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WARNING!

Toll fraud is committed when individuals unlawfully gain accessto
customer telecommunication systems. Thisisacrimina offense.
Currently, we do not know of any telecommunications system that is
immune to this type of criminal activity. AltiGen Communications, Inc.
will not accept liability for any damages, including long distance charges,
which result from unauthorized and/or unlawful use. Although AltiGen
Communications, Inc. has designed security featuresinto its products, itis
your soleresponsihility to use the security features and to establish security
practices within your company, including training, security awareness, and
call auditing.

NOTICE

While every effort has been made to ensure accuracy, AltiGen
Communications, Inc. will not be liable for technical or editorial errors or
omissions contai ned within the documentation. The information contained
in this documentation is subject to change without notice.

This documentation may be used only in accordance with the terms of the
AltiGen Communications, Inc. License Agreement.

AltiGen Communications, Inc.
4555 Cushing Pkwy.

Fremont, CA 94538
Telephone:  510-252-9712
Fax: 510-252-9738
E-mail: info@altigen.com
Web site:  www.altigen.com

TRADEMARKS

AltiGen, AltiServ, AltiWare, AltiContact Manager, AltiReach, AltiLink,
AltiConsole, AltiAdmin, ACM Admin, AltiVRPlayer, Zoomerang, Alti-
Mobile Extension, IPTalk, AltiReport, and SuperQ are trademarks or
registered trademarks of AltiGen Communications, Inc.

All other brand names mentioned are trademarks or registered trademarks
of their respective manufacturers.

Copyright © AltiGen Communications, Inc. 2004. All rights reserved.
12/2004 4510-0001-5.0A
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AltiReport

AltiReport

Introduction

Call detail records (CDR) are an important source of information for call
centers running PBX systems. Previously, AltiGen relied on third party
applications for advanced CDR reporting. In OE 5.0, the CDR database is
re-designed with more information that can be accessed with AltiGen’s
own reporting application, AltiReport.

AltiReport is aweb-based reporting application that can generate up to 40
detailed CDR reports, including personalized reports according to agent,
workgroup, and DNIS. A report summary and analysisisalso availablefor
each report.

Requirements

AltiReport can be set up on aMicrosoft Windows Operating System. There
is no particular requirements for Client machine. Any computer with
proper web browser can be used as client machine; please verify the client
system has a suitable web browser (Microsoft Internet Explorer 6.0 or
above) prior to installation of AltiReport.

Requirements

e System must have OE/ACC or ACM 5.0A installed

e Installation must have External Logger 5.0A with Updatel (or above)
and external CDR DB (Microsoft SQL Server 2000) setup.

e Separate server for AltiReport—do not install on to OE or ACM
system. Minimum system requirement:

— Pentium 2G with 512 MB RAM (1G of memory recommended)
—40G HD
— Windows 2000/2003/XP

» AltiReport License— needs to be added to OE/ACC or ACM 5.0A
system and registered.

» Java?2, Standard Edition (J2SE) SDK 1.4.2
e Tomcat 4.1.31
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Installation

(Theinstallation instructions are for Microsoft Windows OS only)

Important: If upgrading your system from 5.0to 5.0A, whenever External
Logger Serviceisinstalled, External Logger Service needsto
be upgraded to the latest version (5.0A or above).

Installation

AltiReport requirestheinstallation of Java2, Standard Edition (J2SE) SDK
1.4.2, and Tomcat, before AltiReport can beinstalled. To begin installation
of these applications, put the AltiReport CD into the CD-ROM, which will
start the installation automatically. Or run the AltiReport Installation
program (setup\AltiReportlinstallation.exe) from the AltiReport CD.

1. Clickthelnstall J2SE 1.4.2 06 button to install Java 2, Standard
Edition (J2SE) SDK 1.4.2.

FNaltiReport Installation x|

Information:

= Install J2SE 1.4.2 06

J
Java Version: J25E 1.4.2_05
Package: D\JDKWindowsAjZsdk-1_8_2_0B-windows-1536-p.oxe

Tomeat
Wersion: Tomeat 4.1.31
Package: D:ATomcat\windowsjskarta-tomcat-4.1.31 exe

K Tt Tenret 41191 AltReport hd
| 3

<

Status:

Ttem
J25E 1.4.2_06 nstallation is tuning

istall &R epor 504 Release

altiGen Commurications, Inc. E =

Figurel. AltiReport Installation Wizard - J2SE Installation
After successful installation of J2SE , the Tomcat installation is enabled.
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AltiReport

2. Click theInstall Tomcat 4.1.31 button to install Tomcat 4.1.31.

x|

P\ altiReport Installation
Irformatior:
Ttem -
d
= JDK Information o
lava “Wersion: J25E 1.4.2_06

Package: D:ADKUwindows\i2sdk-1_4_2 06 windows 586 p.eve

Tomeat

Version: Tomeat 4.1.31

Package: DATomeat\windowsbakartz-tomeat-4.1.31.exe
,_..vﬁg Install Tomeat 4.1.31 AliReport

Kl

‘InstaH Tomcat 4.1.31 by executing D:iTameatitwir ji tomeat-4.1.31.exe]

Item

Tomcat 4.1 37 installation is runing

Tameat 4.1.31 may not be installed propery
Irnstalli&lif sport G105 Fielesse

alien Cornunications, Tnc. 1 Ea

Figure2. AltiReport Installation Wizard

3. Beforeinstalling begins, the Tomcat License Agreement dialog box

appears. Click | Agreeto continue.

%npache Tomcat 4.1 Setup: License Agree _|E| 5'

D m, ‘You must read the Following license before installing:

=)

Apache License d
Version 2.0, January 2004
http: v apache.oroflicenses,
TERMS AMD COMDITIONS FOR. USE, REPRODUCTION, AMD DISTRIEUTION
1. Defiritions.

“License" shall mean the terms and conditions for use, reproduction,
and distribution as defined by Sections 1 through 9 of this document,

“Licensat" shall mean the copyright awner or entity authorized by
the: ranwrinht awner Hhat is arantinn the icense. =]

Cancel Iullsaft Install System 2,0

Figure3. Tomcat License Agreement

4. Inthe Tomcat Setup Installation Options dialog box, enable the

checkboxes for:

— Tomcat

— NT Service

— JSP Development Shell Extensions
— Tomcat Start Menu

— Documentation and Examples
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Installation

Then click Next.

% Apache Tomcat 4.1 Setup: Installation Elp ] 5

\ This will install the Apache Tomecat 4,1 servist container on your computer:
=)

Select the type of install: Custom j

Or, select the optional
components you wish to install:

‘orcat {required)
Service (NT/2k{%P onky)

SP Developrment Shell Extensions

Torncat Start Menu Group

Dacumentation and Examples

-] Developer Resources

Space required: 33.2MB

Cancel Tullseft Tnstall Systen w20 < Back. |

Figure4. Tomcat Setup Installation Options

5. Inthe Tomcat Setup Basic Settings dialog box, enter the HTTP/1.1
Connector Port, and Administrator login User Name and Password,
then click Finish.

% Apache Tomcat 4.1 Setup: Basic settings - |E||5|

HTTP{1.1 Conmectar Port |

Administrator Login
User Mame admin

Password

Gance | [ullsoft Install System vz.0 = Back
Figure5. Tomcat Setup Basic Settings

The HTTP Port defaults to 8080. If Port 8080 isnot available, it can be
changed to a different port, such as 80.

The User Name and Passwor d are for Tomcat administration.

After successful installation of Tomcat 4.1.31, the AltiReport
installation is enabled.
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6. Click thelnstall AltiReport 5.0A icon toinstall AltiReport.

P altiReport Installation x|

Infarmation:

[i II"\

JDK Information

W
=
=

e DAIDK Windowshi2sdk-1_4_2_0Bwindows-586-p ewe
Tomeat

Wersion: Tomeat 4.1.31
Fackage: D:ATomcat\Windows'\jakarta-tomeat-4.1.31.exe

ﬁ% Tomeat Information AliRepon -
4] | »

Status:

Tkem
Tomeat 4.7 37 installation i wnning

ﬁ | Tomeat 4.1.31 installed
Install AliReport 5.04 Release

Install AltiReport 5.04 Release

altiGen Communications, Ine. e

Figure6. AltiReport Installation

7. After successful installation of AltiReport 5.0A, reboot the system.
Y ou are now ready to set up AltiReport.

Accessing AltiReports Remotely

If AltiReport must be accessed from outside of the company, TCP port
(Default 8080) of the machine must be opened at firewall and NAT

AltiReport can be accessed by URL.:
 http://<ip_address>:8080/altireport or
* http://<computer_name>:8080/altireport
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Accessing AltiReports Remotely
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Overview

When logging into AltiReport, you can login asan Admin role to access
AltiReport administrative and configuration or asa User to access reports
or settings.

Important: For security purposes, if the AltiReport window isidle for 15
minutes or longer, the application will timeout and you will
need to re-login.

Administrator Login

The AltiReport Administration screen is only available for users with
administrative rights. The administrative may perform the following
functions: change and existing user profile, add a new user, delete a user,
view server connection parameters and AltiReport registration settings.

Tologinasan admin user, inthe AltiReport L ogin screen, select therole as
Admin and enter the administrator L ogin Name and Passwor d, then click
the Login button.

ZJ AltiReport - Microsoft Internet Explorer

| Fle EGt View Favorites Tools Help -

| ek - 2 - 2D Zt Dseach [wiFavaries PiMediz o | Bhr Zh 2 F]
| avdess [ ] rarg ffesthand. dtigen. confatireporticn. 5o EllEE|

| Google~ | v Epsemchwes « | g3 | Ehsosboded Eloorl 5 | Fdop

AltiReport 5.0A

Released: 09,27 /2004

Role: & admin © User
Login Narme:

e Bl a2 o

|&] ene L ntemet

B

Figurel. AltiReport Admin Login

The administrative main menu includes the following configuration
functions:
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Administrator Login

e Administrator Profile

* CDR Database Registration
* AltiWare Registration

*  User Management

e Mail Server Configuration
e Backup and Restore

* Log Configuration

AltiReport

e attigenidam

Login Mame: admin | Adminiztrator L"'-"“:'

Admin Profile
A Profile Aot admin
CDR Databage Ermeal tomiugPakigen.com
\Registestion S Phone (5100252-9712
Altifare Registration.  Compeny Nems ABGen Commuricating, e
M=“‘ Strest Address 4555 Cushing Parkway
MallSorver | o
Configuration Stade or Province CA
bwkpaRosiore as53
- Country usa
Log Configuration
[ v altigen.com |
[

Figure2. AltiReport Administration Menu Options
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Administrator Profile

To enter or modify information for the administrator, click the Edit button
to open the Update Admin Profile window.

LognHome: mdmin | Fole: Administrotor

Update Admin Profile

Administrotor Profle. Administrator Accourt [dmin |
B G paszard | |
Altivéare Registration  Mew password [ |
vser Conimnew Pessward | |
'ff'ws““;m Emai [famiu@abigen com |
Backim & Reslore Phone (5102525712 ]
Log Configuration Compeny Nome [AltiGen Communicating, Inc |
Street Address [+555 Custirg Patkway |
Ciy [Fremart |
State of Provinca [ca |
zn [ |
Courtry [usa |
-

Figure3. Update Admin Profile Window
Note: The Administrator Account field is not editable.

When the necessary information has been entered, click the Update button
to save the changes.
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Administrator Login

CDR Database Registration

ion -> List All Datab

Administrator Profile  Detabhase Detabaze Uses

| . Descripton Databazs Sarvar DB Server Typa i Database Name  Status Actian
‘COR Database

Registration Annie 10.10.0.252 alzerver Bl EXTERNAL COR  Conrected
Althare

- [ Add database |
User Management

| eems.atiigen.com |

Figure4. CDR Database Registration

In order for AltiReport to access the external CDR database, the
administrator must register a CDR database. To add a database, click the
Add Database link in the CDR Database Registration window.

m CDR Database Registration -> Add

Adminigtrator m: Drtabnze Descrigtion [ |

m Datsbase Server IP Addrass [ |
Anware Regietration.  Detabsss Server Type [zoLgemer =]

um Management Database Usar Account [ |
Ml Seruer | e [ ]
\Backup & Restors | Detsbsse liame onthe Server [E<TERNAL_COR |
Ao

s aMigee coem |

Figure5. Add CDR Database Registration

10 AltiReport Manual



Inthe Add Database Registration window, enter the necessary
information in the blank fields for Database Description, Database

Server | P Address, Database Server Type (SQL Server), Database User
Account, Database User Password, and Database Name on the Server.

Click the Add button when finished.

The status should show “Connected.” If not, use “Edit” in the Action
column to change the DB setting.

To edit or remove an existing CDR Database, use the “Edit” or “Remove

link in the Action column.

AltiWare Registration

Atiiare Msnager
Extension

AOMINIEAOr PEOTIe.  yoyare Degcription  System P Address  CDR Dafebase Action

CDR Database

Registration Heary-Metal 101008 Arviie 20 [ Exit]- [ Bemove |
Altiefare Registration | Add aftiware |

User Management

Mail Server

Configuration

Backup & Restore

lmvatiigsn.com )

Figure6. AltiWare Registration Window

AltiReport will use information entered in the AltiWare Registration
window to check if AltiGen server has AltiReport license entered and
registered. Each AltiGen server needs to have one license.

To add an AltiWare, click the Add AltiWarelink in the AltiWare
Registration window.

ALTIGEN

Logn Nsme: admin | Rok: Adminkstrator

@Ahlware Registration -> Add

Adminigtrator Profile  Syriem Deserptian

m:: Syslem P Address |
AMiWere Registration ~ CDF Datshsse Annig =

User Edenchn [ J
e s [ | |
Backup & Restore. rm

Log Configuration

e, gHigen,com |

Figure7. Add Altiware Window

AltiReport Manual
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Administrator Login

Inthe Add Altiwar ewindow, enter the necessary information in the blank
fieldsfor System Description, System | P Address, select CDR
Database, AltiwWare Manager Extension, and AltiwWare M anager
Password. Click the Add button when finished.

To edit or remove an existing AltiWare, use the “Edit” or “Remove’ link
in the Action column.

User Management

FRole: Adminiztrator

Logh Mame: admin |

User Management -> All Users

Login Meme: First Mame  Last Mame  Title: Email . ST Altiedare: Ackion
Heay- [Eckt]-
TSmith Toin Simith Engreer  Tamihidatigencom  RaD Mt [ Remave |
Heaney- [ St ] -
Mllones harc: Jores mjoresE@atigen com  shkes Metal [Remove |
i Hesnvy- [Euil] -
ibrown Jim Brown ibravnigabaen com ten i ]
Heavy-  [Edt]-
thames {] 1 1 il 1 Matal IR 1
anmte  Anme Whits 1o anhte@abgencom  cuppet R0 [EE-
Metal | Remove |

[ Add uger

[ tatasi altigen com |

Figure8. User Management

Theadministrator can add usersto AltiReport using theUser M anagement
window.
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To add an AltiReport user, click the Add User link at the bottom of the
page. Enter the L ogin Name, Password, First Name, Last Name, Title
(optional), Email, and Department Name (Optional) for the user. In the
Permission field, use the check box to select at |east one AltiWare system
that the user will be able to access for AltiReport. Then click the Add
button.

AltiReport::

s attigen Som

Log out
3

ogn Mame: admin | Role: Administrator

User Management -> Add

Administrator Profile
COR Database Login Mame [puskiie |
Registration

Pas: | ----- |
AltiWare Registration
e First Marme {onne |
Ml Seruer Lasthiame [ivhae J

guesiion Tele [ ]

Backup & Reslore

Emal [awhite@atigen.com |
Log Configurstion

Diepartmert hlame [ropport |

Permizsion ™ HeawyMetsl

=l

Figure9. Add User - User Management Window

Mail Server Configuration

The administrator can configure an email server in Mail Server
Configuration. AltiReport will use this email information for auto delivery
of reports.

Fok: Administrator

 Contauraton N

Adminietrator Profile  AfiReport Vish Server Hame (DNS name or P address) firsthanrd atigen com

COR Database ANiREpA Viish Server of Tomeat TCP Pt £

Registration

Altiware Registration  Scnder Email Aderess tomiatigen.com

User Managemant Curtgoing Masl (SMTP) Server mail akgen com

il SMTP Sarver Reguires Autherdication Yes

Configurstion SMTP Accourt Name thu

Backup & Restore

T Send Test Mezsage to this Emai Address fomiuEatigen.com
og Configuratin

'

Figure10. Mail Server Configuration Window
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Administrator Login

To add amail server, click the Edit button on the Mail Server
Configuration window to open the Mail Server Configuration Edit window.

F—— . MailServer Config
Administrator Profile
COR Databace AtiRegort Sarver Name (ONS name or IF acdress)
Registration
VWb Server o Tommeat TCP Port
Altiv¥are Registration
User Management
Sender Emall Adcress dorapaits@akigen com
Mail Server
Cotgron ey 1 S
Backup & RESIONE 51p Scryer Remires Adhertication [
oot on 1 ecorone
SMTP Paszword
Send Test Mezsage o ihiz Emal Adcress 7=
Al I 3

Figure11. Mail Server Configuration Edit Window

Inthe Mail Server Configuration Edit window, enter the necessary
information in the blank fields for:

e AltiReport Server Name (DNS name or IP Address)
* Web Server or Tomcat TCP Port

*  Sender Email Address

e Outgoing Mail (SMTP) Server

e SMTP Server Requires Authentication checkbox
SMTP Account Name

« SMTP Password

e Send Test Message to Email Address

Click the Update button when finished.

Backup and Restore

Important: Uninstalling AltiReport or Tomcat will lose all configurations.
If you need to uninstall AltiReport or Tomcat, back up
configurationsfirst.
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The backup and restore functionsin AltiReport will backup and restore
configuration and settings from the Administrator Profile, CDR Database
Registration, AltiWare Registration, User Management, and Mail Server
Configuration windows.

LognName: admin | Rol: Administrator

m Configuration Backup & Restore

— Backup Restoie

Figure12. Backup and Restore Window

When Backup is selected, AltiReport will ask open a File Download
dialog box, for you to open the AltiReport backup file (AltiReportY EAR/
MONTH/DAY .zip) or savethefile to your computer.

AltiReport

oM At e opT

Foke: Administrator

File Download

 Continraton N
. =
Acmistrsor rone [~ [EETT R 11
mm By Some fils can has I the file infamation belor
+ can haim your computer. IF1 mation belav
on ? ook susiciaus, o you do not full brust the source, do nal apen o
AtiV¥are Registration save this file,
:unrllumm | File name: slirepoit 20041026 2p
Mail Server Filewps:  WirZipFie
LT From:  frsthand dligancom
_Mnl Restore
LogConfgurstion :I
wioukd you Bk by open tha file o 2ave it o pou computar? |
Gpen  |[ Swe | Cama Ve o |
[¥ Always sk before opening this type of file

Figure 13. AltiReport Back Up
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Administrator Login

When Restoreis selected, you will be required to validate the Admin
Password, then click Enter to restore all previous configurations from the
Administrator Profile, CDR Database Registration, AltiWare Registration,
User Management and Mail Server Configuration windows.

el admin | Fak: Administrator

p— WValidate Admin Password

Administrator Profile
Piense erter AfiRepor dninpessword ||

Registration

| ma.attigen.com )

Figure 14. AltiReport Restore

Log Configuration

The Download L og File button in the L og Configur ation window allows
you to download the AltiReport file as alog file. Use the Enable button to
to include debug information in the log file, then click Apply.

rati
Administrator Profile DownloadLog Asfile: | Downlaed LogFile

Logging Datug Information
. Enmible: & Disohie
Ak

[passaltigsn.com ]

Figure15. Log Configuration
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User Login

The AltiReport User screen allows the user to generate up to 40 specific
reports that can be printed or exported asa.CSV file.

To login as an general user, in the AltiReport Login screen, select the role
as User and enter the administrator L ogin Nameand Passwor d, then click
the Login button.

Zj Altikeport - Microsoft Internet Explorer -

| Fle Edt View Favorites Tools Help -

| wEek - =2 - D [2] Y| Rsearch SiFavoctes Preda (P D S = H

| Adass [{E) harp:fIFesthand.ahigen.comizkirepertioh.sp
Googe- [ =] ghseachwe -

T Ehootblded Rl

AltiRepon 5.04

Relaased: 09/27/2004

Role: € adain © Lser

vewessitigen com

|&)oene o Intermet

B

Figure 16. AltiReport User Login

Main Menu

The main menu displays when you are logged into AltiReport as auser.
From here, you can access all aspects of the AltiReport reporting
application based on the level of permissions or rights assigned to you by
your AltiReport administrator.

Thedefault window displayed when auser logsinto AltiReport for thefirst
timeisthe User Profile window. When reports are added to the Favorite
Reports List, the List All Favorite Reports window will become the
default window the next time the user logs into AltiReport.
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Main Menu

Thetop of the window displaysthe Login Name, Role, and Query

Preference. The main menu is divided into Group, Categories, and Sub-

Categories.

Usger Infarmation

Liogn niseme tam
First Hame Tom

Lasst Mame Liu

Tl

Department Name

Email

Permizsion Heavy-metsl

Query Preference

Guery Freference Quick (Heavy-metal)
LEdit]

Figure17. AltiReport Main Menu

Groups

Groups are tabslocated at the top of the menu. Clicking on atab allowsyou

to access reporting tools for that group.

* Favorite Reports - reports that are frequently run by the user.

* Agent Report - reportson al or individual agents within asite or

workgroup.

e Workgroup Report - reportson all or individual workgroups within

aparticular site.

* DNISReport - reportson al or individual DNIS.

¢ About - lists AltiGen contact information.
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Categories

Categories are report parameters located as drop-down lists from the
Groups tabs displayed in the main menu. Based on the group you select,

selecting a category from the drop-down list allowsyou to further filter the
category for the report you wish to run.

1

-Cumuiative Cuithound Call
Handling

-Total & % Inbound Calls
ANS/ABNADIFL

-Total & % WG Inbound Calls In @
-Average Call Handling Time
-Total Outbound Calls

-Total Qutbound Calls Handling
Time

-Daily Max Number of Calls in
-Daily Longest Queue Time

-Daily Real Time Service Level]

Favorite Agent Report Workgroup Report DNIS User About
Report Report Profile
Frequently- | Detail Detail Detail User AltiGen
Tun reports -Achivity Event -Call Detail Report -Calt info contact
-Cal Detail Report | Summary Detai info
Surnmary -Agent(s) State . Feport
-Performance -Agent(s) Performance Summary %\l
Surnmary -Agent Calf Activity Summary with Surmmary
-Wi5 Calls & Direct % Analysis
Cailf Activity -Ageni CaliTime Coniribution %
Surmmary Repori Comparison
-State Summary -inboundiOutbound Call
Repori Summary with % Analysis
-WIZ Inbound Calls -inbound Calls Wait Time
Sumimary Repor Surmmary
WG Quthound Calls -inbound Call Handling Summary
Summary Report -Outbound Call Handling
-Direct Calls Surmmary
A STmmary Report Analysis
Analysis -Inbound Answered Call Wait Time
:a%?i);?;ume -inbound Abandoned Call Wai Time
A -inbound Overflowed/Redirected
~Average WG Call Calis Wait Time
Handling Time
Analysis -Inbowund Calls -Answering Time
8 Coniribution {o -Outhound Caill Handling Time
each W5 -Inboung Caill Priorify
{inbound/Cuthound) | _Cumudative InboundOuthound Cali
-WE Call Handiing -Curmuiative Inbound Call Wait Time
Time Distribution -Curmuiative Inbound Call Handling

Figure 18. Reports Categories/Sub-Categories

Sub-Categories

Sub-categories are report names located as drop-down lists from the
Categories parameters of each Group tab.
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Main Menu

Agent Report

Detail:

— 1101 - Activity Event

— 1102 - Call Detail Report

Summary:

— 1201 - Performance Summary

— 1202 - WG Calls and Direct Call Activity Summary Report
— 1203 - State Summary Report

— 1204 - WG Inbound Calls Summary Report

— 1205 - WG Outbound Calls Summary Report

— 1206 - Direct Calls Summary Report

Anaysis:

— 1301 - Call Volume Analysis

— 1302 - Average WG Call Handling Time Analysis

— 1303 - % Contribution to each WG (I nbound/Outbound)
— 1304 - WG Call Handling Time Distribution

Workgroup Report

20

Detail:

— 2101 - Call Detail Report

Summary:

— 2201 - Agent(s) Sate

— 2202 - Agent(s) Performance Summary

— 2203 - Agent Call Activity Summary with % Analysis
— 2204 - Agent Call/Time Contribution % Comparison
— 2205 - Inbound/Outbound Call Summary with % Analysis
— 2206 - Inbound Calls Wait Time Summary

— 2207 - Inbound Call Handling Summary

— 2208 - Outbound Call Handling Summary

Analysis:
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— 2301 - Inbound Answered Call Wait Time
— 2302 - Inbound Abandoned Call Wait Time

— 2303 - Inbound Overflowed/Redirected Calls Wait Time

— 2304 - Inbound Calls Answering Time

— 2305 - Outbound Call Handling Time

— 2306 - Inbound Call Priority

— 2307 - Cumulative Inbound/Outbound Call
— 2308 - Cumulative Inbound Call Wait Time
— 2309 - Cumulative Inbound Call Handling
— 2310 - Cumulative Outbound Call Handling

— 2311 - Total & % Inbound Calls ANS/ABN/OFL
— 2312 - Total & % WG Inbound Callsin Queue

— 2313 - Average Call Handling Time
— 2314 - Total Outbound Calls
— 2315 - Total Outbound Calls Handling Time
— 2316 - Daily Max Number of Callsin Queue
— 2317 - Daily Longest Queue Time
— 2318 - Daily Real Time Service Level
DNIS Report

» Detail:
— 3101 - Call Detail Report

e Summary:
— 3201 - Call Summary

Reports

Navigation

To access areport:

1. From the AltiReport main menu, select a category report menu
(Agent, Workgroup or DNIS), then use the side menu bar to highlight

AltiReport Manual
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Reports

and specify the type of report (Detail, Summary or Analysis), then
use the side bar menu again to highlight and open the desired report.

AltiReport

TR 20 veomince Sunnery

Maima Anatyziz 1202 Vi3e and Direct Call Activily Sumenary Report Hcticn

1200 Stabe Summery Repart
1204 W3 nbound Calls Summery Report
1205 WG Dutbound Calis Summary Repart

1205 Direst Calis Summery Repart

4 (i

Figure19. Report Navigation

2. Oncethereport is chosen, configure the parameters for this report,
including the Time Range, Filtered By and Output options(HTML,
XML or.CSV file).

Home: Poge >
Pleaze select one or more Agent(z) Summary interval | D8y .I
List Agerts Inorkgroup -
541 (Coni-ext £) -] Report Range
542 (confext 2) % Time Period | Last "I Week "I
543 {confext 2) . =m
544 conf-ext 3 © From | EEE B
643 (coni-ext 3)
548 (coniext 3) Filtered by
547 (coniext 3)
548 (cont-e 3) s PR R
543 (conf-ex 3) FEFEEEER
591 {confaxt 1) -
592 (cont-ext 1) I~ Time From |00 2].J00 2] 1o [00 =] [00E
593 (confext 1)
694 (conf-ext 1) ut
595 (confext 1) Culp
595 (cont-ext 1) Output Format IHTML =
597 (confext £) F o =
598 (context2) S RERD W
599 (oni-axt 2 =l Snow Empty Resul ™ Show Empty Recerd
= s

Figure 20. Configurereport parameters
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3. After the parameters have been set, click the Next button and
AltiReport will automatically generate the report results.

Wesnessiay, October 20, 2004 10:56:48 AW Adito Favorte. :I

AGENT(S) - DIRECT CALLS SUMMARY REPORT

100 (Front Desk)
Tirect Outbaund Cais
St Dete | Agert. Answered i) Camesled Fold
cais | Ten v cais | Tak Ava | cass | Tek Avg | cas [Tk [ A
002004 | 100 | 0 - . 1 oomz | 000z | O B - o | - | -
10A1/2004 | 100 | 33 05853 | 00148 15 | @100 | Q0044 | 19 | G250 001 [
0n2e00d | 100 | 3 03001 | 00mas 2 oosez | 007 | 6 | m1wss | 002: | 0
i0M3R004 | 100 | 20 | 07T | @0o3e 20 | 00815 | ooods | 16 | o6 | oote2 | 0 |
10142006 | 100 | 30 on4a2 | oons 25 O0sds | 0037 | 19 | o445 ooam [ 0 | . | .
ionsmo0d | o0 | 48 | 02801 moods 16 ooen | noods | 23 | ossi omez | o . .
Sub Total 83| 2anis | weoas | e : 05 | 95 | 03336 | eouz1 | @4 | wea | omew | @ | - | -
il | _»l_l

Figure21l. Report Results- HTML

<?xml version="1.0" encoding="[S0-8853-1" 7>
- <REPORT>
- «TITLE>
<![CDATA[ Agent(s) - Direct Calls Swmeary Reporc ]]>
</TITLE>
- <REPORT_ID=
<I[CDaTaA[ 1208 ]]=
</REPORT_ID>
- <DATE_TIME>
<![CDATA[ 0g/2e/2004 18:00:43 ]1>
</DATE_TIME>
- <ALTIWARE_ID=
<![CDATA[ Heavy-Hetal ]]=
</ALTIWARE_ID>
— «TIME_RAMGE>
<!|[CDATA[ 09/15/2004 — 09/25/2004 ]]»
</TIME_RAMNGE>
- <SUMMARY _INTERVALZ
<I[CDATAL Day  1]>

ISR AR TRITERUAL

Figure22. Report Results - XML

Bl mucroscft Excel

| B Bt ew Jseit FRmal Jocs [ela Widow Heo )

DEEs GRY[LRE| - &5 el 00w =[lo = e e ) T
Al -] = | =Pl wirgion="1.0" ancodirg="UTFE7>

3 |
1 O ercoding="UTF-5"7>
rs
3
[ 4 Agentis) - Direcl Cals Surenary Reporl
5 Repor iCx 1506 Adiwiare (0 HeseMetal
B Tirne Range: D8/132004 - BUR57 Group By: Agent
7 Filter By
B
EX g
il Direct Inbound Calis
A1 Start Date Agent Ansaered Hald Tl Connecled
12 Calk Tatx Eay Calls Talx Ay Calk Eug Calls Talx A
13 SubToral 0. . o 3 o . o .
14
15
|16
17
18
13
n

Figure 23. Report Results- .CSV
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Favorite Reports
To add areport to Favorite Reports;,

1. After running areport, click on the blue Add to Favorite buttonin the
top right corner of the report’ s window.

AGENT ACTIVITY EVENT REPORT

O3RAI004 17:27:22

102 (Jimmin Yao)

Time Starp Agent | Actty Type | Wiarkgroun Logout Reazan
05721 2004 152535 102 DRCUFNTE Al
O8Q22004 12:04.08 102 DNCUFNTE | Al
8220004 12:94:39 10z DRCuPATE Al
5220004 13:51:23 102 DCUFNTE I Al
Q5220004 13:51:36 102 DRCuFNTe Al
OSE2004 135204 102 DhOUPNDE Al
5220004 13:57:49 102 Errar Al
8020004 13:57:53 102 Errar | Al
O8Q20004 15:46:28 102 DCuFNTE Al

Figure 24. Add to Favorite Report Window

2. IntheAdd Favorite Report window, enter aName and Description for
the report, then click Add.

iplorer
| Fle Edt View Favorites Tooks fep

| ek - = - @D (2] Y| Doewch CigFavortes Freda (F T Sh [ H

|t [T

igen,

] 0w || Gorgle~ |

Deseriglicn

ke General User I Quiry Praferance: Quick (Heavy-Metal)

AltiReport

[Bigent 103 - Agere Cal Detail Aizpen

ﬁwﬂﬂi - Jabn Semih - Agert Cal Detail Fepar |

Figure25. Add Favorite Report Window

24 AltiReport Manual




3. Thiswill add thereport to the Favorite Reports section, where it will
belistedunder List All Favorite Reports. Y ou can then run thisreport
directly from thiswindow, instead of having to find the report in the
category menus.

AltiReport:
seti

Role. General User

List All Favorite Reports

Matie Rapart Type Scheded Action
Agert 103 - Sgent Coll Detoil Report — Agent Cal Dt Report it scheduled edt  remove
[ gHigen.com |

Figure26. List all Favorite Reports Window

Note:  When reports are added to the Favorite Reports List, the List All
Favorite Reportswindow will be the default window the next
time the user logs into AltiReport.
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Scheduling Favorite Reports

After adding areport to the Favorite Reports list, you can click on the edit
optionintheList All Favorite Reportswindow to open up the Update
Favorite Report Window, where you can set up a schedule and email for

the report.

Login Heere: lom | Role: General User

Update Favorite Report

Hame

Raport 0

[

[
Report Name =

[

Descrgtian

i Auto Schedule:
! Stheduie cace [MM7Ghyyy Himm T
& Recuring

Stan pate: [127172004 ;

ooty evary[1 =] oayie
E M T W T F §

R s R NN R

© pay|1 =] ot the vorin

€ wmartnty every| 1 | mortngs) T First Day of the Morth

 Last Day of the Merth
Send report ot | 16 'I- 00z

Send Repart to: (sepsrote mubiple emai addresses weh |1)

uGsupervisorfaltigen. cor

Figure27. Update Favorite Report Window

In the Update Favorite Report window, select a schedule for the favorite
report. Y ou can also configure an email address that AltiReport can send

the report to.

Important: When setting up areport schedule for a specific time, the user

must set the schedule at least 15 minutes before the current

time or the report may not be generated/sent. For example, to
run areport at 5:00 PM, you must set up the report schedule

prior to 4:45 PM.
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Printing Reports

To print areport, click onthe Web Print button in the top left corner of the
report’ s window.

Wednesday, October 20, 2004 10:5
AGENT(S) - DIRECT CALLS

100 (Front Desk)
I 1 1

Firnrt lnboond Calls

Figure28. Web Print Button
This opens a new web window.

&)@ B [r5% || HideMagins | Dose AliReport

W(s) - Inbound Calls ANS/ABHIOFL Analysis Fage 10f2

L, L ,
WG(5) - cALLS ANALYSIS

Towrd T EaEs

450 (Tech Support (New))
ol
[

SHHH@EH 2o a3
il

HYHzaHyRWHY zn o8

EEEET TR

oo%
oo
s
319
1%
s
s
%
%

gl I

Figure29. Web Print Window

TheWeb Print feature will automatically adjust paper print size, layout and
orientation. Y ou can also manually change the margins using the black
marginiconsat any corner of theweb page. Also, you can use the menu and
toolbar at the top of the window, which allowsyou to print, set up the page
for printing, zoom in/out, hide margins, or close the window.
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Important: Before using the Web Print feature, make sure the Print
background colors and images checkbox is enabled in the
Internet Options of Windows (I nter net
Options>Advanced>Settings>Printing). Otherwise, theweb
report generated will bedisplayed, and subsequently printed, in
black and white.

Internet Options E ..?.J_.EJ

Genersl | Secuiy | Privacy | Content | Conmections | Piograms  Advancad

Wins -
[#] Piirt backeraund eakais and mages J
A, Seamrm

Q‘ when ssaching

O Display tesuks, and go o lhe most el sl
Q) Do ral sesich fiom Ihe Addiess ba
Q0 Just displa the r2suls in the main window
@ Just go 1o he mast kel sile
B Secuily
[ Check for pusiksher's cetlific she revacstion
[ Check for server cedfificste revocation [rquives reslan] J

[ Check for signahures con dovnioadad programs

O Do not sewe enciypted pages b dak

[ Empin Temporsrs Ibemet Files lolder wihen biows= i3 closed
O Ensbie Integrated wirdows Authenlication liegurss ieshar]

Enable Pralie fssestant -
| i »
Bestore Defauts I

Ok | Coedl || iwb |

Figure 30. Print background colors and images checkbox - Internet Options

Saving Reports

To save areport outputted as an HTML format, use the Save As function
in the Windows menu to save the web page.
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Reports

Reports
For detailed information on database fields, refer to the CDR Manual.

Agent Reports

1101 - Agent Activity Event
The Agent Activity Event report displays the agent’ s activity.

Time Stamg | Agent | Activity Type | ‘Warkgroup | Logout Reason
1142972004 05:26:18 20 Login 450 (Tech Support (Mew))
112802004 05:45:50 210 Maot-Ready All
112802004 05:45:50 210 Ready All

A <o <o TE>

Table
All datafrom Table AGENTACTIVITY

Columns

a  AGENTACTIVITY.Time_Stamp

b. AGENTACTIVITY.AgentNum
AGENTACTIVITY Activity
AGENTACTIVITY .WGNum

e. AGENTACTIVITY.Reason

1102 - Agent Call Detail Report

The Agent Call Detail Report displays the CDR records for an agent’s
inbound and outbound call.

Inbound Calls
Start End l Duration in Different Call State Start thir| Exit Session  [Seq|
Cir Time: Time Caller | s | Ring | Talk_|Hole|Rec Priority SLT State: 1] D
11/29/2004 1172972004
| tssos 105850 1234567 S67[0.00:04 00015 0000100022 - | - | 5 | ¥ Cornectest 101269284 1
11429/2004 1172972004
n| ioats e 1234867 56700006 - 000:20) - ki Hang up During Ring 1101269526 1
a B c 0 B F | 6 H L jJk L |m n o P
Outhound Calls
Start Enel [ Duration in Differert Call State: [ Stert [vnin Ext Session | Seq
Dir Time Time: Target | Wi | AAIVR [Gueus | Ring | Talk |Hold [Rec | Priorty | SLT State D [
Cut | 1282004104543 | 11292004 104826 | 1234567 |123] - - |momos [oo43s | - - [ - ¥ Connected 1101266277 | 1
Out| 11292004 10:56:09 | 11292004 10:56:13 | 1234887 (123 - - |ooood | - - - - ¥ | HangupDuringRing | 1101269293 | 1
A [ c 02 |Ee2| F [ H va kL M H o 3
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Table
All Datafrom Table CDR Main
Columns
a.  Direction
b. StartTime
c. EndTime
d. D1-CdlerNum; D2 - TargetNum
e. El- TargetWgNum; E2 - OutGoingWG
f.  AADuration
g. QueueDuration
h. RingDuration
i. TakDuration

j. HoldDuration
k. RecordDuration

. StartPriority

m. AnswerWithinSLT
n. ExitState

0. SessionlD

p. SequencelD

1201 - Agent Performance Summary

The Agent Performance Summary report displaysasummary of an agent’s
performance.

AllWiGs and Direct Calls (Inbound & Outboun) ‘ Total ‘ Non-Call Activities
StartDate | Agert | Answered | Hold [ Wrap-Lp | Performing [ cals Other Activities During Login
| Calls [ Duraion | Avg | Calls | Duration | Avg | Cals | Durdlion | Avg | Time RNA | Hot-Ready | DNDFWD [ Errer
M222004 | 210 | M | 43916 | 00648 | 4 | 00043 | 00003 | 40 | 04430 | 00021 | 45359 [] 1:33:00 - 0.00:08
232004 | 200 | 23 | 22809 | 00502 | 2 | 0006 | 00008 | 28 | 00845 | 00020 23840 [ 11042 - 00002

CBoC <D

Table

All datafrom Table AGENTPERWGSUMMARY1,
AGENTPERWGSUMMARY2, AGENTSUMMARY 1,
AGENTSUMMARY2, AGENTSUMMARYA4.
Columns

a.  AGENTPERWGSUMMARY 1.StartTime = AGENTSUMMARY 1.StartTime
b. AGENTPERWGSUMMARY 1.AgentNum = AGENTSUMMARY 1.AgentNum
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c. AGENTPERWGSUMMARY 2.NumIinWGAnswered +
AGENTSUMMARY 2.NumInDirCall +
AGENTPERWGSUMMARY 2.NumOutWGConnected +
AGENTSUMMARY 2.NumOutDirConnected

d. AGENTPERWGSUMMARY 2.DurlnWGTalk +
AGENTSUMMARY 2.DurlnDirTalk +
AGENTPERWGSUMMARY 2.DurOutWGTalk +
AGENTSUMMARY 2.DurOutDirTalk

e D/C

f.  AGENTPERWGSUMMARY 2.NumInWGHold +
AGENTSUMMARY 2.NumInDirHold +
AGENTPERWGSUMMARY 2.NumOutWGHold +
AGENTSUMMARY 2.NumOutDirHold

g. AGENTPERWGSUMMARY 2.DurlnWGHold +
AGENTSUMMARY 2.DurlnDirHold +
AGENTPERWGSUMMARY 2.DurOutWGHold +
AGENTSUMMARY 2.DirOutDirHold

h. G/F

i. AGENTPERWGSUMMARY 2.NumInWGWrapUp +
AGENTSUMMARY 2.NumInDirWrapUp +
AGENTPERWGSUMMARY 2.NumOutWGWrapUp +
AGENTSUMMARY 2.NumOutDirWrapUp

j-  AGENTPERWGSUMMARY 2.DurlnWGWrapUp +
AGENTSUMMARY 2.DurlnDirWrapUp +
AGENTPERWGSUMMARY 2.DurOutWGWrapUp +
AGENTSUMMARY 2.DirOutDirWrapUp

k. J/1

. D+G+1J

m. AGENTPERWGSUMMARY 2.NumInWGRNA
n. AGENTPERWGSUMMARY 4.DurNotReady

0. AGENTPERWGSUMMARY 4.DurAgentDND +
AGENTPERWGSUMMARY 4.DurAgentFWD

p. AGENTPERWGSUMMARY 4.DurAgentError

1202 - WG Calls and Direct Call Activity Summary
Report

The WG Calls and Direct Call Activity Summary Report displays a
summary of an agent’ s workgroup and direct calls.

Total| Total | Ava AIVYGS Inbound AlVWGs CutBound Direct Inbound Direct Outbound

StartDete |Agert[cal | Tak | Tak [Cals| % | Tak |A&voTak |Cals| % | Tak | AvoTalk |Cals| % | Tak | AvoTak [Cals| % | Tak | AvgTak

111222004 | 210 | 41 | #3916 | 0.06.48 | 24 |56.5% 52223 | :09.25 | 16 |390% |1:16:35 | GO4AT | 1 |24% 00018 | D006 | 0 | 00% B

117230004 | 210 | 28 | 22608 00502 | 15 | 517% 1:5148 | 00725 | 8 | 30% 01806 00200 | 1 |34% 00018 | D008 | 4 138% 01627 00406
A B [c D E |F| ¢ H 1 4K L M (W] o P Q R s
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Table

All datafrom Table AGENTPERWGSUMMARY 1,
AGENTPERWGSUMMARY 2, AGENTSUMMARY1,
AGENTSUMMARY 2.

Columns

- o a0 o P

5 @

=

1203

AGENTPERWGSUMMARY 1.StartTime = AGENTSUMMARY 1.StartTime
AGENTPERWGSUMMARY 1.AgentNum = AGENTSUMMARY 1.AgentNum
F+J

H+L

D/C

AGENTPERWGSUMMARY 2. NumInWGAnswered
F/C

AGENTPERWGSUMMARY 2. DurlnWGTalk.

H/F

AGENTPERWGSUMMARY 2. NumOutWGConnected
J/C

AGENTPERWGSUMMARY 2. DurOutWGTalk

L/J

AGENTSUMMARY 2. NumInDirAnswered

N/C

AGENTSUMMARY 2. DurlnDirTalk

P/N

AGENTSUMMARY 2. NumOutDirConnected

R/C

AGENTSUMMARY 2.DurOutDirTalk

T/R

- Agent State Summary Report

The Agent State Summary Report displays a summary of an agent’s state.

Start Date

Duration in ditferent state uwhile logon
Agent Logott Logon W e WGBusy | Wraplp | NobReady | DNDPAD | Error Direct Call Duration

12202004
1232004
B>

EL 17:21:29 E= 0:11:44 45511 0.14:50 1:3500 - .00 06 00015
210 19:59:57 400:03 0:29:54 20840 0.09:45 1:10:42 - 0.00:02 01645
e <> TE> <F> <6 CH <> I )
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Table

All datafrom Table AGENTPERWGSUMMARY1,
AGENTPERWGSUMMARY2, AGENTSUMMARY1,
AGENTSUMMARY 2, AGENTSUMMARY 3, AGENTSUMMARY4.

Columns

AGENTPERWGSUMMARY 1.StartTime = AGENTSUMMARY 1.StartTime
AGENTPERWGSUMMARY 1. AgentNum = AGENTSUMMARY 1.AgentNum
“Summary Duration (24:00:00 for daily)” - D

AGENTSUMMARY 3.DurLogon

D-F-G-H-1-J

AGENTPERWGSUMMARY 2.DurlnWGTalk +
AGENTPERWGSUMMARY 2.DurOutWGTak +
AGENTPERWGSUMMARY 2.DurlnWGHold +
AGENTPERWGSUMMARY 2.DurOutWGHold

AGENTSUMMARY 2.DurlnWrapUp + AGENTSUMMARY 2.DurOutWrapUp
AGENTSUMMARY 4. DurNotReady.
i. AGENTSUMMARY4. DurAgentDND + AGENTSUMMARY 4. DurAgentFWD
j.  AGENTSUMMARY 4. DurAgentError

k. AGENTSUMMARY 2.DurInDirTalk + AGENTSUMMARY 2.DurOutDirTak +
AGENTSUMMARY 2.DurlnDirHold + AGENTSUMMARY 2.DurOutDirHold

o o®

-~ o a0

1204 - Agent WG Inbound Calls Summary Report

The Agent WG Inbound Calls Summary Report displays an agent’s
inbound workgroup calls.

Answered Holdl Wirap-Lipy
Start Date | WG ‘ Calls Otfered ‘ RNA | Cals | Tak | AvgTak | Ring | AvoRing | Cals | Total | Avg | Calls | Total | Avg
117222004 | 480 24 0 | 24 | 32223 | 00825 | 00214 | 00008 3 | 0001 | 00003 | 22 | 01538 | 00043
Niza004 | 450 15 0 | 15 | G508 00725 | 00116 | 00005 1 oonot | moool | 15 | G0 00044
A <> CBofCE> CF> | 6> | CHD | I |CI» CK» Tl M CH» 0o

Table

All datafrom Table AGENTPERWGSUMMARY1,
AGENTPERWGSUMMARY 2.

Columns
a.  AGENTPERWGSUMMARY 1.StartTime
b. AGENTPERWGSUMMARY 1.WGNum
AGENTPERWGSUMMARY 2.NumInWGCall
AGENTPERWGSUMMARY 2.NumIinWGRNA
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e.

- @a -~

AGENTPERWGSUMMARY 2.NumInWGAnswered
AGENTPERWGSUMMARY 2.DurlnWGTalk
F/E

AGENTPERWGSUMMARY 2.DurlnWGAnsRing
H/E

AGENTPERWGSUMMARY 2.NumIinWGHold
AGENTPERWGSUMMARY 2.DurlnWGHold
K/7J

AGENTPERWGSUMMARY 2.NumInWGWrapUp
AGENTPERWGSUMMARY 2DurlnWGWrapUp
N/M

1205 - Agent WG Outbound Calls Summary Report

The Agent WG Outbound Calls Summary Report displays an agent’s
outbound workgroup calls.

Connected Hold

Wrap-Lp

Start Date ‘WG Cals | Talk [ Avg Cals_| Total [ Ay Cals | Total

[ Ay

102202004 as0 16 1:16:35 1:04:47 1 0002 00002 18 00933
112302004 450 9 018.06 00200 1 [ 00015 13 00510
CA <Co> <o TED <F> <6 < <>

00031
0:00:23

Table

All datafrom Table AGENTPERWGSUMMARY1,
AGENTPERWGSUMMARY 2.

Columns

AGENTPERWGSUMMARY 1.StartTime
AGENTPERWGSUMMARY 1L.WGNum
AGENTPERWGSUMMARY 2.NumOutWGConnected
AGENTPERWGSUMMARY 2.DurOutWGTalk
D/C

AGENTPERWGSUMMARY 2.NumOutWGHold
AGENTPERWGSUMMARY 2.DurOutWGHold
G/F

i.  AGENTPERWGSUMMARY 2.NumOutWGWrapUp
j.  AGENTPERWGSUMMARY 2DurOutWGWrapUp
k. J/1

a
b.

- o a2 0

5 @
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1206 - Agent Direct Calls Summary Report

TheAgent Direct Calls Summary Report displaysan agent’ sdirect inbound
and outbound call.

Start Date

Agert

Direct Inbound Calls

Direct Outbound Calls

Answered

Hold

M

Connected

Hold

Calls_|

Tak |

Avg

Cals | Tak

[ A

Cals | Tak

[ A

Cals_| Tak | Avg

Calls_| Talk | Avg

1172972004
1173012004

210
210

2
9

0:07:48
01840

B> |<C> <D

0:03:53
00204

]
2

00032

00016

1
1

0:01:02
001:07

0:01:02
0:01:07

]
1]

P il e

0

[ - -
CO P 0

Table
All datafrom Table AGENTSUMMARY 1, AGENTSUMMARY 2.

Columns

a

o

-~ o o0

s Q@

2 T o

AGENTSUMMARY 1.StartTime
AGENTSUMMARY 1.AgentNum
AGENTSUMMARY 2.NumInDirAnswered
AGENTSUMMARY 2.DurlnDirTalk

D/C

AGENTSUMMARY 2.NumInDirHold
AGENTSUMMARY 2.DurlnDirHold

G/F

AGENTSUMMARY 2.NumInDirVM
AGENTSUMMARY 2.DurlnDirVM

J/1

AGENTSUMMARY 2.NumOutDirConnected
AGENTSUMMARY 2.DurOutDirTalk

M /L

AGENTSUMMARY 2.NumOutDirHold
AGENTSUMMARY 2.DurOutDirHold
P/O
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1301 - Agent Call Volume Analysis
The Agent Call Volume Analysis report displays an agent’s call volume.

Haur-of-Day [ AniG(s) Inbound Call [411WG(s) Outbound Call  Direct Inbound Call | Direct Outbound Call
08:00-08:00 5 [ [ [
09:00-10:00 3 2 5 0
10:00-11:00 a 5 1 0
11:00-12:00 14 4 3 0
12:00-13:00 14 1 1 0
13:00-14:00 11 7 3 0
14:00-15:00 a 4 2 0
15:00-16:00 5 0 0 0
A <Co ) TE>
Table

All datafrom Table AGENTPERWGSUMMARY1,
AGENTPERWGSUMMARY2, AGENTSUMMARY1,
AGENTSUMMARY 2.

Columns

Time, Not from database

AGENTPERWGSUMMARY 2.NumInWGAnswered
AGENTPERWGSUMMARY 2.NumOutWGConnected
AGENTSUMMARY 2.NumInDirAnswered
AGENTSUMMARY 2.NumOutDirConnected

o a o T o

1302 - Agent Average WG Call Handling Time Analysis

The Agent Average WG Call Handling Time Analysis report displays an
agent’ s average workgroup call handling time for inbound and outbound
cals.

Hour-of-Dary | Average Workgroup Call Handling Time (In & Out)

03:00-10:00 0:04:43

10:00-11:00 0:05:45

11:00-12:00 00526

12:00-13:00 o121

13:00-14:00 0:04:20

14:00-1:5:00 0:04:20

15:00-16:00 0:11:26

<A

Table
All datafrom Table AGENTPERWGSUMMARY 1,
AGENTPERWGSUMMARY 2.
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Columns

a.  Time, Not from database

b. (AGENTPERWGSUMMARY 2.DurlnWGTalk+
AGENTPERWGSUMMARY 2.NumOutWGConnected+
AGENTPERWGSUMMARY 2.DurlnWGWrapUp+
AGENTPERWGSUMMARY 2.DurOutWGWrapUp+
AGENTPERWGSUMMARY 2.DurlnWGHold+
AGENTPERWGSUMMARY 2.DurOutWGHold) /
(AGENTPERWGSUMMARY 2.NumInWGA nswered+
AGENTPERWGSUMMARY 2.NumOutWGConnected)

1303 - Agent % Contribution to each WG (Inbound/
Outbound)

The Agent % Contribution to Each WG report displays the percentage of
calls answered by agent for each workgroup the agent belongs to.

Table

All datafrom Table AGENTPERWGSUMMARY 1,
AGENTPERWGSUMMARY 2

Call Number

AGENTPERWGSUMMARY 2.NumInWGAnswered+
AGENTPERWGSUMMARY 2.NumOutWGConnected

Duration

AGENTPERWGSUMMARY 2.DurlnWGTalk +
AGENTPERWGSUMMARY 2.NumOutWGConnected +
AGENTPERWGSUMMARY 2.DurlnWGWrapUp +
AGENTPERWGSUMMARY 2.DurOutWGWrapUp +
AGENTPERWGSUMMARY 2.DurlnWGHold +
AGENTPERWGSUMMARY 2.DurOutWGHold

1304 - Agent WG Call Handling Time Distribution

The Agent WG Call Handling Time Distribution report displays a chart of
an workgroup agent’ sinbound and outbound calls, including length of call
(in minutes).

Table
All datafrom Table CDRMAIN
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Duration
TalkDuration + HoldDuration

Workgroup Reports

2101 - Workgroup Call Detail Report

The Workgroup Call Detail Report displays call detail reporting for the

specified workgroup(s).

Inbound Calls
Start Endl Duration in Different Call State [ Start eithin) Exit Session [seq|
Dir Time Time Caller agert |sanvR[oueue Ring | Tak | Hold | Rec |priorty| SLT State [ D
1200172004 | 124012004 210 (TechSupport
In Te1s0 | iaq7os [TUZTEESE0(CUTLER Loy TG BN nones - powosoozt7) - 00zie S v Comected  MOI7ZEN| 2
Transfer
120172004 | 1240112004 450 (Tech Support
Y | e 100 (Front Desk) Jroiss - - - - - -5 v Destnafion 101272242 3
Unvaiable
B> <TI> (SO G 0 L 0 L - B e - ) CH> {0
Outbound Calls
tart End Duration in Different Gall State: Start [#ithin Exit Session I [Ged]
Dir Time Time Target Agent |aatvRaueve] Ring | Tak ol Rec |Priorty| SLT State 1] D
120172004 | 1200122004 206 (Wiliam 277 (Support (Gato VM without Leawing
ot 14:05:49 14:06:20 Gaynior) Coucoulas) . - fpoo) - . . 5 ¥ Voice Message 1012722204 1
1201/2004 | 120112004 | 210 (TechSupport | 277 (Suppert
ot | naae Gy st Coing) - - [pooozonsdr - posas 5 v Connected 101272223 1
B> <> CEDCF G T TR T [l 1] <o o

Table
All datafrom Table CDRMAIN

Columns

a StatTime

b. EndTime

c. C1- CalerNum; C2 - TargetNum
d. D1- TargetNum; D2 - CalerNum
e.  AADurétion

f.  QueueDuration

g. RingDuration

h.  TakDuration

i. HoldDuration
j. RecordDuration

k. StartPriority
I. AnswerWithinSLT
m. ExitState

n. SessionlD
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Sequencel D

2201 - Workgroup Agent(s) State
The Workgroup Agent State report displays the state for specified

Reports

workgroup agent(s).
StartDate | Agert | LoginDuration | Mot-Reacy | DNDFAD | Error
1142972004 210 (TechSuppart Ogakian) 23144 - -
1143072004 210 (TechSuppart Ogakian) - 1:05:06 - -
o Y] e o () CE> CFD
Table

All datafrom Table AGENTPERWGSUMMARY1,
AGENTPERWGSUMMARY 3, AGENTSUMMARY1,
AGENTSUMMARY4.

Columns

AGENTPERWGSUMMARY 1.StartTime
AGENTPERWGSUMMARY 1.AgentNum
AGENTPERWGSUMMARY 3.DurLogin
AGENTSUMMARY 4.DurNotReady
AGENTSUMMARY 4.DurAgentDND+AGENTSUMMARY 4.DurAgentFWD
AGENTSUMMARY 4.DurAgentError

2202 - Workgroup Agent(s) Performance Summary

The Workgroup Agent(s) Performance Summary report displays a
performance summary of the specified workgroup agent(s).

StartDate | Agent

Winrkgroup and Direct Calls (Inbound & Outibound)

Total

hlon-Call Activities

Ansyvere: d Hold

“Wrap-Lp

Cals | Total | Avg | Cals | Total | Avg

Calls | Totel | Avg

Performing

Time

Calls
RMA | Not-Ready

Other Activiies During Login

DNDAAD [ Error

1292004 | 210
1G02004 | 210
<A

2 | oO74s | 00ESE | 0
2 | moo32 | DooiE

LR <G> | CH>

9 | DiEs0 | D0Z04

> B> | CE>

40 | 02528 | 0:0036
45 | 02845 | 00038

L <> | CK>

03314
0:47:57

<L

0 231:44
0 1:05:08

Table

All datafrom Table AGENTPERWGSUMMARY1,
AGENTPERWGSUMMARY2, AGENTSUMMARY1,
AGENTSUMMARY 2, AGENTSUMMARY4.

Columns

a AGENTPERWGSUMMARY 1.StartTime

b.

AGENTPERWGSUMMARY 1.AgentNum
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c. AGENTPERWGSUMMARY 2.NumInWGAnswered +
AGENTPERWGSUMMARY 2.NumOutWGConnected +
AGENTSUMMARY 2.NumInDirAnswered+AGENTSUMMARY 2.NumOutDirC
onnected

d. AGENTPERWGSUMMARY 2.DurlnWGTak + AGENTPERWGSUMMARY
2.DurOutWGTalk +
AGENTSUMMARY 2.DurlnDirTak+AGENTSUMMARY 2.DurOutDirTalk

e. DIC

f.  AGENTPERWGSUMMARY 2.NumIinWGHold + AGENTPERWGSUMMARY
2.NumOutWGHold +
AGENTSUMMARY 2.NumInDirHold+AGENTSUMMARY 2.NumOutDirHold

g. AGENTPERWGSUMMARY 2.DurlnWGHold
+AGENTPERWGSUMMARY 2.DurOutWGHold +
AGENTSUMMARY 2.DurlnDirHold+AGENTSUMMARY 2.DurOutDirHold

h. GIF

i.  AGENTSUMMARY 2.NumInWrapUp+AGENTSUMMARY 2.NumOutWrapUp
j.  AGENTSUMMARY 2.DurlnWrapUp+AGENTSUMMARY 2.DurOutWrapUp
k.

I.  D+G+J

m. AGENTPERWGSUMMARY 2.NumInWGRNA

n. AGENTSUMMARY 4.DurNotReady

0. AGENTSUMMARY4.DurAgentDND+AGENTSUMMARY 4.DurAgentFWD
p. AGENTSUMMARY 4.DurAgentError

2203 - Workgroup Agent Call Activity Summary with %
Analysis

The Workgroup Agent Call Activity Summary with % Analysis report
displays call activity for the specified workgroup agent(s).

All Calls Wierkgraup Inbound Wiorkgraup Outiound Direct Inbound Direct Outbount

StartDate [agent [Cals| Tak | Avy |Cals| % | Tak | Ave |Cals| % | Tak | Awg |Cals| % | Tak | Awg |Cals| % |Tak|Avg

117292004 | 210 | 42 | 40225 |0:05:46 | 32 | 76.2% | 34556 | 00703 | 8 |190% 00841 | 00105 | 2 | 48% | 00746 |0:0353 [ 0 [00% | -
MpE0Z004 | 210 | 53 400034 00432 | 31 5A5% | 32921 00845 | 13 245% 01233 | 00057 | 9 170% 04840 | 00204 | 0 00% | -

CA> CBop T CB > CEoEF G cH> CTop 3R> ol Mo W30 P> <O RICSEToU

Table

All datafrom Table AGENTPERWGSUMMARY 1,
AGENTPERWGSUMMARY 2, AGENTSUMMARY1,
AGENTSUMMARY 2.
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Columns

a AGENTPERWGSUMMARY 1.StartTime
AGENTPERWGSUMMARY 1.AgentNum
F+HN+R

G+K+0+S

D/C

AGENTPERWGSUMMARY 2.NumInWGAnswered
(F/C)*100%

AGENTPERWGSUMMARY 2.DurlnWGTak

i. HIF

j.  AGENTPERWGSUMMARY 2.NumOutWGConnected
k. (JC)*100%

. AGENTPERWGSUMMARY 2.DurOutWGTalk
m. L/

n. AGENTSUMMARY 2.NumInDirAnswered

0. (N/C)*100%

p. AGENTSUMMARY 2.DurInDirTalk

g. PIN

r.  AGENTSUMMARY 2.NumOutDirConnected

s.  (R/C)*100%

t. AGENTSUMMARY 2.DurOutDirTalk

u T/R

=

-~ o a0

J «Q

2204 - Workgroup Agent Call/Time Contribution %
Comparison
The Workgroup Agent Call/Time Contribution % Comparison report

displaysall calls, including inbound workgroup, outbound workgroup,
direct inbound and direct outbound calls, for the specified workgroup

agent(s).

Al Calls orkgroup Inboundd Warkgroup OutBlound Direct Inbound Direct Oulbound
StartDate |Agert [Cals| % | Tak | % |Calls| % | Tak | % |Cals| % | Tak | % |cals| % | Tak | % |calls| % | Tak | %

11/30/2004 | 195 | 36 | 40.4% |1:5300 | 320% | 27 | 466% |1:30.53| 323% | 7 | 35.0% |00GEE| 41.6% | 1 | 100% 00405 181% | 1 |100.0% 00003 |100.0%
113002004 210 | 53 S8.6% #0034 650% | 31 S34% 32921 B77% | 13 650% 1233 584% | 9 900% 01840 519% | 0 0.0% - 0.0%

A KB CH 0 CE > T F G BT o T KT L M CH 0w P> 0 TR ®T ST T > > TV
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Table

All data from Table AGENTPERWGSUMMARY 1,
AGENTPERWGSUMMARY 2, AGENTSUMMARY 1,
AGENTSUMMARY 2

Columns

AGENTPERWGSUMMARY 1.StartTime
AGENTPERWGSUMMARY 1.AgentNum
G+K+O+S

C/<TOTAL>*100 %

[+M+Q+U

E/<TOTAL> *100 %
AGENTPERWGSUMMARY 2.NumInWGAnswered
G/<TOTAL>*100 %
AGENTPERWGSUMMARY 2.DurlnWGTak
i. 1/<TOTAL>*100 %

j.  AGENTPERWGSUMMARY 2.NumOutWGConnected
k. K/<TOTAL>*100 %

I. AGENTPERWGSUMMARY 2.DurOutWGTalk
m. N/<TOTAL>*100 %

n. AGENTSUMMARY 2.NuminDirAnswered

0. O/<TOTAL>*100 %

p. AGENTSUMMARY 2.DurlnDirTalk

g. Q/<TOTAL>*100 %

AGENTSUMMARY 2.NumOutDirConnected

s.  S/<TOTAL>*100 %

t.  AGENTSUMMARY 2.DurOutDirTalk

u. U/<TOTAL>*100 %

-~ 0o a o T o 9

5 @

=
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2205 - Workgroup Inbound/Outbound Call Summary
with % Analysis
The Workgroup Inbound/Outbound Call Summary with % Analysis report

displaysall inbound (answered/abandoned/overflowed) callsand outbound
connected calls for the specified workgroup agent(s).

Inbound Calls Connected Total
Start Time Workgroup [ Total Answered Abandoned Gverflovved/Redirected Cutbound Calls We
Cals [Cals [ % | Tak | Avg |cals | % cals | % Calls | Tak | Avg | Cals
11/28/2004 450 53 | 69 | 834% | 7O7E6 | OOBAZ | 13 | 157% 1 1.2% 45 | 12522 | 00153 | 128
11430/2004 450 123 93 B805% 9:47:58 00556 16 130% 8 6.5% 39 1:42:19 0:02:37 162

A CB> FCOKDm Y CTE> | CF> | <G> [CH»CT> | <> CE> Ly T | CH> [T

Table
All datafrom Table WGSUMMARY
Columns

a StartTime

b. WGNum

c.  NumlnWGCall

d. NumlnAnswered

e. D/C* 100%

f.  DurInTalk

g. FIC

h.  NuminAbnInQ + NumlinAbnDuringRing

i. H/C* 100%

j- NumiInOverflow +NumIinAbnVmMsg + NuminAbnVmNoMsg NumlinAbnToApp
+ NumlnAbnToOthers

k. JC* 100%

I. NumOutConnected
m. DurOutTalk

n. M/L

0. C+L
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2206 - Workgroup Inbound Calls Wait Time Summary

The Workgroup Inbound Calls Wait Time Summary report displays the
wait timefor total inbound calls, including calls answered, abandoned and
overflowed, for the specified workgroup.

Tatal Ansrrered Abandaned (ABN) QverflowedRedrected
Wiotkgroup | Inbound Within SLT Haneup in Total ABN
cals__| cals AvgWT [Cals | % Gueus | Ring | Calls | WT | AwgWwT | calls
1172972004 450 83 69 5:38:25 0:04:54 68 98 6% 13 o 13 0:34:45 0:02:40 1 01425 865
17302004 450 123 99 | 72113 | 00427 | % | se0% | 16 0 | 16 | 03222 oo2o 8 03608 n
A e R CTE> | CF> KGR CHR|CT2 T TRy CL> CM> |CH> <0 | TP

Table
All data from Table WGSUMMARY

Start Time

Wi Wi AvgWT

Columns

StartTime

WGNum

NumInWGCall
NumlnAnswered
DurlnAnsQ + DurlnAnsRing
E/D

NumlinAnsWithinSLT

G/D * 100%

NumInAbnInQ

i.  NumInAbnDuringRing

- o 2 0 TT ®

5 @

i1+

k. DurlnAbnInQ + DurlnAbnInQ_RingTime + DurlnAbnDuringRing +
DurlnAbnDuringRing_RingTime

I. LK

m. NumlinOverflow + NumlnAbnVmMsg + NumlinAbnVmNoMsg +
NumlnAbnToApp + NumlinAbnToOthers

n. DurlnOverflowQ + DurlnOverflowRing + DurlnAbnVmMsg +
DurlnAbnVmMsg_RingTime + DurlnAbnVmNoMsg +
DurlnAbnVmNoMsg_RingTime + DurlnAbnToApp +
DurlnAbnToApp_RingTime + DurlnAbnToOthers +
DurlnAbnToOthers RingTime

o. OIN
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2207 - Workgroup Inbound Call Handling Summary
The Workgroup Inbound Call Handling Summary report displays call

Reports

handling for all inbound calls, including answered calls, abandoned calls
and overflowed calls, for the specified workgroup.

Total Ansyvered Calls Abandaned Calls Overflowed | hium

Total

il Rt P4 FA R S A FA R s A A e
i 8 N2 M e e e I 5 N
> ek cE | o s | B> | T kT | I CBcH cBo ] B
Table
All datafrom Table WGSUMMARY
Columns
a StartTime
b. WGNum
c. D+J+N
d. NumIinWGCall
e. D/C* 100%
f.  DurInTalk
g. F/ID
h. DurlnTak + DurlnHold + DurlnWrapUp
i. H/D
j. L+M
k. JC* 100%
I. NuminAbnInQ
m. NumlnAbninDuringRing
n.  NuminOverflow + NumlnAbnVmMsg + NuminAbnVmNoMsg +
NuminAbnToApp + NuminAbnToOthers
o. N/C* 100%
p. NuminAbnVmMsg
g. NuminCalllinQ
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2208 - Workgroup Outbound Call Handling Summary

The Workgroup Outbound Call Handling Summary report displays call
handling information for connected calls for the specified workgroup.

Start Date r\NUrkgrDup [Total Connected Calls [Totsl Talk Time‘Avg Talk Time|Total Handling T\ms‘Avg Handling Time

# of Xier

e = vatte | vozw | 2w | ome | o
] ] 1] CE> CFo ] Ho

Table
All datafrom Table WGSUMMARY .
Columns

a StartTime

b.  WGNum

c.  NumOutConnected

d. DurOutTak

e. DIC

f.  DurOutHold + DurOutTak + DurOutWrapUp

g. FIC

h.  NumOutXfer

2301 - Workgroup Inbound Answered Call Wait Time

The Workgroup Inbound Answering Call Wait Time report displays
answered calls wait time (queue time + ring time) for the specified

workgroup.
Total Ansvvered Calls WWait Time (Queus + Ring) Yithin (secands)
Start Date cal 0-30 [ =60 [ st [ gz | REEE | =181
Answered Calls % | Cals | % | cals | % | cals | % | cals | % | Cals | % | Caks | %
1112952004 69 15 21.7% 2 29% 4 58% 3 43% 1 5 72% 39 56.5%
1173072004 L 2 | 232% 7o 7% 8 | e% | 2 |20 4 4 dme | st 51.5%
124012004 63 15 | 217 1 4% 3 | 43% | 1 4% 10| 148% 5 | 7% | 34 | 483%

All data from Table CDRMAIN

Filter
TalkDuration > 0; TargetWGNum

Group
TargetWGNum, WGSessionl D
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Value
QueueDuration+RingDuration

2302 - Workgroup Inbound Abandoned Call Wait Time

The Workgroup Inbound Abandoned Call Wait Time report displays total
abandoned calls and abandoned call wait time (queue time + ring time) for
the specified workgroup.

Total Abandoned Calls Wait Time (Queue + Ring) YWithin (seconds)
e Ah;:!neu Calls r % } Calls 3‘1-5n% } chsm\-gn% I c5|\:1-|m% } cmll“\-ﬁﬂ% } chsH\Lmn% } Calls Tm %
1172972004 13 4 305% 1 7% 0 0.0% a 0.0% 1 7% 1 TT% ] 46.2%
e LE o e | 4 mos 1 sow | o lowe | o om0 ome | s | e
Table
All datafrom Table CDRMAIN
Filter
TalkDuration = 0 AND AbnTargetType = 8; TargetWGNum
Group
TargetWGNum, WGSessionl D
Value

QueueDuration+RingDuration

2303 - Workgroup Inbound Overflowed/Redirected
Calls Wait Time

The Workgroup Inbound Overflowed/Redirected Calls Wait Time report
displaysInbound Overflowed and Redirected CallsWait Time statisticsfor

the specified workgroup.
Tatal OverflowiRedirect Cals Vat Time (Queus + Ring) Yilhin
Start Date: Gall 0-30 [ 31-60 [ 1-80 [ 51120 [ 1z1as0 [ isi-180 [ =181
OVIRED alls % | Cals | % | Calls | % | Cals | % | Cals | % | Cals | % | Cals | %
117292004 1 0 00% 0 00% [] 0.0% [] 0.0% 0 | 00% | 0 00% 1 100.0%
11/30/2004 8 0 00% 0 0% 0 00% 1 1z5% 0| 00% 1 125% 6 75.0%
120012004 F] 2 | 0% 2 | s | A 125% |0 0.0% 0 | oow | 0 00% 3 37.5%
Table

All datafrom Table CDRMAIN
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Filter

TalkDuration = 0 AND (ExitState NOT IN (2,3,7) OR AbnTargetType
BETWEEN 1 AND 7); TargetWGNum

Group
TargetWGNum, WGSessionl D

Value
QueueDuration+RingDuration

2304 - Workgroup Inbound Calls Answering Time

The Workgroup Inbound Calls Answering Time report displays inbound
calls answered time statistics for the specified workgroup.

Tatal Call A wrering Time (Talk + Hoid) Wiin (seconds)

Start Dale Cal 0120 [ dzoa0 [ omtme0 | a3etes0 | 4e600 | soiaz0 | =721
Answere d Calls % | cals | % |cals | % |cals | % | cCals | % | Cals | % | cals | %

11/29/2004 69 21 | a04% | 16 | 232% | 10 | 145% | 5 | F2% | 1 | 14% | 7 | 104% | 9 | 130%

1173002004 aa 23 | 203% | 29 | 293% | M | 4% | & |84% | 5 |s4% | & 81% | 13 | 131%

1210152004 69 21 30.4% 21 30.4% 8 116% B 7.2% 4 58% 1 1.4% El 130%

Table
All data from Table CDRMAIN

Filter
TalkDuration > 0; TargetWGNum

Group
TargetWGNum, WGSessionl D

Value
TakDuration + HoldDuration

2305 - Workgroup Outbound Call Handling Time

The Workgroup Outbound Call Handling Time report displays outbound
call handing for all workgroup connected callsfor the specified workgroup.

Total Connected Calls Handling Time (Talk + Hold) Within (seconds)
Start Date: Call 0-120 [ 121240 [ 241360 | sei4s0 | 481600 | s01F20 | =721
Connected Calls % | Calls | % | Cals | % | Cals | % | Cals | % | Cals | % | cCals | %
11729/2004 45 El 66.9% 7 15.6% [ 133% 1 22% | 0 | 00% | 0 | 00% | 0 | 00%
1173002004 S 25 | sdim | 10 | 258% 1 26% 0 ook | A 28% | 0 | 00% | 2 | 51%
1210172004 49 35 71.4% 7 14.3% 4 B82% 1 2.0% 2 41% o 0.0% o 0.0%
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Table
All datafrom Table CDRMAIN

Filter
TakDuration > 0; OutGoingWG

Group
TargetWGNum, WGSessionl D

Value
TakDuration + HoldDuration

2306 - Workgroup Inbound Call Priority

The Workgroup Inbound Call Priority report displays inbound call
statistics, sorted by call priority, for the specified workgroup.

Total Priorty Level
Start Date cal Pl [ Pz P3 [ P | 5 | P6 [ oters
Answere d Calls % |Cals | % |Cals | % | Cals | % | cals | % | Cals | % | Cals | %

117282004 [ 0 0.0% 0 0.0% 0 0.0% 1 1.4% 5 95.6% 0 0.0% 0 0.0%
1173012004 a9 2 20% 1 1.0% 2 20% 0 0.0% 73 94.9% 0 00% 0 0.0%
120172004 ] 2 29% 2 29% 0 0.0% 3 4.3% 62 89.9% 0 0.0% 0 0.0%

All datafrom Table CDRMAIN

Filter
TakDuration > 0; OutGoingWG

Group
TargetWGNum, WGSessionl D

Value
TakDuration + HoldDuration
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2307 - Workgroup Cumulative Inbound/Outbound Call

The Workgroup Cumulative Inbound/Outbound Call report displays total
inbound and outbound call statistiscs for the specified workgroup.

Inbound Calls Cannected Tatal
Hour-ot.Day Tatal Answered Anandoned OverfiowedRedirected Outound Calls we
Cals_| Calls % Talk Avg Calls % Cals | % Cals Talk Avg Cals
03001000 EREREES 24455 00525 1 3% 1 34% EREEEEREEEE
10:00-11:00 2 | 18 | B18% 13112 00504 3 | 136% 1 4.5% 1 m1z0z | ootos | 33
11:00-12:00 48 | | | 750% 23011 0:05:50 8 | 187% 4 83% 15 | oar3s | 00230 | 83
A L D> | CE> CED |6 CH> i I R e e e e [

Table
All data from Table WGSUMMARY

Columns

a StartTime

b.  NumInWGCall

NuminAnswered

C/B * 100%

DurInTalk

E/C
NumlnAbnInQ+NumlinAbnDuringRing
G/B * 100%

i.  NuminOverflow + NumlnAbnVmMsg + NuminAbnVmNoMsg +
NumIinAbnToApp + NuminAbnToOthers

j. 1/B* 100%
k. NumOutConnected

- o a2 0

5 @

I. DurOutTak
m. L/K
n. B+K

2308 - Workgroup Cumulative Inbound Call Wait Time

The Workgroup Cumulative Inbound Call Wait Time report displays
cumulative call waiting time for all inbound calls for the specified
workgroup.

Total Answered Ahandoned (45N GverflowedRediected
Haur-of-Day ‘ Inbound Calls [ Calls | watTime | AvgWT | Within SLT SLT% | Calls [ WaitTme | AvaWT | Cals [ WatTime | AvgWT
03:00-10:00 2 30 Z01:25 010402 30 000% | 1 0:00:41 0:00:41 1 10009 10009
10:00-11:00 2 18 1:08:18 00341 18 1000% | 3 0.01:2 0:00:29 1 0.08:03 00803
11:00-12:00 4 3 21422 00543 k] noe | 8 04018 00147 4 010630 0057
<A € <> | <TE> TE> o> Ky I I [KE» I M
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Table
All datafrom Table WGSUMMARY
Columns

a StartTime

b. NumIinWGCadl

c.  NumlnAnswered

d. DurlnAnsQ + DurlnAnsRing

e. DIC

f.  NumInAnsWithinSLT

F/C* 100%
NumInAbnInQ+NumlnAbnDuringRing

i.  DurlnAbnInQ + DurlnAbnInQ_RingTime + DurlnAbnDuringRing +
DurlnAbnDuringRing_RingTime

i IH

k. NumInOverflow + NumlnAbnVmMsg + NuminAbnVmNoMsg +
NuminAbnToApp + NuminAbnToOthers

s Q@

I. DurlnOverflowQ + DurlnOverflowRing + DurlnAbnVmMsg +
DurlnAbnVmMsg_RingTime + DurlnAbnVmNoMsg +
DurlnAbnVmNoMsg_RingTime + DurlnAbnToApp +
DurlnAbnToApp_RingTime + DurlnAbnToOthers +
DurlnAbnToOthers RingTime

m. L/K

2309 - Workgroup Cumulative Inbound Call Handling

The Workgroup Cumulative Inbound Call Handling report displays
inbound calls handling statistics for the specified workgroup.

Tatal Answered Cals ‘Abandaned Calls QverflowedRedirected Tetal
Hour-ot-Day | #ot | #of [ %ot Talk Avg Handle Avg | #of | %ot | Hangupin | Hangup in #of % ot Calls In
Calls [cals | ave | Time Talk Tine | Handie |Calls | Avg | Queus Ring Cals Cals Queue
03001000 | 32 [ 30 |938% | 24453 | 00529 | 30814 | GOB1E | 1 | 34% 1 0 1 34 2% 0 4
10:00-11:00 22 18 | 818% | 1:31:12 0:05:04 1:43439 00545 3 13.6% 3 o 1 45 19 1 1
11:001200 | 48 | 38 | 750% | I3IGM | 0SS0 | 40142 | 00642 | 8 167% [ 0 4 83 4“3 10
CA> B ACHID > TE> TP C6» | CTHO{ T T> Ky L CM> CH> |<O < Pwo

#
ot
WM

#
of
Ker

Table
All datafrom Table WGSUMMARY

Columns

a StartTime
b. NumIinWGCadl
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c.
d.
e
f.

2 T o

NuminAnswered

C/B * 100%

DurInTalk

E/C
DurInTak+DurlnWrapUp+DurlnHold
G/C
NumInAbnlnQ+NumlnAbnDuringRing
I/B * 100%

NumInAbnInQ

NumInAbnDuringRing

NuminOverflow + NuminAbnVmMsg + NuminAbnVmNoMsg +
NumIinAbnToApp + NuminAbnToOthers

M/B * 100%
NuminCallnQ
NumInAbnVmMsg

NumlnXfer

2310 - Cumulative Outbound Call Handling
The Cumulative Outbound Call Handling report displays statistics for

outbound calls handled by the specified workgroup.

Hour-of-Day

Total Connected Calls:

Total Tak Time

[ Avg Tak Time

Total Handing Time.

£org Handling Time

09:00-10:00
10:00-11:00
11:00-12:00

0:29:30
1202
0:37:38

00128
00105
0:0230

0470
0:20:29
1.03.05

00221
0.01:51
00412

Table
All datafrom Table WGSUMMARY
Columns
a StartTime
b.  NumOutConnected
c. DurOutTak
d C/B
e.  DurOutHold + DurOutTalk + DurOutWrapUp
f. EB
g. NumOutXfer
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2311 - Total & % Inbound Calls ANS/ABN/OFL

The Total & % Inbound Calls ANS/ABN/OFL report displaystotals and
percentages of inbound calls, including calls answered, abandoned and
overflowed.

Total Inbouned Answered Call Abandoned Call OverflowedRedirected Call
Hour-of-Day Calls # of Call % of Call # of Call % of Call #of Call % of Call
09:00-10:00 32 30 938% 1 31% 1 31%
10:00-11:00 22 18 &1.8% 3 136% 1 45%
11:00-12:00 438 36 TE0% a8 16.7% 4 B3%
[eor Yo <o <o CE CE <6 THo
Table
All datafrom Table WGSUMMARY
Columns
a StartTime
b. NumIinWGCadl
c.  NuminAnswered
d. C/B*100%
e.  NuminAbnInQ+NumlnAbnDuringRing
f. E/B*100%

NumlnOverflow + NumlnAbnVmMsg + NuminAbnVmNoMsg +
NumInAbnToApp + NuminAbnToOthers

h. G/B*100%

@«

2312 - Total & % WG Inbound Calls in Queue

The Total & % WG Inbound Callsin Queue report displays totals and
percentages for workgroup inbound calls in queue.

Hour-af-Day

Total Inbound
Calls

Cals in Queue

Calls without Queue

.01 Call

9% ot Call

#.of Call

% of Call

08:00-10:00
10:00-11:00
11:00-12:00

e
22
45

25
1a
44

e

7B.1%
86.4%
91.7%

7
3
4
CE>

219%
136%
8.3%
TE>

Table
All datafrom Table WGSUMMARY

Columns

a StartTime
b. NumIinWGCadl
c.  NuminCallinQ
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d. C/B*100%
e. B-C
f.  E/B*100%

2313 - Average Call Handling Time

The Average Call Handling Time report displays average call handling
time, including total talk time, averagetalk time and total handling timefor
the specified workgroup.

Hour-of Day Total Answrered Calls Total Talk Time Ay Talk Time Total Handling Time Ay Handling Time
0=:00-10:00 30 2:44:53 00529 0914 00818
A000-11:00 18 13112 00504 1:43:43 05 46
11:00-1200 36 330m 00550 401:42 00542
A < <> TE> TE>
Table
All data from Table WGSUMMARY
Columns
a StartTime
b.  NumlinAnswered
c. DurInTak
d C/B
e.  DurlnHold + DurInTalk + DurlnWrapUp
f. EB

2314 - Total Outbound Calls

The Total Outbound Calls report displays total outbound calls for the
specified workgroup.

Hour-of-Day | Total Outbound Call
09:00-10:00 20
10:00-11:00 11
11:00-12:00 15
A

Table
All data from Table WGSUMMARY

Columns

a StartTime
b.  NumOutConnected
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2315 - Total Outbound Calls Handling Time

The Total Outbound Calls Handling Time report displaysthe total/average
talk time and total/average handling time, for outbound calls for the
specified workgroup.

Hour-of-Day Total Connected Qutgoing Calls Total Talk Time Avg Talk Time Total Handling Time ‘Avg Handling Time
02:00-10:00 20 0:28:30 0:01:28 oA7:01 0:0221
10:00-11:00 11 0:12:02 0:01:05 0:20:28 0:01:51
11:00-12:00 15 0:37:38 0:02:30 1:04:35 00418

A <> |0 <h> TE> <TE>

Table
All datafrom Table WGSUMMARY

Columns

StartTime

NumOutConnected

DurOutTak

C/B

DurOutHold + DurOutTak + DurOutWrapUp
E/B

=)

-~ o a0

2316 - Daily Max Number of Calls in Queue

The Daily Max Number of Callsin Queue report displays the daily
maximum number of workgroup callsin queue, in aline chart format.

Table
All datafrom Table WGRTSUMMARY

Horizontal Axis
StartTime

Vertical Axis
IntvMaxQLength

2317 - Daily Longest Queue Time

The Daily Longest Queue Time report displays the longest queue time by
hour, for workgroup calls, in aline chart format.
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Table
All data from Table WGRTSUMMARY

Horizontal Axis
StartTime

Vertical Axis
IntvMaxLongestQTime

2318 - Daily Real Time Service Level

The Daily Real Time Service Level report displays the daily lowest real
time service level for aworkgroup, in aline chart format.

Table
All datafrom Table WGRTSUMMARY

Horizontal Axis
StartTime

Vertical Axis
CurServicel evel

DNIS Reports

3101 - DNIS Call Detail Report

The DNIS Call Detail Report displays call detail information for the
specified DNIS number.

Start Encl
Time Time:
1102902004 | 11/29/2004
07:06:54 07:05:00
1102902004 | 11/29/2004 196 (Monigue's
07:05:00 iz | Rl eI IPohone

A = B> CEDCFOCE D CHC I I DT KX L) <MD <HD o]

[ Duration in Differert Cal State [ Start eithin]
Agert |envr]Queue] Ring | Tak | Hold [ Rec |priorty| SLT

Caller D

8476622100 (NACOMP) 410 (Tech Support) 0:00:08) - - - - - - Forwar o 1101269020| 1

00002 0:01:14 GO0 00105 - o003 § | v Connected 1101269020, 2

Table
All data from Table CDRMAIN
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Columns

StartTime
EndTime
CallerNum

o ®

TargetName
AADuration
QueueDuration

-~ o a0

RingDuration
TalkDuration
i. HoldDuration

J «Q

j. RecordDuration

k. StartPriority

I. AnswerWithinSLT
m. ExitState

n. SessionlD

0. SequencelD

3201 - DNIS Call Summary

The DNIS Call Summary report displays call summary information for the
specified DNIS number.

Total Answered Abandoned Calls Qverflowved # #of #
DHIS Start Date ot % of Tak A | Hold Avg #of | %of | Hangsin Hangs In #ot % of of | Calz | of
Calls Calls | Calls Time Talk Time: Holct Calls | Calls Queue Ring Calls Calls Wi | In G | Xfer
2529712 1172972004 132 T 835% B:03:32 0507 | 01100 | 0:00:30 & 38% H o 56 24% |33 26 v
2529712 1173072004 120 (=] 57.5% 65131 o0ss7 | 01332 00098 & 0% s 1 45 FTen |2 6 64
A L FOCE> CF> <G> | CH> CTo CINCRs CL> | CM> W30 PO YR
All datafrom Table CDRMAIN
a. DNIS
b. StartTime
c. D+J+N
d. Countif (TalkDuration > 0)
e. D/C* 100%
f.  TakDuration
g. F/ID
h. HoldDuration
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i. H/D

i. L+M

k. JC* 100%

I. Count if (TalkDuration = 0 AND ExitState <> 32 AND AbnTargetType = 8)

m. Count if (TalkDuration = 0 AND ExitState = 32 AND AbnTargetType = 8)

n. Countif (ExitState = “Queue Overflow” || ABNTargetType BETWEEN 1 AND 7);
N/C* 100%

Count if (VMDuration > 0)

Count if (QueueDuration >0)

Count if (ExitState IN (“Redirect”, “Forward”, “Xfer"))

L T o

=
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