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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! 

https://business-analytics.trusttelesystem.com/
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Agent Call 

The Agent Call 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 

Default Timeframe Real-Time 
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Real Time/Historical Report in Portal 

Default Report Type Group / Queue Report 

Default View Style Table 

Default Timeframe Real-Time 
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Agent Duration 

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

Download & Scheduled PDF Report 

Default Report Type Call Center Agent Report 

Default View Style 2D Bar Chart + Table 

Default Timeframe Real-Time 
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Real Time/Historical Report in Portal 

Default Report Type Call Center Agent Report 

Default View Style Table 

Default Timeframe Real-Time 
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Agent Call Detail 

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

Download & Scheduled PDF Report 

Default Report Type Historic Call Report 

Default View Style Table View 

Default Timeframe Real-Time 
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Real Time/Historical Report in Portal 

Default Report Type Historic Call Report 

Default View Style Table View 

Default Timeframe Real-Time 
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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 
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Real Time/Historical Report in Portal 

Default Report Type Call Center Agent Report 

Default View Style Table View 

Default Timeframe Real-Time 
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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 
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Real Time/Historical Report in Portal 

Default Report Type Call Center Agent Report 

Default View Style Table View 

Default Timeframe Real-Time 
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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. 

Download & Scheduled PDF Report 

Default Report Type Agent / DND Activity Log 

Default View Style Table View 

Default Timeframe Real-Time 
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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 
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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. 

Download & Scheduled PDF Report 

Default Report Type Call Center Agent Report 

Default View Style 2D Pie Chart + Table View 

Default Timeframe Real-Time 
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Real Time/Historical Report in Portal 

Default Report Type Call Center Agent Report 

Default View Style Table View 

Default Timeframe Real-Time 
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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. 

Download & Scheduled PDF Report 

Default Report Type Call Center Agent Report 

Default View Style 2D Pie Chart + Table View 

Default Timeframe Real-Time 
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Real Time/Historical Report in Portal 

Default Report Type Call Center Agent Report 

Default View Style Table View 

Default Timeframe Real-Time 
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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 
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Real Time/Historical Report in Portal 

Default Report Type Call Center Agent Report 

Default View Style Table View 

Default Timeframe Real-Time 
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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 
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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 

 

 

Real-time N/A state 

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

code. 
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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 
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Real Time/Historical Report in Portal 

Default Report Type Call Center Agent Report 

Default View Style Table View 

Default Timeframe Real-Time 
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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 
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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 
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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 
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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 
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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 
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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 
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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 
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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 
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Call Center Abandoned Calls 

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

callers. 

Download & Scheduled PDF Report 

Default Report Type Group / Queue Report 

Default View Style 2D Pie Chart + Table View 

Default Timeframe Real-Time 

 

 

 



Revision 3.5  Page 35 

Real Time/Historical Report in Portal 

Default Report Type Group / Queue Report 

Default View Style Table View 

Default Timeframe Real-Time 
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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 
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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 

 

 



Revision 3.5  Page 38 

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. 

Download & Scheduled PDF Report 

Default Report Type Group / Queue Report 

Default View Style 2D Column Chart + Table View 

Default Timeframe Real-Time 
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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 

 

 

 



Revision 3.5  Page 40 

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. 

  No calls are currently being distributed by the corresponding queue or are currently answered at a group member. 

  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. 

  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. 

  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. 

  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. 

  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. 

Download & Scheduled PDF Report 

Default Report Type Historical Call Report 

Default View Style Table View 

Default Timeframe Real-Time 
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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 

 

 



Revision 3.5  Page 43 

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. 

Download & Scheduled PDF Report 

Default Report Type Group / Queue Report 

Default View Style 2D Bar Chart + Table View 

Default Timeframe Real-Time 
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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 
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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 
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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 
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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 

 

 



Revision 3.5  Page 48 

What's Happening Now 

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

Real Time/Historical Report in Portal 

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 
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