:222 [ 0:00:45 | 03 | 71:08:16 | 97.2 | 0:00:00 | 0.0 |
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Voice Employee Event by Period (hh:mm:ss)

The Employee Event by Period (hh:mm:ss) report displays log on and log off times for the employee and the total duration the employee spent in various
agent states for the day(s) you specify. It reports the call statistics in hours, minutes, and seconds and provides call counts for the employee. (See

Figure 48.)

Your choice of Shift Mode determines whether or not the report shows data based on traditional ACD agent behavior or hot desking agent behavior. In
Reporter, after Shift Mode, select the checkbox for either Default or Agent Group Presence. Default selection applies to traditional ACD agents, where
the standard ACD login and logout determine agent shift information. Agent Group Presence applies to hot desking agents, where login and logout using
Agent Group Presence determine agent shift information. If you choose Agent Group Presence Shift Mode, only presence-based records relating to
Agent Group Presence will be displayed in the report. Data relating to individual agent presence will not be displayed under the corresponding report

columns.

The Employee Event by Period (hh:mm:ss) report is truncated to the first 1000 records. It provides the following information:

Report Field
Login date/time
Logout date/time

Agent ID
Total shift time (hh:mm:ss)

Idle time (hh:mm:ss)

Total ACD call count
ACD short handle call count

ACD true talk time (hh:mm:ss)

Average ACD true talk time (hh:mm:ss)

True ACD calls per hour

Wrap up time (hh:mm:ss)

Description

the date and time the agent logged on Contact Center Management

the date and time the agent last logged off Contact Center Management
the agent ID entered by the agent

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make
busy)

the total duration the agent is logged on and available to receive calls
the total number of ACD calls the agent answered

the total number of ACD calls answered where talk time is less than the Short handle parameter (as
defined on the YourSite=>Configuration=>Queue=>Queue)

the total duration of ACD calls, from agent pick up to client hang up (excluding hold time)
the average duration of ACD calls, from agent pick up to client hang up (excluding hold time)

the total ACD call count minus the ACD short handle call count, divided by the shift time for this
agent

the duration the agent spent in the wrap up state. Wrap up time does not include any time spent
making or taking calls during the wrap up timer
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Report Field

Average wrap up time (hh:mm:ss)

Non ACD true talk time (hh:mm:ss)
Non ACD inbound call count
Originated outbound time (hh:mm:ss)
Originated outbound call count

Total hold time (hh:mm:ss)

Average hold time (hh:mm:ss)

Total hold count

Total Make Busy time (hh:mm:ss)

Average Make Busy time (hh:mm:ss)
Make Busy count

Total DND time (hh:mm:ss)

Average DND time (hh:mm:ss)
DND count
Requeue count

Total

Description

the average duration the agent spent in the wrap up state. Wrap up time does not include any time
spent making or taking calls during the wrap up timer

the total duration of non-ACD calls (excluding hold time)

the total number of non-ACD calls answered

the total duration of outbound calls

the total number of outbound calls

the total duration ACD calls spent on hold

the average duration ACD calls spent on hold

the total hold count for ACD calls

the total duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the average duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the total number of times the agent entered the voice Make Busy state

the total duration the agent spent in the voice Do Not Disturb state, controlled by the agent or the
supervisor

the average duration the agent spent in the voice Do Not Disturb state, controlled by the agent or
the supervisor

the total number of times the agent entered the voice Do Not Disturb state

the number of times a call was offered to an agent, was not answered, and was subsequently
offered back to the queue

the total of each of the columns
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Figure 48 Voice Employee Event by Period (hh:mm:ss)
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9142010 8:08 5/142010856 1522 04807  0:16:04 0 {1 00000 0:00:00 0.0 0:00:00 00000  0:00:00 1] 0:00:00 0 0:00:00  0:00:00 0 03203 00801 4 0:00:00 0200200 0 0
9/14/2010 8:55  9/14/2010 9:09 1522 0:13:20 00041 0 0 00000 0:00:00 0.0 00000 00000 0:00:00 0 0:00:00 o 0:00:00 0:00:00 o 01239 0:1239 1 0:00:00 000200 V] (1]
9/14/2010 8:56  9/14/2010 9:09 1522 0:12:40 00000 V] 0 00000  0:00:00 0.0 00000 00000 00000 0 0:00:00 o 0:00:00 0:00:00 o 01240 0:12:40 1 0:00:00 0:00:00 o 0
9/14/2010 9:09  #awsseirang 1522 1:08:22 000200 0 0 0:00:00 00000 0.0 00000 00000 0:00:00 1] 00000 ] 00000  0:00:00 0 10822 10822 1 0:00:00 000200 0 0
9/14/2010 10:19 1522 6:45:59 00639 2 0 14026 0:50:13 0.3 0:04:01 0:02:00  2:20:30 1 0:4836 2 0:00:00 0:00:00 0 1:4547 02627 4 0:00:00 0200200 1] 0
9/15/2010 8:02 1522 61345 04142 3 0 22022 04647 05 00602 00201 02007 1 0:11:58 4 00000 00000 0 23334 0:13:58 11 0:00:00 020000 0 1
§/15/2010 1434 ssssannuany 1522 23758 04619 2 0 03648 0:1824 08 002:15 00107 0.0628 1 02517 4 00000  0:00:00 0 04051 008:10 5 0:00:00 0:00:00 0 o
9/16/2010 B:02 mmmsmEEsE 1522 9:5751 0:1557 2 0 03038 01519 02 0:04:02 00201 00025 1 0:09:16 1 0:00:00 0:00:00 ] 85733 14731 5 0:00:00 0:00:00 o [t}
9172010 731 ssssaeaty 1522 115928 00000 0 0 00000 00000 0.0 00000 00000 00000 O 0:029 1 00000 00000 0 115859 55930 2 0:0000 00000 0 0
Towal | Te6:54:37] 330:57] 32 | & | 155606 ] 029:53] 04 | 1:05:27 | 0:02:03 ] 32725 | 6 | 32732 | 19 | 0:00:00 ] 0:0000 | 0 | 39:27.10 |0:3253] 72 | 0:00:00 ] 0:00:00] 0 ] 1
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Voice Employee and Employee Group Internal/External Call Counts by Period

Here is a brief definition of external and internal calls:
« Internal Outis a call that you made from the office to a destination within the office.

External Out is a call that you made from the office to a destination outside the office.

Internal Non ACD is a call that you received in the office from an origin within the office.

External Non ACD is a call that you received in the office from an origin outside the office.

Internal ACD is an ACD call that originated from inside the office to a destination within the office.
External ACD is an ACD call that originated from outside the office with a destination within the office.

The Employee and Employee Group Internal/External Call Counts by Period reports show internal and external call activity of an employee and
employee group across 15-, 30-, or 60-minute intervals for the shift duration and day(s) you specify. (See Figure 49.)

All employee internal/external call count reports have the following headings:

Report Field
Activity period
ACD calls handled

Total internal ACD calls
Total internal ACD handling time (hh:mm:ss)

Average internal ACD duration (hh:mm:ss)

Total external ACD calls

Total external ACD handling time (hh:mm:ss)

Average external ACD duration (hh:mm:ss)

Non ACD calls handled
Total internal non ACD calls

Total internal non ACD handling time
(hh:mm:ss)

Description

the interval of the report

the total number of ACD calls answered

the total number of ACD calls that you received that originated inside the office

the total duration of ACD calls that you received that originated in the office (including hold time and
transfer/conference time)

the average duration of ACD calls that you received that originated in the office
the total number of ACD calls that originated outside the office with a destination within the office

the total duration of ACD calls that originated outside the office with a destination within the office
(including hold time and transfer/conference time)

the average duration of ACD calls that originated outside the office with a destination within the
office

the total number of non-ACD calls answered
the total number of non ACD calls that you received that originated in the office

the total duration of non ACD calls that you received that originated in the office (including hold time
and transfer/conference time)
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Report Field Description

Average internal non ACD duration (hh:mm:ss)  the average duration of ACD calls that you received that originated in the office

the total number of non ACD calls that originated outside the office with a destination within the
Total external non ACD calls

office
Total external non ACD handling time the total duration of non ACD calls that originated outside the office with a destination within the
(hh:mm:ss) office (including hold time and transfer/conference time)

Average extemal non ACD duration (hh:mm:ss) the average duration of non ACD calls that originated outside the office with a destination within the

office
Calls outbound the total number of outbound calls
Total internal out calls the total number of calls that you made to destinations within the office

: o N the total duration of calls that you made to destinations within the office (including hold time and

Total internal out handling time (hh:mm:ss) .
transfer/conference time)

Average internal out duration (hh:mm:ss) the average duration of calls that you made to destinations within the office

Total external out calls the total number of calls that you made to destinations outside the office

the total duration of calls that you made to destinations outside the office (including hold time and

Total external out handling time (hh:mm:ss) transfer/conference time)

Average external out duration (hh:mm:ss) the average duration of calls that you made to destinations outside the office

Total the total of each of the columns
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Figure 49 Voice Employee Internal/External Call Count by Period

Total Total
Total Total Total
intemal  Average Average Average Total external  Average
AcDele T8 ACD intemal  Toul E‘E"‘“' external  Non ACD .m";a":"ul n'u“f;"gé) intermal ex‘:"ul em:g[')”m e:::;g:on _— Total  intemal out m’:em Total ot extemal
Activity period handled internal hnr_\dlmg ACD external handiing ACD calls nonACD  handling non A_CD nonACD.  handiing ACD duration outbound internal out har_tdhng kb external har_vdlmg ou;

ACDcalls time duration ACDcalls 4 duration  handled calls time duration calls ime i —— calls time e out calls time duration

(hh:n;mss (hh:mmess) {hhimmss) (hh:mmss) (hhimmss) (hhimmiss) fhhimess) (hh:mmss) {hh:r!;'n.ss (hh:mm:ss)
08:00 0 0 0:00:00 0:00:00 0 0:00:00 0:00:00 5 0 0:00:00 0:00:00 5 1:25:17  0:17:03 15 9 0:16:40 0:01:51 6 0:24:37 0:04:06
09:00 4 0 0:00:00 0:00:00 4 0:0526 0:01:21 4 2 0:06:46 0:03:23 2 0:08:54  0:04:27 27 3 0:02:47 0:00:55 24 1:5342 0:04:44
10:00 5 0 0:00:00 0:00:00 5 0:13:36 0:02:43 8 1 0:02:01 0:02:01 7 0:31:13  0:04:27 41 14 0:2328  0:01:40 27 32104 0:07:26
11:00 7 0 0:00:00 0:00:00 7 0:27:16 0:03:53 6 2 0:04:48 0:02:24 4 0:42:42  0:10:40 52 11 0:05:58 0:00:32 41 3:5248 0:05:40
12:00 4 0 0:00:00 0:00:00 4 0:41:03 0:10:15 8 0 0:00:00 0:00:00 8 0:44:54 0:05:36 36 19 0:15:49 0:00:49 17 0:44:31 0:02:37
13:00 4 0 0:00:00 0:00:00 4 0:16:48 0:04:12 7 0 0:00:00 0:00:00 7 1:23:06 0:11:52 30 7 0:1741 0:02:31 23 4:03:49 0:10:36
14:00 11 1 0:00:40 0:00:40 10 1:08:32 0:06:51 9 2 0:02:14 0:01:07 7 0:55:31  0:07:55 38 7 0:06:37 0:00:56 31 2:3324 0:04:56
15:00 7 0 0:00:00 0:00:00 7 0:41:54 0:05:59 6 0 0:00:00 0:00:00 6 0:20:53  0:03:28 36 16 0:14:07 0:00:52 20 113332 0:04:40
16:00 2 0 0:00:42 0:00:00 2 0:21:42 0:10:51 5 0 0:00:00 0:00:00 5 0:19:59  0:03:59 61 16 0:17:24 0:01:05 45  2:47:19 0:0343

| Total [ 44 | 1 [ow01:22]001:22] 43 [ 3:56:17]0:05:30] 58 | 7 | 0:15:49 | 0:02:16 | 51 | 6:32:20 | 0:07:42 | 336 | 102 [ 2:00:31 [ 0:01:11 | 234 [21:14:46] 0:05:27 |

168



Voice reports

Voice Employee and Employee Group Internal/External Call Counts by Day of the Week

Here is a brief definition of external and internal calls:
« Internal Outis a call that you made from the office to a destination within the office.
o External Out is a call that you made from the office to a destination outside the office.

Internal Non ACD is a call that you received in the office from an origin within the office.

External Non ACD is a call that you received in the office from an origin outside the office.

Internal ACD is an ACD call that originated from inside the office to a destination within the office.
External ACD is an ACD call that originated from outside the office with a destination within the office.

The Employee and Employee Group Internal/External Call Counts by the Day of the Week reports show internal and external call activity of an
employee and employee group over the days of the week. When this report is run for more than one week, the data is summed for each day of the week.
For example, if the report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data found under Tuesday
is the summed totals of the two Tuesdays. (See Figure 50.)

All employee internal/external call count reports have the following headings:

Report Field
Activity period
ACD calls handled

Total internal ACD calls
Total internal ACD handling time (hh:mm:ss)

Average internal ACD duration (hh:mm:ss)

Total external ACD calls

Total external ACD handling time (hh:mm:ss)

Average external ACD duration (hh:mm:ss)

Non ACD calls handled

Total internal non ACD calls

Description

the interval of the report

the total number of ACD calls answered

the total number of ACD calls that you received that originated inside the office

the total duration of ACD calls that you received that originated in the office (including hold time and
transfer/conference time)

the average duration of ACD calls that you received that originated in the office
the total number of ACD calls that originated outside the office with a destination within the office

the total duration of ACD calls that originated outside the office with a destination within the office
(including hold time and transfer/conference time)

the average duration of ACD calls that originated outside the office with a destination within the
office

the total number of non-ACD calls answered

the total number of non ACD calls that you received that originated in the office
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Report Field

Total internal non ACD handling time
(hh:mm:ss)

Average internal non ACD duration (hh:mm:ss)
Total external non ACD calls

Total external non ACD handling time
(hh:mm:ss)

Average external non ACD duration (hh:mm:ss)

Calls outbound

Total internal out calls
Total internal out handling time (hh:mm:ss)

Average internal out duration (hh:mm:ss)

Total external out calls
Total external out handling time (hh:mm:ss)

Average external out duration (hh:mm:ss)

Total

Description

the total duration of non ACD calls that you received that originated in the office (including hold time
and transfer/conference time)

the average duration of non ACD calls that you received that originated in the office

the total number of non ACD calls that originated outside the office with a destination within the
office

the total duration of non ACD calls that originated outside the office with a destination within the
office (including hold time and transfer/conference time)

the average duration of non ACD calls that originated outside the office with a destination within the
office

the total number of outbound calls
the total number of calls that you made to destinations within the office

the total duration of calls that you made to destinations within the office (including hold time and
transfer/conference time)

the average duration of calls that you made to destinations within the office
the total number of calls that you made to destinations outside the office

the total duration of calls that you made to destinations outside the office (including hold time and
transfer/conference time)

the average duration of calls that you made to destinations outside the office

the total of each of the columns
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Figure 50 Voice Employee Internal/External Call Count by Day of the Week

Total in;rb::lal Averge e:—n:t:ﬂlel Avarmga inte-;:Tlnm £Yarmde Total e:n:t:‘\lal Average inTh::‘la! Average B::::Bl Average

ACDecalls intemal  ACD hemalis Syl AepesEns BINCHACD el e o e e e s ok inemalont | CoH ot o emal out

Activity period handed ACD  handi ACD external handii ACD calls non handii ACD ACD  handi ACD durat i intemal  handling iali external  handling irali

I “s M9 duration ACDcalls "™ guation  handled  ACD P duraton ™08 s A GHORRD outcalls  time relion - calls  time taon

= nm (hh:mm:ss) tl (hh:mm:ss) calls 5 L1 {hh:mm:ss) S ume (hhimm:ss) (hh:mm:ss {hhammiss) {hh:mm:ss A

(hh:mmiss) (hh:mmiss) (hh:mmiss) (hh:mm:ss) ) )

Monday 0 0 0:00:00 0:00:00 0 0:00:00 0:00:00 1 0 0:00:00 0:00:00 1 0:27:38 (0:27:38 17 1 0:00:00 0:00:00 16 047:18 0:.02:57
Tuesday 3 0 0:00:00 0:00:00 3 0:09:29 0:03:09 1 0 0:00:00 0:00:00 1 0:46:38 (0:46:38 11 1 0:00:18 0:00:18 10 0:50:59 0:05:05
Wednesday 0 0 0:00:00 0:00:00 0 0:00:00 0:00:00 2 0 0:00:00 0:00:00 2 0:16:47  0:08:23 6 0 0:00:00 0:00:00 6 2:19:08 0:23:11
Thursday 12 0 0:00:00 0:00:00 12 2:21:33  0:1147 0 0 0:00:00 0:00:00 0 0:00:00 0:00:00 5 0 0:00:00 0:00:00 5 0:34:06 0:06:49
Friday 6 0 0:00:00 0:00:00 6 1:40:12 0:16:42 0 0 0:00:00 0:00:00 0 0:00:00 0:00:00 8 1 0:00:40 0:00:40 7 0:53:21 0:07:37

| Total | 21 | 0 [0:00:00[00000| 21 | 4:11:14[0:11:58)] 4 | 0 [ 0:00:00] 0:00:00( 4 |[1:31:03]| 0:2246 | 47 | 3 |0:00:58] 0:00:19| 44 |5:24:52] 0:07:23 |
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Voice Employee and Employee Group Internal/External Call Counts by Day of the Month

Here is a brief definition of external and internal calls:
« Internal Outis a call that you made from the office to a destination within the office.

External Out is a call that you made from the office to a destination outside the office.

Internal Non ACD is a call that you received in the office from an origin within the office.

External Non ACD is a call that you received in the office from an origin outside the office.

Internal ACD is an ACD call that originated from inside the office to a destination within the office.
External ACD is an ACD call that originated from outside the office with a destination within the office.

The Employee and Employee Group Interal/External Call Counts by the Day of the Month reports show internal and external call activity of an
employee and employee group for the days of the month. (See Figure 51.)

All employee internal/external call count reports have the following headings:

Report Field
Activity period
ACD calls handled

Total internal ACD calls
Total internal ACD handling time (hh:mm:ss)

Average internal ACD duration (hh:mm:ss)

Total external ACD calls

Total external ACD handling time (hh:mm:ss)

Average external ACD duration (hh:mm:ss)

Non ACD calls handled

Total internal non ACD calls

Total internal non ACD handling time (hh:mm:ss)

Description

the interval of the report

the total number of ACD calls answered

the total number of ACD calls that you received that originated inside the office

the total duration of ACD calls that you received that originated in the office (including hold time
and transfer/conference time)

the average duration of ACD calls that you received that originated in the office
the total number of ACD calls that originated outside the office with a destination within the office

the total duration of ACD calls that originated outside the office with a destination within the office
(including hold time and transfer/conference time)

the average duration of ACD calls that originated outside the office with a destination within the
office

the total number of non ACD calls answered
the total number of non ACD calls that you received that originated in the office

the total duration of non ACD calls that you received that originated in the office (including hold
time and transfer/conference time)
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Report Field Description

Average internal non ACD duration (hh:mm:ss)  the average duration of non ACD calls that you received that originated in the office

the total number of non ACD calls that originated outside the office with a destination within the
Total external non ACD calls

office
Total external non ACD handling time the total duration of non ACD calls that originated outside the office with a destination within the
(hh:mm:ss) office (including hold time and transfer/conference time)

Average extemal non ACD duration (hh:mm:ss) the average duration of non ACD calls that originated outside the office with a destination within

the office
Calls outbound the total number of outbound calls
Total internal out calls the total number of calls that you made to destinations within the office

: o N the total duration of calls that you made to destinations within the office (including hold time and

Total internal out handling time (hh:mm:ss) .
transfer/conference time)

Average internal out duration (hh:mm:ss) the average duration of calls that you made to destinations within the office

Total external out calls the total number of calls that you made to destinations outside the office

the total duration of calls that you made to destinations outside the office (including hold time and

Total external out handling time (hh:mm:ss) transfer/conference time)

Average external out duration (hh:mm:ss) the average duration of calls that you made to destinations outside the office

Total the total of each of the columns
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Figure 51 Voice Employee Internal/External Call Count by Day of the Month

Total Total
’ Total Total Total Total  Average
internal  Average Average " Average Average . . external
AcDls Tou! ACD  intemal Total eﬁ";' extemal NonACD Totlintemal "™ itemalnon  Total ;nm:;': extemalnon Tetal '"rh;"_‘f!“‘ ""::“' Total out e‘“‘“’“’lg:ut
Activity period .-~ 1° *  intemal  hending  ACD extemal - ACD calls non ACD ACD  extemalnon o0 ACD intemal out i durtion SXtemal ot handiing md ‘:.m
ACDcals tme  dumtion ACDcals "' duation  handied calls duaton  ACDeals "o duration calls mh,"":ms thmmes <8 time (m‘f:;nss)
(hh:mm:ss (hh:mmss) (hh:mmss) (hh:mmiss) {hh:mmss) (hh:mm:ss) {hhmm:ss) (hh:mm:ss) ) ) (hh:rr;-nss
Aug 70 1 0:00:40 0:00:40 69 5:22:24 0:04:40 85 13 0:24:25 0:01:52 72 10:37:56 0:08:51 400 124 2:54:18 0:01:24 276 36:01:17 0:07:49
I Total | 70 1 0:00:40| 0:00:40 69 5:22:24 | 0:04:40 85 13 0:24:25| 0:01:53 72 10:37:56| 0:08:52 400 124 l 2:54:18 | 0:01:24 276 36:01:17| 0:07:50 I
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Voice Employee and Employee Group Internal/External Call Counts by Month

Here is a brief definition of external and internal calls:
« Internal Outis a call that you made from the office to a destination within the office.

External Out is a call that you made from the office to a destination outside the office.

Internal Non ACD is a call that you received in the office from an origin within the office.

External Non ACD is a call that you received in the office from an origin outside the office.

Internal ACD is an ACD call that originated from inside the office to a destination within the office.
External ACD is an ACD call that originated from outside the office with a destination within the office.

The Employee and Employee Group Interal/External Call Counts by Month reports show internal and external call activity of an employee and

employee group for the month. (See Figure 52.)

All employee internal/external call count reports have the following headings:

Report Field
Activity period
ACD calls handled

Total internal ACD calls
Total internal ACD handling time (hh:mm:ss)

Average internal ACD duration (hh:mm:ss)

Total external ACD calls

Total external ACD handling time (hh:mm:ss)

Average external ACD duration (hh:mm:ss)

Non ACD calls handled
Total internal non ACD calls

Total internal non ACD handling time
(hh:mm:ss)

Description

the interval of the report

the total number of ACD calls answered

the total number of ACD calls that you received that originated inside the office

the total duration of ACD calls that you received that originated in the office (including hold time and
transfer/conference time)

the average duration of ACD calls that you received that originated in the office
the total number of ACD calls that originated outside the office with a destination within the office

the total duration of ACD calls that originated outside the office with a destination within the office
(including hold time and transfer/conference time)

the average duration of ACD calls that originated outside the office with a destination within the
office

the total number of non-ACD calls answered
the total number of non ACD calls that you received that originated in the office

the total duration of non ACD calls that you received that originated in the office (including hold time
and transfer/conference time)
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Report Field Description

Average internal non ACD duration (hh:mm:ss)  the average duration of non ACD calls that you received that originated in the office

the total number of non ACD calls that originated outside the office with a destination within the
Total external non ACD calls

office
Total external non ACD handling time the total duration of non ACD calls that originated outside the office with a destination within the
(hh:mm:ss) office (including hold time and transfer/conference time)

Average extemal non ACD duration (hh:mm:ss) the average duration of non ACD calls that originated outside the office with a destination within the

office
Calls outbound the total number of outbound calls
Total internal out calls the total number of calls that you made to destinations within the office

: o N the total duration of calls that you made to destinations within the office (including hold time and

Total internal out handling time (hh:mm:ss) .
transfer/conference time)

Average internal out duration (hh:mm:ss) the average duration of calls that you made to destinations within the office

Total external out calls the total number of calls that you made to destinations outside the office

the total duration of calls that you made to destinations outside the office (including hold time and

Total external out handling time (hh:mm:ss) transfer/conference time)

Average external out duration (hh:mm:ss) the average duration of calls that you made to destinations outside the office

Total the total of each of the columns
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Figure 52 Voice Employee Internal/External Call Count by Month

Total
. Total Total Total Total
Total Tual;gn;mal Average Total extemal .:verag? Non ACD Total  intemal non inAveralgn; Total external Average Total intermal cut  Average Total e)ﬁ;:m :av:;.mmg:l
o . ACDcals . = intermal ACD ACD internal ACD extemal non ACD  extemal non Calls - handling internal out :
Activity period intemal handling ; external : ACD calls - ACD : ; internal cut ; - extenal  handling out
handled NCD eale ey duration ACD calls handling ore e Ton ACD handling duration ™" ACD handing ACD duration outbound Sk time duration s e dain
2 (hh:mm:ss) tirme z calls time 2 calls time (hh:mm:ss) (hhimmiss (hh:mm:ss) 2 2
(hh:mm:ss) (hh:mm:ss) (hh:mm:ss) (hhmm:ss) (hh:mmiss) (hhmm:ss) ) (hh,n;ms.s (hh:mmss)
Jun 32 0 0:00:47 0:00:00 32 2:51:31 0:05:21 38 1 0:00:28 0:00:28 37 4:04:42 0:06:36 248 77 1:23:36  0:01:05 171 28:1354 0:09:54
| Tota | 32 | o | o0:0047 | 0:00:00 | 32 |2:51:31[00522] 38 | 1 [ o0:00:28] 0:00:28 [ 37 | 4:04:42 | 0:06:37 248 | 77 [1:23:36] 0:01:05 | 171 |[28:13:54] 0:09:54 |
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Voice Employee Group Internal/External Call Counts by Agent

Here is a brief definition of external and internal calls:
« Internal Outis a call that you made from the office to a destination within the office.
o External Out is a call that you made from the office to a destination outside the office.

Internal Non ACD is a call that you received in the office from an origin within the office.

External Non ACD is a call that you received in the office from an origin outside the office.

Internal ACD is an ACD call that originated from inside the office to a destination within the office.
External ACD is an ACD call that originated from outside the office with a destination within the office.

The Employee Group Internal/External Call Counts by Agent report shows internal and external call activity of each agent in the employee group. (See

Figure 53.)

All employee internal/external call count reports have the following headings:

Report Field
Agent ID

Agent name

ACD calls handled

Total internal ACD calls
Total internal ACD handling time (hh:mm:ss)

Average internal ACD duration (hh:mm:ss)

Total external ACD calls

Total external ACD handling time (hh:mm:ss)

Average external ACD duration (hh:mm:ss)

Non ACD calls handled

Total internal non ACD calls

Description

the agent ID entered by the agent

the name associated with the above agent ID in YourSite

the total number of ACD calls answered

the total number of ACD calls that you received that originated inside the office

the total duration of ACD calls that you received that originated in the office (including hold time and
transfer/conference time)

the average duration of ACD calls that you received that originated in the office
the total number of ACD calls that originated outside the office with a destination within the office

the total duration of ACD calls that originated outside the office with a destination within the office
(including hold time and transfer/conference time)

the average duration of ACD calls that originated outside the office with a destination within the
office

the total number of non-ACD calls answered

the total number of non ACD calls that you received that originated in the office

178



Voice reports

Report Field Description
Total internal non ACD handling time the total duration of non ACD calls that you received that originated in the office (including hold time
(hh:mm:ss) and transfer/conference time)

Average internal non ACD duration (hh:mm:ss)  the average duration of non ACD calls that you received that originated in the office

the total number of non ACD calls that originated outside the office with a destination within the
Total external non ACD calls

office
Total external non ACD handling time the total duration of non ACD calls that originated outside the office with a destination within the
(hh:mm:ss) office (including hold time and transfer/conference time)

Average external non ACD duration (hh:mm:ss) the average duration of non ACD calls that originated outside the office with a destination within the

office
Calls outbound the total number of outbound calls
Total internal out calls the total number of calls that you made to destinations within the office

: L I the total duration of calls that you made to destinations within the office (including hold time and

Total internal out handling time (hh:mm:ss) .
transfer/conference time)

Average internal out duration (hh:mm:ss) the average duration of calls that you made to destinations within the office

Total external out calls the total number of calls that you made to destinations outside the office

the total duration of calls that you made to destinations outside the office (including hold time and

Total external out handling time (hh:mm:ss) transfer/conference time)

Average external out duration (hh:mm:ss) the average duration of calls that you made to destinations outside the office

Total the total of each of the columns
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Figure 53 Voice Employee Group Internal/External Call Count by Agent

Total
Total Total Total Total Average
. Average Average Total Average Total 4 external
Total internal : Total external on internal non Total external Average intemal  Total Average
et D AC"L‘J intermal ACD L external ACD e:tan[;al ACD L ACD TRy external non ACD  extemalnon  Calls _Tml m::rnarioq.lt out extemna handlt external out
e Agentname  cals aep panding AP acD  handing S cals ™7 handing  "CC  nonACD handing ACD duration outbound ™M= PANAING g opon o "9 duration
handled i : duration i duration handied ACD duration i ; b out calls time i lle b :
e ume (hh:mm:ss) cais nme (hh:mm:ss) calls nme {hh:mm=s) Ak um (hhimmsss) {hh:mmi=s) oS ca {hh:mm=s i)
(hh:mm:ss) {hh:mm:ss) {hh:mm:ss) {hh:mm:ss) ) )
1586 Budd R 66 0 0:00:00 000:00 66 200645 0:18:17 8 1 0:00:06 0:00:06 7 3:04:25 0:26:20 35 8 0:06:30 00048 27 45606 0:10:58
1472 James H 54 0 0:00:00 0:00:00 54 2048:35 0:23.07 4 1 0:00:07 0:00:07 3 0:33:58 0:11:19 6 0 0:00:00 0:00:00 & 4:0044 040:07
1587 Kevin M 51 0 0:00:00 0:00:00 51 15:5949 0:1849 5 2 0:00:34 0:00:17 3 1:52:25 0:37:28 23 2 0:00:26 0:00:13 21 3:2049 0:09:33
1236 Steve C 40 0 0:00:00 0:00:00 40 17:51:.07 0:26146 11 0 0:00:00 0:00:00 11 542:55 0:31:10 58 12 0:09:13 00046 46 52443 00703
1522 RobertH 39 0 0:00:00 0:00:00 39 2044:59 0:31:55 ] 0 0:00:00 0:00:00 6 4:17:06 04251 21 7 0:03:52 000:33 14 324:116 0:14:35
1560 RobertS 29 0 0:00:00 0:00:00 29 5:10:58 0:10:43 2 1 0:00:09 0:00:09 1 0:14:42 0:1442 10 5 0:09:26 001:553 5 1:2648 0:17:21
1416 John O 26 0 0:00:00 0:00:00 26 4:41:37 0:10:49 5 o0 0:00:00 0:00:00 5 0:5340 0:10:44 57 7 0:01:32 0:00:13 50 5:14:35 0:06:17
1477 Steve L 21 0 0:00:00 0:00:00 21 9:16:40 0:26:30 9 0 0:00:00 0:00:00 9 2:50:08 0:18:54 22 5 0:04:13 0:00:50 17 34548 0:13:16
| Total | 326 [ o |0:00:00]0:00:00] 326 |114:40:30 0:21:06 | 50 | 5 | 0:00:56 | 0:00:11 | 45 [19:29:19] 0:25:59 | 232 | 46 [ 0:35:120:00:46] 186 |31:33:49 0:10:11 |
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Voice Employee Group Internal/External Call Counts by Employee

Here is a brief definition of external and internal calls:
« Internal Outis a call that you made from the office to a destination within the office.
o External Out is a call that you made from the office to a destination outside the office.

Internal Non ACD is a call that you received in the office from an origin within the office.

External Non ACD is a call that you received in the office from an origin outside the office.

Internal ACD is an ACD call that originated from inside the office to a destination within the office.
External ACD is an ACD call that originated from outside the office with a destination within the office.

The Employee Group Internal/External Call Counts by Employee report shows the internal and external call activity of each employee. (See Figure 54.)

All employee group internal/external call count reports have the following headings:

Report Field
Employee name
ACD calls handled

Total internal ACD calls
Total internal ACD handling time (hh:mm:ss)

Average internal ACD duration (hh:mm:ss)

Total external ACD calls

Total external ACD handling time (hh:mm:ss)

Average external ACD duration (hh:mm:ss)

Non ACD calls handled
Total internal non ACD calls

Total internal non ACD handling time
(hh:mm:ss)

Description

the name associated with the employee ID in YourSite

the total number of ACD calls answered

the total number of ACD calls that you received that originated inside the office

the total duration of ACD calls that you received that originated in the office (including hold time and
transfer/conference time)

the average duration of ACD calls that you received that originated in the office
the total number of ACD calls that originated outside the office with a destination within the office

the total duration of ACD calls that originated outside the office with a destination within the office
(including hold time and transfer/conference time)

the average duration of ACD calls that originated outside the office with a destination within the
office

the total number of non-ACD calls answered
the total number of non ACD calls that you received that originated in the office

the total duration of non ACD calls that you received that originated in the office (including hold time
and transfer/conference time)
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Report Field Description
Average internal non ACD duration (hh:mm:ss)  the average duration of non ACD calls that you received that originated in the office

the total number of non ACD calls that originated outside the office with a destination within the
Total external non ACD calls

office
Total external non ACD handling time the total duration of non ACD calls that originated outside the office with a destination within the
(hh:mm:ss) office (including hold time and transfer/conference time)

e Ed e M AGT S s the average duration of non ACD calls that originated outside the office with a destination within the

office
Calls outbound the total number of outbound calls
Total internal out calls the total number of calls that you made to destinations within the office

. N . the total duration of calls that you made to destinations within the office (including hold time and

Total internal out handling time (hh:mm:ss) .
transfer/conference time)

Average internal out duration (hh:mm:ss) the average duration of calls that you made to destinations within the office

Total external out calls the total number of calls that you made to destinations outside the office

the total duration of calls that you made to destinations outside the office (including hold time and

Total external out handling time (hh:mm:ss) transfer/conference time)

Average external out duration (hh:mm:ss) the average duration of calls that you made to destinations outside the office

Total the total of each of the columns
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Figure 54 Voice Employee Group Internal/External Call Count by Employee

ol e ToRl e . Total Total Wi

Employeaname ACD2lS e el e el e o oo e Lot Sl A aieen ok i ‘"fu”?’ el B ot Vel Kooy
handled ACD calls hanjdllng duraion  ACD calls harjdlnng Airaton calls  non ACD ha:_\dlmg Araton non ACD han_-.dhng ACD duraton  outbound = han_'sdhm; duration outcalls o durabion

nme (Bhammes) I:rm ey handled  calis hrra i) calls ime (hh:mm:ss) time (hh:mmss) hiriss {hh:mmzss)|

(hh:mmss) (hh:mmiss) (hh:mmss) (hh:mm:ss) (hh:mm:ss) )

Renaud, B 66 0 0:00:00 0:00:00 66 20:06:45 0:18:17 1 0:00:06  0:00:06 7 3:04:25 0:26:20 35 8 0:06:30 0:00:48 27 4:56:06 0:10:58
Hammond, ] 54 0 0:00:00 0:00:00 54 20:48:35 0:23:07 1 0:00:07  0:00:07 3 0:33:58 0:11:19 6 0 0:00:00 0:00:00 6 4:00:44 0:40:07
Middlemiss, K 51 0  0:00:00 0:0000 51 15:59:49 0:1849 5 2 0:00:34  0:00:17 3 15225  0:37:28 23 2 00026 00013 21 32049 0:09:33
Carter, S 40 0 0:00:00 0:00:00 40 17:51:07 0:26:46 11 0 0:00:00 0:00:00 11 5:42:55 0:31:10 58 12 0:09:13 0:00:46 46 5:24:43  0:07:03
Harrison, R 39 0 0:00:00 0:00:00 39 20:44:59 0:31:55 6 0 0:00:00 0:00:00 6 4:17:06 0:42:51 21 7 0:03:52 0:00:33 14 3:24:16 0:14:35
Oeur, V 29 0 0:00:00 0:00:00 29 5:10:58 0:10:43 2 1 0:00:09 0:00:09 1 0:14:42 0:14:42 10 5 0:09:26 0:01:53 5 1:26:48 0:17:21
Osbome, ] 26 0 00000 00000 26  441:37 01049 5 0 0:00:00 0:00:00 5 0:5340  0:10:44 57 7 00132 000:13 50  5:14:35 0:06:17
Lett, 5 21 0 00000 00000 21  9:1640 02630 9 0 0:00:00 0:00:00 9 2:50:08  0:18:54 22 5  0:04:13 00050 17 34548 0:13:16

| Totml | 326 0 | 0:00:00 | 0:00:00| 326 |114:40:30] 0:21:06| S0 | 5 | 0:00:56 | 0:00:11 | 45 | 19:29:19( 0:25:59 | 232 46 | 0:35:12 | 0:00:46 | 186 |31:33:49] 0:10:11 |
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Voice queue reports

Queue and queue group reports provide statistics on individual queues and queue groups that reflect caller behavior and the service experienced by
callers. The queue reports are as follows:
o Performance reports
¢ Queue and Queue Group Performance by Period
Queue and Queue Group Performance by Day of the Week
Queue and Queue Group Performance by Day of the Month
Queue and Queue Group Performance by Month
Queue and Queue Group Performance by Account Code
Queue and Queue Group Performance by DNIS (You cannot generate this report over midnight.)
Queue and Queue Group Performance by Agent (You cannot generate this report over midnight.)
Queue Group Performance by Queue
¢ Queue Group Performance by Queue Group (with or without Multi-select)
e By queue reports
¢ Queue Group by Queue with Agent Information
e Spectrum reports. The spectrum reports provide a frequency distribution of calls abandoned, answered, or interflowed based on a defined
time scale.
¢ Queue and Queue Group Abandon Spectrum by Period
Queue and Queue Group Abandon Spectrum by Day of the Week
Queue Group Abandon Spectrum by Queue
Queue and Queue Group Answer Spectrum by Period
Queue and Queue Group Answer Spectrum by Day of the Week
Queue Group Answer Spectrum by Queue
Queue Answer vs. Abandon Comparison
Queue and Queue Group Handle Spectrum by Period
Queue and Queue Group Handle Spectrum by Day of the Week
Queue Group Handle Spectrum by Queue
Queue and Queue Group Interflow Spectrum by Period
Queue and Queue Group Interflow Spectrum by Day of the Week
Queue Group Interflow Spectrum by Queue
Queue and Queue Group Ring Time Spectrum by Period
Queue and Queue Group Ring Time Spectrum by Day of the Week
¢ Queue Group Ring Time Spectrum by Queue
¢ Internal/External reports
¢ Queue and Queue Group Internal/External Call Counts by Period
e ANI reports
¢ Queue and Queue Group ANI by Area Code
¢ Queue and Queue Group ANI/Internal Abandon
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Voice Queue and Queue Group Performance by Period

The Queue and Queue Group Performance by Period reports show the call activity of a queue and queue group across 15-, 30-, or 60-minute intervals

for the shift duration and day(s) you specify.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 55.)

The Queue and Queue Group Performance reports provide the following information:

Report Field
Activity period
ACD calls offered
ACD calls handled

Calls abandoned (short)

Calls abandoned (long)

Calls interflowed

Calls requeued

Queue unavailable

Answered by ACD group 1
Answered by ACD group 2
Answered by ACD group 3
Answered by ACD group 4
Average speed of answer (hh:mm:ss)
Average delay to abandon (hh:mm:ss)

Average delay to interflow (hh:mm:ss)

Description

the interval of the report

the total number of calls offered to the ACD queue (handled + long abandoned + interflowed)
the total number of ACD calls answered

the total number of calls abandoned before the Short Abandon time (the Short Abandon time default
is 6 seconds)

the total number of calls abandoned after the Short Abandon time
the total number of calls interflowed

the total number of requeues at the agent's position - if an agent fails to answer a call, the system
places the call back in the same queue

the total number of calls offered to the queue while the queue was unavailable (for example, the
queue is unavailable outside business hours or when there are no agents logged into the queue)

the total number of ACD calls answered by the first answer point

the total number of ACD calls answered by the second answer point

the total number of ACD calls answered by the third answer point

the total number of ACD calls answered by the fourth answer point

the average delay before the call was answered (including time in queue and agent ringing time)
the average elapsed time before the call was abandoned

the average elapsed time before the call was interflowed
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Report Field

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Abandon %
Service Level %
Answer %

Total

Description

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the percentage of calls that were abandoned after the configured short abandon threshold
the percentage of calls answered within the specified service level time
the percentage of offered calls answered

the total of each of the columns
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Figure 55 Voice Queue Performance by Period

Voice reports

A A A A Gsoe
offered (short) (long) 1 2 goup3  goupd (st () (s W (o) time
(bhrmss)
08:00 5 5 0 0 0 0 13 5 0 0 0  000:11 00000 00000 04151 00822 00 1000 100.0
08:30 6 6 0 0 0 0 0 6 0 0 0 00155 00000 00000 0:36:20 0:06:03 00 667 100.0
0:00 13 13 0 0 0 2 0 13 0 0 0 00243 00000 00000 3:1448 0:14:59 00 615 100.0
09:30 7 7 0 0 0 0 0 7 0 0 0O 001:15 0:0000 00000 1:3513 0:1336 00 857 100.0
1:00 23 21 0 1 1 0 0 21 0 0 0 00038 0:1447 00117 507:36 0:14:38 43 870 913
130 26 19 2 2 5 0 0 19 0 0 0 00855 00630 00609 7:01:17 0:22:10 77 269 731
100 27 23 0 1 3 2 0 23 0 0 0 00410 003:18 0:1202 65519 0:18:03 37 444 852
11:30 23 19 0 2 2 0 0 19 0 0 0 0:02:52 0:03:04 0:10:10 8:59:46 0:28:24 8.7 739 826
1200 23 20 0 3 0 0 0 20 0 0 0 00144 001:30 0:0000 5:20:43 0:16:00 130 739 87.0
12:30 22 19 0 2 1 1 0 19 0 0 0 0:02:14 0:04:06 0:30:02 6:22:09 0:20:06 9.1 545 86.4
1300 17 17 0 0 0 0 0 17 0 0 0 00226 00000 00000 41700 0:1507 00 647 100.0
13:30 19 16 1 3 0 0 0 16 0 0 0 0:0347 0:0046 0:00:.00 9:25:15 0:35:19 158 526 84.2
14:00 23 17 0 5 1 1 0 17 0 0 0 00556 0:1308 00539 2:32:36 008:58 217 435 739
430 26 25 0 0 1 1 0 25 0 0 0 00507 00000 00219 10:0040 0:24:01 00 615 96.2
1500 13 12 0 0 1 0 1 12 0 0 0 00227 00000 0:10:11 9:5209 0:49:20 00 69.2 923
1530 19 13 0 4 2 0 29 13 0 0 0 008:17 00605 0:01:16 4:26:15 0:20:28 211 368 684
16:00 21 14 0 5 2 0 11 14 0 0 0 0:05:27 0:03:02 0:14:34 6:1940 0:27:07 238 524 66.7
1630 24 20 1 3 1 0 0 20 0 0 0 00936 00539 0:10:11 5:1345 0:1541 125 250 833
| Total | 37| 286 | 4 31 [ 20 | 7 54 | 28 [ o 0 0 | 0:04:13 [ 0:05:38 0:08:56| 98:01:52 0:20:34| 9.2 | 55.8 | 84.9|
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Voice Queue and Queue Group Performance by Day of the Week

The Queue and Queue Group Performance by Day of the Week reports show the call performance of each queue or queue group over the days of the
week. When this report is run for more than one week, the data is summed for each day of the week. For example, if the report is run for two weeks, the
data found under Monday is the summed total of the two Mondays and the data found under Tuesday is the summed totals of the two Tuesdays.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 56.)

The Queue and Queue Group Performance reports provide the following information:

Report Field Description

Activity period the interval of the report

ACD calls offered the total number of calls offered to the ACD queue (handled + long abandoned + interflowed)
ACD calls handled the total number of ACD calls answered

the total number of calls abandoned before the Short Abandon time (the Short Abandon time default

Calls abandoned (short) is 6 seconds)

Calls abandoned (long) the total number of calls abandoned after the Short Abandon time

Calls interflowed the total number of calls interflowed

the total number of requeues at the agent's position - if an agent fails to answer a call, the system

CEID Y= places the call back in the same queue

the total number of calls offered to the queue while the queue was unavailable (for example, the

Queue unavailable . i : . :
queue is unavailable outside business hours or when there are no agents logged into the queue)

Answered by ACD group 1 the total number of ACD calls answered by the first answer point

Answered by ACD group 2 the total number of ACD calls answered by the second answer point

Answered by ACD group 3 the total number of ACD calls answered by the third answer point

Answered by ACD group 4 the total number of ACD calls answered by the fourth answer point

Average speed of answer (hh:mm:ss) the average delay before the call was answered (including time in queue and agent ringing time)
Average delay to abandon (hh:mm:ss) the average elapsed time before the call was abandoned
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Report Field

Average delay to interflow (hh:mm:ss)

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Abandon %
Service Level %
Answer %

Total

Voice reports

Description
the average elapsed time before the call was interflowed

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the percentage of calls that were abandoned after the configured short abandon threshold
the percentage of calls answered within the specified service level time
the percentage of offered calls answered

the total of each of the columns
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Figure 56 Voice Queue Performance by Day of the Week

Average
Average Average Average ACD
ACD Calls Calls Amswered  Answered  Answered  Answered ACD .

e W L .o e it e A L B Wl oo

oifered {shor) (tong) AP gagZ goes Jowg (hhammss)  (bhormess)  (hhmmiss)  (hhammiss) (mune )
Monday 1 1 0 0 0 0 4 1 0 0 0 0:00:08 0:00:00 0:00:00 0:15:54 0:15:54 0.0 100.0 100.0
Tuesday 0 0 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 00 100.0 0.0
Wednesday 0 0 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 00 1000 0.0
Thursday 0 0 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 00 100.0 0.0
Friday 0 0 0 0 0 0 3 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 00 100.0 0.0
| Tota | 1| 1 0 0 0 o | 7 1 0 0 0 | 0:00:08 | 0:00:00 | 0:00:00 | 0:15:54| 0:15:54| 0.0 | 100.0{ 100.0}
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Voice Queue and Queue Group Performance by Day of the Month

The Queue and Queue Group Performance by Day of the Month reports show the call performance of each queue or queue group for each day of one

month.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 57.)

The Queue and Queue Group Performance reports provide the following information:

Report Field
Activity period
ACD calls offered
ACD calls handled

Calls abandoned (short)

Calls abandoned (long)

Calls interflowed

Calls requeued

Queue unavailable

Answered by ACD group 1
Answered by ACD group 2
Answered by ACD group 3
Answered by ACD group 4
Average speed of answer (hh:mm:ss)
Average delay to abandon (hh:mm:ss)

Average delay to interflow (hh:mm:ss)

Description

the interval of the report

the total number of calls offered to the ACD queue (handled + long abandoned + interflowed)
the total number of ACD calls answered

the total number of calls abandoned before the Short Abandon time (the Short Abandon time default
is 6 seconds)

the total number of calls abandoned after the Short Abandon time
the total number of calls interflowed

the total number of requeues at the agent's position - if an agent fails to answer a call, the system
places the call back in the same queue

the total number of calls offered to the queue while the queue was unavailable (for example, the
queue is unavailable outside business hours or when there are no agents logged into the queue)

the total number of ACD calls answered by the first answer point

the total number of ACD calls answered by the second answer point

the total number of ACD calls answered by the third answer point

the total number of ACD calls answered by the fourth answer point

the average delay before the call was answered (including time in queue and agent ringing time)
the average elapsed time before the call was abandoned

the average elapsed time before the call was interflowed
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Report Field

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Abandon %
Service Level %
Answer %

Total

Description

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the percentage of calls that were abandoned after the configured short abandon threshold
the percentage of calls answered within the specified service level time
the percentage of offered calls answered

the total of each of the columns
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Figure 57 Voice Queue Performance by Day of the Month

ACD cals  cals Arowered  Arowered Answered Anowersd AV Aveme  Avee o AU :
Tatoa e ey mtred dmaned Ll o meimie YACD DA BACD DA Tl ol oy Mdrotme e SRR S AU
(hhiomss)  (hhamiss)  (bhimiss) (hhammmiss)

5 0o o 0 0 0 0 0 0 0 0 0 00000 0:0000 0:0000 000:00 00000 00 1000 00
6 32 2 0 6 0 0 0 2 0 0 0 00321 00257 00000 63857 0:1520 188 594 813
7 36 34 0 1 1 1 0 34 0 0 0 00201 00130 0:14:23 101120 0:17:58 28 77.8 %4
8 52 47 0 5 0 0 0 47 0 0 0 00219 0:0440 00000 1537:30 0:1956 9.6 654 90.4
9 44 43 1 1 0 0 0 43 0 0 0 00250 00536 0:0000 163928 023:14 23 591 97.7
10 o o 0 0 0 0 0 0 0 0 0 00000 0:0000 0:0000 00000 00000 00 1000 0.0
1 0o o 0 0 0 0 0 0 0 0 0 00000 0:0000 0:0000 000:00 00000 00 1000 00
12 40 35 0 1 4 0 0 35 0 0 0 00157 0:0420 0:09:55 12:13:50 0:22058 25 650 87.5
13 40 36 0 3 1 1 0 36 0 0 0 00333 00827 00L:11 174352 02933 75 725 900
1“4 2 3 0 1 0 0 0 31 0 0 0  000:14 00257 00000 81459 0:1558 31 938 969
15 4 4 0 3 0 0 0 41 0 0 0  001:14 00507 00000 93622 0:1403 68 77.3 932
6 37 3 0 1 0 0 0 36 0 0 0 0:00:5 0:01:17 00000 101045 0:1657 27 946 97.3
17 0o o 0 0 0 0 0 0 0 0 0 00000 0:0000 0:0000 000:00 00000 00 1000 0.0
18 o o 0 0 0 0 0 0 0 0 0 00000 00000 0:0000 000:00 00000 00 1000 0.0
9 2 2 0 0 0 0 0 2 0 0 0 00008 00000 00000 93847 026:8 00 1000 100.0
20 4 35 0 4 2 0 0 34 0 1 0 00148 00355 0:04:24 144922 02524 98 732 854
21 40 28 1 8 4 0 0 25 0 3 0 00227 00319 00445 959:38 02124 200 625 700
2 57 43 0 12 2 1 1 43 0 0 0 00402 0:0402 01258 122652 0:17:22 211 544 754
B 31 2% 0 3 2 0 0 2 0 0 0 00130 00409 0:07:19 937:15 02212 97 710 839
2 0o o 0 0 0 0 0 0 0 0 0 0:0000 0:0000 0:0000 000:00 00000 00 1000 0.0
2 0o o 0 0 0 0 0 0 0 0 0 00000 00000 0:0000 00000 00000 00 1000 0.0
26 43 36 0 3 4 0 0 36 0 0 0 00056 00030 0:0325 83947 0:1426 7.0 814 837
27 26 2% 0 0 0 0 0 2 0 0 0 00042 00000 00000 74307 0:1748 00 962 100.0
28 4 3 0 5 4 1 0 32 0 0 0 00405 0:03:18 0:11:30 10:30:20 0:1941 122 415 780
2 6 55 0 8 1 1 1 55 0 0 0 00232 00515 0:0801 10:23:14 0:11:19 125 625 859
30 54 47 3 6 1 0 0 47 0 0 0 00104 00028 00216 7:1530 00915 111 852 87.0
31 0 o 0 0 0 0 0 0 0 0 0 00000 0:0000 0:0000 000:00 00000 00 1000 0.0
| Total | 7726 | 6@ | 5 71 % | 5 | 2 | 655 0 | 4 | o0 |0:0201]0:03:43| 0:07:27|208:10:55| 0:18:24| 9.1 | 714 | 872.5|
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Voice Queue and Queue Group Performance by Month

The Queue and Queue Group Performance by Month reports show the call performance of each queue or queue group for one month.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 58.)

The Queue and Queue Group Performance reports provide the following information:

Report Field
Activity period
ACD calls offered
ACD calls handled

Calls abandoned (short)

Calls abandoned (long)

Calls interflowed

Call requeued

Queue unavailable

Answered by ACD group 1
Answered by ACD group 2
Answered by ACD group 3
Answered by ACD group 4
Average speed of answer (hh:mm:ss)
Average delay to abandon (hh:mm:ss)

Average delay to interflow (hh:mm:ss)

Description

the interval of the report

the total number of calls offered to the ACD queue (handled + long abandoned + interflowed)
the total number of ACD calls answered

the total number of calls abandoned before the Short Abandon time (the Short Abandon time default
is 6 seconds)

the total number of calls abandoned after the Short Abandon time
the total number of calls interflowed

the total number of requeues at the agent's position - if an agent fails to answer a call, the system
places the call back in the same queue

the total number of calls offered to the queue while the queue was unavailable (for example, the
queue is unavailable outside business hours or when there are no agents logged into the queue)

the total number of ACD calls answered by the first answer point

the total number of ACD calls answered by the second answer point

the total number of ACD calls answered by the third answer point

the total number of ACD calls answered by the fourth answer point

the average delay before the call was answered (including time in queue and agent ringing time)
the average elapsed time before the call was abandoned

the average elapsed time before the call was interflowed
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Report Field

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Abandon %
Service Level %
Answer %

Total

Voice reports

Description

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the percentage of calls that were abandoned after the configured short abandon threshold
the percentage of calls answered within the specified service level time
the percentage of offered calls answered

the total of each of the columns
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Figure 58 Voice Queue Performance by Month

Average
Average Average Average ACD
Activity “:::z ACDcals _ A Calls  cais Cals  Quee Ab’f:ggd "b"::ggd Am ‘“lm’ggd speedof  ddayto  delayto  handiing r;‘;? e SoED A
period  °° hended a’(am"”')ﬁd d’“ﬂ'd“)ﬁd interflowed  requeved  unavailable : A 5 o aower  abendon inteflow  time ﬁ“.-g % levd% %
A0 9 DAY 9 grow (hhemmiss)  (hhomiss)  (hhmrmiss)  (hhermmiss)
(hharmss)
Jun 837 716 8 80 41 18 0 716 0 0 0 0:02:13 0:05:07 0:13:37 26345:17 0:22:06 9.6 70.8 855
Total | 837 [ 716 | 8 80 | 41 [ 18 | o | z16 | o [ o | o | 0:0213]00508| 0:13:37|263:45:17| 0:22:06| 9.6 | 70.8 | 855 |
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Voice Queue and Queue Group Performance by Account Code

NOTE: The prairieFyre Maintenance Manager deletes ANI records that are 15 days or older each night at 2:00 A.M. In addition, ANI records are deleted
chronologically when the number of records in the database exceeds 10,000.

The Queue and Queue Group Performance by Account Code reports show the use of account codes. (See Figure 59.)

The Queue and Queue Group Performance by Account Code reports provide the following information:

Report Field
Account Code
Account Code name
Is classification code

Account codes entered
Account Code handling time (hh:mm:ss)

Average Account Code handling time
(hh:mm:ss)

Total

Description

the account code tagged to the ACD queue

the name attached to the Account Code

indicates whether the Account Code entered is a classification code
the number of account codes entered

the total duration of the Account Code handling time, from agent pick up to client hang up (including
hold time and transfer/conference time)

the average duration of Account Code handling time, from agent pick up to client hang up (including
hold time and transfer/conference time)

the total of each of the columns
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Figure 59 Voice Queue Performance by Account Code

Account Codehendling ~ Average ACD handling
Account code Account Code name Is dassifiction code Account codes entered time (bh ) time (bh )
20 sathering Informatio No 1 0:06:26 0:06:26
| Total | 1 | 0:06:26 |  0:06:26
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Voice Queue and Queue Group Performance by DNIS

The Queue and Queue Group Performance by DNIS reports show the call traffic on toll-free lines, and the treatment callers who dialed the toll-free lines
received for the day(s) you specify. The reports show the call statistics in hours, minutes, and seconds, and provide call counts for the toll-free line.

Dialed Number Identification Service (DNIS) is a feature of toll-free lines that identifies the telephone number the caller dials. Each toll-free line is

tagged with a DNIS number.

If your interflow statistics are zero, you probably did not program the telephone system with an interflow value. (See Figure 60.)

The Queue and Queue Group Performance by DNIS reports provide the following information:

Report Field
DNIS number
DNIS name

ACD calls offered
ACD calls handled

Calls abandoned (short)

Calls abandoned (long)

Calls interflowed
Calls requeued

Average speed of answer (hh:mm:ss)
Maximum speed of answer (hh:mm:ss)
Average delay to abandon (hh:mm:ss)
Maximum delay to abandon (hh:mm:ss)

Average delay to interflow (hh:mm:ss)

Description

the number the caller dialed

the DNIS name as programmed in the YourSite database
the total number of calls offered to the ACD queue (handled + long abandoned + interflowed)
the total number of ACD calls answered

the total number of calls abandoned before the Short Abandon time (the Short Abandon time default
is 6 seconds)

the total number of calls abandoned after the Short Abandon time
the total number of calls interflowed

the total number of requeues at the agent's position - if an agent fails to answer a call, the system
places the call back in the same queue

the average delay before the call was answered (including time in queue and agent ringing time)
the maximum delay before the call was answered

the average elapsed time before the call was abandoned

the maximum delay before the call was abandoned

the average elapsed time before the call was interflowed
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Report Field

Maximum delay to interflow (hh:mm:ss)

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Service Level %
Answer %

Total

Description
the maximum delay before the call was interflowed

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the percentage of calls answered within the specified service level time
the percentage of offered calls answered

the total of each of the columns
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Figure 60 Voice Queue Group Performance by DNIS

Voice reports

Average
- Shie ‘zaC"D ACD cals _ CAIS e calls calls :peednf b;?:;adm: gdaym Md:dayT 2;::?: Md:xai;:nn;ﬂ ha;_cnﬁ r::;'_) Service Answer
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offered (short) (long) . (hharrmss) time
(bhormss)  (hhovmss)  (bhomnss) (hhavmniss) (hhemess) (hhenniss) (th )
7777 PFDNIS 477 382 6 64 31 0 0:03:17 02746 0.05:12 0:26146 0:1248 0:30:04 139:.00:28 0:21:50 47.2 801
[ Total | | 477 ] 382 | 6 64 31 | 0 | 0:03:17 | 0:27:46 | 0:05:12 | 0:26:46 | 0:12:48 | 0:30:04 | 139:00:28] 0:21:50| 47.2 | 80.1 |
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Voice Queue and Queue Group Performance by Agent

The Queue and Queue Group Performance by Agent report shows the call performance of each agent and therefore permits comparison of one agent’s
performance against other agents’ performances. (See Figure 61.)

The Queue and Queue Group Performance by Agent reports provide the following information:

Report Field Description

Agent ID the agent ID entered by the agent

Agent name the name associated with the above agent ID in YourSite

ACD calls handled the total number of ACD calls answered

Total speed of answer (hh:mm:ss) the total delay before the call was answered

Average speed of answer (hh:mm:ss) the average delay before the call was answered (including time in queue and agent ringing time)

the total duration of ACD calls, from agent pick up to client hang up (including hold time and

ACD handling time (hh:mm:ss) transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and

Average ACD handling time (hh:mm:ss) transfer/conference time)

Total the total of each of the columns
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Figure 61 Voice Queue Performance by Agent

Agent 1D Agent name ACD calls handied Tm(ﬁadm:;;ﬁw mﬂ} Acimf"ﬁ mﬁg
(hhimmss)

1586 Renaud, B 55 0:03:30 0:00:04 15:36:25 0:17:02

1472 Hammond, J 47 0:03:53 0:00:05 19:19:23 0:24:40

1587 Middlemiss, K 41 0:03:18 0:00:05 12:50:50 0:18:48

1236 Carter, S 32 0:02:45 0:00:05 14:26:03 0:27:04

1560 Oeur, V 28 0:03:24 0:00:07 6:10:56 0:13:15

1477 Lett, S 24 0:02:45 0:00:07 10:17:28 0:25:44

1418 Youk, C 23 0:03:10 0:00:08 6:44:56 0:17:36

1522 Harrison, R 21 0:01:56 0:00:06 10:44:59 0:30:43

1416 Osbome, J 18 0:02:06 0:00:07 3:19:28 0:11:05

1347 Lalonde, M 12 0:00:38 0:00:03 4:54:00 0:24:30

1707 Graham, ] 5 0:00:37 0:00:07 2:43:22 0:32:40

1412 Demski, A 4 0:01:01 0:00:15 0:40:46 0:10:11

1361 Cameron, 1 2 0:00:06 0:00:03 0:04:47 0:02:23

1450 Barkley, A 1 0:00:13 0:00:13 0:00:04 0:00:04

| Total | | 313 | 02222 | 00006 | 10725327 | 0:20:41
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Voice Queue Group Performance by Queue

The Queue Group Performance by Queue report compares the workload distribution across the queues in a queue group for the shift duration and day(s)
you specify. It reports the call statistics in hours, minutes, and seconds, and provides call counts across queues.

NOTE: The Queue Group Performance by Queue report can contain up to a maximum of 1,000 queues in one report.
If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 62.)

The Queue Group Performance by Queue reports provide the following information:

Report Field Description

ACD queue the ACD queue for which the agent answered

ACD queue name the name of the ACD queue for which the agent answered calls

ACD calls offered the total number of calls offered to the ACD queue (handled + long abandoned + interflowed)
ACD calls handled the total number of ACD calls answered

the total number of calls abandoned before the Short Abandon time (the Short Abandon time default

Calls abandoned (short) is 6 seconds)

Calls abandoned (long) the total number of calls abandoned after the Short Abandon time

Calls interflowed the total number of calls interflowed

the total number of requeues at the agent's position - if an agent fails to answer a call, the system

Calls requeued places the call back in the same queue

the total number of calls offered to the queue while the queue was unavailable (for example, the

Queue unavailable . . : . .
queue is unavailable outside business hours or when there are no agents logged into the queue)

Answered by ACD group 1 the total number of ACD calls answered by the first answer point

Answered by ACD group 2 the total number of ACD calls answered by the second answer point

Answered by ACD group 3 the total number of ACD calls answered by the third answer point

Answered by ACD group 4 the total number of ACD calls answered by the fourth answer point

Average speed of answer (hh:mm:ss) the average delay before the call was answered (including time in queue and agent ringing time)
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Report Field
Average delay to abandon (hh:mm:ss)

Average delay to interflow (hh:mm:ss)

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Abandon %
Service Level %
Answer %

Total

Voice reports

Description
the average elapsed time before the call was abandoned
the average elapsed time before the call was interflowed

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the percentage of calls that were abandoned after the configured short abandon threshold
the percentage of calls answered within the specified service level time
the percentage of offered calls answered

the total of each of the columns
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Figure 62 Voice Queue Group Performance by Queue

Average
Average Average Average
ACD Cdls Cdls Arswered Arswered  Arswered  Answered ACD ACD
ACDquese  ACDquevename  calls Acofﬁl S abendoned Ca'ﬁls i Q"'E::}l byACD byACD byACD byAcD Fodof ddl o dd"-;m hendingtime  hending  Abandon % f::m s
offered (short) (long) ! = gopl gop2 gop3 goupd ! o (hhimess) time 2 2
(hhimess)  (hhmress) (hhaness) (th )

P280 cCcM 370 313 B 36 21 7 55 312 1 0 0 00412 00512 00948 103:24:20 0:1949 97 549 846
P283 ccs 2 29 0 8 5 0 2 29 0 0 0 002:52 00302 002:59 14:37:12 0:30:14 190 595 690
P282 CA 3 20 0 9 6 0 5 17 0 3 0 00519 00347 01323 53852 0:1656 257 400 571
P284 Mcc 0 3 2 0 1 4 0 0 0 00027 00531 00222 20224 0:30:36 333 667 444
P286 R 3 3 0 0 0 0 0 3 0 0 0  002:13 0:0000 00000 2:18:50 046:16 00 333 1000

| Tom [459] 360 | 4 | 56 | 3¢ | 7 | e | 35| 1 | 3 [ 0 | 0:04:07] 0:04:41] 0:09:00 |128:01:38) 0:20:49| 12.2 | 54.2 | 804 |
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Voice Queue Group Performance by Queue Group (with or without Multi-select)

The Queue Group Performance by Queue Group (with or without Multi-select) report compares performance statistics across queue groups for the date,
time intervals, and day(s) you specify. It reports the call statistics in hours, minutes, and seconds, and provides call counts across queue groups. If you
want to view multiple queue groups in one report, select the Voice Queue Group Performance by Queue Group with Multi-select. Each selected queue
group will display on one row of the report. (See Figure 63.)

The Queue Group Performance by Queue Group (with or without Multi-select) reports provide the following information:

Report Field
Reporting

Full name

Max agents logged in
Offered calls per day
ACD calls offered

Average ACD handling time (hh:mm:ss)

ACD calls handled

Average ACD time to answer (hh:mm:ss)
Service Level %

Calls abandoned

Abandon percent %

External calls outbound

Average external outbound calls handling
time

External outbound calls handling time
(hh:mm:ss)

Total

Description

the reporting number of the queue group

the name of the queue group

the average number of maximum agents that logged into the queue group

the number of calls offered to the queue group for the day you specify

the total number of calls offered to the ACD queue (handled + long abandoned + interflowed)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total number of ACD calls answered

the average duration of time it took for agents to answer ACD calls

the percentage of calls answered within the specified service level time

the total number of calls that clients abandon while the phone is still ringing at the agents’ extensions
the percentage of calls that were abandoned after the configured short abandon threshold

the number of outbound external calls

the average call handling time for outbound external calls

the total handling time for external outbound calls

the total of each of the columns
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Figure 63 Voice Queue Group Performance by Queue Group (with Multi-select)

Average
External
Offered calls  ACD calls Avorage A.CD ACD calls ,.Avouge e Service Level Calls Abandon =) =iln) outbound calls
Reporting Full name Max Agents Logged In handling time time to answer calls outbound T
per day offered handled e abandoned  percent % handling time
(hh:mm:ss) (hh:mm:ss) outbound calls s
s (hh:mm:ss)
handling
1000 All Queues 14 27.5 413 00:21:45 330 00:04:04 55.9% 50 12.1% 0 00:00:00 00:00:00
Totals 14 215 413 00:21:45 330 00:21:45 55.9% 50 12.1% 0 00:00:00 00:00:00
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Voice Queue Group by Queue with Agent Information
The Queue Group by Queue with Agent Information report provides detailed call information for the selected queue group. (See Figure 64.)

The Queue Group by Queue with Agent Information report provides the following information:

Report Field
ACD queue
ACD queue name

ACD calls handled
Calls requeued

Calls interflowed

Calls unavailable

Calls abandoned (long)
Average time to answer ACD call (hh:mm:ss)

Calls answered by agents not configured in the
Contact Center Management YourSite database

Calls answered by direct agent

Average handling time for direct agent
(hh:mm:ss)

Hold count for direct agent

Average hold time by direct agent (hh:mm:ss)
ACD calls trans/conf to another agent

Average handling time for trans/conf to agent

Description

the queues that are members of a queue group

the name of the ACD queue for which the agent answered calls
the total number of ACD calls answered

the total number of requeues at the agent's position - if an agent fails to answer a call, the system
places the call back in the same queue

the total number of calls interflowed

an unavailable call is a call that is routed to an unavailable answer point as defined in the telephone
system because the queue is unavailable. The calls unavailable column represents a peg counter
for the number of calls received while the queue was in do not disturb.

the total number of calls abandoned after the Short Abandon time
the average duration before ACD calls were answered

the total number of calls answered by a device where that device was not in the list of agents in the
agent groups specified in the database

the total number of calls answered by any agent

the average duration of calls when only one agent is involved/the call did not have to be transferred
to anyone else (including hold time and transfer/conference time)

the total number of holds for all calls when only one agent is involved
the average hold duration of calls when only one agent is involved

the total number of calls that were transferred or conferenced to another agent, where that agent is
in the database

the average duration of calls that were transferred or conferenced (including hold time and
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Report Field
(hh:mm:ss)
Hold count for trans/conf to agent

Average hold time by trans/conf to agent
(hh:mm:ss)

ACD calls transferred/conferenced to agents not
configured in the Contact Center Management
YourSite database

Maximum calls waiting
Min agents available

Longest caller waiting (hh:mm:ss)
Average Make Busy time (hh:mm:ss)

Average Work Timer time (hh:mm:ss)

Average occupancy (hh:mm:ss)
Average DND time (hh:mm:ss)

Total

Description
transfer/conference time)

the total number of holds for all calls that were transferred or conferenced

the average hold duration of calls that were transferred or conferenced

the total number of calls that were transferred or conferenced to another agent, where that agent is
not in the database

the maximum number of calls that waited in the queue

the minimum number of agents who were logged on and not in Make Busy or Do not disturb

the greatest duration a caller waited

the average duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the average duration the agent spent in the Work Timer state
the average duration spent in any state other than idle

the average duration the agent spent in the voice Do Not Disturb state, controlled by the agent or
the supervisor

the total of each of the columns
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Figure 64 Voice Queue Group by Queue with Agent Information

Aiate - Coemmand by Averegn Averaguhd  ACD calls Alaegncel m-:g-:tudu v Awre
ADame  Aemewn O o ol oo ey e YO T wmaty ST ol el o s e e R 0 il el T e o
0ol ) i ohrmras. P hmrms) mge DOWEOhITE) et Wmm Mgt Yarsw "9 e} G (TR (M)
datetren

P280 CCM 148 3 9 22 16 0:04:44 3 145 0:18:08 V] 0:00:00 o 0:00:00 0 0:00:00 1] 5 0 02959 0:30:10 00127 04345 0:00:00
P283 ccs 11 0 2 1 5 0:03:44 0 ) 2 0:35:47 0 0:00:00 0 0:00:00 0 0:00:00 Q 1 o 0:15:29 0:27:54 00145 148326 020000
P282 CA 8 0 2 0 5 00245 0 8 01815 2 00014 D 0:00:00 0 0:00:00 0 1 0 01204 03311 00205 045:15 0:00:00
P281 _ CSVoice Callback 4 0 0 [ 4 00330 0 4 01132 0 00000 0 0:00:00 o 0:00:00 0 1 0 00959 146:58 0:00:14 046:05  0:00:00
P287 Web Callback 4 0 [} 4 2926  0:00:16 0 4 00038 0 00000 O 0:00:00 [] 0:00:00 0 1 0 00251 00213 00957 0:08:30 0:00:00
P285 6160 V2 3 0 1 0 11 0:00:07 0 3 00035 0 00000 O 0:00:00 0 0:00:00 0 1 0 02959 00016 0:00:04 0:01:22 0:00:00
P284 mcc 2 0 1 0 3 00047 0 2 03412 0 00000 O 0:00:00 0 0:00:00 0 1 0 00752 02819 00200 14724 0:00:00
P286 Q 1 0 0 0 0 0:00:59 0 1 1:14:24 0 0:00:00 0 0:00:00 0 0:00:00 0 1 0 0:00:57 0:58:25 0:00:15 2:13:05 0:00:00
| Total | 181 | 3 | 15 | 27 | 2970 |o0:04:19] 3 | 178 [ o001 | 2 [o:00:a4] o | o000 | 0 | 0:00:00 | 0 | 5 | 0 | 0:29:59 |0:29:48] 0:01:33| 0:47:55 | 0:00:00]
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Voice Queue and Queue Group Abandon Spectrum by Period

NOTE: The Calls abandoned column contains the total number of both short and long abandoned calls. If you need to view a report that clearly
separates long and short abandoned calls, see "Voice Queue and Queue Group Performance by Period" on page 185.

The Queue Abandon Spectrum by Period report provides a frequency distribution of calls abandoned on a queue across 15-, 30-, or 60-minute intervals
for the shift duration and day(s) you specify.

The Queue Group Abandon Spectrum by Period report provides a frequency distribution of calls abandoned on a queue group across 15-, 30-, or 60-
minute intervals for the shift duration and day(s) you specify. (See Figure 65.)

The following are the first three fields of the Queue and Queue Group Abandon Spectrum by Period reports:

Report Field Description

Activity period the interval of the report

Calls abandoned the total number of ACD calls abandoned, including both short and long abandons
Maximum delay to abandon (hh:mm:ss) the maximum delay before the call was abandoned

Total the total of each of the columns

The remaining fields of the Queue and Queue Group Abandon Spectrum by Period reports provide a frequency distribution of call patterns based on a
defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 seconds). For each time period, the Count < x sec field reflects the total number of calls
for that interval and all preceding intervals. The % of Calls abandoned field reflects the percentage of calls for that interval and all preceding intervals.

NOTE:
o Foreachtime period, except > 120 seconds, the Count < x sec field reflects the total number of calls for that interval and all preceding intervals.

o Forthe >120 seconds time period, the Count < x sec field reflects the total number of calls for that interval only.
o The % of field reflects the percentage of calls for that interval and all preceding intervals.
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Figure 65 Voice Queue Abandon Spectrum by Period

Voice reports

N Md:‘:‘;:‘ Count<= %ofCalls Count<= %ofCalls Comt<= %ofCals Cout<= %ofCals Comt<= %ofCalls o = %ofCals Cont<= %ofCalls Cout<= %ofCals Cout<= %ofCdls Cowt> %ofCals

s 60sec Abandoned 120sec Abandoned 180sec Abandoned 240sec Abandoned 300sec Abandoned = Abandoned 420s=c  Abandoned 480sec Abandoned 540sec  Abandoned S40sec  Abandoned
08:00 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 0.0
08:30 1 00016 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 O 0.0
09:00 1 00000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 0 0.0
09:30 0 0:0000 O 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 0.0
10:00 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 00
10:30 3 00736 O 0.0 0 0.0 0 0.0 2 667 2 667 2 667 2 667 3 1000 3 1000 O 0.0
11:00 1 01540 O 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 1 1000
11:30 1 00353 0 0.0 0 0.0 0 0.0 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 _ © 0.0
12:00 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 0.0
12:30 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 0.0
13:00 1 00312 0 0.0 0 0.0 0 0.0 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 0O 0.0
13:30 0 00000 0O 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 0.0
14:00 1 00227 0 0.0 0 0.0 1 1000 1 1000 1 1000 1 1000 1 12000 1 1000 1 1000 O 0.0
14:30 4 01412 1 250 2 500 2 50.0 2 50 2 500 2 500 2 500 2 500 2 50.0 2 50.0
15:00 1 02454 0 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 1 1000
15:30 0 00000 © 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 0.0
16:00 1 00408 O 0.0 0 0.0 0 0.0 0 0.0 1 1000 1 1000 1 1000 1 1000 1 1000 O 0.0
16:30 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 0.0

[ Total 15 o454 3 | 200 | 4 [ 267 [ 5 [ 33| 9 | 600 | 10 [ 667 | 10| 667 | 10 | 667 | 11 | 733 | 11 | 733 | 4 [ 267 |

213



Mitel Contact Center Solutions Reports Guide

Voice Queue and Queue Group Abandon Spectrum by Day of the Week

NOTE: The Calls abandoned column contains the total number of both short and long abandoned calls. If you need to view a report that clearly
separates long and short abandoned calls, see "Voice Queue and Queue Group Performance by Period" on page 185.

The Queue Abandon Spectrum by Day of the Week report provides a frequency distribution of calls abandoned on a queue across 15-, 30-, or 60-minute
intervals over the days of the week. When this report is run for more than one week, the data is summed for each day of the week. For example, if the

report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data found under Tuesday is the summed
totals of the two Tuesdays.

The Queue Group Abandon Spectrum by Day of the Week report provides a frequency distribution of calls abandoned on a queue group across 15-, 30-,
or 60-minute intervals over the days of the week. When this report is run for more than one week, the data is summed for each day of the week. For
example, if the report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data found under Tuesday is
the summed totals of the two Tuesdays. (See Figure 66.)

The following are the first three fields of the Queue and Queue Group Abandon Spectrum by Day of the week reports:

Report Field Description

Activity period the interval of the report

Calls abandoned the total number of ACD calls abandoned, including both short and long abandons
Maximum delay to abandon (hh:mm:ss) the maximum delay before the call was abandoned

Total the total of each of the columns

The remaining fields of the Queue and Queue Group Abandon Spectrum by Day of the Week reports provide a frequency distribution of call patterns
based on a defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 seconds). For each time period, the Count < x sec field reflects the total
number of calls for that interval and all preceding intervals. The % of Calls abandoned field reflects the percentage of calls for that interval and all
preceding intervals.

NOTE:

o Foreach time period, except > 120 seconds, the Count < x sec field reflects the total number of calls for that interval and all preceding intervals.
o Forthe >120 seconds time period, the Count < x sec field reflects the total number of calls for that interval only.
o The % of field reflects the percentage of calls for that interval and all preceding intervals.

214



Figure 66 Voice Queue Abandon Spectrum by Day of the Week
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Activit tod Cdls Mc:ﬂn-:n Comt<= %ofCdls Count<= %odfCdls Cout<= %ofCdls Comt<= %odfCdls Comt<= %of Cdls c?n< %of Cals Count<= %ofCdls Cout<= S%ofCdls Cout<= %ofCdls Cout> %of Cdls

pe abendoned ; EI{I 60src Abendoned 120sec  Abendoned  180sec  Abendoned  240sec  Abendoned  300sc  Abendoned Abendoned  420sec  Abendoned  480sec  Abendoned  S540sec Abendoned 540sec Abendoned
Monday 4 0:04:20 3 75.0 3 75.0 3 75.0 3 75.0 4 100.0 4 100.0 4 100.0 4 100.0 4 100.0 0 0.0
Tuesday 13 04925 3 231 5 385 6 462 8 615 9 692 10 769 10 769 11 846 12 923 1 77
Wednesday 16 0:15:49 6 37.5 9 56.3 11 68.8 12 75.0 14 87.5 14 87.5 14 87.5 15 93.8 15 93.8 1 6.3
Thursday 28 0:13:08 5 17.9 8 28.6 13 46.4 16 57.1 17 60.7 19 67.9 20 71.4 21 75.0 23 82.1 5 179
Friday 22 0:21:554 12 54.5 15 68.2 15 68.2 16 72.7 16 727 18 81.8 19 86.4 19 86.4 20 90.9 2 9.1

[ Total | 83 J0:2154] 20 | 349 | 40 | 482 | 48 | 5/8 | 55 | 663 | 60 | 723 | 65| 783 | 67 | 807 | 70 | 843 | 74 | 8.2 | 9 | 108 |
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Voice Queue and Queue Group Abandon Spectrum by Queue

NOTE: The Calls abandoned column contains the total number of both short and long abandoned calls. If you need to view a report that clearly
separates long and short abandoned calls, see "Voice Queue and Queue Group Performance by Period" on page 185.

The Queue Abandon Spectrum by Queue reports provides a frequency distribution of call handling on a queue across intervals from 1-10.

The Queue Group Abandon Spectrum by Queue report provides a frequency distribution of call handling on a queue group across intervals from 1-10.
(See Figure 67.)

The following are the first three fields of the Queue and Queue Group Abandon Spectrum by Queue reports:

Report Field Description

ACD queue the ACD queue for which the agent answered

ACD queue name the name of the ACD queue for which the agent answered calls

Calls abandoned the total number of ACD calls abandoned, including both short and long abandons
Maximum delay to abandon (hh:mm:ss) the maximum delay before the call was abandoned

Total the total of each of the columns

The remaining fields of the Queue and Queue Group Spectrum by Queue reports provide a frequency distribution of call patterns based on a defined time
scale (Spectral Interval 1-10). The Spectrum Interval field reflects the total number of calls for that interval and all preceding intervals. The % of calls
abandoned field reflects the percentage of calls for that interval and all preceding intervals.

NOTE: Spectrum Interval 10 reflects the total number of calls for that interval only.
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Figure 67 Voice Queue Group Abandon Spectrum by Queue

ACD queue ACD quevename Calls Md:a;:“ Spectrum  %of Calls Spectrum % ofCals Spectrum  %of Calls Spectrum Shof Calls Spectrum  %bof Calls Spectrum %of?dls Spectrum %ofCallsl Spectrum @fad’lcdls Spectrum  S%of Calls >Spectrum % of Calls

abandoned SR Interval 1 Abandoned Interval 2 Absndoned Interval 3 Abandoned Interval 4 A Inerval 5 A Interval 6 A Interval 7 A Inerval 8 A Interval 9 Abandoned Interval @ Abandoned
pP285 6160 V2 169 0:00:08 169 100.0 169 100.0 169 100.0 169 100.0 169 100.0 169 100.0 169 100.0 169 100.0 169 100.0 0 0.0
P280 CCM 88 0:28:40 31 35.2 42 47.7 50 56.8 59 67.0 64 727 69 78.4 72 81.8 74 84.1 74 84.1 14 159
pP282 CA 12 0:15:54 4 333 6 50.0 7 58.3 8 66.7 8 66.7 8 66.7 8 66.7 9 75.0 9 75.0 3 25.0
P286 I 10 0:844 2 20.0 5 50.0 8 80.0 9 90.0 9 90.0 9 90.0 9 90.0 9 90.0 9 90.0 1 10.0
P284 MCC 4 0:07:58 0 0.0 0 0.0 2 50.0 2 50.0 2 50.0 3 75.0 3 75.0 4 100.0 4 100.0 1] 0.0
P283 ccs 3 0231 1 333 1 333 1 333 1 33.3 1 333 2 66.7 2 66.7 2 66.7 2 66.7 1 333
p281 CS Voice Callback 0 0:00:00 0 0.0 0 0.0 0 0.0 (1] 0.0 0 0.0 (1] 0.0 (1] 0.0 0 0.0 0 0.0 0 0.0
P287 Web Callback 0 0:00:00 0 0.0 0 0.0 0 0.0 [¢] 0.0 0 0.0 (1] 0.0 0 0.0 0 0.0 0 0.0 0 0.0
| Total | 286 [o0:28:40| 207 | 724 | 223 | 780 | 237 | 829 | 248 | 867 | 253 | 885 | 260 | 909 | 263 | 920 | 267 | 934 | 267 | 934 | 19 | 66
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Voice Queue and Queue Group Answer Spectrum by Period

The Queue Answer Spectrum by Period report provides a frequency distribution of calls answered on a queue across 15-, 30-, or 60-minute intervals for
the shift duration and day(s) you specify.

The Queue Group Answer Spectrum by Period report provides a frequency distribution of calls answered on a queue group across 15-, 30-, or 60-minute
intervals for the shift duration and day(s) you specify. (See Figure 68.)

The following are the first three fields of the ACD Queue and Queue Group Answer Spectrum by Period reports:

Report Field Description

Activity period the interval of the report

ACD calls handled the total number of ACD calls answered
Maximum speed of answer (hh:mm:ss) the maximum delay before the call was answered
Total the total of each of the columns

The remaining fields of the Queue and Queue Group Answer Spectrum by Period reports provide a frequency distribution of call patterns based on a
defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 seconds). For each time period, the Count < x sec field reflects the total number of calls
for that interval and all preceding intervals. The % of Calls answered field reflects the percentage of calls for that interval and all preceding intervals.

NOTE:
o Foreach time period, except > 120 seconds, the Count < x sec field reflects the total number of calls for that interval and all preceding intervals.

o Forthe >120 seconds time period, the Count < x sec field reflects the total number of calls for that interval only.
o The % of field reflects the percentage of calls for that interval and all preceding intervals.
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Figure 68 Voice Queue Answer Spectrum by Period
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ACD cils ':;;:“ Cout<= %cfCAls Count<=10 %of Cdls Cout<= %dfCdls Cout<= %ofCdls Cout<= %cfCdls Count< %cfCals Cout<= %ocfCdls Cout<= %0fCdls Cout<= %cfCals Cout> O
Activity perfod hendled asver Ssec Handled e Handled 153 Handled 20 Handled 305 Handled =d40sec Handled 60 sec Handled 805 Handled 120sec  Handled 120sec H?;;
(hhirmss)

08:00 11 00822 0 0.0 8 727 9 81.8 9 81.8 9 818 9 818 9 81.8 9 81.8 9 818 2 182
09:00 20 0:10:12 3 15.0 11 55.0 13 65.0 13 65.0 13 650 13 650 14 70.0 14 70.0 15 750 5 250
10:00 40 02351 7 17.5 15 375 17 425 19 475 20 500 21 525 22 55.0 23 575 25 625 15 375
11:00 42 0:27:21 4 9.5 17 40.5 19 45.2 20 476 21 50.0 21 50.0 24 57.1 25 59.5 26 61.9 16 38.1
12:00 39 0:1143 6 15.4 18 46.2 20 51.3 20 51.3 20 513 23 590 25 64.1 26 66.7 77 652 12 @08
13:00 33 0:16:04 2 6.1 9 27.3 11 333 11 333 14 424 14 424 14 424 15 455 18 545 15 455
14:00 42 02522 3 7.1 17 405 20 476 20 47.6 20 476 20 476 20 476 24 57.1 25 595 17 405
15:00 25 027:10 3 12.0 7 280 9 36.0 9 36.0 9 360 10 400 11 440 11 44,0 13 520 12 480
16:00 34 02722 3 8.8 11 324 12 353 12 35.3 12 353 13 382 13 38.2 15 44.1 15 441 19 559

[ Total | 286 |0:27:22] 31 | 108 | 113 | 395 | 130 | 455 | 133 | 465 | 138 | 48.3 | 144]| 503 | 152 | 531 | 162 | 566 | 173 | 60.5 | 113 | 395 |
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Voice Queue and Queue Group Answer Spectrum by Day of the Week

The Queue Answer Spectrum by Day of the Week report provides a frequency distribution of calls answered on a queue across 15-, 30-, or 60-minute
intervals over the days of the week. When this report is run for more than one week, the data is summed for each day of the week. For example, if the

report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data found under Tuesday is the summed
totals of the two Tuesdays.

The Queue Group Answer Spectrum by Day of the Week report provides a frequency distribution of calls answered on a queue group across 15-, 30-, or
60-minute intervals over the days of the week. When this report is run for more than one week, the data is summed for each day of the week. For
example, if the report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data found under Tuesday is
the summed totals of the two Tuesdays. (See Figure 69.)

The following are the first three fields of the Queue and Queue Group Answer Spectrum by Day of the Week reports:

Report Field Description

Activity period the interval of the report

ACD calls handled the total number of ACD calls answered
Maximum speed of answer (hh:mm:ss) the maximum delay before the call was answered
Total the total of each of the columns

The remaining fields of the Queue and Queue Group Answer Spectrum by Day of the Week reports provide a frequency distribution of call patterns
based on a defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 seconds). For each time period, the Count < x sec field reflects the total

number of calls for that interval and all preceding intervals. The % of Calls answered field reflects the percentage of calls for that interval and all
preceding intervals.

NOTE:

o Foreach time period, except > 120 seconds, the Count < x sec field reflects the total number of calls for that interval and all preceding intervals.
o Forthe >120 seconds time period, the Count < x sec field reflects the total number of calls for that interval only.
o The % of field reflects the percentage of calls for that interval and all preceding intervals.
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Figure 69 Voice Queue Answer Spectrum by Day of the Week

Maxd mum
Adi od ACDcdls speedof Count<= %of Cdls Count <= %of Cdls Count <= 9%of Cdls Count<= E:‘T Count < %of Cdls Count< %of Cals Count <= %of Cdls Count <= %of Cdls Count<= %ofCdls Count=>120 %of Cdls
ity pert hendied aEwer Ssec Handled 10sec Hendled 15sec Handled 20 Ha‘d:.‘l =30sc Handled =40sec Handled 60 sec Handled 80sec  Handled 120sec Handled B Handled
(hhommess)
Monday 7 01104 2 28.6 3 429 4 57.1 4 571 4 57.1 4 57.1 4 57.1 4 57.1 4 57.1 3 42.9
Tuesday 5 01535 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 2 40.0 2 40.0 4 80.0 1 20.0
Wednesday 8  0:10:11 2 25.0 5 62.5 6 75.0 6 750 6 75.0 7 87.5 7 87.5 7 87.5 7 87.5 1 125
Thursday 1 00003 1 100.0 1 100.0 1 100.0 1 1000 1 1000 1 1000 1 100.0 1 100.0 1 100.0 0 0.0
Friday 4 00342 O 0.0 2 50.0 2 50.0 2 500 2 50.0 2 50.0 2 50.0 2 50.0 2 50.0 2 50.0
| Toal | 25 |oas35] 5 [ 200 | 11 | 440 | 13 | 520 | 13 |520| 13| 520 | 14| 560 | 16 | 640 | 16 [ 640 | 18 | 720 7 28.0
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Voice Queue Group Answer Spectrum by Queue
The Queue Answer Spectrum by Queue reports provides a frequency distribution of call handling on a queue across intervals from 1-10.

The Queue Group Answer Spectrum by Queue report provides a frequency distribution of call handling on a queue group across intervals from 1-10.
(See Figure 70.)

The following are the first three fields of the Queue and Queue Group Answer Spectrum by Queue reports:

Report Field Description

ACD queue the ACD queue for which the agent answered

ACD queue name the name of the ACD queue for which the agent answered calls
ACD calls handled the total number of ACD calls answered

Maximum speed of answer (hh:mm:ss) the maximum delay before the call was answered

Total the total of each of the columns

The remaining fields of the Queue and Queue Group Spectrum by Queue reports provide a frequency distribution of call patterns based on a defined time
scale (Spectral Interval 1-10). The Spectrum Interval field reflects the total number of calls for that interval and all preceding intervals. The % of calls
answered field reflects the percentage of calls for that interval and all preceding intervals.

NOTE: Spectrum Interval 10 reflects the total number of calls for that interval only.
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Figure 70 Voice Queue Group Answer Spectrum by Queue
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ACD queve ACD queterarme ACD calls M;im;'n Sptrum %cof Calls  Spectrum %df Cdlls Spadrum  %cf Calls  Spectrum %cf Calls Spectrum S%of Calls Spectrum % cf Calls Spectrum %cf Calls  Spectrum %df Calls  Spedtrum %edf Calls > Spedtrum 9bof Callg)
rendled 0::;\1;;] Iterval 1 Handed Interval2 Hended Intenvel3 Haded Inteval4 Handed IntenvalS Handed Intenval 6 Handed Intenal 7 Handed Intenvel 8 Harded Intenal 9 Handed Intenad 9 Handed
P280 CcCM 341 0:27:22 41 12.0 133 39.0 153 44.9 156 45.7 161 47.2 167 49.0 175 51.3 186 54.5 204 59.8 137 40.2
P283 CCs 30 0:17:26 6 20.0 12 40.0 14 46.7 14 46.7 14 46.7 15 50.0 17 56.7 17 56.7 19 63.3 11 36.7
pP282 CA 21 0:27:46 0 0.0 & 28.6 7 333 7 333 7 333 7 333 10 47.6 11 52.4 11 52.4 10 47.6
pP281 CS Voice Callback 19 0:06:58 2 10.5 3 15.8 4 21.1 5. 26.3 5 26.3 5 26.3 6 31.6 7 36.8 9 47.4 10 52.6
P284 MCC 4 0:01:27 1 25.0 3 75.0 3 75.0 3 75.0 3 75.0 3 75.0 3 75.0 3 75.0 4 100.0 o 0.0
P286 0 4 0:02:51 0 0.0 0 0.0 0 0.0 o 0.0 0 0.0 0 0.0 1 25.0 7 50.0 2 50.0 2 50.0
P287 Web Callback 4 0:00:52 3 75.0 3 75.0 3 75.0 3 75.0 3 75.0 3 75.0 4 100.0 4 100.0 4 100.0 0 0.0
P285 6160 V2 0 0:00:00 0 0.0 o 0.0 0 0.0 0 0.0 1] 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0

Total | 423 |o27:46] 53 | 125 | 160 | 378 | 184 | 435 | 188 | 494 | 193 | 456 | 200 | 473 | 216 | 511 | 230 | 544 | 253 | 508 [ 170 | 402 |
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Voice Queue Abandon vs. Answer Comparison
The Queue Abandon vs. Answer Comparison report shows if and when abandoned calls are answered. (See Figure 71.)

The Queue Abandon vs. Answer Comparison report provides the following information:

Report Field

Phone number

Location

Time of first abandon

Calls Abandoned - On day 1

Calls Abandoned - After day 1

Calls Abandoned - Total Abandoned Calls

Time to Abandon - Average delay to abandon (hh:mm:ss)
Time to Abandon - First abandon to answer duration
Time of answer

Calls answered - Agent ID

Calls answered - Agent name
Call experiences abandoned

Total calls abandoned on day one for call experiences
Total abandons for call experiences after day one
Total abandons for all call experiences

Average number of abandons per call experience
Abandon call experiences answered

Abandon call experiences not answered

Description

the ten digit telephone number of a call experience

the region represented by the area code

the date and time the call experience first abandoned

the number of abandoned calls on the first day, by call experience

the number of abandoned calls on all of the days after the first day, by call experience
the number of abandoned calls before a call was answered, by call experience
the average time a call experience waited before abandoning calls

the total amount of time elapsed from the first abandon to the answered call
the date and time of the first answered call after the first abandon

the agent ID of the agent who answered the call experience

the agent name of the agent who answered the call experience

the total number of call experiences abandoned in the time period (NOTE: Each phone
number represents a call experience. A call experience may abandon several calls.)

the total of the Calls Abandoned - On day 1 statistic for all callers

the total of the Calls Abandoned - After day 1 statistic for all callers

the total of the Calls Abandoned - Total Abandon Calls statistic for all callers
the total number of abandoned calls divided by the total number of callers
the number of callers who abandoned and were finally answered

the number of callers who abandoned and were never answered
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Report Field Description
Longest duration between first abandon and answer the greatest elapsed time from a caller’s first abandon to his answered call
Average duration between first abandon and answer the average elapsed time from first abandon to an answered call

Answer percent (Abandon call experiences answered/Call

) the percent of call experiences that abandoned and were finally answered
experiences abandoned)

Unanswer percent (Abandon call experiences not

) the percent of call experiences that abandoned and were never answered
answered/Call experiences abandoned)

the number of call experiences that were answered on the same day, day 1, day 2, day 3,
Same day, Day 1, Day 2, Day 3, Day 4, Day 5, Afterday 5 day 4, day 5, and after day 5 and their respective percentages of the total number of calls
abandoned

the number of call experiences not answered and the percentage of the total number of

Abandon call experiences not answered
calls abandoned

Total the total of each of the columns
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Figure 71 Queue Abandon vs. Answer Comparison report

Calls abandoned

Time to abandan

Calls answel

FPhone number Liowzation Time of first abandon Ondayl | Afterdayil il 1':;7':10“9'1 abj:z:f[ehfﬁ:_:;] It Ahal;inr::it;:un.ﬁ.nswer Time of answer | AgentlD | Agent
4142280840 4/23/2004 1:18:00 PM T 1 1] 1 0:00:00 :00:00
4142230879 4/23/2004 1:19:00 PM 1 1] 1 0:00:00 0:00:00
2038739107 4,/23/2004 1:43:00 PM 1 1] 1 0:00:00 0:00:00
Total 3 0 3 0055 |  oo0000 |
Summary

Call expenences abandonead 3

Total call: abandoned on day one for call experiences 3

Total call: abandonead for call expenences after day one 0

Total abandonz for all call expenences 3

Average number of abandonz per call expenence 1

Abandon call experiences answered ]

Abandaon call expenences not anzwered 3

Longest duration between 1zt abandon and answer|  0:00:00
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Voice Queue and Queue Group Handle Spectrum by Period

The Queue Handle Spectrum by Period report provides a frequency distribution of call handling on a queue across 15-, 30-, or 60-minute intervals for the
shift duration and day(s) you specify.

The Queue Group Handle Spectrum by Period report provides a frequency distribution of call handling on a queue group across 15-, 30-, or 60-minute
intervals for the shift duration and day(s) you specify. (See Figure 72.)

The following are the first three fields of the Queue and Queue Group Handle Spectrum by Period reports:

Report Field Description

Activity period the interval of the report

ACD calls handled the total number of ACD calls answered
Maximum duration (hh:mm:ss) the duration of the longest call for the period
Total the total of each of the columns

The remaining fields of the Queue and Queue Group Handle Spectrum by Period reports provide a frequency distribution of call patterns based on a
defined time scale (<10, <60, <180, <240, <300, <360, <420, <480, <540, and >541 seconds). For each time period, the Count < x sec field reflects the
total number of calls for that interval and all preceding intervals. The % of calls handled field reflects the percentage of calls for that interval and all

preceding intervals.

NOTE:
o Foreach time period, except > 541 seconds, the Count < x sec field reflects the total number of calls for that interval and all preceding intervals.

o Forthe >541 seconds time period, the Count < x sec field reflects the total number of calls for that interval only.
o The % of field reflects the percentage of calls for that interval and all preceding intervals.
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Figure 72 Voice Queue Handle Spectrum by Period

Activity period ACD calls Madmum Spectrum %oof Calls  Spectrum  %oof Cals  Spectrum %of Calls Spectrum %of Calls  Spedrum %6of Calls  Spectrum %of Calls Spectrum %of Calls Spedrum %of Calls - Spectrum S6of Calls > Spectrum %oof Callg
handed  duation Intervel 1 Handed Intevel 2 Handed Intenvdl 3 Handed Intenadl4 Handed Intevd 5 Handed Intevdd 6 Handed Intervdl 7 Handed Intevdl 8 Handed Intenvd 9 Handed Interval 9 Handled
08:00 36 14036 O 0.0 1 2.8 5 139 8 222 9 250 11 306 12 333 13 361 15 417 21 583
09:00 87 31213 0 0.0 4 46 13 149 19 218 23 264 25 287 3t 356 33 379 39 448 48 552
10:00 117 34620 O 0.0 6 5.1 17 145 22 188 23 197 32 274 37 316 39 333 43 368 74 632
11:00 129 21504 3 2.3 8 6.2 24 186 30 233 41 318 47 364 50 388 57 442 60 465 69 535
12:00 115 35114 2 1.7 7 6.1 24 209 31 270 37 322 43 374 47 409 51 443 55 478 60 522
13:00 87 1411 1 11 6 6.9 19 218 27 310 33 379 37 425 38 437 39 448 44 506 43 494
14:00 111 23918 0 0.0 6 54 16 144 24 216 30 270 34 306 37 333 39 351 4 369 70 631
15:00 130 25918 2 15 8 6.2 17 131 22 169 31 238 37 285 42 323 44 338 47 3%2 83 638
16:00 100 24747 1 1.0 4 4.0 12 120 16 160 19 190 25 250 29 290 34 340 40 400 60 600

| Toml | 912 |3:51:14f 9 [ 10 | 50 | 55 | 147 | 161 | 199 | 218 | 246 | 270 | 201 | 319 | 323 | 354 | 349 | 383 | 384 | 421 | 528 | 579 |
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Voice Queue and Queue Group Handle Spectrum by Day of the Week

The Queue Handle Spectrum by Day of the Week report provides a frequency distribution of call handling on a queue across 15-, 30-, or 60-minute
intervals over the days of the week. When this report is run for more than one week, the data is summed for each day of the week. For example, if the
report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data found under Tuesday is the summed
totals of the two Tuesdays.

The Queue Group Handle Spectrum by Day of the Week report provides a frequency distribution of call handling on a queue group across 15-, 30-, or 60-
minute intervals over the days of the week. When this report is run for more than one week, the data is summed for each day of the week. For example,
if the report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data found under Tuesday is the
summed totals of the two Tuesdays. (See Figure 73.)

The following are the first three fields of the Queue and Queue Group Handle Spectrum by Day of the Week reports:

Report Field Description

Activity period the interval of the report

ACD calls handled the total number of ACD calls answered
Maximum duration (hh:mm:ss) the duration of the longest call for the period
Total the total of each of the columns

The remaining fields of the Queue and Queue Group Handle Spectrum by Day of the Week reports provide a frequency distribution of call patterns
based on a defined time scale (<10, <60, <180, <240, <300, <360, <420, <480, <540, and >541 seconds). For each time period, the Count < x sec field
reflects the total number of calls for that interval and all preceding intervals. The % of calls answered field reflects the percentage of calls for that
interval and all preceding intervals.

NOTE:
o Foreach time period, except > 541 seconds, the Count < x sec field reflects the total number of calls for that interval and all preceding intervals.
o Forthe >541 seconds time period, the Count < x sec field reflects the total number of calls for that interval only.
o The % of field reflects the percentage of calls for that interval and all preceding intervals.
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Figure 73 Voice Queue Handle Spectrum by Day of the Week

s g ACDGalls Madmum S0 guorcals ST doof Calls Court <= %of Calls Court <= %of Calls Court <= %ofCalls "0 dbof Calls %4 doof Calls Count<= %ofCalls s < sof Calls Cout> of
ity et handled duration = Handled Handled 180sec Handled 240sec Handled 300sec  Handled Handled Handled 480sec  Handled Handled 540 sec Handled
Monday 29 05744 1 34 8 276 15 517 16 552 19 655 21 724 23 793 23 793 24 88 5 172
Tuesday 33 01211 0 00 S5 152 16 485 19 576 24 727 28 848 30 909 30 909 32 970 1 30
Wednesday 36 0:1802 1 28 8 222 19 528 23 639 25 694 25 694 26 722 27 750 30 833 6 167
Thursday 31 01955 2 65 3 97 14 452 19 613 21 677 24 774 24 774 26 839 27 81 4 129
Friday 31 02519 1 32 7 226 20 645 23 742 26 839 27 8.1 27 8.1 27 8.1 27 8.1 4 129

| Total | 160 |O:57244) 5 | 31 | 31| 194 | 8 | 525 | 100 | 625 | 115 | 719 | 125| 781 [ 130| 813 | 133 | 831 | 140 8725 [ 20 | 125 |
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Voice Queue Group Handle Spectrum by Queue
The Queue Handle Spectrum by Queue reports provides a frequency distribution of call handling on a queue across intervals from 1-10.

The Queue Handle Group Spectrum by Queue report provides a frequency distribution of call handling on a queue group across intervals from 1-10. (See
Figure 74.)

The following are the first three fields of the Queue and Queue Group Handle Spectrum by Queue reports:

Report Field Description

ACD queue the ACD queue for which the agent answered

ACD queue name the name of the ACD queue for which the agent answered calls
ACD calls handled the total number of ACD calls answered

Maximum duration (hh:mm:ss) the duration of the longest call for the period

Total the total of each of the columns

The remaining fields of the Queue and Queue Group Spectrum by Queue reports provide a frequency distribution of call patterns based on a defined time
scale (Spectral Interval 1-10). The Spectrum Interval field reflects the total number of calls for that interval and all preceding intervals. The % of calls
answered field reflects the percentage of calls for that interval and all preceding intervals.

NOTE: Spectrum Interval 10 reflects the total number of calls for that interval only.
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Figure 74 Voice Queue Group Handle Spectrum by Queue

ACD queue ACD qumie e ACDedls Mm’m Spectrum %oof Calls Spectrum %of Calls Spectrum  %6of Cals Spectrum %of Cdls  Spectrum % of Cdls Spectrum %of Cdls Spectrum %of Cals Spectrum  %cf Cals Spectrum  %6of Cals > Spectrum %oof Cals
handled  duration Intervdl 1 Handled Intervdl 2 Handed Inbervd 3 Handed Intevd 4 Handed Intend 5 Handed Intervd 6 Handed Intevad 7 Hendled Intevdl 8 Hended Intevd 9 Hendled Intenvdl 9 Handled

P280 CCM 679 3:04:58 18 2.7 75 11.0 144 212 202 29.7 253 373 280 41.2 299 44,0 320 47.1 342 50.4 337 49.6
P282 CA 88 2:19:28 2 2.3 7 8.0 18 20.5 22 25.0 24 27.3 28 31.8 31 35.2 33 37.5 35 39.8 53 60.2
P286 Q 67 1:41:09 0 0.0 5 7.5 9 13.4 11 16.4 15 22.4 16 23.9 18 26.9 20 29.9 23 34.3 44 65.7
P285 6160 V2 46 0:06:32 16 34.8 33 717 44 95.7 45 97.8 45 97.8 45 97.8 46 100.0 46 100.0 46 100.0 0 0.0
P284 MCC 26 2:39:39 0 0.0 2 7.7 4 15.4 - 19.2 8 30.8 9 34.6 10 38.5 11 42.3 12 46.2 14 53.8
P287 Web Callback 8 00211 0 0.0 3 375 8 1000 8 1000 8 1000 8 1000 8 1000 8 1000 8  100.0  © 0.0
P283 CCs 6 0:53:56 0 0.0 P 333 2 333 2 33.3 3 50.0 3 50.0 4 66.7 4 66.7 4 66.7 2 333
P281 CS Voice Callback 2 0:29:04 0 0.0 0 0.0 1 50.0 1 50.0 1 50.0 1 50.0 1 50.0 1 50.0 1 50.0 1 50.0

Total | 922 [3:04:58] 36 | 39 | 127 | 138 | 230 | 249 | 206 | 321 | 357 | 387 | 390 | 423 | 417 | 452 | 443 | 480 | 471 | 511 | 451 | 489 |
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Voice Queue and Queue Group Interflow Spectrum by Period

The Queue Interflow Spectrum by Period report provides a frequency distribution of calls interflowed on a queue across 15-, 30-, or 60-minute intervals
for the shift duration and day(s) you specify.

The Queue Group Interflow Spectrum by Period report provides a frequency distribution of calls interflowed on a queue group across 15-, 30-, or 60-
minute intervals for the shift duration and day(s) you specify.

If your interflow statistics are zero, you probably did not program the telephone system with an interflow value. (See Figure 75.)

The following are the first three fields of the ACD Queue and Queue Group Interflow Spectrum by Period reports:

Report Field Description

Activity period the interval of the report in hours and minutes
Calls interflowed the total number of calls interflowed

Maximum delay to interflow (hh:mm:ss) the maximum delay before the call was interflowed
Total the total of each of the columns

The remaining fields of the Queue and Queue Group Interflow Spectrum by Period reports provide a frequency distribution of call patterns based on a
defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 seconds). For each time period, the Count < x sec field reflects the total number of calls
for that interval and all preceding intervals. The % of Calls interflowed field reflects the percentage of calls for that interval and all preceding intervals.

NOTE:

o Foreach time period, except > 120 seconds, the Count < x sec field reflects the total number of calls for that interval and all preceding intervals.
o Forthe >120 seconds time period, the Count < x sec field reflects the total number of calls for that interval only.
o The % of field reflects the percentage of calls for that interval and all preceding intervals.
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Figure 75 Voice Queue Group Interflow Spectrum by Period

Activity pericd Calls Md?;::;" Spectrum %of Calls Spectrum  %of Calls  Spectrum  %of Calls  Spectrum .% dﬂCdIsl Spectrum ‘%dnCdtsl Spectrum .%fntdli Spectrum  %of Calls Spectrum  %cof Calls  Spectrum  %cof Calls >Spectrum %of Calls
interflowed e on Interval 1 Interflowed Interval 2 Interflowed Interval 3 Interflowed Interval 4 I i Interval 5 Ir Interval 6 Interval 7 Interflowed Interval 8 Interflowed Interval 9 Interflowed Interval 9 Interflowed)
08:00 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
09:00 3 00606 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 1 333 2 66.7
10:00 2 00540 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 1 50.0 1 50.0 1 50.0
11:00 2 00407 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 1 50.0 1 50.0 1 50.0
12:00 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
13:00 1 01010 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 1 1000
14:00 2 00704 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 1 50.0 1 50.0 1 50.0
15:00 7 03005 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 1 143 2 286 5 714
16:00 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
| Total | 17 Jo3m:os] o | oo [ o | oo | o [ oo | o | 0o [ o [ 0o | o | oo | o | 00 | 4 | 2385[] 6 | 353 11 [ 647 ]
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Voice Queue and Queue Group Interflow Spectrum by Day of the Week

The Queue Interflow Spectrum by Day of the Week report provides a frequency distribution of calls interflowed on a queue across 15-, 30-, or 60-minute
intervals over the days of the week. When this report is run for more than one week, the data is summed for each day of the week. For example, if the

report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data found under Tuesday is the summed
totals of the two Tuesdays.

The Queue Group Interflow Spectrum by Day of the Week report provides a frequency distribution of calls interflowed on a queue group across 15-, 30-,
or 60-minute intervals over the days of the week. When this report is run for more than one week, the data is summed for each day of the week. For

example, if the report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data found under Tuesday is
the summed totals of the two Tuesdays.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 76.)

The following are the first three fields of the Queue and Queue Group Interflow Spectrum by Day of the Week reports:

Report Field Description

Activity period the interval of the report

Calls interflowed the total number of calls interflowed

Maximum delay to interflow (hh:mm:ss) the maximum delay before the call was interflowed
Total the total of each of the columns

The remaining fields of the Queue and Queue Group Interflow Spectrum by Day of the Week reports provide a frequency distribution of call pattens
based on a defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 seconds). For each time period, the Count < x sec field reflects the total
number of calls for that interval and all preceding intervals. The % of Calls interflowed field reflects the percentage of calls for that interval and all
preceding intervals.

NOTE:

o Foreach time period, except > 120 seconds, the Count < x sec field reflects the total number of calls for that interval and all preceding intervals.
o Forthe >120 seconds time period, the Count < x sec field reflects the total number of calls for that interval only.
o The % of field reflects the percentage of calls for that interval and all preceding intervals.
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Figure 76 Voice Queue Group Interflow Spectrum by Day of the Week

Adivi iod Calls M;:imm Spectrum %bof Calls Spectrum  %of Calls Spectrum  %eof Calls  Spectrum  %of Calls  Spectrum  %kof Calls Spectrum  Seof Calls  Spectrum %bof Calls  Spectrum %% of Calls  Spectrum  %of Calls > Spectrum % of Calls.

by interflowed Irta:::; Interval 1 [nterflowed Interval 2 Interflowed Interval 3 Interflowed Interval 4 Interflowed Interval 5 Interflowed Interval 6 Interflowed Interval 7 Interflowed  Interval 8 Interflowed Interval 9 Interflowed Interval 9 Interflowed
Monday 1 00219 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 1 1000
Tuesday 6 02756 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 1 16.7 2 333 4 66.7
Wednesday 11 0:3005 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 3 27.3 4 36.4 7 63.6
Thursday 21 021:32 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 7 333 7 333 14 667
Friday 15 0:30:02 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 5 333 5 333 10 667

| Total [ 54 Jo:30:05) o | oo [ o | oo | o | oo [ o | 0o | o J oo ] o | oo | o [ oo [ 16 [ 296] 18 | 333 | 3 | 667 |
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Voice Queue Group Interflow Spectrum by Queue
The Queue Group Interflow Spectrum by Queue report provides a frequency distribution of call handling on a queue group across intervals from 1-10.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 77.)

The following are the first three fields of the Queue Group Interflow Spectrum by Queue reports:

Report Field Description

ACD queue the ACD queue for which the agent answered

ACD queue name the name of the ACD queue for which the agent answered calls
Calls interflowed the total number of calls interflowed

Maximum delay to interflow (hh:mm:ss) the maximum delay before the call was interflowed

Total the total of each of the columns

The remaining fields of the Queue Group Spectrum by Queue reports provide a frequency distribution of call patterns based on a defined time scale
(Spectral Interval 1-10). The Spectrum Interval field reflects the total number of calls for that interval and all preceding intervals. The % of calls
interflowed field reflects the percentage of calls for that interval and all preceding intervals.

NOTE: Spectrum Interval 10 reflects the total number of calls for that interval only.
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Figure 77 Voice Queue Group Interflow Spectrum by Queue

ACD ACD Cdls Mc:urr:zn Spectum %of Cdls  Specdrum  %cdfCals Spednum S%cfCals Spactum %cdfCAls Spednum %of Cdls Spectum SecfCdls  Spedrum %cf Cdlls Spetrum %df Calls Spectrum %of Calls  >Spedtrum S Calls
o quaRnAme | fowed id:ﬂ?‘m Inend 1 Interflowed  Intenvdl 2 Interflowed  Intenvdl 3 Inteflowed Intenvd 4 Interflowed Intevdl 5 Interflowed Intevdl 6 Interflowed  Intenval 7 Interflowed Intenvd 8 Interflowed Intenel 9 Interflowed  Inenadl 9 Interflowed
P280 CCM 25 0:22:07 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 4 16.0 5 20.0 20 80.0
p282 CA 5 0:1741 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 5 100.0
P286 0 3 0:05:29 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 1 33.3 2 66.7 1 33.3
P283 CCS 2 0:01:10 0 0.0 0 0.0 0 0.0 0 0.0 1 50.0 1 50.0 1 50.0 2 100.0 2 100.0 0 0.0
P284 MCC 2 0:25:58 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 2 100.0
Total 37 [o0:25:58] o 00 | o 0.0 0 00 | o | o0 1 27| 2.7 1 27 | 7 | 189 | 9 | 243 | 28 757 |
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Voice Queue and Queue Group Ring Time Spectrum by Period

The Queue Ring Time Spectrum by Period report provides a frequency distribution of calls interflowed on a queue across 15-, 30-, or 60-minute intervals
for the shift duration and day(s) you specify.

The Queue Group Ring Time Spectrum by Period report provides a frequency distribution of calls interflowed on a queue group across 15-, 30-, or 60-
minute intervals for the shift duration and day(s) you specify.

If your interflow statistics are zero, you probably did not program the telephone system with an interflow value. (See Figure 78.)

The following are the first three fields of the ACD Queue and Queue Group Ring Time Spectrum by Period reports:

Report Field Description

Activity period the interval of the report

Calls ringing the total number of calls

Maximum ringing the maximum amount of time a call rang in queue for the period, before being handled
Spectrum Interval the number of calls ringing by the interval

% of calls ringing the percent of calls ringing of the total number of calls received

Total the total of each of the columns

The remaining fields of the Queue and Queue Group Ring Time Spectrum by Period reports provide a frequency distribution of call patterns based on a
defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 seconds). For each time period, the Count < x sec field reflects the total number of calls
for that interval and all preceding intervals. The % of Calls received field reflects the percentage of calls for that interval and all preceding intervals.

NOTE:

o Foreach time period, except > 120 seconds, the Count < x sec field reflects the total number of calls for that interval and all preceding intervals.
o Forthe >120 seconds time period, the Count < x sec field reflects the total number of calls for that interval only.
o The % of field reflects the percentage of calls for that interval and all preceding intervals.
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Figure 78 Voice Queue Group Ring Time Spectrum by Period

Activity period .Cd.ls Mmilrrum Spectrum %Fi;:ils Spectrum %.cf(.:dls Spectrum %.o’(.idls Spectrum %.{i;dls Spectrum %.n‘.cdls Spectrum %.nf.cd!s Spectrum %.u‘.cdfs Spectrum  %cf Calls  Spactrum %nft.}ils > Spectrum %.cf(.:dls
ringing ringng  Interval 1 ringing Interval 2 ringing  Interval 3 rngng  Intenva 4 ringing  Interval 5 ringing  Intervadl & ringing  Intenval 7 ringing  Intenva 8 ninging  Interval 8 ringing  Interval @ ringing

08:00 42 0:00:15 0 0.0 4 9.5 10 23.8 32 76.2 40 95.2 41 97.6 42 100.0 42 100.0 42 100.0 0 0.0
09:00 91 0:01:45 0 0.0 21 231 37 40.7 69 75.8 82 90.1 86 94.5 89 97.8 90 98.9 90 98.9 1 11
10:00 122 0:03:20 3 25 38 311 47 385 95 77.9 105 86.1 113 92.6 119 97.5 121 99.2 121 99.2 1 08
11:00 137 0:03:37 5 3.6 25 18.2 44 32.1 110 80.3 124 90.5 128 93.4 133 97.1 134 97.8 134 97.8 3 2.2
12:00 117 0:18:43 2 1.7 20 17.1 40 34.2 94 80.3 114 97.4 115 98.3 116 99.1 116 99.1 116 99.1 1 09
13:00 96 1:01:47 3 31 14 14.6 30 313 64 66.7 83 86.5 86 89.6 91 94.8 93 96.9 94 97.9 2 21
14:00 115  0:15:30 5 4.3 26 226 36 313 85 739 103 89.6 108 939 112 97.4 113 98.3 113 98.3 2 1.7
15:00 135 0:00:17 8 5.9 49 36.3 72 53.3 106 78.5 124 91.9 126 93.3 132 97.8 135 100.0 135 100.0 0 0.0
16:00 104  0:01:05 2 1.9 30 28.8 51 49.0 79 76.0 92 88.5 98 94.2 101 97.1 103 99.0 103 99.0 1 1.0

[ Total | 959 [1:01:47] 28 | 29 | 227 | 237 | 367 | 383 | 734 | 765 | 867 | 904 | 901 | 940 | 935 | 975 | 947 | 987 | 948 | 989 | 11 11
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Voice Queue and Queue Group Ring Time Spectrum by Day of the Week

The Queue Ring Time Spectrum by Day of the Week report provides a frequency distribution of calls interflowed on a queue across 15-, 30-, or 60-
minute intervals over the days of the week. When this report is run for more than one week, the data is summed for each day of the week. For example,
if the report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data found under Tuesday is the
summed totals of the two Tuesdays.

The Queue Group Ring Time Spectrum by Day of the Week report provides a frequency distribution of calls interflowed on a queue group across 15-, 30-
, or 60-minute intervals over the days of the week. When this report is run for more than one week, the data is summed for each day of the week. For
example, if the report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data found under Tuesday is

the summed totals of the two Tuesdays.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 79.)

The following are the first three fields of the Queue and Queue Group Ring Time Spectrum by Day of the Week reports:

Report Field Description

Activity period the interval of the report

Calls ringing the total number of calls

Maximum ringing the maximum amount of time a call rang in queue for the period, before being handled
Spectrum Interval the number of calls ringing by the interval

% of Calls ringing the percent of calls ringing of the total number of calls received

Total the total of each of the columns

The remaining fields of the Queue and Queue Group Ring Time Spectrum by Day of the Week reports provide a frequency distribution of call patterns
based on a defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 seconds). For each time period, the Count < x sec field reflects the total
number of calls for that interval and all preceding intervals. The % of Calls interflowed field reflects the percentage of calls for that interval and all
preceding intervals.

NOTE:

o Foreach time period, except > 120 seconds, the Count < x sec field reflects the total number of calls for that interval and all preceding intervals.
o Forthe >120 seconds time period, the Count < x sec field reflects the total number of calls for that interval only.
o The % of field reflects the percentage of calls for that interval and all preceding intervals.
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Figure 79 Voice Queue Group Ring Time Spectrum by Day of the Week

Adt tod Cdls Maximum Spectrum %of Cals Spectrum  %of Cals  Spectrum %of Cals Spectrum  %of Cals Spectrum %of Cals Spectrum %of Cals Spectrum %of Calls  Spectrum %of Cdls  Spectrum %0of Calls = Spectrum %6of Calls)
iy et ringing finging Interval1 ringing Inteva 2 ringing Interval 3 ringing Intervad 4 ringing Intervd 5 ringing Intevd & ringing Intervel 7 ringing  Intervdl 8 ringing  Intervd 9 ringing  Intenvel 9 ringing
Monday 153 0:03:20 4 26 36 235 58 379 113 739 141 922 149 974 152 993 152 993 152 993 1 0.7
Tuesday 238 0:1843 5 21 55 231 93 391 185 777 218 916 223 937 231 971 232 975 233 979 5 21
Wednesday 241 001:05 11 46 56 232 8 365 175 726 209 8.7 220 913 233 967 239 992 239 992 2 0.8
Thursday 160  0:00:17 2 13 31 194 56 350 123 769 143 894 152 950 155 969 160 1000 160 1000 0O 0.0
Friday 167 10147 6 36 49 293 72 431 138 826 156 934 157 940 164 982 164 982 164 982 3 18

| Total | 959 [1:01:47] 28 | 29 [ 227 | 237 | 367 | 383 | 734 | 765 [ 867 | 904 | 901 [ 940 | 935 [ 975 | 947 | 987 | 948 [ 989 | 11 | 11 |
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Voice Queue Group Ring Time Spectrum by Queue

The Queue Group Ring Time Spectrum by Queue report provides a frequency distribution of call ringing on a queue group across intervals from 1-10.
If your ring time statistic is zero, you probably did not program the telephone system with aring time value. (See Figure 80.)

The following are the first four fields of the Queue Group Ring Time Spectrum by Queue reports:

Report Field Description

ACD queue the ACD queue for which the agent answered

ACD queue name the name of the ACD queue for which the agent answered calls

Calls ringing the total number of calls

Maximum ringing the maximum amount of time a call rang in queue for the period, before being handled
Spectrum Interval the number of calls ringing by the interval

% of Calls ringing the percent of calls ringing of the total number of calls received

Total the total of each of the columns

The remaining fields of the Queue Group Spectrum by Queue reports provide a frequency distribution of call patterns based on a defined time scale
(Spectral Interval 1-10). The Spectrum Interval field reflects the total number of calls for that interval and all preceding intervals. The % of calls received
field reflects the percentage of calls for that interval and all preceding intervals.

NOTE: Spectrum Interval 10 reflects the total number of calls for that interval only.
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Fﬁjure 80 Voice Queue Group Ring Time Spectrum by Queue

ACD queve ACD queue name Qils Maximum Spectrum %oof Calls  Spectrum %_D\‘Cdls Spectrum %d'_Cdls Spectrum  %of Calls  Spectrum % of Calls Spectrum “In_chdIs Spectrum %of_Cdls Spectrum %_odeIs Spectrum %_r.\\‘Cdls 5 Yoof Calls|
rngng  nngng Intenvdl 1 nngng  Intenal 2 ringng  Intervd 3 nnging Intenvdl 4  nnging  Intenvdl 5 ringing Intenal 6 ningng  Intervd 7 nnging  Itenal 8 ringing  Intenval 9 ringing el g 90D
P280 CCM 698 0:03:35 33 4.7 177 25.4 293 42.0 571 818 651 93.3 672 96.3 689 98.7 690 98.9 690 98.9 8 11
P282 CA 102 0:00:17 2 2.0 26 25.5 44 43.1 68 66.7 a7 85.3 90 88.2 100 98.0 102 100.0 102 100.0 0 0.0
P286 Q 69 0:00:23 0 0.0 14 203 27 39.1 56 81.2 65 94.2 66 95.7 68 98.6 68 98.6 68 98.6 1 1.4
P285 6160 V2 44 0:01:59 4 9.1 17 38.6 27 61.4 35 79.5 40 90.9 40 90.9 40 90.9 41 93.2 42 95.5 2 4.5
P284 MCC 30 0:00:42 4 13.3 8 26.7 12 40.0 23 76.7 27 90.0 29 96.7 29 96.7 29 96.7 29 96.7 1 3.3
P287 Web Callback 14 0:00:10 0 0.0 7 50.0 9 64.3 13 92.9 14 100.0 14 100.0 14 100.0 14 100.0 14 100.0 0 0.0
P281 CS Voice Callback 8 0:00:07 0 0.0 4 50.0 6 75.0 8 100.0 8 100.0 8 100.0 8 100.0 8 100.0 8 100.0 0 0.0
p283 ccs 5 00012 0 0.0 0 0.0 0 0.0 1 20.0 4 80.0 5  100.0 5 1000 5 1000 5 1000 0 0.0

Total | 970 Jo:03:35| 43 | 44 | 253 | 261 | 418 | 431 | 775 | 799 | 896 | 924 | 924 | 953 | 953 | 982 | o957 | 987 | o958 | 988 | 12 12 |
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Voice Queue and Queue Group Internal/External Call Counts by Period

The Queue Internal/External Call Counts by Period report shows internal and external call activity of a queue across 15-, 30-, or 60-minute intervals for
the shift duration and day(s) you specify.

The Queue Group Internal/External Call Counts by Period report shows internal and external call activity of a queue group across 15-, 30-, or 60-minute
intervals for the shift duration and day(s) you specify. (See Figure 81.)

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value.

Here is a brief definition of external and internal calls:

o Internal Outis a call that you made from the office to a destination within the office.
External Out is a call that you made from the office to a destination outside the office.
Internal Non ACD is a non ACD call that you received in the office from an origin within the office.
External Non ACD is anon ACD call that you received in the office from an origin outside the office.
Internal ACD is an ACD call that originated from inside the office to a destination within the office.

Report Field

Activity period

ACD calls offered
ACD calls handled
Internal calls answered

External calls answered
Calls abandoned (short)

Calls abandoned (long)

Calls interflowed

Calls requeued

Total internal ACD handling time (hh:mm:ss)

External ACD is an ACD call that originated from outside the office with a destination within the office.

Description

the interval of the report

the total number of calls offered to the ACD queue (handled + long abandoned + interflowed)
the total number of ACD calls answered

the total number of internal calls answered

the total number of external calls answered

the total number of calls abandoned before the Short Abandon time (the Short Abandon time default
is 6 seconds)

the total number of calls abandoned after the Short Abandon time
the total number of calls interflowed

the total number of requeues at the agent's position - if an agent fails to answer a call, the system
places the call back in the same queue

the total duration of ACD calls that you received that originated in the office (including hold time and
transfer/conference time)
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Report Field

Total external ACD handling time (hh:mm:ss)

Average internal duration (hh:mm:ss)
Average external duration (hh:mm:ss)
Average speed of answer (hh:mm:ss)
Average delay to abandon (hh:mm:ss)
Average delay to interflow (hh:mm:ss)
Service level %

Answer %

Total

Description

the total duration of ACD calls that originated outside the office with a destination within the office
(including hold time and transfer/conference time)

the average duration of calls that you received that originated in the office

the average duration of calls that originated outside the office with a destination within the office
the average delay before the call was answered (including time in queue and agent ringing time)
the average elapsed time before the call was abandoned

the average elapsed time before the call was interflowed

the percentage of calls answered within the specified service level time

the percentage of offered calls answered

the total of each of the columns
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Figure 81 Voice Queue Internal/External Call Counts by Period

Total
Xekiviy ptod ‘:;IZ ACD calls I"g;:' E":;;“ cale ab::;ad ~ Calis Calls TOE:'A_L:T E)ET_DH ?:Ef .;v;g E 3:1::: _zelv::i Service Answer
offered handled el aswersd (hott) (long) interflowed requeved handling time hev:lmg duration duration answer abandon interflow  level % %

(hhirrmiss) time (hhrmiss)  (hhommiss)  (hhommiss)  (hhimmiss)  (bhimiss)

(hh:mmiss)
08:00 55 49 0 49 1 5 1 0  0:0000 12:1644 0:00:00 0:1502 0:00:14 0:01:35 00349 927 89.1
09:00 89 80 0 80 1 8 1 0 00000 214329 0:00:00 0:16:18 0:01:03 0:04:10 0:16:37 78.7 89.9
1:00 137 114 0 114 1 18 5 1 00000 34:52:09 0:00:00 0:1821 001:53 0:02:16 00643 70.8 83.2
1:00 117 104 0 104 3 8 5 0 0:00:00 41:29:25 0:00:00 0:23:56 0:01:43 0:03:12 0:07:34 76.1 889
1200 111 % 0 9% 0 12 3 0 00000 40:5647 0:00:00 0:25:35 0:02:47 0:05:10 0.07:53 63.1 86.5
1%00 146 128 0 128 0 16 2 1 00000 42:50:07 0:00:00 0:2005 0:01:35 00151 0:12:11 781 87.7
1400 156 133 0 133 0 17 6 4 00000 364147 0:00:00 0:16:33 0:02:33 00320 00503 67.9 85.3
1500 141 127 0 127 0 8 6 1 0:00:00 32:5240 0:00:00 0:15:32 0:01:53 0:04:15 0:08:25 71.6 90.1
16:00 107 91 0 o1 0 7 9 2 00000 1948:28 0:00:00 0:13:04 0:0156 003:29 0:07:35 77.6 85.0
| Total [105| 922 | o | 92| 6 | 9 [ 38 | 9 | 0:00:00]283:31:36) 0:00:00| 0:18:27 | 0:01:51 | 0:08:11 | 0:07:36| 73.7 | 87.1 |
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Voice Queue and Queue Group ANI by Area Code

The Queue and Queue Group ANI by Area Code reports show the call distribution across area codes.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 82.)

The Queue and Queue Group ANI by Area Code reports provide the following information:

Report Field

Area code
Geographic location
ACD calls offered
ACD calls handled
Calls abandoned

Calls interflowed

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Average speed of answer (hh:mm:ss)
Average delay to abandon (hh:mm:ss)
Average delay to interflow (hh:mm:ss)

Total

Description

the area code reported by the ANI digits

the region represented by the area code

the total number of calls reported for the area code

the total number of ACD calls answered

the total number of calls abandoned reported for the area code
the total number of calls interflowed for the area code

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average delay before the call was answered (including time in queue and agent ringing time)
the average elapsed time before the call was abandoned
the average elapsed time before the call was interflowed

the total of each of the columns
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Figure 82 Voice Queue Group ANI by Area Code

Voice reports

o S— A ool ol | oale aEDmmdigine L et SEUCHS ST

(hhrrmss) (bharrmess) (hhamiss)
613 Eastem Ontario 8 5 2 1 1:01:48 0:12:21 0:04:53 0:00:17 0:05:32
801 ilt Lake City, Ogden, and Provo areas, | 6 4 2 0 1:1347 0:18:26 0:.05:17 0:13:33 0:00:00
505 New Mexico (All regions) 4 4 0 0 1:42:06 0:25:31 0:02:25 0:00:00 0:00:00
905 Central Southeastern Ontario 3 2 1 0 0:25:55 0:12:57 0:05:20 0:04:30 0:00:00
414 Milwaukee area, WI 2 0 i 1 0:00:00 0:00:00 0:00:00 0:02:29 0:27:56
602 Phoenix area, AZ 2 2 0 0 0:18:16 0:09:08 0:00:20 0:00:00 0:00:00
604 Vancouver area, BC 2 2 0 0 0:48:02 0:24:01 0:13:31 0:00:00 0:00:00
800 800 SERVICES 2 2 0 0 0:07:30 0:03:45 0:02:17 0:00:00 0:00:00
314 St Louis area, MO 1 1 0 0 0:13:42 0:13:42 0:22:03 0:00:00 0:00:00
441 Bermuda 1 0 0 1 0:00:00 0:00:00 0:00:00 0:00:00 0:03:32
480 East Phoenox Arizona 1 1 0 0 0:10:21 0:10:21 0:08:16 0:00:00 0:00:00
a8 Southeastern Pennsylvania 1 0 1 0 0:00:00 0:00:00 0:00:00 0:07:53 0:00:00
508 Southem Massachusetts 1 1 0 0 0:12:46 0:12:46 0:00:06 0:00:00 0:00:00
513 Cincinnati area, OH a 1 0 0 0:44:38 0:44:38 0:00:38 0:00:00 0:00:00
518 Northeastern New Y ork 1 1 0 0 0:21:44 0:21:44 0:11:25 0:00:00 0:00:00
573 Eastemn Missouri excluding St Louis 1 1 0 0 1:34:51 1:34:51 0:00:07 0:00:00 0:00:00
610 Southeastern Pennsylvania 1 1 0 0 0:04:50 0:04:50 0:04:08 0:00:00 0:00:00
647 South Central Ontario:Toronto 1 1 0 0 0:04:15 0:04:15 0:27:22 0:00:00 0:00:00
651 St. Paul and suburbs, MN 1 1 0 0 0:37:52 0:37:52 0:27:10 0:00:00 0:00:00
703 Washington DC suburbs 1 1 0 0 0:04:09 0:04:09 0:15:14 0:00:00 0:00:00
729 Westem Pennsylvania 1 0 0 1 0:00:00 0:00:00 0:00:00 0:00:00 0:01:13
778 Southemn British Columbia 1 0 1 0 0:00:00 0:00:00 0:00:00 0:12:05 0:00:00
780 Northemn Alberta 1 1 0 0 0:24:36 0:24:36 0:07:02 0:00:00 0:00:00
920 Southeastem Wisconsin 1 1 0 0 0:05:57 0:05:57 0:00:07 0:00:00 0:00:00
991 Southwestemn Florida 1 1 0 0 0:25:28 0:25:28 0:04:37 0:00:00 0:00:00

| Total - All Area Codes | 46 | 34 | 8 4 10:4233 | 0:18:54 | 0:06:40 0:06:50 0:09:33 |
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Voice Queue and Queue Group ANl/Internal Abandon
The Queue and Queue Group ANI/Internal Abandon reports shows the delay before a call was abandoned and the phone number. (See Figure 83.)

The Queue and Queue Group ANI/Interal Abandon reports provide the following information:

Report Field Description

Date/time the date and start time of the call record

Calling line number the ten digit telephone number reported by the ANI digits
Average delay to abandon the average elapsed time before the call was abandoned
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Figure 83 Voice Queue Group ANl/Internal Abandon

Dateftime Calling line number Avemg?hﬁr:nzsbamn *This report will be truncated to the first 1000 records ﬂ
9A14,/2010 14:01 8017089198 0:26:46
96,2010 10:08 T8103 0:14:47
94,2010 15:54 7789866794 0:12:05
9/16,/2010 14:28 3604128860 0:10:56
9/4/2010 15:54 4845673320 0:07:53
93,2010 16:59 8004587510 0:07:29
9A7/2010 15:38 4128931110 0:06:21
946/2010 16:22 6023447212 0:05:34
9A7/2010 12:46 8124821041 0:04:44
914 /2010 15:57 9057127720 0:04:30
9A7,2010 16:28 6123635055 0:03:52
9A7/2010 14:52 8007266060 0:03:37
9/16/2010 11:01 T1 0:03:18
9A7,2010 12:08 5072086113 0:02:38
9A5,2010 16:13 6104156300 0:02:32
94,2010 16:01 4148473747 0:02:29
96,2010 15:46 8138372451 0:02:21
9A3/2010 13:58 6319309400 0:01:32
9A7/2010 12:19 9054682195 0:01:30
95,2010 14:08 8027483418 0:01:18
9A7,2010 11:54 9202256744 0:01:13
9452010 10:54 6789474321 0:00:49
9A7/2010 16:21 95098398383 0:00:40
96,2010 16:28 6135922122 0:00:29
9A3/2010 12:18 2079425211 0:00:24
9/14/2010 11:07 6135922122 0:00:23
9A14/2010 13:47 8013341426 0:00:20
94,2010 10:41 6133551922 0:00:11
96,2010 10:41 9052126559 0:00:02
94,2010 13:55 52122001 0:00:01
93,2010 10:34 9056258700 0:00:00
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Voice team reports

Teams are collections of agent groups. A team report provide statistics on individual agents across multiple agent groups in one report. Team reports
provide an indication of how individual agents spent their time and compare the performance of agents.

The team reports are as follows:
o Performance reports
e Team Performance by Period
e Team Performance by Day of the Week
e Team Performance by Day of the Month
e Team Performance by Month
e Team Performance by Agent
e Team Performance by Queue
ACD event reports
ACD event reports derive their data from the ACD real-time event stream. All other reports derive their data from the SMDR stream.
e Team Event by Period (Percent) (You cannot generate this report over midnight.)
e Team Event by Period (Percent) for the SX-200 ICP (You cannot generate this report over midnight.)
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Voice Team Performance by Period

The Team Performance by Period reports show the call activity of the team across 15-, 30-, or 60-minute intervals for the shift duration and day(s) you

specify. (See Figure 84.)

The Team Performance by Period reports provide the following information:

Report Field

Activity period

ACD calls handled
Non ACD calls handled

Calls abandoned
Calls outbound
Calls requeued

Calls transferred to agent
Calls transferred from agent
Conference calls

Account codes

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)

Outbound handling time (hh:mm:ss)

Description

the interval of the report

the total number of ACD calls answered

the total number of non-ACD calls answered

the total number of calls that clients abandon while the phone is still ringing at the agents’
extensions

the total number of outbound calls

the total number of requeues at the agent's position - if an agent fails to answer a call, the system
places the call back in the same queue

the number of calls transferred to the agent's position

the number of calls transferred from the agent's position
the total number of conference calls involving the agent
the total number of account codes entered by the agent

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)

the total duration of outbound calls (including hold time and transfer/conference time)
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Report Field Description

Average outbound time (hh:mm:ss)

Total

he average duration of outbound calls

the total of each of the columns
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Figure 84 Voice Team Performance by Period

Non ACD calls Calls ASD Afr?)ge NonACD  AVeragenon - o uung  Averce
A ACDcalls o Calls Calls Calls = g Conference Account  handling ot ACD handling . outbound
ity periad handled s abandoned outbound ueued ERIEEE e calls codes time iancie By Axextng tin= time ki Sine handling time
handled e toagent fromagent time (hh:mmss) (hh:mmss) ng
(hh:mm:ss) (hh:mmss) (hh:mm:ss)
(hh:mmiss)
08:00 13 2 0 10 0 0 0 0 1 2:25:50 0:11:13 0:20:24 0:10:12 2:49:01 0:16:54
02:00 26 15 0 25 2 1 1 0 0 6:33:50 0:15:08 3:00:38 0:12:02 0:50:19 0:02:00
10:00 54 5 0 47 0 0 0 0 1 15:25:10 0:17:07 0:52:01 0:10:24 4:37:22 0:05:54
11:00 61 10 1 49 2 0 0 2 0 18:02:06 0:17:44 1:26:57 0:0841 5:29:11 0:06:43
12:00 52 12 1 26 1 0 0 1 1 17:28:31 0:20:09 1:23:15 0:06:56 3:31:11 0:08:07
13:00 41 & 0 34 (o} 0 0 0 0 20:07:34 0:29:27 2:44:41 0:32:56 6:43:57 0:11:52
14:00 46 7 0 36 1 0 0 0 0 16:26:54 0:21:27 3:.58:14 0:34:02 3:37:18 0:06:02
15:00 29 9 2 31 0 0 0 0 0 12:15:02 0:25:20 4:26:56 0:29:39 2:10:41 0:04:12
16:00 46 7 0 36 0 1 1 0 1 134342 0:17:54 3:02:35 0:26:05 5:12:36 0:08:41
Total | 368 [ 72 4 | 24| 6 2 2 3 | 4 [1222839] 0:19:58 | 21:1541 | 1743 | 35.01:36 [ 0:07:09
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Voice Team Performance by Day of the Week

The Team Performance by Day of the Week reports show the call performance of the team over the days of the week. When this report is run for more

than one week, the data is summed for each day of the week. For example, if the report is run for two weeks, the data found under Monday is the
summed total of the two Mondays and the data found under Tuesday is the summed totals of the two Tuesdays. (See Figure 85.)

The Team Performance by Day of the Week reports provide the following information:

Report Field

Activity period

ACD calls handled
Non ACD calls handled
Calls abandoned

Calls outbound
Calls requeued

Calls transferred to agent
Calls transferred from agent
Conference calls

Account codes

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)

Outbound handling time (hh:mm:ss)

Description

the interval of the report in hours and minutes
the total number of ACD calls answered

the total number of non ACD calls answered
the total number of calls abandoned

the total number of outbound calls

the total number of requeues at the agent’s position - if an agent fails to answer a call, the system
places the call back in the same queue and it is answered by the first available agent

the total number of calls transferred to the agent’s position
the total number of calls transferred from the agent’s position
the total number of conference calls involving the agent

the total number of account codes entered by the agent

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total duration of non ACD calls (including hold time and transfer/conference time)
the average duration of non ACD calls (including hold time and transfer/conference time)

the total duration of non ACD calls (including hold time and transfer/conference time)
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Report Field Description
Average outbound handling time (hh:mm:ss) the average duration of outbound calls
Total the total of each of the columns
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Figure 85 Voice Team Performance by Day of the Week

Average
ACD Average non Average
AGD S NenACD: Calls Calls Calls Cals Cals  onference Account hending . CP NOACD  cp handing . Dumound — whound
Activity period calls calls transferred  transferred : handling  handling time : handling time T
abandoned outbound requeued calls codes time . time handling time
handled handled to agent from agent (T ss) time (hh:mmiss) hanmss) (hhimmiss) e e
' (hh:mm:ss) 5
Monday 2 3 0 3 0 0 0 0 0 0:15:58 0:07:59 0:01:23 0:00:27 0:03:45 0:01:15
Tuesday 61 0 37 0 0 9 0 6 12:41:17 0:12:28 1:56:22 0:19:23 2:31:21 0:04:05
Wednesday 50 13 0 45 2 0 2 4 0 20:05:17 0:24:06 4:59:10 0:23:00 4:45:23 0:06:20
Thursday 39 23 1 35 0 0 2 12 0 14:59:42 0:23:04 3:22:12 0:08:47 5:06:00 0:08:44
Friday 17 3 0 36 0 0 0 1 0 6:25:25 0:22:40 0:02:07 0:00:42 1:56:14 0:03:13
| Total | 169 | 48 1 | 156 | 2 0 13 17 6 |5427:39 0:19:20 | 10:21:14 | ©:12:57 | 142243 | ©:05:32
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Voice Team Performance by Day of the Month
The Team Performance by Day of the Month reports show the call performance of the team for each day of one month. (See Figure 86.)

The Team Performance by Day of the Month reports provide the following information:

Report Field

Activity period

ACD calls handled
Non ACD calls handled

Calls abandoned
Calls outbound
Calls requeued

Calls transferred to agent
Calls transferred from agent
Conference calls

Account codes

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)
Outbound handling time (hh:mm:ss)
Average outbound handling time (hh:mm:ss)

Total

Description

the interval of the report

the total number of ACD calls answered

the total number of non-ACD calls answered

the total number of calls that clients abandon while the phone is still ringing at the agents’
extensions

the total number of outbound calls

the total number of requeues at the agent's position - if an agent fails to answer a call, the system
places the call back in the same queue

the number of calls transferred to the agent's position

the number of calls transferred from the agent's position
the total number of conference calls involving the agent
the total number of account codes entered by the agent

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)
the total duration of outbound calls (including hold time and transfer/conference time)
the average duration of outbound calls

the total of each of the columns
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Figure 86 Voice Team Performance by Day of the Month

ACD  NonACD Calls Calls ACD hfg)m NonAcD AYerAgemon o 4 ind Aveage

L Calls Calls Calls Conference Account  handling 7 n : ACD handling i outbound
Activity period  calls calls L ned outbound requened TaNSfemedto transferred Livs e o handling  handling time s handiing time = = F
handled  handled req agent  fromagent (hhmmessy . ime (hhmmss) T (himmss) (hhm‘;‘m)

(hh:mmiss) ;

Monday 76 24 3 64 0 1 1 0 0 30:56:00 0:24:25 8:49:41 0:22:04 5:32:30 0:05:11
Tuesday 88 10 1 55 0 0 0 0 0 21:33:12 0:1441 5:35:21 0:33:32 12:32:49 0:13:41
Wednesday 86 14 0 58 3 1 1 3 2 27:18:39 0:19:03 4:59:50 0:21:25 10:33:22 0:10:55
Thursday 153 28 4 113 5 0 0 1 2 45:26:28 0:17:49  4:23:22 0:09:24 16:54:16 0:08:58
Friday 117 19 1 103 0 0 0 3 2 41:48:53 0:21:26 3:26:49 0:10:53 16:37:43 0:09:41

| Towml [ 520 [ o5 9 | 33| 8 | 2 | 2 7 6 |[167:03:12] 0:19:17 | 2715:03 | 0:17:13 | 62:10:40 | 0:09:30
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Voice Team Performance by Month
The Team Performance by Month reports show the performance of the team for one month. (See Figure 87.)

The Team Performance by Month reports provide the following information:

Report Field

Activity period

ACD calls handled
Non ACD calls handled

Calls abandoned
Calls outbound
Calls requeued

Calls transferred to agent
Calls transferred from agent
Conference calls

Account codes

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)
Outbound handling time (hh:mm:ss)
Average outbound handling time (hh:mm:ss)

Total

Description

the interval of the report

the total number of ACD calls answered

the total number of non-ACD calls answered

the total number of calls that clients abandon while the phone is still ringing at the agents’
extensions

the total number of outbound calls

the total number of requeues at the agent's position - if an agent fails to answer a call, the system
places the call back in the same queue

the number of calls transferred to the agent's position

the number of calls transferred from the agent's position
the total number of conference calls involving the agent
the total number of account codes entered by the agent

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)
the total duration of outbound calls (including hold time and transfer/conference time)
the average duration of outbound calls

the total of each of the columns
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Figure 87 Voice Team Performance by Month

ACp ~ Avemmoe Average non Average

ACD calls AR Calls Calls Calls Calls el Conference Account  handling ACI.) Norln AC.D ACD handling 0ut!:nurlud outbound
Activity period ol calls shandenad| oubowyd mateucd transfemred  transferred s i e handling handling time e handling time tandina e

handled q to agent from agent time (hh:mm:ss) (hh:mm:ss) nJ
(hh:mmss) (hh:mm:ss) (hh:mm:ss)
(hh:mmss)
May 719 203 18 653 8 6 5 20 4 270:49:54 0:22:36 42:21:44 0:12:31 85:38:07 0:07:52
Total | 719 [ 208 18 [ 63 | 8 | 6 | 5 | 9 | 4 [2704954 0:2236| 42:21:44 | 0:1231 | 85:38:07 [ 0:07:52 |

262



Voice reports

Voice Team Performance by Agent

The Team Performance by Agent report shows the performance of each agent of a team. (See Figure 88.)

The Team Performance by Agent reports provide the following information on individual agents:

Report Field

Agent ID

Agent name

ACD calls handled
Non ACD calls handled

Calls outbound
Calls requeued
Account codes

Total shift time (hh:mm:ss)

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Percent of shift
Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)

Percent of shift
Originated outbound handling time (hh:mm:ss)

Average originated outbound handling time

Description

the agent ID entered by the agent

the name associated with the above agent ID in YourSite
the total number of ACD calls answered

the total number of non-ACD calls answered

the total number of outbound calls

the total number of requeues at the agent's position - if an agent fails to answer a call, the system
places the call back in the same queue

the total number of account codes entered by the agent

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make
busy)

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the percentage of shift time representing ACD call activity

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)
the percentage of shift time representing non ACD call activity

the total duration of calls that you made to destinations outside the office (including hold time and
transfer/conference time)

the average duration of calls that you made to destinations outside the office (including hold time
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Report Field
(hh:mm:ss)

Percent of shift

Total Make Busy time (hh:mm:ss)

Percent of shift

Total DND time (hh:mm:ss)

Percent of shift

Total

Description
and transfer/conference time)
the percentage of shift time representing outbound call activity

the total duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the total duration the agent spent in the voice Make Busy state, controlled by the agent or the
supervisor

the total duration the agent spent in the voice Do Not Disturb state, controlled by the agent or the
supervisor

the percentage of shift time representing voice Do Not Disturb activity

the total of each of the columns
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Figure 88 Voice Team Performance by Agent

Voice reports

Average non Originated “w
ACDcalls NonACDcalls  Calls Cills  Account Towlshifttme ACDhending (VEREACD - oo e  NOAACD o hending Parcertof  outbound et e Wil o8 e s RGBS pann
SRR ARIELE SR hendled  outbound requeued  codes (hhrrmss)  time (hhammas) 'T':"“ e e o time st tendingtime | O g Devtme shife L shift
s (Fharmss) handling time: (hhmmss) (hhammiss)
(hhammss) (hhammss) (Hhanmss)

1586 Budd R 66 8 35 1 1 61:35:38 20:06:45 0:18:17 327 30431 02303 5.0 5:02:36 0:08:38 82 28:10:11 457 0:00:00 0.0
1472 James H 54 4 6 0 0 58:22:45 20:48:35 0:23:07 35.6 0:34:05 0:08:31 1.0 4:00:44 0:40:07 6.9 265201 46.0 0:00:00 0.0
1587 Kevin M 51 5 23 1 1 56:32:13 15:59:49 0:18:49 283 15259 02235 33 321:15 0:08:45 59 250641 444 0:00:00 0.0
1236 Steve C 40 11 58 2 0 50:02:28 17:51:.07 0:26:46 35.7 5:42:55 0:31:10 11.4 5:33:56 0:05:45 111 16:27:37 32.9 0:00:00 0.0
1522 Robert H 39 6 21 1 1 70:46:53 20:44:59 0:31:55 203  4:17:06 04251 6.1 3:28:08 0:09:54 4.9 36:1229 512 0:00:00 0.0
1560 Vibol O 29 2 10 0 1 17:51:29 5:10:58 0:10:43 29.0 0:14:51 0:07:25 1.4 1:36:14 0:09:37 9.0 7:24:11 41.5 0:00:00 0.0
1416 John O 26 5 57 0 0 62:23:20 4:41:37 0:10:49 7.5 05340  0:1044 14 5:16:07 0:05:32 84 46:1142 740 0:00:00 0.0
1418 Cham Y 26 2 9 I 0 36:47:52 6:41:34 0:15:26 18.2 0:10:46 0:05:23 0.5 0:33:22 0:03:42 1.5 13:37:31 37.0 0:00:00 0.0
1477 Steve L 21 9 22 0 0 37:1025 9:16:40 0:26:30 250  2:50:08  0:1854 7.6 3:50:01 0:1027  10.3 2026:14 550 0:00:00 0.0
1412 Andrew D 13 13 31 0 0 774117 10122 0:04:43 1.3 1:11:14 0:05:28 1.5 0:36:28 0:01:10 0.8 372326 48.1 0:00:00 0.0
1361 anC 3 4 4 0 0 38:47:51 0:05:13 0:01:44 0.2 007:11 00147 0.3 0:51:32 0:12:53 2.2 365033 950 0:00:00 0.0
1129 Patrick M 0 1 9 0 0 34:41:25 0:00:00 0:00:00 0.0 0:15:06 0:15:06 0.7 0:44:35 0:04:57 2.1 13:23:30 38.6 0:00:00 0.0
1407 Chris S 0 0 6 0 0 5:43:33 0:00:00 0:00:00 0.0 0:00:00 00000 0.0 0:04:50 0:00:48 1.4 00023 0.1 0:00:00 0.0
1424 Steve K 0 0 0 0 0 0:00:12 0:00:00 0:00:00 0.0 0:00:00 0:00:00 0.0 0:00:00 0:00:00 0.0 0:00:04 333 0:00:00 0.0
1547 Chris S 0 1 3 0 0 13:33:58 0:00:00 0:00:00 0.0 0:00:57 0:00:57 0.1 0:01:48 0:00:36 0.2 2:14:49 16.6 0:00:06 0.0
2002 Steve K 0 1 0 0 0 0:01:19 0:00:00 0:00:00 0.0 0:00:12  0:00:12 152  0:00:00 0:00:00 0.0  0:00:06 7.6 0:00:00 0.0
| Total | 368 72 294 | 6 4 | 622:02:38 | 122:28:39 | 0:19:58 | 19.7 | 21:15:41 | 0:17:43 | 34 | 35:01:36 | 0:07:09 | 5.6 [310:21:28] 499 | 0:00:06 | 0.0
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Voice Team Performance by Queue

The Team Performance by Queue report compares the call workload distribution across the queues in a team for the shift duration and day(s) you
specify. It reports the call statistics in hours, minutes, and seconds, and provides call counts across queues.

The first five fields contain multiple records reflecting the ACD queues serving the ACD Agent and Agent Group. The remaining fields contain a single
record reflecting the totals irrespective of ACD queue. (See Figure 89.)

The Team Performance by Queue reports provide the following information:

Report Field
ACD queue
ACD calls handled

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Calls requeued

Non ACD calls handled

Calls outbound

Calls transferred to agent

Calls transferred from agent

Conference calls

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)
Outbound handling time (hh:mm:ss)
Average outbound handling time (hh:mm:ss)

Total

Description
the ACD queue for which the agent answered
the total number of ACD calls answered

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total number of requeues at the agent's position - if an agent fails to answer a call, the system
places the call back in the same queue

the total number of non-ACD calls answered

the total number of outbound calls

the number of calls transferred to the agent's position

the number of calls transferred from the agent's position

the total number of conference calls involving the agent

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)
the total duration of outbound calls (including hold time and transfer/conference time)
the average duration of outbound calls

the total of each of the columns

266



Figure 89 Voice Team Performance by Queue

Voice reports

(hhrrmss)  (hhimmss) : agent fromagent ® o (hemsy OO hmmsy OO
P280 295  100:16:01 0:20:24 6 80 359 2 2 3 22:1341  0:1640  38:54:53  0:06:30
P283 30 174148 0:35:24 0
P281 21 32905  0:09:57 0
P282 20 6:19:57  0:19:00 0
P607 17 3:58:09 0:14:.01 0
P289 5 10740 0:13:32 0
P287 4 00157 0:00:29 0
P192 3 0:00:24  0:00:08 0
P284 3 23144 05035 0
P286 1 1:14:24  1:14:24 0
[ Total | 399 1364109 0:20:33 | 6 |
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Voice Team Event by Period (Percent)

The Team Event by Period (Percent) report shows log on and log off times for the call team, and the percentage of time the team spent in various states
for the days you specify for the 3300 ICP and the SX-200 ICP with real-time. It reports call statistics as a percentage of the total shift time. (See Figure
90.)

Your choice of Shift Mode determines whether or not the report shows data based on traditional ACD agent behavior or hot desking agent behavior. In
Reporter, after Shift Mode, select the checkbox for either Default or Agent Group Presence. Default selection applies to traditional ACD agents, where
the standard ACD login and logout determine agent shift information. Agent Group Presence applies to hot desking agents, where login and logout using
Agent Group Presence determine agent shift information. If you choose Agent Group Presence Shift Mode, only presence-based records relating to
Agent Group Presence will be displayed in the report. Data relating to individual agent presence will not be displayed under the corresponding report
columns.

The Team Event by Period (Percent) reports provide the following information:

Report Field Description
Agent ID the agent ID entered by the agent
Agent name the name associated with the above agent ID in YourSite

Total shift time (hh:mm:ss)

Idle time percentage

ACD true talk percentage
ACD hold percentage

Non ACD true talk percentage
Non ACD hold percentage
Outbound percentage
Outbound hold percentage
Wrap up percentage

Make busy percentage

DND percentage

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make
busy)

the % of time the agent is logged on and available to receive calls

the % of time the agent answered ACD calls (excluding hold time)

the % of time ACD calls spent on hold

the % of time the agent answered non-ACD calls (excluding hold time)
the % of time non-ACD calls spent on hold

the % of time the agent spent on outbound calls

the % of time outbound calls spent on hold

the % of time the agent spent in the wrap up state

the % of time the agent spent in the voice Make Busy state

the % of time the agent spent in the voice do not disturb state

268



Voice reports

Report Field Description

Total the total of each of the columns
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Voice Team Event by Period (Percent) for SX-200 ICP

The Team Event by Period (Percent) for SX-200 ICP report shows log on and log off times for the call team, and the percentage of time the team spent

in various states for the days you specify for the SX-200 ICP telephone system. It reports the call statistics as a percentage of the total shift time. (See
Figure 90.)

The Team Event by Period report provides the following information:

Report Field Description

Agent ID the agent ID entered by the agent

Agent name the name associated with the above agent ID in YourSite

Tt it e () tbr:es ‘;(;tal elapsed time logged for the agent/agent group (total shift time is ACD activity + make
Idle time percentage the % of time the agent is logged on and available to receive calls

Make Busy percentage the % of time the agent spent in the voice Make Busy state

DND percentage the % of time the agent spent in the voice do not disturb state

Total the total of each of the columns
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Figure 90 Voice Team Event by Period (Percent)

Agent ID Agent rame To(t:'::t;;m Idetime ACD truetalk ::c[;::; N(;::_zgl:k N:u::;?a:ld Outbound Omd Wrap up M ake busy DND
1120 P McDowell 75:02:28 57.7 0.3 0.0 1.6 0.0 2.2 0.0 0.0 38.0 0.0
1236 S Carter 89:45:30 12.7 336 0.0 6.8 0.0 15.5 0.0 0.9 304 0.0
1361  ICameron 69:09:09 19.3 0.6 0.0 1.4 0.0 2.1 0.0 0.1 76.5 0.0
1407 C Salter 5:56:52 97.9 0.0 0.0 0.0 0.0 1.3 0.0 0.0 0.7 0.0
1412 A Demski 123:31:21 47.2 17 0.0 0.9 0.0 4.4 0.0 0.3 45.6 0.0
1416 ) Osbome 99:39:04 12.0 10.4 0.2 1.9 0.0 8.0 0.0 1.1 66.4 0.0
1418 C Youk 84:46:11 52.5 16.3 0.1 0.7 0.0 2.5 0.0 1.4 26.6 0.0
1424 S Keeler 0:00:12 66.7 0.0 0.0 0.0 0.0 0.0 0.0 0.0 333 0.0
1472  JHammond  108:10:15 12.0 32.2 0.0 0.6 0.0 8.1 0.0 2.1 45.0 0.0
1477 S Lett 58:53:58 14.5 289 0.0 5.2 0.0 7.2 0.0 1.4 43.0 0.0
1522 R Hamison 102:31:31 9.6 26.4 0.0 4.7 0.0 8.3 0.0 1.6 49.5 0.0
1547 C Salter 14:11:39 83.2 0.0 0.0 0.1 0.1 04 0.0 0.0 16.3 0.0
1560 V Oeur 35:02:15 22.3 234 0.0 0.7 0.0 4.2 0.0 3.0 46.2 0.0
1586 B Renaud 96:46:06 17.6 26.6 0.0 4.9 0.0 8.2 0.0 2.2 40.5 0.0
1587 K Middlemiss  84:06:46 153 214 0.0 4.3 0.0 4.1 0.0 1.7 53.2 0.0
2002 S Keeler 0:01:19 77.2 0.0 0.0 15.2 0.0 0.0 0.0 0.0 7.6 0.0

| Total | | 1047:34:36 | 257 17.9 0.0 28 00 | 64 00 | 12 | 459 0.0

271



Mitel Contact Center Solutions Reports Guide

Voice extension reports

NOTE: You can run extension reports to cost attendant call activity (SMDR Attendant Extension reports). When you create the attendant extension in
the YourSite database, you must use the attendant reporting number found on the switch (for example, ATT1) as the extension reporting number. The
numbers must be identical. If the switch uses a capital letter, you must use a capital letter in the YourSite database. These SMDR attendant extension
reports use data collected from the SMDR stream. If you want to report on traffic attendant activity, you must have the Traffic Analysis application.
Traffic attendant reports use data collected from the traffic stream. See "Traffic Analysis reports" on page 560.

For the SX-200 and SX-200 ICP, you can generate extension reports on the attendant console and the auto-attendant (only one can be programmed per
telephone system). You must first create an extension for the attendant console or auto-attendant in the YourSite database (YourSite=>Configuration).
When you want to run a report for the attendant console or auto-attendant, you select the report type and, under extension, select the extension for the
attendant console or auto-attendant.

NOTE: When an employee is associated to only one extension, employee reports and extension reports run for that employee will contain identical
data. The same is true for extension and employee group reports. Thus, configuration can be simplified by creating an extension for each employee,
instead of configuring an employee and then associating an extension to that employee. However, when more than one extension or one or more
Account codes are associated to an employee you must configure the employee and then associate the appropriate extensions and Account codes to
the employee.

Extension reports on individual extensions and extension groups provide an indication of activity on extensions. The extension reports are as follows:
e Performance reports
e Extension and Extension Group Performance by Period
Extension and Extension Group Performance by Day of the Week
Extension and Extension Group Performance by Day of the Month
Extension and Extension Group Performance by Month
Extension and Extension Group Performance by Account Code
Extension Group Performance by Extension
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Voice Extension and Extension Group Performance by Period

The Extension and Extension Group Performance by Period reports show the call activity of the extension and extension group across 15-, 30-, or 60-
minute intervals for the shift duration and day(s) you specify. (See Figure 91.)

The Extension and Extension Group Performance by Period reports provide the following information:

Report Field

Activity period

ACD calls handled
Non ACD calls handled

Calls abandoned

Calls outbound

Calls transferred to extension

Calls transferred from extension

Conference calls

Inbound account code count

Outbound account code count

Average time to answer ACD call (hh:mm:ss)

Average time to answer Non ACD call
(hh:mm:ss)

Average delay to abandon (hh:mm:ss)

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Description

the interval of the report

the total number of ACD calls answered

the total number of non-ACD calls answered

the total number of calls that clients abandon while the phone is still ringing at the agents’
extensions

the total number of outbound calls

the total number of calls transferred to the agent's position

the total number of calls transferred from the agent's position

The total number of conference call involving the extension

the total number of inbound account codes entered during inbound calls
the total number of outbound account codes entered during outbound calls

the average duration before ACD calls were answered
the average delay before the Non ACD call was answered

the average elapsed time before the call was abandoned

the total duration of ACD calls, from extension pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from extension pick up to client hang up (including hold time and
transfer/conference time)
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Report Field

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)
Outbound handling time (hh:mm:ss)
Average outbound handling time (hh:mm:ss)

Total

Description

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)
the total duration of outbound calls (including hold time and transfer/conference time)
the average duration of outbound calls

the total of each of the columns
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Figure 91 Voice Extension Performance by Period
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Activity ACDcals NOMACD  Cals o Calis m;ﬂfmd Conference 1Nbound  Outbound ﬁ:jv::tgne Aﬁrﬁage ?s:fa??: mﬁ;’ﬁg Afg)ge Non ACD A"e?g;m" Outbound mAmvemgem
calls abandone transferred to account  account answer answer handliing  handling time handling time  handling
pefod  handled o 4 outbound = ion . x;':;“bn s ode count code count ACDcall NonACD call &m‘;) (hhmss) tme  (hhmmss) h?hf:}"riiif {hhmmss)  time
(hh:immiss)  (hhimmiss) (hhimmiss) (hhimmiss)
8:00 5 0 0 17 0 0 0 0 0 0:00:04 0:00:00 0:00:00 0:3845 00745 0:00:00 0:00:00 0:18:08 00104
9:00 8 3 0 11 0 0 1 0 0 0:00:07 0:00:06 0:00:00 1:31:39 0:11:27 0:06:19 0:02:06 0:29:52  0:02:42
10:00 5 2 0 4 0 0 0 0 0 0:00:04 0:00:10 0:00:00 2:14:04 0:2648 0:46:01 0:23:00 3:113:33 048:23
11:00 0 5 0 7 0 0 0 0 0 0:00:00 0:00:06 0:00:00 00000 0:00:00 0:02:29 0:00:29 0:1742 0:02:31
12:00 4 2 0 4 0 0 2 0 0 0:00:03 0:00:08 0:00:00 2:17:12 0:34:18 0:03:34 0:01:47 0:12:18  0:03:04
13:00 0 1 1 5 0 0 0 0 0 00000 00006 000:18 00000 020000 0:00:43 0:00:43 0:51:14  0:10:14
14:00 4 2 0 5 0 0 0 0 0 0:00:07 0:00:08 0:00:00 0:1457 00344 0:01:00 0:00:30 0:12:48 0:02:33
15:00 5 5] 2 0 0 0 2 0 0 0:00:.04 0:00:07 0:00:05 1:06:26 0:13:17 0:15:00 0:05:00 0:00:00 0:00:00
16:00 3 0 0 7 0 0 0 0 0 0:00:04 0:00:00 0:00:00 0:26:550 0:08:56 0:00:00 0:00:00 0:02:23  0:00:20
| Toml | 34 | 18 3 60 0 0 5 0 0 | 0:00:05| 0:00:07 | 0:00:10 | 8:29:53 | 0:15:00 | 1:15:06 | 0:04:10 | 5:37:58 | 0:05:38 |
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Voice Extension and Extension Group Performance by Day of the Week

The Extension and Extension Group Performance by Day of the Week reports show the call activity of the extension and extension group across 15-,
30-, or 60-minute intervals over the days of the week. When this report is run for more than one week, the data is summed for each day of the week. For
example, if the report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data found under Tuesday is
the summed totals of the two Tuesdays. (See Figure 92.)

The Extension and Extension Group Performance by Day of the Week reports provide the following information:

Report Field

Activity period

ACD calls handled
Non ACD calls handled

Calls abandoned

Calls outbound

Calls transferred to extension

Calls transferred from extension

Conference calls

Inbound account code count

Outbound account code count

Average time to answer ACD call (hh:mm:ss)

Average time to answer Non ACD call
(hh:mm:ss)

Average delay to abandon (hh:mm:ss)
ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Description

the interval of the report

the total number of ACD calls answered

the total number of non-ACD calls answered

the total number of calls that clients abandon while the phone is still ringing at the agents’
extensions

the total number of outbound calls

the total number of calls transferred to the agent's position

the total number of calls transferred from the agent's position

The total number of conference call involving the extension

the total number of inbound account codes entered during inbound calls
the total number of outbound account codes entered during outbound calls

the average duration before ACD calls were answered
the average delay before the Non ACD call was answered

the average elapsed time before the call was abandoned

the total duration of ACD calls, from extension pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from extension pick up to client hang up (including hold time and
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Report Field

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)
Outbound handling time (hh:mm:ss)
Average outbound handling time (hh:mm:ss)

Total

Voice reports

Description

transfer/conference time)

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)
the total duration of outbound calls (including hold time and transfer/conference time)
the average duration of outbound calls

the total of each of the columns
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Figure 92 Voice Extension Group Performance by Day of the Week

Average
Average 5 Average
Calls time to Average ACD Average Average non  Outbound

Activity  ACD calls "m‘:scn b;::c'ﬁ calls mc‘:e"fmd transferred Conferenc mb"“"nct' Siibees nt'd Umel o cwer  delayto  handing ACD m’::‘;l' “c&[fm ACD handiing ‘:;?z;'"d
period  handied h::dbd apanten outbound Me";mhn from ecalls o ;j:‘;‘;m :;‘:ru NonACD  abandon tme  handiing time (hm-:?-.ss) handingtime  time e
extension (hhimmss) o ;::L = (hhimmss)  (hhammess)  (hhammiss) (hhammiss)  (hhimmess) (bharmss)
Monday 27 7 0 18 0 0 2 1 0 0:00:04 00005 00000 4:1457 009:26 2:49:32 0:24:13  0:3245 0:0149
Tuesday 26 9 3 41 0 0 7 4 0 0:00:06 0:00:07 0:00:08 8:02:05 0:18:32 0:42:15 00441  2:22:37 0:03:28
Wednesday 29 12 0 45 0 0 2 0 0 0:00:.08 00005 00000 6:35:28 0:13:38 1:49:19 0:09:06 144:23 0:02:19
Thursday 58 6 3 41 1 0 0 0 0 0:0005 00006 00005 80709 008:23 0:52:14 0:08:42 1:28:58 0:02:10
Friday 43 9 0 43 0 0 10 1 0 0:00:05 00006 0:00:00 114524 0:16:24 0:4341 0:0451 2:5531 0:04:04

I Total I 183 I 43 | 6 I 188 | 1 | 0 | 21 I 6 [ 0 | cum-.os| O:IIJECB| 0:00:07 |38:45:03] 0:12:42 | 6:57:01 | 0:09:42 | 9:04:!4| 0:02:54|
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Voice Extension and Extension Group Performance by Day of the Month

The Extension and Extension Group Performance by Day of the Month reports show the call activity of the extension and extension group across 15-,
30-, or 60-minute intervals for the shift duration and day(s) you specify. (See Figure 93.)

The Extension and Extension Group Performance by Day of the Month reports provide the following information:

Report Field

Activity period

ACD calls handled
Non ACD calls handled

Calls abandoned

Calls outbound

Calls transferred to extension

Calls transferred from extension

Conference calls

Inbound account code count

Outbound account code count

Average time to answer ACD call (hh:mm:ss)

Average time to answer Non ACD call
(hh:mm:ss)

Average delay to abandon (hh:mm:ss)

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Description

the interval of the report

the total number of ACD calls answered

the total number of non-ACD calls answered

the total number of calls that clients abandon while the phone is still ringing at the agents’
extensions

the total number of outbound calls

the total number of calls transferred to the agent's position

the total number of calls transferred from the agent's position

The total number of conference call involving the extension

the total number of inbound account codes entered during inbound calls
the total number of outbound account codes entered during outbound calls

the average duration before ACD calls were answered
the average delay before the Non ACD call was answered

the average elapsed time before the call was abandoned

the total duration of ACD calls, from extension pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from extension pick up to client hang up (including hold time and
transfer/conference time)
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Report Field

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)
Outbound handling time (hh:mm:ss)
Average outbound handling time (hh:mm:ss)

Total

Description

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)
the total duration of outbound calls (including hold time and transfer/conference time)
the average duration of outbound calls

the total of each of the columns
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Figure 93 Voice Extension Group Performance by Day of the Month

Average Average Average Average Average

Activity ACDcalls "O"ACP caie cals narii:a':ed na::f:i'ed Conferenc :—2:(::::: oal.l:?:::td oo S e 2:::?: ha?':(:jf:ng aen ?-;:;uﬁl; fon ACD %aﬁ:-:j ot
period handled Gl abandoned outbound to from e calls code code kit A abandon time hal:ldllng time bancing ime iancliog

handled 1 : ACD call MNonACD call time time time

extension  extension count count (hhimmss)  (hharmss) (hhmmm:ss) (hhanmss) (hh:mmss) (hh:mmss) (hhammss) (hh:mm:ss) (hhimmss)

1 0 0 0 11 0 0 0 0 0 0:00:00 0:00:00 00000 0:0000 0:00:00 0:0000 000:00 1:3843 0:08:58
2 4 0 0 2 0 0 0 0 0 0:00:05 0:00:00 00000 0:56:35 0:14:08 00000 0:00:00 0:18:11 0:09:05
3 5 1 0 7 0 0 0 0 0 0:00:07 0:00:01 0:0000 14746 0:21:33 0:30:24 0:30:24 0:24:51 0:03:33
4 16 2 0 S 0 0 4 0 0 0:00:06 0:00:07 0:0000 3:12:09 0:12:00 00026 0:00:13 15746 0:13:.05
7 0 0 0 2 0 0 0 0 0 0:00:00 0:00:00 0:0000 0:00:00 0:00:00 0:0000 0:00:00 0:05:08 0:02:34
8 0 0 0 3 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:0000 0:00:00 00000 0:00:00 0:03:51 0:01:17
9 0 0 0 7 0 0 0 0 0 0:00:00 0:00:00 0:0000 0:0000 000:00 00000 0:00:00 0:2745 0:03:57
10 0 0 0 7 0 0 0 0 0 0:00:00 0:00:00 0:00:00 00000 0:0000 020000 00000 01532 0:02:13
11 0 3 2 8 0 0 0 0 0 0:0000 0:00:07 0:.00:16 0:0000 0:0000 0:03:22 001:07 0:04:28 0:00:33
13 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 00000 0:00:00 00000 0:00:00
15 16 0 1 4 0 0 0 0 0 0:0006 0:00:00 0:00:17 1:20:34 005:02 0:0000 0:00:00 00249 0:00:42
16 0 2 1 2 0 0 0 0 0 0:0000 0:00:06 0:00:18 0:00:00 0:00:00 00300 00130 00548 0:01:09
17 9 1 0 4 0 0 0 1 0 0:00:06 0:00:07 0:0000 23244 0:16:58 00153 00153 0:11:29 0:02:52
18 12 1 0 10 0 0 0 0 0 0:0006 0:00:08 0:0000 34753 0:1859 00050 00050 04531 0:04:33
21 7 1 0 16 0 0 0 0 0 0:00:08 0:00:13 0:0000 1:53:02 0:16:08 000:10 0:00:10 0:52:15 0:03:15
2 6 1 1 8 0 0 0 0 0 0:0005 0:00:02 0:00:15 1:1851 0:13:08 0:1003 0:10:03 0:5741 0:07:12
23 4 1 0 7 0 0 0 0 0 0:00:08 0:00:09 000:00 1:01:07 0:15:16 0:00:11 0:00:11 2:21:225 0:20:12
24 3 0 1 11 0 0 0 0 0 0:0006 0:00:00 000006 1:00:18 0:20:06 0:0000 0:00:00 0:1542 0:01:25
25 5 2 0 10 0 0 0 1 0 0:0007 0:00:07 0:00:00 2:21:08 0:28:13 0:01:38 00049 0:32:28 003:14
28 8 1 1 29 0 0 0 0 0 0:0005 0:00:05 0:00:17 041225 005:10 00105 00105 1:39:34 0:03:26
29 10 0 1 9 0 0 0 0 0 0:0006 0:00:00 0:00006 1:0048 0:06:04 0:0000 0:00:00 044:54 0:04:59
30 4 0 0 13 0 0 0 0 0 0:00:09 0:00:00 00000 1:00:36 0:15:09 0:00:00 0:00:00 4:13:00 0:19:27
| Total | 200 [ 16 | 8 | 18| o | o | 4 | 2 [ o | 00007 0:00:07 | 0:00:14 | 23:54:56 0:13:10 | 0:53:02 | 0:03:19 | 19:09:22| 0:06:05 |
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Voice Extension and Extension Group Performance by Month

The Extension and Extension Group Performance by Month reports show the call activity of the extension and extension group across 15-, 30-, or 60-

minute intervals for the shift duration and day(s) you specify. (See Figure 94.)

The Extension and Extension Group Performance by Month reports provide the following information:

Report Field

Activity period

ACD calls handled
Non ACD calls handled

Calls abandoned

Calls outbound

Calls transferred to extension

Calls transferred from extension

Conference calls

Inbound account code count

Outbound account code count

Average time to answer ACD call (hh:mm:ss)

Average time to answer Non ACD call
(hh:mm:ss)

Average delay to abandon (hh:mm:ss)

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Description

the interval of the report

the total number of ACD calls answered

the total number of non-ACD calls answered

the total number of calls that clients abandon while the phone is still ringing at the agents’
extensions

the total number of outbound calls

the total number of calls transferred to the agent's position

the total number of calls transferred from the agent's position

The total number of conference call involving the extension

the total number of inbound account codes entered during inbound calls
the total number of outbound calls

the average duration before ACD calls were answered
the average delay before the Non ACD call was answered

the average elapsed time before the call was abandoned

the total duration of ACD calls, from extension pick up to client hang up (including hold time and

transfer/conference time)

the average duration of ACD calls, from extension pick up to client hang up (including hold time and

transfer/conference time)
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Report Field

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)
Outbound handling time (hh:mm:ss)
Average outbound handling time (hh:mm:ss)

Total

Voice reports

Description

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)
the total duration of outbound calls (including hold time and transfer/conference time)
the average duration of outbound calls

the total of each of the columns
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Figure 94 Voice Extension Group Performance by Month

Non ACD Calls Calls Inbound Outbound Average time Average time  Average ACD Average Non ACD Average non Outbound Average
Activity  ACD calls 0‘;5 Calls calls f: red to TrSfered Conference account  account  toanswer  toanswer  delayto  handiing ACD han::)l? ACD handing - outbound
period  handed | %P abandoned outbound "a"ze Ion‘” from calls code  code  ACDcal NonACDcal abandon tme  handling time hh_"‘g""‘a time e ngume o diing time
extension ¢ ension cout  cout (hhmmss) (Bimmss) (hummss) (bmmss) (hhemmss) OHTSS)  ppavegy  (RTMSS) G mis)
May 90 54 13 201 2 0 25 1 0 0:00:07  0:00:08 0:00:11 22:35:23  0:15:.03 4:32:42 0:05:03 9:27:40 0:02:49
| Toml | 90 | 54 | 13 | 200 [ 2 | o | 25 [ 1 | o0 | 0::00:07 | 0:00:08 | 0:00:12 | 22:35:23| 0:15:04 | 432:42 | 0:05:03 | 9:27:40 | 0:02:49 |

284



Voice reports

Voice Extension and Extension Group Performance by Account Code

The Extension and Extension Group Performance by Account Code reports show the voice account code activity of the extension and extension group
for the shift duration and day(s) you specify. (See Figure 95.)

The Extension and Extension Group Performance by Account Code reports provide the following information:

Report Field Description

Account code the account code tagged to the ACD queue
Account code name the name attached to the Account Code
Account codes entered the number of account codes entered

the total duration of ACD calls, from extension pick up to client hang up (including hold time and

ACD handiing time (hh:mm:ss) transfer/conference time)

the average duration of ACD calls, from extension pick up to client hang up (including hold time and

Average ACD handling time (hh:mm:ss) transfer/conference time)

Total the total of each of the columns
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Figure 95 Voice Extension Group Performance by Account Code

Account code

Account code name

Bucount codes entered

ACO handling time

Auerage ACO handling

[hh:mim:ss] time [hhimm:zs]
99 eneral Enquines G5 B:A0:37 0:05:24
10 General Enguines 1 A 4:28:086 00522
1 General Enguines 2 26 32435 00752
9 General Enguiries 3 21 11622 00338
11 Tax Assessment 20 35021 0:11:3
b Taw Azsezsment 1 20 22025 0:07:01
2 Tax Azsessment 2 16 21318 00342
3 Tax bzsezsment 3 11 1:04:55 0:0%:54
i Wieb Services 110 1:23:43 0:02:59
8 “Web Services 1 10 1:02:35 00615
13 “Web Services 2 g 1:48:38 01335
14 Wieb Services 3 7 0:54:07 00744
18 Other 7 0:23:20 0:04:11
12 Other 1 1 03753 0:37:53
15 Other 2 1 0:02:04 0:02:04
108 Other 3 1] 0:21:10 00000
110 Tranz. 1] L2242 0:00:00
Total 273 31:43:01 0:06:58

286



Voice reports

Voice Extension Group Performance by Extension
The Extension Group Performance by Extension report shows the activity of each extension of a specific extension group for the shift duration and

day(s) you specify. (See Figure 96.)

The Extension Group Performance by Extension report provides the following information:

Report Field
Extension number
Extension name

ACD calls handled
Non ACD calls handled

Calls abandoned

Calls outbound

Calls transferred to extension

Calls transferred from extension

Conference calls

Inbound account code count

Outbound account code count

Average time to answer ACD call (hh:mm:ss)

Average time to answer Non ACD call
(hh:mm:ss)

Average delay to abandon (hh:mm:ss)

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Description

the extension number used

the name of the extension

the total number of ACD calls answered

the total number of non-ACD calls answered

the total number of calls that clients abandon while the phone is still ringing at the agents’
extensions

the total number of outbound calls

the total number of calls transferred to the agent's position

the total number of calls transferred from the agent's position

The total number of conference call involving the extension

the total number of inbound account codes entered during inbound calls
the total number of outbound account codes entered during outbound calls

the average duration before ACD calls were answered
the average delay before the Non ACD call was answered

the average elapsed time before the call was abandoned

the total duration of ACD calls, from extension pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from extension pick up to client hang up (including hold time and
transfer/conference time)
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Report Field

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)
Outbound handling time (hh:mm:ss)
Average outbound handling time (hh:mm:ss)

Total

Description

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)
the total duration of outbound calls (including hold time and transfer/conference time)

the average duration of outbound calls

the total of each of the columns
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Figure 96 Voice Extension Group Performance by Extension

Average . HAverage
Calls : Average ime  Average ACD Average non  Outbound Average
Extansion ACDealls MOMACD s calls Calls \ansfered Conference [ocund  Outbound  tmelo ™ delayts  hending D NonACD opndling handing  outbound
on name calls transferred to account account answer " handling handling time : - i
number handled abandoned outbound = from calls NonACD call  abandon time - e time handling time
handled extension o code count code count  ACD call (hhimmss)| (hhrmss), (Bhanmss) time (hh:mm:ss) (bhxmss). (hhemmess) (bhimmcss)
(hh:mm:ss) ’ i : (hh:memiss) . : ’
1419 C Youk 48 4 0 15 0 1 0 1 0 0:00:05 0:00:10 0:00:00 12:1526 0:15:19  0:20:22 0:05:05  2:28:40  0:09:54
1417 ] Osborne 42 5 0 80 0 0 3 0 0 0:00:06 0:00:06 0:00:00 104344 0:15:19  1:41:29 0:20:17  923:55  0:07:02
1296 Cameron,I 5 5 0 8 0 0 0 0 0 0:00:10  0:00:07  0:00:00 0:14:229 0:02:53  0:10:17 0:02:03  1:0349  0:07:58
1244  ChamungwanaA 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00  0:00:00  0:00:00
1377 Ben S 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00  0:00:00  0:00:00
1379 S Muk 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00  0:00:00  0:00:00
1415 P McDowell 0 3 3 15 0 0 0 0 0 0:00:00 0:00:11  0:00:07 0:00:00 0:00:00 0:15:41 0:05:13  1:37:20 0:06:29
l Total | o5 | 17 3 [ 123] o 1 3 | 1 0 | 0:00:06 | 0:00:08 | 0:00:07 |23:13:39] 0:14:40 | 2:27:49 | 0:08:42 | 14:45:20 | 0:07:12
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Voice trunk reports

Trunk reports on individual trunks and trunk groups provide an indication of how busy your trunks are.

The trunk reports are as follows:
e Performance reports
e Trunk and Trunk Group Performance by Period
e Trunk and Trunk Group Performance by Day of the Week
e Trunk Group Performance by Trunk
e Busy Minutes reports
e Trunk Group Busy Minutes
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Voice Trunk and Trunk Group Performance by Period

The Trunk and Trunk Group Performance by Period reports show the call activity of the trunk and trunk group across 15-, 30-, or 60-minute intervals for
the shift duration and day(s) you specify. (See Figure 97.)

The Trunk and Trunk Group Performance by Period reports provide the following information:

Report Field

Activity period

ACD calls handled
Non ACD calls handled

Calls abandoned

Calls outbound
Average speed of answer (hh:mm:ss)

Average delay to abandon (hh:mm:ss)

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)
Total outbound time (hh:mm:ss)

Average outbound time (hh:mm:ss)

Total

Description

the interval of the report

the total number of ACD calls answered

the total number of non-ACD calls answered

the total number of calls that clients abandon while the phone is still ringing at the agents’
extensions

the total number of outbound calls
the average delay before the call was answered (including time in queue and agent ringing time)
the average elapsed time before the call was abandoned

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)
the total duration of outbound calls

he average duration of outbound calls

the total of each of the columns
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Figure 97 Voice Trunk Group Performance by Period

actypwoa ACDHS MonhCD Cde gy worw | mmedn AMdIG Sl Neacomdrg SRR osandtedrg STECCE
(bharmess) (hhamiss) (hhznmiss) (bharmss) (hhmiss)
08:00 16 121 0 90 0:00:30 0:00:00 2:28:36 0:09:17 7:53:56 0:03:55 18:38:11 0:12:25
09:00 42 306 4 278 0:01:32 0:00:10 12:24:37 0:17:43 19:45:08 0:03:52 38:51:31 0:08:23
10:00 78 430 2 313 0:03:52 0:00:15 19:25:51 0:14:56 24:36:38 0:03:26 38:30:47 0:07:22
11:00 76 479 5 276 0:03:20 0:00:08 24:28:52 0:19:19 33:53:18 0:.04:14 37:53:25 0:08:14
12:00 72 352 2 250 0:02:28 0:01:34 21:35:47 0:17:59 15:06:48 0:.02:34 30:50:35 0:07:24
13:00 67 417 3 310 0:02:01 0:00:00 22:29:.07 0:20:08 28:16:27 0:04:04 58:22:02 0:11:17
14:00 77 459 3 332 0:04:55 0:00:01 27:15:15 0:21:14 32:03:29 0:04:11 38:45:29 0:07:00
15:00 60 421 6 277 0:04:31 0:00:15 22:03:10 0:22:03 31:36:26 0:04:30 27:33:10 0:05:58
16:00 67 382 2 273 0:05:50 0:00:10 18:50:54 0:16:52 21:53:24 0:03:26 28:42:05 0:06:18
| Total 555 3367 27 2399 0:03:35 | 0:00:16 | 171:02:09 | 0:18:29 215:05:34 0:03:50 | 318:07:15 | 0:07:57
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Voice Trunk and Trunk Group Performance by Day of the Week

The Trunk and Trunk Group Performance by Day of the Week reports show the call performance of the trunk and trunk group over the days of the week.
When this report is run for more than one week, the data is summed for each day of the week. For example, if the report is run for two weeks, the data
found under Monday is the summed total of the two Mondays and the data found under Tuesday is the summed totals of the two Tuesdays. (See Figure

98.)

The Trunk and Trunk Group Performance by Day of the Week reports provide the following information:

Report Field

Activity period

ACD calls handled
Non ACD calls handled

Calls abandoned

Calls outbound
Average speed of answer (hh:mm:ss)

Average delay to abandon (hh:mm:ss)

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)
Outbound handling time (hh:mm:ss)
Average outbound handling time (hh:mm:ss)

Total

Description

the interval of the report

the total number of ACD calls answered

the total number of non-ACD calls answered

the total number of calls that clients abandon while the phone is still ringing at the agents’
extensions

the total number of outbound calls
the average delay before the call was answered (including time in queue and agent ringing time)
the average elapsed time before the call was abandoned

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)
the total duration of outbound calls

he average duration of outbound calls

the total of each of the columns
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Figure 98 Voice Trunk Group Performance by Day of the Week

Average speed of Average delay to . Average ACD - Average non Outbound Average outbound
ACDcals NonACD Calls Calls ACD handling : Non ACD handling N = 2T

Activity period answer % handling time - ACD handling handling time handling time
handled  calls bandled abandoned  outbound (bh ) (hh ) time (hharmss) (hh ) time (hhammiss) tirre (hh ) (hh ) (hh )
Monday 32 1001 1 656 0:00:17 0:00:00 1:54:10 0:03:34 128:22:42 0:07:42 100:27:11 0:09:11
Tuesday 83 1320 8 990 0:00:27 0:00:04 15:11:55 0:10:59 150:05:37 0:06:49 131:52:48 0:07:59
Wednesday 83 1088 7 782 0:02:58 0:00:07 21:1943 0:15:25 118:33:54 0:06:32 111:19:29 0:08:32
Thursday 66 S07 il 667 0:01:07 0:00:00 13:59:37 0:12:43 98:32:05 0:06:31 162:50:52 0:14:38
Friday 52 S60 8 609 0:01:36 0:00:12 7:50:54 0:09:03 100:21:52 0:06:16 80:57:09 0:07:58
Total 316 5276 p. 3704 0:01:25 0:00:07 60:16:19 0:11:27 595:56:10 0:06:47 587:27:29 0:09:31

294




Voice reports

Voice Trunk Group Performance by Trunk

The Trunk Group Performance by Trunk report shows the activity of each trunk of the selected trunk group. (See Figure 99.)

The Trunk Group Performance by Trunk report provides the following information:

Report Field

Trunk number

Trunk name

ACD calls handled
Non ACD calls handled

Calls abandoned

Calls outbound
Average speed of answer (hh:mm:ss)

Average delay to abandon (hh:mm:ss)

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)
Outbound handling time (hh:mm:ss)
Average outbound handling time (hh:mm:ss)

Total

Description

the number of the trunk

the name of the trunk

the total number of ACD calls answered

the total number of non-ACD calls answered

the total number of calls that clients abandon while the phone is still ringing at the agents’
extensions

the total number of outbound calls
the average delay before the call was answered (including time in queue and agent ringing time)
the average elapsed time before the call was abandoned

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)
the total duration of outbound calls (including hold time and transfer/conference time)
the average duration of outbound calls

the total of each of the columns
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Figure 99 Voice Trunk Group Performance by Trunk

Averagespeed Average delay to Average ACD Non ACD Average non Average outbound|
Tmkpwbe ook Gl o e oo S S LSl e faite Acoredig S S TS gt
8101 Trunk 8101 60 1032 5 4 0:00:28 0:00:01 9:32:.05 0:09:32 122:54:00 0:07:.09 0:03:11 0:00:47
8102 Trunk 8102 49 864 5 9 0:01:12 0:00:02 12:49:55 0:15:43 105:29:34 0:07:20 0:32:04 0:03:33
8103 Trunk 8103 63 848 5 19 0:01:25 0:00:14 8:50:08 0:08:25 76:53:09 0:05:26 3:19:26 0:10:29
8104 Trunk 8104 34 619 3 19 0:01:50 0:00:13 84346 0:15:24 67:31:53 0:06:33 1:37:16 0:05:07
8105 Trunk 8105 42 479 3t 31 0:01:31 0:00:00 8:35:54 0:12:17 55:47:40 0:06:59 2:43:20 0:05:16
8106 Trunk 8106 23 305 2 115 0:01:38 0:00:06 4:21:00 0:11:21 353141 0:06:59 10:03:46 0:05:15
8107 Trunk 8107 9 180 1 212 0:0147 0:00:08 2:48:55 0:18:46 20:08:08 0:06:43 27:50:05 0:07:52
8108 Trunk 8108 3 119 1 299 0:06:41 0:00:01 0:06:08 0:02:03 11:51:22 0:05:59 89:25:44 0:17:56
8109 Trunk 8109 2 47 0 454 0:00:07 0:00:00 0:06:54 0:03:27 12:39:04 0:16:09 50:08:37 0:06:37
8110 Trunk 8110 4 34 0 616 0:04:18 0:00:00 0:14:37 0:03:39 3:59:37 0:07:.03 84:14:33 0:08:12
8111 Trunk 8111 1 11 0 667 0:17:57 0:00:00 0:57:55 0:57:55 2:25:50 0:13:15 101:42:10 0:09:08
8112 Trunk 8112 1 9 0 778 0:02:57 0:00:00 0:00:14 0:00:14 1:35:55 0:10:39 144.23:29 0:11:08
8113 Trunk 8113 7 58 0 40 0:00:30 0:00:00 0:32:41 0:04:40 10:07:18 0:10:28 4:39:52 0:06:59
8114 Trunk 8114 2 38 0 21 0:09:25 0:00:00 1:A47:15 0:38:37 3:50:21 0:06:04 1:59:05 0:05:40
8115 Trunk 8115 2 27 0 10 0:00:45 0:00:00 0:12:08 0:06:04 2:07:22 0:04:43 0:09:25 0:00:56
8116 Trunk 8116 0 12 0 6 0:00:00 0:00:00 0:00:00 0:00:00 11427 0:05:57 0:08:56 0:01:29
8117 Trunk 8117 2 6 0 2 0:02:59 0:00:00 0:02:52 0:01:26 0:32:03 0:05:21 0:05:35 0:02:47
8118 Trunk 8118 0 3 0 3 0:00:00 0:00:00 0:00:00 0:00:00 1:24:31 0:28:10 0:00:51 0:00:17
8119 Trunk 8119 0 1 0 1 0:00:00 0:00:00 0:00:00 0:00:00 0:00:33 0:00:33 0:10:23 0:10:23
| Total 304 | 4692 23 | 3306 | 00128 | 0:00:07 | 59:12:27 | 0:11:41 | 536:00:58 | 0:06:51 | 523:17:48 | 0:09:30 |
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Voice Trunk Group Busy Minutes

The Trunk Group Busy Minute report shows the duration of and when all trunks are simultaneously in use. (See Figure 100.)

The Trunk Group Busy Minute reports provide the following information:

Report Field Description
Activity period the interval of the report
Maximum group members the maximum number of trunks that were programmed in the YourSite database for this trunk group

the maximum number of individual trunks that had at least one call in a connected state during this

Maximum members with traffic - .
activity period

Peak trunks used the maximum number of trunks that were simultaneously busy during this activity period
Busy minutes count the number of minutes that the peak trunks used equal the number of programmed trunks
Total the total of each of the columns
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Figure 100 Voice Trunk Group Busy Minutes

it i Mazimum group Maximun'! Busy minutes
Activity period pat il member.s with  Feak trunks used i
traffic
815 1 1 1 12
8:30 1 1 1 13
8:45 1 1 1 14
3:00 1 1 1 15
315 1 1 1 B
9:30 0 0 1] 1]
345 1 1 1 15
10:00 1 1 1 15
10:15 1 1 1 15
10:30 1 1 1 13
10:45 1 1 1 15
11:00 1 1 1 1
11:15 1 1 1 15
11:30 1 1 1 14
11:45 1 1 1 15
12:00 1 1 1 15
12:15 1 1 1 10
12:30 1 1 1 15
12:45 1 1 1 14
13:00 1 1 1 13
13:15 1 1 1 15
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Voice Forecast reports

Forecast reports use historical telephone system data to predict future traffic volumes, patterns, and agent requirements.

Effective contact center management involves having the right resources in place at the right times to handle an accurately forecasted workload at the
desired level of service. The task of estimating resource requirements is particularly challenging as the number of calls and the total duration of calls
expected for a given time interval are difficult to predict. Finding the right balance between resources and traffic volumes is critical. Forecasting
accurately predicts your resource requirements.

NOTE:
e You can only generate and view Forecast reports using Microsoft Excel 2003, 2007, and 2010.
¢ You cannot export a Forecast report to a Workforce Management application.
¢ If you upgrade from Contact Center Solutions pre-Version 5.5 and you have configured your report schedule to include Forecast reports, the
Forecast reports will be removed from the schedule during the upgrade and you will need to reconfigure your schedule post-upgrade to include
them.

The Forecast reports are as follows:

¢ Queue Forecasting
e Queue Group Forecasting
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Queue Forecasting and Queue Group Forecasting

The Queue Forecasting and Queue Group Forecasting reports predict the number and distribution of voice agents necessary to provide the level of
service you specify for your contact center. (See Figure 101.)

The Queue Forecast and Queue Group Forecast reports provide the following information on individual agents.

Report Field Description

Activity period the interval of the report

Calls offered the total number of calls offered to the queue (answered + long abandoned + interflowed)
Agents required the number of agents required to handle the calls offered

Total the total of each of the columns

300



Figure 101 Queue forecast report

Service Service Level Wrap Up Agent
Level % Time Time Efficiency %
80 00:02:00 00:00:15 100
Monday Tuesday
00:00:00 00:16:53
Calls Offered Agents Required Calls Offered Agents Required
m:'g Historical Current h:z‘:;zj Historical Current Historical Current h;::':; Historical Current
08:00 0 0 0 0 0 1 1 3 2 2
09:00 0 0 0 0 0 3 3 6 3 3
10:00 0 0 0 0 0 2 2 10 2 2
11:00 0 0 0 0 0 8 8 13 5 5
12:00 0 0 0 0 0 5 5 13 3 3
13:00 0 0 0 0 0 8 8 13 5 5
14:00 0 0 0 0 0 5 5 13 3 3
15:00 0 0 0 0 0 4 4 13 3 3
16:00 0 0 0 0 0 6 6 12 4 4
Total 0 0 42 42
Percent 0.00 0.00 100.00 100.00
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Voice DNIS reports

DNIS reports on individual queues or queue groups reflect the service experienced by callers and caller behavior. DNIS reports provide queue statistics
for all calls involving a particular DNIS number. DNIS Group reports provide queue statistics for all calls involving a particular group of DNIS numbers.

The DNIS reports are as follows:
¢ Performance

o DNIS and DNIS Group Performance by Period
DNIS and DNIS Group Performance by Day of the Week
DNIS and DNIS Group Performance by Day of the Month
DNIS and DNIS Group Performance by Month
DNIS and DNIS Group Performance by Queue (You cannot generate this report over midnight.)
DNIS Group Performance by DNIS
DNIS and DNIS Group Performance by Queue
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Voice DNIS and DNIS Group Performance by Period

The DNIS and DNIS Group Performance by Period reports show the DNIS and DNIS group performance for the shift duration and day(s) you specify.
They provide call counts, and report statistics in hours, minutes, and seconds.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 102.)

The DNIS and DNIS Group Performance by Period reports provide the following information:

Report Field
Activity period
ACD calls offered
ACD calls handled

Calls abandoned (short)

Calls abandoned (long)

Calls interflowed
Calls requeued

Answered by ACD group 1

Answered by ACD group 2

Answered by ACD group 3

Answered by ACD group 4

Non ACD calls handled

Average speed of answer (hh:mm:ss)
Average delay to abandon (hh:mm:ss)

Average delay to interflow (hh:mm:ss)

Description

the interval of the report

the total number of calls offered to the ACD queue (handled + long abandoned + interflowed)
the total number of ACD calls answered

the total number of calls abandoned before the Short Abandon time (the Short Abandon time default
is 6 seconds)

the total number of calls abandoned after the Short Abandon time
the total number of calls interflowed

the total number of requeues at the agent's position - if an agent fails to answer a call, the system
places the call back in the same queue

the total number of ACD calls answered by the first answer point

the total number of ACD calls answered by the second answer point

the total number of ACD calls answered by the third answer point

the total number of ACD calls answered by the fourth answer point

the total number of non-ACD calls answered

the average delay before the call was answered (including time in queue and agent ringing time)
the average elapsed time before the call was abandoned

the average elapsed time before the call was interflowed
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Report Field

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)
Service level %

Answer %

Total

Description

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)
the percentage of calls answered within the specified service level time

the percentage of offered calls answered

the total of each of the columns
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Figure 102 Voice DNIS Group Performance by Period

ACD  ACD  Cals Cals At Kroknt At Ateeed Hamcs, Nese  Wews Al aopl SERRC Lo NERR
AdVIty s clls  abendoned abendoned S QIS S aen byACD  byACD  byACD  cals Pdof  ddayb ddaybo  tendig g padingime hending oV Arsnee]
Perlod  ffeed handled  (shot)  (long) Morowed raeed 01 gup2  gup3  gowd  handed iyl m) (m) (m‘:r":m) tme  (thnmss) e oo %

) (hh:rrrmiss) (hhxmrmiss)
08:00 3 3 0 0 0 0 3 0 0 0 22 0:00:06 0:00:00 0:00:00 0:33:18 0:11:06 2:2549 0:06:38 100.0 100.0
09:00 11 0 1 1 2 9 0 0 0 95 0:00:07 0:03:14 0:03:00 3:11:23 0:21:15 7:13:29 0:04:34 81.8 818
10:00 35 24 1 7 4 0 24 0 0 0 103 0:03:30 0:03:35 0:12:36 643:09 0:1647 10:50:52 0:06:19 40.0 686
11:00 30 22 0 4 4 1 21 0 1 0 137 0:03:27 0:01:37 00754 5:11:56 0:14:10 22:38:20 0:09:55 56.7 73.3
12:00 22 20 0 1 1 2 20 0 0 0 94 0:01:42 0:00:24 0:30:02 7:0046 0:21:02 5:03:14 0:.03:14 68.2 909
13:00 31 23 0 3 5 1 23 0 0 0 107 0:01:57 0:0344 0:12:16 8:28:26 0:22:06 11:27:28 0:06:25 38.7 74.2
14:00 27 22 0 1 4 0 22 0 0 0 119 0:04:29 0:19:43 00145 7:16:28 0:19:50 13:17:25 0:06:42 40.7 815
15:00 24 18 0 3 3 1 18 0 0 0 112 00250 00744 0:04:32 7:3557 0:25:19 152021 00813 500 750
16:00 28 19 1 5 4 0 19 0 0 0 94 0:06:30 0:05:11 0:08:39 4:50:32 0:15:17 9:0100 00545 393 679
| Toal [ 211|160 | 2 | 25 | 26 | 7 | 19 | o0 | 1 0 | 883 | 0:03:13| 0:04:37| 0:08:55| 50:51:55( 0:19:04| 1:17:58 | 0:06:37| 49.3 | 75.8|
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Voice DNIS and DNIS Group Performance by Day of the Week

The DNIS and DNIS Group Performance by Day of the Week reports show the DNIS and DNIS group call performance over the days of the week.
When this report is run for more than one week, the data is summed for each day of the week. For example, if the report is run for two weeks, the data
found under Monday is the summed total of the two Mondays and the data found under Tuesday is the summed totals of the two Tuesdays.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 103.)

The DNIS and DNIS Group Performance by Day of the Week reports provide the following information:

Report Field
Activity period
ACD calls offered
ACD calls handled

Calls abandoned (short)

Calls abandoned (long)

Calls interflowed
Calls requeued

Answered by ACD group 1
Answered by ACD group 2
Answered by ACD group 3
Answered by ACD group 4
Average speed of answer (hh:mm:ss)
Average delay to abandon (hh:mm:ss)
Average delay to interflow (hh:mm:ss)

ACD handling time (hh:mm:ss)

Description

the interval of the report

the total number of calls offered to the ACD queue (handled + long abandoned + interflowed)
the total number of ACD calls answered

the total number of calls abandoned before the Short Abandon time (the Short Abandon time default
is 6 seconds)

the total number of calls abandoned after the Short Abandon time
the total number of calls interflowed

the total number of requeues at the agent's position - if an agent fails to answer a call, the system
places the call back in the same queue

the total number of ACD calls answered by the first answer point

the total number of ACD calls answered by the second answer point

the total number of ACD calls answered by the third answer point

the total number of ACD calls answered by the fourth answer point

the average delay before the call was answered (including time in queue and agent ringing time)
the average elapsed time before the call was abandoned

the average elapsed time before the call was interflowed

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
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Report Field

Average ACD handling time (hh:mm:ss)

Service level %
Answer %

Total

Voice reports

Description
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the percentage of calls answered within the specified service level time
the percentage of offered calls answered

the total of each of the columns

307



Mitel Contact Center Solutions Reports Guide

Figure 103 Voice DNIS Group Performance by Day of the Week

Average
Average Average Average

ACD Calls Cadls ACD ACD
ACD calls Calls Calls Amsweredby Armsweredby Arsweredby Arsweredby  speedof delay to delay to : Service Answer]
Activity period  calls handled w a:?ltb.;ed interflowed requeved ACD group 1 ACD group2 ACD group 3 ACD goup4 answer abandon  interflow I‘?‘l‘:mgtlnj'e ?‘E::Lrg leved % %

ke (hhammss)  (bhrmss)  (bhammss) )
Monday 261 239 1 11 11 11 232 3 4 0 0:0045 001:24 00541 43:54:54 0:11:01 785 91.6
Tuesday 266 216 0 26 24 6 195 12 9 0 0:01:37 0:03:00 0:02:46 64:41:01 0:17:58 62.8 81.2
Wednesday 257 221 1 17 19 8 200 18 3 0 0:00:56 0:03:00 0:03:06 43:52:53 0:11:54 73.5 86.0
Thursday 334 275 2 30 29 5 258 8 9 0 0:01:25 0:03:31 0:02:23 52:40:33 0:11:29 61.4 82.3
Friday 260 212 1 14 34 3 204 3 5 0 0:01:02 0:02:35 0:02:53 44:46:17 0:12:40 654 81.5
[ Total |[1378| 1163| 5 [ 98 117 | 33 | 1089 a4 30 0 0:01:10 | 0:02:56 | 0:03:03 | 249:55:38] 0:12:54| 67.9 | 84.4]
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Voice DNIS and DNIS Group Performance by Day of the Month
The DNIS and DNIS Group Performance by Day of the Month reports show the DNIS and DNIS group call performance for the days of one month.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 104.)

The DNIS and DNIS Group Performance by Day of the Month reports provide the following information:

Report Field
Activity period
ACD calls offered
ACD calls handled

Calls abandoned (short)

Calls abandoned (long)

Calls interflowed
Calls requeued

Answered by ACD group 1
Answered by ACD group 2
Answered by ACD group 3
Answered by ACD group 4
Average speed of answer (hh:mm:ss)
Average delay to abandon (hh:mm:ss)

Average delay to interflow (hh:mm:ss)

ACD handling time (hh:mm:ss)

Description

the interval of the report

the total number of calls offered to the ACD queue (handled + long abandoned + interflowed)
the total number of ACD calls answered

the total number of calls abandoned before the Short Abandon time (the Short Abandon time default
is 6 seconds)

the total number of calls abandoned after the Short Abandon time
the total number of calls interflowed

the total number of requeues at the agent's position - if an agent fails to answer a call, the system
places the call back in the same queue

the total number of ACD calls answered by the first answer point

the total number of ACD calls answered by the second answer point

the total number of ACD calls answered by the third answer point

the total number of ACD calls answered by the fourth answer point

the average delay before the call was answered (including time in queue and agent ringing time)
the average elapsed time before the call was abandoned

the average elapsed time before the call was interflowed

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)
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Report Field
Average ACD handling time (hh:mm:ss)

Service level %
Answer %

Total

Description

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the percentage of calls answered within the specified service level time
the percentage of offered calls answered

the total of each of the columns
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Figure 104 Voice DNIS Group Performance by Day of the Month

Voice reports

Auerage

Retny| | R A EME L BME Calls Answerdby Answeredby Answsredby Answered by ::::ﬁ Rt ?ﬁf h:'iinm h;ﬁﬂg Seruice Answer

period | o handled (short] fiang) ireiflowed requeusd  ACOgioup)| ACDgroup2 ACDgroupd ACD group# [hms] T “:::Il-ln:s] Em:nmn:ssl Iirno. lewelss =
[hbismm:zs]

1 i 0 0 0 0 i o i 0 o 00000 000:00 00000 00000 (0000 1000 OO
2 2 2 0 0 0 ] 2 i 0 o 00007 00000 00000 0001 00005 1000 1000
3 ] 0 0 0 0 0 i i 0 i 00000 000:00 00000 00000 C:0000 1000 00
4 i 0 0 0 0 1] 0 i 0 i 00000 00000 00000 00000 00000 1000 00
5 i 0 0 0 o i 0 i 0 o 00000 00000 00000 00000 00000 1000 00
b 0 0 0 0 0 1] 0 8] 8] 0 00000 00000 00000 Q0000 QOO0 1000 OO0
T 0 0 0 1] 0 i] 1] 0 0 0 00000 00000  GOcko0  G0C00 0000 1000 00
L] ] 1] 0 1] 0 1] 1] 0 1] 0 Q0000 0Ok00 00600 CO000  GOk0D 1000 Q0
9 ] 0 i ] 0 ] ] 0 0 0 0:00:00 00000  0:0ck00 Q0000 0000 000 oo
10 ] 0 0 1] 0 1] 1] 0 0 0 0:00:00 00000 0:0k00 00000 00000 1000 00
1" 0 i i i 0 ] 1] o 0 o 000:00 00000 00000 00000 00000 1000 00
12 ] 0 0 0 o 0 0 0 0 i 000:00 00000 00000 00000 00000 1000 00
13 0 0 0 0 i 0 i i i o 00000 00000 00000 00000 00000 1000 00
14 0 i 0 0 0 0 0 o i i 00000 00000 00000 00000 00000 1000 00
15 0 0 0 0 0 0 i 0 0 i 00000 00000 00000 00000 00000 1000 00
16 0 0 0 0 0 0 i 0 0 0 00000 00000 00000 00000 00000 1000 00
17 i 0 0 ] 0 i 0 0 o 0 000:00 000:00 00000 00000 00000 1000 00
18 ] 0 0 0 i 0 i i 0 o 00000 000:00 00000 00000 CO000 1000 0O
19 i 0 0 0 0 i i 0 i o 00000 000:00 00000 00000 C:0000 1000 00
20 i 0 0 0 0 i i 0 0 i 00000 00000 00000 00000 00000 1000 0O
21 i 0 0 0 o 0 0 i 0 0 00000 00K00 00000 00000 00000 1000 OO0
22 0 ] 0 0 o i i i i o 00000 00000 00G00 00000 00000 1000 00
23 ] 0 0 1] 0 1] 1] 0 0 1] 00000 00000 0:0C00 00000 00000 1000 OO0
24 1 0 1] 1] 0 1] 1] 0 0 0 00000 00000 G000 O0000 0000 1000 00
25 ] 0 0 1] 0 1 0 0 0 1} 0000 oO%k00 0000 OO000  Gofk0o 1000 Qo
26 0 i} 0 1] 0 1] ] 0 0 K} 00000 0o000 0000 00000 00000 1000 oo
27 0 i] 0 0 0 ] ] i 0 i 00000 000:00 00000 00000 00000 1000 00
28 ] i i i 0 1] 0 0 0 0 00000 000:00 00000 00000 00000 1000 00
29 i ] 0 0 i i i i 0 o 000:00 00000 00000 00000 00000 1000 00
30 0 i 0 0 0 i i o o i 00000 00000 00000 00000 00000 1000 00
3 ] i 0 0 0 1] ] 0 0 i 00000 00000 00000 00000 00000 1000 00

[ Total | 2 | 2 | o o 0 0 2 0 0 0 | 0:00:07 | 0:00:00 | 0:00-00| 6:00-11 | 0:00:05 | 100.0] 100.0]
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Voice DNIS and DNIS Group Performance by Month
The DNIS and DNIS Group Performance by Month reports show the DNIS and DNIS group call performance for the month.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 105.)

The DNIS and DNIS Group Performance by Month reports provide the following information:

Report Field
Activity period
ACD calls offered
ACD calls handled

Calls abandoned (short)

Calls abandoned (long)

Calls interflowed
Calls requeued

Answered by ACD group 1
Answered by ACD group 2
Answered by ACD group 3
Answered by ACD group 4
Average speed of answer (hh:mm:ss)
Average delay to abandon (hh:mm:ss)

Average delay to interflow (hh:mm:ss)

ACD handling time (hh:mm:ss)

Description

the interval of the report

the total number of calls offered to the ACD queue (handled + long abandoned + interflowed)
the total number of ACD calls answered

the total number of calls abandoned before the Short Abandon time (the Short Abandon time default
is 6 seconds)

the total number of calls abandoned after the Short Abandon time
the total number of calls interflowed

the total number of requeues at the agent's position - if an agent fails to answer a call, the system
places the call back in the same queue

the total number of ACD calls answered by the first answer point

the total number of ACD calls answered by the second answer point

the total number of ACD calls answered by the third answer point

the total number of ACD calls answered by the fourth answer point

the average delay before the call was answered (including time in queue and agent ringing time)
the average elapsed time before the call was abandoned

the average elapsed time before the call was interflowed

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)
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Report Field
Average ACD handling time (hh:mm:ss)

Service level %
Answer %

Total

Voice reports

Description

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the percentage of calls answered within the specified service level time
the percentage of offered calls answered

the total of each of the columns
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Figure 105 Voice DNIS Group Performance by Month

Average
ACD Calls calls R ACD ACD :
Activity alls ACD cdls S G Calls Calls Arsweredby Arsweredby Arnsweredby Arsweredby  speedof delay to delay to T S ey Service Answer]
period uc handled (short) (long) interflowed requeued ACD group 1 ACD group 2 ACD group 3 ACD group 4 answer abandon interflow (hh ) — level 9% %
ffered ng (hhxrmiss)  (hhimmiss)  (hhimmiss) (hharmss)
Jun 1239 1009 9 125 105 59 887 108 15 0 0:01:58 0:04:55 0:06:28 350:45:07 0:20:51 57.7 814
Total | 1239| 1009 | 9 | 125 [ 105 | 59 | 887 108 15 0 [ 0:01:58 | 0:04:55 | 0:06:29 | 350:45:07| 0:20:51| 57.7 | 814
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Voice DNIS and DNIS Group Performance by Queue
The DNIS and Group DNIS Performance by Queue reports show the DNIS and DNIS group performance for the queue you specify.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 106.)

The DNIS and DNIS Group Performance by Queue reports provide the following information:

Report Field
ACD queue

ACD queue name
ACD calls offered
ACD calls handled

Calls abandoned (short)

Calls abandoned (long)

Calls interflowed
Calls requeued

Average speed of answer (hh:mm:ss)
Maximum speed of answer (hh:mm:ss)
Average delay to abandon (hh:mm:ss)
Maximum delay to abandon (hh:mm:ss)
Average delay to interflow (hh:mm:ss)

Maximum delay to interflow (hh:mm:ss)

ACD handling time (hh:mm:ss)

Description

the queue number to which the DNIS number is associated

the queues to which the DNIS directed the call

the total number of calls offered to the ACD queue (handled + long abandoned + interflowed)
the total number of ACD calls answered

the total number of calls abandoned before the Short Abandon time (the Short Abandon time default
is 6 seconds)

the total number of calls abandoned after the Short Abandon time
the total number of calls interflowed

the total number of requeues at the agent's position - if an agent fails to answer a call, the system
places the call back in the same queue

the average delay before the call was answered (including time in queue and agent ringing time)
the maximum delay before the call was answered

the average elapsed time before the call was abandoned

the maximum delay before the call was abandoned

the average elapsed time before the call was interflowed

the maximum delay before the call was interflowed

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)
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Report Field
Average ACD handling time (hh:mm:ss)

Service level %
Answer %

Total

Description

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the percentage of calls answered within the specified service level time
the percentage of offered calls answered

the total of each of the columns
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Figure 106 Voice DNIS Group Performance by Queue

Voice reports

: - - Average
roqme  ADqmm DA s Gl e i pemn o smb Gy wn  yn AOI AD o
offered P (=ioed) (long) interflowed  requeued answer answer abandon gbandon  interflow  interflow i) tire level % 9%
(hhrmmss)  (bhirmiss)  (bhimmiss)  (bhammiss)  (bhavmiss)  (Bharmiss) )
P280 CcCM 900 806 4 69 25 0 0:02:11 0:28:11 0:04:25 0:21:54 0:07:25 0:22:07 257:09:59 0:19:08 584 89.6
P192 Dial 0's 397 333 3 21 43 1 0:00:06 0:11:20 0:01:50 0:09:33 0:00:39 0:03:00 3:5543 0:0042 819 83.9
P290 Sales 242 171 0 22 49 31 0:00:20 0:09:27 0:02:28 0:12:48 0:02:47 0:03:01 17:21:20 0:06:05 616 70.7
P282 CA 112 98 0 8 6 0 0:02:18 0:17:38 0:04:54 0:12:45 0:11:06 0:17:41 41:56:28 0:2540 545 87.5
P286 n 89 78 1 8 3 0 0:01:01 0:09:05 0:01:37 0:02:46 0:02:43 0:05:29 29:58:46 0:23.03 64.0 87.6
P284 MCC 44 36 0 4 24 0 0:02:06 0:21:33 0:01:17 0:02:09 0:10:52 0:25:58 17:49:32 0:2942 59.1 81.8
P293 registration 34 33 0 1 0 0 0:00:07 0:02:35 0:03:21 0:03:21 0:00:00 0:00:00 2:19:21 0:04:13 S4.1 97.1
P197 Renewals 24 24 0 0 0 0 0:00:05 0:01:15 0:00:00 0:00:00 0:00:00 0:00:00 048:05 0:02:00 958 100.0
P316 Atanta Queue 2 16 12 0 2 2 1 0:00:12 0:00:47 0:00:20 0:00:24 0:00:34 0:00:36 0:10:38 0:00:553 68.8 75.0
P294 Training 10 8 0 0 2 0 0:00:25 0:00:55 0:00:00 0:00:00 0:00:45 0:0046 0:07:25 0:0055 20.0 80.0
P283 CCs 9 7 4 1 1 0 0:02:04 0:07:05 0:00:55 0:00:55 0:01:10 0:01:10 142:556 0:1442 556 77.8
P317 MJ Test Path 17 7 0 5 5 0 0:00:09 0:00:15 0:00:25 0:01:20 0:00:16 0:00:31 0:05:19 0:0045 S4.1 41.2
P289 CS Highpriority 5 3 0 0 2 0 0:01:16 0:03:29 0:00:00 0:00:00 0:05:00 0:05:01 0:22:01 0:07:20 40.0 60.0
P295 Order lhquiries 2 2 0 0 0 0 0:00:01 0:00:02 0:00:00 0:00:00 0:00:00 0:00:00 0:00:22 0:00:11 100.0 100.0
P323 test path 323 1 1 1 0 0 0 0:00:02 0:00:02 0:00:00 0:00:00 0:00:00 0:00:00 0:00:32 0:00:32 100.0 100.0
P605 Sales Highpriority 4 0 0 0 4 0 0:00:00 0:00:00 0:00:00 0:00:00 0:01:00 0:01:01 0:00:00 0:00:00 0.0 0.0
P322 test p322 4 0 0 2 2 0 0:00:00 0:00:00 0:00:25 0:00:26 0:00:30 0:00:30 0:00:00 0:00:00 0.0 0.0
P285 6160 V2 1 0 0 1 0 0 0:00:00 0:00:00 0:06:00 0:06:00 0:00:00 0:00:00 0:00:00 0:00:00 0.0 0.0
| Total [ 1911 1619 13 | 144 | 148 | 33 | 0:01:24 | 0:28:11 | 0:03:16 | 0:21:54 | 0:03:19 | 0:25:58 373:48:27| 0:13:51| €4.8 | 847 |
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Voice DNIS Group Performance by DNIS
The DNIS Group Performance by DNIS reports show each DNIS for the DNIS group you specify.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 107.)

The DNIS Group Performance by DNIS reports provide the following information:

Report Field
DNIS number
DNIS name

ACD calls offered
ACD calls handled

Calls abandoned (short)

Calls abandoned (long)

Calls interflowed

Answered by ACD group 1

Answered by ACD group 2

Answered by ACD group 3

Answered by ACD group 4

Non ACD calls handled

Average speed of answer (hh:mm:ss)
Average delay to abandon (hh:mm:ss)

Average delay to interflow (hh:mm:ss)

ACD handling time (hh:mm:ss)

Description

the number the caller dialed

the DNIS name as programmed in the YourSite database

the total number of calls offered to the ACD queue (handled + long abandoned + interflowed)

the total number of ACD calls answered

the total number of calls abandoned before the Short Abandon time (the Short Abandon time default

is 6 seconds)

the total number of calls abandoned after the Short Abandon time

the total number of calls interflowed

the total number of ACD calls answered by the first answer point

the total number of ACD calls answered by the second answer point

the total number of ACD calls answered by the third answer point

the total number of ACD calls answered by the fourth answer point

the total number of non-ACD calls answered

the average delay before the call was answered (including time in queue and agent ringing time)
the average elapsed time before the call was abandoned

the average elapsed time before the call was interflowed

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)
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Report Field
Average ACD handling time (hh:mm:ss)

Non ACD handling time (hh:mm:ss)
Average non ACD handling time (hh:mm:ss)
Service level %

Answer %

Total

Voice reports

Description

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the total duration of non-ACD calls (including hold time and transfer/conference time)
the average duration of non-ACD calls (including hold time and transfer/conference time)
the percentage of calls answered within the specified service level time

the percentage of offered calls answered

the total of each of the columns
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Figure 107 Voice DNIS Group Performance by DNIS

Average Average
cals cdls Gliera e LMD gy AcD NONACD i ACD
DNIS nu DONIS name ACD cdls ACD cdls | Cdls Cdls Arsweredby Arsweredby Arsweredby Arsweredby NonACD speed of dday to ddayto hendlingtime  hendling ing hendling Savice Answerl
offered  handled (shert) (long) Interflowed requeved ACD group1 ACD group 2 ACD group 3 ACD group 4 callshendled  answer sbandon  Interflow (hh: ) T time e levd % %
(hhemmess)  (hhemess)  (hhanness) (i ) (hhzmmess) h )
7777 PFDNIS 537 394 8 68 75 18 383 0 12 0 1636 0:03:33 0:04:39 0:06:46 127:10:37 0:19:22 11:14:29 0:0542 402 734
| Total [ 537 304 8 [ e [ 75 [ 18 [ 383 | o [ 12 | o [ 1636 [ 0:03:34 ] 0:04:39 ] 0:06:47[127:10:37] 0:19:22[11:14:29] 0:05:42[ 40.2 | 73.4]
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Voice DNIS and DNIS Group Performance by Queue

The DNIS and DNIS Group Performance by Queue reports compare call activity performance across DNIS and DNIS groups for the shift duration and
day(s) you specify. They report the call statistics in hours, minutes, and seconds, and provide call counts across queues. (See Figure 108.)

The DNIS and DNIS Group Performance by Queue reports provide the following information:

Report Field
ACD queue

ACD queue name
ACD calls offered
ACD calls handled

Calls abandoned (short)

Calls abandoned (long)

Calls interflowed
Calls requeued

Average speed of answer (hh:mm:ss)
Maximum speed of answer (hh:mm:ss)
Average delay to abandon (hh:mm:ss)
Maximum delay to abandon (hh:mm:ss)
Average delay to interflow (hh:mm:ss)

Maximum delay to interflow (hh:mm:ss)

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Description

the ACD queue for which the agent answered

the name of the ACD queue for which the agent answered calls

the total number of calls offered to the ACD queue (handled + long abandoned + interflowed)
the total number of ACD calls answered

the total number of calls abandoned before the Short Abandon time (the Short Abandon time default
is 6 seconds)

the total number of calls abandoned after the Short Abandon time
the total number of calls interflowed

the total number of requeues at the agent's position - if an agent fails to answer a call, the system
places the call back in the same queue

the average delay before the call was answered (including time in queue and agent ringing time)
the maximum delay before the call was answered

the average elapsed time before the call was abandoned

the maximum delay before the call was abandoned

the average elapsed time before the call was interflowed

the maximum delay before the call was interflowed

the total duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and
transfer/conference time)
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Report Field

Service level %
Answer %

Total

Description

the percentage of calls answered within the specified service level time
the percentage of offered calls answered

the total of each of the columns
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Figure 108 Voice DNIS Group Performance by Queue

Average  Maxinum  Average  Maximum  Average  Maximum g Averaoe

SR I () Ry B L) L b i i mn=E sl Chanies L e

(hhrmss)
P280 ccM 900 806 4 69 25 0 00211 028:11 0:04:25 021:54 0:07:25 022:07 257:09:59 0:19:08 584 89.6
P192 Dial 0's 397 333 3 21 43 1 00006 0:1120 001:50 0:09:33 0:00:39 0:03:00 3:55:43 0:0042 81.9 839
P290 Sales 242 171 0 22 49 31 000:20 00927 00228 0:12:48 0:02:47 00301 17:21:220 00605 61.6 70.7
P282 CA 112 98 0 8 6 0 002:18 0:17:38 0:04:54 0:12:49 0:11:06 0:17:41 41:56:28 0:2540 54.5 87.5
P286 R 89 78 1 8 3 0  001:01 00905 0:01:37 002:46 0:02:43 00529 20:58:46 0:23:03 64.0 87.6
P284 McC 44 36 0 4 4 0 00206 021:33 001:17 00209 0:10:52 02558 1749:32 02942 59.1 81.8
P2%3 registration 34 33 0 1 0 0 00007 002:35 00321 003:221 00000 00000 2:19:221 004:13 941 97.1
P197 Renewals 4 24 0 0 0 0 00005 001:15 0:00:00 0:00:00 0:0000 0:00:00 048:05 0:02:00 958 100.0
P316  AtantaQueue2 16 12 0 2 2 1 000:12 00047 000:20 0:0024 0:00:34 0:00:36 0:10:38 0:00:53 688 750
P294 Training 10 8 0 0 2 0 00025 00055 0:00:00 0:00:00 0:0045 00046 007:25 000:55 20.0 80.0
P2s3 ccs 9 7 4 1 1 0 00204 00705 0:00:55 0:00:55 0:01:10 001:10 142:56 0:14:42 556 77.8
P317 MJ Test Path 17 7 0 5 5 0 00009 000:15 0:00:25 001:20 0:00:16 0:00:31 005:19 00045 94.1 41.2
P289  CSHighpriority 5 3 0 0 2 0  001:16 00329 0:00:00 0:00:00 00500 00501 022:01 007:20 40.0 60.0
P295  Orderhquiries 2 2 0 0 0 0 00001 00002 0:00:00 0:00:00 0:0000 0:00:00 000:22 0:00:11 100.0 100.0
P33 test path 323 1 1 1 0 0 0 00002 00002 0:00:00 0:00:00 0:0000 0:00:00 000:32 0:00:32 100.0 100.0
P605  Sales Highpriority 4 0 0 0 4 0  0:00:00 0:00:00 0:00:00 0:00:00 0:01:00 0:01:01 0:00:00 0:00:00 0.0 0.0
P32 test p322 4 0 0 2 2 0 00000 00000 0:00:25 0:00:26 0:00:30 0:00:30 0:00:00 0:00:00 0.0 0.0
P285 6160 V2 1 0 0 1 0 0 00000 00000 0:06:00 0:06:00 0:00:00 0:00:00 0:00:00 0:00:00 0.0 0.0
| Total [1911 | 1619 13 | 144 | 148 | 3B | 0:01:24 [ 0:28:11 | 0:03:16 | 0:21:54 | 0:03:19 | 0:25:58|373:48:27| :13:51| 64.8 | 847 |
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Email reports

NOTE: Contact centers running Multimedia Contact Center Business Edition are only able to run reports on the media types for which they are
licensed.

Email reports provide email statistics on agents, agent groups, queues, and queue groups. You can create on-demand and scheduled reports. You can
optionally configure email queues to handle SMS media.

SMS reports are handled as email reports in Version 6.0. To differentiate SMS contacts from email contacts in reports, we recommend you configure a
queue to handle SMS contacts and run email reports on that queue only.

NOTE:
o Any email statistics in reports run on SMS only queues pertain to SMS contacts
« Any email statistics in Agent reports pertain to SMS contacts if the agent(s) are handling SMS contacts

Email reports include
o Agent reports
¢ Queue reports

NOTE: You can optionally configure multimedia reports to exclude Junk Mail from the completed email/SMS statistics. For more information, see the
Contact Center Solutions User Guide.
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Email agent reports

Agent and Agent group reports provide statistics based on agents and agent group activity, and include
« Agent Performance reports
o Agent and Agent Group Performance by Account Code
¢ Agent and Agent Group Performance by Make Busy Code
¢ Agent Group Performance by Agent

e ACD event reports

ACD event reports derive their data from the ACD real-time event stream. All other reports derive their data from the SMDR stream.
¢ Agent and Agent Group Event by Period (hh:mm:ss) (You cannot generate this report over midnight.)
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Email Agent and Agent Group Performance by Account Code

The Email Agent and Agent Group Performance by Account Code reports show the Account Codes entered by the email/SMS agent and the
email/SMS agent group. (See Figure 109.)

The Email Agent and Agent Group Performance by Account Code reports provide the following information:

Report Field Description

Account Code the account code tagged to the ACD queue
Account Code name the name attached to the Account Code
Account Codes entered the number of account codes entered

the total duration of ACD calls, from agent pick up to client hang up (including hold time and

ACD handiing time (hh:mm:ss) transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and

Average ACD handling time (hh:mm:ss) transfer/conference time)

Total the total of each of the columns
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Figure 109 Email Agent Performance by Account Code

Account code Aceount code name Account codes entered Aﬂ?h:?;f:;i;ime FNg P'EE;?_:EISQ i

3 Cuztomer Service 3 0:00:51 0007
Fi Account Code 7 2 0:00:11 0:00:05
10 Account Code 10 1 0:00:21 0:00:21
12 SALES CALL 1 00010 00010
21 TECHMHICAL SUPPORT 1 0:00:06 0:00:06
b Account Code B 1 0:00:05 0:00:05
8 Accoynt Code 8 1 0:00:06 0:00:06

Total 10 0:01:50 0:00:11

327



Mitel Contact Center Solutions Reports Guide

Email Agent and Agent Group Performance by Make Busy Code

The Email Agent and Agent Group Performance by Make Busy Code reports show the frequency and duration the email/SMS agent and email/SMS
agent group is in Make Busy. (See Figure 110.)

The Email Agent and Agent Group Performance by Make Busy Code reports provide the following information:

Report Field Description
Make busy code the make busy code tagged to the ACD queue

the name of the make busy code (If the Make Busy Code 01 means the morning break, the name of

Make busy reason code name the make busy code could be Morning Break.)
Make busy count the total number of email/SMS make busy codes

the total duration the agent spent in the voice Make Busy state, controlled by the agent or the

Total make busy time (hh:mm:ss) supervisor

the average duration the agent spent in the voice Make Busy state, controlled by the agent or the

Average make busy time (hh:mm:ss) Y

Total the total of each of the columns
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Figure 110 Email Agent Performance by Make Busy Code

Make busy code

Make busy reason code

Mlake busy count

Total make busy time

Auerage make busy time

name [hh:mim:s=] [hk:mm:s=]
[ B athroom 2 11229 00614
0 Mo kake Busy Code 1 0:00:00 0:00:00
1 Break 1 1 02330 02330
3 b eeting 1 42 0142
4 Adrnin i :04:55 :04:55
¥ E mailz 1 1:00:11 1:00:11
g (ther 1 00330 00330

Total 8 | 0:52:17 | 0:06:32
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Email Agent Group Performance by Agent

The Email Agent Group Performance by Agent report shows the workload distribution across the agents in an agent group for the shift duration and
day(s) you specify. It reports the email/SMS statistics in hours, minutes, and seconds, and provides email/SMS counts across agents. (See Figure

111.)

The Email Agent Group Performance by Agent Report provides the following information for individual agents in the group.

Report Field
Agent ID

Agent name
ACD emails opened

ACD emails completed

Emails requeued

Junk mail
No reply needed
Account codes

Total shift time (hh:mm:ss)

ACD email handling time (hh:mm:ss)

ACD email hold time (hh:mm:ss)

ACD email completed time (hh:mm:ss)

Description
the agent ID entered by the agent
the name associated with the above agent ID in YourSite

the total number of emails/SMS opened for the period (and then replied to, transferred, forwarded, or
put on hold) - these emails/SMS may not have been completed during the reporting period

the total number of emails/SMS answered

the total number of requeues at the agent's position - if an agent fails to answer an email/SMS, the
system places the email/SMS back in the same queue and it is answered by the first available
agent

the total number of emails/SMS that were tagged as junk mail and removed from the queue

the total number of emails/SMS that did not require a reply - these are included in the opened and
completed statistics

the total number of account codes entered by the agent

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make
busy)

the total duration of emails/SMS, from when the email/SMS is opened until it is completed
(excluding hold time)

the total duration of emails/SMS, from when the email/SMS is opened until it is completed
(including hold time)

the total duration of emails/SMS, from when the email/SMS is opened until it is replied to (including
hold time)
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Report Field Description
Average ACD email completed time (hh:mm:ss) the average duration of emails/SMS (including hold time)

the percentage of shift time representing ACD activity through the ACD completed statistic - since
Percent of shift emails/SMS can be open or on hold for longer than an agent’s shift boundary, this percentage can
exceed 100%

the total duration the agent spent in the email/SMS make busy state, controlled by the agent or the

Total make busy time (hh:mm:ss) .
supervisor
Percent of shift the percentage of shift time representing email/SMS make busy activity

the total duration the agent spent in the email/SMS system make busy state, controlled by the
Total system make busy time (hh:mm:ss) Multimedia Contact Center system, so that the agent could answer a request of another media type
- this type of make busy can not be set by an agent or supervisor

Percent of shift the percentage of shift time representing email/SMS system make busy activity

Total the total of each of the columns
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Figure 111 Email Agent Group Performance by Agent

: 1 3 z ACD el ACD amail ACD amail Average ACD Total make Tokal system
ACD emrails  ACD emails Errails No reply Account  Total shifttime < Percent of Percentof Percent of
Agent ID Agent j end o " Jurk el e e H ) ha:'dhrgﬁnt ﬂltlsld nrrz. m'nﬂuuﬂ nr:re ?mlf?frplax.l shift h.a.aynrr! shift rrake busy ime shift
) ) ) ) (hherrmess) (hherrmess)
1522 Robert H 591 591 10 323 76 ] 0:00:00  75:48:56  1:26:59 77:15:55  007:51 0.0  122:46:52 0.0 8:13:26 0.0
1416 John O 202 201 0 125 19 0 0:00:00 35:00:24 34537  38:46:01 0:11:31 0.0 163:58:03 0.0 2:28:23 0.0
1477 Steve L 103 100 1 18 38 0 0:00:00  35:18:28  001:55 35:2023  020:35 0.0  126:29:55 0.0 0:00:09 0.0
1418 ChamY 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0.0 0:00:00 0.0 0:00:00 0.0
| Total 896 892 11 466 133 0 | 0:00:00 | 146:07:48 | 5:14:31 | 151:22:19| 0:10:08 | 0.0 [413:14:50] 0.0 [ 10:41:58 | 0.0
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Email Agent and Agent Group Event by Period

All Event by Period reports derive their data from the ACD real-time event stream. All other reports derive their data from the SMDR stream.

The Email Agent Event by Period report displays log on and log off times for the email/SMS agent and the total duration the agent spent in various agent
states for the day(s) you specify. It reports the email/SMS statistics in hours, minutes, and seconds and provides email/SMS counts for the agent.

The Email Agent Group Event by Period report displays log on and log off times for the members of the email/SMS agent group and the total duration
each agent of the agent group spent in various agent states for the day(s) you specify. It reports the email/SMS statistics in hours, minutes, and
seconds and provides email/SMS counts for the agent. (See Figure 112.)

The Email Agent Event by Period report is truncated to the first 1000 records. It provides the following information:

Report Field
Login date/time

Logout date/time
Total shift time (hh:mm:ss)

Idle time (hh:mm:ss)

Ringing time (hh:mm:ss)

ACD emails opened

Total ACD email completed count

ACD email handling time (hh:mm:ss)

ACD email hold time (hh:mm:ss)

ACD email completed time (hh:mm:ss)

Description
the date and time the agent logged into Multimedia Contact Center
the date and time the agent last logged out of Multimedia Contact Center

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make
busy)

the total duration the agent is logged on and available to receive emails/SMS
the total duration before the emails/SMS were opened

the total number of emails/SMS opened for the period (and then replied to, transferred, forwarded, or
put on hold) - these emails/SMS may not have been completed during the reporting period

the total number of emails/SMS the agent answered

the total duration of emails/SMS, from when the email/SMS is opened until it is completed
(excluding hold time)

the total duration of emails/SMS, from when the email/SMS is opened until it is completed (includ-
ing hold time)

the total duration of emails/SMS, from when the email/SMS is opened until it is replied to (including
hold time)
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Report Field

Average ACD email completed time (hh:mm:ss)

Total make busy time (hh:mm:ss)

Average make busy time (hh:mm:ss)

Make busy count

Total system make busy time (hh:mm:ss)

Average system make busy time (hh:mm:ss)

System make busy count

Total

Description
the average duration of emails/SMS (including hold time)

the total duration the agent spent in the email/SMS make busy state, controlled by the agent or the
supervisor

the average duration the agent spent in the email/SMS make busy state, controlled by the agent or
the supervisor

the total number of times the agent entered the email/SMS make busy state

the total duration the agent spent in the email/SMS system make busy state, controlled by the
Multimedia Contact Center system, so that the agent could answer a request of another media type
- this type of make busy can not be set by an agent or supervisor

the average duration the agent spent in the email/SMS system make busy state, controlled by the
Multimedia Contact Center system, so that the agent could answer a request of another media type
- this type of make busy can not be set by an agent or supervisor

the total number of times the agent entered the email/SMS system make busy state, controlled by
the Multimedia Contact Center system, so that the agent could answer a request of another media
type - this type of make busy can not be set by an agent or supervisor

the total of each of the columns

The Email Agent Group Event by Period (hh:mm:ss) report provides the following information:

Report Field
Agent ID

Agent name
Total shift time (hh:mm:ss)

Idle time (hh:mm:ss)
Ringing time (hh:mm:ss)

ACD emails opened

Description
the agent ID entered by the agent
the name associated with the above agent ID in YourSite

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make
busy)

the total duration the agent is logged on and available to receive emails/SMS
the total duration before the emails/SMS were opened

the total number of emails/SMS opened for the period (and then replied to, transferred, forwarded, or
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Report Field Description
put on hold) - these emails/SMS may not have been completed during the reporting period
Total ACD email completed count the total number of emails/SMS the agent answered

the total duration of emails/SMS, from when the email/SMS is opened until it is completed

ACD email handling time (hh:mm:ss) (excluding hold time)

the total duration of emails/SMS, from when the email/SMS is opened until it is completed (includ-

ACD email hold time (hh:mm:ss) ing hold time)

the total duration of emails/SMS, from when the email/SMS is opened until it is replied to (including

ACD email completed time (hh:mm:ss) hold time)

Average ACD email completed time (hh:mm:ss) the average duration of emails/SMS (including hold time)

the total duration the agent spent in the email/SMS make busy state, controlled by the agent or the

Total make busy time (hh:mm:ss) supervisor

the average duration the agent spent in the email/SMS make busy state, controlled by the agent or

Average make busy time (hh:mm:ss) e ST

Make Busy count the total number of times the agent entered the email/SMS make busy state

the total duration the agent spent in the email/SMS system make busy state, controlled by the
Total system make busy time (hh:mm:ss) Multimedia Contact Center system, so that the agent could answer a request of another media type
- this type of make busy can not be set by an agent or supervisor

the average duration the agent spent in the email/SMS system make busy state, controlled by the
Average system make busy time (hh:mm:ss) Multimedia Contact Center system, so that the agent could answer a request of another media type
- this type of make busy can not be set by an agent or supervisor

the total number of times the agent entered the email/SMS system make busy state, controlled by
System make busy count the Multimedia Contact Center system, so that the agent could answer a request of another media
type - this type of make busy can not be set by an agent or supervisor

Total the total of each of the columns
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Figure 112 Email Agent Event by Period (hh:mm:ss)

Average

Total ACD ACD erril ACD el Average  System

Gt Uopeas TSR dems Riows (O em e (T emad LD VDD SERES G0 o, s e

ot (hhyrmss) NS Gy e (thmmss)  (thmmss)  Cowt  (hamss) S5

(hharmiss)

9/7/2010 9:03 9/7/2010 9:03 0:00:00 1:04:11 0:00:00 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0 0:00:00 0:00:00 0
9/7/2010 10:09 9/7/2010 10:09 0:00:00 12:50:24 0:01:18 1 1 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0 0:00:00 0:00:00 0
9/7/2010 13:18 9/7/2010 13:18 0:00:00 0:08:34 0:01:18 1 1 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0 0:00:00 0:00:00 0
9/8/2010 8:23 9/8/2010 9:01 0:37:49 0:27:22 0:10:27 17 17 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0 0:00:00 0:00:00 0
9/9/2010 9:16 9/9/2010 14:55 5:39:28 5:30:01 0:04:06 24 24 0:05:21 0:00:00 0:05:21 0:00:13 0:00:00 0:00:00 0 0:00:00 0:00:00 0
9/10/2010 8:25 9/10/2010 14:48 6:23:07 5:19:25 0:23:11 7 7 0:03:13 0:00:00 0:03:13 0:00:28 0:00:00 0:00:00 0 0:37:18 0:37:18 1
9/10/2010 14:50  9/10/2010 16:12 1:22:33 1:14:54 0:07:26 1 0:00:13 0:00:00 0:00:13 0:00:13 0:00:00 0:00:00 0 0:00:00 0:00:00 0
9/13/2010 8:43 9/13/2010 14:49 6:05:52 1:03:56 0:17:34 6 6 4:44:22 0:00:00 44422 047:24 0:00:00 0:00:00 0 0:00:00 0:00:00 1
9/14/2010 8:40 9/14/2010 8:40 0:00:00 12:03:14  0:00:00 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0 0:00:00 0:00:00 0
9/15/2010 8:38 9/15/2010 17:14 8:36:.03 2:18:10 0:04:36 14 15 0:00:42 0:00:00 0:00:42 0:00:03 6:12:35 3:06:17 2 0:00:00 0:00:00 0
9/16/2010 9:03 9/16/2010 9:39 0:35:27 0:35:27 0:00:00 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0 0:00:00 0:00:00 0
9/16/2010 9:56 9/16/2010 12:22 2:26:07 2:26:.07 0:00:00 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0 0:00:00 0:00:00 0
9/17/2010 8:20 9/17/2010 8:20 0:00:44 0:00:00 0:0044 0 0 0:00:00 0:00:00 0:00:.00 0:00:00 0:00:00 0:00:00 1 0:00:00 0:00:00 0
9/17/2010 8:21 9/17/2010 10:03 1:41:24 0:00:01 0:15:00 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0 1:26:23 1:26:23 1
9/17/2010 10:03  9/17/2010 13:32 3:29:13 3:25:57 0:03:10 1 1 0:00:06 0:00:00 0:00:06 0:00:06 0:00:00 0:00:00 2 0:00:00 0:00:00 0
9/17/2010 14:21  9/17/2010 16:56 2:35:25 2:17:12 0:15:08 2 2 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0 0:03:05 0:03:05 1
Total | 39:33:12 | 50:44:55 | 1:4%58 | 74 | 75 | 4:53:57| 0:00:00 | 4:53:57 | 0:03:55| 6:12:35 | 1:14:31 [ 5 | 206146 | 0:31:41 [ 4
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Email reports

NOTE: For Version 6.0, SMS contacts are handled as email contacts. To differentiate SMS contacts from email contacts in reports, we recommend

you configure a queue to handle SMS media only and run email reports on that queue only.

Queue and queue group reports provide statistics on queues and queue groups that reflect email/SMS behavior and the service experienced by
customers who contact you by email/SMS.

The spectrum reports provide a frequency distribution of emails/SMS answered, or interflowed based on a defined time scale.

The queue reports are listed below:
e Performance reports

Queue and Queue Group Performance by Period

Queue Group Performance by Queue

Queue Performance by Agent

Queue and Queue Group Performance by Account Code

e Spectrum reports

Queue and Queue Group Answer Spectrum by Period

Queue and Queue Group Answer Spectrum by Day of the Week
Queue Group Answer Spectrum by Queue

Queue and Queue Group Handle Spectrum by Period

Queue and Queue Group Handle Spectrum by Day of the Week
Queue Group Handle Spectrum by Queue

Queue and Queue Group Interflow Spectrum by Period

Queue and Queue Group Interflow Spectrum by Day of the Week
Queue Group Interflow Spectrum by Queue
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Email Queue and Queue Group Performance by Period

The Email Queue and Queue Group Performance by Period reports show the email/SMS activity of a queue or queue group across 15-, 30-, or 60-
minute intervals for the shift duration and day(s) you specify.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 113.)

The Email Queue and Queue Group Performance by Period reports provides the following information:

Report Field
Activity period

ACD emails delivered to queue
ACD emails opened
ACD emails completed

Emails interflowed

Emails requeued

Queue unavailable

Continuing case

Transferred emails received

Emails transferred out to agent

Emails transferred out to queue

Emails transferred out to non ACD email

Junk mail

No reply needed

Description
the interval of the report
the total number of emails/SMS offered to the email/SMS queue (handled + interflowed)

the total number of emails/SMS opened for the period (and then replied to, transferred, forwarded, or
put on hold) - these emails/SMS may not have been completed during the reporting period

the total number of emails/SMS answered
the total number of emails/SMS interflowed

the total number of requeues at the agent's position - if an agent fails to answer an email/SMS, the
system places the email/SMS back in the same queue and it is answered by the first available
agent

the total number of emails/SMS offered to the queue while the queue was unavailable (for example,
the queue is unavailable outside business hours)

the total number of emails/SMS delivered that continued from previous cases

the total number of emails/SMS transferred to this queue

the total number of emails/SMS transferred from this queue to an email/SMS agent

the total number of emails/SMS transferred from this queue to a different email/SMS queue
the total number of emails/SMS transferred from this queue to a non ACD email/SMS address
the total number of emails/SMS that were tagged as junk mail and removed from the queue

the total number of emails/SMS that did not require a reply - these are included in the opened and
completed statistics
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Report Field

Answered by ACD group 1
Answered by ACD group 2
Answered by ACD group 3
Answered by ACD group 4
Average speed of open (hh:mm:ss)

Average delay to interflow (hh:mm:ss)

ACD email handling time (hh:mm:ss)

ACD email hold time (hh:mm:ss)

ACD email completed time (hh:mm:ss)

Average ACD email completed time (hh:mm:ss)
Service level %
Answer %

Total

Email reports

Description

the total number of emails/SMS answered by the first answer point
the total number of emails/SMS answered by the second answer point
the total number of emails/SMS answered by the third answer point
the total number of emails/SMS answered by the fourth answer point
the average elapsed time before the email/SMS was opened

the average elapsed time before the email/SMS was interflowed

the total duration of emails/SMS, from when the email/SMS is opened until it is completed
(excluding hold time)

the total duration of emails/SMS, from when the email/SMS is opened until it is completed (includ-
ing hold time)

the total duration of emails/SMS, from when the email/SMS is opened until it is replied to (including
hold time)

the average duration of emails/SMS (including hold time)
the percentage of calls answered within the specified service level time
the percentage of offered emails/SMS answered

the total of each of the columns
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Figure 113 Email Queue Performance by Period

Activity :ri?s ACP ain Ersils Ermails Quae  Continuing s = Ep w:';nc‘l:d Noreply  Answered by A oy e Arnswered by m :;::: AC? ) A.C.DMI piia Ai!:::‘l Sarvice Answer|
pariod.  cilivered ::; s flowed e c=e r::\:;l ::':?;"; ::gm aktnon TETEL e ACO ool ‘“CD__?"‘" ';":sg ACDgup4 opn  inmflow g9 BOME hme P e %
Doee = ACD arail (hharmess)  (hhammss) (hharmess) (Hhrrmoes)
08:00 102 767 767 0 2 1] 0 0 0 0 0 539 163 767 0 1] 0 2:02:20 0:00:00 44339 00000 44339 00022 802 100.0
09:00 96 157 155 0 1 1] 1] 0 1] 1] 0 99 31 155 0 0 1] 04913 00000 2:06:221 00000 2:06:21 00048 948 100.0}
10:00 81 a7 a6 1] 3 0 0 0 0 5 1 49 23 96 0 1] 0 04846 00000 1:5935 0:0003 15938 0:01:14 B81.3 100.0]
11:00 94 74 74 0 1 0 0 0 0 4 0 28 17 74 0 0 0 0:06:02 0:0000 6:51:13 0:0005 6:51:18 0:05:33 100.0 100.0]
12:00 96 136 136 0 3 [1] 0 i} 0 2 1 74 21 136 0 ] 0 201:19 0:0000 32757 00032 32829 00131 647 100.0]
13:00 a2 83 82 0 2 [1] 0 i} 0 0 [i] 30 21 82 i} 0 0 0:09:05 0:0000 64956 00004 650:00 00500 100.0 100.0]
1400 8 67 67 0 5 0 0 0 0 1 0 31 18 67 0 0 0 02257 00000 3:10:12 00000 3:10:2 0:02:50 98.5 100.0
1500 82 57 57 0 5 0 0 0 0 0 0 24 13 57 0 0 0 10136 0:00:00 354:30 00308 35738 0:04:10 78.9 100.0
16:00 81 78 78 0 3 0 0 0 0 0 0 33 14 78 0 0 0 03504 00000 21521 00000 2:1521 00144 93.6 100.0)
| Total [ 8101516 1522 o | 25 [ o | o | o | o | 122 | 2 | 907 | 321 | 1512 o | o 0 | 1:27:04] 0:00:00 | 35:18:44 0:03:52 | 35:22:36| 0:01:24| 83.9 | 100.0|
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Email Queue Group Performance by Queue

The Email Queue Group Performance by Queue report compares the workload distribution across the queues in a queue group for the shift duration and
day(s) you specify. It reports the email/SMS statistics in hours, minutes, and seconds, and provides email/SMS counts across queues. (See Figure

114.)

The Email Queue Group Performance by Queue report provides the following information:

Report Field
ACD queue
ACD queue name

ACD emails delivered to queue
ACD emails opened

ACD emails completed
Emails interflowed
Junk mail

Service Level count

Emails requeued

Queue unavailable

Continuing case

Transferred emails received
Emails transferred out to agent
Emails transferred out to queue

Emails transferred out to non ACD email

Description

the queues that are members of a queue group

the name of the ACD queue for which the agent answered emails/SMS

the total number of emails/SMS offered to the email/SMS queue (handled + interflowed)

the total number of emails/SMS opened for the period (and then replied to, transferred, forwarded, or
put on hold) - these emails/SMS may not have been completed during the reporting period

the total number of emails/SMS answered

the total number of emails/SMS interflowed

the total number of emails/SMS that were tagged as junk mail and removed from the queue
the total number of emails/SMS answered within the specified service level time

the total number of requeues at the agent's position - if an agent fails to answer an email/SMS, the
system places the email/SMS back in the same queue and it is answered by the first available
agent

the total number of emails/SMS offered to the queue while the queue was unavailable (for example,
the queue is unavailable outside business hours)

the total number of emails/SMS delivered that continued from previous cases

the total number of emails/SMS transferred to this queue

the total number of emails/SMS transferred from this queue to an email/SMS agent

the total number of emails/SMS transferred from this queue to a different email/SMS queue

the total number of emails/SMS transferred from this queue to a non ACD email/SMS address
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Report Field
No reply needed

Answered by ACD group 1
Answered by ACD group 2
Answered by ACD group 3
Answered by ACD group 4
Average speed of open (hh:mm:ss)

Average delay to interflow (hh:mm:ss)

ACD email handling time (hh:mm:ss)

ACD email hold time (hh:mm:ss)

ACD email completed time (hh:mm:ss)

Average ACD email completed time (hh:mm:ss)
Service level %
Answer %

Total

Description

the total number of emails/SMS that did not require a reply - these are included in the opened and
completed statistics

the total number of emails/SMS answered by the first answer point
the total number of emails/SMS answered by the second answer point
the total number of emails/SMS answered by the third answer point
the total number of emails/SMS answered by the fourth answer point
the average elapsed time before the email/SMS was opened

the average elapsed time before the email/SMS was interflowed

the total duration of emails/SMS, from when the email/SMS is opened until it is completed
(excluding hold time)

the total duration of emails/SMS, from when the email/SMS is opened until it is completed (includ-
ing hold time)

the total duration of emails/SMS, from when the email/SMS is opened until it is replied to (including
hold time)

the average duration of emails/SMS (including hold time)
the percentage of emails/SMS answered within the specified service level time
the percentage of offered emails/SMS answered

the total of each of the columns
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Figure 114 Email Queue Group Performance by Queue

J - Average
ACD Ermls Average  Average  ACD emnil ACD email p
z ACD ACD 2 = = Transfered  Emails Emails Arswered  Arswered  Answered by Answered . ACD el ACD erail
ACD quese ACD queus emals S Vel Ermails Sikéerail Service Errails Quae  Contimuing ardls fomed 5 tramsferred  Noreply byACD  byACD ACDgmup  byACD speed of delay o lufr.lm] hokd tirve :m'p'qxl Sarvice Arswer]
name dlediverad intesflowed Level cout requeed  uravallable  case P b outtionon  nesded 1 2 3 4 open Inkerflow tme h ) time e level % %
o queus openadSiccpiesed gert TEE ACD el aroce b growe (hhirmmss)  (Bhemmess)  (hhormmss) = (hhermmess) o
P151 Support 210 406 399 0 81 381 4 0 0 1] 17 13 1 161 399 0 0 0 0:23:07 0:00:00 29:31:54 442:02 34:1356 0:05:08 95.5 100.0§
P160 OCS Support 6 6 6 0 0 5 0 0 0 0 0 0 0 1 6 0 0 0 0:30:16 0:00:00 0:03:32 0200:00 0:03:32 0:00:35 833 lOU.OI
| Total | | 216 | 412 | 405 | o st | 38 | 4 | o [ o | o | 17 13 1 [ 2] a5 o 0 | o0 [o0:22:51]0:00:00]29:35:26] 4:42:02 |34:17:28] 0:05:00 | 95.3 100.0}
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Email Queue Performance by Agent

The Email Queue Performance by Agent report shows the email/SMS performance of each agent and therefore permits comparison of one agent’s
performance against other agents’ performances. (See Figure 115.)

The Email Queue Performance by Agent report provides the following information:

Report Field
Agent ID

Agent name
ACD emails opened

ACD emails completed

Emails requeued

Junk mail
No reply needed
Account codes

ACD email handling time (hh:mm:ss)

Average ACD email handling time (hh:mm:ss)

ACD email hold time (hh:mm:ss)

Average ACD email hold time (hh:mm:ss)

ACD email completed time (hh:mm:ss)

Description
the agent ID entered by the agent
the name associated with the above agent ID in YourSite

the total number of emails/SMS opened for the period (and then replied to, transferred, forwarded, or
put on hold) - these emails/SMS may not have been completed during the reporting period

the total number of emails/SMS answered

the total number of requeues at the agent's position - if an agent fails to answer an email/SMS, the
system places the email/SMS back in the same queue and it is answered by the first available
agent

the total number of emails/SMS that were tagged as junk mail and removed from the queue

the total number of emails/SMS that did not require a reply - these are included in the opened and
completed statistics

the number of account codes entered

the total duration of emails/SMS, from when the email/SMS is opened until it is completed
(excluding hold time)

the average duration of emails/SMS, from when the email/SMS is opened until it is completed
(excluding hold time)

the total duration of emails/SMS, from when the email/SMS is opened until it is completed
(including hold time)

the average duration of emails/SMS, from when the email/SMS is opened until it is completed
(including hold time)

the total duration of emails/SMS, from when the email/SMS is opened until it is replied to (including
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Report Field Description
hold time)
Average ACD email completed time (hh:mm:ss) the average duration of emails/SMS (including hold time)

Total the total of each of the columns
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Figure 115 Email Queue Performance by Agent

Average ACD - ACD email Average ACD
D Agmirme e AR Emls o Norsy Acr (AP aaitanding A0S MR cometed el ompites
openedd  completed (hh:mm:ss) (hhimim:es) (hh:mm:ss) (hh:mm:ss) ) (hhimmiss)
1447 A B AllQueues 9 9 0 0 6 0 00:00:44 00:00:04 00:00:00 00:00:00 00:00:44 00:00:04
1522 R Harrison 3 3 0 0 3 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
1586 B Renaud 2 2 0 0 1 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
1587 K Middlemiss 1 1 0 0 1 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
1707 J Graham 6 6 0 0 6 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
2001 K Roper 468 467 11 277 106 0 01:11:19 00:00:09 00:00:16 00:00:05 01:11:35 00:00:09
2007 M Bumett 141 141 6 101 10 0 00:59:39 00:00:25 00:00:00 00:00:00 00:59:39 00:00:25
2046 J Smith 487 487 0 257 171 0 13:50:57 00:01:42 00:00:00 00:00:00 13:50:57 00:01:42
2052 N Letoumneau 84 84 2 32 38 0 00:50:20 00:00:35 00:00:16 00:00:16 00:50:36 00:00:36
Total 1201 | 1200 | 19 | 667 | 342 | 0© 16:5259 | 00:00:50 | 00:00:32 | 00:00:08 | 16:53:31 | 00:00:50 |
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Email Queue and Queue Group Performance by Account Code

The Email Queue and Queue Group Performance by Account Code reports show the email/SMS performance of a queue or queue group for account
codes and therefore permits comparison of the queue or queue group’s performance for each account code. (See Figure 116.)

The Email Queue and Queue Group Performance by Account Code reports provides the following information:

Report Field
Account Code reporting
Account Code name

Account Codes entered

Account Code handling time (hh:mm:ss)

Average ACD Account Code handling time
(hh:mm:ss)

Total

Description

the reporting number for an Account Code
the name attached to the Account Code
the number of account codes entered

the total duration of the Account Codes, from when the email/SMS is opened (or from the last time
an Account Code was entered for an email/SMS) until an account code is entered (excluding hold
time)

the average duration of Account Codes, from when the email/SMS is opened (or from the last time
an Account Code was entered for an email/SMS) until an account code is entered (excluding hold
time)

the total of each of the columns
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Figure 116 Email Queue Performance by Account Code

Account _l:ude e e e Account Code handling time Auerage .ﬁ.C.I:I Aecount Code handling
reporting [hkemim:=z] time [hkemm:ss]
1000 Account 2 B 0:01:39 00017
2000 Account 1 2 oo1g 0.00:09
Total 8 0:01:57 0:00:15
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Email Queue and Queue Group Answer Spectrum by Period
The Email Queue and Queue Group Answer Spectrum by Period reports provide a frequency distribution of emails/SMS answered on a queue group
across 15-, 30, or 60-minute intervals for the shift duration and day(s) you specify. (See Figure 117.)

The following are the first three fields of the Email Queue and Queue Group Answer Spectrum by Period reports:

Report Field Description
Activity period the interval of the report

the total number of emails/SMS opened for the period (and then replied to, transferred, forwarded, or

ACD emails opened put on hold) - these emails/SMS may not have been completed during the reporting period

Maximum speed of answer (hh:mm:ss) the maximum delay before the email/SMS was answered

Total the total of each of the columns

The remaining fields of the Email Queue and Queue Group Answer Spectrum by Period reports provide a frequency distribution of email/SMS patterns
based on a defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 minutes). For each time period, the Count < x min field reflects the total
number of emails/SMS for that interval and all preceding intervals. The % of emails answered field reflects the percentage of emails/SMS for that
interval and all preceding intervals.

NOTE:
o Foreach time period, except > 120 seconds, the Count < x min field reflects the total number of emails/SMS for that interval and all preceding
intervals.
o Forthe >120 minutes time period, the Count < x min field reflects the total number of emails/SMS for that interval only.
o The % of Total field reflects the percentage of emails/SMS for that interval and all preceding intervals.

349



Mitel Contact Center Solutions Reports Guide

Figure 117 Email Queue Answer Spectrum by Period

Activity period ACD emsils ’;fﬁim;" Count <= ;?:Is Count < %oof ermdlls Count <= %6of emalls Count <= %of errells Count < %nferru!s Ct:':tu( %cferrdis Count <= %oferdls Count<= S%oferdlls Count <= %oof emdls Count > :;:5
opened (ma:m] Smin =10min awswered 15Smin  aswered 20min answered =30min ed 60min  answered 80 min aswered  120min answered 120 min
08:00 199 10:57:12 3 15 3 15 4 2.0 6 30 24 121 122 613 137 688 138 693 146 734 53 266
09:00 39 53703 6 154 7 179 7 17.9 7 179 10 256 10 256 11 28.2 26 667 31 795 8 205
10:00 12 12319 7 583 7 583 7 58.3 7 583 7 583 7 583 7 58.3 11 917 12 1000 0 0.0
11:00 7 14831 3 429 3 429 3 429 3 423 4 51 4 511 4 57.1 5 714 7 1000 0 0.0
12:00 20 13258 7 350 9 450 9 450 10 500 10 500 10 500 10 50.0 13 650 20 1000 0 0.0
13:00 8 10902 4 500 4 500 4 50.0 5 625 5 625 5 625 5 625 8 1000 8 1000 O 0.0
14:00 10 14506 2 200 2 200 2 20.0 3 300 3 300 3 300 3 30.0 8 800 10 1000 0 0.0
15:00 11 1:1830 0 00 1 9.1 1 9.1 3 2723 4 364 4 364 4 364 11 1000 11 1000 0 0.0
16:00 6 13822 0 00 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 4 66.7 6 1000 O 0.0
[ Total | 312 [10:57:12] 32 [ 103 | 36 | 115 | 37 | 119 | 44 | 141 | 67 | 215 | 165| 529 | 181 | 580 | 224 | 718 | 251 | 804 | 61 | 196 |
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Email Queue and Queue Group Answer Spectrum by Day of the Week

The Email Queue and Queue Group Answer Spectrum by Day of the Week reports provide a frequency distribution of emails/SMS answered on a queue
group across 15-, 30-, or 60-minute intervals over the days of the week. When this report is run for more than one week, the data is summed for each
day of the week. For example, if the report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data

found under Tuesday is the summed totals of the two Tuesdays. (See Figure 118.)

The following are the first three fields of the Email Queue and Queue Group Answer Spectrum by Day of the Week reports:

Report Field Description

Activity period the interval of the report

ACD emails opened the total number of emaills/SMS opened for the period (and then replied to, transf_erred, fonNarded, or
put on hold) - these emails/SMS may not have been completed during the reporting period

Maximum speed of answer (hh:mm:ss) the maximum delay before the email/SMS was answered

Total the total of each of the columns

The remaining fields of the Email Queue and Queue Group Answer Spectrum by Day of the Week reports provide a frequency distribution of email/SMS
patterns based on a defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 minutes). For each time period, the Count < x min field reflects the
total number of emails/SMS for that interval and all preceding intervals. The % of emails answered field reflects the percentage of emails/SMS for that

interval and all preceding intervals.

NOTE:
e Foreach time period, except > 120 seconds, the Count < x min field reflects the total number of emails/SMS for that interval and all preceding

intervals.
o Forthe >120 minutes time period, the Count < x min field reflects the total number of emails/SMS for that interval only.

o The % of Total field reflects the percentage of emails/SMS for that interval and all preceding intervals.

351



Mitel Contact Center Solutions Reports Guide

Figure 118 Email Queue Answer Spectrum by Day of the Week

Meadmum c
Adivity period ACD avdls speedof Cout< %of evals Count <= %of ealls Count <= %of erels Count <= %of emalls Cout<= %O_f _'40{ %(_T <= %(:'T Cout <= %(,T <= %(ET Count > %?If
Wty opmed  aswer  =5min asweed 10min  asweed 15min  aoweed 20min  asweed  0mn_o- = STHS  eomin _TT°  gomin _T°  10min 0 120min oS

(hhxrrmess)
Mon 192 8:43:23 37 19.3 76 396 78 40.6 78 40.6 79 41.1 124 64.6 127 66.1 127 66.1 154 80.2 38 19.8
Tues 192 10:12:10 107 55.7 112 58.3 114 59.4 118 61.5 165 85.9 11 89.1 172 89.6 174 90.6 174 90.6 18 94
Wed 137 6:17:09 29 21.2 40 29.2 64 46.7 83 60.6 83 60.6 88 64.2 95 69.3 98 715 104 75.9 33 241
Thurs 119 4:04:45 32 26.9 23 277 65 54.6 68 571 76 63.9 86 723 87 731 114 95.8 117 98.3 2 17
Fri 99 5:57:13 23 23.2 28 28.3 30 30.3 30 30.3 49 49.5 58 58.6 74 74.7 78 78.8 a3 838 16 16.2
| 7Towml | 739 [10:12:10] 228 | 30.9 | 289 | 391 | 351 | 475 | 377 | 510 | 452 | 612 | 527| 7.3 | 555 | 751 | 501 | 800 | 632 | 855 | 107 | 145 |
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Email Queue Group Answer Spectrum by Queue
The Email Queue Group Answer Spectrum by Queue report provides a frequency distribution of emails/SMS for a queue group across intervals from 1-
10. (See Figure 119.)

The following are the first three fields of the Email Queue Group Answer Spectrum by Queue report:

Report Field Description

ACD queue the ACD queue for which the agent answered

ACD queue name the name of the ACD queue for which the agent answered emails/SMS

AeDlemailsopensd the total number of emaills/SMS opened for the period (and then replied to, transf_erred, fonNarded, or
put on hold) - these emails/SMS may not have been completed during the reporting period

Maximum speed of answer (hh:mm:ss) the maximum delay before the email/SMS was answered

Total the total of each of the columns

The remaining fields of the Email Queue Group Spectrum by Queue report provide a frequency distribution of email/SMS patterns based on a defined
time scale (Spectral Interval 1-10). The Spectrum Interval field reflects the total number of emails/SMS for that interval and all preceding intervals. The
% of emails answered field reflects the percentage of emails/SMS for that interval and all preceding intervals.

NOTE: Spectrum Interval 10 reflects the total number of emails/SMS for that interval only.
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Figure 119 Email Queue Group Answer Spectrum by Queue

Mz mum
ACD ACD ACDermals speedaf  Spedtrum %cf emreils  Specrum %cf ermails  Spedtrum %of errails Spectrum  %cf ermalls  Specrum %ocf ermails Spectrum %ecf emeils  Spectrum %ol erreils Spactrum %cf emdls  Spedtrum %l emails > Spedtrum :\?;:s
7 ¥ cpered aewer  Intenal 1l sewered  Inenval 2 aswered  Intenel 3 srowered  Intenal 4 araversd  Inteval 5§ arswered  Infenal 6 arewered  Intenval 7 aewered  Intenvel 8 arowersd  Intenal 9 answered  Interval 9

{hhommzs)
P151 Support 587 #FEHEE 392 66.8 437 74.4 475 80.9 484 82.5 507 86.4 519 88.4 529 90.1 532 90.6 545 92.8 42 7.2
P160 0CS Support 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0

| Towml | s87 |1124:38] 392 | 668 | 437 | 744 | 475 | 809 | 484 | 825 | s07 | 864 | 519 | 884 | 529 | 901 | s32 | 906 | 545 | 928 | 42 | 72 |
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Email Queue and Queue Group Handle Spectrum by Period

The Email Queue and Queue Group Handle Spectrum by Period reports provide a frequency distribution of emails/SMS for a queue group across 15-,
30-, or 60-minute intervals for the shift duration and day(s) you specify. (See Figure 120.)

The following are the first three fields of the Email Queue and Queue Group Handle Spectrum by Period reports:

Report Field Description
Activity period the interval of the report
Emails handled the total number of emails/SMS to which agents have replied (clicked the reply button)

the duration of the longest email/SMS reply for the period. The duration is measured from the time

L e (i ) you hit Reply until the time you hit Send.

Total the total of each of the columns

The remaining fields of the Email Queue and Queue Group Handle Spectrum by Period reports provide a frequency distribution of email/SMS patterns
based on a defined time scale (<10, <60, <180, <240, <300, <360, <420, <480, <540, and >541 minutes). For each time period, the Count < x min field
reflects the total number of emails/SMS for that interval and all preceding intervals. The % of emails answered field reflects the percentage of
emails/SMS for that interval and all preceding intervals.

NOTE:
o Foreachtime period, except > 541 seconds, the Count < x min field reflects the total number of emails/SMS for that interval and all preceding

intervals.
¢ Forthe >541 minutes time period, the Count < x min field reflects the total number of emails/SMS for that interval only.

o The % of Total field reflects the percentage of emails/SMS for that interval and all preceding intervals.
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Figure 120 Email Queue Handle Spectrum by Period

Emails "PM™M ooounm docf emsls Spedrum Y%of eells Specrum Y%of emeils Spectium %of emells Spectrum Y6of emeils. Spectrum Yof erTeils Spectrum %of enels S % spertium oot enmls >Spectum

Advitypertod ey AN vl aswered Intevd 2 asweed  Infevd 3 answesd  Intevd 4 enwered  Intevdl 5 awwered Intervd 6 anowered  Intervdl 7 answered eTHIS v 9 awered IMend9 OIS
(hhimess) aswered answered

08:00 261 1:14:58 244 93.5 260 99.6 261 100.0 261 100.0 261 100.0 261 100.0 261 100.0 261 100.0 261 100.0 0 0.0
09:00 56 214501 47 83.9 53 94.6 56 100.0 56 100.0 56 100.0 56 100.0 56 100.0 56 100.0 56 100.0 0 0.0
10:00 25 53150 20 80.0 23 92.0 24 96.0 24 96.0 24 96.0 25 100.0 25 100.0 25 100.0 25 100.0 0 0.0
11:00 38 04042 33 86.8 38 100.0 38 100.0 38 100.0 38 100.0 38 100.0 38 100.0 38 100.0 38 100.0 0 0.0
12:00 22 03040 19 86.4 22 100.0 22 100.0 22 100.0 22 100.0 22 100.0 22 100.0 22 100.0 22 100.0 0 0.0
13:00 29 1:49:26 22 75.9 27 93.1 29 100.0 29 100.0 29 100.0 29 100.0 29 100.0 29 100.0 29 100.0 0 0.0
14:00 17 02500 13 76.5 17 100.0 17 100.0 17 100.0 17 100.0 b7 100.0 17 100.0 17 100.0 17 100.0 o] 0.0
15:00 46 12430 39 84.8 44 95.7 46 100.0 46 100.0 46 100.0 46 100.0 46 100.0 46 100.0 46 100.0 0 0.0
16:00 26 0:28:22 22 84.6 26 100.0 26 100.0 26 100.0 26 100.0 26 100.0 26 100.0 26 100.0 26 100.0 0 0.0

[ Total | 520 |5:3150] 459 | 88.3 | 510 | 96.1 | 519 | 998 | 519 | 998 | 519 | 998 | 520 | 1000 | 520 | 1000 | 520 | 1000] 520 | 1000 | ©0 | 00
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Email Queue and Queue Group Handle Spectrum by Day of the Week

The Email Queue and Queue Group Handle Spectrum by Day of the Week reports provide a frequency distribution of emails/SMS for a queue group
across 15-, 30-, or 60-minute intervals over the days of the week. When this report is run for more than one week, the data is summed for each day of
the week. For example, if the report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data found
under Tuesday is the summed totals of the two Tuesdays. (See Figure 121.)

The following are the first three fields of the Email Queue and Queue Group Handle Spectrum by Day of the Week reports:

Report Field Description
Activity period the interval of the report
Emails handled the total number of emails/SMS to which agents have replied (clicked the reply button)

the duration of the longest email/SMS reply for the period. The duration is measured from the time

I CED AR you hit Reply until the time you hit Send.

Total the total of each of the columns

The remaining fields of the Email Queue and Queue Group Handle Spectrum by Day of the Week reports provide a frequency distribution of email/SMS
patterns based on a defined time scale (<10, <60, <180, <240, <300, <360, <420, <480, <540, and >541 minutes). For each time period, the Count < x

min field reflects the total number of emails/SMS for that interval and all preceding intervals. The % of emails answered field reflects the percentage of

emails/SMS for that interval and all preceding intervals.

NOTE:
o Foreach time period, except > 541 seconds, the Count < x min field reflects the total number of emails/SMS for that interval and all preceding
intervals.
o Forthe >541 minutes time period, the Count < x min field reflects the total number of emails/SMS for that interval only.
o The % of Total field reflects the percentage of emails/SMS for that interval and all preceding intervals.
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Figure 121 Email Queue Handle Spectrum by Day of the Week

A i Bl MU Court < 9pof ameils Cout <= %of ammils Court <= %of emals Court <= %of arals Court <= %of amails "0y %of emmils Cout <= %of emails Cort<= oo Cort<= oo e
handled (th ) =10min aeveed 60min  asweed  180min asweed 240min aswered  300mmin ered -rdn el 420min asweaed 480 min 540 rrin 540 min |
Monday 8 00754 84 1000 84 1000 84 100.0 84 1000 84 1000 84 1000 &4 1000 84 1000 &4 1000 0 0.0
Tuesday 45 05644 41 91.1 45 100.0 45 100.0 45 100.0 45 100.0 45 1000 45 100.0 45 100.0 45 100.0 0 0.0
Wednesday 51 0:15:14 49 96.1 51 100.0 51 100.0 51 100.0 51 100.0 51 100.0 51 100.0 51 100.0 51 100.0 0 0.0
Thursday 49 0:17:14 46 939 49 1000 49 100.0 49 1000 49 1000 49 1000 49 1000 49 1000 49  100.0 0 0.0
Friday 30 00321 30 1000 30 1000 30 100.0 30 1000 30 1000 30 1000 30 1000 30 1000 30  100.0 0 0.0
| Total 259 |0:56:44 250 | 965 | 250 | 1000 | 250 | 1000 | 259 | 100.0 | 259 | 100.0 | 259 | 100.0 | 250 | 1000 | 250 | 1000 | 259 | 1000| o0 | 00 |
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Email Queue Group Handle Spectrum by Queue
The Email Queue Group Handle Spectrum by Queue report provides a frequency distribution of emails/SMS for a queue group across intervals from 1-
10. (See Figure 122.)

The following are the first three fields of the Email Queue Group Handle Spectrum by Queue report:

Report Field Description

ACD queue the name of the ACD queue for which the agent answered emails/SMS

ACD queue name the name of the ACD queue for which the agent answered emails/SMS

Emails handled the total number of emails/SMS to which agents have replied (clicked the reply button)

the duration of the longest email/SMS reply for the period. The duration is measured from the time

Maximum duration (hh:mm:ss) you hit Reply until the time you hit Send.

Total the total of each of the columns

The remaining fields of the Email Queue Group Spectrum by Queue report provide a frequency distribution of email/SMS patterns based on a defined
time scale (Spectral Interval 1-10). The Spectrum Interval field reflects the total number of emails/SMS for that interval and all preceding intervals. The

% of emails answered field reflects the percentage of emails/SMS for that interval and all preceding intervals.

NOTE: Spectrum Interval 10 reflects the total number of emails/SMS for that interval only.
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Figure 122 Email Queue Group Handle Spectrum by Queue
ACD ACD Emals Mmm Spectrum %cf ermaills Spectrum Socf ermails Spectrum Socf ermails Spectrum %hcf ermals Spectrum %df ermalls Spedrum %odf emmails Spectrum Socf el Spedtrum %df emails Spedtrum %cf emalls > Spertrum ::‘I;
R QEBMEME  farded (e (A 1 amved a2 avered evd 3 aveewd tevd 4 aoweel Mevd S awwesd Ifevd 6 sl Ifedl 7 awesd a8 el o9 aserel  ted 9
P151 Support 574 64259 450 784 539 939 566 986 571 995 572 997 573 99.8 574 1000 574 100.0 574 _ 100.0 0 0.0
P150 Info 81 02221 80 988 81 1000 81  100.0 81 1000 81  100.0 81 _ 100.0 81 1000 81  100.0 81 _ 100.0 0 0.0
P153 MessageCentre 0  0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
[ Total | 655 |6:42:59] 530 | 809 | 620 | 947 | 647 | 988 | 652 | 9955 | 653 | 997 | 654 | 99.8 | 655 | 1000 [ 655 | 1000 | 655 [ 1000 o [ o0 |
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Email Queue and Queue Group Interflow Spectrum by Period

The Email Queue and Queue Group Interflow Spectrum by Period reports provide a frequency distribution of emails/SMS interflowed on a queue group
across 15-, 30-, or 60-minute intervals for the shift duration and day(s) you specify. (See Figure 123.)

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value.

The following are the first three fields of the Email Queue and Queue Group Interflow Spectrum by Period reports:

Report Field Description

Activity period the interval of the report

Emails interflowed the total number of emails/SMS interflowed

Maximum delay to interflow (hh:mm:ss) the maximum delay before the email/SMS was interflowed
Total the total of each of the columns

The remaining fields of the Email Queue and Queue Group Interflow Spectrum by Period reports provide a frequency distribution of email/SMS patterns
based on a defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 minutes). For each time period, the Count < x min field reflects the total
number of emails/SMS for that interval and all preceding intervals. The % of emails/SMS interflowed total field reflects the percentage of emails/SMS

for that interval and all preceding intervals.

NOTE:
o Foreach time period, except > 120 seconds, the Count < x min field reflects the total number of emails/SMS for that interval and all preceding

intervals.
¢ Forthe >120 minutes time period, the Count < x min field reflects the total number of emails/SMS for that interval only.

o The % of Total field reflects the percentage of emails/SMS for that interval and all preceding intervals.
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Figure 123 Email Queue Group Interflow Spectrum by Period

ey Yook Yook Yook Yook Yook Yok ook
Aditypaiod  EMHIS  dHayto  Spedtum Sof Emmils Specrum 9%of Emells Specrum S Spetum S Spedrum S Spedtum o Spedium S Spedum S Spedium %df Emells >Spedrum S
imm&m) Intendl 1 Intaflowed Intenel 2 Inteflowed Intenel3 | TS Intenvel4 | TR e 5 | RS el 6 RS itenal 7| TR e 8 TS e 9 Intafloned Inteval 9 FES
08:00 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
09:00 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
10:00 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
11:00 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
12:00 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
13:00 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
14:00 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
15:00 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
16:00 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
[ Toml | 0 Jo000:00] 0 | 00 | 0 | 00 | 0 ] 00 ] 0 | 00 ] 0 ] 00 ] 0 | 00 ] 0 | 00 ] 0 ] 00 ] 0 | 00 | 0 | 00 |
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Email Queue and Queue Group Interflow Spectrum by Day of the Week

The Email Queue and Queue Group Interflow Spectrum by Day of the Week reports provide a frequency distribution of emails/SMS interflowed on a
queue group across 15-, 30-, or 60-minute intervals over the days of the week. When this report is run for more than one week, the data is summed for
each day of the week. For example, if the report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the
data found under Tuesday is the summed totals of the two Tuesdays. (See Figure 124.)

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value.

The following are the first three fields of the Email Queue and Queue Group Interflow Spectrum by Day of the Week reports:

Report Field Description

Activity period the interval of the report

Emails interflowed the total number of emails/SMS interflowed

Maximum delay to interflow (hh:mm:ss) the maximum delay before the email/SMS was interflowed
Total the total of each of the columns

The remaining fields of the Email Queue and Queue Group Interflow Spectrum by Day of the Week reports provide a frequency distribution of
email/SMS patterns based on a defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 minutes). For each time period, the Count < x min field
reflects the total number of emails/SMS for that interval and all preceding intervals. The % of emails interflowed field reflects the percentage of

emails/SMS for that interval and all preceding intervals.

NOTE:
o Foreach time period, except > 120 seconds, the Count < x min field reflects the total number of emails/SMS for that interval and all preceding

intervals.
o Forthe >120 minutes time period, the Count < x min field reflects the total number of emails/SMS for that interval only.

o The % of Total field reflects the percentage of emails/SMS for that interval and all preceding intervals.

363



Mitel Contact Center Solutions Reports Guide

Figure 124 Email Queue Group Interflow Spectrum by Day of the Week

M e ook ook %o Yol et %o0f Yoot Yook > ool
Endis  ddayto Spectrum  Erells  Spectrum Endls  Spectrum Spectrum %oof Emalls Spectrum
Activity period Emdls Endls Endls Emdls En®ls Emdls Spectum  Endls
Imm&:gﬂm}mm1 Interval 2 lrtergowe Interval 3 mlrtﬂ'\rdzi Interflowed Interval 5 Irla:llowe Intesval 6 Intesval 7 whtﬂvd& Interflowed  Interval 9 Intesflowed T 19 Interflowed
Monday 0 00000 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
Tuesday 0 00000 © 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
Wednesday 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
Thursday 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
Friday 0 00000 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
| Total [ o Jooooof o [ oo | o [ oo | o | 0o [ o [ oo | o |oo [ o [ oo | o | o00o]|] o] 00 | o |00 o oo0l]
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Email Queue Group Interflow Spectrum by Queue
The Email Queue Group Interflow Spectrum by Queue report provides a frequency distribution of emails/SMS for a queue group across intervals from 1-
10.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 125.)

The following are the first three fields of the Email Queue Group Answer Spectrum by Queue report:

Report Field Description

ACD queue the ACD queue for which the agent answered

ACD queue name the name of the ACD queue for which the agent answered emails/SMS
Emails interflowed the total number of emails/SMS interflowed

Maximum delay to interflow (hh:mm:ss) the maximum delay before the email/SMS was interflowed

Total the total of each of the columns

The remaining fields of the Email Queue and Queue Group Spectrum by Queue report provide a frequency distribution of email/SMS patterns based on a
defined time scale (Spectral Interval 1-10). The Spectrum Interval field reflects the total number of emails/SMS for that interval and all preceding
intervals. The % of emails interflowed field reflects the percentage of emails/SMS for that interval and all preceding intervals.

NOTE: Spectrum Interval 10 reflects the total number of emails/SMS for that interval only.
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Figure 125 Email Queue Group Interflow Spectrum by Queue

Haimn Yk %k %cf Yook Yok
ACD ACD rare Emails deayto  Spectrum %ef Erals Spactrum Eraile Spectrum Ersils Spactrum Errsile Spectrum %ok Emails  Spectrum Ersils Spectrum Sbcf Emeils Spectrum Seof Emails  Spectrum  S6of Enails > Spectrum Erails
3 T irterfiowed f;hrtle'ﬂu-\r} Irterval 1 Interflowed  Intervel 2 Tl Trfiowed 4 q Interval 5 Irterflowed Irtmdﬁu f Ilrtawi? Intesflowed Irtenval 8 Interflowed  Intenval 9 Interflowed  Intenval 9 Irtafiowed
P151 Support 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
P160 0CS Support 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
| Total | o fowo:0f 0o | 00 | o | 00| o | 00 | o [ 00| o | 00| o [ 00| o | 00 | o | 00| o | 00 | o | 00|
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Chat reports

Chat reports

Chat reports include
o Agent reports
¢ Queue reports

Chat reports provide chat statistics on agents, agent groups, queues, and queue groups. Also, you can create on-demand and scheduled reports for
over-midnight shifts.
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Chat agent reports

Agent and Agent Group reports provide statistics based on the activity of agents and agent groups.

The agent reports are listed below:
o Performance reports
o Agent and Agent Group Performance by Account Code
o Agent and Agent Group Performance by Make Busy Code
¢ Agent Group Performance by Agent

e ACD event reports
ACD event reports derive their data from the ACD real-time event stream. All other reports derive their data from the SMDR stream.

¢ Agent and Agent Group Event by Period (hh:mm:ss) (You cannot generate this report over midnight.)
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Chat Agent and Agent Group Performance by Account Code
The Chat Agent and Agent Group Performance by Account Code report shows the chat Account Codes entered. (See Figure 126.)

The Chat Agent and Agent Group Performance by Account Code report provides the following information:

Report Field Description

Account code the account code tagged to the ACD queue
Account code name the name attached to the Account Code
Account codes entered the number of account codes entered

ACD handling time (hh:mm:ss) the total duration of chats

Average ACD handling time (hh:mm:ss) the average duration of chats

Total the total of each of the columns
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Figure 126 Chat Agent Performance by Account Code

ACD handling time

Aug ACDO handling time

Account code Account code name Account codes entered THE iy
12 SALES CALL 2 0:0%:05 00232
Total 2 0:05:05 0:02:32
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Chat reports

Chat Agent and Agent Group Performance by Make Busy Code

The Chat Agent and Agent Group Performance by Make Busy Code reports show the frequency and duration the chat agent and chat agent group is in

Make Busy. (See Figure 127.)

The Chat Agent and Agent Group Performance by Make Busy Code reports provide the following information:

Report Field
Make busy code

Make busy reason code name
Make busy count

Total make busy time (hh:mm:ss)

Average make busy time (hh:mm:ss)

Total

Description
the make busy code tagged to the ACD queue

the name of the make busy code (If the Make Busy Code 01 means the morning break, the name of
the make busy code could be Morning Break.)

the total number of make busy codes

the total duration the agent spent in the chat make busy state, controlled by the agent or the
supervisor

the average duration the agent spent in the chat make busy state, controlled by the agent or the
supervisor

the total of each of the columns
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Figure 127 Chat Agent Group Performance by Make Busy Code

M ake biey code Make mmrfonm Mokt oont Totd(rrﬁ'f;'kern:gtim Aveag(emrr:nkf;;;yﬁrm
1 Break 73 36:12:45 0:29:46
8 .ustomer Issue Revier 63 85:25:18 1:21:21
2 Lunch 44 64:32:58 1:28:01
-1 ystem Make Busy Cot 29 23:3848 0:48:55
5 Restroom 28 5:20:07 0:11:26
7 Meeting 21 33:46:30 1:36:30
4 Consult Supervisor 15 2:36:49 0:10:27
15 Project 1 16:46:07 1:31:28
0 No Make Busy Code 8 3:44:31 0:28:04
18 Install Bookings 4 4:42:55 1:10:44
20 Jown - Emergency Mi 2 5:15:38 2:37:49
10 Prime Extension Call 1 0:00:05 0:00:05
14 CS Internal Lab Work 1 0:00:05 0:00:05
3 First vl Help i 0:07:27 0:.07:27
6 Training 1 10:05:46 10:05:46

| Total 302 292:15:49 0:58:04
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Chat Agent Group Performance by Agent

The Chat Agent Group Performance by Agent report shows the workload distribution across the agents in an agent group for the shift duration and
day(s) you specify. It reports the chat statistics in hours, minutes, and seconds, and provides contact counts across agents. (See Figure 128.)

The Chat Agent Group Performance by Agent report provides the following information for individual agents in the group.

Report Field
Agent ID
Agent name

ACD chats handled
Chats requeued

Idle time (hh:mm:ss)

Account codes
Total shift time (hh:mm:ss)

ACD handling time (hh:mm:ss)
Average ACD handling time (hh:mm:ss)

Percent of shift
Total make busy time (hh:mm:ss)

Percent of shift

Total system make busy time (hh:mm:ss)

Percent of shift

Total

Description

the agent ID entered by the agent

the name associated with the above agent ID in YourSite
the total number of chats answered

the total number of requeues at the agent's position - if an agent fails to answer a chat, the system
places the chat back in the same queue and it is answered by the first available agent

the total duration the agent is logged on and available to receive chats
the total number of account codes entered by the agent

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make
busy)

the total duration of chats
the average duration of chats
the percentage of shift time representing chat activity (total shift time is ACD activity + make busy)

the total duration the agent spent in the chat make busy state, controlled by the agent or the
supervisor

the percentage of shift time representing chat make busy activity

the total duration the agent spent in the chat system make busy state, controlled by the Multimedia
Contact Center system, so that the agent could answer a request of another media type - this type
of make busy can not be set by an agent or supervisor

the percentage of shift time representing chat system make busy activity

the total of each of the columns
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Figure 128 Chat Agent Group Performance by Agent

Agent ID Agent name Ar?_d‘t:'s Chets requeved (::m) Af;gf: m:n:i § Acnuﬁdm 'mﬁﬁz pe‘:ﬁe‘; of T:;::Ze Pe’x;"f n1$ bf;yﬁ::e Percent of shift
(hhmmss)  (hhinmss) (hhmmss) (hhrmmss) (hhavmss)

1587 K Middlemiss 55 4 177:51:35 0 0:00:00 9:07:35 0:09:57 0.0 95:41:42 0.0 2:43:57 0.0
1586 B Renaud 41 3 141:07:59 0 0:00:00 7:36:10 0:11:07 0.0 104:58:57 0.0 0:28:14 0.0
1236 S Carter 39 4 118:54:58 0 0:00:00 6:18:37 0:09:42 0.0 58:22:07 0.0 3:42:26 0.0
1522 R Harrison 37 13 140:49:43 0 0:00:00 3:31:20 0:05:42 0.0 61:38:43 0.0 11:03:58 0.0
1472 J Hammond 19 1 87:22:11 0 0:00:00 3:15:54 0:10:18 0.0 103:07:25 0.0 0:27:55 0.0
1416 J Osbome 17 3 73:17:44 0 0:00:00 2:01:20 0:07:08 0.0 106:30:08 0.0 0:1047 0.0
1557 VOuer 16 6 54:47:24 0 0:00:00 3:06:49 0:11:40 0.0 27:19:29 0.0 8:22:35 0.0
1477 S Lett 3 7 51:03:47 0 0:00:00 0:02:19 0:00:46 0.0 85:00:42 0.0 7:58:22 0.0

| Total | 227 41 885:15:21 0 0:00:00 | 35:00:04 | 0:09:15 0.0 642:39:13 0.0 34:58:14 0.0
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Chat Agent and Agent Group Event by Period

All Event by Period reports derive their data from the ACD real-time event stream. All other reports derive their data from the SMDR stream.

The Chat Agent Event by Period report displays log on and log off times for the agent and the total duration the agent spent in various agent states for
the day(s) you specify. It reports the chat statistics in hours, minutes, and seconds and provides chat counts for the agent.

The Chat Agent Group Event by Period report displays log on and log off times for the agent group and the total duration the agent group spent in various
agent states for the day(s) you specify. It reports the chat statistics in hours, minutes, and seconds and provides chat counts for the agent. (See Figure

129.)

The Chat Agent Event by Period report is truncated to the first 1000 records. It provides the following information:

Report Field
Login date/time

Logout date/time
Total shift time (hh:mm:ss)

Idle time (hh:mm:ss)

Ringing time (hh:mm:ss)

ACD chats handled

ACD chat count < 20 sec

ACD handling time (hh:mm:ss)
Average ACD handling time (hh:mm:ss)

Total make busy time (hh:mm:ss)

Average make busy time (hh:mm:ss)

Make Busy Count

Description
the date and time the agent logged on to Web chat
the date and time the agent last logged off of Web chat

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make
busy)

the total duration the agent is logged on and available to receive chats
the total duration before the chats were opened

the total number of chats answered

the total number of chats answered in less than 20 seconds

the total duration of chats

the average duration of chats

the total duration the agent spent in the chat make busy state, controlled by the agent or the
supervisor

the average duration the agent spent in the chat make busy state, controlled by the agent or the
supervisor

the total number of times the agent entered the chat make busy state
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Report Field

Total system make busy time (hh:mm:ss)

Average system make busy time (hh:mm:ss)

System make busy count

Total

Description

the total duration the agent spent in the chat system make busy state, controlled by the Multimedia
Contact Center system, so that the agent could answer a request of another media type - this type
of make busy can not be set by an agent or supervisor

the average duration the agent spent in the chat system make busy state, controlled by the
Multimedia Contact Center system, so that the agent could answer a request of another media type
- this type of make busy can not be set by an agent or supervisor

the total number of times the agent entered the chat system make busy state, controlled by the
Multimedia Contact Center system, so that the agent could answer a request of another media type
- this type of make busy can not be set by an agent or supervisor

the total of each of the columns

The Chat Agent Group Event by Period (hh:mm:ss) report compares the total duration agents spent in various agent states, for the agent group and
day(s) you specify. It reports the chat statistics in hours, minutes, and seconds. It also compares chat counts across agents.

The Chat Agent Group Event by Period (hh:mm:ss) report provides the following information:

Report Field
Agent ID

Agent name
Total shift time (hh:mm:ss)

Idle time (hh:mm:ss)

Ringing time (hh:mm:ss)

ACD chats handled

ACD chat count < 20 Sec

ACD handling time (hh:mm:ss)
Average ACD handling time (hh:mm:ss)

Description
the agent ID entered by the agent
the name associated with the above agent ID in YourSite

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make
busy)

the total duration agents are logged on and available to receive chats
the total duration before the chats were opened

the total number of chats the agent opened

the total number of chats answered in less than 20 seconds

the total duration of chats

the average duration of chats
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Report Field

Total make busy time (hh:mm:ss)

Average make busy time (hh:mm:ss)

Make Busy Count

Total system make busy time (hh:mm:ss)

Average system make busy time (hh:mm:ss)

System make busy count

Total

Chat reports

Description

the total duration the agent spent in the chat make busy state, controlled by the agent or the
supervisor

the average duration the agent spent in the chat make busy state, controlled by the agent or the
supervisor

the total number of times agents entered the chat make busy state

the total duration the agent spent in the chat system make busy state, controlled by the Multimedia
Contact Center system, so that the agent could answer a request of another media type - this type
of make busy can not be set by an agent or supervisor

the average duration the agent spent in the chat system make busy state, controlled by the
Multimedia Contact Center system, so that the agent could answer a request of another media type
- this type of make busy can not be set by an agent or supervisor

the total number of times the agent entered the chat system make busy state, controlled by the
Multimedia Contact Center system, so that the agent could answer a request of another media type
- this type of make busy can not be set by an agent or supervisor

the total of each of the columns
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Figure 129 Chat Agent Event by Period (hh:mm:ss)

vt ot TSRO et g A A At LG T At sy miairy oy T
(mzarss) - thames)s heee). il Shae (e DRGNS G ) thiaey: Ok Ll (hmmss) 2
(hhimmss) (hhrrmmiss) count

8/3/2010 8:16 8/3/2010 9:47 1:30:43  040:14  0:00:17 2 0 0:16:50 0:08:25 0:33:22 0:16:41 2 0:00:00  0:00:00 0
8/3/2010 10:24  8/3/2010 17:05 6:40:53 1:54:16  0:00:00 0 0 0:00:00 0:00:00 446:37 04056 7 0:00:00  0:00:00 0
8/4/2010 8:05 8/4/2010 16:59 8:53:56  0144:39  0:00:00 0 0 0:00:00 0:00:00 8:09:17 04855 10  0:00:00  0:00:00 0
8/5/2010 8:11 8/5/2010 8:14 0:03:24  0:03:05 0:00:19 0 0 0:00:00 0:00:00 0:00:00  0:00:00 1 0:00:00  0:00:00 0
8/5/2010 8:20 8/5/2010 14:14 5:54:46  0:07:03  0:00:00 0 0 0:00:00 0:00:00 54743 04940 7 0:00:00  0:00:00 0
8/5/2010 14:22  8/5/2010 17:07 2:45:31 1:16:03  0:00:05 1 0 0:01:39 0:01:39 1:22744 0:29:14 3 0:00:00  0:00:00 0
8/6/2010 8:06 8/6/2010 11:05 2:58:56 1:55:15  0:00:30 3 0 0:18:37 0:06:12 044:3¢  0:14:51 3 0:00:00  0:00:00 0
8/6/2010 16:28  8/6/2010 17:13 045:32  0:00:09  0:00:00 0 0 0:00:00 0:00:00 04523 0:45:23 1 0:00:00  0:00:00 0
8/9/2010 11:04  8/9/2010 20:00 8:55:55  3:58:51  0:00:08 1 0 0:14:48 0:1448 4:42:08 0:31:20 9 0:00:00  0:00:00 0
8/10/20108:24  8/10/201017:02  8:38:18 1:54:46  0:00:00 0 0 0:00:00 0:00:00 643:32 0:40:21 10  0:00:00 0:00:00 0
8/11/20108:09  8/11/2010 9:40 1:31:02 1:11:05  0:00:06 1 0 0:00:33 0:00:33 0:19:18  0:09:39 2 0:00:00  0:00:00 0
8/13/20108:38  §/13/201015:46  7:08:223  0:29:49  0:00:10 0 0 0:00:00 0:00:00 6:38:24 0:44:16 9 0:00:00  0:00:00 0
8/16/20108:28  8/16/201010:30  2:01:59 1:00:47  0:00:00 0 0 0:00:00 0:00:00 1:01:12 0:20:24 3 0:00:00  0:00:00 0
8/16/201011:28  8/16/2010 12:33 1:05:26  0:00:04  0:00:00 0 0 0:00:00 0:00:00 1:05:22 0:32:41 2 0:00:00  0:00:00 0
8/17/201012:01  8/17/2010 12:01 0:00:05  0:00:05 0:00:00 0 0 0:00:00 0:00:00 0:00:00  0:00:00 0 0:00:00  0:00:00 0
8/18/20108:50  8/18/2010 11:12 2:21:52  0:00:07  0:00:00 0 0 0:00:00 0:00:00 2:2145  1:10:52 2 0:00:00  0:00:00 0
8/19/20108:15  8/19/2010 9:42 1:27:22  0:00:07  0:00:00 0 0 0:00:00 0:00:00 1:27:15 1:27:5 1 0:00:00  0:00:00 0
9/17/2010 1046  9/17/201013:33 24659 1:57:00  0:00:30 0 0 0:00:00 0:00:00 0:00:00  0:00:00 0 0:49:29  0:49:29 1
9/28/2010 8:15 9/28/2010 17:00 8:45:11 1:03:27 0:00:00 0 0 0:00:00 0:00:00 74144 0:51:18 9 0:00:00 0:00:00 0
9/29/20108:00  9/29/2010 9:43 0:00:00 1:13:28  0:00:00 0 0 0:00:00 0:00:00 0:28:55  0:09:38 3 0:00:00  0:00:00 0
Total 74:16:13 | 19:30:20 | 0:0205 | 8 [ 0 | 0:5227 | 0:06:33 | 54:44:15| 0:39:06 | 84 | 0:49:29 | 0:49:29 [ 1

378




Chat queue reports

Chat reports

Queue and Queue Group reports provide statistics on queues and queue groups that reflect chat behavior and the service experienced by clients.

The spectrum reports provide a frequency distribution of chats abandoned, answered, or interflowed based on a defined time scale.

The queue reports are listed below:
o Performance reports

Queue and Queue Group Performance by Period
Queue Group Performance by Queue

e Spectrum reports

Queue and Queue Group Abandon Spectrum by Period

Queue and Queue Group Abandon Spectrum by Day of the Week
Queue Group Abandon Spectrum by Queue

Queue and Queue Group Answer Spectrum by Period

Queue and Queue Group Answer Spectrum by Day of the Week
Queue Group Answer Spectrum by Queue

Queue and Queue Group Handle Spectrum by Period

Queue and Queue Group Handle Spectrum by Day of the Week
Queue Group Handle Spectrum by Queue

Queue and Queue Group Interflow Spectrum by Period

Queue and Queue Group Interflow Spectrum by Day of the Week
Queue Group Interflow Spectrum by Queue

379



Mitel Contact Center Solutions Reports Guide

Chat Queue and Queue Group Performance by Period

The Chat Queue and Queue Group Performance by Period reports show the chat activity of a queue group across 15-, 30-, or 60-minute intervals for the
shift duration and day(s) you specify. (See Figure 130.)

The Chat Queue Performance by Period reports provide the following information:

Report Field
Activity period
ACD chats delivered to queue

ACD chats handled
Chats abandoned (short)

Chats abandoned (long)

Chats interflowed

Chats requeued

Queue unavailable

Answered by ACD group 1

Answered by ACD group 2

Answered by ACD group 3

Answered by ACD group 4

Average speed of answer (hh:mm:ss)
Average delay to abandon (hh:mm:ss)
ACD handling time (hh:mm:ss)
Average ACD handling time (hh:mm:ss)

Description

the interval of the report

the total number of chats offered to the ACD queue (handled + long abandoned + interflowed)
the total number of chats answered

the total number of chats abandoned before the Short Abandon time (the Short Abandon time
default is 6 seconds)

the total number of chats abandoned after the Short Abandon time
the total number of chats interflowed

the total number of requeues at the agent's position - if an agent fails to answer a chat, the system
places the chat back in the same queue and it is answered by the first available agent

the total number of chats offered to the queue while the queue was unavailable (for example, the
queue is unavailable outside business hours)

the total number of chats answered by the first answer point

the total number of chats answered by the second answer point

the total number of chats answered by the third answer point

the total number of chats answered by the fourth answer point

the average delay before the chat was answered (including time in queue and agent ringing time)
the average elapsed time before the chat was abandoned

the total duration of chats

the average duration of chats
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Report Field Description

Service level % the percentage of chats answered within the specified service level time
Answer % the percentage of offered chats answered

Total the total of each of the columns
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Figure 130 Chat Queue Group Performance by Period

ACD o o o Average  Average ACD Average
ety pertod chats o abendored G5 Chats Queve  Amsweredby Answeredby Arsweredby Answeredby —speedof  delayto  handiing ACD  Service Answer
deliverad handied (short) (long) interflowed requeved unavailable ACD goup 1 ACD goup2 ACD goup3 ACD goupd  answer abandon time handlingtime level % %
to queve (hhrmss)  (hhrmmss)  (bhammiss)  (hhimess)
08:00 14 14 0 0 0 2 0 13 0 0 0 00025 000:00 32141 0:1424 923 107.7
09:00 29 27 0 2 0 2 0 27 0 0 0 00020 00647 3:28:20 00742 89.7 93.1
10:00 27 26 0 1 0 4 0 26 0 0 0  000:17 00038 4:10:19 00937 963 9.3
1:00 24 21 0 3 0 5 0 21 0 0 0 00037 003:16 2:27:59 007.02 792 87.5
12200 17 16 0 2 0 8 0 16 0 0 0 00020 00200 3:1344 0:12:06 889 889
1300 25 22 0 2 0 6 0 22 0 0 0  000:15 00308 247:54 00737 917 91.7
14:00 8 5 0 3 0 3 0 5 0 0 0  000:13 006:37 040:24 00804 625 625
1500 16 17 0 1 0 1 0 17 0 0 0 00048 00237 1:31:31 00523 889 944
16:00 11 11 0 0 0 0 0 11 0 0 0  000:18 0:00:00 2:08:19 0:11:39 100.0 100.0|
| Total [ 171 | 19| o 4 | o [ 31| o 158 0 0 0 | 0:00:25 | 0:04:03| 23:50:11| 0:09:00 | 89.0 | 92.4|
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Chat Queue Group Performance by Queue

The Chat Queue Group Performance by Queue report compares the chat workload distribution across the queues in a queue group for the shift duration
and day(s) you specify. It reports the chat statistics in hours, minutes, and seconds, and provides chat counts across queues. (See Figure 131.)

The Chat Queue Group Performance by Queue report provides the following information:

Report Field

ACD queue

ACD queue name

ACD chats delivered to queue

ACD chats handled
Chats abandoned (short)

Chats abandoned (long)
Chats interflowed

Chats requeued

Queue unavailable

Answered by ACD group 1
Answered by ACD group 2
Answered by ACD group 3
Answered by ACD group 4
Average speed of answer (hh:mm:ss)
Average delay to abandon (hh:mm:ss)

ACD handling time (hh:mm:ss)

Description

the queues that are members of a queue group

the name of the ACD queue for which the agent answered chats

the total number of chats offered to the ACD queue (handled + long abandoned + interflowed)
the total number of chats answered

the total number of chats abandoned before the Short Abandon time (the Short Abandon time
default is 6 seconds)

the total number of chats abandoned after the Short Abandon time
the total number of chats interflowed

the total number of requeues at the agent's position - if an agent fails to answer a chat, the system
places the chat back in the same queue and it is answered by the first available agent

the total number of chats offered to the queue while the queue was unavailable (for example, the
queue is unavailable outside business hours)

the total number of chats answered by the first answer point

the total number of chats answered by the second answer point

the total number of chats answered by the third answer point

the total number of chats answered by the fourth answer point

the average delay before the chat was answered (including time in queue and agent ringing time)
the average elapsed time before the chat was abandoned

the total duration of chats
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Report Field

Average ACD handling time (hh:mm:ss)
Service level %

Answer %

Total

Description

the average duration of chats

the percentage of chats answered within the specified service level time
the percentage of offered chats answered

the total of each of the columns
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Figure 131 Chat Queue Group Performance by Queue

ACD

Chats Chats Average Average ACD Average
chats ACD chats Chats Chats Queve  Amsweredby Amsweredby Answeredby Answeredby — speedof dday to i ACD Service Answer
AChiquels S ACD qetersina B g e e interflowed requeed unevailable ACD gowpl ACDgowp?2 ACDgow3 ACDgow4  amwer  abandon [NOUTE |, e levd % %
(short) (long) (hharmiss)
to queue (hhmmss)  (hharmiss) (hharmss)
P601 CS ChatQueue 154 156 0 2 0 32 0 154 0 0 0 0:00:23 0:00:27 224443 00844 955 1000
Total | 154 ] 18 | o0 2 | o | 32| o | 15 o | o 0 | 0:00:24 | 0:00:28 | 22:44:43| 0:08:45 | 95.5 | 100.0|
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Chat Queue and Queue Group Abandon Spectrum by Period

The Chat Queue and Queue Group Abandon Spectrum by Period reports provide a frequency distribution of chats abandoned on a queue group across
15-, 30, or 60-minute intervals for the shift duration and day(s) you specify. (See Figure 132.)

The following are the first three fields of the Chat Queue and Queue Group Abandon Spectrum by Period reports:

Report Field Description

Activity period the interval of the report

Chats abandoned the total number of chats abandoned for the period
Maximum delay to abandon (hh:mm:ss) the maximum delay before the chat was abandoned
Total the total of each of the columns

The remaining fields of the Chat Queue and Queue Group Abandon Spectrum by Period reports provide a frequency distribution of chat patterns based
on a defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 seconds). For each time period, the Count < x sec field reflects the total number of
chats for that interval and all preceding intervals. The % of Chats abandoned field reflects the percentage of chats for that interval and all preceding
intervals.

NOTE:
o Foreach time period, except > 120 seconds, the Count < x sec field reflects the total number of chats for that interval and all preceding intervals.
o Forthe >120 seconds time period, the Count < x sec field reflects the total number of chats for that interval only.
o The % of field reflects the percentage of chats for that interval and all preceding intervals.
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Figure 132 Chat Queue Abandon Spectrum by Period

Adtivity period Chds Md:;::“ Count <= %eof Chats Count <= %of Chats Count <= %of Chats Count <= %of Chats Count < %0of Chats C‘:’:‘tﬂ( %of Chats Count <= %of Chats Count< %of Chats Count <= %ofChas Count> %of Chals
abandoned ﬂm} 5sec  Abendoned 10sec Abendoned 15sec  Abendoned 20sec  Abendoned =30sec Abandoned s Abandoned 60sec  Abendoned =80sec Abendoned 120sec Abendoned 120sec  Abendoned
08:00 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 0.0
09:00 0 00000 0 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 0.0
10:00 0 00000 0 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 0.0
11:00 0 00000 0 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 0.0
12:00 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 0.0
13:00 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 0.0
14:00 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 00 0 0.0 0 0.0 0 0.0 0 0.0
15:00 0 00000 0 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 0.0
16:00 0 00000 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 00 0 0.0 0 0.0 0 0.0 0 0.0
| Total 0 |o000:00] 0 | 00 | o | 00| o [ oo | o | oo | o| 00 [ o] 00 | o | 00 | o | 00 | o | 00 | o | o0
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Chat Queue and Queue Group Abandon Spectrum by Day of the Week

The Chat Queue and Queue Group Abandon Spectrum by Day of the Week reports provide a frequency distribution of chats abandoned on a queue
group across 15-, 30-, or 60-minute intervals over the days of the week. When this report is run for more than one week, the data is summed for each
day of the week. For example, if the report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data
found under Tuesday is the summed totals of the two Tuesdays. (See Figure 133.)

The following are the first three fields of the Chat Queue and Queue Group Abandon Spectrum by Day of the Week reports:

Report Field Description

Activity period the interval of the report

Chats abandoned the total number of chats abandoned for the period
Maximum delay to abandon (hh:mm:ss) the maximum delay before the chat was abandoned
Total the total of each of the columns

The remaining fields of the Chat Queue and Queue Group Abandon Spectrum by Day of the Week reports provide a frequency distribution of chat
patterns based on a defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 seconds). For each time period, the Count < x sec field reflects the
total number of chats for that interval and all preceding intervals. The % of Chats abandoned field reflects the percentage of chats for that interval and all

preceding intervals.

NOTE:
o Foreach time period, except > 120 seconds, the Count < x sec field reflects the total number of chats for that interval and all preceding intervals.

o Forthe >120 seconds time period, the Count < x sec field reflects the total number of chats for that interval only.
o The % of field reflects the percentage of chats for that interval and all preceding intervals.
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Figure 133 Chat Queue Abandon Spectrum by Day of the Week

Maxi mum
Adi 1od Chats delayto Count< %ofChats Count< O%cof Chas Count< S%ofChas Count<= %of Chats Count< 9%of Chats th.rl:-: %of Chats Count <= %of Chas Count< %of Chats Count <= %ofChas Count> %of Chets
VY per abendoned  abandon  =5sec Abandoned =10sec Abendoned =15sec Abandoned 20sec  Abandoned =30sec Abandoned -mc Abendoned 60sec  Abandoned =80sec Abandoned 120sec Abendoned 120sec  Abendoned
(hhimmess)
Monday 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 0.0
Tuesday 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 0.0
Wednesday 0 00000 0 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 0.0
Thursday 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 0.0
Friday 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 0.0
| Toal | o f[o0o0000 0| 00 | o | 00 | o | 00 | o | 00 | o | 00 | o] 00 | 0o | 00 | o | 00 | o | 00 | 0o [ o0
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Chat Queue Group Abandon Spectrum by Queue

The Chat Queue Group Abandon Spectrum by Queue report provides a frequency distribution of chat handling of a queue group across intervals from 1-
10. (See Figure 134.)

The following are the first four fields of the Chat Queue Group Abandon Spectrum by Queue report:

Report Field Description

ACD queue the ACD queue for which the agent answered

ACD queue name the name of the ACD queue for which the agent answered chats
Chats abandoned the total number of chats abandoned for the period

Maximum delay to abandon (hh:mm:ss) the maximum delay before the chat was abandoned

Total the total of each of the columns

The remaining fields of the Chat Queue Group Spectrum by Queue report provide a frequency distribution of chat patterns based on a defined time scale
(Spectral Interval 1-10). The Spectrum Interval field reflects the total number of chats for that interval and all preceding intervals. The % of chats
abandoned field reflects the percentage of chats for that interval and all preceding intervals.

NOTE: Spectrum Interval 10 reflects the total number of chats for that interval only.
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Figure 134 Chat Queue Group Abandon Spectrum by Queue

Maxdimum
ACD ACD Chats delaytn  Spectrum %hof Chats  Spectrum %of Chats  Spectrum %of Chats  Spectrum %kof Chats  Spectrum %of Chats Spectrum %hof Chats  Spectrum %hof Chats Spectrum Seof Chats Spectrum %hof Chals  >Spectrum - Soof Chats
e QUARBIRME  havboed  sbandon  Intmval 1 Abancbned  Intmval 2 Abanconed Intenel 3 Abenchred Intenval 4 A It 5 A Ineval 6 Abendoned  Interval 7 A Ineval 8 Abanch Iteval @ Abadoned  Iternval @ Abandoned
(hharmss)
P601 CS Chat Queue 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
P602 0CS Chat Queue 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
| Total | o Jowowo] o | 00 | o | 00 | o [ 0o | o | 00 | o | 00 | o] 00 | o | 00 | o | o0 o | o0 | o | o0 |
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Chat Queue and Queue Group Answer Spectrum by Period

The Chat Queue and Queue Group Answer Spectrum by Period reports provide a frequency distribution of chats answered on a queue group across 15-,
30-, or 60-minute intervals for the shift duration and day(s) you specify. (See Figure 135.)

The following are the first three fields of the Chat Queue and Queue Group Answer Spectrum by Period reports:

Report Field Description

Activity period the interval of the report

ACD chats handled the total number of chats answered

Maximum speed of answer (hh:mm:ss) the maximum delay before the chat was answered
Total the total of each of the columns

The remaining fields of the Chat Queue and Queue Group Answer Spectrum by Period reports provide a frequency distribution of chat patterns based on
a defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 seconds). For each time period, the Count < x sec field reflects the total number of
chats for that interval and all preceding intervals. The % of Chats answered field reflects the percentage of chats for that interval and all preceding
intervals.

NOTE:

o Foreach time period, except > 120 seconds, the Count < x sec field reflects the total number of chats for that interval and all preceding intervals.
o Forthe >120 seconds time period, the Count < x sec field reflects the total number of chats for that interval only.
o The % of field reflects the percentage of chats for that interval and all preceding intervals.
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Chat reports

Adivity pericd k;l‘)ﬂ(i:s h;;a:adm;f“ Court <= %of chats Count <= %of chats Count <= %of chets Count <= %of chats Count <= %ofchats Count < %hof chats Count <= %of dhats Count <= %of das Count <= %ofcdas Cout> %of das
aswer S5sac  aeweed 10sec aeweed 15sc  asweed 20sec  aswersd 30sec  asweed =40sec aeweed G0sec  asweed  80sec  aswered  120sec  awweed  120sx  aswered
(bhimess)

08:00 4 00012 O 0.0 2 500 4 1000 4 1000 4 1000 4 1000 4 1000 4 1000 4 1000 O 0.0
09:00 7 0001 1 143 6 87 7 1000 7 1000 7 1000 7 1000 7 1000 7 1000 7 1000 0O 0.0
10:00 14 00132 0 0.0 7 500 11 786 12 87 12 87 12 87 13 929 13 929 14 1000 0O 0.0
11:00 14 00316 0 0.0 7 500 8 524 9 643 9 643 11 786 12 857 12 857 12 857 2 14.3
12:00 8 00046 O 0.0 4 50 4 500 4 50 4 500 5 625 8 1000 8 1000 8 1000 O 0.0
13:00 7 00014 1 143 4 57214 7 1000 7 1000 7 1000 7 1000 7 1000 7 1000 7 1000 O 0.0
14:00 2 00027 O 0.0 0 0.0 1 50 1 50 2 1000 2 1000 2 1000 2 1000 2 1000 0 0.0
15:00 5 00823 0 0.0 0 0.0 1 200 2 400 2 400 4 800 4 800 4 800 4 800 1 20.0
16:00 3 00014 O 0.0 1 333 3 1000 3 1000 3 1000 3 1000 3 1000 3 1000 3 1000 O 0.0

| Towl 64 |0:0823] 2 | 31 | 31 | 484 | 46 | 729 | 49 | 766 | 50 | 781 | 55 | 859 | 60 [ 938 | 60 | 938 | 61 | 953 | 3 | 47 |
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Chat Queue and Queue Group Answer Spectrum by Day of the Week

The Chat Queue and Queue Group Answer Spectrum by Day of the Week reports provide a frequency distribution of chats answered on a queue group
across 15-, 30-, or 60-minute intervals over the days of the week. When this report is run for more than one week, the data is summed for each day of
the week. For example, if the report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data found

under Tuesday is the summed totals of the two Tuesdays. (See Figure 136.)

The following are the first three fields of the Chat Queue and Queue Group Answer Spectrum by Day of the Week reports:

Report Field Description

Activity period the interval of the report

ACD chats handled the total number of chats answered

Maximum speed of answer (hh:mm:ss) the maximum delay before the chat was answered
Total the total of each of the columns

The remaining fields of the Chat Queue and Queue Group Answer Spectrum by Day of the Week reports provide a frequency distribution of chat
patterns based on a defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 seconds). For each time period, the Count < x sec field reflects the
total number of chats for that interval and all preceding intervals. The % of Chats answered field reflects the percentage of chats for that interval and all

preceding intervals.

NOTE:
o Foreach time period, except > 120 seconds, the Count < x sec field reflects the total number of chats for that interval and all preceding intervals.

o Forthe >120 seconds time period, the Count < x sec field reflects the total number of chats for that interval only.
o The % of field reflects the percentage of chats for that interval and all preceding intervals.
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Figure 136 Chat Queue Answer Spectrum by Day of the Week

Mepdmum c
A od ACDchets speedof Cout< %ofchats Court<= %of chals Count<= %of chats Count <= 9%of chats Count <= %of chats _m(%ofd'ﬂs Cout<= %ofchats Count<= %ofchas Cout <= %ofchats Count > %of chats]
Sty pa herded  aswer =53 aswered  10sr  aswered  15sc  asweed  20sec el  30sec erl _sa: aewered  60sec  aeweed  B0sec aswered  120sec  aewered  120sec answered
(hhrmmss)
Monday 13 0:01:27 0 0.0 0 0.0 2 15.4 4 30.8 8 61.5 9 69.2 12 92.3 12 92.3 13 100.0 0 0.0
Tuesday 24 0:01:29 0 0.0 14 58.3 15 62.5 18 75.0 20 83.3 21 87.5 23 95.8 23 95.8 24 100.0 0 0.0
Wednesday 20 0:00:38 1 5.0 12 60.0 15 75.0 19 95.0 19 95.0 20 100.0 20 100.0 20 100.0 20 100.0 0 0.0
Thursday 27 0:02:58 1 3.7 10 37.0 18 66.7 23 85.2 25 92.6 25 926 25 92,6 25 926 25 92.6 2 74
Friday 8 0:00:46 0 0.0 1 125 2 25.0 4 50.0 6 75.0 6 75.0 8 100.0 8 100.0 8 100.0 0 0.0
I Total | 92 | 0:02:58 | 2 [ 22 | 37 | 40.2 | 52 | 56.5 | 68 | 739 | 78 | 84.8 | 81 | 88.0 | 88 | 95.7 | 88 | 95.7 | 90 | 97.8 I 2 | 22 I
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Chat Queue Group Answer Spectrum by Queue

The Chat Queue Group Answer Spectrum by Queue report provides a frequency distribution of chat handling of a queue group across intervals from 1-
10. (See Figure 137.)

The following are the first four fields of the Chat Queue Group Answer Spectrum by Queue report:

Report Field Description

ACD queue the ACD queue for which the agent answered

ACD queue name the name of the ACD queue for which the agent answered chats
ACD chats handled the total number of chats answered

Maximum speed of answer (hh:mm:ss) the maximum delay before the chat was answered

Total the total of each of the columns

The remaining fields of the Chat Queue Group Spectrum by Queue report provide a frequency distribution of chat patterns based on a defined time scale
(Spectral Interval 1-10). The Spectrum Interval field reflects the total number of chats for that interval and all preceding intervals. The % of chats
answered field reflects the percentage of chats for that interval and all preceding intervals.

NOTE: Spectrum Interval 10 reflects the total number of chats for that interval only.
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Figure 137 Chat Queue Group Answer Spectrum by Queue

Masdmum
ACD ACD ACDdws speedcf Spectrum %cfdets Specrum  9bcf dets  Spectrum  %cf chets  Spectrum %bcf chets  Spectrum %cf dhets  Spectrum %bcf chets  Spectrum %o dhets Spactrum %%cf chets Spectrum %bof chats > Spectrum % dhats
g S o hendled asver  Inevel 1 aswered  Intenvd 2 arswered  Intervdl 3 aewered  Intevd 4 arewered Inteval 5 aswered  Intenadl 6 arswered  Intenval 7 arswered  Intervd 8 arswered  Internval 9 arswered  Intenadl 9 erswered
(Hummes)
[ P601 CS Chat Queue 156 0:08:23 4 2.6 68 43.6 98 62.8 117 75.0 128 82.1 136 87.2 148 94.9 148 94.9 151 96.8 5 3.2
| P6&02 0OCS Chat Queue 2 0:00:32 0 0.0 0 0.0 0 0.0 0 0.0 1 50.0 2 100.0 2 100.0 2 100.0 2 100.0 0 0.0
| Total | 158 [o0:08:223] 4 | 25 | 68 | 430 | 98 | 620 | 117 | 741 | 120 | 816 | 138 | 873 | 150 | 949 | 150 | 049 | 153 | 968 | 5 | 32 |

397



Mitel Contact Center Solutions Reports Guide

Chat Queue and Queue Group Handle Spectrum by Period
The Chat Queue and Queue Group Handle Spectrum by Period reports provide a frequency distribution of chats for a queue group across 15-, 30-, or 60-
minute intervals for the shift duration and day(s) you specify. (See Figure 138.)

The following are the first three fields of the Chat Queue and Queue Group Handle Spectrum by Period reports:

Report Field Description

Activity period the interval of the report

Chats handled the total number of chats answered by the agent
Maximum duration (hh:mm:ss) the duration of the longest chat for the period
Total the total of each of the columns

The remaining fields of the Chat Queue and Queue Group Handle Spectrum by Period reports provide a frequency distribution of chat patterns based on
a defined time scale (<10, <60, <180, <240, <300, <360, <420, <480, <540, and >541 seconds). For each time period, the Count < x sec field reflects
the total number of chats for that interval and all preceding intervals. The % of chats answered field reflects the percentage of chats for that interval and

all preceding intervals.

NOTE:
o Foreach time period, except > 541 seconds, the Count < x sec field reflects the total number of chats for that interval and all preceding intervals.

o Forthe >541 seconds time period, the Count < x sec field reflects the total number of chats for that interval only.
o The % of field reflects the percentage of chats for that interval and all preceding intervals.
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Figure 138 Chat Queue Handle Spectrum by Period

Activity period Chets mT Count < %of chts Cout <= %of chs Cout <= %ofchets Cout <= %of chts Count <= %of chets c:;:o‘ %ofdets Cout<= %of chels Cout<= %ofdas Cout<= %ofdas Cout> %of chas
handled (e =10sec asweed 60sc asweed 180sc  awwesd 240sx  asweed 300sc  awweed o aswael  420sec  avwvead 480sc  awweed  540sec asweed  S540sec  awmwersd
08:00 4 10308 0 00 1 250 2 50.0 2 500 2 500 2 500 3 750 3 750 3 750 1 250
09:00 7 02904 0 00 0 0.0 2 286 3 49 4 571 4 571 4 57.1 5 714 6 857 1 143
10:00 14 02740 0 00 0 0.0 1 7.1 1 7.1 1 74 2 143 3 214 4 286 6 429 8 571
11:00 14 02437 0 00 1 7.1 2 14.3 3 214 5 37 7 500 8 574 9 643 10 714 4 286
12:00 8 0385 0 00 0 0.0 0 0.0 1 iFs A 125 2 250 2 250 2 250 3 375 5 625
13:00 7 0255 0 00 0 0.0 1 14.3 2 2286 2 286 4 51 4 571 4 571 4 571 3 429
14:00 2 02150 0 00 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 1 50.0 1 500 1 500
15:00 5 02047 0 00 0 0.0 1 20.0 2 400 2 400 2 400 3 600 3 60.0 3 600 2 400
16:00 3 03003 0 00 0 0.0 0 0.0 0 0.0 0 00 0 00 1 333 1 33.3 2 66.7 1 333
[ Total | 64 [1:03:08) o | 00 | 2 | 31 | 9 | 141 ]| 14 | 210 | 17 | 266 | 23| 359 | 28 | 438 | 32 [ 500 | 38 | 504 | 26 | 406
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Chat Queue and Queue Group Handle Spectrum by Day of the Week

The Chat Queue and Queue Group Handle Spectrum by Day of the Week reports provide a frequency distribution of chat for a queue group across 15-,
30-, or 60-minute intervals over the days of the week. When this report is run for more than one week, the data is summed for each day of the week. For
example, if the report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data found under Tuesday is
the summed totals of the two Tuesdays. (See Figure 139.)

The following are the first three fields of the Chat Queue and Queue Group Handle Spectrum by Day of the Week reports:

Report Field Description

Activity period the interval of the report

Chats handled the total number of chats answered by the agent
Maximum duration (hh:mm:ss) the duration of the longest chat for the period
Total the total of each of the columns

The remaining fields of the Chat Queue and Queue Group Handle Spectrum by Day of the Week reports provide a frequency distribution of chat patterns
based on a defined time scale (<10, <60, <180, <240, <300, <360, <420, <480, <540, and >541 seconds). For each time period, the Count < x sec field
reflects the total number of chats for that interval and all preceding intervals. The % of chats answered field reflects the percentage of chats for that

interval and all preceding intervals.

NOTE:
o Foreach time period, except > 541 seconds, the Count < x sec field reflects the total number of chats for that interval and all preceding intervals.

o Forthe >541 seconds time period, the Count < x sec field reflects the total number of chats for that interval only.
o The % of field reflects the percentage of chats for that interval and all preceding intervals.
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Figure 139 Chat Queue Group Handle Spectrum by Day of the Week

Chat reports

Adtivity perlod Chats m":" Spectrum %of chats  Spectrum  %of chats  Spectrum %of chats  Spectrum %of chats  Spectrum %of chets  Spectrum %of chets Spectrum %of chats  Spectrum %of chats  Spectium %of chals > Spectium %of chats
P hendled (bh: )Imnrdl aswered  Interval 2 answered  Interval 3 answered Interval 4 answered  Intervel 5 answered  Interval 6 answered Interval 7 answered  Intervdl 8§ answered  Interval 9 answered  Intervd 9 answered
Monday 13 0:20:03 0 0.0 2 154 4 30.8 5 38.5 5 38.5 7 53.8 8 61.5 11 84.6 11 84.6 2 154
Tuesday 24 0:56:44 0 0.0 4 16.7 6 25.0 11 45.8 13 54.2 14 58.3 14 58.3 16 66.7 17 70.8 7 29.2
Wednesday 20 0:15:01 0 0.0 4 20.0 14 70.0 14 70.0 15 75.0 15 75.0 15 75.0 16 80.0 16 80.0 4 20.0
Thursday 27 0:32:52 0 0.0 2 7.4 10 37.0 11 40.7 12 44 .4 17 63.0 19 704 19 70.4 20 74.1 7 259
Friday 10 0:47:27 0 0.0 1 10.0 4 40.0 5 50.0 6 60.0 6 60.0 7 70.0 7 70.0 7 70.0 3 30.0

| Total | 94 [0:56:44] 0 [ 00 | 13 [ 138 | 38 [ 404 | 46 | 489 | 51 | 543 [ 59 | 628 | 63 | 670 | 69 | 734 | 71 | 755 | 23 | 245 |
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Chat Queue Group Handle Spectrum by Queue

The Chat Queue Group Handle Spectrum by Queue report provides a frequency distribution of chat handling of a queue group across intervals from 1-
10. (See Figure 140.)

The following are the first four fields of the Chat Queue Group Handle Spectrum by Queue report:

Report Field Description

ACD queue the ACD queue for which the agent answered

ACD queue name the name of the ACD queue for which the agent answered chats
Chats handled the total number of chats answered by the agent

Maximum duration (hh:mm:ss) the duration of the longest chat for the period

Total the total of each of the columns

The remaining fields of the Chat Queue Group Spectrum by Queue report provide a frequency distribution of chat patterns based on a defined time scale
(Spectral Interval 1-10). The Spectrum Interval field reflects the total number of chats for that interval and all preceding intervals. The % of chats
answered field reflects the percentage of chats for that interval and all preceding intervals.

NOTE: Spectrum Interval 10 reflects the total number of chats for that interval only.
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Figure 140 Chat Queue Group Handle Spectrum by Queue

ACD ACD Chats. M:gm Spectrum  %cf chets  Spectrum %cf dets Spectum %hcfchets  Spectrum %ofdets Spectrum %of s Spedrum %%of chets - Spectum %ecf dets Specdtrum %df s Spectrum ;?:!; >Specirum S6of dhats|

S (il herded ‘“) Tervad 1 arsvered  Intervl 2 arowered  Intenvdl 3 erswered  Interval 4 d Irterval 5 A Itervel 6 arswered  Irtervel 7 arswered Irtervel 8 arewered  Interval 9 , el 9 aswered
P601  CS Chat Queue 54 03850 0 0.0 2 3.7 7 13.0 12 22.2 13 24.1 17 31.5 22 40.7 25 46.3 31 574 23 42.6
P602  OCS Chat Queue 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0

| Total | s4 Josssol o [ oo [ 2 [ 37 [ 7 [0 12 [ 222 ] 13 [ 241 ] 17 [ 315 [ 22 [ 407 | 25 [ 463 | 31 [574] 23 [ 4256 |
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Chat Queue and Queue Group Interflow Spectrum by Period

The Chat Queue and Queue Group Interflow Spectrum by Period reports provide a frequency distribution of chats interflowed on a queue group across
15-, 30, or 60-minute intervals for the shift duration and day(s) you specify.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 141.)

The following are the first three fields of the Chat Queue and Queue Group Interflow Spectrum by Period reports:

Report Field Description

Activity period the interval of the report

Chats interflowed the total number of chats interflowed

Maximum delay to interflow (hh:mm:ss) the maximum delay before the chat was interflowed
Total the total of each of the columns

The remaining fields of the Chat Queue and Queue Group Interflow Spectrum by Period reports provide a frequency distribution of chat patterns based
on a defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 seconds). For each time period, the Count < x sec field reflects the total number of

chats for that interval and all preceding intervals. The % of Chats interflowed field reflects the percentage of chats for that interval and all preceding
intervals.

NOTE:

o Foreach time period, except > 120 seconds, the Count < x sec field reflects the total number of chats for that interval and all preceding intervals.
¢ Forthe >120 seconds time period, the Count < x sec field reflects the total number of chats for that interval only.
o The % of field reflects the percentage of chats for that interval and all preceding intervals.
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Figure 141 Chat Queue Interflow Spectrum by Period

Chat reports

Adtivity period Chats mm;" Spectrum % cf chets  Spectrum  %oof chets  Spedrum  Soof chats  Spactrum '@_ﬁ:oidﬂﬁd Spectrum %of chats  Spectrum %of chats  Spectrum  %ofchets  Spedtrum  Y%ofchets  Spectrum  %ofchats  >Spectrum  Y%of chats
interflowed  irterflow  Irterval 1 Interflowed Interval 2 Irterflowed Interval 3 Interflowed Interval 4 Ir Interval 5 Ir i Irterval 6 Interflowed Intervadl 7  Interflowed Interval 8 Interflowed  Interval 9 Interflowed  Interval 9 Interflowved
(hhummss)
08:00 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 o 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
09:00 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
10:00 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
11:00 0 00000 0 0.0 0 0.0 0 0.0 000 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
12:00 0 00000 0 0.0 0 0.0 0 0.0 o 00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
13:00 0 0:00:00 0 0.0 o 0.0 0 0.0 0 0.0 0 0.0 0 0.0 1} 0.0 o 0.0 0 0.0 0 0.0
14:00 1} 0:00:00 0 0.0 v} 0.0 0 0.0 0 0.0 o 0.0 0 0.0 1} 0.0 0 0.0 0 0.0 0 0.0
15:00 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
16:00 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
[ Total o |o:0:00] 0 0.0 0 00 | o 0.0 0 00 | o 00 | o 0.0 0 0.0 0o | o0 0 0.0 0 0.0
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Chat Queue and Queue Group Interflow Spectrum by Day of the Week

The Chat Queue and Queue Group Interflow Spectrum by Day of the Week reports provide a frequency distribution of chats interflowed on a queue
group across 15-, 30-, or 60-minute intervals over the days of the week. When this report is run for more than one week, the data is summed for each
day of the week. For example, if the report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data
found under Tuesday is the summed totals of the two Tuesdays.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 142.)

The following are the first three fields of the Chat Queue and Queue Group Interflow Spectrum by Day of the Week reports:

Report Field Description

Activity period the interval of the report

Chats interflowed the total number of chats interflowed

Maximum delay to interflow (hh:mm:ss) the maximum delay before the chat was interflowed
Total the total of each of the columns

The remaining fields of the Chat Queue and Queue Group Interflow Spectrum by Day of the Week reports provide a frequency distribution of chat
patterns based on a defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 seconds). For each time period, the Count < x sec field reflects the
total number of chats for that interval and all preceding intervals. The % of Chats interflowed field reflects the percentage of chats for that interval and all

preceding intervals.

NOTE:
o Foreach time period, except > 120 seconds, the Count < x sec field reflects the total number of chats for that interval and all preceding intervals.

o Forthe >120 seconds time period, the Count < x sec field reflects the total number of chats for that interval only.
o The % of field reflects the percentage of chats for that interval and all preceding intervals.
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Figure 142 Chat Queue Group Interflow Spectrum by Day of the Week

Maximum
7 Chets. ddayto Specrum %of chels Spectum %cf chats  Specrum  %of chets  Spectrum  %of chats  Spectrum %6of chats  Spectrum %of chats  Spectrum %of chets  Spedrum %6of chats  Spectrum %of chds  >Specium %of dhets
ity period Interflowed  interflow  Interval 1 Interflowed Interval 2 Interflowed Interval 3 Inferflowed Intervd 4 Interflowed Interval 5 Interflowed Interval 6 Interflowed Interval 7 Interflowed Interval 8 Interflowed Interval 9 Interflowed  Interval 9 Intesflowe
(hizrmss)
Monday 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
Tuesday 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
Wednesday 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
Thursday 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
Friday 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
[ Toal | 0 [000:00] 0 | 00 | 0 ] 00 | 0 | 00 | 0 ] 00 | 0 ] 00 | 0 | 00 | 0 | 00 ] 0 | 00 | 0 | 00 ] 0 | 00 |
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Chat Queue Group Interflow Spectrum by Queue

The Chat Queue Group Interflow Spectrum by Queue report provides a frequency distribution of chat handling of a queue group across intervals from 1-
10.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 143.)

The following are the first four fields of the Chat Queue Group Interflow Spectrum by Queue report:

Report Field Description

ACD queue the ACD queue for which the agent answered

ACD queue name the name of the ACD queue for which the agent answered chats
Chats interflowed the total number of chats interflowed

Maximum delay to interflow (hh:mm:ss) the maximum delay before the chat was interflowed

Total the total of each of the columns

The remaining fields of the Chat Queue Group Spectrum by Queue report provide a frequency distribution of chat patterns based on a defined time scale
(Spectral Interval 1-10). The Spectrum Interval field reflects the total number of chats for that interval and all preceding intervals. The % of chats
interflowed field reflects the percentage of chats for that interval and all preceding intervals.

NOTE: Spectrum Interval 10 reflects the total number of chats for that interval only.
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Figure 143 Chat Queue Group Interflow Spectrum by Queue

Madmum

Chats dedayo  Spedrum %of dels  Spedrum  Seofchets Spedrum Seofchets Spacrum Secfdets Spedrum Seof dets  Spedrum %ol dhels Spedrum Sedf dets Spedrum Secf dhets Spectrum Sedf dels > Specrum %l drals

ACDquam  ACDquenama . covel insflow Ievel i irsfloved Intevel2 Iteflowed Intevel 3 Imefloved Intenal 4

Interflowed  Intervel 5 Irterflowed  Interval 6 Irterflowed Interval 7 Irberflowed  Intenval B Interflowed  Irtervel 9 Irberflowed  Intervael 9 Interflowed|
(Hhermmss)
P601  CSChatQueue 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0o 00 0 0.0 0 0.0 0 0.0 0 0.0
P602 OCS ChatQueue 0  0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 00 0 0.0 0 0.0 0 0.0 0 0.0
|  Total | o fowo0f o [ 00 | o [ oo | o | 00 ]| o [ 00 ] o [ o0 ] o [o0o] o oo [ o [ oo [ o oo ]| o | 0o]
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Fax reports

Fax reports include
o Agent reports
¢ Queue reports
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Fax agent reports

Fax and Fax Group reports provide statistics on fax and fax groups that reflect fax behavior and the service experienced by clients.

The agent reports are listed below:

o Performance reports
o Agent and Agent Group Performance by Account Code
o Agent and Agent Group Performance by Make Busy Code
¢ Agent Group Performance by Agent

e ACD event reports
ACD event reports derive their data from the ACD real-time event stream. All other reports derive their data from the SMDR stream.
¢ Agent and Agent Group Event by Period (hh:mm:ss) (You cannot generate this report over midnight.)
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Fax Agent and Agent Group Performance by Account Code

The Agent and Agent Group Performance by Account Code reports show the Account Codes entered by the fax agent and the fax agent group. (See
Figure 144.)

The Agent and Agent Group Performance by Account Code reports provide the following information:

Report Field Description

Account code the account code tagged to the ACD queue
Account code name the name attached to the Account Code
Account codes entered the number of account codes entered

ACD handling time (hh:mm:ss) the total duration of faxes

Average ACD handling time (hh:mm:ss) the average duration of faxes

Total the total of each of the columns
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Figure 144 Fax Agent Group Performance by Account Code

Account code

Aocounk code name Account codes entered

ACO handling time

PLug ACO handling time

[hh:mm:==] [hkemm:==)
K] | Custamer Service 1 0:00:11 0:00:11
i Account Code 7 1 0:00:09 0:00:09
Total 2 0:00:20 0:00:10
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Fax Agent and Agent Group Performance by Make Busy Code

The Agent and Agent Group Performance by Make Busy Code reports show the frequency and duration the fax agent and fax agent group is in Make
Busy. (See Figure 145.)

The Agent and Agent Group Performance by Make Busy Code reports provide the following information:

Report Field Description
Make busy code the make busy code tagged to the ACD queue

the name of the make busy code (If the Make Busy Code 01 means the morning break, the name of

Make busy reason code name the make busy code could be Morning Break.)
Make busy count the total number of fax make busy codes

the total duration the agent spent in the fax make busy state, controlled by the agent or the

Total make busy time (hh:mm:ss) supervisor

the average duration the agent spent in the fax make busy state, controlled by the agent or the

Average make busy time (hh:mm:ss) Y

Total the total of each of the columns
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Figure 145 Fax Agent Performance by Make Busy Code

Make busy code Make buigar;:mn code Fsh by eyt Tn:\tal[hmhe.l:-:::z? tirme P.l.leragﬁ}T::.g:]sg time
b Bathroom 3 02126 0:.07:03
Fi Emails 3 01243 0:04:14
0 Mo Make Busy Code 2 01737 008443
3 keeting 2 0:05:37 00243
4 Admin 1 0457 0:04:57
8 Other 1 1:11:26 0:11:26
T otal 12 1:13:46 0:06:09
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Fax Agent Group Performance by Agent

The Fax Agent Group Performance by Agent report shows the workload distribution across the agents in an agent group for the shift duration and day(s)
you specify. It reports statistics in hours, minutes, and seconds, and provides counts across agents. (See Figure 146.)

The Fax Agent Group Performance by Agent Report provides the following information for individual agents in the group.

Report Field

Agent ID

Agent name

ACD faxes opened
ACD faxes completed

Faxes requeued

No reply needed
Account codes
Total shift time (hh:mm:ss)

ACD fax handling time (hh:mm:ss)
ACD fax hold time (hh:mm:ss)
ACD fax completed time (hh:mm:ss)

Percent of shift
Total make busy time (hh:mm:ss)
Percent of shift

Total system make busy time (hh:mm:ss)

Description

the agent ID entered by the agent

the name associated with the above agent ID in YourSite
the total number of faxes for the period

the total number of faxes answered

the total number of requeues at the agent's position - if an agent fails to answer a fax, the system
places the fax back in the same queue and it is answered by the first available agent

the total number of faxes that did not require a reply - these are included in the opened and
completed statistics

the total number of account codes entered by the agent

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make
busy)

the total duration of faxes, from when the fax is opened until it is completed (excluding hold time)
the total duration of faxes, from when the fax is opened until it is completed (including hold time)
the total duration of faxes, from when the fax is opened until it is replied to (including hold time)
the percentage of shift time representing ACD fax activity

the total duration the agent spent in the fax make busy state, controlled by the agent or the
supervisor

the percentage of shift time representing fax make busy activity

the total duration the agent spent in the fax system make busy state, controlled by the Multimedia
Contact Center system, so that the agent could answer a request of another media type - this type
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Report Field Description

of make busy can not be set by an agent or supervisor
Percent of shift the percentage of shift time representing fax system make busy activity
Total the total of each of the columns
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Figure 146 Fax Agent Group Performance by Agent

ACDfax Average ACD

Totl system
AaiD i : ACDfaxes  Faxes MNoreply Account Totl shifttime }:j? r:_" ACD;E" LB iy B T“a':""’e Pecatof mekebusy Percentof
Lo R o, complest repasd mekd  cds  (ams) ool SR tirre: tire shift (:9" ™ st tirre: shift
opened Phamss) - (AT ) () I (thrmmss)
1447 ABSecondary 24 24 0 12 0 0:00:00 _ 0:00:00  0:00:00 0:00:00 0:00:00 0.0 _ 0:00:00 00 _ 0:00:00 0.0
8004 RA 0 0 0 0 0 0:00:00  0:00:00 0:00:00 0:00:00 0:00:00 0.0 0:00:00 00  0:00:00 0.0
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Fax Agent and Agent Group Event by Period (hh:mm:ss)

All Event by Period reports derive their data from the ACD real-time event stream. All other reports derive their data from the SMDR stream.

The Fax Agent Event by Period (hh:mm:ss) report displays log on and log off times for the fax agent and the total duration the agent spent in various
agent states for the day(s) you specify. It reports statistics in hours, minutes, and seconds and provides counts for the agent.

The Fax Agent Group Event by Period (hh:mm:ss) report displays log on and log off times for the members of the fax agent group and the total duration
each agent of the agent group spent in various agent states for the day(s) you specify. It reports statistics in hours, minutes, and seconds and provides

counts for the agent. (See Figure 147.)

The Fax Agent Event by Period (hh:mm:ss) report is truncated to the first 1000 records. It provides the following information:

Report Field
Login date/time

Logout date/time
Total shift time (hh:mm:ss)

Idle time (hh:mm:ss)

Ringing time (hh:mm:ss)

ACD faxes opened

Total ACD fax completed count
ACD fax handling time (hh:mm:ss)
ACD fax hold time (hh:mm:ss)

ACD fax completed time (hh:mm:ss)

Average ACD fax completed time (hh:mm:ss)

Total make busy time (hh:mm:ss)

Average make busy time (hh:mm:ss)

Description
the date and time the agent logged into Multimedia Contact Center
the date and time the agent last logged out of Multimedia Contact Center

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make
busy)

the total duration the agent is logged on and available to receive faxes

the total duration before the faxes were opened

the total number of faxes for the period

the total number of faxes the agent answered

the total duration of faxes, from when the fax is opened until it is completed (excluding hold time)
the total duration of faxes, from when the fax is opened until it is completed (including hold time)
the total duration of faxes, from when the fax is opened until it is replied to (including hold time)
the average duration of faxes (including hold time)

the total duration the agent spent in the fax make busy state, controlled by the agent or the
supervisor

the average duration the agent spent in the fax make busy state, controlled by the agent or the
supervisor
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Report Field

Make Busy Count

Total system make busy time (hh:mm:ss)

Average system make busy time (hh:mm:ss)

System make busy count

Total

Description

the total number of fax make busy codes

the total duration the agent spent in the fax system make busy state, controlled by the Multimedia
Contact Center system, so that the agent could answer a request of another media type - this type
of make busy can not be set by an agent or supervisor

the average duration the agent spent in the fax system make busy state, controlled by the
Multimedia Contact Center system, so that the agent could answer a request of another media type
- this type of make busy can not be set by an agent or supervisor

the total number of times the agent entered the fax system make busy state, controlled by the
Multimedia Contact Center system, so that the agent could answer a request of another media type
- this type of make busy can not be set by an agent or supervisor

the total of each of the columns

The Fax Agent Group Event by Period (hh:mm:ss) report provides the following information:

Report Field
Agent ID

Agent name
Total shift time (hh:mm:ss)

Idle time (hh:mm:ss)

Ringing time (hh:mm:ss)

ACD faxes opened

Total ACD fax completed count
ACD fax handling time (hh:mm:ss)
ACD fax hold time (hh:mm:ss)

Description
the agent ID entered by the agent
the name associated with the above agent ID in YourSite

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make
busy)

the total duration the agent is logged on and available to receive faxes

the total duration before the faxes were opened

the total number of faxes for the period

the total number of faxes the agent answered

the total duration of faxes, from when the fax is opened until it is completed (excluding hold time)

the total duration of faxes, from when the fax is opened until it is completed (including hold time)
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Report Field
ACD fax completed time (hh:mm:ss)

Average ACD fax completed time (hh:mm:ss)

Total make busy time (hh:mm:ss)

Average make busy time (hh:mm:ss)

Make Busy Count

Total system make busy time (hh:mm:ss)

Average system make busy time (hh:mm:ss)

System make busy count

Total

Fax reports

Description
the total duration of faxes, from when the fax is opened until it is replied to (including hold time)
the average duration of faxes (including hold time)

the total duration the agent spent in the fax make busy state, controlled by the agent or the
supervisor

the average duration the agent spent in the fax make busy state, controlled by the agent or the
supervisor

the total number of fax make busy codes

the total duration the agent spent in the fax system make busy state, controlled by the Multimedia
Contact Center system, so that the agent could answer a request of another media type - this type
of make busy can not be set by an agent or supervisor

the average duration the agent spent in the fax system make busy state, controlled by the
Multimedia Contact Center system, so that the agent could answer a request of another media type
- this type of make busy can not be set by an agent or supervisor

the total number of times the agent entered the fax system make busy state, controlled by the
Multimedia Contact Center system, so that the agent could answer a request of another media type
- this type of make busy can not be set by an agent or supervisor

the total of each of the columns
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Figure 147 Fax Agent Event by Period (hh:mm:ss)

; Total ACD ACD fax ~ AVere Average System

count (hhrmiss) ey (hhrrmss) count

8/3/20109:39  §/3/201011:54  2:1552 2:1552 00000 O 0 00000 00000 00000 00000 00000 00000 0 00000 00000 O
83/201013:23  8/3/201017:22  3:5909  3:5909 00000 0 0 00000 00000 00000 00000 000:00 00000 0 00000 00000 0
8/3/201017:23  §/3/201017:53  0:22954 0:22954 00000 0 0 00000 00000 00000 00000 000:00 00000 0 00000 00000 0
8/4/20109:02  8/4/20109:38 03511 03541 00000 0 0 0:00:00 00000 00000 000:00 000:00 00000 0 00000 00000 0
8/4/20109:39  8/4/201012:06 22706 22706 00000 O 0 00000 00000 00000 00000 000:00 00000 0 0:0000 00000 O
8/4/201013:37  8/4/201014:36  0:59:15 0:59:15 00000 O 0 00000 00000 00000 00000 00000 00000 0 00000 00000 O
8/4/2010 14:37  §/4/201018:01  3:24:18 3:24:18 00000 O 0 00000 00000 00000 00000 00000 00000 0 00000 00000 O
8/520109:04  8/5201011:58 25443 25443 00000 0 0 000:00 00000 00000 00000 00000 00000 0 00000 00000 0O
8/5201013:03  §/5201014:20  1:1644 1:1644 00000 O 0 00000 00000 00000 00000 00000 00000 0 00000 00000 O
8/5/201016:22  8/5/201017:49  1:2656 1:2656 00000 0O 0 00000 00000 00000 00000 000:00 00000 0 00000 00000 0
8/6/2010901  §6/201012:07 30520 10833 0:1500 O 0 00000 00000 00000 00000 00000 00000 O 14147 14147 1
8/6/201013:36  8/6/201014:01  0:24:16  0:24:16 00000 0 0 000:00 00000 00000 00000 00000 00000 0 00000 00000 0O
8/6/2010 14:01  8/6/201015:12  1:1045 1:1045 00000 O 0 00000 00000 00000 00000 00000 00000 0 00000 00000 O
8/6/201015:13  8/6/201016:50  1:37:17 1:37:17 00000 O 0 00000 00000 00000 00000 000:00 00000 0 00000 00000 0
8/6/2010 16:51  §/6/201018:00  1:0859 1:0859 00000 0 0  000:00 00000 00000 000:00 000:00 00000 0 00000 00000 0
Total | 27:15:45] 25:18:58| 0:15:00 | 0 | 0 | 0:00:00 | 0:00:00 | 0:00:00 | 0:00:00 | 0:00:00| 0:00:00| ©0 | 1:41:47 | 14147 | 1

422




Fax queue reports

Fax reports

Queue and Queue Group reports provide statistics on queues and queue groups that reflect fax behavior and the service experienced by clients.

The spectrum reports provide a frequency distribution of faxes answered, or interflowed based on a defined time scale.

The queue reports are listed below:
o Performance reports

Queue and Queue Group Performance by Period
Queue Group Performance by Queue
Queue Group Performance by Agent

e Spectrum reports

Queue and Queue Group Answer Spectrum by Period

Queue and Queue Group Answer Spectrum by Day of the Week
Queue Group Answer Spectrum by Queue

Queue and Queue Group Handle Spectrum by Period

Queue and Queue Group Handle Spectrum by Day of the Week
Queue Group Handle Spectrum by Queue

Queue and Queue Group Interflow Spectrum by Period

Queue and Queue Group Interflow Spectrum by Day of the Week
Queue Group Interflow Spectrum by Queue
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Fax Queue and Queue Group Performance by Period

The Fax Queue and Queue Group Performance by Period reports show the fax activity of a queue or queue group across 15-, 30-, or 60-minute intervals
for the shift duration and day(s) you specify.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 148.)

The Fax Queue Performance by Period reports provide the following information:

Report Field Description

Activity period the interval of the report

ACD faxes delivered to queue the total number of faxes offered to the fax queue (handled + interflowed)
ACD faxes opened the total number of faxes for the period

ACD faxes completed the total number of faxes answered

Faxes interflowed the total number of faxes interflowed

the total number of requeues at the agent's position - if an agent fails to answer a fax, the system

Faxes requeued places the fax back in the same queue and it is answered by the first available agent

the total number of faxes offered to the queue while the queue was unavailable (for example, the

Queue unavailable . . . .
queue is unavailable outside business hours)

Continuing case the total number of faxes delivered that continued from previous cases
Transferred faxes received the total number of faxes transferred to this queue

Faxes transferred out to agent the total number of faxes transferred from this queue to an fax agent

Faxes transferred out to queue the total number of faxes transferred from this queue to a different fax queue
Faxes transferred out to non ACD fax the total number of faxes transferred from this queue to a non ACD fax address

the total number of faxes that did not require a reply - these are included in the opened and

No reply needed completed statistics
Answered by ACD group 1 the total number of faxes answered by the first answer point
Answered by ACD group 2 the total number of faxes answered by the second answer point
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Report Field

Answered by ACD group 3

Answered by ACD group 4

Average speed of open (hh:mm:ss)
Average delay to interflow (hh:mm:ss)
ACD fax handling time (hh:mm:ss)
ACD fax hold time (hh:mm:ss)

ACD fax completed time (hh:mm:ss)
Average ACD fax completed time (hh:mm:ss)
Service level %

Answer %

Total

Fax reports

Description

the total number of faxes answered by the third answer point

the total number of faxes answered by the fourth answer point

the average elapsed time before the fax was opened

the average elapsed time before the fax was interflowed

the total duration of faxes, from when the fax is opened until it is completed (excluding hold time)
the total duration of faxes, from when the fax is opened until it is completed (including hold time)
the total duration of faxes, from when the fax is opened until it is replied to (including hold time)
the average duration of faxes (including hold time)

the percentage of faxes answered within the specified service level time

the percentage of offered faxes answered

the total of each of the columns
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Figure 148 Fax Queue Performance by Period

Average
rawy o (D pDmm me  rmm Qms Gt TR o m towy e et et ol QT G KD o AT s mme
pericd  ddivered eperecd compleed inafloved mqesd  usnaldbe o= yeceived  cbl et bt e attonn  nesded ol oripd Gen3 i interflow time: fHrrss) time time leved % %

toquae ACD Fax (hhoomess)  (Remmess) (hhammss) (hharmmiss) (H )
8:00 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 00000 0:00:00 00000 0:00:00 00000 00000 100.0 0.0
9:00 1 0 0 0 0 0 ] o 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 100.0 0.0
10:00 0 0 1] 0 1 0 0 o 0 0 0 0 0 ] 0 0 0:00:00 0:00:00 0:00:00 0:200:00 0:00:00 0:00:00 100.0 0.0
11:00 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 100.0 0.0
12:00 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 00000 000:00 0:00:00 0:00:00 000:00 0:00:00 100.0 0.0
13:00 (1] 0 0 (1] 0 0 0 o 1] 0 0 0 0 1] 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 100.0 0.0
14:00 0 0 0 0 0 0 0 o 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 100.0 0.0
15:00 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 00000 00000 100.0 0.0
16:00 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 100.0 0.0
| Totatl | 2 | o[ o | o 1 [ 0 0 o | o o | o | o | o 0 0 | 0:00:00 | 0:00:00] 0:00:00 0:00:00 | 0:00:00 | 0:00:00 | 100.0] 0.0 |
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Fax Queue Group Performance by Queue

The Fax Queue Group Performance by Queue report compares the workload distribution across the queues in a queue group for the shift duration and
day(s) you specify. It reports statistics in hours, minutes, and seconds, and provides counts across queues.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 149.)

The Fax Queue Group Performance by Queue report provide the following information:

Report Field Description

ACD queue the queues that are members of a queue group

ACD queue name the name of the ACD queue for which the agent answered faxes

ACD faxes delivered to queue the total number of faxes offered to the fax queue (handled + interflowed)
ACD faxes opened the total number of faxes for the period

ACD faxes completed the total number of faxes answered

Faxes interflowed the total number of faxes interflowed

the total number of requeues at the agent's position - if an agent fails to answer a fax, the system

GOl places the fax back in the same queue and it is answered by the first available agent

the total number of faxes offered to the queue while the queue was unavailable (for example, the

Queue unavailable . : . .
queue is unavailable outside business hours)

Continuing case the total number of faxes delivered that continued from previous cases
Transferred faxes received the total number of faxes transferred to this queue

Faxes transferred out to agent the total number of faxes transferred from this queue to an fax agent

Faxes transferred out to queue the total number of faxes transferred from this queue to a different fax queue
Faxes transferred out to non ACD fax the total number of faxes transferred from this queue to a non ACD fax address

the total number of faxes that did not require a reply - these are included in the opened and

No reply needed completed statistics

Answered by ACD group 1 the total number of faxes answered by the first answer point
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Report Field

Answered by ACD group 2

Answered by ACD group 3

Answered by ACD group 4

Average speed of open (hh:mm:ss)
Average delay to interflow (hh:mm:ss)
ACD fax handling time (hh:mm:ss)
ACD fax hold time (hh:mm:ss)

ACD fax completed time (hh:mm:ss)
Average ACD fax completed time (hh:mm:ss)
Service level %

Answer %

Total

Description

the total number of faxes answered by the second answer point

the total number of faxes answered by the third answer point

the total number of faxes answered by the fourth answer point

the average elapsed time before the fax was opened

the average elapsed time before the fax was interflowed

the total duration of faxes, from when the fax is opened until it is completed (excluding hold time)
the total duration of faxes, from when the fax is opened until it is completed (including hold time)
the total duration of faxes, from when the fax is opened until it is replied to (including hold time)
the average duration of faxes (including hold time)

the percentage of faxes answered within the specified service level time

the percentage of offered faxes answered

the total of each of the columns
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Figure 149 Fax Queue Group Performance by Queue

ACO
ACD queus fagez  ACDOFates ACO fakes Fanes Fanes Clueus Continuing L Rt
ACD queus ] ; ; fanes transterred
name deliverad . opened  completed  interflawed requeusd unavailable case .
received  outtooagent
o quele

P300 i1 70 40 4 26 0 16 1] 23 1]

PEG64 2 1] 1] 1] 1] 0 1] 1] ] 1]

[ Total | 7w | 40 | 4 | 2 | o | 18 | o | 3 | o0
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Fax Queue Performance by Agent

The Fax Queue Performance by Agent report shows the fax performance of each agent and therefore permits comparison of one agent’s performance
against other agents’ performances. (See Figure 150.)

The Fax Queue Performance by Agent report provides the following information:

Report Field

Agent ID

Agent name

ACD faxes opened
ACD faxes completed

Faxes requeued
Junk mail
No reply needed

Account codes

ACD fax handling time (hh:mm:ss)

Average ACD fax handling time (hh:mm:ss)
ACD fax hold time (hh:mm:ss)

Average ACD fax hold time (hh:mm:ss)

ACD fax completed time (hh:mm:ss)
Average ACD fax completed time (hh:mm:ss)

Total

Description

the agent ID entered by the agent

the name associated with the above agent ID in YourSite
the total number of faxes for the period

the total number of faxes answered

the total number of requeues at the agent's position - if an agent fails to answer a fax, the system
places the fax back in the same queue and it is answered by the first available agent

the total number of faxes that were tagged as junk mail and removed from the queue

the total number of faxes that did not require a reply - these are included in the opened and
completed statistics

the total number of account codes entered by the agent

the total duration of faxes, from when the fax is opened until it is completed (excluding hold time)
the average duration of faxes

the total duration of faxes, from when the fax is opened until it is completed (including hold time)
the average duration of faxes, from when the fax is opened until it is completed (including hold time)
the total duration of faxes, from when the fax is opened until it is replied to (including hold time)

the average duration of faxes (including hold time)

the total of each of the columns
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@ure 150 Fax Queue Performance by Ag_jent

Average ACD ACD fax Average ACD
A D S ACD faxes ACD faxes Faxes Junk  Noreply Accourt ha:dcl::r)m fatTme fax handling ACDt::ehmd J::::‘aj: 3;[: completed  fax completed
gent opened  completed  requeued rreil needed codes 9 time time time

(hh:mm:ss) tiksmmsss) (hh:mm:ss) (hh:mm:ss) (hlTAress) ghilisniraias)

1004 D Dooley 3 2 0 2 0 0 00:00:00  00:00:00 00:00:00 00:00:00  00:0000  00:00:00
1447 ASecondary 9 9 0 o 7 0  00:00:00  00:00:00 00:00:00 00:00:00  00:0000  00:00:00
| Toal | 12 | 112 | o [ 2 | 7 [ o | oxoooo | 00:00:00 00:00:00 | 00:00:00 | 00:00:00 | 00:00:00
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Fax Queue and Queue Group Answer Spectrum by Period

The Fax Queue and Queue Group Answer Spectrum by Period reports provide a frequency distribution of faxes answered on a queue group across 15-,
30-, or 60-minute intervals for the shift duration and day(s) you specify. (See Figure 151.)

The following are the first three fields of the Fax Queue and Queue Group Answer Spectrum by Period reports:

Report Field Description

Activity period the interval of the report

ACD faxes completed the total number of faxes answered

Maximum speed of answer (hh:mm:ss) the maximum delay before the fax was answered
Total the total of each of the columns

The remaining fields of the Fax Queue and Queue Group Answer Spectrum by Period reports provide a frequency distribution of fax patterns based on a
defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 minutes). For each time period, the Count < x min field reflects the total number of faxes
for that interval and all preceding intervals. The % of Faxes answered field reflects the percentage of faxes for that interval and all preceding intervals.

NOTE:
e Foreach time period, except >120 minutes the Count < x min field reflects the total number of faxes for that interval and all preceding intervals.

o Forthe >120 minutes time period, the Count < x min field reflects the total number of faxes for that interval only.
o The % of field reflects the percentage of faxes for that interval and all preceding intervals.
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Figure 151 Fax Queue Answer Spectrum by Period

Fax reports

Adtivity period  ACD faxes h;;a:dm;n Court < %of faxes Court< %offaxes Court < %0f faxes Court <= %of faxes Cowk<= oo "™ oo faes Court <= %of faxes Court <= %of faxes Court <= 96of faves Count >2 %o faxes
completed (ma::;g) =0min asweed =0min awsweed =0min asweed Omin  asveed Omin P e asweed  1min  asweed 1min asweed  2min asweed min aswesd

08:00 4 125716 0 00 O 0.0 0 0.0 0 0.0 0 00 o0 00 0 0.0 0 0.0 0 0.0 4 1000
09:00 0 00000 0 00 0 0.0 0 0.0 0 0.0 0 00 o0 00 0 0.0 0 0.0 0 0.0 0 0.0
10:00 5 05523 0 00 0 0.0 0 0.0 0 0.0 0 00 1 200 1 200 2 400 2 400 3 600
11:00 0 00000 0 00 0 0.0 0 0.0 0 0.0 0 00 o0 00 0 0.0 0 0.0 0 0.0 0 0.0
12:00 8 13753 0 00 O 0.0 2. 250 2 25.0 8 35 3 355 5 625 5 625 5 625 3 375
13:00 1 00128 0 00 O 0.0 0 0.0 0 0.0 0 00 o0 00 0 0.0 0 0.0 1 1000 0O 0.0
14:00 1 00124 0 00 O 0.0 0 0.0 0 0.0 0 00 o0 00 0 0.0 0 0.0 1 1000 0 0.0
15:00 1 00308 0 00 0O 0.0 0 0.0 0 0.0 0 00 o 00 0 0.0 0 0.0 0 0.0 1 1000
16:00 0 000:00 0 00 0 0.0 0 0.0 0 0.0 0 00 0 00 0 0.0 0 0.0 0 0.0 0 0.0

Toal | 20 [12:57:16) o | 00 | o | o0 [ 2 | 00| 2 | 00| 3 |150| 4| 200 6 [ 300| 7 | 350 | 9 | 450 | 11 | 550 |
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Fax Queue and Queue Group Answer Spectrum by Day of the Week

The Fax Queue and Queue Group Answer Spectrum by Day of the Week reports provide a frequency distribution of faxes answered on a queue group
across 15-, 30-, or 60-minute intervals over the days of the week. When this report is run for more than one week, the data is summed for each day of
the week. For example, if the report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data found
under Tuesday is the summed totals of the two Tuesdays. (See Figure 152.)

The following are the first three fields of the Fax Queue and Queue Group Answer Spectrum by Day of the Week reports:

Report Field Description

Activity period the interval of the report

ACD faxes completed the total number of faxes answered

Maximum speed of answer (hh:mm:ss) the maximum delay before the fax was answered
Total the total of each of the columns

The remaining fields of the Fax Queue and Queue Group Answer Spectrum by Day of the Week reports provide a frequency distribution of fax patterns
based on a defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 minutes). For each time period, the Count < x min field reflects the total
number of faxes for that interval and all preceding intervals. The % of Faxes answered field reflects the percentage of faxes for that interval and all
preceding intervals.

NOTE:

o Foreach time period, except >120 minutes the Count < x min field reflects the total number of faxes for that interval and all preceding intervals.
e Forthe >120 minutes time period, the Count < x min field reflects the total number of faxes for that interval only.
o The % of field reflects the percentage of faxes for that interval and all preceding intervals.
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Figure 152 Fax Queue Answer Spectrum by Day of the Week

Medmum
Adti od ACD faes  speedof  Cout <= %of faes Court <= %of faxes Count <= %of faes Count <= %of faxes Count <= %of faxes Cout <= %of faes Court <= %o0f faxes Count <= %of faxes Count <= %of faxes Court > %hof fanes
vity perb completed  arswer Omin  aeweed Omin asvaed  Omin asweed Omin asweaed Omin aswesed  Omin aswesad  1min aswesd 1min asweed 2min | aswveed  2min aswesd
(hharmess)
Monday 9 232516 0 0.0 1 111 1 11.1 1 111 1 11.1 2 22.2 5 55.6 5 55.6 6 66.7 3 33.3
Tuesday 14 724021 1 7.1 2 14.3 3 214 3 214 3 21.4 4 28.6 5 35.7 6 429 7 50.0 7 50.0
Wednesday 2 0:13:14 ] 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 1 50.0 1 50.0 1 50.0
Thursday 6 15:34.09 i 16.7 1 16.7 1 16.7 1 16.7 3 16.7 3 50.0 3 50.0 3 50.0 4 66.7 2 33.3
Friday 8 5:39:53 2 25.0 2 25.0 2 25.0 4 50.0 4 50.0 4 50.0 4 50.0 4 50.0 4 50.0 4 50.0
| Toml | 39 [7240:21] 4 | 103 | 6 | 154 | 7 | 179] 9 | 231 | 9 | 231 | 13 | 383 | 17 | 436 | 19 | 487 | 22 | 564 | 17 | 436 |
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Fax Queue Group Answer Spectrum by Queue
The Fax Queue Group Answer Spectrum by Queue report provides a frequency distribution of faxes for a queue group across intervals from 1-10. (See
Figure 153.)

The following are the first three fields of the Fax Queue Group Answer Spectrum by Queue report:

Report Field Description

ACD queue the ACD queue for which the agent answered

ACD queue name the name of the ACD queue for which the agent answered faxes
ACD faxes completed the total number of faxes answered

Maximum speed of answer (hh:mm:ss) the maximum delay before the fax was answered

Total the total of each of the columns

The remaining fields of the Fax Queue Group Spectrum by Queue report provide a frequency distribution of fax patterns based on a defined time scale
(Spectral Interval 1-10). The Spectrum Interval field reflects the total number of faxes for that interval and all preceding intervals. The % of faxes

answered field reflects the percentage of faxes for that interval and all preceding intervals.

NOTE: Spectrum Interval 10 reflects the total number of faxes for that interval only.
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Figure 153 Fax Queue Group Answer Spectrum by Queue

Madmum
ACD lieis ACD haia ACD faxes speecof Spectrum %%of faxes Spectrum %of faxes Spectrum %bof faxes Spectrum %% of faxes Spectrum Sbof faxes Spectrum %bof faxes Spectrum %bof faxes Spectrum %of faxes Spectrum ::‘: >Spactrum % of faxes
a s completed  amswer  Interval 1 arswered  Interval 2 arewered Intervadl 3 arswered Interval 4 anewered  Internval 5 answered  Interval 6 answered  Inberval 7 answered  Interval 8 answered  Interval 9 i Interval 9 answered
(hhzmmess)

P 350 PF Fax Queue 10 12:57:16 0 0.0 0 0.0 2 20.0 2 20.0 3 30.0 3 30.0 5 50.0 6 60.0 7 70.0 3 30.0

| Total | 10 [12:57:6] 0 | 00 [ o | 00 | 2 | 200] 2 | 200] 3 | 30| 3 [30] 5 [s00| 6 [600] 7 |700] 3 | 300 |
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Fax Queue and Queue Group Handle Spectrum by Period

The Fax Queue and Queue Group Handle Spectrum by Period reports provide a frequency distribution of faxes for a queue group across 15-, 30-, or 60-
minute intervals for the shift duration and day(s) you specify. (See Figure 154.)

The following are the first three fields of the Fax Queue and Queue Group Handle Spectrum by Period reports:

Report Field Description
Activity period the interval of the report
Faxes handled the total number of faxes opened for the period

the duration of the longest fax reply for the period The duration is measured from the time you hit

L e (i ) Reply until the time you hit Send.

Total the total of each of the columns

The remaining fields of the Fax Queue and Queue Group Handle Spectrum by Period reports provide a frequency distribution of fax patterns based on a
defined time scale (<10, <60, <180, <240, <300, <360, <420, <480, <540, and >541 minutes). For each time period, the Count < x min field reflects the
total number of faxes for that interval and all preceding intervals. The % of faxes answered field reflects the percentage of faxes for that interval and all

preceding intervals.

NOTE:
o Foreach time period, except >541 minutes the Count < x min field reflects the total number of faxes for that interval and all preceding intervals.

o Forthe >541 minutes time period, the Count < x min field reflects the total number of faxes for that interval only.
o The % of field reflects the percentage of faxes for that interval and all preceding intervals.
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Figure 154 Fax Queue Handle Spectrum by Period

Activity period Faes M:Ii:;n Cout < %of Cdls Cuut‘<= Y%of Cdls Cou‘t‘-c: %of Cdls Cout_:.: %of Cdls Cout_<= Yof Cdls Ccut_< %of Cdls Cout_c: z::: Cﬂu'l:‘<: %of Cdls Cot.rt_:.: %of Cdls Cm >9 %of Cdls

handled (FhriTnss) =0min Haxded 1min Haded 3min  Haded 4min  Haded Smin  Haded =6min Haded 7min Hardled 8min  Handed 9min  Handed min Handled
08:00 1t 00000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 O 00
02:00 0 00000 0 00 O 0.0 0 0.0 0 0.0 0 00 0 00 0 00 O 0.0 0 00 0 00
10:00 1 00000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 O 00
11:00 0 00000 0O 00 O 0.0 0 0.0 0 0.0 0 00 0 00 0 00 © 0.0 0 00 0 00
12:00 6 00000 6 1000 6 1000 6 1000 6 1000 6 1000 6 1000 6 1000 6 1000 6 1000 O 00
13:00 1 00000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 O 00
14:00 0 00000 0O 00 O 0.0 0 0.0 0 0.0 0 00 0 00 0 00 O 0.0 0 00 0 00
15:00 1 00000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 1 1000 0 00
16:00 0 00000 0 00 O 0.0 0 0.0 0 0.0 0 00 0 00 0 00 O 0.0 0 00 0 00

| Toal | 10 [0:00:00] 10 | 1000| 10 | 1000 10 | 1000| 10 | 2000| 120 | 1000 | 10 | 1000 [ 10 | 1000| 120 | 1000 | 10 [ 1000 0 | 00 |
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Fax Queue and Queue Group Handle Spectrum by Day of the Week

The Fax Queue and Queue Group Handle Spectrum by Day of the Week reports provide a frequency distribution of faxes for a queue group across 15-,
30-, or 60-minute intervals over the days of the week. When this report is run for more than one week, the data is summed for each day of the week. For
example, if the report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data found under Tuesday is

the summed totals of the two Tuesdays. (See Figure 155.)

The following are the first three fields of the Fax Queue and Queue Group Handle Spectrum by Day of the Week reports:

Report Field Description
Activity period the interval of the report
Faxes handled the total number of faxes opened for the period

the duration of the longest fax reply for the period The duration is measured from the time you hit

I CED AR Reply until the time you hit Send.

Total the total of each of the columns

The remaining fields of the Fax Queue and Queue Group Handle Spectrum by Day of the Week reports provide a frequency distribution of fax patterns
based on a defined time scale (<10, <60, <180, <240, <300, <360, <420, <480, <540, and >541 minutes). For each time period, the Count < x min field
reflects the total number of faxes for that interval and all preceding intervals. The % of faxes answered field reflects the percentage of faxes for that
interval and all preceding intervals.

NOTE:
e Foreach time period, except >541 minutes the Count < x min field reflects the total number of faxes for that interval and all preceding intervals.

¢ Forthe >541 minutes time period, the Count < x min field reflects the total number of faxes for that interval only.
o The % of field reflects the percentage of faxes for that interval and all preceding intervals.
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Figure 155 Fax Queue Handle Spectrum by Day of the Week

Adivity period Fanes mT Cout < 9of faxes Cout<= %of faxes Cout<= 9%of faxes Cout< %of faxes Cout<= %of faxes Count< %of faxes Cout < %of faxes Cout <= %of faxes Cout<= %of faxes Court> %of faxes]

hendled th ) =0min awsweed 1min  aeweed  3min asweed =4min aswvesd  Smin asweasd =6min asweed =7min asweed 8min  asweed  9min aswesd  9min aswered
Monday 0 0:00:00 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
Tuesday 1 0:00:00 1 100.0 1 100.0 1 100.0 1 100.0 1 100.0 1 100.0 1 100.0 1 100.0 1 100.0 0 0.0
Wednesday 1 0:00:00 1 100.0 1 100.0 1 100.0 1 100.0 1 100.0 1 100.0 1 100.0 1 100.0 1 100.0 0 0.0
Thursday 2 0:00:00 2 100.0 2 100.0 2 100.0 2 100.0 2 100.0 2 100.0 2 100.0 2 100.0 2 100.0 0 0.0
Friday 6 0:00:00 6 100.0 6 100.0 6 100.0 6 100.0 6 100.0 6 100.0 6 100.0 6 100.0 6 100.0 0 0.0

| Total | 10 [0:00:00] 10 [ 2000] 10 | 1000| 10 [ 1000 10 | 1000 [ 10 | 1000 | 10 [ 1000 [ 10 [ 1000 10 [ 1000| 10 | 1000] 0 | 00 |
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Fax Queue Group Handle Spectrum by Queue
The Fax Queue Group Handle Spectrum by Queue reports provide a frequency distribution of faxes for a queue group across intervals from 1-10. (See
Figure 156.)

The following are the first three fields of the Fax Queue Group Handle Spectrum by Queue report:

Report Field Description

ACD queue the ACD queue for which the agent answered

ACD queue name the name of the ACD queue for which the agent answered faxes
Faxes handled the total number of faxes opened for the period

the duration of the longest fax reply for the period The duration is measured from the time you hit

Maximum duration (hh:mm:ss) Reply until the time you hit Send.

Total the total of each of the columns

The remaining fields of the Fax Queue Group Handle Spectrum by Queue report provide a frequency distribution of fax patterns based on a defined time
scale (Spectral Interval 1-10). The Spectrum Interval field reflects the total number of faxes for that interval and all preceding intervals. The % of faxes

answered field reflects the percentage of faxes for that interval and all preceding intervals.

NOTE: Spectrum Interval 10 reflects the total number of faxes for that interval only.
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Figure 156 Fax Queue Group Handle Spectrum by Queue
2 Spectrum %of faxes  Spedrum  %cof faxes Spectrum  9bof faxes  Spactrum  %cf faxes  Spedrum  %cf faxes Spedrum  %ecof faxes  Spedrum  %df faxes Spedrum  Y%of faxes Spedrum  Soof faxes > Spedrum %eof faxes
aewered  Intervd 3 aewered  Intenvd 4 aewered  Inbenvel 5 aewered  Intenvd 6 arewered  Intenvdl 7 aewered  Intenval 8 arewered  Inbervel 9 arewered  Intervd 9 answered

Masdmum
ACDquese ACD queuename r:::d e 1 I 12
(hhemmess)
P350 PFFaxQueue 20 0:0000 20 1000 20 1000 20 1000 20 1000 20  100.0 20  100.0 20 1000 20  100.0 20  100.0 O 0.0
| Totat | 20 [o0:00:00[ 20 [ 100.0 20 1000 | 20 | 1000 | 20 | 12000 | 20 | 1000 [ 20 | 1000 | 20 [ 1000| 20 [ 1000| 20 | 1000] o | 00 |
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Fax Queue and Queue Group Interflow Spectrum by Period

The Fax Queue and Queue Group Interflow Spectrum by Period reports provide a frequency distribution of faxes interflowed on a queue group across
15-, 30, or 60-minute intervals for the shift duration and day(s) you specify.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 157.)

The following are the first three fields of the Fax Queue and Queue Group Interflow Spectrum by Period reports:

Report Field Description

Activity period the interval of the report

Faxes interflowed the total number of faxes interflowed

Maximum delay to interflow (hh:mm:ss) the maximum delay before the fax was interflowed
Total the total of each of the columns

The remaining fields of the Fax Queue and Queue Group Interflow Spectrum by Period reports provide a frequency distribution of fax patterns based on
a defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 minutes). For each time period, the Count < x min field reflects the total number of
faxes for that interval and all preceding intervals. The % of Faxes interflowed field reflects the percentage of faxes for that interval and all preceding

intervals.

NOTE:
o Foreach time period, except >120 minutes the Count < x min field reflects the total number of faxes for that interval and all preceding intervals.

o Forthe >120 minutes time period, the Count < x min field reflects the total number of faxes for that interval only.
o The % of field reflects the percentage of faxes for that interval and all preceding intervals.
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Figure 157 Fax Queue Group Interflow Spectrum by Period

Fax reports

Adivity period Faxes Md:;.ltgn Spectrum %of faxes  Spectrum ‘%:fnfat{-!;‘ Spectrum ‘%dnfaoes. Specirum  %of faxes  Spectrum %of faxes Specrum %cof faxes  Spectrum %cof faxes  Spectrum %hof faxes  Spectrum %%of faxes > Specirum %cf-faoei
Interflowed  Interflow  Intervadl 1 Interflowed  Intervd 2 1 Intervd 3 1Ir I Interva 4 Interflowed Intervd 5 Interflowed Intervel 6 Interflowed Intervd 7 Interflowed Intervd 8 Interflowed Intervd 9 Intaflowed Intervd 9 I l
(hemss)

08:00 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
09:00 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
10:00 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
11:00 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
12:00 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
13:00 0 00000 O 0.0 0 00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
14:00 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
15:00 0 00000 0O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
16:00 0 00000 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0

| Total 0 |0:00:00] O 00 | o | oo | o 00 | © 00 | o 00 | o 00 | © 00 | © 00 | o 00 | 0O 00 |
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Fax Queue and Queue Group Interflow Spectrum by Day of the Week

The Fax Queue and Queue Group Interflow Spectrum by Day of the Week reports provide a frequency distribution of faxes interflowed on a queue group
across 15-, 30-, or 60-minute intervals over the days of the week. When this report is run for more than one week, the data is summed for each day of
the week. For example, if the report is run for two weeks, the data found under Monday is the summed total of the two Mondays and the data found
under Tuesday is the summed totals of the two Tuesdays.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 158.)

The following are the first three fields of the Fax Queue and Queue Group Interflow Spectrum by Day of the Week reports:

Report Field Description

Activity period the interval of the report

Faxes interflowed the total number of faxes interflowed

Maximum delay to interflow (hh:mm:ss) the maximum delay before the fax was interflowed
Total the total of each of the columns

The remaining fields of the Fax Queue and Queue Group Interflow Spectrum by Day of the Week reports provide a frequency distribution of fax patterns
based on a defined time scale (5, 10, 15, 20, 30, 40, 60, 80, 120, and >120 minutes). For each time period, the Count < x min field reflects the total
number of faxes for that interval and all preceding intervals. The % of Faxes interflowed field reflects the percentage of faxes for that interval and all
preceding intervals.

NOTE:
o Foreach time period, except >120 minutes the Count < x min field reflects the total number of faxes for that interval and all preceding intervals.
¢ Forthe >120 minutes time period, the Count < x min field reflects the total number of faxes for that interval only.
o The % of field reflects the percentage of faxes for that interval and all preceding intervals.
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Figure 158 Fax Queue Group Interflow Spectrum by Day of the Week

Maxdmum
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¥Ry petion Interflowed  Interflow  Interval 1 Interflowed  Intenval 2 Interflowed Intervdl 3 Intesflowed Intervdl 4 Intefloved Interval 5 Interflowed Intervd 6 Intesflowed  Interval 7 Intesflowed Intervd 8 Interflowed  Intervd 9 Interflowed  Intervad 9 Interflowved|
(hhimmess)
Monday 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
Tuesday 0 0:0000 O 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
Wednesday 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
Thursday 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
Friday 0 0:00:00 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0
[ 7ol [ o Jowowo] o ] o0 J] o JT oo o [oo] o oo o [oo] o oo] o Too] o ool oJool] o ool
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Fax Queue Group Interflow Spectrum by Queue
The Fax Queue Group Interflow Spectrum by Queue report provides a frequency distribution of faxes for a queue group across intervals from 1-10.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 159.)

The following are the first three fields of the Fax Queue Group Interflow Spectrum by Queue report:

Report Field Description

ACD queue the ACD queue for which the agent answered

ACD queue name the name of the ACD queue for which the agent answered calls
Faxes interflowed the total number of faxes interflowed

Maximum delay to interflow (hh:mm:ss) the maximum delay before the fax was interflowed

Total the total of each of the columns

The remaining fields of the Fax Queue Group Interflow Spectrum by Queue report provide a frequency distribution of fax patterns based on a defined
time scale (Spectral Interval 1-10). The Spectrum Interval field reflects the total number of faxes for that interval and all preceding intervals. The % of

faxes interflowed field reflects the percentage of faxes for that interval and all preceding intervals.

NOTE: Spectrum Interval 10 reflects the total number of faxes for that interval only.
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Figure 159 Fax Queue Group Interflow Spectrum by Queue

Fax reports

Madmam
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Multimedia reports

Multimedia reports include
¢ Queue reports
o Employee reports
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Multimedia reports

Multimedia queue group report
Queue Group reports provide statistics on queues and queue groups that reflect multimedia behavior and the service experienced by clients.
The queue group report is listed below:

e Performance report
e Queue Group Performance by Queue

451



Mitel Contact Center Solutions Reports Guide

Multimedia Queue Performance by Queue

The Multimedia Queue Group Performance by Queue report compares the workload distribution across the queues in a queue group for the shift duration
and day(s) you specify. It reports statistics in hours, minutes, and seconds, and provides counts across queues.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 160.)

The Multimedia Queue Group Performance by Queue report provide the following information:

Report Field

Media server name
ACD queue

ACD queue name
ACD contacts offered
ACD contacts handled

ACD contacts handled/opened

Contacts abandoned (short)
Contacts abandoned (long)

Contacts interflowed

Contacts requeued

Contacts unavailable

No reply needed

Answered by ACD group 1

Description

the name of the media server which collects data

the ACD queue for which the agent answered

the name of the ACD queue for which the agent answered contacts

the total number of contacts offered to the ACD queue (handled + long abandoned + interflowed)
the total number of ACD contacts answered

the total number of handled (voice and chat) and opened (email, SMS, and fax) contacts for the
period

the total number of contacts abandoned before the Short Abandon time
the total number of contacts abandoned after the Short Abandon time
the total number of contacts interflowed

the total number of requeues at the agent's position - if an agent fails to answer a contact, the
system places the contact back in the same queue and it is answered by the first available agent

an unavailable contact is a contact that is routed to an unavailable answer point as defined in the
telephone system because the queue is unavailable. The contacts unavailable column represents a
peg counter for the number of contacts received while the queue was in Do Not Disturb.

the total number of contacts that did not require a reply - these are included in the opened and
completed statistics

the total number of ACD contacts answered by the first answer point
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Report Field

Answered by ACD group 2

Answered by ACD group 3

Answered by ACD group 4

Average speed of answer (hh:mm:ss)
Average delay to interflow (hh:mm:ss)

Average delay to abandon (hh:mm:ss)

ACD contact handling time (hh:mm:ss)

Average ACD contact handling time (hh:mm:ss)

Service level %
Answer %

Total

Multimedia reports

Description

the total number of ACD contacts answered by the second answer point

the total number of ACD contacts answered by the third answer point

the total number of ACD contacts answered by the fourth answer point

the average delay before the contact was answered (including time in queue and agent ringing time)
the average elapsed time before the contact was interflowed

the average elapsed time before the contact was abandoned

the total duration of ACD contacts, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD contacts, from agent pick up to client hang up (including hold time and
transfer/conference time)

the percentage of contacts answered within the specified service level time
the percentage of offered contacts answered

the total of each of the columns
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Figure 160 Multimedia Queue Group Performance by Queue

ACD e S e
M edia server ACD queue ACD queuiename u:'gs o::::s contacts CI mll o .Ccﬂ‘.a:s Contacts Ccna:s Noreply Arswered Arswered Arswered Arswered  spesdof .CH&[TD delay to m c.cx‘laot Service  Arswer
name offeed  herded handled/ (short) {lerg) interfflowed requeved  unewalable needed by Group 1l by Group 2 by Group 3 by Group 4 anme‘ u'ﬂleﬂow abu'du'l e f‘ﬂjﬂlt’g leved % %
(hhemmess)  (bhimmess) (Hhormrmess) (Hurmss) 5T
(Hhimmess)
6150Email P151 Support 434 434 436 1} 0 0 4 0 210 434 0 0 0 1:52:02 0:00:00 0:00:00 54:23:22 0:07:31 823 100.0
Pfprim P280 ol ] 477 404 0 9 48 25 10 14 0 398 6 0 0 0:04:10 0:09:42 0:05:01 133:01:10 0:19:45 54.7 B84.7
6150Email P150 Info 113 113 113 0 0 1 0 99 113 0 0 0 0:00:00 0:00:00 0:00:00 0:01:13 0:00:00 100.0 100.0
Pfprim P290 Sales 119 84 0 1 8 27 15 0 0 84 0 0 0 0:00:12 002:58 0:0149 6:1343 0:0426 68.1 70.6
6150Chat P601 CS Chat Queue 59 54 0 0 5 0 17 0 0 54 0 0 0 0:00:32 0:00:00 0:04:44 9:59:01 0:11:05 864 91.5
Pfprim P283 6120/6125 46 33 0 0 8 5 0 1 0 33 0 0 0 00231 002:59 0:03:02 13:14:02 024:03 63.0 71.7
Pfprim P282 CA 40 24 0 0 10 6 0 2 0 21 o 3 0 0:04:50 0:13:23 0:04:41 6:29:53 0:16:14 40.0 60.0
Pfprim P281  CSVoiceCallback 24 19 0 0 0 0 0 0 19 0 0 0 0:0243 00000 0:08:36 32828 0:10:58 37.5 79.2
Pfprim P284 6150 Multimedia 9 4 0 0 3 2 0 0 0 4 o 0 0 0:01:06 0:02:22 0:05:31 1:33:59 0:23:29 556 444
Pfprim P286 6160 V3 4 4 0 0 0 0 0 0 0 4 1} 0 0 0:01:56 0:00:00 0:00:00 2:51:08 0:42:47 500 100.0
Pfprim P287 Web Callback 394 4 0 0 390 0 0 0 0 4 0 0 0 0:00:15 00000 0:02:52 0:01:54 00028 1.0 1.0
6150Email P153 Message Centre 0 0 0 0 0 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 100.0 0.0
Pfprim P285 6160 V2 4 0 0 0 4 0 0 0 0 0 0 0 0 0:00:00 0:00:00 0:00:37 0:00:00 0:00:00 100.0 0.0
| Tom | | 1723 ] 1177 | 549 | 10 | 481 | 65 | 47 | 17 | 309 [ 1168 | 6 | 3 | o |o0:43:12]0:06:30]0:03:11]231:17:55 0:11:47| 54.1 | 68.3 |
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Multimedia employee group reports

Multimedia employee reports provide detailed information across media types: voice, email, SMS, chat, and fax. Using Multimedia reports you can
compare performance across media type. Employee Group reports provide statistics on employee groups that reflect multimedia behavior and the
service experienced by clients.

The employee reports are listed below:
e Performance reports
o Employee Group Performance by Employee by Queue
e Employee Group Performance by Employee Shift
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Multimedia Employee Group Performance by Employee by Queue

The Multimedia Employee Group Performance by Employee by Queue report shows the voice workload distribution across the employees in an
employee group for the shift duration and day(s) you specify. It reports the contact statistics in hours, minutes, and seconds, and provides contact

counts across employees. (See Figure 161.)

NOTE: Employee IDs are distinct from agent IDs. You assign employee IDs to agents for identification purposes. When an agent leaves the contact
center, the database maintains the agent’s records for some time. If you assign the outgoing agent’s, agent ID to a new agent, so that both agents share
the same agent 1D, the employee ID distinguishes the two agents.

The Multimedia Employee Group Performance by Employee by Queue report provides the following performance information across employees:

Report Field
Employee name
Employee ID
Media server name
ACD queue

ACD queue name

ACD contacts handled

Contacts requeued

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Percent of shift

Total

Description

the name associated with the employee ID in YourSite

the ID of the employee who is a voice agent

the name of the media server which collects data

the ACD queue for which the agent answered

the name of the ACD queue for which the agent answered contacts
the total number of ACD contacts answered

the total number of requeues at the agent's position - if an agent fails to answer a contact, the
system places the contact back in the same queue and it is answered by the first available agent

the total duration of ACD contacts, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD contacts, from agent pick up to client hang up (including hold time and
transfer/conference time)

the percentage of shift time representing ACD contact activity

the total of each of the columns
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Figure 161 Multimedia Employee Group Performance by Employee by Queue
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g Croe
Employeename  EmployesID  Media server name ACD queue ACD queusname chég::’: c@m A::ﬁ;g m;?iﬁ:um Pﬂ;:_';nf
' (hhrrress)
R Harrison 1522 Pfprim P280 cCM 3 0 0:44:23 0:14:48 10.2
R Harrison 1522 Pfprim P&07 CS OCS Queue 1 0 0:53:16 0:53:16 12.2
R Harrison 1522 Pfprim P283 6120/6125 1 0 0:04:25  0:04:25 1.0
R Harrison 1522 6150Email P151 Support 9 0 0:51:13 0:05:41 26.4
R Harrison 1522 6150Chat P&01 CS Chat Queue 2 1] 0:1326  0:06:43 6.9
B Renaud 1586 Pfprim P280 cCM 2 0 0:49:49 0:24:54 129
B Renaud 1586 Pfprim P284 6150 Multimedia 1 0 0:45:07 0:45:07 11.7
B Renaud 1586 6150Email P151 Support 7 0 0:32:46  0:04:41 8.9
B Renaud 1586 6150Email P150 Info 1 0 0:00:00 0:00:00 0.0
B Renaud 1586 6150Chat P601 CS Chat Queue 1 0 0:03:23 0:03:23 1.0
J Osbome 1416 Pfprim P280 CCM 2 1] 0:09:17  0:04:39 21
] Osbome 1416 6150Email P151 Support 2 0 1:14:13 0:37:07 19.5
K Middlemiss 1587 Pfprim P280 CCM 8 0 04540  0:05:42 13.6
K Middlemiss 1587 Pfprim P282 CA 2 v] 0:07:50  003:55 23
S Carter 1236 Pfprim P280 CCM 6 0 2:09:59 0:21:40 36.1
S Carter 1236 Pfprim P283 6120/6125 3 0 0:21:45  0:.07:15 6.0
S Carter 1236 6150Email P151 Support 4 0 0:01:41 0:00:25 14
S Carter 1236 6150Chat P601 CS Chat Queue 1 1 0:02:04  0:02:04 1.2
J Hammeond 1472 Pfprim P286 6160 V3 1 1] 0:42:19  0:42:19 16.6
J Hammond 1472 Pfprim P282 CA 1 0 0:24:23 0:24:23 9.6
J Hammond 1472 6150Chat P601 CS Chat Queue 2 i 0:07:47 0:03:54 6.8
Total 60 2 | 11:04:46 | 0:11:05 |
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Multimedia Employee Group Performance by Employee by Shift

The Multimedia Employee Group Performance by Employee by Shift report shows the contact workload distribution across the employees in an
employee group for the shift duration and day(s) you specify. It reports the contact statistics in hours, minutes, and seconds, and provides contact

counts across employees. (See Figure 162.)

NOTE: Employee IDs are distinct from agent IDs. You assign employee IDs to agents for identification purposes. When an agent leaves the contact
center, the database maintains the agent’s records for some time. If you assign the outgoing agent’s, agent ID to a new agent, so that both agents share
the same agent 1D, the employee ID distinguishes the two agents.

The Multimedia Employee Group Performance by Employee by Shift report provides the following performance information across employees:

Report Field
Employee name
Employee ID

Media server name
Total shift time (hh:mm:ss)
ACD contacts handled

Contacts requeued

ACD handling time (hh:mm:ss)

Average ACD handling time (hh:mm:ss)

Percent of shift
Make busy count
Total make busy time (hh:mm:ss)

Percent of shift

Description

the name associated with the employee ID in YourSite
the ID of the employee who is a voice agent

the name of the media server which collects data

the total elapsed time logged for the agent/agent group (total shift time is ACD activity + make
busy)

the total number of ACD contacts answered

the total number of requeues at the agent's position - if an agent fails to answer a contact, the
system places the contact back in the same queue and it is answered by the first available agent

the total duration of ACD contacts, from agent pick up to client hang up (including hold time and
transfer/conference time)

the average duration of ACD contacts, from agent pick up to client hang up (including hold time and
transfer/conference time)

the percentage of shift time representing ACD contact activity
the total number of make busy codes
the total duration the agent spent in the make busy state, controlled by the agent or the supervisor

the percentage of shift time representing outbound contact activity
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Report Field

System make busy count

Total system make busy time (hh:mm:ss)

Percent of shift

True agent occupancy duration (hh:mm:ss)
True agent occupancy % of shift

True ACD contacts per hour

Total contacts across all media types

Total

Multimedia reports

Description

the total number of times the agent entered the system make busy state, controlled by the
Multimedia Contact Center system, so that the agent could answer a request of another media type
- this type of make busy can not be set by an agent or supervisor

the total duration the agent spent in the system make busy state, controlled by the Multimedia
Contact Center system, so that the agent could answer a request of another media type - this type
of make busy can not be set by an agent or supervisor

the percentage of shift time representing system make busy time

the total duration the agent was occupied (including Make Busy Time) (the total ACD handling time
and the total Make Busy time)

the percentage of shift time representing true agent occupancy duration

the average number of ACD contacts handled each hour (ACD contacts handled divided by True
agent occupancy duration)

the total number of contacts (calls, emails, SMS, chats, and faxes) handled

the total of each of the columns
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Figure 162 Multimedia Employee Group Performance by Employee by Shift
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B Renaud 1586 Pfprim 70:10:00 65 1 19:01:10 0:17:33 27.1 81 31:22:01 44.7 0 0:00:00 0.0 50:23:11 71.8 1.3 65
K Middlemiss 1587 Pfprim 58:59:39 60 1 16:25:13 0:16:25 27.8 76 27:17:12 463 0 0:00:00 0.0 4342:25 741 1.4 60
J Hammond 1472 Pfprim 68:12:02 54 0 17:19:559 0:19:116 254 81 32:59:17 484 0 0:00:00 0.0 50:19:16  73.8 1.1 54
S Carter 1236 Pfprim 58:06:43 47 2 20:56:16 0:26:44 36.0 B84 20:39:08 35.5 0 0:00:00 0.0 413524 716 11 47
R Hamison 1522 Pfprim 78:49:24 41 1 184643 0:27:29 238 B4 424537 54.2 0 0:00:00 0.0 61:32:20 781 0.7 41
S Lett 1477 Pfprim 58:53:58 37 0 170045 0:27:35 289 45 25:19:02 430 0 0:00:00 0.0 42:1947 719 0.9 37
V Qeur 1557 Pfprim 26:46:06 36 0 8:1944 0:13:53 311 19 7:56:08 296 0 0:00:00 0.0 16:15:52 60.8 2.2 36
J Osbome 1416 Pfprim 70:59:51 28 0 45054 0:10:23 6.8 121 52:0848 734 0 0:00:00 0.0 56:5942 80.3 0.5 28
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Workforce Scheduling reports

Workforce Scheduling reports

Workforce Scheduling reports include
o Detailed Schedule by Employee with Totals
o Schedule by Employee by Time Off by Day of Week
+ Employee Configuration
e Summary Schedule by Employee
e Schedule Coverage Totals by Type

Workforce Scheduling provides supervisors with the ability to schedule their employees in a cost-effective and efficient manner.
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Detailed Schedule by Employee with Totals

The Workforce Scheduling Detailed Schedule by Employee with Totals report provides the weekly schedule of employees and includes event totals.
(See Figure 163.)

You can optionally filter the Detailed Schedule by Employee with Totals report based on the following variables
o Event type (shift, time off, unavailable, and break)
o Shift types
o Break types
o Time off types

The Workforce Scheduling Detailed Schedule by Employee with Totals report provides the following schedule information:

Report Field Description

Name the name associated with the employee ID in Contact Center Management
Reporting the employee ID associated with the employee in Contact Center Management

Date the month, day and year

Start Time the time at which the employee shift begins, in either 12 or 24 hour format

End Time the time at which the supervisor shift ends, in either 12 or 24 hour format

Duration (hh:mm:ss) the duration of the employee shift

Event the event associated with the employee shift

Notes the notes entered for the employee shift in Workforce Scheduling

Sub Total the number of hours, minutes, and seconds each employee in the report is scheduled
Total (hh:mm:ss) the total number of hours, minutes, and seconds all employees in the report are scheduled
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Figure 163 Detailed Schedule by Employee with Totals

Workforce Scheduling reports

Name Reporting Date Start time End time Duration (hh:mm:ss) Event Motes
Cameron, lan 1360 Monday 20 September 2010 5:00AM 5:00PM 09:00:00 C5 - Early Shift
Monday 20 September 2010 9:30AM 9:45AM 00:15:00 CS - Morning Break
Monday 20 September 2010 1:00PM 2:00PM 01:00:00 CS - Lunch
Tuesday 21 September 2010 8:00AM 5:00PM 09:00:00 CS - Early Shift
Tuesday 21 September 2010 9:30AM 9:45AM 00:15:00 CS - Morning Break
Tuesday 21 September 2010 1:00PM 2:00PM 01:00:00 CS - Lunch
SubTotal - - - =
Carter, Steve 1236 Monday 20 September 2010 8:00AM 5:00PM 09:00:00 CS - Early Shift
Monday 20 September 2010 9:45AM 10:004M 00:15:00 CS - Morning Break
Monday 20 September 2010 1.00PM 2:00PM 01:00:00 CS - Lunch
Monday 20 September 2010 2:15PM 2:30PM 00:15:00 CS - Afternoon Break
Tuesday 21 September 2010 8:00AM 5:00PM 09:00:00 CS - Early Shift
Tuesday 21 September 2010 9:45AM 10:00AM 00:15:00 CS - Morning Break
Tuesday 21 September 2010 1:00PM 2:00PM 01:00:00 CS - Lunch
Tuesday 21 September 2010 2:15PM 2:30PM 00:15:00 CS - Afterncon Break
SubTotal - - 21:00:00 - -
Chabot, Mike 1119 Monday 20 September 2010 8:00AM 5:00PM 05:00:00 CS - Early Shift
Monday 20 September 2010 10:004M 10:154M 00:15:00 CS - Morning Break
Monday 20 September 2010 1:.00PM 2:00PM 01:00:00 CS - Lunch
Monday 20 September 2010 2:30PM 2:45PM 00:15:00 CS - Afternoon Break
Tuesday 21 September 2010 8:00AM 5:00PM 05:00:00 CS - Early Shift
Tuesday 21 September 2010 10:00AM 10:154M 00:15:00 CS - Morning Break
Tuesday 21 September 2010 1:00PM 2:00PM 01:00:00 CS - Lunch
Tuesday 21 Sef 2010 2:30PM 2:45PM 00:15:00 CS - Afternoon Break
SubTotal - - 21:00:00 - =
Total - - = =
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Schedule by Employee by Time Off by Day of the Week
The Workforce Scheduling Schedule by Employee by Time Off by Day of the Week report provides the weekly schedule of employees taking time off.

(See Figure 164.)

The Workforce Scheduling Schedule by Employee by Time Off by Day of the Week report provides the following schedule information:

Report Field
Name

Reporting

Time Off Type
Day of the Week
Total

Sub Total

Total (hh:mm:ss)

Description

the name associated with the employee ID in Contact Center Management

the employee’s reporting number

the name of the time off type

the day of the week for which employees are scheduled for time off

the total number of hours, minutes, and seconds an employee is scheduled for time off in a week
the total number of hours, minutes, and seconds an employee is scheduled for time off in a day

the total number of hours, minutes, and seconds all employees are scheduled for time off in a week
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Figure 164 Schedule by Employee by Time Off by Day of Week

Workforce Scheduling reports
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Mame Repoiting Timme OFf Type Fridm Saturdny Eurddeg Total
B Gneite 5242 Vacation 17,0000 00 O 0 jufi et} 53.30:00
Sub Total 17:00-00 000,60 080050 55:38:08

B, Matin 25550 Vacahon 08:30:00 00:00.00 000000 51-00:00
Sub Totsl o8:30:08 OE-PEED 080190 100

B. Clwe 15605 Appoarimen 006000 00:00:00 000000 034500
W sesen 08 3000 00:00:00 000000 0 3000

Sub Total 883008 00000 Q80000 L1500

8. Kimbeiy o2 Appoariment 00 m 100 0008 oC0Qon -3
Shill replacement 0E:30:00 00:00.00 0000100 083000

Vacahon 000000 00:00.00 000000 3000

Bub Tovsl 83008 D000 Oe:0r-a0 083000

8. Jovinna = Apporimen 00:£0:00 00:00:00 000000 D& 200
Sick 000000 00:00:00 i) 074500

Vacahon 0f:30:00 00:00:00 000000 42 30100

Sub Total 083008 080030 preen S4:45:00

C. Laua 15608 Appoirirment 0:00:00 00:00.00 000000 031500
Vacahion 170000 000000 000000 17.00:00

Sub Totsl 17.00-80 OE-00:E0 NE-01-80 2E:15:00

C.Ewc =00 Sick 006000 00:00:00 000000 530400
acahon 08 30-00 00:00:00 D000 023000
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Employee Configuration
The Workforce Scheduling Employee Configuration report provides the configuration information of all employees. (See Figure 165.)

The Workforce Scheduling Employee Configuration report provides the following schedule information across employees:

Report Field Description

Name the name associated with the employee ID in Contact Center Management

Part time the employment status of the employee, either part time (PT) or full time (FT)

Minimum daily hours the minimum number of hours in a day for which the employee can be scheduled

Minimum weekly hours the minimum number of hours in a week for which the employee can be scheduled

Maximum weekly hours the maximum number of hours in a week for which the employee can be scheduled

Pay period the employee pay period information, either weekly, bi-weekly, 15th and 30th or monthly

Pay type the employee pay type, either hourly or yearly, and the amount

Pay rate the employee pay rate

Weekday Name the day of the week for which the employee is scheduled

Label the name of thfa shift available to the employee for the day of the week, where PT is a part time shift
and FT is full time

Assigned overtime the overtime types assigned to the employee

Assigned time off the time off type assigned to the employee

Assigned Skill the skills assigned to the employee

Skill Level the skill level assigned to a assigned skill

Availability enabled the employee availability by day of the week and start time and end time (hh:mm:ss)
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Figure 165 Employee Configuration

1551, 1561 Part time Yes Minimum daify hours 000 Minimum weekdy hours 000 Madmum wesidy hours 000 Pay penod Pay type Pay rate 1,00
Weekday Nama Labal
Assigned overtime
Azsgned time off
Hasinned Skil Slell Level
First Line fgent 1
Avalabiity enabled
AskarantH Part time Yes Minimum daly hours 000 Minimum weskdy hours 000 Maemum weskly hours 000 Pay penod Pay type Pay rate .00
Weekday Name Label
Sundey Warl able
Sundsy Flexibbe
Marday Flenibbe
Monday 2-4
Monday Teaining
Monday 4-12
Maonday Wari sble
Tuesday Wari sble
Tuesday 41z
Tuesday Training
Tuesday i
Tuesday Flenible
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Summary Schedule by Employee

The Workforce Scheduling Summary Schedule by Employee report provides the schedule of employees for the specified time period. (See Figure 166.)

NOTE:
o If you want to run this report for a large number of employees, do so by creating and selecting an employee group containing all of the employees
you want to report on, otherwise, if the list of employees is excessively long, some selected employees may be excluded from the report.
o If you choose to run this report over a seven-day span, the final report will instead contain two weeks of data. The least number of days you can
produce this report for is nine days because the report needs at least nine columns to support the report banner structure.

The Workforce Scheduling Summary Schedule by Employee report provides the following schedule information:

Report Field Description
Name the name associated with the employee ID in Contact Center Management
Reporting the employee’s reporting number

the day of the year for which the employee is scheduled, where T is time off, S is shift, and U is

Weekday Name (Day, Month, Year) unavailable

Day of the Week the day of the week for which employees are scheduled for time off
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Figure 166 Workforce Scheduling Summary Schedule by Employee

ETiD erond JondayiisiSepember 2010 Tuesday 14 September 2010  Wednesday 15 September 2010 Thursday 16 September 2010 Friday 17 September 2010
Cameron, | 1360 8:00AM-5:00PM S 8:00AM-5:00PM S 8:00AM-5:00PM S 8:00AM-5:00PM S 8:00AM-5:00PM S
Carter, S 1236 8:00AM-5:00PM S 8:00AM-5:00PM S 8:00AM-5:00PM S 8:00AM-5:00PM S 8:00AM-5:00PM S
Demski, A 1396 9:00AM-6:00PM S 9:00AM-6:00PM S 9:00AM-6:00PM S 9:00AM-6:00PM S 9:00AM-6:00PM S
Hammond, J 1472 9:00AM-6:00PM S 9:00AM-6:00PM S 9:00AM-6:00PM S 9:00AM-6:00PM S 9:00AM-6:00PM S
Harrison, R 1522 8:00AM-5:00PM S 8:00AM-5:00PM S 8:00AM-5:00PM S 8:00AM-5:00PM S 8:00AM-5:00PM S
Lalonde, M 1347 8:00AM-5:00PM S 8:00AM-5:00PM S 8:00AM-5:00PM S 8:00AM-5:00PM S 8:00AM-5:00PM S

Lett, S 1477 11:00AM-8:00PM S 11:00AM-8:00PM S 11:00AM-8:00PM S 11:00AM-8:00PM S 11:00AM-8:00PM S
McDowell, P 1129 9:00AM-6:00PM S 9:00AM-6:00PM S 9:00AM-6:00PM S 9:00AM-6:00PM S 9:00AM-6:00PM S

Middlemiss, K 1587 9:00AM-6:00PM S 9:00AM-6:00PM S 9:00AM-6:00PM S 9:00AM-6:00PM S 9:00AM-6:00PM S
Osborne, J 1416 8:00AM-5:00PM S 8:00AM-5:00PM S 8:00AM-5:00PM § 8:00AM-5:00PM S 8:00AM-5:00PM S
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Schedule Coverage Totals by Type

The Workforce Scheduling Schedule Coverage Totals by Type report provides the event totals of employees for the specified time period. Event totals
represent the total number of employees scheduled for an event. (See Figure 167.)

You can filter the Workforce Scheduling Schedule Coverage Totals by Type report based on the following event totals
Forecasted

On break

Scheduled

Non ACD job

ACD job

At work

Over/Under

Overtime

The Workforce Scheduling Schedule Coverage Totals by Type report provides the following schedule information:

Report Field Description
Name the name of the Workforce Scheduling event total

the day of the year for which the employee is scheduled, where T is time off, S is shift, and U is

Weekday Name (Day, Month, Year) unavailable
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Figure 167 Workforce Scheduling Schedule Coverage Totals by Type report

Hame Bonday 10 July 2006 12:00 AM Tuesday 1f July 2006 12:00 AM  Wednesday 12 July 2006 12:00 AM  Thursday 13 July 2006 12:00 AM Friday 14 July 2006 12:00 AM
ADjb i n 0 = 0 o 0 = ]
Awok T i . 1 . 1 4 1 = 1
Forecasted 34 i 0 - 26 : P ¥ 23
NonACD job " 2 2 2 > 2 . 2 i 2
Onbreak 32 i M g 35 d 35 . *
OverfUnder 33 . 2 a 25 ¥ 28 = -2
Schedued " 1 B ] § % & kY] 5 a7
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Work Hours Summary Schedule by Employee

The Work Hours Summary Schedule by Employee report provides annualized or cumulative hours worked or scheduled by employee. This report is
useful for contact centers with varying staffing needs, based on peak and less busy seasons, enabling supervisors to track employee hours over
extended periods. (See Figure 168.)

The Work Hours Summary Schedule by Employee report provides the following schedule information:

Report Field Description
Full name the name of the agent being reported on
Reporting the agent’s reporting number

the total number of paid hours scheduled for the employee from start to end, for a designated time

Total Paid Hours Scheduled . . X
period, minus unpaid breaks

Total Paid Hours Worked the total number of hours worked by the employee from start to today, minus unpaid breaks
Total Shifts Assigned the total number of shifts assigned to the employee for the specified time period

Average Paid Hours Per Shift the average number of hours the employee works per shift

Total the total of each of the columns

472



Workforce Scheduling reports

Figure 168 Work Hours Summary Schedule by Employee

Full name Reporting Total Paid Hours Scheduled Total Paid Hours Worked Total Shifts Assigned Average Paid Hours Per Shift
Curry D 5104 37:30 15:00 5 7.5
Derian S 5157 37:30 15.00 5 1.5
Fishman B 5173 3730 15:00 5 7.5
LaiC 75191 37:30 15:00 5 1.5
Loewen K 5131 37:30 15:00 5 7.5
Totals 5 187:30 75:00 25 75
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Schedule Adherence reports

Schedule Adherence reports include
o Employee and Employee Group Adherence Trace
o Employee Group Time Out of Adherence by Employee by Day of Week/Month
o Employee Group Adherence by Period
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Employee and Employee Group Adherence Trace

The Schedule Adherence Employee and Employee Group Adherence Trace report provides statistics on employee and employee group adherence to
scheduled events and event times. (See Figure 169.)

The Schedule Adherence Employee and Employee Group Adherence Trace report provides the following schedule information:

Report Field

Reporting

Name

Number of records

Out of adherence start time
Out of adherence end time
Out of adherence duration
Actual event

Scheduled event
Scheduled event start time
Scheduled event end time
Sub Total

Total (hh:mm:ss)

Description

the employee’s reporting number

the name associated with the employee ID in Contact Center Management
the number of out of adherence records for the specified reporting period
the time at which the employee entered the out of adherence state

the time at which the out of adherence employee began adhering to the scheduled event
the duration of time that the employee was out of adherence

the event the employee was performing while out of adherence

the event for which the employee was scheduled to perform

the time at which the employee was scheduled to start the scheduled event
the time at which the employee was scheduled to end the scheduled event
the subtotal of the duration of time spent out of adherence

the total time spent out of adherence

475



Mitel Contact Center Solutions Reports Guide

Figure 169 Schedule Adherence Employee Adherence Trace report

Reporting Name N:":;::GM Out of adherence start time Out of adherence end time cut r‘)jfuar:::‘;anca Actual event Scheduled Event  Scheduled Event Start Time  Scheduled Event End Time
1416 J Osborne 30 9/14/2010 8:00:00 AM 9/14/2010 8:56:28 AM 00:56:28 Make Busy Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 8:55:47 AM 9/14/2010 8:55:47 AM 00:00:00 Logged out Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 8:56:27 AM 9/14/2010 9:09:08 AM 00:12:40 Make Busy Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 8:56:28 AM 9/14/2010 9:09:08 AM 00:12:40 Make Busy Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 9:09:08 AM 9/14/2010 9:15:00 AM 00:05:52 Make Busy Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 9:15:00 AM 9/14/2010 9:30:00 AM 00:15:00 Make Busy Break 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 9:30:00 AM 9/14/2010 10:13:37 AM 00:43:37 Make Busy Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 10:13:37 AM 9/14/2010 10:18:31 AM 00:04:54 Logged out Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 10:18:31 AM 9/14/2010 10:18:36 AM 00:00:05 Make Busy Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 10:18:37 AM 9/14/2010 10:21:58 AM 00:03:21 Make Busy Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 10:21:58 AM 9/14/2010 10:22:49 AM 00:00:51 Logged out Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 10:22:49 AM 9/14/2010 10:22:59 AM 00:00:10 Make Busy Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 10:22:59 AM 9/14/2010 10:36:53 AM 00:13:54 Make Busy Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 10:36:53 AM 9/14/2010 11:00:00 AM 00:23:07 Make Busy Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 10:38:32 AM 9/14/2010 11:00:00 AM 00:21:27 Make Busy Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 11:00:00 AM 9/14/2010 11:24:57 AM 00:24:57 Make Busy Break 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 11:24:57 AM 9/14/2010 11:25:02 AM 00:00:05 Logged out Break 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 11:25:02 AM 9/14/2010 11:25:24 AM 00:00:22 Make Busy Break 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 11:25:07 AM 9/14/2010 11:25:24 AM 00:00:16 Make Busy Break 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 11:25:24 AM 9/14/2010 11:52:52 AM 00:27:28 Qutbound Call Break 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 11:52:52 AM 9/14/2010 11:55:07 AM 00:02:15 Qutbound Call Break 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 11:54:43 AM 9/14/2010 11:55:07 AM 00:00:23 Qutbound Call Break 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 12:00:00 PM 9/14/2010 12:53:50 PM 00:53:50 Make Busy Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 12:53:50 PM 9/14/2010 2:43:29 PM 01:49:39 Make Busy Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 12:53:55 PM 9/14/2010 2:45:32 PM 01:51:37 Make Busy Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 2:43:29 PM 9/14/2010 3:00:00 PM 00:16:31 Make Busy Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 2:45:32 PM 9/14/2010 3:01:38 PM 00:16:05 Make Busy Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 3:00:00 PM 9/14/2010 4:15:00 PM 01:15:00 Make Busy Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 3:01:38 PM 9/14/2010 4:15:00 PM 01:13:21 Make Busy Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
9/14/2010 4:30:00 PM 9/14/2010 5:00:00 PM 00:30:00 Make Busy Shift 9/14/2010 8:00:00 AM 9/14/2010 5:00:00 PM
SubTotal - 12:35:55 -~ - - -
| Total - 12:35:55 - -- - -
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Employee Group Out of Adherence by Employee by Day of Week/Month

The Schedule Adherence Employee Group Out of Adherence by Day of Week/Month report provides statistics on employee adherence to scheduled
shifts by either day of week or month. The following figure displays a Schedule Adherence Employee Group Out of Adherence by Day of Week report.

(See Figure 170.)

The Schedule Adherence Employee Group Out of Adherence by Day of Week/Month report provides the following schedule information:

Report Field

Reporting

Full name

Activity period

Schedule shift duration (hh:mm:ss)

Total in adherence duration (hh:mm:ss)
Total out of adherence duration (hh:mm:ss)
Percent of shift in adherence

Percent of shift out of adherence

Total out of adherence time for breaks only

Total out of adherence time for shifts only

Total out of adherence time for jobs only

Out of adherence count

Schedule name

Total

Description

the employee’s reporting number

the name associated with the employee ID in Contact Center Management
the interval of the report

the duration of time for which the employee was scheduled

the duration of time the employee spent adhering to the schedule

the duration of time the employee spent out of adherence with the schedule
the percent of time the employee spent adhering to the schedule

the percent of time the employee spent out of adherence with the schedule

the percent of time the employee spent out of adherence with the scheduled breaks (available in the
by Month report only)

the percent of time the employee spent out of adherence with the scheduled shifts (available in the
by Month report only)

the percent of time the employee spent out of adherence with the scheduled jobs (available in the
by Month report only)

the number of times the employee was out of adherence during the scheduled shift (available in the
by Week report only)

the name of the schedule for which the employee was scheduled for the shift

the total of each of the columns
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Figure 170 Employee Group Out of Adherence by Employee by Day of Week

Reporting Full name Activity period du:::d:::;lzs; i (’,1";:“;;) adh:(r%?‘;;n::}:m Per::r;::;n 0 ::rm Ol.l.'ofc::;rence T
1472 J Hammond Monday 09:00:00 00:15:00 08:45:00 2.8% 97.2% 3 CS - Late Shift
Tuesday 09:00:00 00:15:00 08:45:00 2.8% 97.2% 6 CS - Late Shift
Wednesday 09:00:00 00:15:00 08:45:00 2.8% 97.2% 6 CS - Late Shift
Thursday 09:00:00 01:20:45 07:39:15 15.0% 85.0% 27 CS - Late Shift
Friday 09:00:00 03:45:33 05:14:27 41.8% 58.2% 15 CS - Late Shift
Subtotal 45:00:00 05:51:18 39:08:42 13.0% 87.0% 60
1416 J Osbome Monday 09:00:00 00:15:00 08:45:00 2.8% 97.2% 6 CS - Early Shift
Tuesday 09:00:00 00:15:00 08:45:00 2.8% 97.2% 6 CS - Early Shift
Wednesday 09:00:00 01:23:16 07:36:44 15.4% 84.6% ] CS - Early Shift
Thursday 09:00:00 01:17:24 07:42:36 14.3% 85.7% 22 CS - Early Shift
Friday 09:00:00 03:45:31 05:14:29 41.8% 58.2% 27 CS - Early Shift
Subtotal 45:00:00 06:56:11 38:03:49 15.4% 84.6% 70
1587 K Middlemiss Monday 09:00:00 00:15:00 08:45:00 2.8% 97.2% 6 CS - Late Shift
Tuesday 09:00:00 00:15:00 08:45:00 2.8% 97.2% 6 CS - Late Shift
Wednesday 09:00:00 00:15:00 08:45:00 2.8% 97.2% 6 CS - Late Shift
Thursday 09:00:00 02:13:45 06:46:15 24.8% 75.2% 13 CS - Late Shift
Friday 09:00:00 06:01:21 02:58:39 66.9% 33.1% 21 CS - Late Shift
Subtotal 45:00:00 09:00:06 35:59:54 20.0% 80.0% 52
1522 R Harrison Monday 09:00:00 00:15:00 08:45:00 2.8% 97.2% 6 CS - Early Shift
Tuesday 09:00:00 00:15:00 08:45:00 2.8% 97.2% 6 CS - Early Shift
Wednesday 09:00:00 04:15:57 04:44:03 47.4% 52.6% 36 CS - Early Shift
Thursday 09:00:00 06:51:19 02:08:41 76.2% 23.8% 18 CS - Early Shift
Friday 09:00:00 05:13:41 03:46:19 58.1% 41.9% 16 CS - Early Shift
] Subtotal 45:00:00 16:50:57 28:09:03 37.4% 62.6% 82
1236 S Carter Monday 09:00:00 00:15:00 08:45:00 2.8% 97.2% 6 CS - Early Shift
Tuesday 09:00:00 00:15:00 08:45:00 2.8% 97.2% 6 CS - Early Shift
Wednesday 09:00:00 00:15:00 08:45:00 2.8% 97.2% 6 CS - Early Shift
Friday 09:00:00 02:22:44 06:37:16 26.4% 73.6% 11 CS - Early Shift
| Subtotal 36:00:00 03:07:44 32:52:16 8.7% 91.3% 29
1477 Slett Friday 09:00:00 06:36:29 02:23:31 73.4% 26.6% 15 CS - Late Shift
| Subtotal 09:00:00 06:36:29 02:23:31 73.4% 26.6% 15
l Totals 225:00:00 48:22:45 176:37:15 21.5% 78.5% 308
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Employee Group Adherence by Period

The Schedule Adherence Employee Group Adherence by Period report provides statistics on employee group adherence totals. (See Figure 171.)

The Schedule Adherence Employee Group Adherence by Period report provides the following schedule information:

Report Field Description

Date the month, day and year

Activity period the time of day

Total number scheduled the total number of employees scheduled

Number adhering to schedule the total number of employees adhering to the schedule
Number not adhering to schedule the total number of employees not adhering to the schedule
Percent adhering to schedule the percent of employees adhering to the schedule

Percent not adhering to schedule the percent of employees not adhering to the schedule
Total the total of each of the columns
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Figure 171 Employee Group Adherence by Period

Activity Period Total number scheduled Number adhering to schedule Number not adhering to schedule Percent adhering to schedule Percent not adhering to schedule
2010/09/14 08.00 5 0 5 0.00 100.00
08:30 5 0 5 0.00 100.00
09:00 8 0 8 0.00 100.00
09:30 8 0 8 0.00 100.00
10:00 8 2 6 25.00 75.00
10:30 8 2 6 25.00 75.00
11:00 9 1 8 11.11 88.89
11:30 9 3 6 33.33 66.67
12:00 9 3 6 33.33 66.67
12:30 9 4 5 44.44 55.56
13.00 9 2 7 22.22 77.78
13:30 9 2 7 22.22 77.78
14.00 9 1 8 11.11 88.89
14:30 9 2 74 22,22 77.78
15.00 9 2 7 22,22 77.78
15:30 9 3 6 33.33 66.67
16:00 9 3 6 33.33 66.67
16:30 9 3 6 33.33 66.67
| Total 150 33 117 = =
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Employee Portal reports

Employee Portal reports include
o Employee Portal Availability Requests
o Employee Portal Time Off Requests
« Employee Portal Shift Requests
o Employee Portal Shift Change Status
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Employee Portal Availability Requests

The Employee Portal Availability Requests report provides an overview of all employee requests for availability changes that were made during the
specified reporting period, including employee notes, supervisor notes, and request status. (See Figure 172.)

The Employee Portal Availability Requests report provides the following schedule information:

Report Field

Reporting

Employee name

Effective date

Current availability by day of week

Availability change request by day of week -
start

Current availability by time of day - start
Availability change request by time of day - start
Current availability by time of day - end
Availability change request by time of day - end
Employee notes

Supervisor notes

Status

Description

the employee’s reporting number

the name associated with the employee ID in YourSite
the date the requested availability change will occur

the current availability for the specified day of the week
the requested availability for the specified day of the week

the time the employee is currently available to work for the specified time of day
the requested availability for the specified time of day

the time the employee is currently available to work for the specified time of day
the requested availability for the specified time of day

any employee notes entered with the availability change request

any supervisor notes entered with the availability change request

the status of the availability change request
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Figure 172 Employee Portal Availability Requests

Employee Portal reports
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Employee Portal Time Off Requests

The Employee Portal Time Off Requests report provides an overview of all employee requests for time off that were made during the specified reporting
period. (See Figure 173.)

The Employee Portal Time Off Requests report provides the following schedule information:

Report Field Description

Reporting the employee’s reporting number

Employee name the name associated with the employee ID in YourSite
Time off type the type of time off being requested

Time off request - start the start date and time of the time off request

Time off request - end the end date and time of the time off request

Paid whether the time off being requested is paid or unpaid
Employee notes any employee notes entered with the time off request
Supervisor notes any supervisor notes entered with the time off request
Status the status of the time off request
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Figure 173 Employee Portal Time Off Requests
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Employee Portal Shift Requests

The Employee Portal Shift Requests report provides an overview of all employee requests to offer, take, and trade shifts. (See Figure 174.)

The Employee Portal Shift Requests report provides the following schedule information:

Report Field

Reporting

Offering employee name
Schedule name

Offered shift name
Offered shift start time
Offered shift end time
Offering employee notes
Proposing employee name
Offered shift name
Proposed shift start time
Proposed shift end time
Proposing employee notes
Supervisor notes

Status

Description

the employee’s reporting number

the name of the employee offering the shift

the name of the schedule for which the employee is offering a shift
the name of the shift that the employee is offering

the time at which the shift being offered begins

the time at which the shift being offered ends

any notes entered by the employee offering the shift

the name of the employee proposing to take/trade the shift

the name of the shift being offered for trade by the proposing employee
the time at which the shift being offered for trade begins

the time at which the shift being offered for trade ends

any notes entered by the employee proposing to take or trade the shift
any supervisor notes entered with the shift change request

the status of the shift change request
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Figure 174 Employee Portal Shift Requests
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Employee Portal Shift Change Status

The Employee Portal Shift Change Status report provides an overview of all employee requests to offer, take, and trade shifts. (See Figure 175.)

The Employee Portal Shift Change Status report provides the following schedule information:

Report Field Description

Employee ID the employee ID associated with the employee in Contact Center Management
Employee name the name of the employee offering the shift

Schedule name the name of the schedule for which the employee is offering a shift

Offered shift name the name of the shift that the employee is offering

New shift name the name of the shift the employee is now scheduled to work

Supervisor notes any supervisor notes entered with the shift change request

Status the status of the shift change request
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Figure 175 Employee Portal Shift Change Status

Employee 10 Employee name Scheduls name new shift name Offered shiftname Supervisor notes Status

1416 John Osbome C5ALL ! 8-5 shift 5 shift t, Milee - 12752008 2:56:47 PMac Approved
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Intelligent Queue reports

The Mitel Intelligent Queue application provides supervisors with the ability to create and provide callers in queue with pre-recorded announcements.
Smart Choice decision trees/automated attendant operations guide callers to appropriate information, and specific ACD queues or extensions. Smart
Choice reports provide statistics on routing options callers select.

Intelligent queue reports include
e Smart Choice Port reports
Smart Choice Layer reports
IQ DNIS Group Performance by DNIS reports
IQ DNIS Group Performance by DNIS by Period reports
IQ DNIS Performance by Period reports
IQ DNIS Group Performance by Period reports
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Smart Choice Port reports

The Smart Choice Port report is as follows:
e Smart Choice Port Group Performance by Port
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Smart Choice Port Group Performance by Port

The Smart Choice Port Group Performance by Port report shows call statistics for each port associated with the Smart Choice Tree selected. (See
Figure 176.)

The Smart Choice Port Group Performance by Port report provides the following information:

Report Field Description
Port number the number of the port
Port name the name attached to the port

the total number of calls that reach the layer that are Smart Choice (automated attendant guided)

Total Smart Choice calls
calls
Total duration (hh:mm:ss) the total duration of calls, from the time they are picked up by the port to the time they exit the layer

Average duration (hh:mm:ss) the average duration of calls, from the time they are picked up by the port to the time they exit the

layer
Average menu choices per call the average number of menu choices callers select while in the Smart Choice tree
Total calls ending in Smart Choice the total number of callers that hang up while in the Smart Choice tree

the total number of calls that are transferred out of the Smart Choice tree to another answering point

Total calls transferred out from Smart Choice .
such as a queue or extension

Total the total of each of the columns
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Figure 176 Smart Choice Port Group Performance by Port

Total Totdl calls
Port number Port name SrHL dt-:?on m Am? Tao:rg:: ansferred
Choice 4 mss) (hrms)  cll  ShartChoiee OAfOM
dals Srrart Choice
4 Port 2229 1924 9:34:30 0:00:17 1 175 0
12 Port 2246 0 0:00:00 0:00:00 0 0 0
13 Port 2239 0 0:00:00 0:00:00 0 0 0
14 Port 2253 0 0:00:00 0:00:00 0 0 0
15 Port 2255 0 0:00:00 0:00:00 0 0 0
16 Port 2257 0 0:00:00 0:00:00 0 0 0
2 Port 2252 0 0:00:00 0:00:00 0 0 0
21 Port 2223 0 0:00:00 0:00:00 0 0 0
28 Port 2233 0 0:00:00 0:00:00 0 0 0
3 Port 2235 0 0:00:00 0:00:00 0 0 0
5 Port 2256 0 0:00:00 0:00:00 0 0 0
7 Port 2232 0 0:00:00 0:00:00 0 0 0
| Total | 1924 | 9:34:30| 0:00:18 1 175 0
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Smart Choice Layer reports

The Smart Choice Layer reports are as follows:
o Smart Choice Layer Group by Exit Code
e Smart Choice Layer Group by Layer
o Smart Choice Layer Group by Layer by Exit Code
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Smart Choice Layer Group by Exit Code

The Smart Choice Layer Group by Exit Code report shows calls statistics for each exit code selected inside a layer. (See Figure 177.)

The Smart Choice Layer Group by Exit Code report provides the following information:

Report Field

Exit code number
Exit code name
Media server name

Total count

Total duration (hh:mm:ss)

Average duration (hh:mm:ss)

Total

Description

the number affiliated with the exit code

the name of the exit code

the name of the media server which collects data

the total number of calls that leave the layer group by selected code

the total duration of calls from the time callers enter the layer to the time they leave the layer by
selected exit code

the average duration of calls, from the time callers enter the layer to the time they leave the layer by
selected exit code

the total of each of the columns
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Figure 177 Smart Choice Layer Group by Exit Code

Tow o2 Qe

Exit code number Exit code name M edja server name s duration duration
(hhcrrmress)  (hhormmess)

81303 Transfer to Reglstration - Oranda Active R Vmare 24 00324 0:00:08
81302 Transfer to Renwals - Oranda Active D Vmare 15  0:01:58 0:00:07
81303 Transfer to Reglstration - Oranda Active n 9 0:01:00 0:00:06
874803 Customer Support - 8-8 - Oranda R Vmare 5 0:01:07 0:00:13
81313 Admin Sub Menu hvalld Digit R Vmare 4 0:00:49 0:00:12
81301 Route to Orders - Oranda Active D Vmare 3 00021 0:00:07
81312 Admin Sub Menu Timeout R Vmare 3 0:00:48 0:00:16
874803 Customer Support - 8-8 - Oranda n 2 0:00:32 0:00:16
81300 Dilal 0 - 5092 n 1 0:00:00 0:00:00
81300 Dial 0 - 5092 R Vmare 1 0:00:11  0:00:11
81302 Transfer to Renwals - Oranda Active n 1 0:00:08 0:00:08
81312 Admin Sub Menu Timeout n 1 0:00:16 0:00:16
81314 Admin Sub Menu Error R Vmare 1 0:00:00 0:00:00
874800 Route to Dial 0 - Oranda Active R Vmare 1 0:00:33  0:00:33
874805 Sales Busliness Hours - 8-6 -Oranda n 1 0:00:02  0:00:02

| Toal | | | 72 |o:11:09] 0:00:09 |
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Smart Choice Layer Group by Layer

The Smart Choice Layer Group by Layer report shows call statistics for each layer associated with the layer group. (See Figure 178.)

The Smart Choice Layer Group by Layer report provides the following information:

Report Field

Layer number

Layer name

Total calls entering layer
Total number of repeats

Total true calls entering layer
Total calls exiting layer

Total calls terminating in layer

Total duration in layer (hh:mm:ss)
Average duration in layer (hh:mm:ss)

Total

Description

the number affiliated with the layer

the name of the layer

the total number of calls that reach the layer in the decision tree (includes unique and repeat calls)
the total number of repeat calls that enter the layer

the total number of unique calls that enter the layer (not including repeat calls)

the total number of calls that exit the layer to go to another layer or answering point (queue,
extension, or voice mail box)

the total number of calls abandoned on the layer
the total duration of calls, from the time they enter the layer to the time they exit the layer

the average duration of calls in the layer, from the time they enter the layer to the time they exit the
layer

the total of each of the columns
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Figure 178 Smart Choice Layer Group by Layer

; Average
Layer number Layer name uzangcﬂ:' T‘?x c;:ﬁa';ueng Tﬁﬁzls ;nz:la:iisin TOI:I: :-':'0"' du::,n in
layer layer layer (hharmiss) (e
813 Admin Sub Menu 52 7 45 51 1 0:07:34 0:00:10
813 Admin Sub Menu 12 1 11 12 0 0:01:24 0:00:08
8748 Main Menu 6 0 6 (3] 1] 0:01:40 0:00:17
8748 Main Menu 3 0 3 3 0 0:00:34 0:00:11
72 Sub Menu -Sales Demo 0 0 0 0 0 0:00:00 0:00:00
179 Sales 0 0 0 0 0 0:00:00 0:00:00
210 Answer (Main Menu) 0 0 0 0 1] 0:00:00 0:00:00
210 Answer (Main Menu) 0 0 0 0 0 0:00:00 0:00:00
233 Sub Menu 0 0 0 0 0 0:00:00 0:00:00
233 Sub Menu 0 0 0 0 0 0:00:00 0:00:00
238 Management Ports for IQ1 and IQ2 0 0 0 0 0 0:00:00 0:00:00
238 Management Ports for IQ1 and IQ2 0 0 0 0 0 0:00:00 0:00:00
261 Answer (Main Menu) 0 0 0 0 0 0:00:00 0:00:00
261 Answer (Main Menu) 0 0 0 0 1] 0:00:00 0:00:00
378 Management Ports for IQ1 and IQ2 0 0 0 0 0 0:00:00 0:00:00
378 Management Ports for IQ1 and IQ2 0 0 0 0 0 0:00:00 0:00:00
595 Auto Att Afterhours (Main Menu) 0 0 0 0 1] 0:00:00 0:00:00
595 Auto Att Afterhours (Main Menu) 0 0 0 0 0 0:00:00 0:00:00
688 Sub Menu 0 0 0 0 0 0:00:00 0:00:00
688 Sub Menu 0 0 0 0 0 0:00:00 0:00:00
| Total | | 73 8 | e | 22| 1 0:11:12 | 0:00:10 |
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Smart Choice Layer Group by Layer by Exit Code

The Smart Choice Layer Group by Layer report shows call statistics for each layer associated with the layer group. (See Figure 179.)

The Smart Choice Layer Group by Layer report provides the following information:

Report Field

Reporting / Activity period
Exit code reporting

Exit code name

Total calls

Total duration (hh:mm:ss)
Average duration (hh:mm:ss)

Subtotal
Total

Description

the reporting number of the layer group

the reporting number of the exit code

the name of the exit code

the total number of calls that have passed through each exit code

the total duration of calls, from the time they enter the layer to the time they exit the layer

the average duration of calls in the layer, from the time they enter the layer to the time they exit the
layer

the subtotal of calls that have passed through the layer group

the total of each of the columns
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Figure 179 Smart Choice Layer Group by Layer by Exit Code

R”“'ﬁp:';:d“m Exit code reporting Exit code name Total calls omlcatoniss Averaos d“a')”"

0813 Admin Sub Menu le] 081302 Transfer to Renwals - Oranda Active 2 00:00:13 00:00:06
081303 Transfer to Registration - Oranda Active 9 00:01:00 00:00:06

081300 Dial 0 - 5092 1 00:00:00 00:00:00

081312 Admin Sub Menu Timeout 1 00:00:16 00:00:16

Subtotal 13 00:01:29 00:00:06

0813 Admin Sub Menu 1Q Vmare 081312 Admin Sub Menu Timeout 3 00:00:48 00:00:16
081300 Dial 0 - 5092 2 00:00:22 00:00:11

081302 Transfer to Renwals - Oranda Active 15 00:01:58 00:00:07

081314 Admin Sub Menu Error 1 00:00:00 00:00:00

081303 Transfer to Registration - Oranda Active 25 00:03:36 00:00:08

081301 Route to Orders - Oranda Active 4 00:00:30 00:00:07

081313 Admin Sub Menu Invalid Digit 4 00:00:49 00:00:12

Subtotal 54 00:08:03 00:00:08

0958 Emergency Support Sub Menu 1Q Vmare 10 00:06:57 00:00:41
Subtotal 10 00:06:57 00:00:41

1772 Training Closed 1Q Vmare 177214 Training Closed Error 1 00:00:05 00:00:05
177213 Training Closed Invalid Digit 1 00:00:00 00:00:00

Subtotal 2 00:00:05 00:00:02

2009 Auto Att Afterhours (Main Menu) 1Q 200901 Night Collected Digits 2 00:00:15 00:00:07
200909 Route to Company Directory 1168 2 00:00:40 00:00:20

Subtotal 4 00:00:55 00:00:13

2008 Auto Att Afterhours (Main Menu) 1G Vmare 200914 Auto Att Afterhours (Main Menu) Error 1 00:00:25 00:00:25
200913 ito Att Afterhours (Main Menu) Invalid Di 2 00:00:07 00:00:03

200802 Emergency Support Sub Menu 12 00:03:34 00:00:17

200901 Night Collected Digits 21 00:02:46 00:00:07

200900 Route to Dial 0 1292 2 00:00:04 00:00:02

200912 Auto Att Afterhours (Main Menu) Timeou 5 00:02:10 00:00:26

200909 Route to Company Directory 1168 12 00:02:25 00:00:12

Subtotal 55 00:11:31 00:00:12

47396 Admin Closed 1Q Vmare 479600 Dial 0 - 5092 1 00:00:00 00:00:00
479610 Day_Tree_Oranda 1 00:00:15 00:00:15

Subtotal 2 00:00:15 00:00:07

8748 Main Menu e} 874805 Sales Business Hours - 8-6 - Oranda 1 00:00:02 00:00:02
874803 Customer Support - 8-8 - Oranda 2 00:00:32 00:00:16

Subtotal 3 00:00:34 00:00:11

8748 Main Menu 1Q Vmare 874800 Route to Dial 0 - Oranda Active 1 00:00:33 00:00:33
874805 Sales Business Hours - 8-6 - Oranda 1 00:00:19 00:00:19

874803 Customer Support - 8-8 - Oranda 5 00:01:07 00:00:13

Subtotal T 00:01:59 00:00:17

|__ Totals 150 00:31:48 00:00:12 |
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IQ DNIS reports

The 1Q DNIS reports are as follows:
o |QDNIS Group Performance by DNIS
¢ |QDNIS Group Performance by DNIS by Period
¢ |QDNIS Performance by Period
« |QDNIS Group Performance by Period
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IQ DNIS Group Performance by DNIS

IQ DNIS reports reflect the service experienced by callers and caller behavior. The IQ DNIS Group Performance by DNIS report provides DNIS and 1Q
related performance statistics for the DNIS group you specify. Each row represents all DNIS with the same reporting number.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 180.)

The 1Q DNIS Group Performance by DNIS report provides the following information:

Report Field
Reporting

Full name

Offered to IVR
Terminated in IVR
IVR calls to queue
ACD calls offered
ACD calls handled

ACD calls abandoned
(short)

ACD calls abandoned
(long)

ACD calls interflowed
Non ACD calls handled

Total time in system
(hh:mm:ss)

Average time in system
(hh:mm:ss)

Total timein IVR
(hh:mm:ss)

Description

the reporting number of the DNIS group

the name of the DNIS group

the total number of calls offered to the IVR

the total number of calls that terminated in the IVR - these calls were not transferred to queues or extensions
the total number of calls that went from the IVR to a queue

the total number of calls offered to the ACD queue (handled + long abandoned + interflowed)

the total number of ACD calls answered

the total number of calls abandoned before the Short Abandon time (the Short Abandon time default is 6 seconds)

the total number of calls abandoned after the Short Abandon time

the total number of calls interflowed
the total number of non-ACD calls answered

the total time calls spent in the system (Time in IVR + Total ACD time to answer + Time to interflow + Time to abandon
+ ACD handle time + Non ACD handle time (includes hold time))

the average time calls spent in the system (Time in IVR + Total ACD time to answer + Time to interflow + Time to aban-
don + ACD handle time + Non ACD handle time (includes hold time))

the total amount of time calls spent in the IVR
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Average time in IVR
(hh:mm:ss)

ACD handling time
(hh:mm:ss)

Average ACD handling time
(hh:mm:ss)

ACD time to answer
(hh:mm:ss)

ACD time to abandon
(hh:mm:ss)

Average ACD time to aban-
don (hh:mm:ss)

ACD time to interflow
(hh:mm:ss)

Average ACD time to inter-
flow (hh:mm:ss)

Non ACD handling time
(hh:mm:ss)

Average Non ACD handling
time (hh:mm:ss)

Service Level %

Answer %
Calls requeued

Answered by ACD group 1
Answered by ACD group 2
Answered by ACD group 3

Intelligent Queue reports

the average amount of time calls spent in the IVR

the total duration of ACD calls, from agent pick up to client hang up (including hold time and transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and transfer/conference
time)

the average duration before ACD calls were answered

the elapsed time before the call was abandoned

the average time before the call was abandoned

the elapsed time before the call was interflowed

the average elapsed time before the call was interflowed

the total duration of non-ACD calls (including hold time and transfer/conference time)

the average duration of non-ACD calls (including hold time and transfer/conference time)

the percentage of calls answered within the specified service level time
the percentage of offered calls answered

the total number of requeues at the agent's position - if an agent fails to answer a call, the system places the call back
in the same queue

the total number of ACD calls answered by the first answer point
the total number of ACD calls answered by the second answer point

the total number of ACD calls answered by the third answer point
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Answered by ACD group 4  the total number of ACD calls answered by the fourth answer point

Total the total of each of the columns
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Figure 180 1Q DNIS Group Performance by DNIS

; ACDalls ACDoalls . NondC0  Totalbmein Averagetimen Totalbmein  Averagetime ACD harding Average ACD

Reporting TM3red (e Tamaaied WRcals ACBoals ACDEHS  abandoned abandoned S0 o2 cals system system IR in Ve time  handingtime
g [l [} handled  [hlemimess)]  (hlcmimoss) (hbemmess] [Whommess] (Rommss]  (Wmrces)

Totals 1985 58 1927 1827 1750 & 7 1] 1 1221123 000347 031811 00:00:16 To4a01 000225
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IQ DNIS Group Performance by DNIS by Period

IQ DNIS reports reflect the service experienced by callers and caller behavior. The IQ DNIS Group Performance by DNIS by Period report provides
DNIS and IQ related performance statistics for DNIS groups for specific time periods.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 181.)

The IQ DNIS Group Performance by DNIS by Period report provides the following information:

Report Field Description

Reporting the reporting number of the DNIS group

Full name the name of the DNIS group

Activity period the time increments for which call activity data was collected
Offered to IVR the total number of calls offered to the IVR

the total number of calls that terminated in the IVR - these calls were not transferred to

Terminated in IVR .
queues or extensions
IVR calls to queue the total number of calls that went from the IVR to a queue

the total number of calls offered to the ACD queue (handled + long abandoned + inter-

ACD calls offered flowed)
ACD calls handled the total number of ACD calls answered

the total number of calls abandoned before the Short Abandon time (the Short Abandon
time default is 6 seconds)

ACD calls abandoned (short)
ACD calls abandoned (long) the total number of calls abandoned after the Short Abandon time
ACD calls interflowed the total number of calls interflowed

Non ACD calls handled the total number of non-ACD calls answered

the total time calls spent in the system (Time in IVR + Total ACD time to answer + Time
tointerflow + Time to abandon + ACD handle time + Non ACD handle time (includes
hold time))

Total time in system
(hh:mm:ss)
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Average time in system
(hh:mm:ss)
Total time in IVR (hh:mm:ss)

Average time in IVR
(hh:mm:ss)

ACD handling time
(hh:mm:ss)

Average ACD handling time
(hh:mm:ss)

ACD time to answer
(hh:mm:ss)

Average ACD time to
answer (hh:mm:ss)

ACD time to abandon
(hh:mm:ss)

Average ACD time to aban-
don (hh:mm:ss)

ACD time to interflow
(hh:mm:ss)

Average ACD time to inter-
flow (hh:mm:ss)

Non ACD handling time
(hh:mm:ss)

Average Non ACD handling
time (hh:mm:ss)

Service Level %

Answer %

the average time calls spent in the system (Time in IVR + Total ACD time to answer +
Time to interflow + Time to abandon + ACD handle time + Non ACD handle time
(includes hold time))

the total amount of time calls spent in the IVR
the average amount of time calls spent in the IVR

the total duration of ACD calls, from agent pick up to client hang up (including hold time
and transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold
time and transfer/conference time)

the average duration before ACD calls were answered

the average duration of time it took for agents to answer ACD calls

the elapsed time before the call was abandoned

the average time before the call was abandoned

the elapsed time before the call was interflowed

the average elapsed time before the call was interflowed

the total duration of non-ACD calls (including hold time and transfer/conference time)

the average duration of non-ACD calls (including hold time and transfer/conference time)

the percentage of calls answered within the specified service level time

the percentage of offered calls answered
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Calls requeued

Answered by ACD group 1
Answered by ACD group 2
Answered by ACD group 3
Answered by ACD group 4
Total

the total number of requeues at the agent's position - if an agent fails to answer a call,
the system places the call back in the same queue

the total number of ACD calls answered by the first answer point
the total number of ACD calls answered by the second answer point
the total number of ACD calls answered by the third answer point
the total number of ACD calls answered by the fourth answer point

the total of each of the columns
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Figure 181 1Q DNIS Group Performance by DNIS by Period
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1Q DNIS and DNIS Group Performance by Period

IQ DNIS reports reflect the service experienced by callers and caller behavior. The IQ DNIS and DNIS Group Performance by Period reports provides

DNIS and IQ related performance statistics for the DNIS group and time interval you specify.

If your interflow statistic is zero, you probably did not program the telephone system with an interflow value. (See Figure 182.)

The IQ DNIS and DNIS Group Performance by Period reports provide the following information:

Report Field
Activity period
Offered to IVR

Terminated in IVR

IVR calls to queue

ACD calls offered

ACD calls handled

ACD calls abandoned (short)

ACD calls abandoned (long)
ACD calls interflowed
Non ACD calls handled

Total time in system
(hh:mm:ss)

Average time in system
(hh:mm:ss)

Description
the time increments for which call activity data was collected
the total number of calls offered to the IVR

the total number of calls that terminated in the IVR - these calls were not transferred
to queues or extensions

the total number of calls that went from the IVR to a queue

the total number of calls offered to the ACD queue (handled + long abandoned +
interflowed)

the total number of ACD calls answered

the total number of calls abandoned before the Short Abandon time (the Short Aban-
don time default is 6 seconds)

the total number of calls abandoned after the Short Abandon time
the total number of calls interflowed
the total number of non-ACD calls answered

the total time calls spent in the system (Time in IVR + Total ACD time to answer +
Time to interflow + Time to abandon + ACD handle time + Non ACD handle time
(includes hold time))

the average time calls spent in the system (Time in IVR + Total ACD time to
answer + Time to interflow + Time to abandon + ACD handle time + Non ACD han-
dle time (includes hold time))
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Total time in IVR (hh:mm:ss)
Average time in IVR
(hh:mm:ss)

ACD handling time (hh:mm:ss)
Average ACD handling time
(hh:mm:ss)

ACD time to answer
(hh:mm:ss)

Average ACD time to answer

ACD time to abandon
(hh:mm:ss)

Average ACD time to abandon
(hh:mm:ss)

ACD time to interflow
(hh:mm:ss)

Average ACD time to interflow
(hh:mm:ss)

Non ACD handling time
(hh:mm:ss)

Average Non ACD handling
time (hh:mm:ss)

Service Level %
Answer %

Calls requeued

Answered by ACD group 1
Answered by ACD group 2

Intelligent Queue reports

the total amount of time calls spent in the IVR

the average amount of time calls spent in the [VR

the total duration of ACD calls, from agent pick up to client hang up (including hold
time and transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including
hold time and transfer/conference time)

the average duration before ACD calls were answered

the average duration of time it took for agents to answer ACD calls

the elapsed time before the call was abandoned

the average time before the call was abandoned

the elapsed time before the call was interflowed

the average elapsed time before the call was interflowed
the total duration of non-ACD calls (including hold time and transfer/conference
time)

the average duration of non-ACD calls (including hold time and transfer/conference
time)

the percentage of calls answered within the specified service level time
the percentage of offered calls answered

the total number of requeues at the agent's position - if an agent fails to answer a
call, the system places the call back in the same queue

the total number of ACD calls answered by the first answer point

the total number of ACD calls answered by the second answer point

511



Mitel Contact Center Solutions Reports Guide

Answered by ACD group 3 the total number of ACD calls answered by the third answer point
Answered by ACD group 4 the total number of ACD calls answered by the fourth answer point
Total the total of each of the columns
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Figure 182 1Q DNIS Group Performance by Period

Intelligent Queue reports
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Visual Workflow Manager reports

Visual Workflow Manager reports provide historical data on ports, DNIS groups, callback queues, hunt groups, and agents to enable supervisors to
make informed decisions regarding the future of their contact center.

Visual Workflow Manager reports include
o Port Performance reports
DNIS Performance reports
DNIS Group Performance reports
Callback Queue Performance reports
Callback Queue Group Performance reports
Condition reports
Hunt Group Performance reports
Agent Performance reports
Agent Group Performance reports
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VWM Port report

The VWM Port report is:
o Port Performance by Period
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Port Performance by Period

The Port Performance by Period report provides statistics for the port you specify over the selected time period. (See Figure 183.)

The Port Performance by Period report provides the following information:

Report Field Description

Activity period the interval of the report in hours and minutes

Total Calls the total number of calls handled by the port

Total Inbound Calls the total inbound calls handled by the selected port
Total Outbound Calls the total outbound calls handled by the selected port

Average speed of answer (hh:mm:ss) the average time a call spends ringing on the port

Total duration (hh:mm:ss) the total amount of time calls spent connected to the selected Port
Average duration (hh:mm:ss) the average amount of time calls spent connected to the selected Port
Calls Abandoned the number of calls that abandoned while ringing on the port

Calls Completed the number of calls that completed while on the port

Calls Transferred the number of calls transferred out of the port

Successful Transfers the number of successful transfers

Failed Transfers the number of failed transfers

Totals the total of each of the columns
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Figure 183 Port Performance by Period

Visual Workflow Manager reports
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VWM DNIS reports

The Visual Workflow Manager DNIS reports are:
o VWM DNIS Group Performance by DNIS
e« VWM DNIS Group Performance by DNIS by Period
« VWM DNIS Performance by Period
e VWM DNIS Group Performance by Period
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VWM DNIS Group Performance by DNIS
The VWM DNIS Group Performance by DNIS report provides DNIS group related performance statistics for the DNIS group you specify. (See Figure

184.)

The VWM DNIS Group Performance by DNIS report provides the following information:

Report Field
Reporting

Full name

Offered to IVR
Terminated in IVR
IVR calls to queue
ACD calls offered
ACD calls handled

ACD calls abandoned
(short)

ACD calls abandoned
(long)

ACD calls interflowed
Non ACD calls handled

Total time in system
(hh:mm:ss)

Average time in system
(hh:mm:ss)

Total timein IVR
(hh:mm:ss)

Average timein IVR

Description

the reporting number of the DNIS group

the name of the DNIS group

the total number of calls offered to the IVR

the total number of calls that terminated in the IVR - these calls were not transferred to queues or extensions
the total number of calls that went from the IVR to a queue

the total number of calls offered to the ACD queue (handled + long abandoned + interflowed)

the total number of ACD calls answered

the total number of calls abandoned before the Short Abandon time (the Short Abandon time default is 6 seconds)

the total number of calls abandoned after the Short Abandon time

the total number of calls interflowed
the total number of non-ACD calls answered

the total time calls spent in the system (Time in IVR + Total ACD time to answer + Time to interflow + Time to abandon
+ ACD handle time + Non ACD handle time (includes hold time))

the average time calls spent in the system (Time in IVR + Total ACD time to answer + Time to interflow + Time to aban-
don + ACD handle time + Non ACD handle time (includes hold time))

the total amount of time calls spent in the IVR

the average amount of time calls spent in the IVR
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(hh:mm:ss)

ACD handling time
(hh:mm:ss)

Average ACD handling time
(hh:mm:ss)

ACD time to answer
(hh:mm:ss)

ACD time to abandon
(hh:mm:ss)

Average ACD time to aban-
don (hh:mm:ss)

ACD time to interflow
(hh:mm:ss)

Average ACD time to inter-
flow (hh:mm:ss)

Non ACD handling time
(hh:mm:ss)

Average Non ACD handling
time (hh:mm:ss)

Service Level %

Answer %
Calls requeued

Answered by ACD group 1
Answered by ACD group 2
Answered by ACD group 3
Answered by ACD group 4
Total

the total duration of ACD calls, from agent pick up to client hang up (including hold time and transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and transfer/conference
time)

the average duration before ACD calls were answered

the elapsed time before the call was abandoned

the average time before the call was abandoned

the elapsed time before the call was interflowed

the average elapsed time before the call was interflowed

the total duration of non-ACD calls (including hold time and transfer/conference time)

the average duration of non-ACD calls (including hold time and transfer/conference time)

the percentage of calls answered within the specified service level time
the percentage of offered calls answered

the total number of requeues at the agent's position - if an agent fails to answer a call, the system places the call back
in the same queue and it is answered by the first available agent

the total number of ACD calls answered by the first answer point
the total number of ACD calls answered by the second answer point
the total number of ACD calls answered by the third answer point
the total number of ACD calls answered by the fourth answer point

the total of each of the columns
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Figure 184 VWM DNIS Group Performance by DNIS
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VWM DNIS Group Performance by DNIS by Period

The VWM DNIS Group Performance by DNIS by Period report provides DNIS group related performance statistics for the DNIS group you specify for
selected time periods. (See Figure 185.)

The VWM DNIS Group Performance by DNIS by Period report provides the following information:

Report Field
Reporting

Full name

Activity period
Offered to IVR
Terminated in IVR
IVR calls to queue
ACD calls offered
ACD calls handled

ACD calls abandoned
(short)

ACD calls abandoned
(long)

ACD calls interflowed
Non ACD calls handled

Total time in system
(hh:mm:ss)

Average time in system
(hh:mm:ss)

Total timein IVR
(hh:mm:ss)

Description

the reporting number of the DNIS group

the name of the DNIS group

the time increments for which call activity data was collected

the total number of calls offered to the IVR

the total number of calls that terminated in the IVR - these calls were not transferred to queues or extensions
the total number of calls that went from the IVR to a queue

the total number of calls offered to the ACD queue (handled + long abandoned + interflowed)

the total number of ACD calls answered

the total number of calls abandoned before the Short Abandon time (the Short Abandon time default is 6 seconds)

the total number of calls abandoned after the Short Abandon time

the total number of calls interflowed
the total number of non-ACD calls answered

the total time calls spent in the system (Time in IVR + Total ACD time to answer + Time to interflow + Time to abandon
+ ACD handle time + Non ACD handle time (includes hold time))

the average time calls spent in the system (Time in IVR + Total ACD time to answer + Time to interflow + Time to aban-
don + ACD handle time + Non ACD handle time (includes hold time))

the total amount of time calls spent in the IVR
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Average time in IVR
(hh:mm:ss)

ACD handling time
(hh:mm:ss)

the average amount of time calls spent in the IVR

the total duration of ACD calls, from agent pick up to client hang up (including hold time and transfer/conference time)

Average ACD handling time the average duration of ACD calls, from agent pick up to client hang up (including hold time and transfer/conference
(hh:mm:ss) time)

ACD time to answer

o the average duration before ACD calls were answered
(hh:mm:ss)

Average ACD time to

o the average duration of time it took for agents to answer ACD calls
answer (hh:mm:ss)

ACD time to abandon

the elapsed time before the call was abandoned
(hh:mm:ss)

Average ACD time to aban-

don (hh:mm:ss) the average time before the call was abandoned

ACD time to interflow

the elapsed time before the call was interflowed
(hh:mm:ss)

Average ACD time to inter-
flow (hh:mm:ss)

Non ACD handling time
(hh:mm:ss)

the average elapsed time before the call was interflowed

the total duration of non-ACD calls (including hold time and transfer/conference time)

Ayerage .Non.ACD handling the average duration of non-ACD calls (including hold time and transfer/conference time)
time (hh:mm:ss)

Service Level % the percentage of calls answered within the specified service level time
Answer % the percentage of offered calls answered

the total number of requeues at the agent's position - if an agent fails to answer a call, the system places the call back

Calls requeved in the same queue and it is answered by the first available agent

Answered by ACD group 1 the total number of ACD calls answered by the first answer point

Answered by ACD group 2  the total number of ACD calls answered by the second answer point
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Answered by ACD group 3  the total number of ACD calls answered by the third answer point
Answered by ACD group4  the total number of ACD calls answered by the fourth answer point

Total the total of each of the columns
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VWM DNIS Performance by Period
The VWM DNIS Performance by Period report provides DNIS related performance statistics for the DNIS you specify over the selected time period.

(See Figure 186.)

The VWM DNIS Performance by Period report provides the following information:

Report Field
Activity period
Offered to IVR
Terminated in IVR
IVR calls to queue
ACD calls offered
ACD calls handled

ACD calls abandoned
(short)

ACD calls abandoned
(long)

ACD calls interflowed
Non ACD calls handled

Total time in system
(hh:mm:ss)

Average time in system
(hh:mm:ss)

Total timein IVR
(hh:mm:ss)

Average time in IVR
(hh:mm:ss)

Description

the time increments for which call activity data was collected

the total number of calls offered to the IVR

the total number of calls that terminated in the IVR - these calls were not transferred to queues or extensions
the total number of calls that passed from the IVR to a queue

the total number of calls offered to the ACD queue (handled + long abandoned + interflowed)

the total number of ACD calls answered

the total number of calls abandoned before the Short Abandon time (the Short Abandon time default is 6 seconds)

the total number of calls abandoned after the short abandon time

the total number of calls interflowed
the total number of non-ACD calls answered

the total time calls spent in the system (Time in IVR + Total ACD time to answer + Time to interflow + Time to abandon
+ ACD handle time + Non ACD handle time (includes hold time))

the average time calls spent in the system (Time in [VR + Total ACD time to answer + Time to interflow + Time to aban-
don + ACD handle time + Non ACD handle time (includes hold time))

the total amount of time calls spent in the IVR

the average amount of time calls spent in the IVR
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ACD handling time

(hh:mm:ss) the total duration of ACD calls, from agent pick up to client hang up (including hold time and transfer/conference time)

Average ACD handling time the average duration of ACD calls, from agent pick up to client hang up (including hold time and transfer/conference
(hh:mm:ss) time)

ACD time to answer

the average duration before ACD calls were answered
(hh:mm:ss)

Average ACD time to

- the average duration before an agent answered an ACD call
answer (hh:mm:ss)

ACD time to abandon

the elapsed time before the call was abandoned
(hh:mm:ss)

Average ACD time to aban-

don (hh:mm:ss) the average time before the call was abandoned

ACD time to interflow

. the elapsed time before the call was interflowed
(hh:mm:ss)

Average ACD time to inter-
flow (hh:mm:ss)

Non ACD handling time
(hh:mm:ss)

the average elapsed time before the call was interflowed

the total duration of non-ACD calls (including hold time and transfer/conference time)

Average- Non. AOIDIEEE the average duration of non-ACD calls (including hold time and transfer/conference
time (hh:mm:ss)

Service level % the percentage of calls answered within the specified service level time
Answer % the percentage of offered calls answered

the total number of requeues at the agent's position - if an agent fails to answer a call, the system places the call back
in the same queue and it is answered by the first available agent

Calls requeued
Answered by ACD group 1 the total number of ACD calls answered by the first answer point
Answered by ACD group2  the total number of ACD calls answered by the second answer point
Answered by ACD group 3  the total number of ACD calls answered by the third answer point
Answered by ACD group4  the total number of ACD calls answered by the fourth answer point

Totals the total of each of the columns
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Figure 186 VWM DNIS Performance by Period
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VWM DNIS Group Performance by Period

The VWM DNIS Group Performance by Period report provides DNIS group related performance statistics for the DNIS group you specify over the
selected time period. (See Figure 187.)

The VWM DNIS Group Performance by Period report provides the following information:

Report Field
Activity period
Offered to IVR
Terminated in IVR
IVR calls to queue
ACD calls offered
ACD calls handled

ACD calls abandoned
(short)

ACD calls abandoned
(long)

ACD calls interflowed
Non ACD calls handled

Total time in system
(hh:mm:ss)

Average time in system
(hh:mm:ss)

Total timein IVR
(hh:mm:ss)

Average time in IVR
(hh:mm:ss)

Description

the time increments for which call activity data was collected

the total number of calls offered to the IVR

the total number of calls that terminated in the IVR - these calls were not transferred to queues or extensions
the total number of calls that passed from the IVR to a queue

the total number of calls offered to the ACD queue (handled + long abandoned + interflowed)

the total number of ACD calls answered

the total number of calls abandoned before the Short Abandon time (the Short Abandon time default is 6 seconds)

the total number of calls abandoned after the short abandon time

the total number of calls interflowed
the total number of non-ACD calls answered

the total time calls spent in the system (Time in IVR + Total ACD time to answer + Time to interflow + Time to abandon
+ ACD handle time + Non ACD handle time (includes hold time))

the average time calls spent in the system (Time in [VR + Total ACD time to answer + Time to interflow + Time to aban-
don + ACD handle time + Non ACD handle time (includes hold time))

the total amount of time calls spent in the IVR

the average amount of time calls spent in the IVR
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ACD handling time
(hh:mm:ss)

Average ACD handling time
(hh:mm:ss)

ACD time to answer
(hh:mm:ss)

Average ACD time to
answer (hh:mm:ss)

ACD time to abandon
(hh:mm:ss)

Average ACD time to aban-
don (hh:mm:ss)

ACD time to interflow
(hh:mm:ss)

Average ACD time to inter-
flow (hh:mm:ss)

Non ACD handling time
(hh:mm:ss)

Average Non ACD handling
time (hh:mm:ss)

Service level %

Answer %
Calls requeued

Answered by ACD group 1
Answered by ACD group 2
Answered by ACD group 3
Answered by ACD group 4

Totals

the total duration of ACD calls, from agent pick up to client hang up (including hold time and transfer/conference time)

the average duration of ACD calls, from agent pick up to client hang up (including hold time and transfer/conference
time)

the average duration before ACD calls were answered

the average duration before an agent answered an ACD call

the elapsed time before the call was abandoned

the average time before the call was abandoned

the elapsed time before the call was interflowed

the average elapsed time before the call was interflowed

the total duration of non-ACD calls (including hold time and transfer/conference time)

the average duration of non-ACD calls (including hold time and transfer/conference

the percentage of calls answered within the specified service level time
the percentage of offered calls answered

the total number of requeues at the agent's position - if an agent fails to answer a call, the system places the call back
in the same queue and it is answered by the first available agent

the total number of ACD calls answered by the first answer point
the total number of ACD calls answered by the second answer point
the total number of ACD calls answered by the third answer point
the total number of ACD calls answered by the fourth answer point

the total of each of the columns
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23:00 0 0 0 1] 0 0 a 0 0 00:00:00 00-00:00 00:00:00 00-:00-00 00:00:00 00:00:00 00:00:00
23:15 o 0 0 1] 0 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
23:30 o 0 0 o 0 0 a 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
23:45 1] 0 0 1] 0 0 0 0 0 00:00-:00 00:00:00 00-00:00 00:00:00 00:00:00 00:00:00 00-:00:00
Totals 1] (1} 0 o 0 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
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VWM Callback reports
The VWM Callback reports are:

Callback Queue Performance by Period
Callback Queue Group Performance by Period
Callback Queue Performance by Agent
Callback Queue Group Performance by Agent
Callback Queue Group Performance by Queue
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Callback Queue Performance by Period

The Callback Queue Performance by Period report provides callback traffic level highs and lows, and the service level provided during these time
periods. Callback activity is shown across 15-, 30-, or 60-minute intervals for the shift duration and days you specify. (See Figure 188.)

The Callback Queue Performance by Period report provides the following information:

Report Field
Activity period
Total callbacks offered

New callbacks presented
Callbacks requeued

Callbacks rejected
Callbacks handled

Callbacks unanswered by agent
(short)

Callbacks unanswered by agent
(long)

Average handling time
Answer %

Totals

Description

the interval of the report in hours and minutes

the total number of callbacks that entered the queue [new + requeues]
the number of new callbacks that entered the queue

the number of failed callbacks requeued to the queue. This can be caused by: agent requeue, no answer by cus-
tomer or busy tone

the number of callbacks where an agent declined to complete the callback

the number of callbacks where an agent connected with the customer or voicemail

the number of callbacks that rang an agent but the agent did not answer

the number of callbacks that rang an agent but the agent did not answer

the average time spent per callback in the period
the percentage of offered callbacks answered

the total of each of the columns
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Figure 188 Callback Queue Performance by Period

Report: Callback Queue Performance By Period Date Range: 7/25/2011 - 7/25/2011 - 12:00 AM - 12:00 AM
Site: Enterprise and IVR Premium Created Date: 8/17/2011
Device: P310 - YanQueue Created By: _admin
Callbacks Callbacks
Activity period Total callbacks  Kew callback Callbacks Calbacks.  py b dled  unansweradby  Unansweredby  Totalhanding  Average handing  Manretries e
offered presented requaved Rejected time[hhmm:ss] time enceeded
agent {shoit) agent {long]
22:00 ] ] ] a L] 0 ] 00:00:00 00:00:00 ] Do
2215 D o o a o o o 00:00:00 G:0:00:00 o Do
2230 D o o a o o o 00:00:00 G0:00-00 o Do
2245 D o o a o o o 00:00:00 G0:00-00 o Do
2300 0 o o 0 o o o 00:00:00 G0:00-00 o D.o%
2315 0 o o ] o o o 00:00:00 G0:00-00 o Do%
2330 0 o o 0 o o o 00:00:00 G0:00-00 o Do
2345 ] o ] a L] 0 ] 00:00:00 00:00:00 o Do
Totals 1} 0 ] a L] (1] ] 00:00:00 00:00:00 L] 00

534



Visual Workflow Manager reports

Callback Queue Group Performance by Period

The Callback Queue Group Performance by Period report provides callback traffic level highs and lows for the specified queue group, and the service
level provided during these time periods. Callback activity is shown across 15-, 30-, or 60-minute intervals for the shift duration and days you specify.
(See Figure 189.)

The Callback Queue Group Performance by Period report provides the following information:

Report Field
Activity period

Total callbacks offered

New callbacks presented

Callbacks requeued

Callbacks rejected
Callbacks handled
Callbacks unanswered by agent (short)

Callbacks unanswered by agent (long)

Average handling time
Max retries exceeded
Answer %

Totals

Description
the interval of the report in hours and minutes

the total number of callbacks that entered the queue
group's callback queue(s) [new + requeues]

the number of new callbacks that entered the queue
group’s callback queue(s)

the number of failed callbacks requeued to the queue(s).
This can be caused by: agent requeue, no answer by
customer or busy tone

the number of callbacks where an agent declined to
complete the callback

the number of callbacks where an agent connected with
the customer or voicemail

the number of callbacks which rang an agent but the
agent did not answer

the number of callbacks which rang an agent but the
agent did not answer

the average time spent per callback in the period
the number of callbacks that will not be requeued
the percentage of offered callbacks answered

the total of each of the columns
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Figure 189 Callback Queue Group Performance by Period

Activiyperiod  (Totalcalbacksofersd oot Calbacksreaueued  Calbacks Refected  Calbackshandeg  CoIpecks tnefiensred Calbocks iowered fveroge Panding e ceeded  Answers
200 0 0 0 0 0 ) 0 00:00:00 0 00%
2215 0 o o 0 0 o] o 00:00:00 ] 0.0%
230 0 0 0 0 0 0 0 00:00:00 0 00%
2245 0 0 0 0 0 0 0 00:00:00 0 00%
2300 0 0 0 0 0 0 0 00:00:00 0 00%
2315 0 0 0 0 0 0 0 00:00:00 0 00%
2330 0 0 0 0 0 0 0 00:00:00 0 00%
2345 0 0 0 0 0 0 0 00:00:00 0 00%
Totals 0 0 0 ) 0 0 0 00:00:00 0 00%
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Callback Queue Performance by Agent

The Callback Queue Performance by Agent report shows the callback performance of each agent and enables comparison of one agent's performance
relative to other agents. (See Figure 190.)

The Callback Queue Performance by Agent report provides the following information:

Report Field Description

Agent ID the reporting ID of the agent

Name the programmed name of the agent

Callbacks presented the total number of callbacks presented to the agent (Handled + Requeued + Rejected)
Callbacks handled the number of callbacks where the agent connected to the customer or to voicemail
Handling time (hh:mm:ss) the total time spent by the agent on successful callbacks

Avg handling time (hh:mm:ss) the average time spent by the agent per successful callback
Callbacks requeued by agent  the number of callbacks requeued by the agent
Callbacks rejected by agent  the number of callbacks rejected by the agent

Totals the total of each of the columns
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Figure 190 Callback Queue Performance by Agent

Agent 1D Hame Callbacks presented  Callbacks handied Handling Time Avg handling time.  Callbacksrequeued  Callbacks rejected by
[hh:mm:ss] [hh:mm:s=] by agent agerit
102 Yan He ] ] DC:00:00 C0:00:00 0 o
Totals ] i} DO:00:30 00:00:00 ] i)
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Callback Queue Group Performance by Agent

The Callback Queue Group Performance by Agent report shows the callback performance of each agent and enables comparison of one agent's
performance relative to other agents. (See Figure 191.)

The Callback Queue Group Performance by Agent report provides the following information:

Report Field Description

Agent ID the reporting ID of the agent

Name the programmed name of the agent

Callbacks presented the total number of callbacks presented to the agent (Handled + Requeued + Rejected)
Callbacks handled the number of callbacks where the agent connected to the customer or to voicemail
Handling time (hh:mm:ss) the total time spent by the agent on successful callbacks

Avg handling time (hh:mm:ss) the average time spent by the agent per successful callback
Callbacks requeued by agent  the number of callbacks requeued by the agent
Callbacks rejected by agent  the number of callbacks rejected by the agent

Totals the total of each of the columns
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Figure 191 Callback Queue Group Performance by Agent

Agent ID Name Callbacks presented  Callbacks handied H‘E‘;‘:_':fﬂ;’;‘e A“Q(:f'_’::::‘i;me Ca"“;y":;:‘:e”e‘j Cﬁ"b“’;z:f““’d by
1006 1006 Hotdesk 0 0 00:00:00 00:00:00 0 0
1010 Andrew D 0 0 00:00:00 00:00:00 0 0
1010 Andrew D 0 0 00:00:00 00.00:00 0 0
1000 1000 Hotdesk 0 0 00:00:00 00:00:00 0 )
1000 1000 Hotdesk 0 0 00:00:00 00-00-:00 0 0
1013 Ben S 0 0 00:00:00 00:00:00 0 0
1008 SalesForce Agentl 1] 0 00:00:00 00:00:00 0] a
1012 Yan H 0 0 00:00:00 00:00:00 0 0
1003 1003 Hotdesk 0 0 00:00:00 00:00:00 0 0
1005 1005 Hotdesk 0 0 00:00:00 00:00:00 0 0
1002 1002 Hotdesk 0 0 00-00:00 00:00:00 0 0
1020 Patrick C 0 0 00:00-00 00:00:00 0 0
Totals 0 0 00:00:00 00:00:00 0 0
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Callback Queue Group Performance by Queue

The Callback Queue Group Performance by Queue report shows performance statistics for the specified queue group over the selected time period.

(See Figure 192.)

The Callback Queue Group Performance by Queue reports provides the following information:

Report Field
Queue ID

ACD Queue
Callbacks presented

New callbacks
Callbacks requeued

Callbacks rejected
Callbacks handled
Callbacks unanswered

Total handling time
(hh:mm:ss)

Avg handling time
(hh:mm:ss)

Max retries exceeded
Answer %

Totals

Description

the reporting number of the queue group

the ACD queue for which the agent answered

the total number of callbacks presented to the agent (Handled + Requeued + Rejected)
the number of new callbacks that entered the callback queue group

the number of failed callbacks requeued to the queues. This can be caused by: agent requeue, no answer by customer
or busy tone

the number of callbacks where an agent declined to complete the callback
the number of callbacks where an agent connected with the customer or voicemail

the number of callbacks which rang an agent but the agent did not answer

the total time spent on callbacks for the queue group

the average time spent per callback for the queue group

the number of callbacks that will not be requeued
the percentage of offered callbacks answered

the total of each of the columns
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Figure 192 Callback Queue Group Performance by Queue

Queue ID ACD Queus E‘;‘:Zf“d;: New callbacks iaq"'u’:ifj Callbacks Fcjected Calbackshanded  SPacke Jﬂ‘::;:m:f, A"gw"‘:::r‘r“”i,”"‘e Noxehes Arsier %
P310 YanQueue 0 0 0 0 0 0 00:00:00 00:00:00 0 0.0%
P308 BenQ 0 0 0 0 0 0 00:00:00 00:00:00 0 00%
P320 ChrisQ 0 0 0 0 0 0 00:00:00 00:00:00 0 00%
P305 SalesForce 0 0 0 0 0 0 00:00:00 00:00-00 0 0.0%
P314 PatrickQ 0 0 0 0 0 0 00:00:00 00:00:00 0 0.0%
P303 VoiceCallback 0 0 [ 0 0 0 00:00:00 00:00:00 0 00%
P304 WebCallback 0 0 0 0 0 0 00:00:00 00:00:00 0 0.0%
P307 AndrewQ 0 0 0 0 0 0 00:00:00 00:00:00 0 00%
P31 ColleenQ 0 0 0 0 0 0 00:00:00 00:00:00 0 0.0%
P302 CustService 0 0 0 0 0 0 00:00:00 00:00:00 0 00%
P312 RobQ 0 0 0 0 0 0 00:00:00 00:00:00 0 0.0%
P555 UpigQueue 0 ] o o o o 00:00:00 00:00:00 0 0.0%
P313 AbmadQ 0 0 0 0 0 0 00:00:00 00:00:00 0 0.0%
P309 MichaelQ 0 0 0 0 0 0 00:00:00 00:00:00 0 00%
P306 Traditional 0 0 0 0 0 0 00:00:00 00:00:00 0 0.0%
P301 Sales 0 0 0 0 0 0 00:00:00 00:00:00 0 00%
Tatals 0 0 0 0 0 0 00:00:00 00:00:00 0 00%
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VWM Condition reports

The VWM Condition reports are:
« Condition by Branch
« Condition by Condition
« Branch by Condition
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Condition by Branch

The Condition by Branch report provides the following information. (See Figure 193.)

Report Field

Condition name

Number of Unique Calls Entered

Branch System Name

Branch Name

Number of Unique Times Entered

Number of Times Entered

Number of Times Terminated in Branch by Callflow
Number of Times Terminated in Branch by Transfer
Number of Times Terminated in Branch by User
Total Duration (hh:mm:ss)

Average Duration (hh:mm:ss)

Description

the name of the condition

the number of unique calls that entered the branch

the system name of the branch

the name of the branch

the number of unique times that calls entered the branch
the number of times calls entered the branch

the number of times calls ended in the branch by callflow
the number of times calls ended in the branch by transfer
the number of times calls ended in the branch by the caller
the total time spent by all calls in the branch

the average time spent by all calls in the branch

544



Figure 193 Condition by Branch

Visual Workflow Manager reports
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Condition by Condition

The Condition by Condition report provides the following information. (See Figure 194).

Report Field

Condition name

Condition System Name

Number of Unique Calls Entered

Call Flow Name

Number of Unique Times Entered

Number of Times Entered

Number of Times Requeued

Number of Times Terminated in Branch by Callflow
Number of Times Terminated in Branch by Transfer
Number of Times Terminated in Branch by User
Total duration (hh:mm:ss)

Average duration (hh:mm:ss)

Description

the name of the condition

the system name of the condition

the number of unique calls that entered the branch

the name of the call flow

the number of unique times that calls entered the branch
the number of times calls entered the branch

the number of times calls were requeued

the number of times calls ended in the branch by callflow
the number of times calls ended in the branch by transfer
the number of times calls ended in the branch by the caller
the total time spent by all calls in the branch

the average time spent by all calls in the branch
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Figure 194 Condition by Condition

Visual Workflow Manager reports
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Branch by Condition

The Branch by Condition report provides the following information. (See Figure 195).

Report Field

Branch Name

Number of Unique Calls Entered

Condition Name

Condition System Name

Number of Times Entered

Number of Times Repeated

Number of Times Terminated in Branch by Call flow
Number of Times Terminated in Branch by Transfer
Number of Times Terminated in Branch by User
Total duration (hh:mm:ss)

Average duration (hh:mm:ss)

Description

the name of the branch

the number of unique calls that entered the branch

the name of the condition

the system name of the condition

the number of times calls entered the branch

the number of times the same call entered the branch
the number of times calls ended in the branch by callflow
the number of times calls ended in the branch by transfer
the number of times calls ended in the branch by the caller
the total time spent by all calls in the branch

the average time spent by all calls in the branch
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Figure 195 Branch by Condition
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VWM Hunt Group reports

The VWM Hunt Group reports are:
¢ Hunt Group Performance by Period
¢ Hunt Group Performance by Port
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Hunt Group Performance by Period

The Hunt Group Performance by Period report provides hunt group related performance statistics for the hunt group you specify over the selected time
period. (See Figure 196.)

The Hunt Group Performance by Period report provides the following information:

Report Field Description

Activity period the interval of the report in hours and minutes
Total Calls the total calls handled by the hunt group
Total Inbound Calls the total inbound calls handled by the port
Total Outbound Calls the total outbound calls handled by the port

Average Speed of Answer (hh:mm:ss) the average time a call spends ringing on the selected port

Total duration (hh:mm:ss) the total amount of time calls spent connected to the selected port
Average duration (hh:mm:ss) the average amount of time calls spent connected to the selected port
Calls Abandoned the number of calls which abandoned while ringing on the port

Calls Completed the number of calls which completed while in the port/callflow

Calls Transferred the number of calls transferred out of the port

Successful Transfers the number of successful transfers

Failed Transfers the number of failed transfers

Totals the total of each of the columns
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Figure 196 Hunt Group Performance by Period

Report: Hunt Group Performance by Period 7/29/2011 - 7, Date Range:
Site: Enterprise and IVR Premium 8/17/2011
Device: 8885 - 8885 _admin Created By:

Foxivity nesind Tocds  Toialibound Cals) 10k g;‘“’”“”d T?.:I:;i';?n ‘:“’E‘.r'f;‘g_;r‘j"f;;‘“" Gl Phinpeoricd| CalsCompleied Gl Transfmed S;';fif;" Faed T s
2200 0 0 0 00:00:00 00:00:00 0 0 0 0 0
2215 1] 0 o 00:00:00 00:00:00 0 0 0 0 0
22:30 ] 1] 0 00:00:00 00:00:00 0 0 0 o 1]
2245 1] 0 0 00:00:00 00:00:00 0 0 i] 0 0
23.00 0 1] 0 00:00:00 00:00:00 0 0 a 0 1]
2315 0 o 0 00:00:00 00:00:00 0 0 0 0 o
2330 a 1] 0 00:00:00 00:00:00 0 0 0 1] o
2345 0 a 0 00:00:00 00:00:00 0 0 1] 0 a
Totals 32 32 0 00:10:11 00:00:19 7 25 0 a a
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Hunt Group Performance by Port

The Hunt Group Performance by Port report provides performance statistics for each port associated with the hunt group you specify. (See Figure 197.)

The Hunt Group Performance by Port report provides the following information:

Report Field

DN

Media Server

Computer Name

Call flow Name

Total calls

Total Inbound Calls

Total Outbound Calls
Average Speed of Answer (hh:mm:ss)
Total Duration (hh:mm:ss)
Average Duration (hh:mm:ss)
Calls Abandoned

Calls Completed

Calls Transferred

Successful Transfers

Failed Transfers

Description
the dialable number of the port

the media server that collected the data for the report

Visual Workflow Manager reports

the computer the Visual Workflow Manager messaging service handling each port resides on

the name of the call flow associated with each port

the total calls handled by each port

the total inbound calls handled by each port

the total outbound calls handled by each port

the average time a call spends ringing on each port

the total amount of time calls spent connected to each port

the average amount of time calls spent connected to each port
the number of calls which abandoned while ringing on each port
the number of calls which completed while in each port/callflow
the number of calls transferred out of each port

the number of successful transfers out of each port

the number of failed transfers out of each port
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Figure 197 Hunt Group Performance by Port

Report: Hunt Group Performance by Port
Site: Enterprise and IVR Premium

Device: 8885 - 8885

Date Range: 7/29/2011 - 7/29/2011

Created Date: 8/17/2011

Created By: _admin

DN Media Server Server Name Call flow Name Toidedls  Toldl bound Calls 10 Obound - Totaldurstion - Average uston ¢y apondoned Calls Completed Calls Tengored o288 o Tiongirs
s s =) i) e
8803 GwW2 DCSERVERDS1 i} o 0 00:00:00 00:00:00 o i) o 0 o
8805 Gwz2 DCSERVERDS1 o 0 a 00:00:00 00:00:00 o o o 0 o
8806 Gwz2 DCSERVERD81 0 o o 00:00:00 00:00:00 0 a o o 0
8807 Gwz2 DCSERVERDS81 0 1] 0 00:00:00 00:00:00 o 0 o 0 o
8808 GW2 DCSERVERD081 0 o 0 00:00:00 00:00:00 0 1] o ) 0
8809 Gwz2 DCSERVERDS1 o 0 a 00:00:00 00:00:00 o o o 0 o
Totals 0 0 a 00:00:00 00:00:00 0 i} i} 0 0
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VWM Agent reports

The VWM Agent reports are:
¢ Agent Performance by Callback Queue
« Agent Group Performance by Callback Queue
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Agent Performance by Callback Queue

The Agent Performance by Callback Queue shows callback queue statistical information for the agents you specify. (See Figure 198.)

The Agent Performance by Callback Queue report provides the following information:

Report Field Description
ACD Queue the name and reporting ID of the queue

the number of callbacks where the agent connected to the

Callbacks handled . .
customer or voicemail

Handling time

(hh:mm:ss) the total time spent by the agent on successful callbacks

Avg handling time

(hh:mm:ss) the average time spent per successful callback in the period

Callbacks requeued by

agent the number of callbacks where the user selected “Requeue”

Callbacks rejected by

the number of callbacks rejected by the agent
agent

the number of callbacks presented to the agent. Handled +

Callbacks presented Requeued + Rejected

Totals the total of each of the columns
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Figure 198 Agent Performance by Callback Queue
Report: AgentPerformance By Callback Queue Date Range: 7/29/2011 - 7/29/2011
Site: Enterprise and IVR Premium Created Date: 8/17/2011
Device: Created By: _admin
ACD Queue Callbacks presented Callbacks handled Handing Time thhmm:ss) Avg handiing time (i mm:ss) Callbacks requeusd by agent Callbacks rejected by agert
YanQueue 0 0 00:00:00 00:00:00 0 o
Totals 0 0 00:00:00 00:00:00 0 0
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Agent Group Performance by Callback Queue

The Agent Group Performance by Callback Queue shows callback queue statistical information for the agent group you specify. (See Figure 199.)

The Agent Group Performance by Callback Queue report provides the following information:

Report Field Description

ACD Queue the name and reporting ID of the queue

Callbacks presented the number of callbacks presented to agent in the agent group (Handled + Requeued + Rejected)
Callbacks handled the number of callbacks where an agent in the agent group connected to the customer or voicemail
Handling time (hh:mm:ss) the total time spent by the agent group on successful callbacks

Avg handling time (hh:mm:ss) the average time spent per successful callback in the period
Callbacks requeued by agent  the number of callbacks where the user selected “Requeue”
Callbacks rejected by agent ~ the number of callbacks where the user selected “Reject”

Totals the total of each of the columns
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Figure 199 Agent Group Performance by Callback Queue

Report: Agent Group By Callback Queue Date Range: 7/28/2011 - 7/29/2011 - 12:00 AM - 12:00 AM
Site: Enterprise and VR Premium Created Date: 8/17/2011
Device: Created By: _admin

ACD Queue Callbacks presented  Callbacks handed H;ﬂ”:‘;:ﬂg? A"g;:”r:r::ifme C‘i""ad‘gg"?"e;'g“'ad %Y. Calhacks rjected by agent
AhmadQ 0 0 00:00:00 00:00:00 0 0
Andrew( i} 0 00:00:00 00:00:00 o 0
BenQ i} i] 00:00:00 00:00:00 0 0
ChrisQ o 0 00:00:00 00:00:00 o 0
ColleenQ o 0 00:00:00 00:00:00 o 0
CustService 0 0 00:00:00 00:00:00 o 0
MichaelQ o 0 00:00:00 00:00:00 0 i}
PatrickQ 0 0 00:00:00 00:00:00 0 0
RobQ 0 0 00:00:00 00:00:00 0 0
Sales 1] i] 00:00:00 00:00:00 o 0
SalesForce i} 0 00:00:00 00:00:00 0 0
Traditional 0 0 00:00:00 00:00:00 o 0
UpigQueue o 0 00:00:00 00:00:00 ] 0
VoiceCallback 0 0 00:00:00 00:00:00 o 0
WebCallback o ] 00:00:00 00:00:00 0 0
YanQueue 0 0 00:00:00 00:00:00 0 0
Totals {1} 0 00:00:00 00:00:00 0 0
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Traffic Analysis reports

Traffic Analysis reports are not available in real-time. In order to have summarized data for Traffic Analysis reports you must wait until the nightly
maintenance routine runs the summary (at midnight each night). Alternatively, you can click Summarize Data on the Management Console to
summarize immediately. The data for these reports is derived from the traffic stream.

Traffic reports provide call statistics on DTMF receivers, route lists, route plans, routes, and trunks. You can create on-demand and scheduled reports.

Traffic Analysis reports include
o Traffic Attendant reports
o Traffic DTMF Receiver Group reports
o Traffic Route reports
o Traffic Trunk reports

Traffic Attendant reports

The Traffic attendant reports are as follows:
« Attendant Console Traffic by Period
o Attendant Traffic by Period
o Attendant Group Traffic by Period
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Attendant Console Traffic by Period

The Attendant Console Traffic by Period report shows the attendant console call activity for the shift duration and day(s) you specify. The activity is on
a per-console basis, regardless of the number of attendants who may have manned it during the activity period. (See Figure 200.)

NOTE: Average service time is output from the Mitel telephone system and not calculated by Traffic Analysis.

Report Field

Activity period

Calls answered
Occupancy (hh:mm:ss)

Average service time (hh:mm:ss)

Peak time

Peak peg
Total calls answered
Total occupancy (hh:mm:ss)

Average service time (hh:mm:ss)

Description

the interval of the report

the number of calls handled by the attendant console (internal and external calls)
the duration the attendant console spent processing calls

the average duration the attendant console spent processing a call

the hour of the day during which the attendant console was most busy. The time displayed is the
ending time of the busy hour. For example, if the attendant console was busiest between 13:15
P.M. and 14:15 P.M., 14:15 P.M. will be displayed as the busiest hour.

the number of calls the attendant console handled during the busiest hour of the day
the total number of calls handled by the attendant console
the total duration the attendant console spent processing calls

the average duration the attendant console spent processing a call
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Figure 200 Attendant Console Traffic by Period

Blealinangi Aug service
Activity period |Calls answered time
[hkemim:ss]
[hkemm:s=]
8:00 14 0:13:30 0:00:05
8:15 5 0:10:20 0:00:02
8:30 2 0:03:02 0:00: 01 Peak Hour
g:45 i 00233 0:00:00 Feak time Feb 22 2005 14:15
9:00 4 0:02:43 0:00:02 Peak peg 25
3:15 4] 0:06:21 [:00:02
9:30 3 [:04:32 0:00:01
9:45 4 [:04:32 0:00:03
10:00 3 0.03.27 0:00:00 Total
10:15 10 01423 0:0006 il L s
10:30 3 00242 0 0 T otal accupancy [hk:mm:sz] 0:05:24
10:45 3 00245 0 000 Awg zervice bime [hhcmm: sz) 0:00:03
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Attendant Traffic by Period

Traffic Analysis reports

The Attendant Traffic by Period report shows the attendant call activity for the shift duration and day(s) you specify. (See Figure 201.)

Report Field

Activity period

Calls answered

Login time (hh:mm:ss)
Log out time (hh:mm:ss)
Shift time (hh:mm:ss)

Occupancy (hh:mm:ss)

Peak time

Peak peg
Total calls answered
First logged in (hh:mm:ss)

Last logged out (hh:mm:ss)

Total shift time (hh:mm:ss)

Total occupancy (hh:mm:ss)

Description

the interval of the report

the number of calls handled by the attendant

the time at which the attendant logged in

the time at which the attendant logged out

the duration the attendant was logged in

the duration the attendant spent processing calls

the hour of the day during which the attendant was most busy. The time displayed is the ending
time of the busy hour. For example, if the attendant was busiest between 13:15 P.M. and 14:15
P.M., 14:15 P.M. will be displayed as the busiest hour.

the number of calls the attendant handled during the busiest hour of the day
the total number of calls handled by the attendant

the time at which the attendant first logged in

the time at which the attendant last logged off

the total duration the attendant was logged in. Total shift time is not necessarily the difference
between the first login and the last logout. An attendant who logs in at 8:00 A.M. and logs out at
noon, then logs in at 1:00 P.M. and logs out at 3:00 P.M. would have a total shift time of 6 hours.

the total duration the attendant spent processing calls
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Figure 201 Attendant Traffic by Period

Activity period Calls answered [mﬁl':'lu-lr::;l L[Eﬁ‘l:"rlu-lrtnt:;; [Ii:]::;n;z] Eicnipnjrslg
8:00 14 0000 0000 [:00: 00 0:13:30
8:156 5 0000 0000 (:00: 00 0:10:20
8:30 2 :00:00 :00:00 (:00: 00 0:032:02
8:45 1 :00:00 :00:00 [:00: 00 00233
3:00 4 0:00:00 0:00:00 (:00: 00 0:02:43
I:15 ) 0000 0000 [:00: 00 0:06:21
9:30 2] 2752 :00:00 0228 0:04:32
9:45 4 0000 0000 0:15:00 0:04:32

10:00 3 :00:00 :00:00 0:15:00 00327
10:15 10 0:00:00 0:00:00 0:15:00 0:14:23
10:30 2 0:00:00 0:00:00 0:15:00 0:0z:42
10:45 2 0:00:00 0:00:00 0:15:00 0:02:45

Peak Hour
Peak tirme bar 10 2005 18:15
Peak peg 21
Total
T otal calls answered 233
Firzt logged in [hh: o 22] 927052
Lazt logged out [hh:mnn;ez] 17:42:53
Total zhift time [hk;mm:zs] 2154
Total accupancy [hi:mm:zz] B:07:48
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Traffic Analysis reports

Attendant Group Traffic by Period
The Attendant Group Traffic by Period report shows the attendant group call activity for the shift duration and day(s) you specify. (See Figure 202.)

Report Field Description

Activity period the interval of the report in hours and minutes

Calls answered the number of calls handled by the attendant

Calls abandoned the number of calls abandoned before the attendant group could handle them

the average duration that an incoming call waited before it was processed by the attendant group or

Average wait (hh:mm:ss) was cleared by the calling party

the hour of the day during which the attendant group was most busy. The time displayed is the
Peak time ending time of the busy hour. For example, if the attendant group was busiest between 13:15 P.M.
and 14:15P.M., 14:15 P.M. will be displayed as the busiest hour.

Peak peg the number of calls the attendant group handled during the busiest hour of the day
Total calls answered the total number of calls handled by the attendant group
Total calls abandoned the total number of calls abandoned before the attendant group could handle them

the average duration that an incoming call waited before it was processed by the attendant group or

Average wait (hh:mm:ss) was cleared by the calling party
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Figure 202 Attendant Group Traffic by Period

Activity period | Calls answered Calls abandoned [hi:ﬂ;:ts]
8:00 14 2 0:00:05
8:15 5 ] Q0002
2:30 2 0 0:00: 01 Peak Hour
8-45 1 ] 00000 Peak time Feb 22 2005 1415
3:00 4 0 00002 Peak peg 22
315 A ] o002
9:30 3 0 000
9:45 4 1] 00003
10:00 3 0 0:00:00 Total
10:15 10 1 0:00:06 Total callz answered 22
10-30 2 1] 0-00:01 Total calls abandoned g
10-45 2 1] 0:00:00 g wait [hhiromm;zz) 0:00:03
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Traffic Analysis reports

Traffic DTMF Receiver Group reports

The Traffic DTMF Receiver Group reports are as follows:
o DTMF Receiver Group Traffic by Period
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DTMF Receiver Group Traffic by Period

The DTMF Receiver Group Traffic by Period report provides information on the accessibility of DTMF receivers for the shift duration and day(s) you
specify. (See Figure 203.)

Report Field Description

Activity period the interval of the report

Peg the number of times that the DTMF receivers were accessed for the activity period
Usage (hh:mm:ss) the duration of calls that used a receiver for the activity period

Busy peg the number of busy signals callers received because they could not get a DTMF receiver
Maximum in use the greatest number of DTMF receivers busy (at any one time)

the greatest number of DTMF receivers busy (at any one time) out of the total number of DTMF

Maximum in use/available . . o :
receivers available for the activity period

Total the total of each of the columns
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Figure 203 DTMF Receiver Group Traffic by Period

Activity period Feg [hﬁiﬁig] Busy peqg Mainuse USET:S:;F&HE
19:45 ] 0:00:00 ] 1 1448
20:00 4] 0:00:00 ] 1 1448
20:15 4 0:00:00 ] | 1448
20:30 3] 0:00:00 ] 1 1448
20:45 9 0:00:00 1] 1 1448
21:00 3E 0:03:36 1] 1 1448
21:15 G4 0os2 ] 1 1448
21:30 30 0:03:00 ] 1 1448
21:45 1] 0:00:00 ] 0 0445
22:00 1] :00:00 ] 0 0448
2215 1] 0:00:00 ] 0 0448
22-30 3] 0012 ] 1 1448
22:-45 11 0:00:36 1] 1 1448
2300 3 0:00: 36 1] 1 1448
2315 ] 0:00:00 ] 0 0448
23:30 1] 0:00:00 1] 0 0445
23:45 1] 0:00:00 ] 1] 0/45

| Total 950 1:03:53 0 1 [ 1748
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Traffic Route reports

The Traffic Route reports are as follows:
« Route List Traffic by Period
« Route Plan Traffic by Period
« Route Traffic by Period

570



Traffic Analysis reports

Route List Traffic by Period

The Route List Traffic by Period report shows the route list activity for the shift duration and day(s) you specify. A route list determines where call traffic
is directed, based on a prioritized list of routes. (See Figure 204.)

Report Field Description

Activity period the interval of the report

Outbound peg the number of times an outbound call used the route list for the activity period
Outbound usage (hh:mm:ss) the duration of outgoing calls on the route list for the activity period

Busy peg the number of busy signals callers receive when trying to access the route list

the date and hour during which the route list was most in use. The time displayed is the ending time
Peak outbound time of the busy hour. For example, if the route list was busiest between 13:15 P.M. and 14:15P.M.,
14:15 P.M. will be displayed as the busiest hour.

Peak outbound peg the number of calls the route list handled during the busiest hour of the day
Total outbound peg the total number of times an outbound call used the route list for the activity period
Total outbound usage (hh:mm:ss) the total duration of outgoing calls on the route list for the activity period

the total number of busy signals callers receive when trying to access the route list for the activity

Total busy peg .
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Figure 204 Route List Traffic by Period

Adtivity period  Outbound peg Oﬁ“‘n::?g" Busy peg

8:00 35 2:24:36 0

9:00 71 7:45:36 0 Peak Hour

10:00 a3 10:56:24 0 Peak outbound time Sep 13 2010 14:00

11:00 81 12:15:00 0 Peak outbound peg 48

12:00 62 5:51:00 0

13:00 83 12:11:24 0

14:00 119 15:15:00 0 Total

15:00 89 12:04:48 0 Total outbound peg 726

16:00 93 9:16:12 1 Total outbound usage (hh:mm:ss) 88:00:00
Total busy peg il
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Route Plan Traffic by Period

The Route Plan Traffic by Period report shows the route plan activity for the shift duration and day(s) you specify. A route plan determines where call
traffic is directed, based on the time of day and day of week. (See Figure 205.)

Report Field Description

Activity period the interval of the report

Outbound peg the number of times an outbound call used the route plan for the activity period
Outbound usage (hh:mm:ss) the duration of outgoing calls on the route plan for the activity period

Busy peg the number of busy signals callers receive when trying to access the route plan
Peak outbound time lists the busiest traffic day and hour, and the busiest traffic peg

the date and hour during which the route plan was most in use. The time displayed is the ending
Peak outbound peg time of the busy hour. For example, if the route plan was busiest between 13:15 P.M. and 14:15
P.M., 14:15 P.M. will be displayed as the busiest hour.

Total outbound peg the total number of times an outbound call used the route plan for the activity period
Total outbound usage (hh:mm:ss) the total duration of outgoing calls on the route plan for the activity period
Total busy peg the total number of busy signals callers receive when trying to access the route plan
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Figure 205 Route Plan Traffic by Period

Peak Hour

Peak outbound time

Mar 10 2005 10:30

Activity period  Outbound peg DUEEP‘;_::-I;I:-';IES?QE Buszypeg
0:00 ] 0:00:00 1]
0:15 ] 00000 0
0:30 ] 0:00:00 0
0:45 ] 00000 N
1:00 0 0:00:00 0
1:15 ] 0:00:00 1]
1:30 ] 0:00:00 1]
1:45 ] 0:00:00 1]
2:00 0 00000 1]
2:15 1] 0:00:00 1]
2:30 ] 0:00:00 0
2:45 ] 0:00:00 1]

Peak. outbound peg 10
Total
Total outbound peg 20
Total outbound uzage [hhmnsz) 10000
T otal busy peg 2
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Route Traffic by Period report

Traffic Analysis reports

The Route Traffic by Period report shows the route activity for the shift duration and day(s) you specify. (See Figure 206.)

Report Field

Activity period

Outbound peg

Outbound usage (hh:mm:ss)

Busy peg

Overflow peg

Peak outbound time

Peak outbound peg
Total outbound peg
Total outbound usage (hh:mm:ss)

Total busy peg

Total overflow peg

Description

the interval of the report

the number of times an outbound call used the route for the activity period
the duration of outgoing calls on the route for the activity period

the number of busy signals callers receive when trying to access the route

the count of when a route could not be accessed due to busy conditions but another route was
taken

the date and hour during which the route was most in use. The time displayed is the ending time of
the busy hour. For example, if the route was busiest between 13:15 P.M. and 14:15 P.M., 14:15
P.M. will be displayed as the busiest hour.

the number of calls the route handled during the busiest hour of the day

the total number of times an outbound call used the route for the activity period
the total duration of outgoing calls on the route for the activity period

the total number of busy signals callers receive when trying to access the route

the total count of when a route could not be accessed due to busy conditions but another route was
taken
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Figure 206 Route Traffic by Period

Activity period | Outbound peg DUEEP‘;_::-I;I:-';IES?QE Buszypeg Ouerflow peg
0:00 1016 01836 1] 1]
0:15 1010 01800 1] 1]
0:30 1019 01836 0 n
0:45 10E 0:18:36 1] 0
1:00 1007 01800 0 1]
1:15 1010 01836 1] 1]
1:30 1007 01800 1] 1]
1:45 1020 01836 1] 1]
2:00 997 01800 N 1]
2:15 1013 01836 0 1]
2:30 1020 01836 0 n
2:45 1020 01836 1] 1]

Peak Hour

Pealk: outbound tirme Feb 3 2005 07:00

Peak outbound peg 4083
Total

T otal outhound peg A6302

Tatal outhound uzage [(khimm:ss) 10:5%:00
Total bugy peg ]
Total overflow peg ]
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Traffic Trunk reports

The Traffic Trunk reports are as follows:

Trunk Traffic by Period

Trunk Busy Hour Traffic by Day of the Week

Trunk and Trunk Group Traffic Usage by Day of the Week
Trunk Group Outgoing Traffic by Period

Trunk Group Outgoing Traffic Usage by Day of the Week
Trunk Group Outgoing Busy Hour Traffic by Day of the Week
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Trunk Traffic by Period
The Trunk Traffic by Period report shows the trunk activity for the shift duration and day(s) you specify. (See Figure 207.)

Report Field Description

Activity period the interval of the report

Inbound peg the number of times an inbound call used the trunk for the activity period

Inbound usage (hh:mm:ss) the duration of incoming calls on the trunk for the activity period

Outbound peg the number of times an outbound call used the trunk for the activity period

Outbound usage (hh:mm:ss) the duration of outgoing calls on the trunk for the activity period

Low peg high usage Yes indicates a low number of call counts but a high value for duration (suggesting the trunk is not

releasing properly). When this column contains Yes only, the total will indicate Yes.

Yes indicates a high number of call counts but a low value for duration (suggesting there could be a

High peg low usage problem accessing the trunk). Only one Yes is necessary in this column for the total to indicate
Yes.
Total the total of each of the columns

578



Traffic Analysis reports

Figure 207 Trunk Traffic by Period

Activity period | Inbound peg In;ﬁ:’:ﬂ“_ﬁ_;:zz?e Outbound peg Du[tﬁ}:::nd_"fs?ge h:-;ull:zzge IDHILEI:;Z%
14:30 ] (:00: 00 1] 0:00:00 Mo ez
14:45 ] (:00: 00 1] (0:00:00 Mo Mo
15:00 ] (:00:00 1] 0:00:00 Mo Mo
15:15 1] C:00:00 0 0:00:00 o Mo
15:30 0 (:00:00 1] 0:00:00 Mo Mo
15:45 1] (:00:00 1] 0:00:00 Mo MNo
16:00 ] [0:00: 00 2 (0:00: 00 [ [a] Mo
16:15 ] (:00: 00 1] 0:00:00 Mo Mo
16:30 ] (:00: 00 1] 0:00:00 Mo Mo
16:45 ] (:00: 00 1] (:00:00 Mo Mo
17:00 0 (:00: 00 1] 0:00:00 Mo Mo
1715 1] C:00:00 0 0:00:00 o Mo
17:30 0 (:00: 00 1] 0:00:00 Mo Mo
17:45 1] (:00:00 1] 0:00:00 Mo MNo
Total 1 0:00:00 18883 0:05:M No Yes I
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Trunk Busy Hour Traffic by Day of the Week
The Trunk Busy Hour Traffic by Day of the Week report shows the trunk’s busiest hour for each day of the week. (See Figure 208.)

Report Field Description

Activity period the interval of the report

Busiest start hour the hour at which the trunk starts being the busiest for the day
Busiest end hour the hour at which the trunk ends being the busiest for the day
Inbound usage (hh:mm:ss) the duration of incoming calls on the trunk for the day
Outbound usage (hh:mm:ss) the duration of outgoing calls on the trunk for the day

Total usage (hh:mm:ss) the total duration of the use of the trunk for the day

Inbound peg the number of times an inbound call used the trunk that day
Outbound peg the number of times an outbound call used the trunk that day
Total peg the total number of times the trunk was accessed that day
Average duration (hh:mm:ss) the average length of the call

Total the total of each of the columns
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Figure 208 Trunk Busy Hour Traffic by Day of the Week

Tatal
Activity period Busrngflrstart Bus;zs:rend ITJtIsDa:ned Dif;ind uzage Inbizund peg Outbound peg TF‘.::gal ?:E:ﬂ:zz;
[hh:mm:==]  [hbemmess] [hlemmess] T
Sunday - - 0:00:00 0:00:00 0:00:00 1] 1] ] [:00:00
Monday 200 300 Sd348 2012 E:04:00 10284 423 10712 0:02:53
Tuesday .00 1000 73313 03542 a:08:55 12023 320 12343 0:02:42
Wednesday 200 300 1210:20 02432 03452 15224 210 15434 0:02:11
Thursday 200 300 23454 04248 1840 13258 a7a 13636 0:02:01
Friday .00 10:00 42052 0023 4:31:15 11242 425 11667 0:02:31
Saturday 0:00:00 2:00:00 0:00:00 1] 1] 1] 0000
[ Total g:00 900 |42:21:07 | 2.22:40 |22:37-42| 62031 | 1761 | 63792 | D:02:48 |
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Trunk and Trunk Group Traffic Usage by Day of the Week

The Trunk Traffic Usage by Day of the Week report and the Trunk Traffic Group Usage by Day of the Week report shows the use of the trunk or trunk
group across 15-, 30-, or 60-minute intervals for each day of the week. (See Figure 209.)

Report Field Description

Activity period the interval of the report

Monday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Monday
Tuesday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Tuesday
Wednesday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Wednesday
Thursday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Thursday
Friday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Friday
Saturday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Saturday
Sunday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Sunday
Total the total of each of the columns
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Figure 209 Trunk Group Traffic Usage by Day of the Week

iy i | P g A s s s e o
[hk:mm:=£]

14:00 0:03:40 0:03:21 0:09:32 00%00 00321 G031 0:02:12
14:15 0:14:46 0:12:41 0:14:42 00700 0711 00933 01711
14:30 01711 0:14:45 0:04:23 00332 01446 01442 0:12:41
14:45 0:02:12 0:13:01 0:10:23 00212 00922 010:23 0:09:23
15:00 0:11:12 0:18:36 0:04:26 0:0813 01054 00522 0:08:13
15:15 0:08:36 0:05:22 0:05:22 00144 00843 01342 0:05:43
15:30 0:.05:22 01342 0:08:43 00522 00522 00813 0:05:22
15:45 0:01:43 0:0813 0:05:22 00426 01342 00522 0:12:44
16:00 0:02:12 0:03:21 0:09:32 00311 00321 01422 0:09:32
16:15 0:07:00 01711 0:14:42 01711 0032 0124 0:07:00
16:30 0:17:11 0:09:32 0:14:45 00333 00000 @17 0:09:32
16:45 0:09:23 0:0212 0:10:23 0:0323 0130 00923 01301

| Total 6:34:32 | 7:31:12 | 12:12:20 | 11:04:48 |23:23:30| 13.04:20 | 21:13:11 |
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Trunk Group Outgoing Traffic by Period
The Trunk Group Outgoing Traffic by Period report shows the outgoing trunk activity for the shift duration and day(s) you specify. (See Figure 210.)

Report Field Description

Activity period the interval of the report

Outbound peg the number of times an outbound call used the trunk group for the activity period

Outbound usage (hh:mm:ss) the duration of outgoing calls on the trunk group for the activity period

Busy peg the number of busy signals callers receive when trying to access the trunk group

Max in use the greatest number of trunks busy (at any one time)

Max in use/available the gregtgst nu.mber of trunks busy (at any one time) out of the total number of trunks available for
the activity period

Total the total of each of the columns
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Figure 210 Trunk Group Outgoing Traffic by Period

Activity period | Outbound peg DUEE;::::-';ES?QE Busy peg [anin use M:If_;:-l'aﬁ: t
15:00 423 00320 ] 2 2423
15:15 320 00236 3 2 2423
15:30 210 00522 2 2 2423
15:45 73 0:01:43 ] 4 423
16:00 253 00212 0 2 2423
16:15 eyl 0:07:00 1 2 2423
16:30 563 0171 0 2 2423
16:45 233 00323 1] 2 2423
17:00 328 00320 0 1 1423
17:15 320 0:0Z10 ] 2 2423
17:30 540 0032 0 2 2423
17:45 328 0:04:20 ] 2 2423

| Total 36302 11:04:48 4 4 4523
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Trunk Group Outgoing Traffic Usage by Day of the Week
The Trunk Group Outgoing Traffic Usage by Day of the Week report shows the outgoing trunk usage across each day of the week. (See Figure 211.)

Report Field Description

Activity period the interval of the report

Monday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Monday
Tuesday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Tuesday
Wednesday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Wednesday
Thursday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Thursday
Friday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Friday
Saturday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Saturday
Sunday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Sunday
Total the total of each of the columns
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Figure 211 Trunk Group Outgoing Traffic Usage by Day of the Week

ety peiod | Meniatisae Tuectmussge. 00 Thustapucoe Fiopusne Sautpissse Sindieae
[hk:mm:s=]
17:00 0:00:00 0000 0:00:00 0:00:00 0:00:00 0:00:00 {0 0000
17:15 (:00:00 0:03:36 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00
17:30 (:00:00 0z 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00
17:45 [:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00
18:00 (:00:00 0:00:00 0:00:00 (:00:00 0:00:00 0:00:00 0:00:00
18:15 0:00:00 0:00:00 0:00:00 0:00:36 0:00:00 0:00:00 0:00:00
18:30 (:00:00 0:00:00 0:00:00 (:00:00 0:00:00 0:00:00 0:00:00
18:45 (:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 (0:00:00
I Total 0:00:00 0:10:48 0:22:12 1:30:36 | 0:00:00 | 0:00:00 0:00:00
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Trunk Group Outgoing Busy Hour Traffic by Day of the Week

The Trunk Group Outgoing Busy Hour Traffic by Day of the Week report shows the outgoing trunk’s busiest hour for each day of the week. (See Figure
212.)

Report Field Description

Activity period the interval of the report

Busiest start hour the hour at which the trunk starts being the busiest for the day

Busiest end hour the hour at which the trunk ends being the busiest for the day

Outbound usage (hh:mm:ss) the duration of outgoing calls on the trunk for the day

Outbound peg the number of times an outbound call used the trunk that day

Busy peg the number of busy signals callers receive when trying to access the trunk group
Average wait (hh:mm:ss) the average duration an incoming call waited before it accessed the trunk group
Total the total of each of the columns

588



Traffic Analysis reports

Figure 212 Trunk Group Outgoing Busy Hour Traffic by Day of the Week

Bctiaiy pericd Eﬂusihest start  Busiestend Di?;ind Cutbound Eiorpeq Bug wait
our haur fifimmes) peg [hk:mim:=s=]
Sunday - - ;0000 1] 1] 0000
Monday a:00 3:00 02012 428 2 00253
Tueszday 3:00 10:00 0:35:42 320 G 0242
Wednesday a:00 3:00 0:24:32 210 1 10211
Thursday a:00 3:00 04348 378 2 103m
Friday 9:00 10:00 010:23 425 3 0023
Saturday - - 0:00:00 1] 1] (:00:00
[ Total 8:00 9:00 | 2:22:40 | 1761 14 | 0:02:48 |
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Appendix A: Reporting Service

Reporting Service prints and emails reports, and displays the status of your print and email jobs.

You can configure the interval at which Reporting Service attempts to print and email reports. Reporting Service must be running at all times in order to
print and email reports automatically.

Reporting Service runs under the Mitel_RD_Account user account, which is created during the installation.In order to print a report with Reporting
Service, you must log on to the Mitel_RD_Account, install a printer, and set it as the default printer for that account. If you want to print reports to more
then one printer, you must add the additional printers to the Mitel RD_Account as well.

NOTE:
o If youdo not set up at least one printer on the Mitel_ RD_Account, Reporting Service will not be able to print reports.
o Reporting Service prints to the default printer unless the user specifies a preferred printer.If the preferred printer is not installed, reports will be
sent to the default printer.

Setting up Reporting Service

Before you can use Reporting Service, you must

1. Configure SMTP mail server settings
2. Configure user printer settings

Configuring the SMTP Server

The SMTP mail server settings for Reporting Service are typically configured during the installation process. However, if the server information is not
entered during installation or the information is incorrect, the settings can be configured in YourSite Explorer, as follows.

To configure an SMTP mail server

1. InYourSite Explorer, under Enterprise, click SMTP Servers.
2. Click Add.
3. After SMTP Server, type the IP address or name of the mail server (for example, PFEXCHANGE).
4. After SMTP Port, type the port number of the SMTP mail server.
NOTE: The default value of this port is 25.
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5. If the Mail server uses Secure Sockets Layer, select the Use SSL check box.

6. Under Logon Information, select the Is SMTP Authentication Required check box if the email server requires authentication and type the
Username, Password, and Domain.

7. Under User Information, type the name and email address from which all Contact Center Management reports will be mailed.
NOTE: The email address field is mandatory as some email servers will not relay mail messages without a valid sender.

8. Tosend atest emall, click the Test Email button.

9. Onthe ribbon, click Save.

Configuring user printer settings

You can configure Reporting Service to print on either a network printer or a local printer, for each employee.

To configure user printer settings

1. Open YourSite Explorer and select YourSite.

2. Select Devices=>Employee.

3. Inthe Employee pane, select the employee for which you want to configure user printer settings.

4. Select the User account tab.

5. Under Report distribution, specify the path of the network printer and configure print and email options by selecting the appropriate check boxes.
NOTE: You must configure the network printer as the default printer on the Enterprise Server. The printer name is case sensitive.

Viewing the status of reports you print and email

To view the status of reports

1. Open Contact Center Management and select Report Inbox=>Today’s reports (or Yesterday’s reports).
2. Click the link of the report for which you want to view report details.
The Report properties dialog box opens.
3. After Print status and Email status you will see one of the following descriptions:
o« Complete — The email has been received, or the report has been printed.
« Sent to client—The email has been sent to the recipient, or the report has been sent to the printer.
o Failed — The email has not been successfully sent to the recipient, or the report has not been successfully printed.

Troubleshooting Reporting Service

Why is Reporting Service not emailing or printing my reports?
o Ensure the SMTP Mail settings are correctly configured.
o Ensure the printer settings are correctly configured.
« View the installation/Log file for Reporting Service to find out why reports are not being printed/emailed the way you expect

591



Glossary

Glossary

This glossary contains words that pertain to Contact Center Solutions reporting only. A more extensive glossary of Contact Center Solutions terms can
be found in the Contact Center Solutions User Guide.

About reports

You can create an on-demand report or a scheduled report for each media type: voice, email, chat, or fax You can also create a multimedia report, a
Workforce Scheduling report, and an Intelligent Queue reports report.

On-demand reports
Using the Reporter application, you can generate on-demand reports immediately.

Scheduled reports
Using the Scheduled reports application, you can set up timetables for generating future reports at specific times and on specific days.

Reporting Service

At an interval you can configure, Reporting Service seeks print and email jobs and attempts to process them. Clicking the report in your Report Inbox
displays the status of your printing and emailing jobs. Reporting Service must be running at all times in order to print and email reports automatically.

All of your reports
All of your reports displays all of the reports generated under your user name over the last 30 days.

Today’s reports
Today’s reports displays all of the reports generated today under your user name.

Yesterday’s reports
Yesterday'’s reports displays all of the reports generated yesterday under your user name.

Voice reports

Voice reports provide detailed information about agent call performance. Voice statistics are collected when the client contacts the agent and they
communicating via telephone. Voice reports have the following report types: Employee, Agent, Queue and Queue Group, Team, Extension, Trunk, and
DNIS Report. There is also a Custom reports category for users who are licensed for custom reports.
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Email reports

Email reports provide detailed information about agent email performance. Email statistics are collected when the client contacts the agent and they
communicating via email. Email reports have the following report types: Agent, Agent Group, Queue, and Queue Group.

Chat reports

Chat reports provide detailed information about the agent chat performance. Chat statistics are collected when the client contacts the agent and they
communicating via a typed dynamic real-time on-line conversation over the Internet. Chat reports have the following report types: Agent, Agent Group,
Queue, and Queue Group.

Fax reports

Fax reports provide detailed information about fax performance. Fax statistics are collected when the client contacts the agent by fax. Fax reports have
the following report types: Agent and Agent Group.

Multimedia reports

Multimedia reports provide detailed information across media type: voice, email, chat, and fax. Multimedia statistics are collected when the client
contacts the agent and they communicating via telephone, email, chat, and/or fax. Using Multimedia reports you can compare performance across
media type. Multimedia reports have the following report types: Employee Group.

Workforce Scheduling reports
Scheduling reports provide detailed information about schedules. Scheduling reports have the following report types: Agent and Agent Group.

Intelligent Queue reports

Intelligent Queue reports provide detailed information about Intelligent Queue performance. Intelligent Queue reports have the following report types:
Smart Choice Layer and Smart Choice Port.
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Reporting terms and definitions

Abandoned

An abandoned call is a call that does not reach an agent because the caller hung up.
An abandoned chat is a chat that does not reach an agent because the client ended the chat before an agent became available to chat.
Neither emails nor faxes can be abandoned.

Abandoned (long)

Abandoned (long) calls/chats are calls/chats that end with an abandon time > Short Abandon. You define the Short Abandon you want under YourSite
=>Configuration=>Queue. The Short Abandon default is 6 seconds. If a caller hangs up after waiting 7 seconds, the call is considered a long abandon.
These long abandoned calls/chats are included in call/chat statistics.

Abandoned (short)

Abandoned (short) calls/chats are calls/chats that end with an abandon time <= Short Abandon. Y ou define the Short Abandon you want under YourSite
=>Configuration=>Queue. The Short Abandon default is 6 seconds. For example, if a caller hangs up after waiting just 6 seconds or less, the call is
considered a Short Abandon. Short Abandon calls are not included in call statistics.

ACD

An Automatic Call Distributor (ACD) is a specialized telephone system application for distributing incoming contacts (calls, emails, chats, and faxes).
ACDs are programmed to process contacts in a pre-defined order, queue contacts, provide in-queue messaging, and report on real-time and historical
activities. An agent is on ACD when the agent is involved in an ACD contact (call, email, chat, or fax).

ACD calls offered
See Offered.

ACD chats handled
See Handled.

ACD emails handled
See Handled.
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ACD faxes handled
See Handled.

ACD handling time

see Handling time.

ACD true-talk time

The ACD true-talk time is the time the caller is connected to an agent, from agent pick up to client hang up. The ACD true-talk time does not include
hold time.

ANI

Automatic Number Identification (ANI) is a technology that identifies telephone numbers of callers to your contact center, so agents can receive a
screen pop along with the call. Connecting a database to your telephone system allows the caller information and call to be sent simultaneously.

Average speed of answer

The average speed of answer (ASA) is an ACD statistic that measures how long the average caller waits on hold before the call is picked up by an
agent (including time in queue and agent ringing time).

Call load

The term call load refers to the aggregate effect of the number of calls received by the ACD queue and their duration, or the calls offered x (average
handling time + average wrap-up time).Calls answered see Handled.

Calls waiting

The calls waiting is the number of callers in queue waiting for an agent to become available, including those listening to silence, music, or a recorded
announcement.

Chats interflowed
See Interflowed.

Chats offered
See Offered.
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Chats requeued
See Requeued.

Delayed contact

A delayed contact is a contact (call, email, chat, or fax) placed in the ACD queue because it cannot be immediately answered by an agent. The ACD
queue allows the client to wait for an available agent rather than blocking the client from entering the system. Interflow refers to a mechanism that
directs a queue-delayed contact to another answering point.

DNIS

Dialed Number Identification Service (DNIS) is a feature of toll-free lines that provides the number the caller dials. This assists agents who handle calls
for more than one business or product line. Each business or product line has its own toll-free number. When a caller dials a toll-free number, the
telephone system forwards information to the agent, so the agent can identify who the caller dialed.

DND

The term Do Not Disturb (DND) refers to an agent state in which the agent disables his/her extension to prevent any calls from being routed there.

Emails interflowed
See Interflowed.

Emails offered
See Offered.

Emails requeued
See Requeued.

Enterprise

The enterprise is all of the contact center sites that comprise your company. The enterprise consists of the single site where the Enterprise Server is
installed and all branch offices.
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Erlang

An Erlang measures telephone traffic, or the flow of calls and call attempts to your contact center during a given period of time. One Erlang equals one
hour or 60 x 60 = 3,600 seconds of telephone conversation. This could be one call lasting 1 hour, six calls lasting 10 minutes, or any combination of calls
and call durations which equal 60 minutes. The Erang series of formulae provide a mathematical basis for making predictions about randomly arriving
workloads.

Erlang C

Erlang C was developed in 1917 by A.K. Erlang, a Danish engineer who worked for the Copenhagen Telephone Company. The Erang C equation is
commonly used for agent and delay calculations where ACD queueing is involved. It predicts the resources required to keep wait (delay) times within
your Service Level objective. The Erlang C formula uses your historical Call Load data and the Service Level Percentage, Service Level Time, and
Wrap-Up Time you specify and predicts the agent requirement for the time interval and date range in the forecast.

Extension

An extension is an answering point for a call. A caller to your center is presented with options to dial various answering points. The caller can dial an
individual agent at an extension through a queue number (address mechanism for a queue or other answering point).

Faxes interflowed
See Interflowed.

Faxes offered
See Offered.

Faxes requeued
See Requeued.

Handled

A handled contact (call, email, chat, or fax) is a contact opened by a live agent. Calls that listen to in-queue RAD messages are not considered to be
handled until an agent connects.
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Handling time

The handling time parameter is the total duration of the contact.

For calls, the handling time is from agent pick up to client hang up (including hold time and transfer/conference time). If the agent calls the supervisorin
search of more information (while the caller is on hold) and/or transfers or conferences the call, these times are added to the ACD Handling Time value.
For example, an agent speaks to a caller for two minutes and then puts the caller on hold for three minutes and tries to solve the problem. This might
include a call to the supervisor. The agent then initiates a conference call with the caller and a third party and they speak for three minutes and resolve
the issue. Therefore, the ACD handling time for the agent is 2 + 3 + 3 = 8 minutes.

For emails or faxes, the handling time is from when the agent opens the email or fax to when the agent sends the reply or transfers the email or fax, or

sends the fax to Junk Mail. The handling time includes hold time.
For chats, the handling time starts when the agent opens the chat and ends when either the agent or the client ends the chat (including hold time).

Inbound
The term inbound refers to incoming contacts (calls, emails, chats, or faxes) to your contact center.

Interflowed

The term interflow refers to a mechanism that directs a queue-delayed contact (call, email, chat, or fax) to another answering point (another queue or, for
voice, possibly voice mail). If the interflow timer expires, the contact is removed from the ACD queue and re-directed to yet another answering point.
The interflow time runs independently of the overflow time.

Logged on

An agent is logged on when the agent signs in to the ACD system. The agent might or might not be ready to receive contacts (calls, emails, chats, or
faxes).

Logged off
An agent is logged off when the agent signs out of the ACD system.

Longest waiting
The longest waiting is the duration, in minutes and seconds, of the contact (call, emails, chat, or fax) that has been waiting the longest in queue.

Make Busy

The term Make Busy refers to an agent state in which agents remove themselves from the ACD queue. It is possible for an agent to remove themselves
from one or more type of queue (for example, a call queue), but still be available for other types of queues (emails, chats, and faxes). While in Make
Busy, an agent is still able to receive non-ACD calls and emails.
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Media server

The media servers are the means by which the client communicates with you. The Media server field defines the media server against which you are
running the report.

Non ACD

An agent is on non ACD when the agent is currently involved in an incoming personal contact (call or email) or involved in an agent originated call.

Non-ACD true talk time

The non-ACD true talk time is the total duration of non-ACD calls, from agent pick up to client hang up. The true talk time does not include hold time.

Offered

All contacts (calls, emails, chats, faxes) received by the ACD queue, regardless of how they are handled or routed, are referred to as offered contacts.
Offered contacts include ACD handled contacts and abandoned (long) contacts. ACD requeued contacts, Queue unavailable contacts, and abandoned
(short) contacts are not considered. Telephone system data on the offered contacts and Average Talk Time is used by the Erlang C equation in
calculating the agents required.

Overflow

The term overflow refers to a mechanism that limits the delay faced by clients by queuing ACD contacts (calls, emails, chats, or faxes) against two or
more agent groups. An ACD contact that cannot be answered immediately is placed in an ACD queue. If the contact is not answered after a set amount
of time (the overflow time), it is placed in the ACD queue of another agent group, in addition to keeping its place in the first queue. The first available
agent in either group handles the contact. Overflow time is set at the telephone system switch and there is no default.

Quality of service
The quality of service reflects an agent’s ability to provide excellent assistance to each client.

Queue number

A queue number is an address mechanism for a queue or other answering point. The programming associated with the queue number defines the routing
and timing options available to the contact (call, email, chat, or fax).

Queue unavailable

The term queue unavailable refers to the rerouting of calls to the unavailable answer point as defined in the telephone system because the queue is
unavailable. The queue is unavailable because it is in Do Not Disturb, either because there are no agents logged on, or the supervisor puts the queue
into Do Not Disturb. The queue unavailable column represents a peg count for the number of calls received while the queue was in Do Not Disturb. You
can place yourself or a queue in Do Not Disturb for voice only.
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Schedule adherence

The term schedule adherence describes whether or not agents are performing activities they are scheduled to be doing. Workforce management tools
keep supervisors informed of discrepancies between agents’ work schedules and the actual activities they perform.

Recorded announcement device
A Recorded Announcement Device (RAD) is a system that provides prerecorded messages to callers waiting in the ACD queue.

Reporting number

The term reporting number refers to the number assigned to contact center resources, such as trunks, and to devices, such as ACD queues, for
reporting purposes.

Requeued

When an agent receives an ACD contact (call, email, chat, or fax) and fails to pick up the call after X seconds or X rings, the telephone system places
the agent in Make Busy. The telephone system requeues the call (places the call back in the same queue) and offers it to the next available agent.

Service Level Percent

Your Queue Service Objective might be for your agents to handle 80% (Service Level Percent) of contacts within 120 seconds (Service Level Time).
You specify the Queue Service Objective under YourSite =>Configuration=>Queue.

The Service Level Percent is the total number of contacts (calls, emails, chats, and faxes) which are handled, abandoned, and interflowed before a
defined threshold time (Service Level Time), compared to the total number of contacts handled, abandoned, and interflowed. The Service Level Percent
= (contacts answered + contacts abandoned (long) + contacts interflowed (long)) within the specified Service Level Time + (contacts answered +
contacts abandoned (long) + contacts interflowed (long)).

The default Service Level Percent is 80% for all contacts.

Service Level Time
The Service Level Time is the threshold time used in calculating the Queue Service Objective.

Your Queue Service Objective might be for your agents to handle 80% (Service Level Percent) of contacts within 120 seconds (Service Level Time).
Y ou specify the Queue Service Objective under YourSite =>Configuration=>Queue.

The default Service Level Time for calls and chats = 120 seconds. The default Service Level Time for emails and faxes = 120 minutes.
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SQL

Structured Query Language (SQL) is the language used to talk to popular Relational database Management Systems (RDBMSs). SQL is a standard
query language that can be used to enter, query, and change data in a database. SQL is also used to create and administer databases. Administration of
YourSite is done using Microsoft’s SQL Server, a database management system.

Talk time
See Handling time or ACD true-talk time

Time to answer

Time to answer is the number of seconds from the time an incoming external request enters the queue until the request is answered. This does not
include the duration the request waits in queue outside of regular business hours for the queue.

Trunk load

The trunk load includes the time from when a trunk picks up a call until the agent finishes speaking to the caller and disconnects. The trunk load does
not include Wrap-up time.

Unavailable
See Queue unavailable

Workforce management

Workforce management is the forecasting and scheduling of agents. Some workforce management systems use telephone system data to monitor the
real-time adherence of agents to scheduled activities, so you to know how many agents are currently logged in and available to handle calls.

Wrap-up time

The Wrap-up time is the time the agent spends completing transactions associated with a call after the agent hangs up. The Wrap-up time is a
standardized period of time during which an agent is not available to receive calls. If agents require additional time to complete paperwork or online
transactions, agents can remove themselves from the ACD queue temporarily for this purpose. Wrap-up time applies to calls only.

Wrap-up time is set at the telephone system switch and we recommend you set it for 1 second.
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