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Introduction

Welcome to Telesystem’s Business Analytics - Enhanced Call Center Reporting solution (ECCR)

Enhanced Call Center Reporting is a powerful web-based reporting solution designed to give you deep
insights into your call center’s performance. Accessible from any browser, this platform simplifies the
process of generating and analyzing reports, making it easier for you to monitor key metrics and make
data-driven decisions.

This set of default reports are designed to utilize existing customer experience (CX) analytics and
reporting capabilities, providing familiar and equivalent report names and metrics to those you may
already be familiar with.

Whether you choose to use the pre-built ECCR templates or create your own reports using various styles
and metrics available, ECCR gives you the flexibility to tailor reporting to your specific requirements. This
guide will help you understand how to navigate the platform, create, and customize reports, and get the
most out of the valuable data ECCR offers.

The portal can be accessed at: https://business-analytics.trusttelesystem.com

Let’s get started!
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https://business-analytics.trusttelesystem.com/

Agent Call

The Agent Call report provides information about the number of calls handled by agents, reported by call

type.

Do oad & eduled PD Repo

Default Report Type Group / Queue Report
Default View Style 2D Bar Chart + Table
Default Timeframe Real-Time

.Rvpm$u|—|r:f Indarmaticn

Report Deacription; ECGR Agenl Reparts Agem Call

Run For Duration: Roal-Tima (Prind Srapshot Taken Ab Mon Ool 12,2026 01:05:34 AM ECT Local Tima]
Report Type/Styie: Cal Canter Agent Rapart

Run By User; peerdama

Filter Options: Tel Servor="Domo Simulator BYW Enterprise’, PariBons="Sunshing Dessers’

Sarted By: [Ho Fisld Sordng Conbgured - Uksing Defaull Fow Qrdaring)

Totsl Raws: 24 Row|e)

Charting Overview
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Real Time/Historical Report in Portal ‘

Default Report Type

Group / Queue Report

Default View Style

Table

Default Timeframe

Real-Time

Agent Name _alls A s : Calls QOutbound Calls

Tony Webster 170 10 3
David Harris-Jones 233 7
Joan Greengross 179 66 207 9
Esther Pigeon 131 52 150 6
Elwyn Watkins 187 217 9
& Julian Stewart 3
Cameron Knox 251 7
Andrew Johnston 50 76 5
Cameron Clark 196 79 216 20 2
Luke Davies 138 49 159 12 =)
Caroline Morrison 193 73 224 28 8
Jan Newman 5
Amelia Bower 2

Anthony Campbell 6
Simon Parsons 126 47 149 22 7
Anne Hunter 220 89 246 25 6
Jennifer Marshall 151 57 177 16 7
Heather Randall 139 50 167 1" 4
Victoria Turner 1
Ella Parsons 8
o Yvonne McGrath 3
Ll Emily Hodges 20¢ 4
Calin Sharp 171 75 197 19 0
& Jan Bond 166 58 192 15 2
Austin Hudson 220 73 253 20 6
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Agent Duration

The Agent Duration report provides information related to the duration of calls handled by agents.

Do oad & eduled PD Repo
Default Report Type Call Center Agent Report
Default View Style 2D Bar Chart + Table

Default Timeframe

Real-Time

.lem Summmury Indormation

Raport Description; ECCR Aganl Reports Sgem Durabcn
Run For Duration: Aeak-Time (Print Srapshot Taken At Mon Oct 12,2026 01:17-37 AM EOT Local Time]
Report Type/Syle: Cal Genter Agant Aepaort
Fun By User: perrdama
Filter Options: Tol Servor="Domo Simulaior BYW Enberprise’, Parions="Sunshing Dossors’
Sarted By; Mo Fisld Sortng Conbgured - Uaing Defaul Fow Qrdarning]
Total Rews: 24 Rowiz)
Charting Dversiew
AGENT DURATION
[ B
L1 PESLLN
LW =H Wil KN
ALk 5L
CARE RO RO
TS LT
L A !
TUORR WA
LIRLINLT) G2 [LIRE o) Sl B LU k1 SULAEAU L LU S L L= [LIR--1 R i S L ) e L bt TR )
scpcalls I MEOUND CALLS CUTEOUND tALLS (AL I INTERMAL CALLS (14
| Dtaited Pupest FleidaBesistics
Stalus Harw ACD Calls Inbound Calla Dutbaund Calla (Al Indarnal Calls {In)
S0l Ll Harris-Janaa 002439 aaTE L0624 D000 56
ﬁmﬁa Jaan Gresngross Do:02:1E o0:03:00 00:00-00 00000
Busy'd, Ana  Esther Figeon Q3505 Q005795 L0 06 D000 00
S0l Elayn Walkins =i Fem R LR E R ML0E A4S 000418
S0l Julian Shewan [ B B 000030 00:0349 D030
Sl Coarvaion v 00:22:35 000402 000507 D= 0000
Sl Andraw Jahnalen 002353 00:06:38 00:0312 000000
Ayail, ke Camann Glark 1426 Q00059 HE0E 48 00207 250
S0l Like Dravias Q03444 000738 ME24 D000 30
Avail. ks Carelirs Morson QO:AR:00 00:05.0% 00:0% 00 000000
Bueyt, Ana  Jan Mewman RERE! 0TS D0:0E3E D000
Bueg', Ara  Amaliy Bowear 02431 001102 00:03 08 00=01 54
Ayail, ke Anthory Camphball olTEE 000506 000736 D000
Ayail, ke Simon Parscrs Q2214 Q00624 HE0EE D004 55
S0t Anne Hunter 00:11:57 o0:0322 oo:oEnE 00:0000
Si0ut Jennier Marshal 00:25:16 o0:03:34 00:11:48 000254
STt Haeafher Randall O0:08:18 00:00-00 00:02-42 O0-00:00
Page 1
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Default Report Type Call Center Agent Report
Default View Style Table
Default Timeframe Real-Time

Real-Time, Partitians='Sunshine Dessert Inbot

Display-5witching=0n (53]

David Harris-Jones UU.£0.9Z 00:07:51 00:06:24 00:00:36

Joan Greengross 00:20:43 00:11:29 00:12:06 00:00:00
a) Esther Pigeon 00:57:10 00:17:22 00:06:12 00:02:30
Julian Stewart 00:25:33 00:01:00 00:03:49 00:03:00

Cameron Knox 00:25:22 00:08:00 00:05:07 00:00:00

Q Cameron Clark 00:35:49 00:03:58 00:08:30 00:01:30
é Luke Davies 01:02:44 00:08:01 00:19:36 00:02:17

Jan Newman 00:24:04 00:10:18 00:11:42 00:03:48
Anthony Campbell 00:41:14 00:06:29 00:15:12 00:05:30
Simon Parsons 00:50:05 00:11:47 00:15:07 00:06:11
Jennifer Marshall 00:30:23 00:03:34 00:14:18 00:02:54
J Heather Randall 00:11:24 00:00:00 00:02:42 00:00:00
Victoria Turner 00:45:16 00:10:55 00:03:48 00:02:48
Ella Parsons 00:34:54 00:05:39 00:14:24 00:02:30

Off (3 3
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Agent Call Detail

The Agent Call Detail report provides information related to calls made or received by agents.

Do oad &

Default Report Type

Historic Call Report

Default View Style Table View

Default Timeframe Real-Time

[Report Sumenany Infarmation
|nqanmnqm
Fun Far Burstlan:

Roport TyperStyle:
Fun By Usar:
Filter Options:
Todsl Rows:

ECCR Agant Anpons Agant Call Datail

Faal-Tirsw (Prict Srapehol Taken Al Thi Oct 002008 02:4536 PM EDT Local Ticw)
Historic Call Log

L]

Tel Serier=Tamg Smulstor BW Ertepdse’, Partifiors="Sunshing Deseerts’, CaliType=External Only', Seghos{Las - Afer Filering]
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Default Report Type Historic Call Report
Default View Style Table View
Default Timeframe Real-Time

+*  EllaParsons 10/08/2026 00:00:00 00:01:47 Extlln 03059040405 01234567402 :00: 00:01:42
% Extemnal number 10/07/2026 23:58:17 00:00:08 ExtiOut 01234567115 07996568304 00:00:48 00:00:00
* 10/08/2026 00:00:05 00:00:05 Ext/ln 04375300805 01234567402 00:00:00 00-00:00
+  David Harris-Jones 10/07/2026 23:50:20 00:00:11 Ext/In 02064286254 01234567402 00:00:12 00:00:48 :00:30
+  External number 100712026 23:58:41 00:00:47 ExtiOut 01234567114 08329931485 00:00:12 00:00:24
+  Exernal number 10/07/2026 23:57:41 00:00:17 Ext/Out 01234567129 06958286891 00:00:36 00:02:00
+  Anthony Campbell 10/07/2026 23:58:36 00:00:23 Extlln 0BOTTET4834 01234567400 00:00:17 00:01:30
v Jan Newman 10/07/2026 23:59:36 00:00:35 ExtlIn 08234636587 01234567401 00:00:30 000042
+  Elwyn Watkins 10/0812026 00;01:12 00:02:17 Extlin 06958286801 01234567400 00:00:11 00:00:54
% 10/08/2026 DO:00:35 00:00:35 Extlln 00874488371 01234567403 00:00:00 00:00:00
+  Exernal number 10/07/2026 23:58:23 00:00:41 Ext/Out 01234567100 04375300805 00:00:36 00:01:42
% Jan Newman 10/08/2026 00:00:42 00:00:58 Extlln 05648807706 01234567401 00:00:30 00:00:00
5 10/08/2026 00:00:41 00:00:41 Ext/In 07021042021 01234567400 00:00:00 00-00:00
External number 10/07/2026 23:59:47 00:0053 Ext/Out 01234567112 06251904477 00:00:24 00:00:42
+  Elwyn Watkins 100712026 23:59:53 00:0108 Extlln 04439210701 01234567400 00:00:18 00:00:54
%\ Caroline Morrison 10/0B/2026 00:00:47 00:01:11 Extfin 06958286891 [Nan DID] 00:00:24 00:00:00
+  Gameron Clark 10/07/2026 23:58:36 00:01:23 Extlin 06731293702 01234567402 00:00:42 00:02:30 00:00:12
&P Extemnal number 10/08/2026 00:01:11 00:01:23 Ext/Out 01234567107 02037161890 00:00:12 00-00:00 00:00:00
Luke Davies 10/07/2026 23:50:50 00:0135 Extlin 0BO7TET4834 01234567114 00:00:12 00:01:24 00:00:30
+  Amelia Bower 100712026 23:58:54 00:0135 Extlln 04439210701 01234567401 00:00:24 00:02:30 00:00:00
%, Cameron Clark 10/08/2026 00:01:42 00:0159 Extfin 07419311578 01234567402 00:00:30 00:00:00 00:00:00
+  Luke Davies 100712026 23:50:24 00:01:41 Extlln 06731293702 01234567401 00:00:42 00:02:00 00:00:18
v Amelia Bower 10/08/2026 00:01:42 00:03:23 Extlln 09195540345 01234567403 00:00:23 00-01:18 00:00:12
+  Cameron Knox 10/08/2026 00:02:06 00:03:29 Extlin 00195540345 01234567400 00:00:42 00:01:06 00:00:00
+  External number 10/07/2026 23:59:05 00:0153 ExtOut 01234567111 06310244537 00:00:12 00:02:36 00:00:00
+  Anne Hunter 10/08/2026 00:00:41 00:02:11 Extfin 02402778756 01234567401 00:00:18 00:01:12 00:00:00
+  David Harris-Janes 10/08/2026 00:02:18 00:04:11 Extfin 04375300805 01234567400 00:00:24 00:01:42 00:00:30
Luke Davies 10/08/2026 00:02:24 00:04:47 Extlin 02402778756 01234567402 00:00:24 00:02:12 00:00:00
+  Anthony Campbell 10/0812026 D0:01:50 00:0235 Extlin 04466819047 01234567403 00:00:18 00:00:18 00:00:00
+  Extemal number 10{0BI2026 00:00:11 00:02:47 ExtOut 01234567129 07996568304 00:00:30 00:02:06 00:00:00
+  Yvonne McGrath 10/08/2026 00:02:54 00:05:23 Extfin 08234638887 01234567402 00:00:24 00:02:18 00:00:00
+  Andrew Johnston 10/08/2026 00:00:59 00:03:17 Extlin 02402778756 01234567400 00:00:12 00:02:06 00:00:00
% 10/0812026 00:03:17 00:03:17 Extlin 07419311578 01234567400 00:00:00 00:00:00 00:00:00
+  External number 10/08/2026 D0:00:53 00:03:29 Ext/Out 01234567116 07021042021 00:00:24 00:02:12 00:00:00
%0 External number 10/0B/2026 DO:03:05 00:03:35 ExtOut 01234567124 06329831485 00:00:30 00:00:00 00:00:00
v Jan Newman 10/08/2026 00:03:42 00:08:17 Extin 03059040405 01234567403 00:00:24 00-02:24 00:00:00
%5 Anthony Campbell 10/08/2026 00:02:59 00:0347 Extlin 09195540345 01234567118 00:00:48 00:00:00 00:00:00
Amelia Bower 10/0812026 00;04:06 00:06.05 Extlin 09195540345 01234567403 00:00:36 00:01:48 00:00:00
+  EllaParsons 10/08/2026 D0:04:00 00:05:23 Extlin 02037151890 01234567400 00:00:30 00:01:06 00:00:00
+  Anthony Campbell 10/08/2026 00:04:12 00:05:41 Extin 06251804477 01234567402 00:00:36 00:01:06 00:00:30
* 10/08/2026 00:04:29 00:04:29 Ext/In 04439210701 01234567402 00:00:00 00-00:00 00:00:00
+  Joan Greengross 10/0B/2026 00:02:47 00:04:29 Extlin 07996568304 01234567403 00:00:18 00:01:24 00:00:00

gent Call Dy
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Agent Activity (Counts)

The Agent Activity (Counts) report provides information about the number of calls handled by agents,
reported by call type.

Download & Scheduled PDF Report ‘

Default Report Type Group / Queue Report
Default View Style 2D Bar Chart + Table View
Default Timeframe Real-Time

IMMSM Infarmaticn

RAeport Deacription: ECCR Agenl Reparts Agen Ackily |Counts)

Run For Duration: Roak-Time (Print Snapshot Takon At Thu Oct 08,2056 03:54:53 PM EOT Local Tima)

Report Type/Biyle: Cal Cenier Ageni Aoport

Muin By Uasr: Becrdama

Filter Options: Tel Servar=Tomo Smulaor B Entenprise’, Pariions="Sunshing Dessors’, CallType="Exiemal Oniy
Sarted By: [Wa Fisld Sortng Conligunsd - Using Dafaull Row Crdaring]

Totsl Rows: 24 Foswl)

Charting Oversiew

AGEMNT AZTIVITY [COUNTS)

2= ES s s 133 1 Tl dis ) 2 S ¥ty ECH] His LI T e
Vel

ACDCALLE (M) I CUTEOUND CALLS (ALL) BoMCEnCalls I TRONSFERRED CALLS

| Detalied Report FiskdaStatistics

Staius Harme ACD Calls {In} Cusbournd Calls (Al Bounced Calls Transferred Calls

S0l Coareidd Harris-Jonas = 14 180 35

S0t Jaan Grasngross ada 25 180 17
Busyp'h,
ACD Ang Estnor Figeon 353 35 186 2
Busyl',

Am"-lmt Elwyn Watkns =] 20 148 15
S0l Juikan Saewan D 4 173 22

Bury',

ACT) Ans Carnancn Ko 23 a2 170 14
Sl Andrers Johnaion 2 a2 182 3
S0l Camann Glark =3 32 168 20

Busy's, -

ACD Ang Luke Danvins =1 20 138 15
S0l Carolire Morrien 4 a2 185 21

E‘:’E Jan Mewman 2 28 158 22
S0l Amelia Bower 266 28 131 13

Bueg'D, &na  Anihory Campbell 5 25 188 18

S0l Siman Parseres =37 20 131 i7

S0l Anne Hunlar A 28 174 23
Fage 1
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Default Report Type

Call Center Agent Report

Default View Style

Table View

Default Timeframe

Real-Time

Name

David Harris-Jones
Joan Greengross
Esther Pigeon
Elwyn Watkins
Julian Stewart

n Cameron Knox
Andrew Johnston
Cameron Clark
Luke Davies
Caroline Morrison
Jan Newman
Amelia Bower

n Anthony Campbell
Simon Parsons
Anne Hunter
Jennifer Marshall
Heather Randall

& Victoria Turner
Ella Parsons

1  Yvonne McGrath

Emily Hodges
n Colin Sharp
Jan Bond

L1 Austin Hudson

Revision 3.5

19

25

36

20
360 44
325 32
382 32
353 32
292 20
344 32
343 28
266 28
385 25
237 20
349 28
300 25
347 31
401 44
368 27
370 21
298 18

190
180
186
148
173
171
192
168
139
165
169
131
189
131
174
163
173
192
176
195
140

35
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Agent Activity (Duration)

The Agent Activity (Duration) report provides information related to the activity of agent(s), such as the
time that an agent spends in various states.

Download & Scheduled PDF Report ‘

Default Report Type Call Center Agent Report
Default View Style 2D Pie Chart + Table View
Default Timeframe Real-Time

.vawt Sumemary Information

Report Deacription: ECCR Aganl Raparts Agent Actely {Curation)
Run For Duration: Roak-Tima [Prind Snapshct Taken Ab Tue Oct 06,2025 08:53:08 AM EDT Local Timaj
Report Type/Style: Cal Canter Agani Ropart
Pur By Uasr: mieglacs 23
Fllter Options: Tel Servor="Twmo Simulaior BW Enterprise’, Pariions="Sunshine Dossoris’
Sarted By: [Ma Fisld Sortng Confgured - Using Dweiaull Flow Crdarning]
Todal Rowa: 25 Rowls)
Charting Dverdaw
AGENT ACTIITY [DURATION]
SR S20end
RO AL EGFR —— e |
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Default Report Type Call Center Agent Report

Default View Style Table View

Default Timeframe Real-Time

David Harris-Jones 01:58:28 00:00:00 0 C 00:02:55 00:11: 08:32:48

Joan Greengross 01:58:16 00:00:00 i 0:03:00 00:08:42 07:57:24
J Esther Pigeon 02:03:18 00:00:00 00 00:03:01 00:09:25 09:01:40

Elwyn Watkins 01:52:53 00:00:00 00:00:00 00:02:54 00:08:36 07:51:32
J Julian Stewart 02:02:04 00:00:00 00:00:00 00:03:00 00:11:15 09:32:01
cp Cameron Knox 01:54:27 00:00:00 00:00:00 00:02:54 00:09:20 08:06:38

Andrew Johnston 02:07:44 00:00: 00:00:00 00:03:06 00:14:24 09:24:11

Cameron Clark 01:54:45 00:00: C 00 00:02:54 00:12:18 09:06:47

Luke Davies 01:37:30 00:00:00 00:00:00 00:02:55 00:09:30 07:26:39

Caraline Morrison 01:58:21 00:00:00 00:00:00 00:02:54 0o:12.01

Jan Newman 01:56:51 00:00:00 00:00:00 00:03:00 00:07:36 08:50:33

Amelia Bower 01:27:00 00:00:00 00:00:00 00:02:55 00:10:06

Anthony Campbell 02:03:24 00:00: 00:00:00 00:02:54 00:12:12

Simon Parsons 01:20:08 00:00:00 00:00:00 00:02:54 00:05:08

Jennifer Marshall 00:00:00 00:00:00 00:02:54 00:08:24 06:25:26

Heather Randall 02:03:5 00:00:00 00:00:00 00:02:56 1] 31 30:47
¢9 Ella Parsons 00:00:00 00:00:00 00:02:54 00:13:30 08:58:51

Yvonne McGrath 4 00:00:00 C 00:02:54 00:10:25 08:34:29

Emily Hodg 00:00 00:10

Colin Sharp 00:00:00 00:00:00 00:14:25

Jan Bond 01:48:16 00:00:00 00:00:00 0:02: 00:07:07 08:03:14
Austin Hudson 01:50.57 00:00:00 00:00:00 00:03:00 00:07.06

off & I3
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Agent Activity Detail

The Agent Activity Detail report provides details related to the activity of agent(s) including all State,
Disposition, and Call activity.

Do oad & eduled PDF Repo

Default Report Type Agent / DND Activity Log

Default View Style Table View

Default Timeframe Real-Time

.vam Sumenary Infarmaticn

Peport Deacription; ECCA Aganl Reports Agam Acksty Detail
Run For Duration: Roal-Tima (Prind Srapshod Taken A Tha Oct 08,2025 05:13:18 PM EDT Local Tima)
Report Type/Siyle: Agent / DND Actieity Log
Pun By User; peordama
Filter Options: Tel Servor=Tomo Simulaior BW Enterprise’, Parifions="Sunshing Dessoris’
Totsl Rows: 250 Fowis)
Detalled Aeport Flelda'Statistios
Futad Al Rame Higtiainy Tims Antintiy Type Faal Banlianle Boans DMD Frane CHIFIE ol Type
S0t Anray Huris CHrBnRE B0 on TEEiTE SOnioas Bt
Avull Carclirm kziaon L1252 fronl on feand
Bangsl  Lukay Duwias CHrBnRE B on Bugph
Beapf Bl PMamorm L1252 BurpD on Burpdt
By Elwym Waking [ ekl Basghh, on Busyth,
Avull Daxid Hasis-dases 02011 fronl on feand
S Anrdy Huni T Bin on THETE Sanions Hagld
Mot Dwwid Haris-dosss [12- Alarkh on Barka,
L Anray Huris HoBcER Alarh on A,
Avull hehany Carnpball L1255 fronl on feand
Baryidh Liskay Durvis [t Bagss, on Baayih
Hetd  Carolrm Wamson L1255 Alarkih on Barka,
By Diawid Hawis-Jones. HrBicEs Basphh, on Busyth
& Daxid Hasis-dases 2HATAE EAn on Saes Buayih
S Dawid Hawig-Jones Axalndp 8in o CRBITE Sonines Bagyd,
Ewnd  Dawid Haris-dosss L1255 Bargid on Buayih
k=] Elwym Waking 2EEECER BAn on Saws Busyth,
& Etwyn Watkina 2HBEID EAn on Canlamar Sardcan Buayih
Bapaah Edwym Warkine oS ii Blaspid of Bugyid
& Carearon Krax AR EAn on Canlamar Sardcas Burpt
Baggsl  Camawon Hro frad o B on Bl
& fincirma Sobnaton 238783 EAn on Ganlamar Sardcas Burpdt
Baggsl  Angns Johnson 2wEEER B on Bugpi
& Carearon Clark 28304 SAn on Canlamar Sardcan Buayih
By Carvaron Clark f et el Basghh, on Busyth
& Luka Danian 238511 EAn on Ganlamar Sardcan Buayih
Byl Loy Dby HoBcER Basghh, on Busyth
& Carclirm kzraon 22ITAD EAn on Ganlamar Sardcas Barka,
L Carokirg Waimgon HrBicEs Alarh on A,
& Jan Husran SAn on Ganlamar Sardca Buayih
Bamavh  Jan Hesaran Basghh, on Busyth
& Frvalia Bosear EAn on Ganlamar Sardcas Buayih
Byl Ay Brawy! Basghh, on Busyth
& hehany Carnpball 22IEAD £An on Canlamar Sardcas feand
Al Aniary Carpbadl HoBcER #vad of Hapd
& fimrm Hurfar [12- A EAn on Ganlamar Sardcas Barka,
L Anray Huris HoBcER Alarh on A,
& Efla Parsor 2HATAE EAn on Ganlamar Sardcas Burpdt
Baggs} By Farore CHrBnRE B on Bl
Avull Jan Husran L1255 fronl on feand
Al Anray Huris [l #vad on Al
Huls  Ashany Gampball 1225 H Al of Bk,
L Anray Huris [t i) Alarh on A,
Avull Carclirm kzraon Q0041 fronl on feand
Nerthd,  Jan Hesran [t i) Alarh on A,
et Caroding Wamison [ b A on Mg,
Beag®d  Jdan Mesrran L1222 BurpD on Burpdt
By Aniary Carvpdadl [ ] Basghh, on Busyth
Avull fincirma Sobnaton L1222 fronl on feand
Buswh  here Furer HnSER Basgh o Busyih
Merl  Fecres Jobnston L1222 ] Alarkih on Barka,
Baggsl  Dawid Hawis-boses [ id 1) B on Bl
Avull Etwyn Watkina [ fronl on feand
Al Arinany Campball [ R Hepad o Hapd
RatD  Ewyn Watking a021:11 Alartey on Al
By Angingss Johavson [ R Basghh, on Busyth,
Avull Carclirm kziaon a0=1:11 fronl on feand
By Diawid Hawis-Jones. [ R Basphh, on Busyth
Avull Carearon Clark 00123 fronl on feand
Bagys Etwym Warkineg (2 25 [- T2 of Bugpi
Het  Ashony Carmphall [1ZOEH] Alarkih on Barka,
Al Ay Brawy! [duskl #vad on Al
Page 1
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Real
Default Report Type

Agent / DND Activity Log

Default View Style

Table View

Default Timeframe

Real-Time

Anne Hunter

Caroline Morrison
Luke Davies

Ella Parsons
Elwyn Watkins
David Harris-Jones
Anne Hunter
David Harris-Jones

2. Do% G QDo

Anne Hunter
Anthony Campbell
Luke Davies
Caroline Morrison
David Harris-Jones
David Harris-Jones
David Harris-Jones
David Harris-Jones
Elwyn Watkins
Elwyn Watkins
Elwyn Watkins
Cameron Knox
Cameron Knox
Andrew Johnston
Andrew Johnston
Cameron Clark
Cameron Clark
Luke Davies

Luke Davies
Caroline Morrison

D2, Q, B2, Q4 P2, 4, Bo. Q, D9, Q, D2, Do, Q, D2, B2, @ Q [lo

Caroline Morrison

8 Jan Newman
& Jan Newman
8 Amelia Bower

Revision 3.5

00:00:05
00:00:05
00:00:05
00:00:05
00:00:11
00:00:11

00:00:17
00:00:17
00:00:23
00:00:23
00:00:23
00:00:29
00:00:29
23:40:46
23:40:46
00:00:29
23:566:23
23:56:23
00:00:11

23:49:04
23:59:05
23:57:53
23:58:53
23:53:04
23:59:35
23:55:11

00:00:23
23:33:40
00:00:29
23:56:05
23:59:53
23:55:53

S/0ut
Avail
Busy/O
Busy/O
BusylA
Avail
Sfln
Alert/A
Alert/A
Awail
Busy/A
Alert/A
Busy/A
Siin
Siin
BusylA
Siln
Siin
BusylA
Siln
Busy/O
Siln
Busy/O
Siln
Busy/A
Siin
Busy/A
Siln
Alert/A
Siin
BusylA

Siln

Off
Off
Off
Off
Off
Off
Off
Off
Off
Off
Off
Off
Off
Off
Off
Off
Off
Off
Off
Off
Off
Off
off
Off
Off
Off
Off
Off
Off
Off
Off
Off

Customer Services

Cuslomer Services

Sales

Customer Services

Sales

Customer Services

Customer Services

Customer Services

Customer Services

Customer Services

Customer Services

Customer Services

Customer Services

S/0ut
Avail
Busy/O
Busy/Q
Busy/A
Avail
Avail
Alert/A
Alert/A
Avail
Busy/A
Alert/A
Busy/A
BusyiA
Busy/A
Busy/A
Busy/A
Busy/A
Busy/A
Busy/O
Busy/'O
Busy/O
Busy/Q
Busy/A
Busy/A
BusylA
Busy/A
Alert/A
Alert/A
Busy/A
Busy/A
Busy/A

Oft (1 T3
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Agent Summary (Call Summary)

The report provides details related to the activity of agent(s) including all State, Disposition, and Call
activity.

Do oad & eduled PDF Repo

Default Report Type Call Center Agent Report
Default View Style 2D Pie Chart + Table View
Default Timeframe Real-Time

Raport Sumenany Indarmaticn

Raport Deacripticn;: ECGR Aganl Raports Sgan Summary (Call Summany]

Run For Duration: Roak-Tima (Prir Snapshct Takon A Tha Oct 08,2025 05:38:37 PM EOT Local Tima)
Report Type/Siyle: Cal Comer Agent Aopont

Aun By Uasr; seerdama

Filter Options: Tel Servor="Twmo Simulaior B Enterprise’, PariBions="Sunshing Dossors’

Sarted By: [Ha Fisld Sordng Conbgured - Using Delaul Row Qedaring]

Total Rowa: 24 Rowwle)

Charting Dvoriew

AGENT SUMMARY [TALL SUMKARY)

B I LR
[ R

RAGFE RTEAMA MURATION TR
LIk

FE CD DURATION

HADLINDG DURATION

3L ILHIC LAIIAT 1Y JALL)
Ml VERAGE INTERMAL DURATION {18}

=G M BOURD DTN

Wil
COLERR R RN TEPEITR T S S i |
Wedn4n
Detailed Aeport FisldeSinistics
Stalus Namse Bug ACD Avg Bug () e Inemal in)
S0 Davd Hamis-Joras OO0 el 24 00 28 Do =
By, ) < .
NoD g Joan Graangross DO o024 [T DO 44
S0t Esther Pigson [T R LLETE ] 0o a3
A ::., by Watkin CON0AT =R LU E ] Do A1
Aleri, Al
=] 1 14
Crgiacpy  En St 0o ] LLEIE ] 0o A4S
S0kt Cameron Knox 000 o118 LLE TR LB ERD
S0t Andrew Johnsion 000048 oon12n noAT 013
[y, Ane  Gameron Clark 0o R E-H] LLE TR nongER
B0 Luie Davies 000048 0136 BT 0O 25
S0ut  Canolng Morson L0007 el 27 [T DO 44
Busrgrd, . . ,
4o ane i Hwman L0007 [ TR [T DO 43
fnl, ke Amaka Bower OO00AT [ TR [ 000 38
B0ut  Arhony Campbal OO0 0123 [P 0o 47
S0 Simon Parsons DO004S el 22 [ DO
S0t Anoe Hunter 000048 ] LB R 0o 38
[y, Ane  Jeonifer Marshall 0o R 0o AT nom T
S0t Heotrer Fondal 000043 o127 noAT 0o 3
B, Ane Wicloria Termer 00004 o124 LLETEA 0o

Page 1
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Default Report Type Call Center Agent Report
Default View Style Table View
Default Timeframe Real-Time

ration {In)

David Harris-Jones
Joan Greengross

Esther Pigeon

00:00:45
00:00:43
00:00:47

00:01:24
00:01:24
00:01:39

00:01:28

00:01:39

00:01:23
00:01:46

Elwyn Watkins

Julian Stewart

00:00:48
00:00:50

00:01:14
00:01:28

00:01:51
00:01:45

Cameron Knox
Andrew Johnston
Cameron Clark

Luke Davies

00:00:44
00:00:47
00:00:48
00:00:46

00:01:20
00:01:28
00:01:23
00:01:36

00:02:16
00:01:28
00:02:22
00:01:26

Amelia Bower

Anne Hunter

Jennifer Marshall

Heather Randall

00:00:48

00:00:47
00:00:43
00:00:43

00:01:20

00:01:28
00:01:28
00:01:25

00:01:33

00:01:51
00:01:37
00:01:46

00:01:39

00:01:36
00:01:17
00:01:35

Victoria Turner
¢  EllaParsons
Yvonne McGrath

Emily Hodges

00:00:45
00:00:50
00:00:45
00:00:50

00:01:26
00:01:34
00:01:20
00:01:22

00:01:52
00:01:41
00:01:34
00:01:37

00:01:23
00:01:22
00:01:41
00:01:30

00:01:49

Jan Bond

00:00:47

00:01:06

00:01:16

Revision 3.5
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Agent Summary (Activity Summary)

The Agent Summary (Activity Summary) report provides information about the number of calls handled by
agents, reported by call type.

Do oad & eduled PDF Repo

Default Report Type Call Center Agent Report

Default View Style 2D Pie Chart + Table View

Default Timeframe Real-Time

Report Summary Infarmation
Raport Deacripticn;: ECGR Agenl Reports Sgant Summary (Activity Summany|
Run For Duration: Roalk-Tima (Prir Snapshct Takon A Tha Oict 08,2026 070740 PM EOT Local Tima)
Report Type/Siyle: Cal Comer Agent Aopont
Aun By Uasr; seerdama
Filter Options: Tel Servor="Twmo Simulaior B Enterprise’, PariBions="Sunshing Dossors’
Sarted By: [Ha Fisld Sordng Conbgured - Using Delaul Row Qedaring]
Totsl Rawa: 24 Fevorle)
Charting Dvorvaw
AGENT SUMMARY {(ACTIVITY SUMMARY)
WE O DUTY ITOTALL:
[T
WYERAGT WRAFLF TIVE:
WLALEY
AFRARE [N ST E TIME
uoee iuhi]
IRA DM DL W 1AL ]
AERANGE HANTIF TRE: — — AEAGE TV TIME E WRATFLIN TIME
e i 14CF LINaMER ARLF TIRF
MERAGE HOLDTHE: ©
LT
Detailed Asport FisldeSimtintics
St M Tires On Dufy (Tetal)  Aversgs Weaplip Tims - “.I.. Aseraga Talk Tima Aearngs Hald Tims Aenraga Hardis Tima
Bumpl Arg  Diset v Janas i L] L] i ST LR
Bt
ACD e s Gusspom L RLT L] LR ] i R R SO
Awnd ks ExtharPigeon L S H L] DOHEAN [oEE AT T ]
SOul  Down Walking AT R ] DO D1 WDEAT L F]
SOu  Jullen Seeer LLF 5] L] DOHAN [EE L F R TR
Durph § 3
AD Ang  Cumwan Kaze LoE- L] DOHEAN [EE L F B TR
Bampll Ara deviss Jolegion W L] LR ] LR R R LR
SO e Clek TR L] LR ] i s SO0
0wl Liks Durvi LE T L] LR ] w0 LR R L]
g i F
Orgam;  Caeiem Marimn AT L] DOHEAN [EE IR TR
Avad ke Inn Rewrean 51143 5] L85 [EAE- ] IR L ULE-]
SOui  Ameks Bowsr I L] DOHEN [EE ] L F R LLETE
STu Aoy Canphal LLE = L] DOHN LEE N L F B TR
Al ibe N Pason L RURH L] LR ] LR 2R o0
Bampll, Ara  deves Hunts LT L] LR ] LT F s BOn T
0wl e bashl i L] LR ] g L2 R SO
0wl Healw Rarded e LR Lk Lol R LR R B
0w Vs Tumes LIRS ] L] LR ] i s SO
g i
Ovgecy D Parens EE R L] LR ] i L2 R SO0
_,,'t';‘:‘:‘ o Wb s i L] LR ] LT F R R SO0
Swl By Hidges SRR L] LR ] i S SO0
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Default Report Type Call Center Agent Report
Default View Style Table View
Default Timeframe Real-Time

David Harris-Jones
Joan Greengross 7 0:00:00 D :00 00:01:24

Esther Pigeon 00:00:00 00:01:26
Elwyn Watkins 09:05:11 00:00:00 00:00:00 00:01:26 00:00:17
art 11:02:21 00:00:00 00:00:00 00:01:25 00:00:18
& Cameron Knox 09:31:36 00:00:00 00:00:00 00:01:23 00:00:18

Andrew Johnston 00:00:00 00:00:00 00:01:18 00:00:18 00:01:19

Julian Ste

Cameron Clark 00:00:00 00:00:00 00:00:21 00:01:24
Luke Davies 00:01 00:00:00 00:00:18
Caroline Morrison 09.45:36 00:00:00

& JanNewman 10:14:19 00:00:00

Amelia Bower :00 00:00:00 00:01:30

Anthony Campbell 00:00:00 00:01:24 00:01:23

Simon Parsons 06:10:41 00:00:00 00:01.28 00:01:23

Anne Hunter 09:52:19 :00:00 00:00:00 00:01:25

07:46:41

Jennifer Marshall 00:00:00 00:00:00
J Heather Randall 09:30:02 00:00:00 00:00:00 00:01:19
Victoria Turner 11:12:33 00:00:00 00:00:00 00:01:21
Ella Parsons 10:38:36 00:00:00 00:00:00 00:01:24
Yvonne McGrath 10:24:50 00:00:00 00:00:00 00:01:25 00:00:19
Emily Hodges 08:56:18 00:00:00 00:00:00 00:01:26 00:00:22

Colin Sharp 10:42:10 00:00:00 00:00:00 00:01:21 00:00:18

Austin Hudson

Off @ 3
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Agent Summary (High Water Marks)

The Agent Summary (High Water Marks) report shows the longest amount of time spent by the agent on
calls of various call types for the reporting period.

Download & Scheduled PDF Report ‘

Default Report Type Call Center Agent Report
Default View Style 2D Bar Chart + Table View
Default Timeframe Real-Time

.qurt Surmenary Indarmation

Raport Deacripticn;: ECGR Agenl Reports Sgent Summary (High Water Marks)]

Run For Duration: Roalk-Tima (Prir Srapshct Takon A Tha Oict 08,2025 11:56:54 PM EOT Local Tima)
Report Type/Stye: Cal Comer Agant Aeport

Aun By Uasr; seerdama

Fitter Options: Tl Servor=Tomo Simulaior BW Enterprise’, Parifions="5unshing Doesseris’

Sarted By: [Ha Fisld Sordng Conbgured - Using Delaul Row Qedaring]

Total Mawa: 24 Fowlg)

Charting Dvoriew

AGEMT SUMMARY (HIGH WATER MARKS)

CARTI T WD

Ll w £ [ - (LBLL) uLs [LIRi WAL Ll 2
LONGEST CALL el [l LOWGEST HOLD TIME
| Detalled Report FiskdaSstistics
Status Mame Longest Call (All} Longest Hold Time

Busy/a, . . . -
ACD Ans David Harris-Jones 00:03.07 00:00:30
Busy/O, Ans  Joan Greengross 00:03:12 00:00:30
S/0ut Esther Figeon 00:03:18 00:00:30

Busy/a, . e 0
ACD Ans Eblwyn Watkins 00:03:18 00:00:30
Si0ut Julian Stewart 00:03:12 00:00:30
Si0ut Cameron Knox 00:03:13 00:00:30
Avail, Idle  Andrew Johnston 00:03:18 00:00:30
S/0ut Cameron Clark 00:03:18 00:00:30

Busy/A, . e 00
ACD Ans Luke Davies 00:03:12 00:00:30
Si0ut Carcling Morrison 000312 00:00:31

Page 1
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Default Report Type Call Center Agent Report
Default View Style Table View
Default Timeframe Real-Time

Status Name Longest Call (All) Longest Hold Time

Joan Greengross 00:03:12 00:00:30
Esther Pigeon 00:03:18 00:00:30
Julian Stewart 00:03:12 00:00:30
Cameron Knox 00:03:13 00:00:30
Andrew Johnston 00:03:18 00:00:30
Cameron Clark 00:03:18 00:00:30
.
Caroline Morrison 00:03:12 00:00:31
Jan Newman 00:03:18 00:00:30
Amelia Bower 00:03:18 00:00:30
Anthony Campbell 00:03:12 00:00:30
Simon Parsons 00:03:18 00:00:30
Anne Hunter 00:03:13 00:00:30

Jennifer Marshall 00:03:12 00:00:30

Heather Randall 00:03:12 00:00:31
Victoria Turner 00:03:18 00:00:30

Agent Summary (High Water Marks) Off & I3
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Agent Unavailability (Unavailable Code Count)

The Agent Unavailability (Unavailable Code Count) report provides information related to the unavailability
codes used by agents when setting their state to Unavailable.

This report is an aggregation of all Agent unavailable counts. To view available codes for individual or groups of

agents, this report requires filtering against the specific agents.

Download & Scheduled PDF Report ‘

Default Report Type Agent N/A Code Usage
Default View Style 2D Bar Chart + Table View
Default Timeframe Real-Time

Report Summary Information

Report Description: ECCR Agent Reparts Agent Unavailability (Unavailable Code Count)

Run For Duration: Real-Time (Print Snapshot Taken At Tue Sep 24,2024 01:06:22 PM BST Local Time)

Report TypelStyle: Agent NJA Code Usage

Run By User: colin.gill@akixi.com

Filter Options: Tel Server="Akixi In-House BWKS (Product)’

Sorted By: [Mo Field Sorting Configured - Using Default Row Ordering]

Total Rows: 4 Row(s)

Charting Overview

AGENT UNAVAILABILITY (UNAVAILABLE CODE COUNT)

[NONE ENTERED]

MOT-AVAILABLE CODE
|

Lunch

Meeting

STATISTIC VALUE

Historical [l IN USE NowW

Detailed Report Fields/Statistics

Not-Available Code Historical In Use Now
[None Entered] 4 0
Comfort 4 0
Lunch 1 1
Meeting 1 0

10 1

Page 1
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Real Time/Historical Report in Portal

Default Report Type Agent N/A Code Usage
Default View Style Table View
Default Timeframe Real-Time

N/A CODE a HISTORICAL IN USE NOW
[None Entered] 4 0
Comfort 4 0
Lunch 1 |
Meeting 1 0

Real-time N/A state

Blue - One or more ACD agents is/are currently in Not-Available state using the corresponding reason
code.

Revision 3.5 Page 23



Agent Unavailability (Unavailable Code Duration)

The Agent Unavailability (Unavailable Code Duration) report provides information related to the
unavailability codes used by agents when setting their state to Unavailable .

Download & Scheduled PDF Report ‘

Default Report Type Call Center Agent Report
Default View Style 2D Bar Chart + Table View
Default Timeframe Real-Time

.llupwl Sumenary Infarmmicn

Roport Desorigtion: ECCR Ageni Roporis Agond Unavallabilly |Unovalahlke Code Durafon)

Mun Far Duratian: Fiaal-Tira [Print Srapedol Takes A Fi Oct 08,2026 06:12:51 PM EDT Local Tiee)
Report Type'Shyle: Call Cenker fugent Aoport

Fun By Usar: SO

Filter Options: Tal Server="Tarma Srulaior BW Erfaprse’, Partiors="Sunshine Desseris’
Sorted By: Mo Fiedd Serting Configured - Using Dalauk Ao Ordoring]

Totsd Rows: 24 o)

Charting Overviow

AGENT UMNAVAILABILITY [UNAYAILASLE CODE DURATION)

Revision 3.5

TOT kint [CTHER] TIME TOTHA LTIME B TCT Rz TidE B TOTHS 3 TIRE I TOT ki & TIME
TOTHA G TIME [l TOT 47 TIME TOT MW TME TOTHAD TIVE TOT I 1 TIWA
Detalled Aepor Felds/Siatistics

Samka R Tob Wk rena] Tews (TEINR ToRAT Tine  TERATTms  ToRATTes Tt MAWTre  TelMATTes  Te WA Tem  Tel MW T T
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Default Report Type
Default View Style
Default Timeframe

Call Center Agent Report
Table View
Real-Time

.— 00.00 00:00:00 DO-00:00 00:00:

00:00
00:00:00

Change the device(s) that the report shows
| content data or statistics for |

00:00

00:00:1¢ 00:00

off @

Page 25
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Agent Disposition Code

The Agent Disposition Code report provides information related to disposition codes used by agents.

This report is an aggregation of all Agent Disposition counts. To view disposition codes for individual agents or

groups of agents, this report requires filtering against the specific agents.

Download & Scheduled PDF Report ‘

Default Report Type Calls by Account Code
Default View Style 2D Bar Chart + Table View
Default Timeframe Real-Time

.Mpm$u—w-rlnhrmlllm

Report Deacription; ECCR Agent Raparts Agen Disgoation Gode

Run For Duradion: Roal-Time (Frini Srapshod Taken AL Fri Oot 09,2025 05:37.26 FM EDT Lol Tima)
Report Type Syl Calls By Accoum Code

Run By Usei; petrdama

HI‘-Dﬂm- Tel Serser=Tome Smulaicr BW Enterprise’, Parilons="5unshine Desseris’

Sarted By: [Ma Field Soring Confgured - Using Defaul Flow Ordering]

Totsl Rows: 11 Fowis)

Charting Overview

AGENT DISFOSITION CODE

4 F WANE
TATAL SALE |IHE J

= AATAL SALL (R J

3

o mETR F :l

= TECHMICA SHPPORT ]

z VARRANTY C1 AW

H RETUSN VA0HSE R0

| Detalind Raport FisldaStatistics
Account Code Count Average Average Average
Description Call Time Hold Time Talk Time
9110 00:01:18 00:00:18 00:01:25
Mo Sale Made 99 00:01:55 00:00:18 00:01:25
Capltal Sale (CrodHt 145 00:01:54 00:00:17 00:01:23
Card)
Capital Sale {On e - ey o -
Account) 114 00:01:56 00:00:20 00:01:29
Rental Sale 114 00:01:46 00:00:19 00:01:17
Technical Support e . - W -
Required 147 00:01:45 00:00:18 00:01:16
Warranty Claim 116 00:01:53 00:00:18 00:01:23
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Real Time/Historical Report in Portal

Default Report Type

Calls by Account Code

Default View Style

Table View

Default Timeframe

Real-Time

Description

Count

Average Call Time

Average Hold Time

Average Talk Time

No Sale Made

Capital Sale (Credit Card)
Capital Sale (On Account)
Rental Sale

Technical Support Required
Warranty Claim

Return (Wrong Product)
Return (Product Failure)
Wrong Department

Voice Audio Problems

9107

99
145
114
114
147
116
101
132
114
120

00:01:18
00:01:55
00:01:54
00:01:56
00:01:46
00:01:45
00:01:53
00:01:56
00:01:58
00:01:55
00:01:55

00:01:22

00:00:18
00:00:18
00:00:17
00:00:20
00:00:19
00:00:18
00:00:18
00:00:18
00:00:16
00:00:17
00:00:17

00:00:18

00:00:18

00:01:25
00:01:25
00:01:23
00:01:29
00:01:17
00:01:16
00:01:23
00:01:25
00:01:28
00:01:26
00:01:24

00:01:24
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Agent Sign In Sign Out

The Agent Sign In Sign Out report provides information related to the sign-in and sign-out events of
agents.

Download & Scheduled PDF Report ‘

Default Report Type Agent / DND Activity Log
Default View Style Table View
Default Timeframe Real-Time

.watﬁw—lur:f Indarmaticn

Report Description: ECGR Agant Fiaports Agem Signin Sign Gut
Run For Duration: Today (Rum &t Fri Cct 02 2028 06:44:07 PM EDT Local Timaj
Report Type/Seyle: Agent § OND Acthtty Log
Run By Usar: weerdama
Fllter Options: Tol Sersor=Twmo Simulaior BW Entenprise’, PariBons="5unshing Dassors’
Totsl Raws: 250 Fiowis)
Detalled Ropart Flekds!
Status Agent Name Activity Time Activity
Busy/O David Harriz-Jones 00:00:01 BusyiO
Avail Elwyn Watkins 00:00:01 HAvail
Alert/A Jan Bond 00:00:07 Alert/A
Alert/A Cameron Knox 00:00:13 Alert/A
Busy/iA David Harriz-Jones 00:00:13 Busy/fa
Busyw/O Austin Hudson 00:00:19 BusyiO
Avail Cameron Knox 00:00:25 Avail
Alert/A Elwyn Watkins 00:00:25 AlertlA
Alert/A Heather Randall 00:00:25 Alert/A
Busy/A Jan Bond 00:00:25 Busy/fA
S/n David Hamis-Jones 23:47:00 Siln
S/n David Harmis-Jones 23:47:00 Siln
BusyiA David Harriz-Jones 00:00:13 Busy/A
Sin Joan Greengross 23:23:35 Siln
Sin Joan Greengross 23:23:35 Siln
Busy/O Joan Greengross 23:59:49 BusyiO
Sin Elwyn Watkins 23:40:24 Siln
Sin Elwyn Watkins 23:40:24 Siln
Alert/A Elwyn Watkins 00:00:25 Alertia
S/In Julian Stewart 23:57:00 Sfln
BusyiA Julian Stewart 23:58:43 Busy/A
Sfln Cameron Knox 23:57:24 Sfin
Avail Cameron Knox 00:00:25 Avail
S/In Andrew Johnston 23:59:55 Sfln
Busy/O Andrew Johnston 23:58:55 BusyiO
Sfln Luke Davies 23:53:24 Sfin
Busy/O Luke Davies 23:58:37 BusyiO
S/In Jennifer Marshall 235718 Sfln
Avail Jennifer Marshall 23:59:13 Avail
Sfln Heather Randall 23:31:59 Sfin
Alert/A Heather Randall 00:00:25 Alert/A
S/In Ella Parsons 23:38:48 Sfln

Page 1
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Real Time/Historical Report in Portal
Default Report Type

Agent / DND Activity Log

Default View Style

Table View

Default Timeframe Real-Time
Status Agent Name Activity Time Activity
y David Harris-Jones 00:00:01 Busy/O
S ElwynWatkins 00:00:01 Avail
Jan Bond 00:00:07 Alert/A
Cameron Knox 00:00:13 Alert/A
& David Harris-Jones 00:00:13 Busy/A
& Austin Hudson 00:00:19 Busy/O
g Cameron Knox 00:00:25 Avail
Elwyn Watkins 00:00:25 Alert/A
Heather Randall 00:00:25 Alert/A
& Jan Bond 00:00:25 Busy/A
2 David Harris-Jones 23:47:00 S/in
f-3 David Harris-Jones 23:47:00 S/In
(‘9 David Harris-Jones 00:00:13 Busy/A
2 Joan Greengross 23:23:35 S/in
f-% Joan Greengross 23:23:35 S/in
& Joan Greengross 23:59:49 Busy/O
2 Elwyn Watkins 23:40:24 S/In
2 Elwyn Watkins 23:40:24 S/in

Agent Sign in Sign Out

Revision 3.5
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Call Center Incoming Calls

The Call Center Incoming Calls report provides information related to how incoming calls are handled by

call centers, whether they are queued or handled by policy prior to being queued.

Download & Scheduled PDF Report ‘

Default Report Type

Group / Queue Report

Default View Style

2D Bar Chart + Table View

Default Timeframe

Real-Time

.wat Surmenary Indarmation
Aeport Deacription:

Run For Duration:

Report Type/Geyie:
Aun By User;

Filter Options:

Sarted By:

Total Rowa:

Charting Dvoriew

ECGR Call Carter Reports Cal Canter Insaming Calls

Roak-Tima (Prird Snapshot Takon A Fri Oct 09,2025 07:23:40 FM EDT Local Tima)
Group ¢ Dusue Roport

werdemo

Tl Servor=Tomo Simulaior BW Enterprise’, Parifions="5unshing Doesseris’

[Ha Fisld Sordng Conbgured - Using Delaul Row Qedaring]

4 Rowls)

CALL CENTER INCOMIMG CALLE

an 3 i I =T
Wakin

CALLS RECEIWVED RECENED W4 CWEAFLCAY

Tech Support
Administration
Sales

Revision 3.5

Customer Services

Dwtailed Aeport FisldaSististlice

Call Center Name

Calls Received
1615
1592
1538
1572

6318

Received via Overflow
0
0
]
0
0
Page 1
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Group / Queue Report

Default Report Type
Default View Style Table View
Default Timeframe Real-Time

Call Center Name

Revision 3.5

Calls Received

Received via Overflow
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Call Center (Activity)

The Call Center (Activity) report provides information related to how calls are handled by call centers once

they have been queued.

Download & Scheduled PDF Report

Default Report Type Group / Queue Report
Default View Style 2D Column Chart + Table View
Default Timeframe Real-Time

[Ruport Sumenary Intarmation

Rsport Descrigtion: ECCR Tall Tantar Rapots Cal Conler [Achty)

Mun Far Duratian: Faal-Tirw (Prind Srapesct Taker A1 Fri Ocl 00,5006 068:50.02 PM BOT Lacal Tima)

Report Type'Stybe: Growp § Cusus Aeport

[Fiun By Usar: (]

Filter Optione: Tal Sarvwr=Tamo Smulsior B Erfepass’, Partfiors="Sunshine Dessarls’

Sored By: [Mo Fisdd Sovting Confgunad « Usiveg Datauk Ao Crdoring]

Total Rows: A o)

Charting Overview

CALL CENTER [ATTIVITY]

i [ 1]

TEFH 5.IRRT Aririn erak Tl

IR R NEH RS
ECUNCED TRAMSFER!
= ANEWERED <= 305

1 IETOMER SEROICS

| metailed Repor FisldsSiatisiica

[ o o e B I S T e—,

Revision 3.5
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Real Time/Historical Report in Portal

Default Report Type Group / Queue Report
Default View Style Table View
Default Timeframe Real-Time

2 Tech Support 0 694 10.4% 1417

&  Administration o 0 696 9.9% o 0 1356 z
[ Ssales 1o [ 67 10.2% 0 [] 1348 2
&8 Customer Services 0 0 679 9.9% 0 0 143 2

Call Center (Activity)

Revision 3.5
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Call Center Abandoned Calls

The Call Center Abandoned Calls report provides information related to calls that are abandoned by

callers.

Do oad &

Default Report Type

Group / Queue Report

Default View Style

2D Pie Chart + Table View

Default Timeframe

Real-Time

[Report Sumenary Intormation

|Report Description:
Fiun Far Durstion:
Roport Type/Styie:
Fiun By User:

Filer Options:
Sarted By:

Totsl Rowe:

Charting Overview

ECCR Call Cantar Raports Cal Canler Abardonad Calls

Pl Tirew (Prire Srapehor Taker A1 5w Oct 10,2026 062303 AM EOT Local Time)
‘Groap § Cusus Aoport

wecrd s

Tel Server=Tema Simulstor BW Erterprise’, Partiiorss"Sunshing Desseris’

[Mo Fiaid Sorting Canfigured - Using Datauk Ao Crdaring]

4 Rowig)

325 < AOANDCHLED == B

CALL CENTER ABANCONED CALLS

LI TR TS
=

I 150 AR SALILL,
inF

LU« AHARLLN L e 1525: 1

AR IOHED = M 1
ATIKT FERORE 200
15 o HANIIREDD we IS 77

AL - B
)

CE_LE ABRNDORED.
Ee)

A5 7 APADCLET 2= 1A 0 d

153 AL ARETALHLL
I T

AEANDON|
SEND EEFOR
ARKDAFTER

IR CALLS

| patailea Raport FasbdsSiatistics

- = i = = = T I .
Paga 1
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Real Time/Historical Report in Portal ‘

Default Report Type Group / Queue Report
Default View Style Table View
Default Timeframe Real-Time

Tech Support

] []
2 Administration 1z 184 72 39.1% 50 22 0 o 0
2 Sales "7 208 72 89 43.2% 70 19 0 o 0
2 Customer Services 126 204 78 38.2% B4 14 0 0 1]

ra
Call Center Abandol s Off & T3
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Call Center Summary

The Call Center Summary report provides summary information related to call center or DNIS
performance, including average statistics for wait time, speed of answer, abandonment time, and staffed
time.

Download & Scheduled PDF Report ‘

Default Report Type Group / Queue Report
Default View Style Line Chart + Table View
Default Timeframe Real-Time

.wat Sumenary Indarmation

RAepert Deacription: EGCR Call Conter Reports Call Canter Summary

Run For Duration: Roak-Tima (Prird Snapshct Taken Ab Sai Dot 10,2026 03:18:34 AM EDT Local Tima)
Roport Type/Style: Group | Dueue Aoport

Pur By Uaer: pecrdama

Filter Options: Tel Servar=Twomo Simulator B Enterprise’, Parifions="Sunshine Dessors’

Sarted By; [Ha Fisld Sorng Conligured - Using Defaull FRow Qrdaring]

Total Raws: & Fcrm{s)

Charting Oversiew

CALL CENTEHR SUMMARY

TLSH 21 Stk £ CUSITUNLE SJ0LS
A ¥
MERAGEVATTME -+~ AVERASE 3OEEDOFAKSWER -5 AWERAGE ABANDCHMERT TME
Detailed Aaport FisldeStatistics
Average Spead Hvarage
Status Call Center Mame Average Walt Time ol A Aband T Max Available Agents

L] Toch Supporn 0024 LB LR 4

Angwared  Adminisraliaon 0024 LB R a

Angwared  Sakes D2z LB LR RS 3
Wailing Cumtirmes Sarices O3z LB R 1 |
|
00:00:23 00:00:29 00:00:15 |

Page 1
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Real Time/Historical Report in Portal ‘

Default Report Type Group / Queue Report
Default View Style Table View
Default Timeframe Real-Time
Status Call Center Name Average Wait Time Average Speed of Answer Average Abandonment Time Max Available Agents
g Tech Support 00:00:24 00:00:29 00:00:17 4
Q Administration 00:00:24 00:00:29 00:00:16 0
a Sales 00:00:22 00:00:29 00:00:14 3
=% Customer Services 00:00:22 00:00:28 00:00:13 1

00:00:23

00:00:29

00:00:15

Call Center Summary

Revision 3.5
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Call Center Service Levels

The Call Center Service Levels report provides information related to how incoming calls are handled in
relation to service levels provided as input parameters.

Do oad & eduled PDF Repo

Default Report Type Group / Queue Report

Default View Style 2D Column Chart + Table View
Default Timeframe Real-Time

Raport Sumenany Indarmation

Report Description: ECCR Call Certer Reports Call Conler Servics Loves

Run Far Duratian: Faal-Tira (Prind Srapehot Taken Al Sol O 10,2026 CF 5544 A EDT Local Ties)
Report Type'Style: Girnowp | Casewn Aoport

Run By Usar: ST

Filter Sptions: Tal ServersDemo Smulator BW Erterprse’, Parlifons="Sunshine Desserls’

Sarted By: [ Fieid Soeting Configurad - Using Dalauk Aos Ordaring]

Totsl Rerws: 4 Foswle)

Charting Overviow

CALL CEMTER SERVICE LEVELS
LT TE

LR TR

oo

L= 1]

nusicn

e in

meoerin

[LIFETNEY

[Liided]

[EETET EETE CARTEETT E LUSILE SUIELS
[ECTN SR AURER TN

W AERAGEWAITTIME Il WWERAGSE SOSED TO AMEWER

Detailed Report FeldsSialsties

e b Amee % e L) i = el LT s - bl - i Ao wAMe

—_ == e oy ey e ey = == = = 1me I e 3 w2 =

Wamg  Teow Supen ez e = = ] nis n s ] o ® [T 3 ar ] [T

s s ] i i [ - e n i 4 o e arm a i 4 G
] (e8] o = [T by FEiL ™ £ LY a s " s a e a L8 |
R o s = i o s W ETS a (= 5 A a A a B |
Paga 1
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Real Time/Historical Report in Portal ‘
Group / Queue Report

Default Report Type
Default View Style Table View
Default Timeframe Real-Time

L0 Administration
0 Sales
[l  Customer Services

00:00:24
00:00:22
00:00:22

00:00:29
00:00:29
00:00:29

3 10.3%
30 9.5%
35 1.0%

83
76
82

27.6%
24.1%
25.9%

m
75
75

23.6%
23.8%
23.7%

Call Center Service Levels

Revision 3.5
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Queue Real-Time Statuses & Icons

Queue Real-Time Statuses & Icons

None - When the report is configured to not include group members, this depicts that no calls are currently being distributed
by the corresponding queue or are currently answered at a group member. When group members are being included, this
indicates that none of the corresponding group extension and/or agent members are currently involved in any outbound or
inbound calls.

Pale Yellow - When the report is configured to not include group members, this highlight color depicts that the corresponding
queue is currently distributing calls that have no t yet been answered by a group member extension or ACD agent. When
including group members, the color is also used to indicate that one of the corresponding group extension s and/or agent
members is currently involved in an unanswered outbound or inbound call. In either statistic calculation mode, this
highlighting state is always shown if any waiting calls exist, even if there are other active group calls that have already been
answered.

Green - If the report is not configured to include group members, then this colour indicates that an active answered calls exist
within the queue, where a group member has previously answered one of the group's distributed calls. When including group
members, the color indicates that one of the corresponding group extension s and/or agent members is currently involved in

an answered outbound or inbound call.
In both calculation modes, this color also indicates that no unanswered calls exist within the corresponding group.

o]

£ No calls are currently being distributed by the corresponding queue or are currently answered at a group member.
g The corresponding queue is currently distributing calls that have no t yet been answered by a group member extension or ACD
agent. This state is always shown if any waiting calls exist at the group, even if there are other active group calls that have already been
answered.

&0 Active answered calls exist within the queue, where a group member has previously answered one of the group's
distributed calls. No unanswered calls exist within the group either.

0
g The application is no t currently successfully communicating with the telephone system that the queue is associated with. This is
either because the application administrator has disabled communication & monitoring of the corresponding telephone system, or there
is a problem actually communicating with the telephone system platform. Refer the issue to your application provider or the system wide
application administrator.

g A previous request to monitor the corresponding queue on the telephone system failed, which is usually due to an
incorrect or expired monitor password being set against the device for telephone systems that specifically require it. To
display the reason that the monitor request failed, float the mouse pointer over the icon in order to display a more detailed
tooltip description.

9
g' The status of the corresponding queue is unknown, probably because the device has been deleted from the application's
configuration by an administrative user. Refer this state to the administrative user of the application.
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Call Center Call Detail

The Call Center Call Detail report provides information related to calls received by the call center.

Do oad & eduled PDF Repo

Default Report Type Historical Call Report

Default View Style Table View

Default Timeframe Real-Time

[Rmport Sumemary Infarmation

|Ilqmn-aquu_'

ECCR Call Cander Raports Cal Cenier Cal Detalls
Faal-Tirw (Prim Srapssol Taken A Se O 102026 051554 A EDT Locsl Tirs)

Fun Far Durstian:

[Report Type/Style: Historic Call Log
|Il|llB!l.ll!|'. e r Y
Filter Gptions:

Totad Reows: ZE0 R )

Tel SarveraDamo Sirulstor BW Erferprisg, Partiors='Sunshing Desserls. CallTypas'External (nbound Onkyl', SegNo=|Last]

Dutailed Ruport Felde'Statisticn
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Real Time/Historical Report in Portal \
Default Report Type Historical Call Report

Default View Style Table View

Default Timeframe Real-Time

v Customer Services [Non DID] 10/09/2026 23:58:59 23:59:11 00:00:05 00874488371 Answered - 00:00:12 [
v Jan Newman 01234567400 10/09/2026 23:58:23 23:59:47 00:00:17 04466819047 Answered - 00:00:11 3
v Tech Support 01234567400 10/09/2026 23:58:35 23:58:47 00:00:24 06251904477 Answered - 00:00:12 0
% Customer Services 01234567403 10/10/2026 00:00:36 00:00:48 07996568304 Abandoned - 00:00:12 0
X Administration 01234587401 10/09/2026 23:59:47 00:00:11 00:00:54 04486819047 End On-Hid - 00:00:24 1
v Administration [Non DID] 10/09/2026 23:57:59 23:58:53 00:00:54 02037161890 Answered - 00:00:54 3
v Customer Services 01234567403 10/09/2026 23:58:11 23:58:53 00:01:00 02037161890 Answered - 00:00:42 2
v Carcline Morrison 01234567128 10/09/2026 23:59:35 00:00:30 00:01:00 03059040405 Answered - 00:00:18 0
v Jan Newman 01234567112 10/09/2026 23:59:23 00:01:00 00:01:12 06731293702 Answered - 00:00:23 0
v Sales 01234567402 10/10/2026 00:00:05 00:00:38 00:01:18 08293946160 Answered - 00:00:31 1
b Administration 01234567401 10/10/2026 00:01:18 00:01:36 06543493213 Abandoned - 00:00:18 0
v Administration [Non DID] 10/09/2026 23:59:59 00:00:36 00:01:42 00874488371 Answered - 00:00:37 2
v Sales [Non DID] 10/09/2026 23:59:35 00:00:05 00:01:48 04486819047 Answered - 00:00:30 1
% Tech Support 01234567400 10/10/2026 00:01:42 00:02:06 01351757805 Abandoned - 00:00:24 1
" Tech Support 01234567400 10/10/2026 00:02:06 00:02:06 08310244537 Abandoned - 00:00:00 0
% Customer Services 01234567403 10M10/2026 00:02:18 00:02:18 08543493213 Abandoned - 00:00:00 0
% Luke Davies [Non DID] 10/10/2026 00:01:12 00:02:18 02402778756 Abandoned - 00:00:29 0
% Administration [Non DID] 10/10/2026 00:02:30 00:02:30 00874488371 Abandoned - 00:00:00 0
% Customer Services 01234567403 10/10/2026 00:02:36 00:02:36 03059040405 Abandoned - 00:00:00 0
% Tech Support 01234567400 10/10/2026 00:02:36 00:02:36 09195540345 Abandoned - 00:00:00 0
% Sales 01234567402 10/10/2028 00:03:00 00:03:00 08977674834 Abandoned - 00:00:00 0
v Administration 01234567401 10/10/2026 00:00:30 00:01:00 00:03:06 00874488371 Answered - 00:00:30 1
v Administration 01234567401 10/10/2026 00:01:24 00:01:42 00:03:06 06731293702 Answered - 00:00:18 0
% Customer Services 01234567403 10/10/2026 00:02:54 00:03:06 06543493213 Abandoned - 00:00:12 0
v Customer Services [Non DID] 10/10/2026 00:01:54 00:02:18 00:03:12 06731203702 Answered - 00:00:24 1
v Administration 01234567401 10/10/2026 00:01:06 00:01:38 00:03:18 04439210701 Answered - 00:00:30 1
% Sales 01234567402 10/10/2026 00:03:12 00:03:24 04375300805 Abandoned - 00:00:12 0
v Anthony Campbell 01234567118 10/10/2026 00:01:30 00:01:48 00:03:30 02037161890 Answered - 00:00:18 0
v Colin Sharp 01234567127 10/10/2026 00:02:00 00:02:12 00:03:42 08958286891 Answered - 00:00:12 0
v Administration 01234567401 10/10/2026 00:01:06 00:01:38 00:03:48 08958286891 Answered - 00:00:30 1
v Administration 01234567401 10/10/2026 00:02:12 00:03:00 00:03:54 08320931495 Answered - 00:00:48 1
v Tony Webster [Non DID] 10/10/2026 00:02:06 00:02:42 00:04:30 04466819047 Answered - 00:00:36 0
b Administration 01234567401 10/10/2026 00:04:06 00:04:48 07021042021 Abandoned - 00:00:42 2
v Administration [Non DID] 10/10/2026 00:01:48 00:02:12 00:04:48 04439210701 Answered - 00:00:24 1
v Sales 01234567402 10/10/2026 00:04:00 00:04:24 00:05:06 06543493213 Answered - 00:00:24 1
% Administration 01234567401 10/10/2026 00:05:12 00:05:12 07021042021 Abandoned - 00:00:00 0
v Administration 01234567401 10/10/2026 00:03:30 00:03:54 00:05:18 07996568304 Answered - 00:00:24 1
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Call Center (High Water Marks)

The Call Center (High Water Marks) report shows the longest amount of time spent on calls of various call
types for the reporting period.

Do oad & eduled PD Repo

Default Report Type Group / Queue Report
Default View Style 2D Bar Chart + Table View
Default Timeframe Real-Time

.vam Surmenary Indarmation

Report Deacription: ECCR Call Canter Risports Cal Cantar (High 'Waler Marks)

Run For Duration: Roak-Tima (Prir Srapshoct Takon A Sai Oot 10,2026 053503 AM EDT Looal Time]
Report Type/Siyle: Group ¢ Dusue Roport

Aun By Uasr; seerdama
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Real Time/Historical Report in Portal ‘

Default Report Type Group / Queue Report
Default View Style 2D Bar Chart
Default Timeframe Real-Time
Call Center Name 1 Wait Time (All) ] aiting Now (All) Maximum Concurrent Calls Maximum Agents Available Maxium Agents Signed in
2 Tech Support 00:00:55 00:00:00 5 4 5
2 Administration 00:00:54 00:00:00 6 0 0
[l Sales 00:00:55 00:00:44 5 3 4
2 Customer Services 00:00:54 00:00:00 6 1" 12

00:00:55 00:00:44

g
@

Call Center (High Water Marks) J
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Call Center Abandoned Calls Dashboard

This dashboard shows different abandoned calls for individual call queues simultaneously.

Real Time/Historical Report in Portal ‘

Default Report Type Dashboard

Default Reports 1. Abandoned Calls by Queue - Group / Queue Report - Table
View - Real Time

2. Average Abandoned Time - Group / Queue Report - 2D Bar
Chart - Realtime

3. % Call Abandoned Times - Group / Queue Report - 2D Bar
Chart - Realtime

Status Call Center Name

2 ~ch Support K . X

L #  ainistration 178 38.8% 0.0% 0.0% ] 178
0 sales 189 42.4% 42.4% 0.0% 0.0% 0 0.0% 189
& Customer Services 191 30.7% 30.7% 00% I 0.0% 0 0.0% 191

AVERAGE ABANDON TIME % CALL ABANDON TIMES
ECH SUPPOR | TECH SUPPOR |
4 Z
z Administratior 2 ! ratior ‘
5 Al | = ‘
- al
z
CUSTOMER SERVICES | |
CUSTOMER SERVICES
> & o a K o S
£ & & o [nt C 10 ) )
& & 3 & &
Duration
% ABANDONED <= 605 60S < % ABANDONED <= 90S
AVERAGE ABANDON TIME 90S < % ABANDONED <= 1208 % ABANDONED > 3008

ra
Call Center Abandoned Calls Dashboard Off &l L3
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Call Center Dashboard

This dashboard gives a real-time aggregated and per queue view of queue call performance.

Real Time/Historical Report in Portal ‘

Default Report Type Dashboard

Default Reports 1. Aggregated Queue Performance - Wallboard - Grid View - Real
Time
2. Per queue performance - Group / Queue Report - Table View -
Realtime

Queued Now  Longest Waiting Now ~ Answered Now % Service Level bound Abandoned Avg Abandoned Time Unreturned Calls Abandoned Callers

7 00:00:51 5 13%) (351%) S\ 16 24

Inbound Calls Avg Answer Time (In) Avg Attempts Before Answer Overflowed Off Sign-ln Count In A\Iailable Una\failable

w3 ™ 2 0121 0

Awg Call Atlempts

Ansi

s Cal Calls andcs

L1 Tech Support 1 00:00:15 1 0.0% 481 39.5% 2
L1 Administration 3 00:00:39 1 0.0% 463 38.4% 2
[ sales 1 00:00:51 (] 0.0% 452 42,9% 2
& Customer Services 0 00:00:00 1 0.0% 486 39.7% 2

00:00:51

1
Call Center Dashboard Ooff @ i )
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Call Center Service Level Dashboard

This dashboard shows different real-time simultaneous views of call queue response and service level
metrics.

Real Time/Historical Report in Portal ‘

Default Report Type Dashboard

Default Reports 1. Call Wait Times / Per Threshold Per Queue - Group / Queue
Report - Table View - Real Time

2. Average Wait Times Per Queue - Group / Queue Report - 2D
Bar Chart - Realtime

3. % Calls answered in Service - Group / Queue Report - 2D Bar
Chart - Realtime

4. % Call Answer Times - Group / Queue Report - 2D Bar Chart -
Realtime

1 \ e
Tech Support 00:00:.

2

&  Administration 00:00:23 10.7% 26.4% 24.1% . 0.0%

ﬂ Sales 00:00:23 B8.4% 23.3% 251% 0.0% 0.0% 0.0%
[1  Customer Services 00:00:23 1.5% 25.6% 23.2% 0.0% 0.0% 0.0%

AVERAGE WAIT TIME % CALLS ANSWERED IN SERVICE LEVEL % CALL ANSWER TIMES
TECH SUPPORT TECH SUPPORT TECH SUPPOR
u w
_ Administration _ Administratior _ Administration
: b B
hr Sa 3 sa 3 Sale
CUSTOMER SERVICES CUSTOMER SERVICES CUSTOMER SERVICES

Call Center Service Level Dashboard
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What's Happening Now

This dashboard gives high level visibility on live calls and agent status.

Default Report Type Dashboard

Default Reports 1. High Level Call Metrics - Wallboard - Grid View - Real Time

2. Active Live Calls - Active Call Report - Table View - Realtime

3. Agent Call Status - Device / Extension Report - BLF View -
Realtime

4. Abandoned Calls - Unreturned Lost Calls Report - Table View -
Realtime

Inbound Calls Inbound Abandoned  Avg Answer Time  Avg Abandoned Time

2642 90

J RN & 161: Raggle Parin
& 102 Doc Mormssey o 103 Peter Cartuight
J 104; Mowis Coatas J 105 Tony Wiebster
& 106: David Marrs-Jones & 107: Joan Gresngrass
& 108: Esthar Pigean
pgrrrsr——

& 11 Luke Daves
ARG ) 1 snon P
1M V2026 05:56:15 00:00:36 01234567113 External number & 120: Anne Hunter J 121: Jennifer Marshal

D > 1= o
1002026055639 00:00:12 04466819047 Gl & 125 Vorme Metiratn
1002026055645 ODD0:06 09195540345 Colin Sharp & 126 Eniy Hodges

& 128 dan Bond

& 115 Carsing Moriscn

o 128 husin Hudson
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