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1. Overview

The Enhanced Call Center Reporting feature allows users to generate enhanced reports and schedule
reports to be run in the future. It provides a set of canned report templates and allows administrators to
define customized templates.

= Call Center agents and supervisors can generate reports on demand and schedule reports from
the Hosted Call Center client application.

NOTE: Agents can only request reports about themselves.

= Hosted VolP Phone System group and enterprise administrators can schedule reports from the
web portal. They cannot generate reports on demand.

The report template defines the layout and to some extent the contents of a report. When
requesting a report, the user first selects a template, enters some input parameters, and then runs
or schedules a report.

The input parameters include information such as the reporting period and the list of agents or Call
Centers for which the report is requested. In addition, certain reports require you to provide
performance parameters that are used to make report calculations. The performance parameters
you need to provide when requesting a report are listed in each report template section. The list of
performance parameters used in canned templates is included in section 4.1 Performance
Parameters.

This document describes the canned report templates available as a part of the Enhanced Call
Center Reporting feature.

= Section 1.1 Report Types describes the different types of reports.

= Section 1.2 Canned Report Layout describes the general layout of a report generated using a
canned template.

= Section 2 Agent Report Templates describes the canned Agent Reports.

= Section 3 Call Center Report Templates describes the canned Call Center Reports.

NOTE: The report templates that are available to you depend on your system configuration.

1.1. Report Types

Reports templates are divided into two categories: Agent and Call Center.

= Agent Report templates allow you to generate reports containing statistical information
about one or more agents.

= Call Center Report templates allow you to generate reports that include statistics related to
one or more Call Centers or one or more Dialed Number Identification Services (DNISs) for a
selected Call Center.
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In addition, reports can be real-time or historical and they can be interval-based or not interval-
based.

= Areal-time report includes statistics for a period that has a start date and time, but no end
date and time.

= A historical report includes statistics for a specified time period in the past.

= Areal-time report template can be used to generate both real-time and historical reports.

= A historical report template can only be used to generate historical reports.

= Aninterval-based report template is a template that is used to generate reports that include
interval statistics.

1.2. Canned Report Layout
The report template defines the layout and to a certain extent the contents of a report. Canned
reports follow a common presentation pattern that is illustrated in the following figure.

Header

Introduction
section

Body section

ki
il
i
it

Page | o2 Footer

Figure 1 Canned Report Layout
A report contains a header, an introduction section, a body section, and footer.

= The introduction section consists of the following elements:
— Title — This is the title of the report.
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— Time frame — This is the start date and start time, and optionally the end date and the
end time of the reporting period. The end date and end time are conditional and are
only included for historical reports.

— Time zone — This is the time zone used when generating the report, in a localized display
format, for example, “(GMT-04:00) (US) Eastern Time”.

Note that the offset from Greenwich Mean Time (GMT) is computed at the time of
report generation and not necessarily in relation to the requested time frame.
— Date run —This is the date and time at which the report was run.

— Agent, Call Center, or DNIS information — The information is conditional and only
included when an Agent Report is run for a single agent or when a Call Center Report is
run for a single Call Center or DNIS.

= The body section is made up of one or more of the following elements:
— Piechart

— Barchart

Line chart
Matrix
Table

Note that pie charts are not displayed if the report does not contain data for the requested time
frame. Unless otherwise specified, bar charts, line charts, and tables are always displayed; however,
they may be empty. For interval-based reports, rows that do not have data to display are not shown
on the report.

Although most canned reports may be printed on A4 paper in landscape mode, you may need to use
legal size paper and/or enable the fit to page option for reports that have tables that have a large
number of columns.
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2. Agent Report Templates

Call Center Enhanced Reporting provides the following canned Agent Report templates:

= Agent Call Report

= Agent Call by Skill Report

=  Agent Duration Report

= Agent Duration by Skill Report
= Agent Call Detail Report

= Agent Activity Report

= Agent Activity Detail Report

=  Agent Summary Report

®  Agent Unavailability Report
= Agent Disposition Code Report
= Agent Sign-In/Sign-Out Report

2.1. Agent Report Introduction Section

The introduction section of an Agent Report displays the report title, the time frame of the reported
data, the date that the report was run, and the details of the agent if the report was generated for a
single agent.

The same pattern is used for all canned Agent Report templates and is described in the following
table.

Element Description

Title The title of the report depends on the report template, agents, and sampling period
selected for the report.
= |[fthe reportis requested for more than on agent, then the title is set to “<Report
Name> - Multiple Agents - <Sampling Period>".
= |fthe reportis requested for a single agent, then the title is set to “<Report
Name> - <Agent Name> - <Sampling Period>".
Note that the sampling period is only present for interval-based reports.
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Element

Start Time
(End Time)

Time Zone

Date Run

Agent
Information

Description

= Start Time displays the start date and time of the report.
= End Time displays the end date and time of the report
= Start Time is displayed for all reports, but End Time is only displayed for historical
reports.
For an interval-based report template, if the requested start time does not align with
a sampling period boundary, then it is adjusted to the previous sampling period
boundary. If the end time does not align with a sampling period boundary, then it is
adjusted to the next sampling period boundary. For example, if the sampling period
is hourly, the start time provided is 11:46 A.M. and the end time is 12:10 P.M. Then
the start time is adjusted to 11:00 A.M. and the stop time is adjusted to 1:00 P.M.
The time frame of the generated report is inclusive for the start date and start time
and exclusive for the end date and end time. For example, if the time frame is
specified as 06/01/2010 0:00 A.M. to 07/01/2010 0:00 A.M., then the report
generated actually runs from 06/01/2010 0:00:00.000 A.M. to 06/30/2010
11:59:59.999 P.M.
If the time frame of a report crosses a daylight savings time change, then the report
generated either shows no results for the hour skipped (clock is moved forward) or it
shows both time periods combined in a single-time interval (clock is moved
backward).

This is the time zone used for the generation of the report in a localized display
format, for example “(GMT-04:00) (US) Eastern Time”.

Note that the offset from GMT displayed in this introduction section is relative to the
time of the report generation and not necessarily to the requested time frame. The
time intervals provided in the contents of the report are always presented relative to
the offset from GMT that is applicable at the time the statistics were collected for
that time zone.

Date Run displays the date and time at which the report was generated.

= |fthe report is generated for a single agent, then the detailed information for the
agent is provided. The agent name, user ID, phone number, and extension are
displayed.

= |f the agent only has a phone number configured, then only the phone number is
displayed.

= |f the agent only has an extension configured, then only the extension is
displayed.

Figure 2 provides an example of the introduction section of a historical report for all agents within

the requested user’s scope. The sampling period is 15 minutes.

Start Time
End Time:
Time Zone:
Date Run

Agent Activity Report - Multiple Agents - 15 Minutes

7/2010, 12.00 PM
30/2010, 1200 PM
(C 04:00) (US) Eastern Time
09/30/2010, 11:30 PM
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Figure 2 Introduction Section of Interval-based Historical Report for All Agents
Figure 3 provides an example of the introduction section of a real-time report for a subset of agents

within the requesting user’s scope. The sampling period is 30 minutes.

Agent Call Report - Multiple Agents - 30 Minutes

Start Time: 10/04/2010, 12:00 PM
Time Zone: {CMT-04:00) (US) Eastern Time
Date Run: 10/04/2010, 09:40 PM

Figure 3 Introduction Section of Interval-based Real-time Report for selected Agents

Figure 4 provides an example of the introduction section of a historical report for a single agent
within the requesting user’s scope. The sampling period is hourly.

Agent Call Report - John Smith - Hourly

Start Time 10/04/2010, 12:00 PM

End Time: 10/04/2010, 04:00 PM

Time Zone: (GMT-04:00) (US) Eastern Time
Date Run: 10/04/2010, 09:33 PM

Agent Name. John Smith

User Id northD0@mtlasdevad net
Phone: 5146984500 (ext: 500)

Figure 4 Introduction Section of Interval-based Historical Report for Single Agent

Figure 5 provides an example of the introduction section of a non-interval-based historical report for
a single agent within the requesting user’s scope.

Agent Call Detail Report - Cheryl Baldwin

Start Time: 02/01/2011, 12:00 AM

End Time: 02/03/2011, 12:00 AM

Time Zone: (GMT-05:00) (Canada) Eastern Time

Date Run: 02/03/2011. 10:01 AM

Agent Name: Cheryl Baldwin

User Id: cherylbaldwin@virtsanity.mtl.broadsoft.com
Phone: 2025551009 (ext: 1009)

Figure 5 Introduction Section of Non-interval-based Historical Report for Single Agent

The format of the phone numbers displayed on Agent Reports depends on the country code of the
requesting entity.

= When an agent requests the report, the phone number (if present) is always displayed as a
nation prefixed number.

= When a supervisor, a group administrator, or an enterprise administrator requests the report
and the agent’s country code matches the country code of the requesting entity (supervisor, group,
or enterprise), then the phone number is displayed as a national prefixed number. Otherwise, the
phone number is displayed as an E.164 number.
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2.2. Agent Call Report

The Agent Call Report template is a real-time report template that can be used by administrators,
agents, and supervisors to request real-time or historical reports. This is an interval-based report
template.

The report provides information about the number of calls handled by agents, reported by call type.
The report name is “Agent Call Report” and is displayed in the introduction section of the generated
report as described in section 2.1 Agent Report Introduction Section.

The report includes the following elements:

= Number of Calls by Call Type Pie Chart
= Number of Calls by Call Type Table

The report does not require any performance parameters.

2.2.1. Number of Calls by Call Type Pie Chart

The Number of Calls by Call Type pie chart shows the percentage and counts for each type of call
handled by the agent(s) for the reporting period.

The call types reported are summarized in the following table.

Label Description

ACD Calls This is the number of Automatic Call Distribution (ACD) calls received by the
agent(s). Only answered calls are counted.

Outbound ACD  This is the number of outbound ACD calls made by the agent(s). Only

Calls answered calls are counted.

Route Point This is the number of route point calls received by the agent(s). Only

Calls answered calls are counted.

Outbound This is the number of outbound route point calls made by the agent(s). Only

Route Point answered calls are counted.

Calls

Inbound Calls

Outbound Calls

Internal Calls

This is the number of inbound calls (non-ACD/route point calls outside the
company?) received by agent(s). Only answered calls are counted.

This is the number of outbound calls (non-ACD/route point calls outside the
company) made by the agent(s). Only answered calls are counted.

This is the number of internal calls (non-ACD/route point calls within the
company) made or received by the agent(s). Only answered calls are counted.
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"The term, company, is used in this document to mean either the group or the enterprise. A call
is determined to be within the company if the call made or received by the agent is typed as a
group or enterprise call according to translations and applicable Call Processing Policies.

Figure 6 provides an example of a Number of Calls by Call Type pie chart.

Number of Calls by Call Type

Intemal Calls, 2, 5.9%
Qutbound Calls, 1, 3.4%
Inbound Calls, 1, 3.4%

Outbound Route Point Calls, 3, 10.3% —

ACD Calls, 22, 75.9%

Figure 6 Agent Call Report - Number of Calls by Call Type Pie Chart

2.2.2. Number of Calls by Call Type Table

The Number of Calls by Call Type table displays a column for each counter described in the
following table. The Number of Calls by Call Type table includes a row per interval for each agent
who is active over the interval. It also includes the following summary rows:

= Aninterval summary row is provided for each interval if multiple agents have been selected.
For all counters, the summary row represents the sum of the counter values for all agents
reported in that interval.

= Anagent summary row is provided for each agent over all intervals if multiple agents have
been selected. For all counters, the summary row of an agent represents the sum of the
counter values over all intervals for that agent.

= Areport summary row is provided for all intervals and all agents. For all counters, the report
summary row represents the sum of the counter values over all intervals for all agents

reported.
Counter Description
Calls Presented This is the number of ACD calls presented to the agent. A presented
call is a call that is routed from a Call Center to an agent (rings the
agent or attempts to ring the agent).
ACD Calls This is the number of ACD calls received and answered by the agent.

Outbound ACD Calls This is the number of outbound calls that have been made by the
agent as an ACD, answered by the remote party.
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Counter Description
Route Point Calls This is the number of route point calls received and answered by the
agent.
Outbound Calls This is the number of non-ACD/route point calls (outside the company)
made by the agent.
Internal Calls This is the number of non-ACD/route point calls (within the company)

made or received by the agent.

Figure 7 provides an example of a Number of Calls by Call Type table in a report for multiple

agents.
Number of Calls by Call Type

Date and Time Name Cals ACD Cals Outbound Route Foint Oumound Inbound Qutbound reermal
Presented ACD Calls Calls Mgl Cala Calis Cals

100042010 10:30 PM oz, Mt H ] 0 ] 3 0 0 1
Smth. John 2 3 9 G 0 0 0 1

Surmary o 7 [ [ s o ] 2

100042010, 1045 PM Josas, Mike 1 1 Q Q ] 0 1 0
Smith, Jobn [} o [} [ 0 1] 0 ']

Surmary 1 1 [} [ 0 0 1 D

10042010, 1100 PM Jooes, Mie 4 4 [} [ 0 1 0 ']
Smith, Jobn 3 3 0 [} 0 0 Q 0

Summary 7 7 0 ) 0 1 0 0

10042010, 11:15 PM Jores Mie 2 2 [ Qe 0 0 (1] /]
Smih. Jokn 2 8 9 9 0 0 0 0

Surmary 7 7 [ e o 0 0 0

Rapor Summary Jooss, Mike ”® 1 0 0 3 1 1 1
Smih. Jokn a n 9 % 0 0 0 1

Summary 2 2 [ [ s 1 1 2

(") Indicates an Agent that no longer exists

Figure 7 Agent Call Report - Number of Calls by Call Type Table (Multiple Agents)

Figure 8 provides an example of a Number of Calls by Call Type table in a report for a single

agent.
Number of Calls by Call Type

Data and Time Name Cala  ACDCallz  Outbound Route Point  Ouiound Inbound Oumound Intamal

Presanted ACD Calle Calla mw Calla Calle Calas
100042010, 10220 PM Smem. John s 3 0 [} 0 0 0 1
10042010, 10:45 PM Smith, John o [} '] [ o Q ] o
10042010, 1100 PM Smith, John 3 3 0 [} 0 Q 0 0
100042010, 11:15PM Smith, John 6 ] 0 [} 0o a 0 [}
Report Summary Semith, John 13 1" '] (] o '] 0 1

(") Indicates an Agent that no longer exists

Figure 8 Agent Call Report - Number of Calls by Call Type Table (Single Agent)
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2.3. Agent Call by Skill Report

The Agent Call by Skill Report template is a real-time report template that can be used by
administrators, agents, and supervisors to request real-time or historical reports. It is an interval-
based report template.

The report provides information about the number of ACD calls an agent has received at different

skill levels.

The report name is “Agent Call by Skill Report” and is displayed in the introduction section of the
generated report as described in section 2.1 Agent Report Introduction Section.

The report includes the following elements:

=  Number of Calls by Skill Pie Chart
=  Number of Calls by Skill Table

The report does not require any performance parameters.

2.3.1.Number of Calls by SKkill Pie Chart
The Number of Calls by Skill pie chart shows the percentage and counts of ACD calls handled by
all agent(s) at a particular skill level for the reporting period.

The Call types reported are summarized in the following table.

Label Description
No Skill Number of ACD calls answered by agents from priority-based Call Centers.
Skill X, X =1..20 Number of ACD calls answered by agents at skill level “X”.

Figure 9 provides an example of a Number of Calls by Skill pie chart.

Number of Calls By Skill

Skill 3,1, 20.0% No Skill, 1, 20.0%

Skik1,1,20.0%

Skill 2, 2, 40.0%
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Figure 9 Agent Call by Skills Report - Number of Calls by Skill Pie Chart

2.3.2. Number of Calls by Skill Table

The Number of Calls by Skill Table displays a column for each skill level. The Number of Calls by
Skill Table includes a row per interval for each agent who is active during that interval. It also

includes the following summary rows:

= Aninterval summary row is provided for each interval if multiple agents have been selected.
For all counters, the summary row represents the sum of the counter values for all agents
reported in that interval.

= Anagent summary row is provided for each agent over all intervals if multiple agents have
been selected. For all counters, the summary row of an agent represents the sum of the
counter values over all intervals for that agent.

= Areport summary row is provided for all intervals and all agents. For all counters, the report
summary row represents the sum of the counter values over all intervals for all agents

reported.
Counter Description
No Skill Number of ACD calls answered by the agent in the interval from priority-

based Call Centers.
Skill X, X=1..20  Number of ACD calls answered by the agent in the interval at skill level “X”.

Figure 10 provides an example of a Number of Calls by Skill table in a report for multiple agents.

Number of Calls by Skill

Date and Tme Mame No Skill Skill1 Sicill 2 Skill 2 Silld Lum Sidll 19

04/15/2012, 0300 PM south, jobnl
south, john2

c
south, jobn3 [
Summary
04/15/2012, 03:30 PM south, jobnl
Summary
Ropart Summary south, johad
south, jobn2
south, john3

Summary

L = T = R~ R = R~ I -
N D M M e e e O O
L = T = R~ I R~ T~
o' oo g oo o o
o ® 8 5 o a4 © & 6 o

OB B B a8 w

£
=
B

0O O O O OO OO 0 o

Figure 10 Agent Call by Skill Report - Number of Calls by Skill Table (Multiple Agents)

Figure 11 provides an example of a Number of Calls by Skill table in a report for a single agent.

Number of Calls by Skill

Date and Time Name No Skill Skill 1 Skill 2 skill 2 Sild Lum Siall 19 skill z0
04/15/2012, 03:00 PM south, jobnl 0 1 o 0 L ] 0
04/15/2012, 03:30 PM south, jobnl 0 0 1 0 0 o 0

Report Summany south, jobnd 0 1 1 0 0 o 0
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Figure 11 Agent Call by Skill Report - Number of Calls by Skill Table (Single Agent)

2.4. Agent Duration Report
The Agent Duration Report template is a real-time report template that can be used by
administrators, agents, and supervisors to request real-time or historical reports. This is an interval-

based report template.
The report provides information related to the duration of calls handled by agents.

The report name is “Agent Duration Report” and is displayed in the introduction section of the
generated report described in section 2.1 Agent Report Introduction Section.

The report includes the following elements:

= Call Duration by Call Type Bar Chart
= Call Duration by Call Type Table

The report does not require any performance parameters.

2.4.1. Call Duration by Call Type Bar Chart

The Call Duration by Call Type bar chart shows the amount of time spent by the agent(s) on calls
of specific call types for the reporting period.

The call types reported are summarized in the following table.

Label Description

ACD Calls This is the total call time of ACD calls received by the agent(s). Only answered
calls are counted.

Outbound ACD  This is the total call time of outbound ACD calls made by the agent(s). Only

Calls answered calls are counted.

Route Point This is the total call time of route point calls received by the agent(s). Only

Calls answered calls are counted.

Outbound This is the total call time of outbound route point calls made by the agent(s).

Route Point Only answered calls are counted.

Calls

Inbound Calls

Outbound Calls

Internal Calls

This is the total call time of inbound calls (non-ACD/route point calls outside
the company) received by the agent(s). Only answered calls are counted.

This is the total call time of outbound calls (non-ACD/route point calls outside
the company) made by the agent(s). Only answered calls are counted.

This is the total call time of internal calls (non-ACD/route point calls within the
company) made or received by the agent(s). Only answered calls are counted.
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Figure 12 provides an example of a Call Duration by Call Type bar chart.
Call Duration by Call Type
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'l; 002000
; 001500
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Figure 12 Agent Duration Report - Call Duration by Call Type Bar Chart

2.4.2. Call Duration by Call Type Table

The Call Duration by Call Type table contains a column for each counter described in the

following table. The Call Duration by Call Type table includes a row per interval for each agent

who is active over the interval. It also includes the following summary rows:

= Aninterval summary row is provided for each interval if multiple agents have been selected.

For all counters, the summary row represents the sum of the counter values for all agents

reported in that interval.

= Anagent summary row is provided for each agent over all intervals if multiple agents have

been selected. For all counters, the summary row of an agent represents the sum of the

counter values over all intervals for that agent.

= Areport summary row is provided for all intervals and all agents. For all counters, the report

summary row represents the sum of the counter values over all intervals for all agents

reported.

Counter
ACD Calls

Outbound ACD
Calls

Route Point
Calls

Outbound Route
Point Calls

Description

This is the total call time of ACD calls received by the agent(s). Only
answered calls are counted.

This is the total call time of outbound ACD calls made by the agent(s). Only
answered calls are counted.

This is the total call time of route point calls received by the agent(s). Only
answered calls are counted.

This is the total call time of route point calls made by the agent(s). Only
answered calls are counted.
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Counter
Inbound Calls

Outbound Calls

Internet Calls

Description

This is the total call time of inbound calls (non-ACD/route point calls outside
the company) received by the agent(s). Only answered calls are counted.

This is the total call time of outbound calls (non-ACD/route point calls
outside the company) made by the agent(s). Only answered calls are
counted.

This is the total call time of internal calls (non-ACD/route point calls within
the company) made or received by the agent(s). Only answered calls are
counted.

Figure 13 provides an example of a Call Duration by Call Type table in a report for multiple

agents.
Call Duration by Call Type
Dale and Time Name ACDCalle Outbound Route Pont  Outbound Inbound Outbound Intemnal
ACD Calls Calls Route Point Calla Calls Cale
Calls

CNIU2011, 10:00 PM Jones, Mke oaoeET 000000 000000 00:00:00 00022 0200:00 00002
Smeh. Jobn 000422 0C:00-00 D000 0o-00:00 00-00-00 0r00-00 00-0000

Surmmery 000549 000000 000000 oo00.00 000032 00:00-00 00:0020

03312011, 10:90 PM Jones, Mika 0aoses 00000 000000 0o00:00 00000 00003 00002
Smim, Jobn oo 000000 000000 00:00:00 000000 0200:00 00:00:15

Surmenmey noosde 000000 DoO000 oo00.00 Dooo oo oo000s 000041

03312011, 10:30 PM Jones, Mike naoz31 o000 DoO000 ocooonn DO0O 0O oo0000 oo oo
Smith, John 000246 00:00-:00 000443 000024 00:0000 000:00 00:0000

Surmmery DO Q57 00:00:00 D00333 00024 000000 000000 00:00 00

O3I12011, 10:45 PM Jores, Mikew noans ooot 23 DO0O000 o000 DO-00 00 o000-00 o000 00
S, John oaores 00000 000000 (e uaili 30 o) 00000 000:00 00007

Summary 0007ce 000123 000000 0000:00 00:00:00 00000 00:0007

lhpu'( 3-n-y Jones, Mike oa1eto 00123 DO 0000 ocooonn D000 32 oopons ooz
S, Jobn oai1c2 0C00.00 000443 000024 00:00.00 00000 00:0022

Summary 003148 0023 D00442 o024 000022 00-00-03 00:01-14

Figure 13 Agent Duration Report - Call Duration by Call Type (Multiple Agents)

Figure 14 provides an example of a Call Duration by Call Type table in a report for a single agent.

Call Duration by Call Type
Dale and Time Name ACDCale Oubound RoulePoni  Oulbound  Inbound  Outbound ntemal
ACD Cale Cale  Route Point Cale Cals Cals
Cals
0212011, 100 PM Jongs, Mk 00:0427 00:00:00 0000100 000000 00002 00:02:00 00:00:25
0212011, 15 PM Jonas, MKko 00:00:5% 00:00:00 0000100 000000 00:00:00 00:00:03 00:00:25
oF32011, 130 PM Jongs, Miko oo 00:00:00 0000100 000000 00:00:00 00:00:00 00:00:00
(312011, 1045 Py Jones, Mike D008 03 000123 000000 000000 000000 00:00:00 00:00:00
Report Summary Jones, M= 00:1255 00:01:23 000000 000000 00-00:32 00:0003 00:00:52

Figure 14 Agent Duration Report - Call Duration by Call Type Table (Single Agent)
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2.5. Agent Duration by Skill Report

The Agent Duration by Skill Report template is a historical report template that can be used by
administrators, agents, and supervisors to request historical reports. This is an interval-based report
template.

The report provides the time agents spent on ACD calls answered at different skill levels.

The report name is “Agent Duration by Skill Report” and is displayed in the introduction section of
the generated report described in section 2.1 Agent Report Introduction Section.

The report includes the following elements:

= Call Duration by Skill Bar Chart

=  Average Call Duration by Skill Bar Chart
= Call Duration by Skill Table

=  Average Call Duration by Skill Table

The report does not require any performance parameters.

2.5.1. Call Duration by SKkill Bar Chart

The Call Duration by Skill bar chart shows the amount of time spent by the agent(s) on ACD calls
at various skill levels for the reporting period.

The call types reported are summarized in the following table.

Label Description
No Skill Total ACD call time for calls answered by agents from priority-based Call
Centers.

Skill X, X=1..20 Total ACD call time for calls answered by agents at skill level “X”.
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Figure 15 provides an example of a Call Duration by Skill bar chart.

Call Duration by Skill

00:05:00

00:04.30

00:04.02

00:04:00 00:03:50

00:03:30
00:03.00

00:02:30

HH:MM:SS

00:02:00
00:01:30
00:01:00

00:00:30 (00:00:21

0000 00 ‘ EEN

No Skill  Skill 1 Skill 2 Skill 3 Skill 4 Skil19  Skill 20

Figure 15 Agent Duration by Skill Report - Call Duration by Skill Bar Chart

2.5.2. Average Call Duration by SKkill Bar Chart

The Average Call Duration by Skill bar chart shows the average amount of time spent by the
agent(s) on ACD calls at various skill levels for the reporting period.

The call types reported are summarized in the following table.

Label Description

No Skill Average ACD call time for calls answered by agents from priority-based Call
Centers, calculated as follows:
Y (ACD call time [talk time + hold time] for calls from priority-based Call
Centers to all agents for all time periods)/ = (Answered ACD calls from priority-
based Call Centers to all agents for all time periods).

Skill X, X=1..20 Average ACD call time for calls answered by agents at skill level “X”, calculated
as follows:
3 (ACD call time [talk time + hold time] for calls answered at skill level “X” for
all agents for all time periods)/Z (ACD calls answered at skill level “X” for all
agents for all time periods).
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Figure 16 provides an example of an Average Call Duration by Skill bar chart.

Average Call Duration by Skill
00:04:00 00:03:50
LR |
00:03:30
00:03:00

00:02:30

00:02:00

HH:MM:SS

00:01:30

00:01:00

00:00:30 (00:00:21

00:00:00 -  mEm

NoSkil Skil1 Skil2 Skil3 Skil4 SKil19  Skil 20

Figure 16 Agent Duration by Skill Report - Average Call Duration by Skill Bar Chart

2.5.3. Call Duration by Skill Table

The Call Duration by Skill table contains a column for each counter described in the table below.
The Call Duration by Skill table includes a row per interval for each agent who is active over the
interval. It also includes the following summary rows:

= Aninterval summary row is provided for each interval if multiple agents have been selected.
For all counters, the summary row represents the sum of the counter values for all agents
reported in that interval.

= Anagent summary row is provided for each agent over all intervals if multiple agents have
been selected. For all counters, the summary row of an agent represents the sum of the
counter values over all intervals for that agent.

= Areport summary row is provided for all intervals and all agents. For all counters, the report
summary row represents the sum of the counter values over all intervals for all agents
reported.
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Counter Description

No Skill Total ACD call time for calls answered by the agent in the interval from
priority-based Call Centers.

Skill X, X=1..20 Total ACD call time for calls answered by the agent in the interval at skill level
”X”S,

Figure 17 provides an example of a Call Duration by Skill table in a report for multiple agents.

Call Duration by Skill
Date and Time Name No Skill Skilll Skill 2 Scill 3 KNS guw Skill 19 Skill 20
04/13/2012, 0300 PM south, johnl 00:00:00 0003:30 00:00:00 00:00:00 000030 00:00:00 00:00:00
south, johe2 00:00:00 00:00:00 00:02:16 00:00:00 000000 00:00:00 00:00;00
south, johnd 00:00:21 Q000:00 00:00:00 00:02:13 0000400 00:00:00 00:00:00
Summary 00:00:21 0003:30 DO0Z:10 00:02:13 000000 00:00:00 00:00:00
04/15/2012, 0320 PM south, johnt 00:00:00 0000:00 00:01:46 00:00:00 000000 00:00:00 00:00;00
Summary 00:00:00 0000:00 00:01:30 00:00:00 00:000G 00:00:00 00:00:00
Report Summary south, johnl 00:00:00 03:50 00:01:46 00:00:00 000000 00:00:00 00:00:00
outh, john2 00:00:00 000G:00 00:02:20 00:00:00 0000GC 00:00:00 00:00:00
south, john3 00:00:21 000C:00 00:0000 00:02:13 00000C 00:00:00 ©0:00:00
Summary 00:00:21 00:03:30 000802 00:02:13 WMo mmm 00:00:00 00:00:00

Figure 17 Agent Duration by Skill Report - Call Duration by Skill (Multiple Agents)

Figure 18 provides an example of a Call Duration by Skill table in a report for a single agent.

Call Duration by Call Type
Date and Time Name ACDCalkk Outbound RoutePont  Outbound Intound  Qutbound Intemal
ACD Cale Cals Route Point Cals Calis Cals
Cals
0312011, 100 PM Jongs, Mike 000827 00:00:00 L0000 000000 Do0==22 00:0000 000025
0212011, WIS PM Jongs, Mike 00:00:5% 00:00:00 L0000 000000 00:00:00 00:0003 000029
0312011, 0PV Jongs, Mike 0o 00:00:00 000000 000000 00:00:00 00:00:00 00:00:00
312011, 1045 PM Jones, Mike 000803 000123 000000 000000 000000 00:00:00 00:00:00
Report Summary Jones, Mike 00:1955 000123 000000 000000 000032 000003 00:00:52

Figure 18 Agent Duration by Skill Report - Call Duration by Skill Table (Single Agent)

2.5.4. Average Call Duration by Skill Table

The Average Call Duration by Skill table contains a column for each counter described in the
following table. The Average Call Duration by Skill table includes a row per interval for each
agent who is active over the interval. It also includes the following summary rows:

= Aninterval summary row is provided for each interval if multiple agents have been selected.
For all counters, the summary row represents the sum of the counter values for all agents
reported in that interval.
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= Anagent summary row is provided for each agent over all intervals if multiple agents have

been selected. For all counters, the summary row of an agent represents the sum of the

counter value as overall intervals for that agent.

= Areport summary row is provided for all intervals and all agents. For all counters, the report

summary row represents the sum of the counter values over all intervals for all agents

reported.

Counter
No Skill

Skill X, X=1..20

Description

Average ACD call time for calls answered by the agent in the interval from
priority-based Call Centers, calculated as follows:

Y (ACD call time [talk time + hold time] for calls from priority-based Call
Centers to the agent in the interval)/2 (Answered ACD calls from priority-based
Call Centers to the agent in the interval).

Average ACD call time for calls answered by the agent in the interval at skill
level “X”, calculated as follows:

3 (ACD call time [talk time + hold time] for calls answered at skill level “X” by
the agent in the interval)/Z (ACD calls answered at skill level “X” for the agent
in the interval).

Figure 19 provides an example of an Average Call Duration by Skill table in a report for multiple

agents.
Average Call Duration by Skill
Date and Time Name oo skl skill 1 swill 2 swill 3 | - skill 19 skill 20
0471572012, 03:00 PV sourth, johnl 000000 000350 00:00:00 00:00:00 00:00:000 000000 000000
suth, john2 00,0000 00,0000 00:02:16 00:00:00 00:00:000 00,0000 000090
south, johns 00:0021 0000200 00:00:00 00:02:13 00:00:00 0000200 000000
Summary 00024 0050 00:02:16 00:02:13 00:00:000 00:00:00 000040
04/15/2012, 03:30 PM south, johnl 000000 00100:00 00:01:¢6 00:00:00 00:00:000 000000 000000
Summary 000000 000000 00:01:40 00:00:00 00:00:000 000000 000000
Aeport Sumaary sourth, johnl 000000 000350 00:01:46 00:00:00 00:00:000 000000 000000
south, john2 000000 000000 00:02:16 00:00:00 00:00:000 000000 0000200
south, johns 0000222 00.00:00 00:00:00 00:02:13 00:00:00 000000 000000
Summary 000021 000330 00:02:01 00:02:13 00:00:000 T 1] 000000 000000

Figure 19 Agent Duration by Skill Report - Average Call Duration by Skill (Multiple Agents)
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Figure 20 provides an example of an Average Call Duration by Skill table in a report for a single

agent.
Average Call Duration by Skill
Date and Tima Namo No Siill Skill 1 Sl 2 Skill 3 ST skl 19 Siall 20
04/15/2012, 03:00 Pt south, phnl W00:00 W03:50 00:00.00 W00:00 W00:00 00:00:00 00200:00
04/15/2012, 03:30 PM1 south, phnl W00:00 W00:00 00:01:46 W00:00 W00:00 0000:00 0000:00
Report Summary south, johnl 00:00:00 0003:30 00:01:40 0000:00 0000:00 00:00:00 00:00:00

Figure 20 Agent Duration by Skill Report - Average Call Duration by Skill Table (Single Agent)

2.6. Agent Call Detail Report
The Agent Call Detail Report template is a historical report template that can be used by
administrators, agents, and supervisors to request historical reports. This is a non-interval-based

template.

The report provides information related to calls made or received by agents, whether or not they

were answered.

The report name is “Agent Call Detail Report” and is displayed in the introduction section of the
generated report, as described in section 2.1 Agent Report Introduction Section.

The report includes the following elements:

= Call Detail Table
=  Transfer Summary Bar Chart

The report does not require any performance parameters.

2.6.1. Call Detail Table
The Call Detail table shows the details for each call made or received by the agent(s) for the

reporting period.

Only completed calls are shown in this report. A call is completed when the following conditions

are met:

= Agent releases or transfers a non-ACD call.

= Agent releases or transfers an ACD call and the call completion timer expires. The purpose
of the call completion timer is to allow the agent to make a transition to the Wrap-Up state
following the end of an ACD call. The completion timer is a system option that is configured
by the system administrator. The completion timer’s default value is 5 seconds.

= Agent makes a transition out of the Wrap-Up state following the completion of a call and
the agent may enter additional disposition codes. In such cases, reports run at different
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times may provide different details for a given call, specifically the wrap-up time of the call

and the disposition codes entered for that call.

= The call details reported are summarized in the following table.

Label
Call Start Time

Call End Time

Call Type

Skill Level

Callers/Called
Number

Number
Called

Wait Time in
Queue
Staffed

Talk Time

Hold Time

Wrap Up Time

Description

The call with the agent started at this time.

This corresponds to the time the call was answered by the agent or remote
party.

The call with the agent ended at this time.

This corresponds to the time that the call was released by the agent or remote
party, or the time that the call was transferred by the agent.

This is the call type, and can be any of the following values:
* Inbound ACD

=  Qutbound ACD

* Inbound Route Point

= Qutbound Route Point

* Inbound

=  Qutbound

= Internal

If an Inbound ACD call is answered by an agent from a skill-based Call Center,
this field is populated with the skill level of the agent in that Call Center.

If an Inbound ACD call is answered by an agent from a priority-based Call
Center, this field is not populated.

If the call is of any type other than Inbound ACD, the field is not populated.

This is the number calling the agent or the number the agent called.

This is the DNIS or Call Center number called by the caller for an ACD call.
This value is only present for ACD calls.

This is the wait time in queue for an ACD call, including preserved wait time.
The value corresponds to the wait time recorded the moment the call was
presented to the agent.

This value is only present for ACD calls.

This indicates whether the agent was signed in (that is in any state except sign-
out) the moment the agent made or received a call.

This is the talk time of the call. This does not include the time that the agent
put the caller on hold.

This is the hold time for the call. Specifically, this is the amount of time that the
agent put the caller on hold.

This is the wrap-up time for an inbound or outbound ACD call. This is the time
that the agent spent in Wrap-Up state (in association with this call).

This value is only present for inbound or outbound ACD calls. If there is no
wrap-up time associated with the ACD call, then the value is set to “0”.
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Label

Transfer
Number
Transfer
Location

Disposition
Codes

Description
This indicates whether the agent initiated a transfer by including the transfer
destination.

This indicates the transfer destination type. This can be any of the following
values:

= Call Center

= Call Center — Long Hold

=  Qutside Enterprise

=  Within Enterprise

This lists all disposition codes entered by the agent during the call or during the
subsequent wrap-up period.

Note that disposition codes entered by agents in the context of a route point
call are not reported.

In a scenario in which a default disposition code is configured for a Call Center,
the default code is listed in the report as long as the agent does not explicitly
enter a code during the call or during a subsequent wrap-up period.

For example, if the agent does not enter a code during a call or in the
subsequent wrap-up period, the default code appears in the report for the
entry corresponding to the call. The agent may decide to return to the wrap-up
state and enter one or more disposition codes. If this occurs, when the report
is generated again, the entered disposition code(s) replaces the default code
for the entry corresponding to the call.

Figure 21 provides an example of a Call Detail table.

Call Deto
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Figure 21 Agent Call Detail Report - Call Detail Table
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2.6.2. Transfer Summary Bar Chart

The Transfer Summary bar chart displays a bar for each of the top 10 transfer destinations.
Underneath the bar chart, the number of ACD calls and the number of ACD calls transferred for
the reporting period are also displayed. The bar chart is not displayed when there are no ACD
calls transferred during the reporting interval.

Figure 22 provides an example of a Transfer Summary bar chart.

Transfer Summary

"
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ACD Call>: 4
ACD Calls Transferrad 2

Figure 22 Agent Call Detail Report - Transfer Summary Bar Chart

2.7. Agent Activity Report

The Agent Activity Report template is a real-time report template that can be used by
administrators, agents, and supervisors to request real-time or historical reports. This is an interval-
based report template.

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

The report name is “Agent Activity Report” and is displayed in the introduction section of the
generated report, as described in section 2.1 Agent Report Introduction Section.

The report includes the following elements:

= Activity Duration Bar Chart

=  Availability Duration Pie Chart
= Agent Activity Counts Table

= Activity Duration Table
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The report requires the following performance parameters:

= Call Completion
= Short Duration

Performance parameters are described in section 4.1 Performance Parameters.

2.7.1. Activity Duration Bar Chart

The Activity Duration bar chart shows the amount of time spent by the agent(s) in various states
for the reporting period.

The states reported are summarized in the following table.

Label Description

Available This is the total time that the agent spent in the Available state.

Unavailable This is the total time that the agent spent in the Unavailable state.

Wrap-Up This is the total time that the agent spent in the Wrap-Up state, specifically for
ACD calls.

Talk This is the total time that the agent spent talking, for ACD calls. This does not
include ring time or hold time.

Hold This is the total time that the agent spent holding the remote party for ACD
calls.

Idle This is the total time that the agent was in the Available state and not on a call.

This does not include ring time or the time during which the whisper
announcement was playing for an answered ACD call.

Staffed This is the total time that the agent was signed in (that is any state except Sign-
Out).




fﬁelesystem Call Center
Reports Guide

Figure 23 provides an example of an Activity Duration bar chart.
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Figure 23 Agent Activity Report - Activity Duration Bar Chart

2.7.2. Availability Duration Pie Chart
The Availability Duration pie chart shows the percentage and amount of time spent by the
agent(s) in the Available, Unavailable, and Wrap-Up states for the reporting period.

The agent states reported are summarized in the following table.

Label Description

Available This is the total time that the agent has spent in the Available state.
Unavailable  This is the total time that the agent has spent in the Unavailable state.
Wrap-Up This is the total time that the agent has spent in the Wrap-Up state, specifically

for ACD calls.
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Figure 24 provides an example of an Availability Duration pie chart.

Availabity Duration

Wrap-Up, 16.6%

Avalable 53 8%

Figure 24 Agent Activity Report - Availability Duration Pie Chart

2.7.3. Agent Activity Counts Table

The Agent Activity Counts table displays a column for each counter described in the following
table. The values of the Call Completion and Short Duration performance parameters are shown
at the top of the table as Service Level and Short Call Threshold respectively.

The Agent Activity Counts table includes a row per interval for each agent who is active over the
interval. It also includes the following summary rows:

= Aninterval summary row is provided for each interval if multiple agents have been selected.
For all counters, the summary row represents the sum of the counter values for all agents
reported in that interval.

= Anagent summary row is provided for each agent over all intervals if multiple agents have
been selected. For all counters, the summary row of an agent represents the sum of the
counter values over all intervals for that agent.

= Areport summary row is provided for all intervals and all agents. For all counters, the report
summary row represents the sum of the counter values over all intervals for all agents
reported.
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Counter Description
ACD Calls This is the number of ACD calls made or received by the agent.

Short Duration  This is the number of short duration ACD calls received by the agent. This
Calls value depends on the value of the Short Duration performance parameter
provided by the user when requesting the report.
A call is a short duration call if the call time (that is, talk time + hold time) is
less than the value of the performance parameter provided by the user.

Calls This is the number of ACD calls completed within the requested service level.
Completed in This value depends on the value of the Call Completion performance
Service Level parameter provided by the user in the report request.

A call is completed in service level if the call time (that is, talk time + hold
time) is less than the value of the performance parameter provided by the
user.

Bounced Calls This is the number of ACD calls that were presented to the agent and
bounced.
A bounced call is a call that was presented to the agent but for some reason
was not answered by the agent and remained in the queue.

Transferred This is the number of ACD calls made or received by the agent that were
Calls transferred to a new destination.
Long Hold This is the number of ACD calls received by the agent, which were transferred

Bounced Calls back to the Call Center after being held too long.
Note that these types of transferred calls are not accounted for under the
Transferred Calls column.

Escalated Calls  This is a number of non-emergency escalations performed by the agent.

Emergency This is the number of emergency escalations performed by the agent.
Calls

Figure 25 provides an example of an Agent Activity Counts table in a report for multiple agents.
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Service Level:
Short Call Threshold:

20 sec
10 sec

Date and Time Name ACD Calls.

03312011, 1000 PM Jorwe, Wb

D310, 1015 PM e, Mk

0312011, 10:30 PM Jorwen, Mk

0312011, 1045 PM Jorwen, Mk

B a~woe &amwm~nnoasbs

Activity Agent Counts
Short Cal

H Bounced  Transfemed
Cals Cala

Cals  InService
Leved
o o 4
0 0 2
0 0 0
o 1 o
0 0 2
0 1 2
o o 3
1 2 2
1 2 5
2 2 2
1 3 2
3 5 “
2 3 0
2 5 8
4 8 7

N B N « @ « « 9 « 000 000

Long Hok! Emérgency
Bounoed Cala
Cals
1 o ]
o 1 0
1 1 0
0 o ]
o 0 1
o 0 1
] o o
o 0 0
o 0 0
o o ]
1 0 0
1 0 0
1 [} 0
1 1 1
2 1 1

Figure 25 Agent Activity Report - Agent Activity Counts Table (Multiple Agents)
Figure 26 provides an example of an Agent Activity Counts table in a report for a single agent.

Service Level: 20 sec
Short Call Threshold: 10 sec
Activity Agent Counts
Dane and Time: Name ACD Cails Short Cails Bounced  Tranatemed  Long Hold
Durabion  Compisted Cals Cals  Bounced
Cals  n Service Calls
Level

05312011, 1000 PM Jores, Mike 4 ] 0 4 o 1
03312011, 10:15PM Jonks, Mke 5 o 1 0 ] o
Q312011 10:30 PM Jores, Mk 2 (] o 3 1 o
ONIR2011. 1045 PV Jones, Mike 7 2 2 2 1 o
Report Summary oo, Mk 1% 2 3 9 2 1

Figure 26 Agent Activity Report - Agent Activity Counts Table (Single Agent)

2.7.4. Activity Duration Table

The Activity Duration table displays a column for each duration counter. The table includes a

row per interval for each agent who is active over the interval. It also includes the following

summary rows:

= Aninterval summary row is provided for each interval if multiple agents have been selected.

For all counters, the summary row represents the sum of the counter values for all agents

reported in that interval.

= Anagent summary row is provided for each agent over all intervals if multiple agents have

been selected. For all counters, the summary row of an agent represents the sum of the

counter values over all intervals for that agent.

= Areport summary row is provided for all intervals and all agents. For all counters, the report

summary row represents the sum of the counter values over all intervals for all agents

reported.
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Counter
Available
Unavailable
Wrap Up

Talk
Hold

Idle

Staffed

Description
This is the total time that the agent spent in the Available state.
This is the total time that the agent spent in the Unavailable state.

This is the total that the agent spent in the Wrap-Up state, specifically for ACD
calls.

This is the total time that the agent spent talking, for ACD calls. This does not
include ring time or hold time.

This is the total time that the agent spent holding the remote party for ACD calls.
This is the total time that the agent was in the Available state and not on a call.
This does not include ring time or the time during which the whisper
announcement was playing for an answered ACD call.

This is the total time that the agent was signed in (that is, in any state except
Sign-Out).

Figure 27 provides an example of an Activity Duration table in a report for multiple agents.

Date ana Time:

03342011, 1000 PM

03312011, 10:16PM

03342011, 1020 PM

037342011, 1045 PM

Activity Duration
Name Avaliable  Unavaiabie Wrap Up Tak Hold e Stased
Jonas, Mike 00.07.40 ooz 10 000131 D003 18 000100 00:01.43 001134
Smh. John 00roe 28 (L ratear. ) 000023 DOrD4: 35 0000 07 w02 000642
Surmmary D0 2e woass 000204 DO07:38 000 8 002 55 002118
Jones, Mive 000805 00:04.02 000203 D0:02.20 000025 00:01:13 00:16:00
Smith, John O004:00 orte oaoioe Do0z41 000070 000022 001800
Surmmary 00100 01ass 000505 oos o 000045 0:01:98 003000
Jonas, Mive 00.04.08 00:08:01 00.02:30 DO:01.54 000037 00:00.22 00.94:48
Smith, Jotn 001147 00:00:47 000220 D0z 08 000028 00:0234 00:16:00
Summary D0 ss ALt iS 000808 D402 00018 (L ratrd. ] 0026048
e 0042 12 wonns onnsae Do0s48 000045 o1 001345
Smith, John 0ons 13 000400 oandin DO01:23 0an030 [ g By 001239
Summary D0r%4:20 o onor2s [Leat DAL ] DO 48 o001 o204
Jorwes, Mike 00310 1aM o00eae Dx17:20 000238 w0452 005507
Servith, Jobn 002543 s 000811 Dx10:27 0aMm 25 w055 005211
Summary 00.67.44 00:31.30 001750 002747 0004 01 01022 0147:18

Figure 27 Agent Activity Report - Activity Duration Table (Multiple Agents)

Figure 28 provides an example of an Activity Duration table in a report for a single agent.

Date ana Tima

V312011, 1000 PM
TWA12011, 1015 PM
0312011, 10:30 PM
D3/312011, 1048 PM
Report Sumenary

Activity Duration
Name Avalstie  Unavaisbic Wrap Up Talk Hokd e Staffed
Jones, Mk 000746 w0218 wnn L8 00108 000143 00114
Joewes, Mike 000855 W00s 2 a|mis o oexn 0000435 000113 01500
Jones, Mike 00.04.08 00:05.01 ooz [OBaR2) ooooar 000022 01448
Jones, M oxwx2 000005 w0 oooeeE 0000:15 000134 o134
Jorss, Mike 00:31.01 021424 000520 1720 000220 00.04 52 fosiod g

Figure 28 Agent Activity Report - Activity Duration Table (Single Agent)
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2.8. Agent Activity Detail Report

The Agent Activity Detail Report template is a historical report template that can be used by
administrators, agents and supervisors to request historical reports. This is a non-interval-based
template.

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

activity.

The report name is “Agent Activity Detail Report” and is displayed in the introduction section of the
generated report, as described in section 2.1 Agent Report Introduction Section.

The report includes the following elements: Activity Detail Table.

The report does not require any performance parameters.

2.8.1. Activity Detail Table

The Activity Detail table can be run for single or multiple agents. An agent may only run the
report against himself, while an administrator or supervisor may run the report for one or many
of the agents within their scope.

Every agent activity is captured as a row in the table. An activity has a start time and captures
details about one of the following:

= State changes including Sign-in, Sign-out, Available, Unavailable, or Wrap-up.
= Disposition code changes including the disposition code used.
= Call details such as the type of call, calling/called number, and transfer information.

The agent activity details reported are summarized in the following table.

Name Description

Agent Name This is the first and last name of the agent.

Activity Time This is the time when the agent performed the call, state, or disposition
activity (see Activity Type).

Activity Type This is the type of activity that occurred on the agent’s behalf. The valid
range of values for this column are as follows:
= State

= Disposition
= Call




felesystem

Name
Activity Detail

Call Type

Callers/Called
Number

Number Called

Transfer Number

Description

This is the detail of the activity.

The valid range of values for “State” activity type are as follows:
= Sign-In

=  Sign-Out

= Available

=  Unavailable <unavailable code>

=  Wrap-up

If the Activity Type column is set to “Disposition” and contains the
disposition code used by the agent for the call.

The valid range of values for “Call” activity type are as follows:

= Call Answered

= Call Placed

= Call Held

= Call Retrieved

= Call Released

= Call Transferred

This is the call type of the call. This can be any of the following values:
= |nbound ACD

=  Qutbound ACD

= Route Point

=  Qutbound Route Point

= |ncoming (non-ACD/route point outside the company)

= Qutgoing (non-ACD/route point outside the company)

= |nternal (non-ACD/route point inside the company)

This column is only populated for “Call” activity type. Otherwise, this
column is empty.

This is the number calling the agent or the number the agent called.
This column is only populated for “Call” activity type. Otherwise, this
column is empty.

This is the Dialed Number Identification Service (DNIS) or Call Center
number called by the caller for an ACD call.

This value is only present for an ACD call.

This value is only present for inbound ACD calls.

This column is only populated for “Call” activity type. Otherwise, this
column is empty.

This indicates whether the agent has initiated a transfer by including the

transfer destination.
This column is only populated for “Call” activity type. Otherwise, this
column is empty.
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Name

Transfer Location

Description

This indicates the transfer destination type. This can be any of the
following values:

= Call Center

= Call Center — Long Hold

= Qutside Enterprise

=  Within Enterprise

This column is only populated for “Call” activity type. Otherwise, this
column is empty.

Figure 29 provides an example of an Activity Detail table in a report for multiple agents.

Activity Detall
- s Rl
—— e YIION Of e M rw STATy L ——
e WAND0T Y 08 T 4 P ATATE remime B
o s WANI0T Y. 08 27 80 P avtam e matme L
— WTNIOT, D8I 88 avaTe - ——
— WAV 0828 W Can A —— b—— o Ty o 7 O
— MHERI0TL 08 28 e P Al St ——— O T . T 200800 O
A WANI0T . 08 20 eh CAL T m— e ACD ST N0, 7 D
— WOANION Y 08 2% e CAaar e Semaeer e ACD TN WA 7 20 0
— s W0t S atare g -
— e WTLI0T 08 e e STATR -
— e WMIVIONL AT e e OWMOB O O_Pecaso

Figure 29 Agent Activity Detail Report - Activity Detail Table (Multiple Agents)
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Figure 30 provides an example of an Activity Detail table in a report for a single agent.

Activity Detall
TAge N Aty Torw TARR T AT Tl YT TlenailEe T e Tl Yieled Nl Tiaeoler Ladaten
Vol
— RNI0TL, 08 1833 P star R
- | WAMIOT Y. 08 38 08 PN [ v o~ ACD e ] .70
S | SANIOT L 082 e PV Can Comt vowms ooy A0 7 o - ! e O
S SOANR00 Y. 08 20 4% P cau . oy MO D ] o a1 o
—— WENIOTL 08 2% e CaLL ot Pt e— AT O 8T O W, La )
— | MOTNION Y OB 3 Y PN PTATE -

Figure 30 Agent Activity Detail Report - Activity Detail Table (Single Agent)

2.9. Agent Summary Report

The Agent Summary Report template is a historical report template that can be used by

administrators and supervisors to request historical reports. This is an interval-based report

template.

The report provides summary information related to the performance of the agent(s), including the

average and longest times spent on various types of calls and in various states.

The report name is “Agent Summary Report” and is displayed in the introduction section of the

generated report, as described in section 2.1 Agent Report Introduction Section.

The report includes the following elements:

= Call S ummary Bar Chart

= Activity Summary Bar Chart
= High Water Marks Bar Chart
= Call S ummary Table

= Activity Summary Table

=  High Water Marks Table

The report does not require any performance parameters.

This report includes averages that are most relevant when the report request is for a larger number

of agents or when the report request is for a larger sampling period (for example, daily). The

following examples illustrate this point by describing how the average staffed time and average talk

time statistics are computed for the activity of one or two agents.

Example 1 - Average Staffed Time

The formula for calculating the average staffed time of a given interval is as follows:

Total staffed time/Number of sign-ins in the interval
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Because the average staffed time is a function of the number of sign-ins during the reported
interval(s), the averages provided in the interval or summary rows may yield values that appear odd
if the report is run for a single agent who has very few sign-ins for the requested interval.

For example, consider an agent who signs in twice during the day. The agent signs in first at 8:30
A.M. and signs out at 12:00 noon. The agent signs in again at 2:00 P.M. and signs out at 5:00 P.M.

Use case 1:

If a report is run for the agent for the time frame from 8:00 A.M. to 5:00 P.M. with an hourly
sampling period, then the interval rows for the report (for the most part) indicate an average staffed
time of 00:00:00 (total staffed time of one hour for no sign-in events during the interval), with the
exception of the:

= 8:00 A.M. interval row that indicates an average staffed time of 00:30:00 (total staffed time of
30 minutes for a single sign-in)

= 2:00 P.M. interval row that indicates an average staffed time of 01:00:00 (total staffed time of
one hour for a single sign-in)

=  Summary row for the agent that indicates an average staffed time of 03:30:00 (total staffed time
of seven hours for two sign-ins)

Use case 2:

If a report is run for the agent for the time frame from 10:00 A.M. to 5:00 P.M. with an hourly
sampling period, then the interval rows for the report (for the most part) indicate an average staffed
time of 00:00:00 (total staffed time of one hour for no sign-in events during the interval), with the
exception of the:

= 2:00 P.M. interval row that indicates an average staffed time of 01:00:00 (total staffed time of
one hour for a single sign-in)

= Summary row for the agent that indicates an average staffed time of 05:00:00 (total staffed time
of five hours for a single sign-in)

Example 2 — Average Talk Time
The formula for calculating the average talk time of a given interval is as follows:
Total talk time/Number of ACD calls received in the interval

Because the average talk time is a function of the number of ACD calls received (that is, answered)
during the reported interval(s), the averages provided in the interval or summary rows may yield
values that appear odd if the report is run for a single agent or for agents who receive a very low
number of calls during the requested interval.
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For example, Agent 1 receives an ACD call at 9:25 A.M. and releases the call at 9:50 A.M. Agent 2
receives an ACD call at 9:35 A.M. and releases the call at 9:45 A.M.

Use case 1:

If a report is run for the two agents for the time frame from 9:15 A.M. to 10:00 A.M. with a quarter

hourly sampling period, then the report includes the following:

= The 9:15 A.M. interval row indicates:

Agent 1 — Average talk time of 00:05:00 (total talk time of 5 minute for a single ACD call
received)

Agent 2 — No activity

Summary — Average talk time of 00:05:00 (total talk time of 5 minutes for a single ACD
call received)

= The 9:30 A.M. interval row indicates:

Agent 1 — Average talk time of 00:00:00 (total talk time of 15 minutes, but no ACD call
received during the interval)

Agent 2 — Average talk time of 00:10:00 (total talk time of 10 minutes for a single ACD
call received)

Summary — Average talk time of 00:25:00 (total talk time of 25 minutes for a single ACD
call received)

=  The 9:45 A.M. interval row indicates:

Agent 1 — Average talk time of 00:00:00 (total talk time of 5 minutes, but no ACD call
received during the interval)

Agent 2 — No activity

Summary — Average talk time of 00:00:00 (total talk time of 5 minutes, but no ACD call
received during the interval)

= The summary row indicates:

Agent 1 — Average talk time of 00:25:00 (total talk time of 25 minutes for a single ACD
call received)

Agent 2 — Average talk time of 00:10:00 (total talk time of 10 minutes for a single ACD
call received)

Summary — Average talk time of 00:17:30 (total talk time of 35 minutes for two ACD
calls received)

Use case 2:

If a report is run for the agent for the time frame from 9:00 A.M. to 10:00 A.M. with an hourly

sampling period, then the report includes a single set of interval rows that indicate the

following:
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= Agent 1 - Average talk time of 00:25:00 (total talk time of 25 minutes for a single ACD call

received)

= Agent 2 — Average talk time of 00:10:00 (total talk time of 10 minutes for a single ACD call

received)

=  Summary — Average talk time of 00:17:30 (total talk time of 35 minutes for two ACD calls

received)

2.9.1. Call Summary Bar Chart

The Call Summary bar chart shows the average amount of time spent by the agent(s) on calls of

various types for the reporting period.

The values reported are summarized in the following table.

Label
Average ACD Duration

Average Outbound
ACD Duration

Average Route Point
Duration

Average Outbound
Route Point Duration

Average Inbound
Duration

Average Outbound
Duration

Average Internal
Duration

Description

This is the 2 (ACD call time [that is, talk time + hold time] for all agents
for all time periods)/2 (Answered ACD calls for all agents for all time
periods).

This is the 2 (Outbound ACD call time [that is, talk time + hold time] for
all agents for all time periods)/Z (Outbound ACD calls for all agents for
all time periods).

This is the Z (Route point call time [that is, talk time + hold time] for all
agents for all time periods)/2 (Answered route point calls for all agents
for all time periods).

This is the 2 (Outbound route point call time [that is, talk time + hold
time] for all agents for all time periods)/2 (Outbound route point calls
for all agents for all time periods).

This is the X (Inbound call time [that is, talk time + hold time] for all
agents for all time periods)/2 (Inbound calls for all agents for all time
periods).

This is the 2 (Outbound call time [that is, talk time + hold time] for all
agents for all time periods)/s (Outbound calls for all agents for all time
periods).

This is the X (Internal call time [that is, talk time + hold time] for all
agents for all time periods)/z (Internal calls for all agents for all time
periods).
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Figure 31 provides an example of a Call Summary bar chart.

Call Summary

AW 3 ACD &
v, T -
Aver: Outoound A
./-C'SQDurm'onﬂ] L .m-nc 42
Average Route Point
Duration(3)
Average Culound
g I
Durabon(1)
Aversgs Inbound

Average Outhound
Duration(1)

Avernge Intarnal
Durabioni@)

0X00:03

HHMM SS

00:00:00 00:00:15 000030 00:00-45 DOD1-00 0301:15

.m 0134

000130 000145

Figure 31 Agent Summary Report - Call Summary Bar Chart

2.9.2. Activity Summary Bar Chart

The Activity Summary bar chart shows the average amount of time spent by the agent for the

various agent and call states for the reporting period.

The values reported are summarized in the following table.

Label

Average Staffed
Time

Average Wrap-Up
Time

Average Unavailable
Time

Average Talk Time

Average Hold Time

Average Handle
Time

Description

This is the Z (Sign-in time for all agents for all time periods)/z (Number of
sign-ins for all agents for all time periods).

This is the 2 (Wrap-up time for ACD calls for all agents for all time
periods)/ (Number of times an agent was in Wrap-Up state for ACD calls
for all agents for all time periods).

This is the 2 (Unavailable time for all agents for all time periods)/Z
(Number of times an agent was in Unavailable state for all agents for all
time periods).

This is the X (Total talk time for all agents for all time periods)/Z (ACD
calls for all agents for all time periods).

This is the 2 (Total hold time for all agents for all time periods)/z (ACD
calls for all agents for all time periods).

This is the X (Total talk time for all agents for all time periods) + 2 (Total
hold time for all agents for all time periods) + Z (Wrap-up time for ACD
calls for all agents for all time periods)/2 (ACD calls for all agents for all
time periods).
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Figure 32 provides an example of an Activity Summary bar chart.

Activity Summary

Avernge

Staffed 00:35:45
Tme

Average

Wrap.Up 00:00:31

2

Average

Ungvai 3 000235
Teme
Averags
Taik Te 00:00:51
Average Y (M)
Hokd Time 00:00:20
Average
Handie 00:01:30
Time
00.00:00 000500 00:10:00 00:15:00 00:20.00 0025m 00:30.00 00:35:00 00:40.00

HH MM SS

Figure 32 Agent Summary Report - Activity Summary Bar Chart

2.9.3. High Water Marks Bar Chart

The High Water Marks bar chart shows the longest amount of time spent by the agent on calls

of various call types for the reporting period.

The values reported are summarized in the following table. The duration of calls used to
determine the high water mark is captured in the interval in which the call is ended. For
example, if an ACD call is started at 10:50 P.M. and ends at 11:10 P.M., then the 20-minute ACD
call duration is captured as a high water mark for the 11:00 P.M. interval of an hourly report.

Label Description
Longest ACD Call This is the longest amount of time spent on an ACD
call.

Longest Outbound ACD Call This is the longest amount of time spent on an
outbound ACD call.

Longest Route Point Call This is the longest amount of time spent on a route
point call.

Longest Outbound Route This is the longest amount of time spent on an

Point Call outbound route point call.

Longest Inbound Call This is the longest amount of time spent on an inbound

call (non-ACD/route point outside company).

Longest Outbound Call This is the longest amount of time spent on an
outbound call (non-ACD/route point outside company).

Longest Internal Call This is the longest amount of time spent on an internal
call (non-ACD/route point within company).
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Figure 33 provides an example of a High Water Marks bar chart.

High Water Marks

Longest ACD
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Figure 33 Agent Summary Report - High Water Marks Bar Chart

2.9.4. Call Summary Table

The Call Summary table displays a column for each counter described in the following table. The

Call Summary table includes a row per interval for each agent who is active over the interval. It

also includes the following summary rows:

An interval summary row is provided for each interval if multiple agents have been selected.
The following formula is used to compute the interval summary:

2 (Time for all agents in the time interval)/Z (Occurrences for all agents in the time interval)
An agent summary row is provided for each agent over all intervals if multiple agents have

been selected. The following formula is used to compute the agent summary:

3 (Time for the agent over all intervals/3 (Occurrences for the agent over all time intervals)
A report summary row is provided for all intervals and all agents:

3 (Time for all agents over all intervals)/3 (Occurrences for all agents over all time intervals)

Counter Description

Average ACD Duration  This is the Z (ACD call time for the agent in the time interval)/Z
(ACD calls for the agent in the time interval).

Average Outbound This is the 2 (Outbound ACD call time for the agent in the time
ACD Duration interval)/Z (Outbound ACD calls for the agent in the time interval).
Average Route Point This is the 2 (Route point call time for the agent in the time
Duration interval)/Z (Route point calls for the agent in the time interval).
Average Outbound This is the 2 (Outbound route point call time for the agent in the

Route Point Duration time interval)/z (Outbound route point calls for the agent in the
time interval).
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Counter Description
Average Inbound

Average Outbound

This is the 3 (Inbound call time for the agent in the time interval)/z
Duration (Inbound calls for the agent in the time interval).

This is the 2 (Outbound call time for the agent in the time

Duration interval)/2 (Outbound calls for the agent in the time interval).

Average Internal

This is the I (Internal call time for the agent in the time interval)/2
Duration (Internal calls for the agent in the time interval).

Figure 34 provides an example of a Call Summary table in a report for multiple agents.

Call Summary

Date and Time: Name Average Average Average Average Average Average Average
ACD Owbound RowePaint  Outbound Inoound Cutbound Internal
Duration ACD Duation  Roule Point Durabion Duration Duration

Durabon Duration
03172011, 10:00 PM Jones, Mike 00108 00:00:42 00:00:00 000000 D00%32 00:00:23 0300:12
Smith, John 0000:47 00-00:00 00:01:34 0000:2¢ 000200 000000 020011
Summery 000058 000042 00013 000024 000032 00003 0000 12
Report Summary Jones. Mike 00100 000042 00:0000 000000 000032 00:0003 010013
Smith, John 000047 00:000 00:01:34 000024 000200 00:00:00 020011
Summary 00:00:58 000042 00:01-M4 00:00:24 000332 00:00:33 0000:12

Figure 34 Agent Summary Report - Call Summary Table (Multiple Agents)

Figure 35 provides an example of a Call Summary table in a report for a single agent.

Call Summary
Date and Time Name Average Average Average Average Aversge Average Aversge
ACD  Oulbound Route Pont  Outbound bbound  Outhound Interral
Duration ACD Durafion  Route Point Duration Durafion Duration
Duration Duration
0312011, 10:00 FM Jonac, Mis oo oraz 000000 00000 00032 oo oroo 13
Report Summary Jonac, Mis oo oooraz 00:00-00 00000 000032 ooz oroo 13

Figure 35 Agent Summary Report - Call Summary Table (Single Agent)

2.9.5. Activity Summary Table

The Activity Summary table displays a column for each duration counter described in the

following table.

The Activity Summary table includes a row per interval for each agent who is active over the
interval. It also includes the following summary rows:

The following formula is used to compute the interval summary:

been selected. The following formula is used to compute the agent summary:

An interval summary row is provided for each interval if multiple agents have been selected.

3 (Time for all agents in the time interval)/2 (Occurrences for all agents in the time interval)
An agent summary row is provided for each agent over all intervals if multiple agents have

Y (Time for the agent over all intervals)/2 (Occurrences for the agent over all time intervals)
A report summary row is provided for all intervals and all agents:
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3 (Time for all agents over all intervals)/3 (Occurrences for all agents over all time intervals)

Counter

Average Staffed Time

Average Wrap-up Time

Average Unavailable
Time

Average Talk Time

Average Hold Time

Average Handle Time

Description

This is the 3 (Sign-in time for the agent in the time interval)/Z
(Number of sign-ins for the agent in the time interval).

This is the 2 (Wrap-up time for ACD calls for the agent in the time
interval)/Z (Number of time the agent was in Wrap-Up state for
ACD calls in the time interval).

This is the 2 (Unavailable time for the agent in the time
interval)/Z (Number of times the agent was in Unavailable state
in the time interval).

This is the X (Total talk time for the agent in the time interval)/z
(ACD calls for the agent in the time interval).

This is the 3 (Total hold time for the agent in the time interval)/z
(ACD held calls for the agent in the time interval).

This is the X (Total talk time for the agent in the time interval) + 2
(Total hold time for the agent in the time interval) + £ (Wrap-up
time for ACD calls for the agent in the time interval)/2 (ACD calls
for the agent in the time interval).

Figure 36 provides an example of an Activity Summary table in a report for multiple agents.

Activity Summary
Dale and Tume Name Average Average Average Average Average Average
Staffed Wrap-up  Unavaiable Talk Time Hold Time Handle
Time Time Time Time
022172011, 10:00 PM Jonez, Mice 00:27:34 00:00:23 00:02:24 Do:D0:58 D9:0023 00:01:20
Smih, John 00:52:11 00:00:23 00:02:53 00:00:42 D2:00:14 0001220
Summary 00:25:46 00:00:31 00-02:28 00:00:51 09:0020 00:01:20
Report Summary Jones, Mice 00:27:34 00:00:28 00:02:24 00:D0:58 00:00:23 00:01:39
Smith, John 00:52:11 00:00:33 00:02:53 000042 000014 000120
Summary 00:35:46 00:00:31 00-02:38 0000:51 000020 00:01:30

Figure 36 Agent Summary Report - Activity Summary Table (Multiple Agents)

Figure 37 provides an example of an Activity Summary table in a report for a single agent.

Activity Summary
Date and Time Name Averape Average Average Averaga Averoge Average
Staffed Yiapup  Unavalkable Talk Time Hold Time Handi=
Time Time Tme Time
D3'31/2011. 10:00 PM Jones, Mike 0027:33 00.00:28 000224 00:00:58 00:00:20 0001:33
Report Summary Jones, Mike 0027:24 000022 00:02:24 00:00:68 00:0C:28 00:01:39

Figure 37 Agent Summary Report - Activity Summary Table (Single Agent)

2.9.6.High Water Marks Table

The High Water Marks table displays a column for each duration counter.
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The table includes a row per interval for each agent who is active over the interval. It also

includes the following summary rows:

= Aninterval summary row is provided for each interval if multiple agents have been selected.

This represents the maximum value for all agents in that interval.

= Anagent summary row is provided for each agent over all intervals if multiple agents have

been selected. This represents the maximum value for that agent over all intervals.

= Areport summary row is provided for all intervals and all agents. This represents the

maximum value for all agents over all intervals.

The duration counters included in the report are described in the following table. The duration

of calls used to determine the high water mark is captured in the interval in which the call is
ended. For example, if an ACD call is started at 10:50 P.M. and ends at 11:10 P.M., then the 20-
minute ACD call duration is captured as a high water mark for the 11:00 P.M. interval of an

hourly report.

Counter
Longest ACD Call

Longest Outbound ACD
Call

Longest Route Point
Call

Longest Outbound
Route Point Call
Longest Inbound Call

Longest Outbound Call

Longest Internal Call

Description

This is the longest amount of time spent on an ACD call by the agent
for that interval.

This is the longest amount of time spent on an outbound ACD call by
the agent for that interval.

This is the longest amount of time spent on a route point call by the
agent for that interval.

This is the longest amount of time spent on an outbound route point
call by the agent for that interval.

This is the longest amount of time spent on an inbound call (non-
ACD/route point outside company) by the agent for that interval.
This is the longest amount of time spent on an outbound call (non-
ACD/route point outside company) by the agent for that interval.

This is the longest amount of time spent on an internal call (non-
ACD/route point within company) by the agent for that interval.
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Figure 38 provides an example of a High Water Marks table in a report for multiple agents.

High Water Marks
Date and Time HName Longest Longest Longest Long=st Longest Longest Longest
ACDCall Oubound Route Point  Outbound Inbound  Cutbound Intermal
ACD Cal Call mpg:: Cal Call Cal
037312011, 1000 PM Jones, Mk oc01T 000000 00000 0Coa0e 000021 000000 000:18
Smith, Jahn oon229 00 D000 00.00:00 occDano 0aoon0 o000 00 000000
Summary 00229 00:00-:00 000000 0C:0000 ooLo21 00-00:00 0x00:18
037312011, 1016 PM Jorws, Mibo 0c:0203 00.00:00 00:00:00 0c:0a00 00.00:.00 00:00.03 00:00:18
Smih. John 000134 000000 00:00:00 00000 0000:00 00:00:00 0000:14
Summary 00203 000000 0000:00 0C:0000 000000 Co-0002 0200:18
05312014, 10:30 PM Jorven, Wik oon228 00 D000 00.00-00 oo-na00 0aco00 000000 000000
Smih, John oCuMz 00:00-:00 000144 00024 00Lo:00 00-0000 000:00
Sumenary 0o:0228 00.00:00 00.01: 000024 00.00.00 00:00.00 00.00:00
(212011, 146 PM Jones, Mk 001200 00rD0-57 0000-00 00000 0000:00 00-00:00 000000
Smh, John 0C:004 00:00:00 000000 0000 0000:00 00-00:00 00007
Surrerery o200 000057 00000 0000 oaLon 000000 00007
Report Summary Jores, Mk 001228 000057 00:00:00 00000 0000:21 00-00:00 0000:15
Smih, John oon229 00 D000 000144 ooDa24 0a0o00 ooo0o 00 0ono:14
Summary 00229 0000-57 0007:44 0C:0024 0o0o21 000003 0000:18

Figure 38 Agent Summary Report - High Water Marks Table (Multiple Agents)

Figure 39 provides an example of a High Water Marks table in a report for a single agent.

High Water Marks

Dast= and Time Nasme Longest Longest Longest Longes! Longe=st Long=st Long=st
ACDCall Oulbound Roule Point  Ouiourd Inbound Qutbound Internal

ACD Call Call le?: Cal Call Call

037312011, 10:00 PM Jones, Mikw 000917 00 D000 00000 000000 000031 000000 COD0: 15|
037312011, 115 PM Jones, Mike o203 00 DO00 000000 000000 000000 o003 LO00: 19
037312011, 1030 PM Jones, Mike o228 00 DO00 000000 000000 000000 0000000 0o00:D0)
037312011, 10298 PM Jones, Mk 0C:02:00 [£r s v g 00000 000000 000000 00:00:00 0000 00|
Report Summary Jongs, Mke oc:oe28 [ersr g 00000 0oo00 000031 0000:03 0O:D0: 12

Figure 39 Agent Summary Report - High Water Marks Table (Single Agent)

2.10. Agent Unavailability Report

The Agent Unavailability Report template is a historical report template that can be used by
administrators and supervisors to request historical reports. This is an interval-based report
template.

The report provides information related to the unavailability codes used by agents when setting
their state to Unavailable.

The report name is “Agent Unavailability Report” and is displayed in the introduction section of the
generated report, as described in section 2.1 Agent Report Introduction Section.
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The report includes the following elements:

=  Unavailable Codes Pie Chart

= Unavailable Code Duration Bar Chart
=  Unavailable Code Table

= Unavailable Code Duration Table

The Report does not require any performance parameters.

2.10.1. Unavailable Codes Pie Chart

The Unavailable Codes pie chart shows the number of times that a particular unavailability code
is used for the reporting period.

Each label represents one of the top 10 codes used.

= For asingle agent report, these are the top 10 codes used by the agent.
= For a multiple agent report, these are the top 10 codes used by all agents.

In addition, the Other level is displayed (when applicable) and represents the sum of all other
codes. The No Code label is displayed (when applicable) and represents the sum of all times
where an unavailability code was not used.

Figure 40 provides an example of an Unavailable Codes pie chart.

Unavailability Codes

No Code, 6,40.0%
Break, 7, 46.7%

Lunch, 2, 13.3%

Figure 40 Agent Unavailability Report - Unavailable Codes Pie Chart
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2.10.2. Unavailable Code Duration Bar Chart

The Unavailable Code Duration bar chart shows the amount of time that an unavailability code is
used for the reporting period.

Each label represents one of the top 10 codes used.

= For asingle agent report, these are the top 10 codes used by the agent.
=  For a multiple agent report, these are the top 10 codes used by all agents.

In addition, the Other label is displayed (when applicable) and represents the sum of all other
codes and the No Code label is displayed (when applicable) and represents the sum of all times
that an unavailability code was not used. The bars are first ordered by size and then by name.
The bars Other and No Code, when applicable, are always displayed to the far right, in that
order. The bar chart is not displayed when there is no unavailability code used during the
reporting interval.

Figure 41 provides an example of an Unavailable Code Duration bar chart.

Unavialatie Code Durason
01200
o029
016
001600
011400
w 011z
3 ovem a4
£ 000600
00 0600 0004 40
02 0400
02 fe0 I
o2 00m
Lunch Boask Mo Code

Figure 41 Agent Unavailability Report - Unavailability Code Duration Bar Chart

2.10.3. Unavailable Code Table

The Unavailable Codes table displays a column for each of the top 10 codes used.

The table includes a row per interval for each agent who is active over the interval. It also
includes the following summary rows:

= Aninterval summary row is provided for each interval if multiple agents have been selected.
For all columns, the summary row represents the sum of the counter values for all agents
reported in that interval.

= Anagent summary row is provided for each agent over all intervals if multiple agents have
been selected. For all columns, the summary row of an agent represents the sum of the
counter values over all intervals for that agent.
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= Areport summary row is provided for all intervals and all agents. For all columns, the report
summary row represents the sum of the counter values over all intervals for all agents

reported.
Each column represents one of the top 10 codes used.

= For asingle agent report, these are the top 10 codes used by the agent.
= For a multiple agent report, these are the top 10 codes used by all agents.

In addition, the Other column is displayed (when applicable) and represents the sum of all other
codes and a No Code column is displayed (when applicable) and represent the sum of all times
that an unavailability code was not used. The columns are first ordered by the size of the report
summary row, that is, the values in the last row of the table, and then when the values are the
same, by the code name. The Other and No Code columns, when applicable, are always
displayed to the far right, in that order.

Figure 42 provides an example of an Unavailable Codes table in a report for multiple agents.

Unavailability Codes
Date and Tme Name Break Lunch No Code
033172011, 10:00 PM Jones, Mike 0 0 1
Smith, John 2 0 0
Summary 2 0 1
033172011, W15 PM Jones, Mike 1 0 1
Smith, John 0 1 0
Summary 1 1 1
0373172011, 10:30 PM Jones, Mike 0 1 1
Smith, John 0 0 1
Summary o 1 2
033172011, 10045 PM Jones, Mike 0 0 1
Smith, John 1 0 1
Summary 1 0 2
Report Summary Jones, Mike 1 1 4
Smith, John 3 1 2
Summary 4 2 6

Figure 42 Agent Unavailable Report - Unavailable Codes Table (Multiple Agents)
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Figure 43 provides an example of an Unavailable Codes table in a report for a single agent.

Unavailability Codes
Date and Time Name Break Lunch  No Code
0373172011, 10200 PM Jones, Mike 0 0 1
033172011, 10:15 PM Jones, Mike 1 0 1
0373172011, 1030 PM Jones, Mike 0 1 1
033172011, 10245 PM Jones, Mike 0 0 1
Report Summary Jones, Mike 1 1 a

Figure 43 Agent Unavailability Report - Unavailable Codes Table (Single Agent)

2.10.4. Unavailable Code Duration Table

The Unavailable Code Duration table displays a column for each of the top 10 codes used.

The table includes a row per interval for each agent who is active over the interval. It also

includes the following summary rows:

= Aninterval summary row is provided for each interval if multiple agents have been selected.
For all columns, the summary row represents the sum of the duration values for all agents
reported in that interval.

= Anagent summary row is provided for each agent over all intervals if multiple agents have
been selected. For all columns, the summary row of an agent represents the sum of the
duration values over all intervals for that agent.

= Areport summary row is provided for all intervals and all agents. For all columns, the report
summary row represents the sum of the duration values over all intervals for all agents

reported.
Each column represents one of the top 10 codes used.

= For asingle agent report, these are the top 10 codes used by the agent.
=  For a multiple agent report, these are the top 10 codes used by all agents.

In addition, an Other column is displayed (when applicable) and represents the sum of all other
codes and a No Code column is displayed (when applicable) and represents the sum of all times
that an unavailability code was not used. The columns are first ordered by the size of the report
summary row, that is, the values in the last row of the table, and then when the values are the
same, by the code name. The Other and No Code columns, when applicable, are always
displayed to the far right, in that order.
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Figure 44 provides an example of an Unavailable Code Duration table in a report for multiple

agents.
Unavailability Code Duration
Date and Time Name Lunch Break  No Code
033172011, 10:00 PM Jones, Mike 00:00:00 00:00:00 00:02:16
Smith, John 00:00:00 00:02-28 00:00:00
Summary 00:00:00 00:02:28 00:02:16
0312011, 10:15 PM Jones, Mike 00:00:00 00:02:45 00:01:17
Smith, John 00:00:00 00:00:00
Summary 00:08:53 00:02:45 00:01:17
03172011, 10:30 PM Jones, Mike 00:07-30 00:00:00 00:00:23
Smith, John 00:00:37 00:00:00 00:00:10
Summary 00:08:16 00:00-00 00:00:33
03172011, 10:45 PM Jones, Mike 00:00-:00 00:00:00 00:00:05
Smith, John 00:00:00 00:03:28 00:00:37
Summary 00-00:00 00:03:28 00:00:42
Report Summary Jones, Mike 00:07:30 00:02:45 00:04:01
Smith, John 00:10:30 00:05:56 00:00:47
Summary 00:18:00 00:08:41 00:04:48

Figure 44 Agent Unavailability Report - Unavailable Code Duration Table (Multiple Agents)

Figure 45 provides an example of an Unavailable Code Duration table in a report for a single

agent.
Unavailability Code Duration

| Date and Time Name Lunch Bresk  No Code
03172011, 10:00 PM Jones, Mike 00:00:00 00:00:00 00:02:16
03172011, 10:15 PM Jones, Mike 00:00:00 00:02:45 00:01:17
03172011, 10:30 PM Jones, Mike 00:07:30 00:00:00 00:00:23
03172011, 10:45 PM Jones, Mike 00:00:00 00:00:00 00:00:05
Report Summary Jones, Mike 00:07:30 00:02:45 00:04:01

Figure 45 Agent Unavailability Report - Unavailable Code Duration Table (Single Agent)
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2.11. Agent Disposition Code Report
The Agent Disposition Code Report template is a historical report template that can be used by
administrators and supervisors to request historical reports. This is an interval-based report

template.
The report provides information related to disposition codes used by agents.

The report name is “Agent Disposition Code Report” and is displayed in the introduction section of
the generated report, as described in section 2.1 Agent Report Introduction Section.

The report includes the following elements:

= Disposition Codes Pie Chart
= Disposition Codes Table

The report does not require any performance parameters.

Note that disposition codes entered for route point calls are reported.

2.11.1. Disposition Codes Pie Chart
The Disposition Codes pie chart shows the number of times that a particular disposition code is

used for the reporting period.
Each label represents one of the top 10 codes used.

= For asingle agent report, these are the top 10 codes used by the agent.
= For a multiple agent report, these are the top 10 codes used by all agents.

In addition, the Other label is displayed (when applicable) and represents the sum of all other
codes.
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Figure 46 provides an example of a Disposition Codes pie chart.

Disposition Codes

Promo2, 5, 21.7%

Promo3, 12, 52.2%

Promo1, 6, 26.1%

Figure 46 Agent Disposition Code Report - Disposition Codes Pie Chart

2.11.2. Disposition Codes Table

The Disposition Codes table includes a row per interval for each agent who is active over the
interval. It also includes the following summary rows:

= Aninterval summary row is provided for each interval if multiple agents have been selected.
For all columns, the summary row represents the sum of the counter values for all agents
reported in that interval.

= Anagent summary row is provided for each agent over all intervals if multiple agents have
been selected. For all columns, the summary row of an agent represents the sum of the
counter values over all intervals for that agent.

= Areport summary row is provided for all intervals and all agents. For all columns, the report
summary row represents the sum of the counter values over all intervals for all agents
reported.

Each column represents one of the top 10 codes used.

= For asingle agent report, these are the top 10 codes used by the agent.
=  For a multiple agent report, these are the top 10 codes used by all agents.

In addition, the Other column (when applicable) represents the sum of all other codes.
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The columns are first ordered by the size of the report summary row, that is, the values in the
last row of the table, and then when the values are the same, by the code name. The Other
column, when applicable, is displayed to the far right.

Figure 47 provides an example of a Disposition Codes table in a report for multiple agents.

Disposition Codes
Date and Time Name Promo3

i
|

0¥312011, 1:15PM Jones, Mike
Summary
0¥31/2011, 10:30 PM Jones, Mike
Smith, John
Summary
03172011, 10:45 PM Jones, Mike
Smith, John
Summary
Report Summary Jones, Mike
Smith, John
Summary
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Figure 47 Agent Disposition Code Report - Disposition Codes Table (Multiple Agents)

Figure 48 provides an example of a Disposition Codes table in a report for a single agent.

Disposition Codes
Date and Time Name Promo3 Promo1 Proma2
033172011, 10:15 PM Jones, Mike 3 3 1
0373172011, 10:30 PM Jones, Mike 3 0 0
033172011, 1045 PM Jones, Mike 3 0 0
Report Summary Jones, Mike 0 3 1

Figure 48 Agent Disposition Code Report - Disposition Codes Table (Single Agent)

2.12. Agent Sign-In/Sign-Out Report

The Agent Sign-In/Sign-Out Report template is a historical report template that can be used by
administrators, agents, and supervisors to request historical reports. This is a non-interval based
template.

The report provides information related to the sign-in and sign-out events of agents.
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The report name is “Agent Sign-In/Sign-Out Report” and is displayed in the introduction section of
the generated report, as described in section 2.1 Agent Report Introduction Section.

The report includes the following elements:

= Sign-In/Sign-Out Table
=  Average Staffed Duration Bar Chart

The report does not require any performance parameters.

2.12.1. Sign-In/Sign-Out Table

The Sign-In/Sign-Out table displays a column for each value described in the following table.
There is one Sign-In/Sign-Out table per agent, if multiple agents have been selected.

A row is included in this report for each agent sign-in that occurs within the requested time

frame of the report.

Counter Description

Sign In This is the date/time that the agent signed in (that is, the agent’s ACD state
Date/Time was set to any value other than “sign-out”).

Sing Out This is the date/time that the agent signed out (that is, the agent’s ACD state
Date/Time was set to “sign-out”.

If the sign-in time is during the time frame of the report and the sign-out
time occurs after the time frame of the report but before the report
generation time, the sign-out time is shown in the report.

Staffed Duration This is the amount of time that the agent was signed in. This is the time
elapsed between the sign-in date-time and the sign-out date/time.

Figure 49 provides an example of a Sign-In/Sign-Out table in a report for a single agent.

Sign In Sign Out: Jones, Mike

Sign In Date/Time Sign Out Date/Time Staffed Duration
03/31/2011, 10:03:25 PM 0373172011, 10:44:48 PM 00:41:23
03/31/2011, 10:45:10 PM 03/31/2011, 10:58:55 PM 00:13:45

03/31/2011, 11:01:13 PM
Total Staffed Duration 00:55:08

Figure 49 Agent Sign- In Sign/Out Report - Sign- In/ Sign-Out Table (Single Agent)
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2.12.2. Average Staffed Duration Bar Chart

The Average Staffed Duration bar chart is only included for multiple agent reports and shows
the average staffed time for each agent for the reporting period.

Each label represents an agent and displays the average staffed time period. The average staffed
duration is computed as the total staffed duration divided by the number of sign-ins for the
agent during the reported period. The labels are presented in alphabetical order (last name, first
name).

Figure 50 provides an example of an Average Staffed Duration bar chart.

Average Staffed Duration

010000

D052 11

0osona

omrannn

002000 002734

HHMM:ES

00000

gooooa -

Jomez, Mike

Figure 50 Agent Sign In Sign Out Report - Average Staffed Duration Bar Chart
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3. Call Center Report Templates

Enhanced Reporting provides the following canned Call Center Report templates:

= Call Center Incoming Calls Report

=  (Call Center Report

= Call Center Presented Calls Report
= Abandoned Call Report

= Call Center Summary Report

= Service Level Report

= Call Center Call Detail Report

= Call Center Disposition Code Report
= Call Center Overflow Matrix Report

3.1. Call Center Report Introduction Section

The introduction section displays the report title, the time frame of the reported data, the date that
the report was run, and the details of the Call Center or DNIS if the report was generated for a single
Call Center or DNIS.

The same pattern is used for all report templates and is described in the following table.

Element Description

Title The title of the report depends on the report template, selected Call

Centers/DNISs, and the sampling period.

= |f you request a report for more than one Call Center, then the title of the
report is <Report Name> - Multiple Call Centers - <Sampling Period>.

= |f you request a report for a single Call Center or one or more DNISs of a Call
Center, then the title of the report is <Report Name>-<Call Center Name>-
<Sampling Period>.

NOTE: The sampling period is only present for interval-based reports.
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Element

Start Time (End
Time)

Time Zone

Date Run

Call Center or
DNIS
information

Description

= Start Time displays the start date and time of the report.

= End Time displays the end date and time of the report.

= Start Time is displayed for all reports, but End Time is displayed only for
historical reports.

For an interval-based report template, if the requested start time does not align

with a sampling period boundary, then it is adjusted to the previous sampling

period boundary. If the end time does not align with a sampling period boundary,

then it is adjusted to the next sampling period boundary. For example, if the

sampling period is hourly, the start time provided is 11:46 A.M. and the end time

is 12:10 P.M. Then the start time is adjusted to 11:00 A.M. and the stop time is

adjusted to 1:00 P.M.

The time frame of the generated report is inclusive for the start date and start

time and exclusive for the end date and end time. For example, if the time frame

is specified as 06/01/2010 0:00 A.M. to 07/01/2010 0:00 A.M., then the report

generated actually runs from 06/01/2010 00:00:00.000 A.M. to 06/30/2010

11:59:59.999 P.M.

If the time frame of a report crosses a daylight savings time change, then the

report generated either shows no results for the hour skipped (clock is moved

forward) or it shows both time periods combined in a single-time interval (clock is

moved backwards).

The time zone is displayed in a localized format, for example, “(GMT-04:00) (US)
Eastern Time”.

Note that the offset from GMT displayed in the introduction section is relative to
the time of report generation and not necessarily to the requested time frame.
The time intervals provided in the contents of the report are always presented
relative to the offset from GMT that is applicable at the time the statistics were
collected for that time zone.

Date Run displays the date and time at which the report was generated.

If the report is generated for a single Call Center or a single DNIS, then detailed
information for the Call Center or DNIS is provided.

= For asingle Call Center report, the Call Center name and ID are displayed.
= For asingle DNIS report, the DNIS name and phone number are displayed.

Figure 51 provides an example of the introduction section of a historical report generated for all Call

Centers within the requesting user’s scope. The sampling period is 15 minutes.

Call Center Summary Report - Multiple Call Centers - 15 Minutes

Start Time:
End Time:
Time Zone:
Date Run:

09/20/2010, 05:00 AM
092172010, 12:00 PM
(GMT-04:00) (US) Eastorn Time
09/30/2010, 05:09 PM

Figure 51 Introduction Section of Interval-based Historical Report for All Call Centers
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Figure 52 provides an example of the introduction section of a real-time report that is generated for
a subset of Call Centers within the requesting user’s scope. The sampling period is 30 minutes.

Call Center Report - Multiple Call Centers - 30 Minutes

Start Time: 10/0412010, 12:00 PM
Time Zone: (GMT-04.00) (US) Eastern Time
Date Run: 10/04/2010, 01:05 PM

Figure 52 Introduction Section of Interval-based Real-time report for Selected Call Centers

Figure 53 provides an example of the introduction section of a historical report generated for a
single Call Center within the requesting user’s scope. The sampling period is hourly.

Call Center Summary Report - Call Center 1 - Hourly

Start Time: 10/04/2010, 08.00 AM

End Time: 10/04/2010, 12:00 PM

Time Zone: (GMT-04:00] (US) Eastem Time
Date Run: 10/04/2010, 12:59 PM

Call Center Name: Call Center 1

Call Canter Service Id callcenterl@mtiasdevid net

Figure 53 Introduction Section of Interval-based Historical Report for Single Call Center

Figure 54 provides an example of the introduction section of a historical report generated for
multiple DNISs of a Call Center within the requesting user’s scope. The sampling period is daily.

Call Center Summary Report - Hotline - Daily

Start Time: 02/01/2011, 12:00 AM
End Time: 02/03/2011, 12:00 AM
Time Zone: (GMT-05:00) (Canada) Eastern Time
Date Run: 02/03/2011, 1245 PM

Figure 54 Introduction Section of Interval-based Historical report for Selected DNISs

Figure 55 provides an example of the introduction section of a non-interval-based historical report
generated for a single DNIS for a Call Center within the requesting user’s scope.

Call Center Call Detail Report - Holline

Start Time: 02/01/2011, 12:00 AM

End Time: 02/03/2011, 12:00 AM

Time Zone: (GMT-05:00) (Canada) Eastem Time
Date Run: 02/02/2011, 12:52 PM

DNIS Name: Top10

Phone: 2025551011

Figure 55 Introduction Section of Non-interval-based Historical Report for Single DNIS




felesystem

3.2. Call Center Incoming Calls Report

The Call Center Incoming Calls Report template is a real-time report template that can be used by
administrators and supervisors to request real-time or historical reports. This is an interval-based
report template.

The 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.

The report name is “Call Center Incoming Calls Report” and is displayed in the introduction section
of a generated report, as described in section 3.1 Call Center Report Introduction Section.

The Report includes the following elements:

= |nbound Calls To Call Center Pie Chart
= |nbound Calls Table

The report does not require any performance parameters.

NOTE: When the Queue Length of a Call Center is set to “0”, incoming calls can still be offered to
agents, as long as they are available when the call is received. If an incoming call is offered to one or
more agents and the call bounces for all agents, then the Call Center’s Overflow policy is applied.
Under these conditions, the incoming call is reported under both Calls Queued and a Calls
Overflowed — Size.

3.2.1. Inbound Calls To Call Center Pie Chart

The Inbound Calls To Call Center pie chart shows the count and percentage for each action that
can occur for an incoming call to a Call Center or DNIS for the reporting period.

The actions reported are summarized in the following table.

Label Description

Calls Queued This is the number of calls that were placed in the queue.

Calls Overflowed — This is the number of calls that were handled according to the Overflow
Size policy based on size.

Force Forwarding This is the number of calls that were handled according to the Forced
Applied Forwarding policy.

Night Service Applied  This is the number of calls that were handled according to the Night
Service policy.

Holiday Service This is the number of calls that were handled according to the Holiday

Applied Service policy.
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Figure 56 provides an example of an Inbound Calls To Call Center pie chart.

Inbound Calls To Call Center

Holiday Service Applied, 12, 11.3%

Night Sanvice Appied 8 T.5%

Foree Forwanding Applied, 4, 3 2%

Calts Overfownd - Sm 3, 2 8%

Calls Queued, 75, 745%

Figure 56 Call Center Incoming Calls Report - Inbound Calls To Call Center Pie Chart

3.2.2. Inbound Calls Table

The Inbound Calls table displays a column for each counter included. The Inbound Calls table
includes a row per interval for each Call Center or DNIS that is active over the interval. It also
includes the following summary rows:

= Aninterval summary row is provided for each interval if multiple DNISs or queues were
selected. For all counters, the summary row represents the sum of the counter values for all
Call Centers or DNISs reported in that interval.

= A Call Center or DNIS summary row is provided for each Call Center or DNIS over all intervals
if multiple Call Centers or DNISs were selected. For all counters, the row is the sum of the
counter values for the Call Center or DNIS reported over all intervals.

= Areport summary row is provided for all intervals and all Call Centers or DNISs. For all
counters, the summary row represents the sum of the counter values for all Call Centers or
DNISs reported over all intervals.
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The counters included are described in the following table.

Counter

Calls Received

Received via
Overflow

Calls Queued

Calls Overflowed
—Size

Forced
Forwarding
Applied

Holiday Service
Applied

Description

This is the number of calls received by the Call Center.

This is the sum of “Calls Queued”, “Calls Overflowed — Size”, “Forced
Forwarding Applied”, “Night Service Applied”, and “Holiday Service Applied”.

This is the number of calls received by the Call Center via overflow.
Specifically, this is the number of calls that have triggered the Overflow
policy in a Call Center within the company and where the Overflow policy
was configured to redirect the call to this Call Center.

This is the number of calls received by the Call Center and placed in the
queue.

This is the number of calls received by the Call Center that triggered the
Overflow-Size policy and were not placed into the queue.

This is the number of calls received by the Call Center that triggered the
Night Service policy and were not placed into the queue.

This is the number of calls received by the Call Center that triggered the
Holiday Service policy and were not placed into the queue.
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Figure 57 provides an example of an Inbound Calls table in a report for multiple Call Centers or
DNISs.
Inbound Calls
Date and Time Call Conter Name Cals Recsived Cals Cals Faoresd Night Holiday
Reoaivad wvia Quoucd  Owverfiowad  Forwardng Sarvies

Overflow - Siza Appled Appicd Apghiod

03310011, 10:00 PM cdlsetoct 18 ] o [ ] a 12
calksato? n 0 2 o 0 a 0

Surmary 40 0 28 o 0 0 12

03392011, 10:12 PM o konter! 12 0 3 [ 0 0 [
cdlsato? 13 1] ° o - a o

Surmary X 0 2 o 1 0 0

0332011, 10:30 PM calloenter! e 0 7 2 0 0 [
cdksate? 8 ] 8 [ ] a 1]

Susmary 17 0 "% 2 0 o 0

03212011, 10:45 PY calloenter! " 0 w 1 0 0 [
o konter2 2 0 4 o 0 8 ]

Susrmary b« 1} “ 1 1} ] 0

Regort Sammary oalloentert - 0 6% 3 0 0 12
oalloenber2 &6 0 “3 o 1 8 [

Susrmary 100 0 0 3 - ] 12

Figure 57 Call Center Incoming Calls Report - Inbound Calls Table (Multiple Call Centers or DNISs)

Figure 58 provides an example of an Inbound Calls table in a report for a single Call Center or

DNIS.
Inbound Calls
Date and Turs Call Contar Name Calls Recsived Cats Cals Forced Night Holiday
Recsived vis Q. g S
Owerflow - Siz \op! P \pell
03310011, 1000 PM calosntert 18 0 [} o [} o 12
OVIV2011. 10:15 PM callcentert 13 0 13 o 0 0 0
0322011, 1230 PM oalicenter! 0 0 7 2 0 0 o
0322011, 10043 PM oalicenter! n" o 10 1 0 0 o
Regort S Y 51 0 » 3 0 0 12

Figure 58 Call Center Incoming Call report - Inbound Calls Table (Single Call Center or DNIS)

3.3. Call Center Report

The Call Center Report template is a real-time report template that can be used by administrators

and supervisors to request real-time or historical reports. This is an interval-based report template.

The report provides information related to how calls are handled by Call Centers once they have

been queued.

The report name is “Call Center Report” and is displayed in the introduction section of the

generated report, as described in section 3.1 Call Center Report Introduction Section.
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The report includes the following elements:

= Call Center Activity by Answered Calls Pie Chart

= Skill Level Pie Chart

= Call Center Activity Bar Chart

= Call Center Activity Table
= High Water Marks Table

The report requires the Service Level performance parameter.

Performance parameters are described in section 4.1 Performance Parameters.

3.3.1. Call Center Activity by Answered Calls Pie Chart

The Call Center Activity by Answered Calls pie chart shows the percentage and count for each

action that can occur once a call has been queued to a Call Center or DNIS for the reporting

period.

The actions reported are summarized in the following table.

Label
Calls Escaped

Calls Abandoned

Calls Transferred

Calls Answered

Calls Overflowed — Time

Calls Bounced — Transferred

Calls Stranded

Calls Stranded — Unavailable

Description

This is the number of calls that were removed from the queue as
a result of the caller dialing the escape key.

This is the number of calls that were removed from the queue as
a result of the caller hanging up.

This is the number calls that were transferred out of the queue
by supervisor action.

This is the number of calls that were answered by an agent.

This is the number of calls that were removed from the queue as
a result of triggering the Overflow-Time policy.

This is the number of calls that were transferred out of the
gueue as a result of triggering the Bounced policy.

This is the number of calls that were removed from the queue as
a result of triggering the Stranded policy.

This is the number of calls that were removed from the queue as
a result of triggering the Stranded — Unavailable policy.
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Figure 59 provides an example of a Call Center Activity by Answered Calls pie chart.

Call Center Activity

Cals Stranded, 3, 3 8% Caila Abandored, 6, 7.6%
Calls Transhered, 2, 2 5%

Cafls Overfiowsd - Time, 33, 44.3%

Csls Anawerao, 33, 41.8%

Figure 59 Call Center Report - Call Center Activity by Answered Calls Pie Chart

3.3.2. Skill Level Pie Chart

The Skill Level pie chart shows the percentage and number of calls answered by agents at a
particular skill level for the reporting period. The pie chart is not shown if:

= The set of Call Centers selected for the report contains only those that were priority-based
for the duration of the reporting interval.

= The set of Call Centers selected for the report includes Call Centers that were skill-based at
some point in the reporting interval but no calls were answered in those Call Centers.

The actions reported are summarized in the following table.

Label Description
Skill X, X=1..20  Number of calls answered by agents at skill level “X”.
No Skill Number of calls answered by agents from priority-based Call Centers.
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Figure 60 provides an example of a Skill Level pie chart.

Number of Calls By Skill

Skil 3,1, 20.0%

Skill 2,2, 40.0%

No Skill, 1, 20.0%

Skill1,1,20.0%

Figure 60 Call Center Report - Skill Level Pie Chart

3.3.3. Call Center Activity Bar Chart

The Call Center Activity bar chart shows the counts for each action that can occur once a call has

been queued in a Call Center or DNIS for the reporting period.

The actions reported are summarized in the following table.

Label
Calls Queued
Calls Escaped

Calls Abandoned

Calls Presented

Calls Answered

Calls Answered
in 1 secs

Calls Overflowed
—Time

Description
This is the number of incoming calls that were queued.

This is the number of calls removed from the queue as a result of the caller
dialing the escape key.

This is the number of calls removed from the queue as a result of the caller
hanging up.

This is the number of calls that were offered to an agent, which were either
bounced, answered, or overflowed after being offered. Note that while a call
is queued, it may be offered multiple times to an agent. This counter is
incremented each time the call is offered to an agent.

NOTE 1: A call may be presented to an agent, and then the overflow timer
can expire and cause the call to be overflowed without being bounced or
answered.

NOTE 2: If the Simultaneous Distribution policy is used, a call may be offered
to several agents simultaneously. Such a case is counted as a single call offer,
and consequently, a single bounce if none of the alerted agents answered
the call.

This is the number of calls that were answered by an agent.

This is the number of calls that were answered by an agent within 1 second.

This is the number of calls that were removed from the queue as a result of
triggering the Overflow —Time policy.
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Label
Calls Bounced

Calls Bounced —
Transferred

Calls Transferred

Calls Stranded

Calls Stranded —
Unavailable

Description

This is the number of calls that bounced and removed in the queue, which
were presented to agents.

NOTE: If the context is the Simultaneous Distribution policy, a call may be
offered to multiple agents simultaneously. Such cases are counted as a single
call offer, and consequently, a single bounce if none of the alerted agents
answered the call.

This is the number of calls that were transferred out of the queue as a result
of triggering the Bounced policy.

Notice that these bounced calls are not accounted under the “Calls bounced”
column.

This is the number of calls that were transferred out of the queue by
supervisor action.

This is the number of calls that were removed from the queue as a result of
triggering the Stranded policy.

This is the number of calls that were removed from the queue as a result of
triggering the Stranded — Unavailable policy.

Figure 61 provides an example of a Call Center Activity bar chart.

0

0

Call Center Activity

- 'lr .

3 Y 2 2 g i3 8.2
i3 ¢ A 8p 3% 451 4 8E 8
- i BB 5 2 58 3 &8 3B
£ <% 8 “& = a5

Figure 61 Call Center Report -Call Center Activity Bar Chart

3.3.4. Call Center Activity Table

The Call Center Activity table displays a column for each counter described in the following

table.

The table includes a row per interval for each Call Center or DNIS that is active over the interval.

It also includes the following summary rows:
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= Aninterval summary row is provided for each interval if multiple DNISs or queues have been
selected. For counters, the summary row represents the sum of the counter values for all
agents reported in that interval. For percentages, the following formula is used to compute
the interval summary:

Y (Number of calls answered in service level for all Call Centers or DNISs in the time
interval)/Z (Occurrences for all Call Centers or DNISs in the time interval)
= A Call Center or DNIS summary row is provided for each Call Center or DNIS over all intervals

if multiple Call Centers or DNISs have been selected. For counters, the summary row
represents the sum of the counter values for the agent reported over all intervals. For
percentages, the following formula is used to compute the Call Center or DNIS summary:

Y (Number of calls answered in service level for the Call Center or DNIS over all time
intervals)/z (Occurrences for the Call Center or DNIS over all time intervals)
= Areport summary row is provided for all intervals and all Call Centers or DNISs. For

counters, the summary row represents the sum of the counter values for all agents reported
over all intervals. For percentages, the following formula is used to compute the report
summary:

3 (Number of calls answered in service level for all Call Centers or DNISs)/Z (Occurrences for
all for all Call Centers or DNISs over all time intervals)

Counter Description
Calls Queued This is the number of incoming calls that were queued.
Calls Escaped This is the number of calls removed from the queue as a result of the

caller dialing the escape key.

Calls Abandoned  This is the number of calls removed from the queue as a result of the
caller hanging up.

Calls Presented This is the number of calls that were offered to an agent, which
bounced, were answered, or overflowed after being offered. Note that
while a call is queued, it may be offered multiple times to an agent.
This counter is incremented each time the call is offered to an agent.
NOTE 1: A call may be presented to an agent, and then the overflow
timer can expire and cause the call to be overflowed without being
bounced or answered.

NOTE 2: If the context is the Simultaneous Distribution policy, a call may
be offered to multiple agents simultaneously. Such a case is counted as
a single call offer, and consequently, a single call bounce if none of the
alerted agents answered the offered call.

Calls Answered This is the number of calls that were answered by an agent.

Calls Answered in  This is the number of calls that were answered by an agent within 1
1 sec second.
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Counter

% Calls Answered
in Service Level

% Answered Calls
Answered in
Service Level
Calls Overflowed
—Time

Calls Bounced

Calls Bounced —
Transferred

Calls Transferred

Calls Stranded

Calls Stranded —
Unavailable

Description

This is the percentage of “queued” calls that were answered by an
agent within the service level specified in the report request.

The determination of the type of calls that are counted as “queued”
calls for this calculation depends on the input parameters to the report
request. For more information regarding the types of calls included for
this calculation, see section 4.1 Performance Parameters.

This is the percentage of answered calls that were answered by an
agent within the service level specified in the report request.

This is the number of calls that were removed from the queue as a
result of triggering the Overflow — Time policy.

This is the number of calls presented to agents that bounced and
remained in the queue.

NOTE: If the context is the Simultaneous Distribution policy, a call may
be offered to multiple agents simultaneously. Such a case is counted as
a single call offer, and consequently, a single call bounce if none of the
alerted agents answered the offered call.

This is the number of calls that were transferred out of the queue as a
result of triggering the Bounced policy.

This is the number of calls that were transferred out of the queue by
supervisor action.

This is the number of calls that were removed from the queue as a
result of triggering the Stranded policy.

This is the number of calls that were removed from the queue as a
result of triggering the Stranded — Unavailable policy.

Figure 62 provides an example of a Call Center Activity table in a report for multiple Call

Centers or DNISs.

Call Center Activity
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Figure 62 Call Center Report - Call Center Activity Table (Multiple Call Centers or DNISs)
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Figure 62 provides an example of a Call Center Activity table in a report for a single Call
Center or DNIS.
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Figure 63 Call Center Report - Call Center Activity Table (Single Call Center or DNIS)

3.3.5. High Water Marks Table

The High Water Marks table displays a column for each counter described in the following table.

The High Water Marks table includes a row per interval for each Call Center or DNIS that is

active over the interval. It also includes the following summary rows:

= A summary row is provided for each interval if multiple DNISs or queues have been selected.

This represents the maximum value for all Call Centers or DNISs in that interval.

= A summary row is provided for each Call Center or DNIS over all intervals if multiple Call

Centers or DNISs have been selected. This represents the maximum value for the Call Center

or DNIS over all intervals.

= A summary row is provided for all intervals and all Call Centers or DNISs. This represents the

maximum value for all Call Centers or DNISs over all intervals.

The counters included are described in the following table.

Counter

Longest Wait
Time

Longest

Answer Time

Longest Wait
Abandoned

Description

This is the maximum amount of time a caller waited in the queue (including any
preserved wait time from other queues). Depending on the Call Center Queuing
policy, the waiting time may be reset to “0” when a call is transferred to
another queue or it may be preserved in the new queue.

This is the maximum amount of time a caller waited before the call was
answered for this reporting period. This is the waiting time plus the ringing time
before answer.

This is the maximum amount of time a caller waited (including any preserved
wait time from other queues) before abandoning the call for this reporting
period.
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Figure 64 provides an example of a High Water Marks table in a report for multiple Call Centers

or DNISs.
High Water Marks

Date and Time Call Center Name Longest Wait Longest  Longest Wait
Time Answer Time  Abandoned

03172011, 10:00 PM callcenter1 00:00:20 00:00:37 00:00:00
callcenter2 00:00:30 00:01:21 00:00:00

Summary 00:00:30 00:01:21 00:00:00

03172011, 10:15PM callcentert 00:12:05 00:00:41 00:00:00
callcenter2 00:01:01 00:02:07 00:00:00

Summary 00:12:05 00:02:07 00:00:00

0312011, 10:30 PM callcentert 002705 00:00:29 00:00:00
callcenter2 00:03:55 00:02:14 00:00:00

Summary 00:27:05 00:02:14 00:00:00

03172011, 10:45 PM callcenter1 00:42:05 00:00:58 00:00:00
callcenter2 00:18:55 00:00:27 00:00:00

Summary 00:42:05 00:00:58 00:00:00

Report Summary callcentert 00:42:05 00:00:58 00:00:00
calicenter2 00:18:55 00:02-14 00:00:00

Summary 00:42.05 00:02:14 00-:00-00

Figure 64 Call Center Report - High Water Marks Table (multiple Call Centers or DNISs)

Figure 65 provides an example of a High Water Marks table in a report for a single Call Center or

DNIS.
High Water Marks

" Date and Time " Cal Center Name Longest Wait _ Longest Wait
Time Answer Time  Abandoned
03172011, 10:00 PM calicenter1 00:00:20 00:00:37 00:00:00
03172011, 10:15PM calicenter1 00:1205 00:00:41 00:00:00
03172011, 10:30 PM calicenter1 00:27-05 00:00:-20 00:00:00
03172011, 10:45 PM calicenter1 00:42:05 00:00:58 00:00:00
Report Summary calicenter1 00:42:05 0000:58 00:00:00

Figure 65 Call Center Report - High Water Marks Table (Single Call Center or DNIS)




felesystem

3.4. Call Center Presented Calls Report
The Call Center Presented Calls Report template is a real-time report template that can be used by
administrators and supervisors to request real-time or historical reports. This is an interval-based

report template.

The report provides information on how calls are handled by Call Centers once they have been

queued.

The report name is “Call Center Presented Calls Report” and is displayed in the introduction section
of the generated report, as described in section 3.1 Call Center Report Introduction Section.

The report contains the same information as the Call Center Report (see section 3.3 Call Center

Report), with the exception of the pie chart that includes bounced calls.

The report includes the following element: Call Center Activity by Presented Calls Pie Chart.

The report requires the Service Level performance parameter.

Performance parameters are described in section 4.1 Performance Parameters.

3.4.1. Call Center Activity by Presented Calls Pie Chart
The Call Center Activity by Presented Calls pie chart shows the percentage and count for each
action that can occur once a call has been queued for the reporting period. The percentage is

also based on the sum of calls queued and calls presented to agents.

The actions reported are summarized in the following table.

Label
Calls Escaped

Calls Abandoned

Calls Transferred

Calls Answered

Calls Overflowed — Time

Calls Bounced — Transferred

Calls Stranded

Description

This is the number of calls that were removed from the queue as
a result of the caller dialing the escape key.

This is the number of calls that were removed from the queue as
a result of the caller hanging up.

This is the number of calls that were transferred out of the
gueue by supervisor action.

This is the number of calls that were answered by an agent.

This is the number of calls that were removed from the queue as
the result of triggering the Overflow — Time policy.

This is the number of calls that were transferred out of the
gueue as a result of triggering the Bounced policy.

This is the number of calls that were removed from the queue as
a result of triggering the Stranded policy.




felesystem

Call Center
Reports Guide

Label
Calls Stranded — Unavailable

Calls Bounced

Description

This is the number of calls that were removed from the queue as
a result of triggering the Stranded — Unavailable policy.

This is the number of calls that bounced. A bounced call is a call
that was presented to an agent but for some reason the call was
not answered by the agent and removed in the queue.

NOTE: If the context is the Simultaneous Distribution policy, a
call may be offered to multiple agents simultaneously. Such a
case is counted as a single call offer, and consequently, a single
call bounce if none of the alerted agents answered the call.

Figure 66 provides an example of a Call Center Activity by Presented Calls pie chart.

Calls Stranded, 3, 3.1%

Call Center Activity by Presented Calls

Calls Bounced, 17, 17.7% — Calks Transfered, 2, 2.1%

Calis Overfiowed - Time, 35, 36.5%

Calks Atardoned, 6, 6. 7%

Calle Answered, 33, 34.4%

Figure 66 Call Center Presented Calls - Call Center Activity by Presented Calls Pie Chart

3.5. Abandoned Call Report

The Abandoned Call report template is a real-time report template that can be used by

administrators and supervisors to request real-time and historical reports. This is an interval-based

report template.

The report provides information related to calls that are abandoned by callers.

The report name is “Abandoned Call Report” and is displayed in the introduction section of the

generated report, as described in section 3.1 Call Center Report Introduction Section.

The report includes the following elements:

= Abandoned Calls Bar Chart
= Abandoned Calls Table




felesystem

The report requires the following performance parameters:

= Abandoned Calls
= Service Level

Performance parameters are described in section 4.1 Performance Parameters.

3.5.1. Abandoned Calls Bar Chart

The Abandoned Calls bar chart shows the number of calls queued and the number of calls

abandoned for the various thresholds provided in the report request for the reporting period.

The values reported are summarized in the following table.

Label
Calls Queued
Calls Abandoned

Calls Abandoned in 1 sec

Calls Abandoned in 2 secs

Calls Abandoned in 3 secs

Calls Abandoned in 4 secs

Calls Abandoned before Entrance
Message Completes

Calls Answered

Calls Answered in 5 secs

Description
This is the number of incoming calls that were queued.

This is the number of calls that were removed from the
gueue as a result of the caller hanging up.

This is the number of calls that were abandoned within 1
second.

The number of calls that were abandoned within 2
seconds.

The number of calls that were abandoned within 3
seconds.

The number of calls that were abandoned within 4
seconds.

This is the number of calls that were abandoned before
the entrance message finished playing.

This is the number of calls that were answered by an
agent.

This is the number of calls that were answered by an
agent within 5 seconds, that is, within the service level
specified in the report request.
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Figure 67 provides an example of an Abandoned Calls bar chart.
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Figure 67 Abandoned Call Report - Abandoned Calls Bar Chart

3.5.2. Abandoned Calls Table

The Abandoned Calls table displays a column for each counter described in the following table.

The Inbound Calls table includes a row per interval for each Call Center or DNIS that is active

over the interval. It also includes the following summary rows:

= Aninterval summary row is provided for each interval if multiple DNISs or queues have been

selected.

For counters, the summary row represents the sum of the counter values for all
agents reported in that interval.
For percentages, the following formula is used to compute the interval summary:

% (Number of calls abandoned within threshold for all Call Centers or DNISs in the
time interval)/Z (Occurrences for all Call Centers or DNISs in the time interval)

= A Call Center or DNIS summary row is provided for each Call Center or DNIS over all intervals

if multiple Call Centers or DNISs have been selected.

For counters, the summary row represents the sum of the counter values for the
agent reported over all intervals.

For percentages, the following formula is used to compute the Call Center or DNIS
summary:

2 (Number of calls abandoned within threshold for the Call Center or DNIS over all
time intervals)/z (Occurrences for the Call Center or DNIS over all time intervals)

= Areportis provided for all intervals and all Call Centers or DNISs.

For counters, the summary row represents the sum of the counter values for all
agents reported over all intervals.
For percentages, the following formula is used to compute the report summary:

Y (Number of calls abandoned within threshold for all Call Centers or DNISs over all
time intervals)/Z (Occurrences for all for all Call Centers or DNISs over all time
intervals)
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Counter
Calls Queued
Calls Abandoned

%Calls Abandoned
Calls Abandoned in 1 sec

% Calls Abandoned in 1
sec

Calls Abandoned in 2 secs

%Calls Abandoned in 2
secs

Calls Abandoned is 3 secs
%Calls Abandoned in 3
secs

Calls Abandoned is 4 secs
%Calls Abandoned in 4
secs

Calls Abandoned before
Entrance Message
Complete

% Calls Abandoned before
Entrance Message
Completes

Calls Abandoned after
Entrance Message
Completes

%Calls Abandoned after
Entrance Message
Completes

Longest Wait Abandoned

Description

This is the number of incoming calls that were queued.

This is the number of calls that were removed from the queue as a
result of the caller hanging up.

This is the percentage of queued calls that were abandoned.

This is the number of calls that were abandoned within 1 second.
This is the percentage of queued calls that were abandoned within
1 second.

This is the number of calls that were abandoned within 2 seconds.
This is the percentage of queued calls that were abandoned within
2 seconds.

This is the number calls that were abandoned within 3 seconds.
This is the percentage of queued calls that were abandoned within
3 seconds.

This is the number calls that were abandoned within 4 seconds.
This is the percentage of queued calls that were abandoned within
4 seconds.

This is the number of calls that were abandoned before the
entrance message finished playing.

This is the percentage of queued calls that were abandoned before
the entrance message finished playing.

This is the number of calls that were abandoned after the entrance
message finished playing.

This is the difference between “Calls Abandoned” and “Calls
Abandoned before Entrance Message Completes”. Abandoned
calls that are not played the entrance message (that is, the
entrance message is not configured to be played, or the incoming
call is immediately offered to an agent and the entrance message
is not played) are included under the heading.

This is the percentage of queued calls that were abandoned after
the entrance message finished playing.

This is the maximum amount of time a caller waited (including any
preserved wait time from other queues) before abandoning the
call for this reporting period.
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Figure 68 provides an example of an Abandoned Calls table in a report for multiple Call Centers

or DNISs.
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Figure 68 Abandoned Call Report - Abandoned Calls Table (Multiple Call Centers or DNISs)

Figure 69 provides an example of an Abandoned Calls table in a report for a single Call Center or

DNIS

Abandoned Calls

A30W011, NOIPV celcoiert G 1 »IN 1 ™ 1
NGO, S PU calcatert 17 1 TS 1 I 1
VIIWIDI 1. 930 U Cancever T o s o s o
IS0, 13AC PU calcartert 10 o % o o bl
0O U any arcsvern » 2 bl 2 s 2

Figure 69 Abandoned Call Report - Abandoned Calls Table (Single Call Center or DNIS)
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3.6. Call Center Summary Report
The Call Center Summary Report template is a historical report template that can be used by
administrators and supervisors to request historical reports. This is an interval-based report

template.

The 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.

The report name is “Call Center Summary Report” and is displayed in the introduction section of the
generated report, as described in section 3.1 Call Center Report Introduction Section.

The report includes the following elements:

= Call Center Summary Line Chart
= Call Center Summary Table

The report does not require any performance parameters.

3.6.1. Call Center Summary Line Chart
The Call Center Summary line chart shows specific averages related to a Call Center or DNIS for

the reporting period.

The averages reported are summarized in the following table.

Label Description

Average Wait This is the total wait time for the calls answered during the interval divided

Time by the number of calls answered during the interval.

Average Speed of  This is the total wait time plus the total ring time for the calls answered

Answer during the interval divided by the number of calls answered during the
interval.

Average This is the total abandonment time for the calls abandoned during the

Abandonment interval divided by the number of calls abandoned during the interval.

Time

Average Staff This is the total staff time divided by the report interval period.
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Figure 70 provides an example of a Call Center Summary line chart.

When a report contains a large number of multiple data points, the values listed on the x-axis
are presented vertically. In addition, although all values are plotted in the line chart, values on
the Date/Time axis (that is, the x-axis) are skipped to maintain readability.
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Figure 70 Call Center Summary Report - Call Center Summary Line Chart

3.6.2. Call Center Summary Table

The Call Center Summary table displays a column for each counter described in the following
table. The Inbound Calls table includes a row per interval for each Call Center or DNIS that is
active over the interval. It also includes the following summary rows:

= Aninterval summary row is provided for each interval if multiple DNISs or queues have been
selected. The following formula is used to compute the interval summary:

Y (Time for all Call Centers or DNISs for the interval)/3 (Occurrences for all Call Centers or
DNISs for the time interval)
= A Call Center or DNIS summary row is provided for each Call Center or DNIS over all intervals

if multiple Call Centers or DNISs have been selected. The following formula is used to
compute the Call Center or DNIS summary:

3 (Time for the Call Center or DNIS over all intervals)/2 (Occurrences for the Call Center or
DNIS over all time intervals)
= Areport summary row is provided for all intervals and all Call Centers or DNISs. The

following formula is used to compute the report summary:

3 (Time for all Call Centers or DNISs over all intervals)/z (Occurrences for all Call Centers or
DNISs over all time intervals)
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Counter
Average Wait Time

Average Speed of
Answer

Average
Abandonment Time

Average Staff

Description

This is the total wait time for the calls answered during the interval
divided by the number of calls answered during the interval.

This is the total wait time plus the total ring time for the calls
answered during the interval divided by the number of calls answered
during the interval.

This is the total abandonment time for the calls abandoned during the
interval divided by the number of calls abandoned during the interval.

This is the average number of agents staffing the Call Center(s) during
the reporting period interval. This is the total staff time divided by the
interval period.

Figure 71 provides an example of a Call Center Summary table in a report for multiple Call

Centers or DNISs.

Date and Time

03172011, 10:00 PM

0¥31/2011, 10:15 PM

033172011, 10:30 PM

033172011, 1045 PM

Report Summary

Call Center Summary

Call Center Name Average Wait Average Average  Average Staff

Time Speedof  Abandonment

Answer Time
calicenter1 00:00:00 00:00:06 00:00:00 142
calicenter2 000006 00:00:14 00-00-11 142
Summary 00:00:04 00:00:12 00:00:09 284
calcenter 1 00:00:16 00:00:20 00:00:00 2,00
calicenter2 00:00:30 00:00:35 00-00-00 2,00
Summary 000024 00:00:29 00-00-00 400
caioentert 00:00:09 00:00:19 00:00:00 199
calicenter2 00:00:26 00:00:35 00:00:12 1.99
Summary 00:00-20 00:00:30 00-00-12 387
calicentert 00:00:14 000023 00-00-00 175
calicenter2 00:00:09 00:00:14 00:00:00 175
Summary 00:00:12 00:00:20 00-00:00 3s0
calicentert 00:00:12 00:00:19 00-00-00 179
calicenter2 00:00:16 00:00:23 000012 179
Summary 00:00:14 00.00:22 00:00:08 358

Figure 71 Call Center Summary Report - Call Center Summary Table (Multiple Call Centers or DNISs)
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Figure 72 provides an example of a Call Center Summary table in a report for a single Call

Center or DNIS.

Date and Time

033172011, 10:00 PM
033172011, 10:15 PM
033172011, 10:30 PM
033172011, 10:45 PM

Report Summary

Call Center Summary

Call Center Name Average Wait

Time
calicentert 00:00:00
calicentert 00:00:16
calicentert 00:00:09
calicentert 00:00:14
calicentert 00:00:12

Speed of
Answer

000006
00:0020
00-00:19
00:0023
000019

Abandonment
Time

Figure 72 Call Center Summary Report - Call Center Summary Table (Single Call Center or DNIS)

3.7. Service Level Report

The Service Level Report template is a historical report template that can be used by administrators

and supervisors to request historical reports. This is an interval-based report template.

The report provides information related to how incoming calls are handled in relation to service

levels provided as input parameters.

The report name is “Service Level Report” and is displayed in the introduction section of the

generated report, as described in section 3.1 Call Center Report Introduction Section.

The report includes the following elements:

= Service Level Deviation Line Chart

= Service Level Average Bar Chart

= Service Level Table

The report requires the following performance parameters:

= Service Level
=  Service Level Objective

Performance parameters are described in section 6.1 Performance Parameters.
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3.7.1. Service Level Deviation Line Chart

The Service Level Deviation line chart shows the number of calls to a Call Center or DNIS that
were answered within the provided service levels for the reporting period.

Each label represents one of the service levels provided in the request.

If the Service Level Objective parameter is not provided in the request, then it is not shown on
the chart. In addition, when a report contains a large number of data points, the values listed on
the x-axis are presented vertically. Moreover, although all values are plotted on the line chart,
values on the Date/Time axis (that is, the x-axis) are skipped to maintain readability.

Figure 73 provides an example of a Service Level Deviation line chart.
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Figure 73 Service Level Report - Service Level Deviation Line Chart

3.7.2. Service Level Average Bar Chart

The Service Level Average bar chart shows the percentage of calls to a Call Center or DNIS that
were answered within the provided service levels for the reporting period.

Each label represents one of the service levels provided in the request.

Figure 74 provides an example of a Service Level Average bar chart.
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Figure 74 Service Level Report - Service Level Average Bar Chart
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3.7.3. Service Level Table

The Service Level table displays a column for each value described in the following table.

The Service Level table includes a row per interval for each Call Center or DNIS that is active over
the interval. It also includes the following summary rows:

= Aninterval summary row is provided for each interval if multiple DNISs or queues have been
selected. The following formula is used to compute the average or percentages of the
interval summary:

3 (Time/number of calls for all Call Centers or DNISs for the interval)/3 (Occurrences for all
Call Centers or DNISs for the time interval)
= A Call Center or DNIS summary row is provided for each Call Center or DNIS over all intervals

if multiple Call Centers or DNISs have been selected. The following formula is used to
compute the averages or percentages of the Call Centers or DNIS summary:

Y (Time/number of calls for the Call Center or DNIS over all intervals)/s (Occurrences
for the Call Center or DNIS over all time intervals)
= Areport summary row is provided for all intervals and all Call Centers or DNISs. The

following formula is used to compute the averages or percentages of the report summary:

3 (Time/number of calls for all Call Centers or DNISs over all intervals)/2
(Occurrences for all Call Centers or DNISs over all time intervals)

Counter Description

Average Wait Time This is the total wait time divided by the number of calls answered.

Average Speed of This is the total wait time plus the total ring time, divided by the
Answer number of calls answered.

Calls Answered This is the number of calls answered within 1 second.

within 1 sec

% Within 1 sec This is the percentage of queued calls answered within 1 second.

The determination of the type of calls that are counted as “queued”
calls for this calculation depends on the input parameters to the
report request. For more information regarding the type of calls
included for this calculation, see section 4.1 Performance

Parameters.
Calls Answered This is the number of calls answered within 2 seconds.
within 2 secs
% Within 2 secs This is the percentage of queued calls answered within 2 seconds.

The determination of the type of calls that are counted as “queued”
calls for this calculation depends on the input parameters to the
report request. For more information regarding the type of calls
included for this calculation, see section 4.1 Performance
Parameters.
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Calls Answered This is the number of calls answered within 3 seconds.

within 3 secs

Calls Answered This is the number of calls answered within 4 seconds.
within 4 secs

Calls Answered This is the number of calls answered within 5 seconds.
within 5 secs
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Figure 75 provides an example of a Service Level table in a report for multiple Call
Centers or DNISs.
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Figure 75 Service Level Report - Service Level Table (Multiple Call Centers or DNISs)

Figure 76 provides an example of a Service Level table in a report for a single Call Center

or DNIS.
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Figure 76 Service Level Report - service Level Table (Single Call Center or DNIS)

3.8. Call Center Call Detail Report
The Call Center Call Detail Report template is a historical report template that can be used by
administrators and supervisors to request historical reports.

This is a non-interval-based template.
The report provides information related to calls received by the Call Center or DNIS.

The report name is “Call Center Call Detail Report” and is displayed in the introduction section of the
generated report, as described in section 3.1 Call Center Report Introduction Section.

The report includes the Call Detail Table.

The report does not require any performance parameters.
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3.8.1.Call Detail Table
The Call Detail table shows the details for each call received by the Call Center or DNIS for the

reporting period.

Only completed calls are shown in this report. A call is completed when the following conditions

are met:

= The incoming call to the Call Center or DNIS is abandoned, transferred, or has a policy

applied to it such that the call is no longer present in the queue.

-0r-

= The incoming call to the Call Center or DNIS is offered to and answered by an agent, and:

— The agent releases or transfers the call and the call completion timer expires (the

purpose of the call completion time is to allow the agent to make a transition to the

Wrap-Up state following the end of an ACD call).

-0r-

— The agent makes a transition out of Wrap-Up state following the end of an ACD call.

Note that the agent may re-enter the Wrap-Up state following the completion of a call and the

agent may enter additional disposition codes. In such a case, reports run at various times may

provide different details for a given call, and more specifically, the wrap-up time of the call and

the disposition codes entered for that call.

Counter

Call Center Name

DNIS Name

DNIS Number

Call Start Time

Call Answer Time

Call End Time

Agent Name

Agent
Number/extension

Description

This is the name of the Call Center. It is only present if the report request
is for multiple Call Centers.

This is the name of the DNIS. It is only present if the report request is for
multiple DNISs.

This is the number of the DNIS. It is only present if the report request is
for multiple DNISs.

This is the time that the call entered the queue or was processed by a
policy prior to being queued.

This is the time that the call was answered by the agent. This field is only
populated if the Call Result column is set to “Answered”.

This is the time that the call ended with the agent, the time that the call
was removed from the queue for non-answered calls, or the time that
the call was processed by a policy prior to being queued.

In a scenario in which an agent answered the call, this corresponds to the
time that the call was released by the agent or remote party, or the time
that the call was transferred by the agent.

This is the name of the agent (last name, first name).

This is the phone number/extension of the agent.
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Counter
Caller’s Number

Policy Applied

Wait Time

Transfer Number

Number of Bounces

Bounced Transfer
Number

Talk Time

Hold Time

Wrap Up Time

Agent Transfer
Number

Disposition Codes

Description
This is the number of the calling party.

This indicates whether a policy was applied to the call prior to the call
being queued. The possible values for this column are Night Service,
Holiday Service, Forced Forwarding, and Overflow — Size.

This is the call’s wait time in the queue. (It is empty if forwarded by Night
Service, Holiday Service, Forced Forwarding, or Overflow policy). The
wait time includes any preserved wait time if the call was in other
queues.

This captures the transfer destination if a supervisor transferred the call
out of the queue.

This indicates the number of times that a call bounced.

This captures the transfer destination if the call was transferred out of
the queue according to the Bounced Calls Policy.

This is the time an agent spends talking on a call. This does not include
the time the caller is on hold. Note that this is only the talk time for an
agent servicing the queue and does not include talk time as a result of
transfer.

This is the total time the call was put on hold by the answering agent.
Note that this is only the hold time for an agent servicing the queue and
does not include hold time if this call was answered by other agents.

This is the time spent, in seconds, in Wrap-Up state, by the agent who
answered the call. If there is no wrap-up time associated with the call,
then the value is set to “0”

This captures the transfer destination if the agent transferred the call
after answering it.

This captures the list of disposition codes that were applied to the call or
in the subsequent wrap-up period by the answering agent.

In a scenario in which a default disposition code is configured for a Call
Center, the default code is listed in the report as long as the agent does
not explicitly enter a code during the call or during a subsequent wrap-
up period.

For example, if the agent does not enter a code during a call or in the
subsequent wrap-up period, then the default code appears in the report
for the entry corresponding to the call. The agent may decide to return
to the wrap-up state and enter one or more disposition codes. If the
report is generated again, the entered disposition code(s) replaces the
default code for the entry corresponding to the call.
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Figure 77 provides an example of a Call Detail table.
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Figure 77 Call Center Call Detail Report - Call Detail Table (Multiple Call Centers or DNISs)

3.9. Call Center Disposition Code Report
The Call Center Disposition Code Report template is a historical report template that can be used by
administrators and supervisors to request historical reports.

This is an interval-based report template.

The report provides information related to disposition codes used by agents for a given Call Center
or DNIS.

The report name is “Call Center Disposition Code Report” and is displayed in the introduction
section of the generated report, as described in section 3.1 Call Center Report Introduction Section.

The report includes the following elements:

= Disposition Codes Pie Chart
= Disposition Codes Table

The report does not require any performance parameters.

Note that disposition codes entered by agents in the context of a route point call are not reported.

3.9.1. Disposition Codes Pie Chart
The Disposition Codes pie chart shows the number of times that a particular disposition code is

used for the reporting period.
Each label represents one of the top 10 codes used.

= For asingle Call Center or DNIS report, these are the top 10 codes used by the agent.
=  For a multiple Call Center or DNIS report, these are the top 10 codes used by all agents.
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In addition, the Other label is displayed (when applicable) and represent the sum of all other
codes.

Figure 78 provides an example of a Disposition Codes pie chart.

Disposition Codes

Fromo2, 5, 21.7%

Prome3, 12, 52.2%

Promo1, 8,26.1%

Figure 78 Call Center Disposition Code Report - Disposition Codes Pie Chart

3.9.2. Disposition Codes Table

The Disposition Codes table includes a row per interval for each Call Center or DNIS that is active
over the interval. It also includes the following summary rows:

= Aninterval summary row is provided for each interval if multiple Call Centers or DNISs have
been selected. For all columns, the summary row represents the sum of the counter values
for all Call Centers or DNISs reported in that interval.

= Anagent summary row is provided for each agent over all intervals if multiple Call Centers
or DNISs have been selected. For all columns, the summary row of an agent represents the
sum of the counter values over all intervals for that Call Center or DNIS.

= Areport summary row is provided for all intervals and all Call Centers or DNISs. For all
columns, the report summary row represents the sum of the counter values over all
intervals for all Call Centers or DNISs reported.

Each column reports one of the top 10 codes used.

= For asingle Call Center or DNIS report, these are the top 10 codes used on calls for the Call
Center or DNIS.

=  For a multiple Call Center or DNIS report, these are the top 10 codes used on calls for all Call
Centers or DNISs.
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In addition, the Other column, which represents the sum of all other codes is displayed. The
columns are first ordered by the size of the report summary row, that is, the values in the last
row of the table, and then when the values are the same, by the code name. The Other column,
when applicable, is displayed to the far right.

Figure 79 provides an example of a Disposition Codes table in a report for multiple Call Centers
or DNISs.

Disposition Codes

Date and Time Call Center Name

i
[
[

03/312011, 10:15PM calicentert
calicenter2
Summary
0373172011, 10:30 PM calicenter!
calicenter2
Summary
0373172011, 10:45 PM callcenter!
calicenter2
Summary
Report Summary calicenter!
calicenter2

Summary

Figure 79 Call Center Disposition Code Report - Disposition Codes Table (Multiple Call Centers or DNISs)
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Figure 80 provides an example of a Disposition Codes table in a report for a single Call Center or

DNIS.
Disposition Codes
" Date and Time Call Center Name Promo1 Promo3 Promo2
03/31/2011, 10:15 PM calicanter1 3 1 0
03/31/2011, 10:30 PM calicenter1 0 1 1
0373172011, 10:45 PM callcenter1 1 1 1
Report Summary callcentert B 3 2

Figure 80 Call Center Disposition Code Report - Disposition Codes Table (Single Call Center or DNIS)
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3.10. Call Center Overflow Matrix Report
The Call Center Overflow Matrix Report template is a historical report template that can be used by
administrators and supervisors to request historical reports. This is an interval-based report

template.

The report provides information related to calls that overflow from one Call Center or DNIS to

another within the same company, in relation to the Overflow policy (size or time).

The report name is “Call Center Overflow Matrix Report” and is displayed in the introduction section
of the generated report, as described in section 3.1 Call Center Report Introduction Section.

The report includes the Overflow Matrix element.

The report does not require any performance parameters.

3.10.1. Overflow Matrix
The Overflow Matrix provides a summary of the number of calls that overflow from one Call

Center of a company to another Call Center within the same company.

Figure 81 provides an example of an Overflow Matrix for a report for multiple Call Centers.

Qverflow Matrix: Interval 04/14/2011, 01:30 PM
Source
calicentenrt calloerer2 callcenter3 Total
Gallmmter | 0 0 2 2
Deslination calicenter2 3 0 a 3
callcenterd (<] 0 a 0
Total 0 2

Figure 81 Call Center Overflow Matrix Report - Overflow Matrix




felesystem

4. Glossary and Definitions

This section explains different terms used in a report or when requesting a report.

4.1. Performance Parameters

The following table lists the performance parameters you may be required to provide when

scheduling or running a report.

Note that the parameter names may differ depending on the interface you use to request the

report.

Parameter

Call Completion

Short Duration

Service Level

Description

This setting is used to count the number of ACD calls an agent has completed
within a service level during the specified interval. The Call Completion service
level can be set to “1” through “7200” seconds.

This setting is used to count the number of ACD short duration calls completed
by an agent during an interval. You can set the maximum length of a short
duration call to “1” through “7200” seconds.

This setting allows you to provide up to five service levels, used to perform
service-level calculations for each Call Center or DNIS per interval service-level
threshold. Each service-level threshold can be set to “1” through “7200”
seconds.
Service levels are usually a function of the number of answered calls:
= Acallis said to be within the service level if it is answered within
the provided threshold value in seconds.
=  The % in service level is usually calculated as the number of calls
answered within the provided threshold value divided by the
number of answered calls.
Other types of calls may (optionally) be included for the calculation of the % in
service-level value:
= Transfers due to time overflow
(calls removed from the queue according to the Overflow-Time
policy)
= Other transfers
(calls removed from the queue according to the Bounced or
Stranded Calls policy due to a supervisor transfer or a call escape)
= Abandoned calls — Choice between:
— Ignore all abandoned calls
— Include all abandoned calls
— Include calls abandoned after the entrance message has
finished playing
— Include calls abandoned after the specified time interval: 1
through 7200 seconds
For example, if transfers due to time overflow are included, then the formula to
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Parameter

Service Level
Objective

Abandoned Call

Description

obtain the % in service level is as follows:

% is service level = (Number of calls answered within the provided threshold)
divided by (Number of calls answered + number of calls transferred due to time
overflow)

This provides an indicator for the service-level objective, expressed as a
percentage value.

This parameter is used to count the number of calls abandoned within a
specified time. Up to four thresholds can be specified, resulting in up to four
different counts. Each threshold can be set to “1” through “7200” seconds.

4.2. Call Types

This section defines different types of calls measured in Call Center statistics.

Name
ACD Call

Outbound ACD
Call

Route Point Call

Outbound Route
Point Call

Inbound Call
Outbound Call

Internal Call

Held Call

Transferred Call
Answered Call
Abandoned Call

Escaped Call

Received Call

Overflowed Call

Description
This is an inbound call received by an agent from an ACD queue.

This is an outbound call initiated by an agent using the Call Center or DNIS
number.

This is a call received by an agent from a route point.

This is a call initiated by an agent using the identity of a route point.

This is a non-ACD or route point call outside the company received by the agent.
This is a non-ACD or route point call outside the company made by the agent.

This is a non-ACD or route point call within the company made or received by
the agent.

This is an ACD call that was placed on hold by an agent. Each time an agent
places a call on hold, it is counted as a held call.

This is an ACD call that was transferred to a new destination.

This is an ACD call that was answered by an agent.

This is an ACD call that entered the queue, but the caller hung up before the call
was answered or transferred.

This is an ACD call that entered the queue but was removed from the queue
because the caller dialed the escapes key.

This is an ACD call that was received in the queue. The call can be queued,
presented to an agent, or diverted using the Night Service, Holiday Service,
Forced Forwarding, or Overflow Size policy.

This is an ACD call that was received, but immediately transferred to another
destination due to exceeding the configured maximum queue size or the
configured maximum wait time.
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Name
Queued Call
Presented Call
Bounced Call
Stranded Call
Long Hold
Bounced Call

Escalated Call

Emergency Call

4.3. Other Ter

This section defines

Name
Wait Time

Description

This is an ACD call that is not immediately diverted using the Night Service,
Holiday Service, Forced Forwarding, or Overflow Size policy, and goes to the
gueue to be distributed to an agent or to wait for an available agent.

This is an ACD call that is routed from a Call Center to an agent (rings the agent
or attempts to ring the agent).

This is an ACD call that was offered to an agent but remained in the queue
because it was not answered by the agent in the specified time.

This is an ACD call that is in the queue after all agents assigned to the queue
have moved to the Sign-Out ACD state.

This is an ACD call (received by an agent) that was transferred back to the queue
after being held too long.

This is an ACD call that an agent escalated to a supervisor using a non-
emergency escalation procedure.

This is an ACD call that an agent escalated to a supervisor using an emergency
escalation procedure.

ms used in Statistics Measurements

various terms used in Call Center statistics measurements.

Description

This is the time spent by the caller in a Call Center queue, including preserved

wait time from other queues. The value corresponds to the wait time recorded

from the moment the call was presented to the agent.

Depending on the Call Center Queuing policy, the waiting time may be reset to

“0” when a call is transferred to another queue or it may be preserved in the

new queue.

For a call that is answered by the agent, the wait time never includes the ringing

time.

= |f the call was previously offered to an agent and then bounced, the ringing
time associated with the bounced call is accounted for as wait time, and is
included regardless whether the call is answered, abandoned, or
transferred out of the queue by a supervisor or by a policy.

= |facallis offered to an agent and is abandoned or transferred out of the
gueue by a supervisor or by a policy, then the ringing time is accounted for
as wait time, and is included.

The time during which the whisper message (if enabled) is playing is accounted

for as ring time, and is not included.

Abandoned calls and transferred calls are not included.
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Name

Ring Time

Speed of Answer

Service Level

Agents Staffed

Staffed Time

Talk Time

Wrap-up Time

Handle Time

Idle Time

Description

This is the ringing time for a call that is actually answered by an agent. If the call
was previously offered to an agent and then bounced, the ringing time
associated with the bounced call is accounted for as wait time, and is not
included. The time during which the whisper message (if enabled) is playing is
accounted for as ring time, and is included.

This is the amount of time a caller wait before being answered.
Speed of Answer = Wait Time + Ring Time

This is the time limit, in seconds, during which an ACD call should be Answered.
A call is completed within the service level if the call time (that is, talk time _
hold time) is less that the value of the Service Level performance parameter
specified when requesting a report.

This is the number of agents that are in the ACD states of Sign-In, Available,
Unavailable, and Wrap-Up.

Agents that are only “Joined” to a Call Center and cannot set their ACD state are
not counted as Agents Staffed.

This is the amount of time an agent spent in an ACD state other than Sign-Out.
Staffed Time = Sign-In + Available + Unavailable + Wrap-Up Time

This is the amount of time that the agent has put the caller on hold. Note that
this is only the hold time for an agent answering the call and does not include
hold time if this call was answered by other agents.

This is the time that the agent spent in the Wrap-Up state, in association with
an ACD call.

This is the amount of time spent on a particular ACD call.

Handle Time = Talk Time + Hold Time + Wrap-Up Time

This is the amount of time an agent spent in the Available state and not on ACD
calls.
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4.4. Agent ACD States

The following table defines the ACD states an agent can be in.

State
Sign-In

Sign-Out

Available

Unavailable

Wrap-Up

Description

The Sign-In state is equivalent to a “clock in” meaning that the agent is at their
work location, but not yet ready to accept incoming calls. Calls are not delivered to
the agent in this state.

The Sign-Out state is equivalent to a “clock out”, meaning that the agent’s workday
or shift is done and they are leaving.
Calls are not delivered to the agent in this state.

The Available state is the primary ACD state of an agent during the workday. It
indicates that the agent is at their work station and is either available to take a call
or on an active call.

Calls MAY be delivered to an agent who is in Available state.

The Unavailable state is used when the agent is away from their workstation and is
not available to take calls.
Calls are not delivered to agents in Unavailable state.

The Wrap-Up state is designed to allow an agent to complete paperwork or other
post-call procedures associated with the last call.

By default, calls are not routed to agents in Wrap-Up state, except when the Call
Center is configured to enable calls to agents in Wrap-Up state.
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