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Definitions

HowTo

A HowTo describes the configuration of a feature within the administration of the system. It
addresses primarily trained administrators.

Tutorial

Within the tutorials procedures for installation, administration and operation of specific devices,

applications or 3™ party systems, which are connected to the system, are described. The tutorial
addresses primarily trained administrators.

Description

A description shows the implementation of interfaces, protocols and APIs or the interworking of
specific components of OpenScape Business

Disclaimer

The information provided in this document contains merely general descriptions or characteristics of
performance which in case of actual use do not always apply as described or which may change as
a result of further development of the products. An obligation to provide the respective characteristics

shall only exist if expressly agreed in the terms of contract. Availability and technical specifications
are subject to change without notice.
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Availability and technical specifications are subject to change without notice.

The following description refers to OpenScape Business V3R3 and above.

1 About this document

The document represents a collection of information about the built in report templates of
myReports and myReports related issues.
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2 Definitions und Boundaries

2.1 DEFINITION OF A CONTACT CENTER AGENT

A UC Suite user is defined as a Contact Center agent if a myAgent license is assigned to the UC
Suite user. This is the only criterion. Regardless of if an agent is logged in into the Contact
Center or not the following applies:

« Non-Contact Center calls are reported as normal or private calls for an agent.
+ Atransferred Contact Center call to such a UC User is handled and reported as a
Contact Center call.

2.2 DEFINITION OF A CONTACT CENTER CALL
OpenScape Business Contact Center indicates a call as Contact Center call, if the call arrives at
the pilot number of a queue. All other calls are non-Contact Center calls.
The lifetime of a Contact Center call comprises the interval from entering the pilot number until
hanging up by agent or by caller.
A transferred Contact Center call is split into two call segments.

»  First call segment starts with entering of the call into the queue and ends when the agent

transfers the call.

» Second call segment starts from the time of call transfer until the transfer destination, or
the caller hangs up.

2.3 DEFINITION OF AN ABANDONED CONTACT CENTER CALL
A call is counted and reported as abandoned in case that:
1. The caller hangs up while the call is in queue and no agent has answered the call
before.

2. The call is hung (while the call is in the queue) due to a rule within the queue and no
agent has answered the call before.

2.4 DEFINITION OF A MISSED CONTACT CENTER CALL

A call is counted and reported as missed call in case that the call has been routed to an agent’s
station but agent does not answer the call within the configured time. After timeout the call is
routed to the next agent or is queued again. The call is counted afterwards as a missed call for
the agent.

One Contact Center call can be counted several times as a missed call depending on the
Contact Center configuration and on behavior of the agent.

2.5 DEFINITION OF THE CONTACT CENTER CALL COUNTING (BASIC SCENARIOS)

Within the following some basic call scenarios are listed to demonstrate the call counting and
reporting within OpenScape Business Contact Center.

For all scenarios the following applies:

* Aand B are agents who are assigned to the queue A
* Cis an agent who is assigned to queue C
* Dis anormal UC user (non-agent) within the system

2.5.1 Agent - Incoming direct Call to internal Station or DID Number
Call Scenario:

- Internal or external caller dials number to internal Station or DID Number of Agent A.
- Agent A accepts call and talks with the caller. - Agents A hangs up after some time.

Call Counting:

- Callis not counted as a Contact Center call, as the call has not arrived at a queue pilot
number.

2.5.2 Agent - Outgoing Call
Call Scenario:
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- Agent A initiates an outgoing call using myAgent client or the phone directly. -
Call is answered and Agent A hangs up after a while.

Call Counting:

- Callis not counted as a Contact Center call, as only incoming calls to pilot
number of queue are counted as Contact Center calls. The outgoing call is
reported as a “private call” for the agent.

2.5.3 Contact Center - Incoming Call to Queue Pilot Number
Call Scenario:

- External caller calls the pilot number of Queue A.
- Callis routed to Agent A.
- Agent A accepts call and talks with the caller. - Agent A hangs up after some time.

Call Counting:

- Callis counted as a Contact Center call from entering queue pilot until hanging up.

2.5.4 Contact Center - Agent misses a call
Call scenario:

- External caller calls the pilot number of Queue A.

- Callis routed to Agent A.

- Agent A does not answer the call.

- The call is routed to agent B in the same queue.

- Agent B accepts call and talks with the caller. - Agent B hangs up after some time.

Call Counting:

- Callis counted as Contact Center call for Queue A from entering queue pilot until Agent
B hangs up.

- Agent A gets one missed call.

- Agent B gets one answered call.

2.5.5 Contact Center - Callback Request
Call scenario:

- External caller calls the pilot number of Queue A.
- Callis hold within the queue and callback option is offered by queue.
- Caller uses the callback option, leaves a message, and hangs up.

- Callback stays in queue and alerts at agent A, who accepts the callback via Call Pop-Up
window.

- Agent A receives the message, hangs up, initiates a call to the callback requestor, call is
not answered.

- Agent A reschedules the callback processing and closes the Pop-Up window.

- Callback alerts again at Agent A after reschedule time is elapsed.

- Agent A accepts the callback, initiated a call to the callback requestor, call is answered.

- Agent A marks the callback call as completed, hangs up and closes the Pop-Up window.

Call Counting:

- The whole Callback Call is a Contact Center call and is counted as an answered call in
general with an overall duration from time entering the queue until the callback is
marked as completed by the agent.

- Reschedule times are added to the queue time until the callback is marked as “completed” by
an agent.

- Talk time and Alert Time are taken from the last callback connection to Agent A.

- The callback attempts (calls) of an Agent to fulfil the callback are reported within a
specific report.

2.5.6 Contact Center — Agent Consultation Hold
Call scenario:

- External caller calls the pilot number of Queue A.
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- Callis routed to Agent A
- Agent A accepts the call, uses consultation function at the phone to put the call on hold.
- Agent A retrieves call and hangs up after some time.

Call Counting:

- The whole call is counted as Contact Center call.

- While the call is on hold, the talk time continues to count as the call still associated with
Agent A. Irrespective of how many times the agent may hold/unhold the call, it is still
counted as one call.

2.5.7 Contact Center — Agent Consultation Call
Call scenario:

- External caller calls the pilot number of Queue A.

- Callis routed to Agent A

- Agent A accepts the call, uses supervised transfer at myAgent or consultation function at
the phone to call.

- Agent C within another queue

- Agent A retrieves the call and makes a second consultation call to

- User D (non-Agent)

- Agent A retrieves the call and hangs up after some time.

Call Counting:

- The whole Call is counted as one Contact Center call.

- While the call is on hold, the talk time continues to count as the call still associated with
Agent A. Irrespective of how many times the agent may consult with another agent or
user, it is still counted as one call and still reported as agent A’s call with the whole time being
his talk time (for that call).

2.5.8Contact Center - Call Transfer
Within the Contact Center several kinds of call transfers can occur. In general call transfers
within the Contact Center must be differentiated in:

+ Call transfers, which are initiated manual by agents.

» Call transfers, which are initiated by queues due to underlying routing rules.

» Call transfer to other agents or other queues

«  Call transfer to Non-Contact Center destination like: o UC users o Non-UC users
o Voicemail o External destinations

In case of a call transfer, the call is split into at least into two call segments, which can be either
Contact Center related or not depending on the transfer destination.

A call transfer to a Contact Center agent or queue, generates always Contact Center related call
segments.

A call transfer to a non-Contact Center destination, generates a non-Contact Center related call
segment as last call segment.

2.5.8.1 Call Transfer from Agent to another

Agent Call scenario:

- External caller calls the pilot number of Queue A.

- Callis routed to Agent A.

- Agent A answers the call and transfers the call to Agent C in Queue C.

- Agent C answers the call and is connected to the caller. - Agent A hangs up after
some time.

Call Counting:

- The call is counted as Contact Center call.
- Callis split into two Contact Center call segments.
- Only the last Contact Center call segment is reported within the reports in general.
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- Data of first call segment, except queue time, are not shown in most Contact Center
reports. - The last (reported) call segment contains:
* Answered Call for Queue C
* Answered by Agent C
*  Queue time of the call in the queue of the first call segment
« Alert time for ringing at station of Agent C
* Talk time of Agent C

2.5.8.2 Call Transfer from Agent to Non-Agent Call
scenario:

- External caller calls the pilot number of Queue A.

- Callis routed to Agent A

- Agent A answers the call and transfers the call to Non-Agent (User D) - User D
answers the call and is connected to the caller - User D hangs up after some time.

Call Counting:

- The call is counted as Contact Center call.

- Callis split into two call segments. One CC call segment and one non-CC call segment.

- Only the last Contact Center call segment (in this case there is only one) is reported
within the reports in general.

- Data of second call segment (this is a non-Contact Center call), are not shown in
Contact Center reports.
- The last (reported) CC call segment contains:
* Answered Call for Queue A
* No information about the agent who answered the call. The CC call segment is not
assigned to an agent.
*  Queue time of the call in the first call segment. « Alert time for ringing at station
of Agent A
* Talk time of Agent A.

2.5.8.3 Call Transfer from Agent to
Queue Call scenario:

- External caller calls the pilot number of Queue A.
- Callis routed to Agent A

- Agent A answers the call and transfers the call to Queue C - Agent C answers the
call in Queue C - Agent C hangs up after some time.
Call Counting:

- The call is counted as Contact Center call.
- Callis split into two Contact Center call segments.
- Only the last Contact Center call segment is reported within the reports in general.
- Data of first call segment are not shown in most Contact Center reports.
- The last (reported) call segment contains:
* Answered Call for Queue C
* Answered by Agent C
*  Queue time of the call in the queue C
« Alert time for ringing at station of Agent C
+ Talk time of Agent C

Note:

The same applies in case that Agent A transfers the call to Queue A again. Except that the call is
answered in Queue A.

2.5.84 Call Transfer from Queue to
Queue Call scenario:

- External caller calls the pilot number of Queue A.
- No agent is available in Queue A
- Callis routed to from Queue A to Queue C
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- Within Queue C the call is routed to Agent C -  Agent C answers the call in Queue C -
Agent C hangs up after some time.

Call Counting:

- The call is counted as Contact Center call.
- Callis split into two Contact Center call segments.
- Only the last Contact Center call segment is reported within the reports in general.
- Data of first call segment are not shown in most Contact Center reports.
- The last (reported) call segment contains:
* Answered Call for Queue C
* Answered by Agent C
*  Queue time of the call in the queue C
* Alert time for ringing at station of Agent C
* Talk time of Agent C

2.5.9Agent — Call Pick-Up

2.5.9.1 Call Pick-Up from another
Agent Call scenario:

- External caller calls the pilot number of Queue A.

- No agent is available in Queue A and call is queued. - Agent A logs in into queue after
some seconds

- Callis routed to Agent A, phone of Agent A rings.

- Agent C picks up the call from Agent A,

- Agent C answers the call and hangs up after some time.

Call Counting:

- The call is counted as Contact Center call.
- Callis split into two Contact Center call segments.
- Only the last Contact Center call segment is reported within the reports in general.
- Data of first call segment are not shown in most Contact Center reports.
- The last (reported) call segment contains:
* Answered Call for Queue A
* Answered by Agent C
*  Queue time of the call in the Queue A
+ Alert time for ringing at station of Agent A
* Talk time of Agent C

Note:

It does no matter if the agent who picks up the call is logged in queue C of the Contact Center or
not. The call counting is the same in both cases.

2.5.9.2 Call Pick-Up from another
Agent Call scenario:

- External caller calls the pilot number of Queue A.

- No agent is available in Queue A and call is queued. - Agent A logs in into queue after
some seconds

- Callis routed to Agent A, phone of Agent A rings.

- User D picks up the call from Agent A,

- User D answers the call and hangs up after some time.

Call Counting:

- The call is counted as Contact Center call.
- Callis split into two Contact Center call segments.
- Only the last Contact Center call segment is reported within the reports in general.
- Data of first call segment are not shown in most Contact Center reports.
- The last (reported) call segment contains:
* Answered Call for Queue A
* Answered by Agent C
*  Queue time of the call in the Queue A
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« Alert time for ringing at station of Agent A
* Talk time of Agent C

2.6 DEFINITION OF REPORT INPUT / OUTPUT PARAMETERS

2.6.1 Input Parameters
The reports parameters requested by myReports after choosing a report template have the
following meaning:

Parameter Description
From Date The report data starts from this date
From Time Used in conjunction with From Date i.e., report data starts from this time

The report data ends at this time.
To Date

Until (To Date)

To Time

Used in conjunction with To Date i.e., report data ends at this time.

Business hours only or 24/24 = Business Hours is defined in OpenScape Business

Administration Portal

Expert Mode — Applications @ OpenScape Business UCSuite @ Server @ General

Settings @ Office Hours.

If this item is checked, the report will only report on data between Office Start Time

and End Time.

If 24/24 is selected, the report will include data 24 hour per each day in the date range.
Agent

Refers to the UC User first and last name.

If the report is a Contact Center related report, then the word Agent is used.

A drop-down menu for multiple agent selection is offered by some report templates
User

Refers to the User first and last name.

If the report is a UC related report, then the word User is used.

A drop-down menu for multiple user selection is offered by some report templates
Queue

Refers to the Queue name (for Contact Center reports)

A drop-down menu for multiple queue selection is offered by some report templates
Wrap-up

Refers to the wrap-up code name.
Note:

Wrap-up codes can span across different queues. If a common wrap-up name is
used, then the reports will cover its usage over all queues (where used). For
example, if we have 3 queues (Mercedes, BMW and Audi). We will create a wrap-
up code with the name "New Car Sales" for each of the queues. After some calls in
each queue and the wrap-up code usage, we can run a report for that specific e.g.,
Wrap-Up Code Usage All Queues and we could see which type of car was most sold
(Mercedes of course) :)

Wrap-up group

There are two modes or wrap-up usage:

Parameter

Description
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Single and Multi. The single mode allows the agent to select one code per call. The
Multi allows the administrator to setup multi-layered codes and the agent is required
to select one or more, as appropriate within the group. For example, we could have
a Multi-Wrap-Up Group called "Mercedes". The next level could be "Cars", "Trucks".
Within each one, we could have "New Sale", "Used Sale" and "Parts".

Daily
Daily Report The Daily parameter is used for scheduled report printing i.e., the report will print
every day at the scheduled time during the selected range.

It is important to note that if the report print is set for example at 16:00 then the report
will include data from the beginning of the day until 16:00. In order for the full workday’s
data to be included, the report print must be set to a time after the end of the business
day e.g., if the business day finishes at 17:00, the report print should be set to 17:30.

2.6.2 Output Parameters
The following table contains the parameters which are mostly used within the reports. This table
list is not a complete. For further information have also a look at description of the specific report.

Definition
Column Header Related Header

Abandoned
Calls Is the case where the caller hangs up after x seconds. The x is the

Abandoned Calls Threshold setting (in seconds) is done within the
Queue Parameters. The Threshold filter is used in the following report:

- Abandoned Calls Statistics
- Abandoned Calls Statistics - Details

For example, if the setting is 10 seconds, all calls cleared by the caller in
less than 10 seconds (from arrival in the call center) will be excluded
from all Abandoned Calls Reports.

Actual Time Duration of the call (Difference between End and Start time)

Alert time (call
pickup time) The amount of ring time at the agent’s phone before the call is answered.

. Sum of the total daily alert time
Daily total alert

time

Sum of the total alert time
Total alert time

Break Name Configured name of the break, which is reported

Daily Total Break | The total (sum) of time that agent was not available due to breaks per
Time day

The total (sum) of time that agent was not available due to breaks over

Total Break Time the report period

Definition
Column Header Related Header
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Call ID

The Contact Center call id is a unique number assigned to each voice,
callback, fax, and e-mail call.

Call arrived time

The time the call arrived in the Contact Center

LI (Calli
CLI (Calling The telephone number of the calling party, also known as Calling Line Id
number)
(CLI)
Cust
C::nor::r If the CLI has stored information in the OpenScape Business database
pany which includes data in the Company field, the report will display this
information
Count (Number of Number of calls in the Contact Center/queue
(Number of Calls)
Calls)

Default Interval

Default Time of the reported status (e.g., Breakfast, Lunch etc.)

End of Call
Waiting

The time when the call was answered

Login time

The actual time the agent logs into the Contact Center

Logged In time

The amount of time in hh:mm:ss the agent is logged into the Contact
Center during a session

Daily total logged
in time

The total (sum) of time the agent is logged into the Contact Center

Total logged in
time

The total logged in time for the selected date range of the report.

Logout time

The actual time the agent logs out of the Contact Center

Missed calls

refer to agents missing (not answering call center calls delivered to them)
calls.

For example, Agent Tom is logged in the Sales queue. A call has been
sent to Tom but is not at his desk because he likes talking with Katie.
The Missed Call Timeout (Zeitliberschreitung fiir entgangene Anrufe) for
the Sales queue is set to 20 seconds. This means Tom is given 20
seconds to answer the call. If he doesn’t answer, his agent status is set to
Missed Call (i.e., he is still logged in the queue/s but he will not receive
any more calls until he clicks the missed call tray pop). The fact that
Tom missed this call is written in the database and is available in the
Missed Call Reports.

The time that agent was not available due to a missed call per call

Column Header

Related Header

Definition
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Missed Call Time . The total (sum) of time that agent was not available due to missed calls
Daily total
. per day
Missed Call
Time
Total Missed Call | The total (sum) of time that agent was not available due to missed calls in
Time the report period
Pickup time .
The amount of time the agent has taken to answer the call, from the
instant the call rang on the agent’s phone until the agent answered it.
. The average of Pickup time as described above
Average pickup
time
Queue time
The amount of time a call has been queuing i.e., waiting to talk to an agent
The average amount of time callers is waiting to talk to an agent
Average Queue
Time - per
queue
The average amount of time callers is waiting to talk to an agent
Average queue
time
Queue Name The name of the Contact center Queue
Start Time Start time of the call
Talk Ti
alicfime The actual amount of talk time i.e., agents talking to callers
The average amount of talk time i.e., agents talking to callers
Average Talk Time
Time of call The time when the call arrived at the Contact Center

2.7 FUNCTIONAL BOUNDARIES AND LIMITATIONS
2.7.1 Configuration advice
To get meaningful reports it is necessary to configure the Contact Center routing properly and to
consider the following advice.
2.7.1.1 Restricted use of specific features
Contact Center agents should not use features like:

* Call Forwarding
+ Call Transfer

+ Call Pick Up
« Call Park
* Toggle

« Conference
The features mentioned before split a Contact Center call into call segments in general.

Depending on the involved users, agents, external destinations, internal resources, and the used
features it can happen that call segments cannot be assigned properly to the original Contact
Center call in every case. This can lead to an inconsistent Contact Center call reporting.
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2.7.1.2 Overflow configuration

Contact Center overflows should be configured primarily using overflow agents instead of
overflow queues (groups).

In case of overflow queues, the reporting considers the queue time, talk time and alert time of
the last overflow only. All time values of previous queues (groups) are overwritten.
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2.7.1.3 Maximum time range within reports

Currently the max. report timespan is 365 days. This value can be modified within the
OpenScape Business configuration.

OpenScape Business

& User Directory Sl
£2 Departments General Settings | LiveRecord | Llogging | Notifications VoiceMail | Contact Card Mapping
3 Groups Keep read faxes for 365 Day(s)

Keep deleted faxes for 60 Day(s)
B8 Templates

Keep sent faxes for 365 Day(s)

" )

B¢ excernal Directory Calls Information Maintenance

Keep call history for 30 Dayls)
B &xternal Providers Config B d el

Close conversation after 3 Dayls)
& contact Center Contact Center 365 Dayls)

Keep CC live record/ callback/ email/ fax calls for 365 Day(s)
@ Schedules

Log File Maintenance

13 File Upload Keép log information for 10 Day(s)
A\ Conferencing Instant Message

Keep instant messages for 365 Dayls)
K site List

Reports

& server Reset password
. Profiles
Bh Fax Headlines Savey R fHeset

2.8 COMPARISON OF MYREPORTS AND MYAGENT REPORTING OPTIONS

2.8.1 myReports versus myAgent Reports
OpenScape Business offers historical reporting within the myAgent and the myReports client.

The reports in myAgent represent a subset of “myReports” reports and are available for Contact
Center supervisors or administrators.
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"? Reports

Please select a report

« Abandoned

‘= Abandoned calls statistics

ILnl Abandoned Calls Per Hour

~ Agent

|L'| Percentage of calls received by agents (All Queues)
M Percentage of calls received by agents

:= Agent Performance Details

l_/_;/_ Queue Load Per Agent

~ Grade Of Service

u Average Grade Of Service by Agent

li Average Grade Of Service by Agent - Daily
ld Average Grade Of Service by Queue

L/i Average Grade Of Service by Queue - Daily
- Missed Call

‘= Missed Calls Report

G Missed Calls Per Queue

4 Queue

‘= Contact Center Calls

‘= Calls List By Agent

Close

Differences exist in report handling. MyAgent reports can only be displayed immediately in PDF.

Name of the Report within the User Interface can slightly differ from the name of the report in

myReports.

2.8.2 myReports vs. myAgent Call List

myAgent Call List uses the same database as myReports but different queries and a different

presentation logic. The following logic is applied by myAgent Call List:

« Call List displays either an agent name or a result type for items in the calls list. o

If there is an agent ID assigned to the call, then the entry will display the agent’s
name. o If there is no agent id but is scheduled, then it will display ‘scheduled.’
An abandoned call is defined as one that has no talk time as well as not having been
picked up.
Abandoned call list from MyReports is different from the abandoned call list in MyAgent
due to the abandoned call Threshold filter that is used in myAgent. In myReports the
Threshold filter is used in the following two reports: o Abandoned Calls Statistics o
Abandoned Calls Statistics - Details
A call will be marked as picked up if the agentid is -1
If the call is abandoned then it will display ‘abandoned’ otherwise, it will display ‘transferred’.

myReports is using the following constraints to calculate the answered and the
abandoned calls:

OpenScape Business V3, Whitepaper: Contact Center reports
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* Acallis counted and presented as “Answered” if the talk time is > 0

» Acallis counted and presented as “Abandoned” if the agent_id = 0 & cc_callback = 0 and
cc_talk_time =0

* In case that the conditions above do not meet (e.g., call with assigned agent_id but
without a talk time or positive talk time without an assigned agent) the calls are assumed
to be transferred.

2.8.3 myReports vs. myAgent Wallboard
myAgent Wallboard does not use the database as myReports in addition it distinguished only
between answered and abandoned calls.

The following applies the wallboard:

* The data for the wallboard are provided by the UC Suite server. There is no database
query.

» If the call was established to an agent, it is counted as presented as “answered.”

» If the call was not established to an agent, it is counted as presented as “abandoned.”

*  “Other" calls that are not answered and not abandoned (e.g., call with assigned Agent ID but
without a talk time or positive talk time without an assigned agent) are not included.

* The wallboard displays data for the current day and is reset at midnight each day.

* Wallboard information is reloaded from the database in the case of a server restart.

* There is no way for the user to reset the wallboard data.

3 Detailed Report Description

The table in the beginning of a chapter gives an overview about the reports, which are included
in myReports group. The Columns labeled with:

+ 3CC indicates that the report contains Contact Center relevant data

* UC indicates that the report contains UC user relevant data

« A indicates that the report is also available within myAgent. In this case the row is
colored

If not mentioned differently the table default format is:

Format: Table Axis label: N/A

3.1 REPORT TEMPLATES WITHIN THE GROUP “AGENT ACTIVITY”

The reports within this category are Contact Center related. They are focusing on agent
activities. Other system users are not considered within these reports.

Report Short-Description cC uc A
L d Ti es No No
ogged Times This report represents the login, logout and logged in times in y
specified date interval for selected agent.
i i es No No
Missed Call Times Displaying missed call times in specified date interval for ¥
selected agent
On Break Ti es No No
n Break Times Displaying break times in specified date interval for selected y
agent
Status (All Agents) Dail es No No
atus ( gents) Daily Displaying status details (Logged, On Break, Work, Missed Y
Call, and Screen Pop) by agents for the reported period and for
the selected agents.
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Displaying status details for selected agent and specified day. yes No No
Status (By Agent) Daily
Work Ti es No No
orktimes Displaying work times in specified date interval for selected 4
agent.
Table 1 Reports of the group — Agent Activity

How to use Agent Activity reports

Agent Activity reports help to analyze behavior of agent during their time logged on into my
Agent. All activities from login into a queue until Logoff are recorded and are assigned to
following activities.

* Logged
Time and duration from login into a queue until logout
* Break
Time and duration which is spent for breaks
*  Work
Time and duration which is spent for wrap-up purpose
* Missed Call
Time and duration in which the agent has been set to “unavailable” due to a missed call.
*  Pop-up

Time and duration, in which the Pop-Up Window is opened at the agent desktop. The
Pop-Up Window is the indicator for call, e-mail, and fax processing by an agent in
general.

In case, that a voice call is terminated but the Pop-Up is not closed be the agent, the
overdue timer starts from that moment, but this timer is not reported separately within
the agent activity reports.

The first step in analyzing agent activities should be done via the

* Agent Activity — Status (All Agents) — Daily « Agent Activity — Status (By Agent) -
Daily reports to get an overview. Afterwards the other reports within this category can be
used to drill down into specific activities per agent if necessary.

3.1.1 Agent Activity - Logged In Times
Report Description:

This report represents the login, logout and logged in times in specified date interval for selected
agent.
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Agent Activity (Logged In Times) - From: Jun 26, 2012
Details Uil : Jun 26, 2012
Print Date : Jun 26, 2012 1:44 PM
User : 101 Agent Jones
Dept:
E-mail : ji@oso.com
Jun 26, 2012
Login Logout Logged In Time
1:00:14 PM 1:24:18PM 00:24:04
Daily Total Logged In Time : 00:2%:04

Total Logged In Time : 00:24:04

Required Input Parameters:

Output values

From Date

Login time

Until (To Date)

Logout time

Required Input Parameters:

Output values

Agent Logged In time
Daily Report
atly Repo Daily total Logged in time
Total Logged in time
3.1.2 Agent Activity - Missed Call Times

Report Description:

Displaying missed call times in specified date interval for selected agent.
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Agent Activity (Missed Call Times) - From: Jun 26, 2012

Detalls Uil : Jun 26,2012
Print D ate : Jun 26, 2012 1:47 PM
User : 101 Agent Jones
Dept:
E-mail : ji@oso.com
Jun 26, 2012
Start Time End Time Missed Call Time
1:11:15 PM 1:14:06 PM 00:02:50
Daily Total Missed Call Time : 00:02:50
Total Missed Call Time : 00:02:50
Required Input Parameters: Output values
From Date Start Time
Until (To Date) End Time
Agent Missed Call Time
Agent Daily total Missed Call Time
Daily Report Total Missed Call Time

3.1.3 On Break Times
Report

Displaying break times in specified date interval for selected agent.
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Agent Activity (Break times) - Details From: Jun 26, 2012

Until : Jun 26, 2012
Print Date : Jun 26, 2012 1:50 PM

User : 101 Agent Jones

Dept:

E-mail : ji@oso.com

Jun 26, 2012

Start Time End Time Break Name Default Interval Actual Time
(min.)
1:14:20 P M 1:19:43PM Break 2 00:05:23
Daily Total Break Time : 00:02:00 00:05:23
Total Break Time : 00:05:23
Required Input Parameters: Output values:
From Date Start Time
Until (To Date) End Time
Agent Break Name Default Break Interval (min.)
Daily Report
yrep Actual Break Time
Daily total Break Time
Total Break Time
3.14 Status (All agents) - Daily
Report

Displaying status details (Logged, Break, Work, Missed Call, Screen Pop) by agents for the reported
period and for the selected agents.
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Agent Activity Status - Daily (All From:

Jun 26, 2012

Agents) Print Date : Jun 26, 2012 1:26 PM

101 Agent Jones

Start Time End Time User Status Duration

1:00:14 PM 1:24:13 PM Logged 00:24:04

1:02:52 PM 1:08:17 PM Screen Pop 00:05:25

1:08:28 PM 1:08:58 PM Work 00:00:30

1:11:16 PM 1:14:06 PM Missed Call 00:02:50

1:14:20 PM 1:19:43 PM On Break 00:05:23
102 Agent Martin

Start Time End Time User Status Duration

12:45:50 PM 12:46:01 PM Logged 00:00:11

1:00:153 PM 1:24:16 PM Logged 00:23 58

1:11:22 PM 1:19:45 PM Screen Pop 00:08:23

1:19:47 PM 1:19:50 PM Work 00:00:03

1:19:50 PM 1:20:21 PM Work 00:00:31

1:20:21 PM 1:20:27 PM Work 00:00:06

1:20:27 PM 1:20:57 PM Work 00:00:30

1:21:01 PM 1:22:01PM Work 00:01:00

Required Input Parameters:

Output values

From Date (For Day)

Start Time

Agents (Multiple Agent selection)

End Time

Status Name

Status Duration

Format: Table

* The values are grouped by agents

Axis label: N/A

3.1.5
Report

Status (By Agent) - Daily

Displaying status details for selected agent and specified day.
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Agent Activity Status - Daily From:

Print Date :

Jun 26, 2012
Jun 26, 2012 1:30 PM

User : 101 Agent Jones
Dept:
E-mail : ji@oso.com
. [ e
Miss=d Call
On Breale
& < * & S &® Logged
& N g N D A
> ) ) ' ] &
Start Time End Time Us er Status Duration
1:00:14 PM 1:24:18 PM Logged 00:24:04
1.02.52 PM 1:08:17 PM Screen Pop 00:05:25
1:08:28 PM 1:08:58 PM Work 00:00:20
1:11:16 PM 1:14:06 PM Mised Call 00:02:50
1:14:20 PM 1:19:43 PM On Break 00:05:232
Required Input Parameters: Output values
From Date (For Day) Start Time
Agent End Time,
User Status
Duration
Format: Axis label
Table & Graphic . .
Horizontal: time
Vertical: Office status (Logged, On Break, Work,
Missed Call)
3.1.6 Work Times
Report

Displaying work times in specified date interval for selected agent.
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Agent Activity (Work Times) - Details From : Jun 26, 2012

Until : Jun 26, 2012
Print Date : Jun 26, 2012 1:54 PM
User: 102 Agent Martin
Dep't:
E-mail : mp{@oso.com
Jun 26, 2012
Start Time End Time Work Time
1:19:47 PM 1:19:50 PM 00:00:03
1:19:50 PM 1:20:21 PM 00:00:31
1:20:21 PM 1:20:27 PM 00:00:06
1:20:27 PM 1:2057 PM 00:00:30
1:21:01 PM 1:22:01 PM 00:01:00
Daily Total Work Time: 00:02:10
Total Work Time : 00:02:10
Required Input Parameters: Output values
From Date Start Time
Until (To Date) End Time
Agent Work Time
Daily Report . .
yRep Daily total Work Time
Total Work Time

3.2 Report templates within the group ,Agents*
Within the Agent Category two different report types are included:

» User/ Agent Call related reports
* User/ Agent Grade of Service related reports.

Both report types are focusing on OpenScape Business Users, who are licensed as agent.
The reports within this category are not all pure Contact Center relevant reports.

The Call Related Reports do not consider, if a user was logged in and working as an agent or not. Just
the fact that a user is configured as agent is relevant. Therefore, the provided information is a mixture
of Contact Center and non-Contact Center data.

Reports can contain calls with “Talk Time” equal zero. This indicates in general a call, which was alerting at
user’s phone but was not answered. “Missed Calls” during agent’s Contact Center activity are treated in the
same way.
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The Grade of Service related reports determine the average of G.O.S of all Contact Center calls,
which were handled by the specified agent.

Agent) #2

This report shows detailed information about all user calls for
the specified agent in the specified date range. * Difference
with the report All User Calls (Per Agent) is that this report has
no “Business hours only” parameter.

Report Description cC uc A
Average Grade This rgport shoyv's hourly average grade of service for specified | yes yes yes
K agent in a specified date range

Of Service by
Agent)

es es es
Average Grade This report shows hourly average grade of service for specified y y y
Of Service by agent in a specified date range (there is a different graphic for
Agent - Daily each day in the specified date range)

es es no
Private Calls (All This report shows details about the agent private calls in the y y
Agents) specified date range.
Private Calls (Per yes yes no
Agent) This report shows detailed information about the agent private

calls for the specified agent in the specified date range.

es es no
All User Calls (Per This report shows detailed information about all user calls for y Y
Agent) the specified agent in the specified date range.
All User Calls (By yes yes no

Table 2 Reports of the group — Agents

3.2.1 How to use Agent Reports.

The GOS related reports can be used to get an easy-to-handle graphical overview about the
Quiality-of-Service performance of an agent on any day, allowing the detection of main traffic hour

for agents.

Note:

Agents cannot influence this value directly in every case by their own operation. For example, if an

agent is an overflow agent, the entire Queue Time, the call has waited in the queue until it is

answered by the agent, is assigned to him.

Call related reports can be used to determine the overall number of calls for an agent. They can also
be used to determine if the call load of an agent is caused by “Contact Center” calls or by “Non-Contact
Center” calls like internal or directly in-dialed calls.

Outgoing calls of an agent are counted as “Non-Contact Center” calls in general.

Important

The call related data within the “Agents” group may not be compared with pure Contact Center related
reports within the group “Calls” as the reports criteria within this group is set to “Is configured as Agents”

and not to “is Contact Center Cal

3.2.2

|u

Average Grade of Service by Agent
Report Description:
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This report shows hourly average grade of service for specified agent in a specified date range.

Format:

Axis label:

Graphic

Horizontal: Hourly intervals Vertical: Average Grade of
service (0-100)

Average Grade Of Service by Agent From : Jan 1, 2012
Until : Jun 27, 2012
Print Date : Jun 27, 2012 4:42 PM
User : 101 Agent Jones
Dep't :
E-mail ; ji@oso.com
100.0% 98.3% 100.0% 100.0% 100.08%
100 ] 3] |
80
60.0%

60

40

20

0
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S N S g N S
Q/‘\/ Q/”)' ] e o ‘] N N
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o % o W Q Q
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Required Input Parameters:

Output values:

From Date

N\A

To Date (Until)

Agent
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Daily Report

3.2.3 Average Grade of Service by Agent - Daily

Report Description:

This report shows hourly average grade of service for specified agent in a specified date range
(there is a different graphic for each day in the specified date range)

Format:

Axis label:

Graphic

Horizontal: Hourly intervals
Vertical: Average Grade of service (0-100)

Average Grade Of Service by Agent - From : Jul 22, 2012
Daily Until : Jul 22, 2012
Print Date : Aug 15, 2012 12:51
PM
User - 101 Agent Jones
Dep't :
E-mail : ji@oso.com
Jul 22, 2012
100
80 +
60 U Ui
mh-\"u-.
40+ =
20+ =
T 0%
0+ |
M \M
\99 \359
o o
A S
%. ‘\'/‘\ v
Required Input Parameters: Output values:
From Date N\A
To Date (Until)
Agent
Daily Report
3.24 Agent Private Calls ( All Agents )

Report Description:
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This report shows details about the agent private calls in the specified date range.

Agent Private Calls (All Agents) From : Jan 1, 2012
Until : Jun 27, 2012
Print Date : Jun 27, 2012 5:12 PM
Agent Extension Department Number of Talk Time % Of Total
calls Talking Time
100 Administrator Smith 100 4 00:06:28 100%
Required Input Parameters: Output values
From Date Agent
To Date (Until) Agent Extension
Daily Report
yRep Department
Number of calls
Talk Time
% of total talk time
3.2.5 Agent Private Calls ( Per Agent )

Report Description:

This report shows detailed information about the agent private calls for the specified agent in the

specified date range.
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Agent Private Calls (Per Agent) From : Jan 1, 2012
Details until : Jun 27, 2012
Print Date : Jun 27, 2012 5:12 PM
User : 100 Administrator Smith
Dep't :
E-mail : js@oso.com
Jun 25, 2012
Time Of Call  Calling Number Called Number Contact / Direction I/O Talk Time
Company
4:29:29 PM 100 402 Outbound 00:04:57
4:57:45 PM 100 402 Outbound 00:00:07
Totals : # of calls 2 00:05:04
Jun 26, 2012
Time Of Call  Calling Number Called Number Contact / Direction I/O Talk Time
Company
1:02:48 PM 100 402 Outbound 00:01:23
1:11:17 PM 100 402 Outbound 00:00:01
Totals : # of calls 2 00:01:24
Number of Private Calls Total Talk Time
Grand Totals : 4 00:06:28

* Talk Time - % Of Total Talking Time

Required Input Parameters:

Output values

From Date

Call Date

To Date (Until)

Start Time

Agent

Calling Number

Daily Report

Called Number

Contact / Company

Direction 1/0 (Inbound/Outbound)
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Required Input Parameters: Output values

Talk Time

Daily Total Number of Calls

Daily Total Talk Time

Total Number of Calls

Total Talk Time

3.2.6 All User Calls (Per Agent)
Report Description:

This report show detailed information about all user calls for the specified agent in the specified date
range.

All User Calls From : Jan 1, 2012
Until ; Jun 27, 2012
24124 Print Date : Jun 27, 2012 5:17 PM
User: 101 Agent Jones
Dep't:
E-mail : ji@oso.com
Jun 25, 2012
Start Time End Time Calling Called Number Contact / c OIG Int Talk Time
Number Company
4:29:29 PM 4:34:28 PM 100 402 100 00:04:57
Administrator 2 L
Smith
4:57:45 PM 4:57:59 PM 100 402 100 00:00:07
Administrator 5 &
Smith
Totals : 2 0 2 00:05:04
Jun 26, 2012
Start Time End Time Calling Called Number Contact / Ic OIG Int Talk Time
Number Company
1:02:48 PM 1:04:15 PM 100 402 100 00:01:23
Administrator 2 *
Smith
1:11:05 PM 1:11:17 PM 100 101 100 00:00:00
Administrator & *
Smith
Totals : 2 0 2 00:01:23
Required Input Parameters: Output values:
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From Date Call Date

To Date (Until) Start Time
Agent End Time
Business hours only (else 24/2 Calling Number
Daily Report

Called Number

Contact / Company

I/C — Incoming calls (Yes or No)

O/Q - Outgoing Call (Yes or No)

Int — Internal Call (Yes or No)

Talk time

Daily totals for: number of I/C, number of
O/Q,number of Internal Calls ,Talk Time

Grand totals for: number of I/C, number of
O/Q,number of Internal Calls ,Talk Time

Format: Table (the values are grouped daily) Axis label: N/A

3.2.7 All User Calls (Per Agent) #2
Report Description:

This report shows detailed information about all user calls for the specified agent in the specified date
range. Difference with the report All User Calls (Per Agent) is that this report has no “Business hours only”
parameter.
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All User Calls

From : Jun 28, 2012

until : Jun 28, 2012

Print Date : Jun 29, 2012 12:42
PM

User : 101 Agent Jones
Dep't:
E-mail : ji@oso.com
Jun 28, 2012
Start Time End Time Calling Called Number Contact / lc 0/G Int Talk Time
Number COmpany
11:16:07 AM 11:18:16 AM 100 402 100 00:02:06
Administrator X ®
Smith
11;21:41 AM 11:22:20 AM 100 402 100 00:00:36
Administrator o "
Smith
11:34:39 AM 11:36:06 AM 100 402 100 00:01:21
Administrator i '
Smith
12:05:10 PM 12:05:36 PM 100 402 100 00:00:21
Administrator A 2
Smith
12:05:30 PM  12:05:35 PM 101 402 . . 00:00:01
12:05:35 PM 12:05:36 PM 101 402 ‘ = 00:00:00
12:38:48 PM 12:39:48 PM 100 402 100 00:00:57
Administrator o *
Smith
12:39:16 PM 12:39:48 PM 101 401 X x 00:00:31
1:10:40 PM 1:10:49 PM 100 101 100 00:00:00
Administrator A &
Smith
1:13:05 PM 1:13:18 PM 100 402 100 00:00:07
Administrator % »
Smith
Totals : 7 3 10 00:06:00

Required Input Parameters:

Output values:

From Date

Call Date

To Date (Until)

Start Time

Required Input Parameters:

Output values:

Agent

End Time

Daily Report

V3.3, 03/2024

Calling Number

Called Number

Contact / Company
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I/C — Incoming calls (Yes or No)

0O/Q - Outgoing Call (Yes or No)

Int — Internal Call (Yes or No)

Talk time

Daily totals for: number of I/C, number of
O/Q,number of Internal Calls ,Talk Time

Grand totals for: number of |/C,
O/Q,number of Internal Calls ,Talk Time

number of

Format: Table (the values are grouped daily)

Axis label: N/A

3.3 REPORT TEMPLATES WITHIN THE GROUP ,,CALL HISTORY”

The reports within this category are UC user related, common reports and not Contact Center

specific reports.

The reports show calls per user, independent if the user is defined as an agent or not. This means, that
calls which were routed to a user as agent while working within the Contact Center as agent are also

included.

Filters within these reports are built in and are related to call direction and specific numbers. The specific
number (fragments) can be set within the myReports client, when the user is logged in as myReports

administrator.

Report Description cc uc A
no es no
External Calls Per This report shows information about the user external calls y
User for the specified user in the specified date range.
. This report shows incoming - free calls details for the no yes no
Incoming Calls - . i
specified user in the specified date range.
(Free Calls) - Per
User
. This report shows incoming - international calls details for the | no yes no
Incoming Calls - . i
g specified user in the specified date range.
(International) - Per
User
. This report shows incoming - mobile/cell calls details for the no yes no
Incoming Calls - . i
X specified user in the specified date range.
(Mobile-Cell) - Per
User
Incoming Calls ) ) ) ) no yes no
This report shows incoming - *other calls details for the
(Other External - . i
specified user in the specified date range.
Calls) - Per User
*other calls means not international, free, pay, mobile/cell
and specific calls
V3.3, 03/2024
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Incoming Calls Per ) . . . . no yes no
U This report shows information about the incoming calls for
ser e . e
the specified user in the specified date range.
The incoming calls are grouped by Calling Party Number,
which is enhanced by Contact / company if available within
the internal / external directory
Incoming Calls . . . . . no yes no
R This report shows information about all incoming calls
eport - Group
grouped by departments.
Note: Department cannot be set equal to a Contact Center
group.
Incoming Calls . . . . . no yes no
This report shows summary information about the incoming
Report — Group
calls per departments.
Summary
Note: Department cannot be set equal to a Contact Center
group.
. . . . . no es no
Incoming Calls This report shows information about the incoming calls for y
Report - User the specified user in the specified date range.
Report Description cC uc A
. This report shows summary information about the incoming no yes no
Incoming Calls
calls per users.
Report — User
Summary
Incoming Calls . . . o . no yes no
. This report shows incoming - *specific calls details for the
(Specific Calls) - Per o . L
User) specified user in the specified date range.
*incoming specific calls means incoming calls filtered by
specific call number prefix
no es no
Internal Calls Per This report shows information about the internal calls for the Y
User specified user in the specified date range.
. This report shows incoming - missed calls details for the no yes no
Missed Calls - . i
. specified user in the specified date range.
(Incoming) - Per
User
. . . . . . no yes no
Missed Calls This report shows incoming - missed calls details for the
(Incoming) - Per specified user in the specified date range (including calling
User #2 number details).
. This report shows outgoing - missed calls details for the no yes no
Missed Calls - . o
X specified user in the specified date range.
(Outgoing) - Per
User
. . . . . no yes no
Missed Calls This report shows outgoing - missed calls details for the
(Outgoing) - Per specified user in the specified date range (including called
User #2 number details).
V3.3, 03/2024
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. This report shows outgoing - free calls details for the no yes no
Outgoing Calls e . et
specified user in the specified date range.
(Free Calls) - Per
User
. This report shows outgoing - international calls details for the | no yes no
Outgoing Calls i . It
i specified user in the specified date range.
(International) - Per
User
. This report shows outgoing - mobile/cell details for the no yes no
Outgoing Calls i . It
i specified user in the specified date range.
(Mobile/Cell) - Per
User
Outgoing Calls . . . no yes no
This report shows outgoing - *other calls details for the
(Other External i . S
specified user in the specified date range.
Calls) - Per User
*other calls means not international, free, pay, mobile/cell
and specific calls
Outgoing Calls This .r<.aport shqws outgomg - pay calls details for the no yes no
specified user in the specified date range.
(Pay Calls) - Per
User
no es no
Outgoing Calls This report shows information about the outgoing calls for y
Report - User the specified user in the specified date range.
Report Description cC uc A
no es no
Outgoing Calls This report shows information about all outgoing calls grouped y
Report - Group by departments.
Outgoing Calls This report shows summary information about the outgoing no yes no
calls per departments.
Report — Group
Summary
no es no
Outgoing Calls This report shows information about the outgoing calls for y
Report - User the specified user in the specified date range.
Outgoing Calls This report shows summary information about the outgoing no yes no
calls per users.
Report — User
Summary
Outgoing Calls . . . . . no yes no
. This report shows incoming - *specific calls details for the
(Specific Calls) - Per o . L
User) specified user in the specified date range.
*incoming specific calls means incoming calls filtered by
specific call number prefix
Incoming Calls . . . . no yes no
. This report shows outgoing- *specific calls details for the
(Specific Calls) - Per - . e
User) specified user in the specified date range.
*outgoing specific calls means outgoing calls filtered by
specific call number prefix
Table 3 Reports of the group — Call History
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How to use Call History Reports

The Call History reports can be used to get information about all calls of a specific user, filtered by
criteria.

Starting with the report Calls History Per User (currently in category “Other”) all calls per user can be
determined.

Afterwards Outgoing Calls User summary and Incoming Calls user summary reports can be used for
further investigations.

Additional reports for specific call categories are available to get information about direction or origin
of calls.

The Group or Group Summery related reports can be used to get all calls of all user of a
department in one report. Use of these reports implies that the assignment of user to a
department has been done correctly.

Note

The term “Group”, which is used in some reports of this category refers to a department entry in the user
profile and not to a Contact Center group, which is normally labeled as “queue”. In case, that no department
is assigned to a user, the calls were displayed in a group labelled by “---“.

User may not modify the department assignment in case of group related reports. Otherwise,
users and related calls cannot be assigned correctly to their department.

3.3.1 External Calls Per User
Report Description:

This report shows information about the user external calls for the specified user in the specified date
range.

Feb 8, 2011
Start Time End Time Direction /O CLI Contact/ Length of call
Company
10:17:19 AM 10:17:34 AM Nc 021559349 00:00:15
10:17:37 AM 10:17:37 AM Ic 021559349 00:00:00
41324 PM 41339 PM c 021559349 00:00:15
5:11:18 PM 5:12:32 PM 0IG 8467299 00:01:14
Totals : 4 00:01:44
Required Input Parameters: Output values:
From Date Call Date
To Date (Until) Start Time
User End Time
Daily Report . .
yRep Direction
CLI
Company
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Length of call

Daily total number of calls

Daily total length of calls

Total number of calls

Total length of calls

* The values are grouped daily

3.3.2 Incoming Calls (Free-Calls) Per User
Report Description:

This report shows incoming - free calls details for the specified user in the specified date range.

Jun 15, 2011
Start Time End Time Calling Number Contact / Company Length of call
6:40:50 PM 6:40:55 PM 105 Nick / eTellicom 00:00:05
6:41:45 PM 6:41:48 PM 105 Nick / eTellicom 00:00:03
6:42:31 PM 6:42:42 PM 102 James 007 00:00:11
Totals : # of calls 3 00:00:19
Required Input Parameters: Output values:
From Date Start Time
To Date (Until) End Time
User Calling Number
Daily Report
yRep Contact / Company
Length of call
Daily total number of calls
Daily total length of calls
Total number of calls
Total length of calls
*The values are grouped daily
3.3.3 Incoming Calls (International) Per User

Report Description:
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This report shows incoming - international calls details for the specified user in the specified date
range.

Jun 15, 2011
Start Time End Time Calling Number  Contact / Company Length of call
6:42:31 PM 6:42:42 PM 102 James 007 00:00:11
Totals : # of calls 1 00:00:11
Required Input Parameters: Output values:
From Date Start Time
To Date (Until) End Time
User Calling Number
Contact / Company
Daily Report Length of call
Daily total number of calls
Daily total length of calls
Total number of calls
Total length of calls
*The values are grouped daily
3.34 Incoming Calls (Mobile-Cell) Per User

Report Description:

This report shows incoming - mobile/cell calls details for the specified user in the specified date
range.

Jun 15,2011 7 B
Start Time End Time Calling Number Contact / Company Length of call
6:40:50 PM 6:40:55 PM 105 Nick / eTellicom 00:00:05
6:41:45PM 6:41:48 PM 105 Nick /eTellicom 00:00:03
6:42:31 PM 6:42:42 PM 102 James 007 00:00:11
Totals : # of calls 3 00:00:19
Required Input Parameters: Output values:
From Date Start Time
To Date (Until) End Time
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Required Input Parameters: Output values:

From Date Start Time

To Date (Until) End Time

User Calling Number

User Calling Number

Daily Report Contact/Company
Length of call
Daily total number of calls
Daily total length of calls
Total number of calls
Total length of calls
*The values are grouped daily

3.3.5 Incoming Calls (Other External Calls) Per User

Report Description:

This report shows incoming - *other calls details for the specified user in the specified date range.

*other calls means not international, free, pay, mobile/cell and specific calls
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Incoming Calls (Other External Calls) - Per ~ From:

User Until -
Print Date :

Dep't AKL Business

User Daniel Veljjanoski - 73322

04.9.2008

Start Time End Time Calling Number

07:30:05 07:31:00 098156656
07:52:42 07:52:47 075718819
07:53:34 07:53:58 075446555
07:54:11 07:54:20 075718819
07:55:29 07:55:40 075446555
07:55:59 07:56:08 067598501
07:57:57 07:58:11 075717001
08:40:43 08:56:16 075446555
19:01:14 19:01:36 095746002
21:15:55 21:16:03 095746002
Totals : # of calls 10

08.9.2008

Start Time End Time Calling Number

10:08:14 10:12:54 095802290
10:13:24 10:15:54 093096100
10:22:15 10:23:13 098156656
10:25:25 10:26:20 095802290
11:25:50 11:26:32 098156656
14:47:00 14:47:10 098156656
14:57:23 14:58:15 093029933
15:17:34 15:24:13 094869000
17:22:53 17:23:09 098156656
Totals : # of calls 9

Total length of calls : 00:35:52

Total number of calls : 19
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04.9.2008
08.9.2008

30.10.2008 13:24

Length of call

00:00:55
00:00:05
00:00:24
00:00:09
00:00:11
00:00:09
00:00:14
00:15:33
00:00:22
00:00:08
00:18:10

Length of call

00:04:40
00:02:30
00:00:58
00:00:55
00:00:42
00:00:10
00:00:52
00:06:39
00:00:16
00:17:42
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Unify

NOW PART OF

09 Mitel

Required Input Parameters:

Output values:

Daily Report

Length of call

Daily total number of calls

Daily total length of calls

Total number of calls

Total length of calls

*The values are grouped daily

3.3.6 Incoming Calls (Specific Calls) Per User

Report Description:

This report shows incoming - *specific calls details for the specified user in the specified date

range.

*incoming specific calls means incoming calls filtered by specific call number prefix

Jun 15, 2011
Start Time
6:40:50 PM
6:41:45PM
6:42:31 PM
Totals :

End Time
6:40:55 PM
6:41:48 PM
6:42:42 PM

Calling Number Contact / Company
105 Nick / eTellicom
105 Nick / eTellicom
102 James 007

#of calls 3

Length of call
00:00:05
00:00:03
00:00:11
00:00:19

Required Input Parameters:

Output values:

From Date

Start Time

To Date (Until)

End Time
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User Calling Number

Daily Report
aily Repo Contacr/Company

Length of call

Daily total number of calls

Daily total length of calls

Total number of calls

Total length of calls

*The values are grouped daily

3.3.7 Incoming Calls Per User
Report Description:

This report shows information about the incoming calls for the specified user in the specified date
range.

The incoming calls are grouped by Calling Party Number, which is enhanced by contact / company if available
within the internal / external directory.

105 (Nick / eTellicom)

Jul 25, 2011
Start Time End Time Length of call
11:34:15 PM 11:34:23 PM 00:00:08
Totals : 1 00:00:08
Required Input Parameters: Output values:
From Date Calling Number,
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To Date (Until) Contact / Company

User Date of call,
Daily Report Start Time
End Time,

Length of call,

Daily total length of calls per calling number

Daily total number of calls per calling number

Total length of calls

Total number of calls

* The values are grouped daily per calling number

3.3.8 Incoming Calls Report — Group
Report Description:

This report shows information about all incoming calls grouped by departments.

Note: Department cannot be set equal to a Contact Center group.
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| Incoming Calls Report - Group |

From : 05.8.2008
Until : 05.8.2008

Print Date :  30.10.2008 13:31

AKL Accounts

User Extension Total number of calls Ring Time Talk Time
Gill Taylor 70950 67 00:04:27 01:17:54
Mavis Wang 73302 12 00:01:01 00:11:20
Totals 79 00:05:28 01:29:14
AKL Business
User Extension Total number of calls Ring Time Talk Time
Daniel Veljjanoski 73322 12 00:01:19 00:12:19
John McAdams 70991 10 00:01:16 00:02:27
Kerry Haywood 73325 21 00:04:16 00:02:30
Totals 43 00:06:51 00:17:16
AKL P.M.
User Extension Total number of calls Ring Time Talk Time
John Hewlett 70952 4 00:00:49 00:01:11
Kiran Bhana 73328 3 00:00:20 00:02:55
Totals 7 00:01:09 00:04:06
Required Input Parameters: Output values:
From Date Department,
To Date (Until) User,
Daily Report .
Extension,
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Total number of calls per user,

Total ring time per user,

Total talk time per user,

Total number of calls, ring time and talk time per
department.

* The values are grouped by departments

3.3.9 Incoming Calls Report Group — Summary
Report Description:

This report shows summary information about the incoming calls per departments.

Note: Department cannot be set equal to a Contact Center group.
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| Incoming Calls Report - Group Summary |

From : 05.8.2008

Until : 05.10.2008

Print Date :  30.10.2008 13:34

Department
AKL Accounts
AKL Business

AKL PM.
AKL Sales
AKL Service
ALB Sales
WTN Sales
WTN Service

Totals

Total number of calls Ring Time Talk Time
2650 05:01:09 43:21:15

2297 03:27:43 53:44:51

317 00:27:29 10:03:48

1707 03:36:31 43:40:24

5943 08:20:34 104:09:50

92 00:18:32 01:56:29

41 00:02:41 00:56:56

3 00:00:10 00:00:38

13050 21:14:49 257:54:11

Required Input Parameters:

Output values:

From Date

Department,

To Date (Until)

Total number of calls per department,

Daily Report

Total ring time per department,

Total talk time per department,

Total number of calls, total ring time and total talk
time (all departments ).
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3.3.10 Incoming Calls Report — User
Report Description:

This report shows information about the incoming calls for the specified user in the specified date

range.

Jun 15, 2011

Start Time

6:40:50 PM
6:41:45 PM
6:42:31 PM

Totals

Calling Number  Contact/ Company Ring Tne

105 Nick / eTellicom 00:00:05
105 Nick / eTellicom 00:00:03
102 James 007 00:00:11
3 00:00:19

Tak Time
00:00:00
00:00:00
00:00:00
00:00:00

Required Input Parameters:

Output values:

From Date

Start Time,

To Date (Until)

CLI - Calling number

V3.3, 03/2024

User Contact / Company
Daily R
aily Report Ring Time,

Talk Time,

Daily total number of calls

Daily total ring time

Daily total talk time

Total number of calls

Total talk time
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* The values are grouped daily

3.3.11 Incoming Calls Report — User Summary

Report Description:

This report shows summary information about the incoming calls per users.

Incoming Calls Report - User Summary

From :
Until :

Print Date :

Basic Ph
Brendon
Chris
Clinton
Craig
Daniel
Darren
Dennis
Don
Geoff
Robert
Sales
Service
Simon

Tezma

Totals

V3.3, 03/2024

01.8.2008

05.8.2008

30.10.2008 13:38

User
Demo Rm
Jay
Sparkes
Gemmell
Browne
Veljjanoski
Crombie
Southern
Hattaway
Smith
Fear
Office
Desk Il
Smith

Winterstein

Extension

70982

70957

73307

74058

73300

73322

70978

70983

70987

70959

70966

73323

74002

73327

74057

Total number of calls

3

15

4

7

8

22

27

37

4

23

166

948
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Ring Time
00:01:55
00:01:04
00:00:21
00:06:03
00:01:59
00:02:41
00:03:20
00:05:11
00:00:39
00:04:37
00:00:00
00:02:50
00:01:17
00:01:24

00:10:34

01:40:14

Talk Time

00:00:00

00:15:01

00:00:13

01:44:03

00:00:00

00:15:21

00:05:37

00:55:49

00:08:14

00:08:33

00:02:15

00:08:48

00:02:54

00:04:24

02:58:04

14:55:06
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Required Input Parameters:

Output values:

From Date

User First name,

To Date (Until)

User Surname,

Daily Report

User Extension,

Total number of calls per user,

Total ring time per user,

Total talk time per user,

time (all users ).

Total number of calls, total ring time and total talk

3.3.12 Internal Calls Per User
Report Description:

This report shows information about the internal calls for the specified user in the specified date

range.
Jun 15, 2011

Start Time

6:40:50 PM
E:41:45 PM
5:42:31 PM
4413 PM

End Time

6:40:55 PM
6:41:48 PM
6:42:42 FM
6:44:25 PM

Totals :

Direction /O CcLI Contact / Length of call
Company
wc 105 Nick / eTellicom 00:00:05
wec 105 Nick / eTellicom 00:00:03
Wc 102 James 007 00:00:11
oG 105 Nick ! eTellicom 00:00:12
Totals : 4 00:00:31
Number of calls Length of calls
4 00:00:31

Required Input Parameters:

Output values:
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From Date

Call Date

To Date (Until) Start Time
User End Time
Daily Report L
Contact / Company

Length of call

Daily total number of calls

Daily total length of calls

Total number of calls

Total length of calls

* The values are grouped daily

3.3.13 Missed Calls (Incoming) Per User
Report Description:

This report shows incoming - range.
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Missed Calls (Incoming) - Per User From:: 01.8.2008
Until : 05.8.2008
Print Date : 30.10.2008 14:03
Dep't AKL Business
User Daniel Veljjanoski - 73322
04.8.2008
Start Time End Time Missed Call Time
09:07:53 09:08:03 00:00:10
09:43:59 09:44:15 00:00:16
13:06:47 13:06:49 00:00:02
13:51:10 13:51:26 00:00:16
13:57:24 13:57:25 00:00:01
13:57:25 13:57:40 00:00:15
16:34:36 16:34:51 00:00:15
Daily Total Missed Call Time : 75 sec.
05.8.2008
Start Time End Time Missed Call Time
09:38:58 09:39:14 00:00:16
14:13:54 14:13:56 00:00:02
14:51:12 14:51:22 00:00:10
16:44:28 16:44:44 00:00:16
Daily Total Missed Call Time : 44 sec.

Total Missed Call Time :

00:01:59

Required Input Parameters:

Output values:

From Date

Start Time,

To Date (Until)

End Time,

User

Missed Call Time,

Daily Report

Daily total missed call time,

V3.3, 03/2024

OpenScape Business V3, Whitepaper: Contact Center reports

51




Total missed call time,

Total number of missed calls,

*The values are grouped daily

3.3.14 Missed Calls (Incoming) Per User 2
Report Description:

This report shows incoming - range (including
calling number details).

Feb 8, 2011

Start Time End Time Calling Number Contact / Company Missed Call Time
9:23:04 AM 9:23:19 AM 093001329 00:00:15
3:53:35 PM 3:53:50 PM 0061421318419 00:00:15
4:47:35PM 4:47:35 PM 825  Kim Ansell/ Support 00:00:00
Daily Total Missed Call Time : 00:00:30
Required Input Parameters: Output values:
From Date Start Time,
To Date (Until) End Time,
User Calling Number,
Daily Report
yRep Contact / Company
Missed Call Time,
Daily total missed call time,
Total missed call time,
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Total number of missed calls,

*The values are grouped daily

3.3.15 Missed Calls (Outgoing) Per User
Report Description:

This report shows outgoing - range.

Missed Calls (Outgoing) - Per User Ry 01.8.2008
Until 05.8.2008
Print Date : 30.10.2008 14:05
Dep't AKL Business
User Daniel Veljjanoski - 73322
04.8.2008
Start Time End Time Missed Call Time
10:57:04 10:57:05 00:00:01
10:57:08 10:57:08 00:00:00
10:57:09 10:57:10 00:00:01
12:17:33 12:17:37 00:00:04
12:21:12 12:21:13 00:00:01
15:52:40 15:53:28 00:00:48
Daily Total Missed Call Time : 55 sec.
05.8.2008
Start Time End Time Missed Call Time
12:16:55 12:16:56 00:00:01
14:23:29 14:23:30 00:00:01
14:49:35 14:49:51 00:00:16
Daily Total Missed Call Time : 18 sec.

Total Missed Call Time :

00:01:13

Required Input Parameters:

Output values:
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From Date Start Time,

To Date (Until) End Time,
User Missed Call Time,
Daily Report

Daily total missed call time,

Total missed call time,

Total number of missed calls,

*The values are grouped daily

3.3.16 Missed Calls (Outgoing) Per User 2
Report Description:

This report shows outgoing - missed calls details for the specified user in the specified date
range (including called number details).

Feb 11, 2011

Start Time End Time Called Number Contact / Company Missed Call Time
10:23:18 AM 10:23:20 AM 450 00:00:02
10:25:16 AM 10:25:17 AM 450 00:00:01
10:25:19 AM 10:25:20 AM 771 Vinal Singh / Network 00:00:01
3:43:18 PM 3:43:32PM 067532707 00:00:14
Daily Total Missed Call Time : 00:00:18
Required Input Parameters: Output values:
From Date Start Time,
To Date (Until) End Time,
User Missed Call Time,

V3.3, 03/2024
OpenScape Business V3, Whitepaper: Contact Center reports

54




Daily Report

Called Number,

Contact / Company

Daily total missed call time,

Total missed call time,

Total number of missed calls,

*The values are grouped daily

3.3.17 Outgoing Calls (Free-Calls) Per User
Report Description:

This report shows outgoing - free calls details for the specified user in the specified date range.

V3.3, 03/2024

OpenScape Business V3, Whitepaper: Contact Center reports

55




Outgoing Calls (Free Calls) - Per User

Dep't

User

10.12.2007

18.2.2008

13.3.2008

AKL Business

From :

Daniel Veljjanoski - 73322

Start Time

08:00:07
08:11:37
08:12:29
08:17:39
Totals :

Start Time

16:08:06
Totals :

Start Time

08:04:51
08:05:38
Totals :

Total length of calls :

Total number of calls :

Until :
Print Date :

End Time Called Number
08:00:31 0800367321
08:12:06 0800843388
08:12:36 0800255241
08:23:35 0800843388

# of calls 4

End Time Called Number

16:08:47 0800800989
# of calls 1

End Time Called Number
08:05:26 0800835763
08:05:58 0800835763

# of calls 2

00:08:32

7

10.12.2007
13.3.2008

30.10.2008 14:08

Length of call

00:00:24
00:00:29
00:00:07
00:05:56
00:06:56

Length of call

00:00:41
00:00:41

Length of call

00:00:35
00:00:20
00:00:55

Required Input Parameters:

Output values:
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From Date

Start Time,

To Date (Until)

End Time,

User

Called Number,

Daily Report

Contact / Company

Length of call

Daily total number of calls

Daily total length of calls

Total number of calls

Total length of calls

*The values are grouped daily
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3.3.18 Outgoing Calls (International) Per User
Report Description:

This report shows outgoing - international calls details for the specified user in the specified date
range.

Jun 15, 2011
Start Time End Time Called Number Contact / Company Length of call
6:44:13 PM 6:44:25 PM 105 Nick / eTellicom 00:00:12
Totals : # of calls 1 00:00:12
Required Input Parameters: Output values:
From Date Start Time,
To Date (Until) End Time,
User Called Number,
Daily Report

Contact / Company

Length of call

Daily total number of calls

Daily total length of calls

Total number of calls

Total length of calls

*The values are grouped daily
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3.3.19 Outgoing Calls (Mobile-Cell) Per User
Report Description:

This report shows outgoing - mobile/cell details for the specified user in the specified date range.

Jul 31, 2011
Start Time End Time Called Number Contact / Company Length of call
1:14:19 PM 1:14:26 PM 101 Hugh 00:00:07
1:14:29 PM 1:14:31 PM 105 Nick / eTellicom 00:00:02
1:16:36 PM 1:16:37 PM 101 Hugh 00:00:01
Totals : #of calls 3 00:00:10

Required Input Parameters: Output values:

From Date Start Time,

To Date (Until) End Time,

User Called Number,

Daily Report

yRep Contact / Company

Length of call

Daily total number of calls

Daily total length of calls

Total number of calls

Total length of calls

*The values are grouped daily

3.3.20 Outgoing Calls (Other External Calls) Per User
Report Description:

This report shows outgoing - *other calls details for the specified user in the specified date range.

*other calls means not international, free, pay, mobile/cell and specific calls.

Jul 31, 2011
Start Time End Time Called Number Contact / Company Length of call
1:14:119PM 1:14:26 PM 101 Hugh 00:00:07
1:14:29 PM 1:14:31 PM 105 Nick / eTellicom 00:00:02
1:16:36 PM 1:16:37 PM 101 Hugh 00:00:01
Totals : #ofcalls3 00:00:10
Required Input Parameters: Output values:
From Date Start Time,
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To Date (Until) End Time,
User Called Number,
Daily Report

afly Repo Contact / Company

Length of call

Daily total number of calls

Daily total length of calls

Total number of calls

Total length of calls

*The values are grouped daily

3.3.21 Outgoing Calls (Pay-Calls) Per User
Report Description:

This report shows outgoing - pay calls details for the specified user in the specified date range.

Jul 31, 2011
Start Time End Time Called Number Contact / Company Length of call
1:14:19 PM 1:14:26 PM 101 Hugh 00:00:07
1:14:29 PM 1:14:31 PM 105 Nick / eTellicom 00:00:02
1:16:36 PM 1:16:37 PM 101 Hugh 00:00:01
Totals : #of calls 3 00:00:10

Required Input Parameters:

Output values:

From Date Start Time,

To Date (Until) End Time,

User Called Number,
Contact / Company

Daily Report

V3.3, 03/2024

Length of call

Daily total number of calls

Daily total length of calls

Total number of calls
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Total length of calls

*The values are grouped daily

3.3.22 Outgoing Calls (Specific Calls) Per User
Report Description:

This report shows outgoing - *specific calls details for the specified user in the specified date
range.

*outgoing specific calls means outgoing calls filtered by specific call number prefix

Jul 31, 2011
Start Time End Time Called Number Contact / Company Length of call
1:14:19PM 1:14:26 PM 101 Hugh 00:00:07
1:14:29 PM 1:14:31 PM 105 Nick / eTellicom 00:00:02
1:16:36 PM 1:16:37 PM 101 Hugh 00:00:01
Totals : # of calls 3 00:00:10

Required Input Parameters: Output values:

From Date Start Time,

To Date (Until) End Time,

User Called Number,

Daily Report

Contact / Company

Length of call

Daily total number of calls

Daily total length of calls

Total number of calls

Total length of calls

*The values are grouped daily

3.3.23 Outgoing Calls Per User
Report Description:

This report shows information about the outgoing calls for the specified user in the specified date
range.
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105 (Nick / eTellicom)
Jul 31, 2011
Start Time
1:14:29 PM

Totals :

End Time Length of call
1:14:31 PM 00:00:02
1 00:00:02

Required Input Parameters:

Output values:

From Date

Called Number,

To Date (Until)

Contact / Company

User Date of call,
Daily Report Start Time
End Time,

Length of call,

Daily total length of calls per called number

Daily total number of calls per called number

Total length of calls

Total number of calls

* The values are grouped daily per called numbers

3.3.24 Outgoing Calls Report — Group
Report Description:

This report shows information about all outgoing calls grouped by departments.

Required Input Parameters:

Output values:
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From Date Department,
To Date (Until) User,
Daily Report

atly Repo Extension,

Total number of calls per user,

Total ring time per user,
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Total talk time per user,

Total number of calls, ring time and talk time per
department.

* The values are grouped by departments
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3.3.25 Outgoing Calls Report Group —Summary
Report Description:

This report shows summary information about the outgoing calls per departments.

[ Qutgoing Calls Report - Group Summary |

From : 01.8.2008
Until : 20.8.2008

Print Date :  30.10.2008 14:22

Department Total number of calls Ring Time Talk Time
AKL Accounts 794 01:28:18 13:55:27
AKL Business 588 01:12:00 21:08:16

AKL P.M. 282 00:43:46 07:30:20
AKL Sales 878 02:05:14 26:41:54
AKL Service 1339 02:47:58 21:56:02
ALB Sales 386 00:39:46 08:08:03
WTN Sales 74 00:09:45 01:02:53
WTN Service 25 00:01:13 00:40:02
Totals 4366 09:08:00 101:02:57

Required Input Parameters:

Output values:

From Date

Department,

To Date (Until)

Total number of calls per department,

Daily Report

Total ring time per department,

Total talk time per department,

Total number of calls, total ring time and total talk
time (all departments).

3.3.26 Outgoing Calls Report — User
Report Description:

This report shows information about the outgoing calls for the specified user in the specified date

range.
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Jul 34, 2011

Start Time Called Number
1:14:19 PM 101
1:14:29 PM 105
1:16:36 PM 101

Totals 3

Contact / Company Ring Time
Hugh 00:00:07
Nick / eTellicom 00:00:02
Hugh 00:00:01

00:00:10

Talk Time
00:00:00
00:00:00
00:00:00
00:00:00

Required Input Parameters:

Output values:

From Date

Start Time,

To Date (Until)

CLI - Called number

User

Contact / Company

Daily Report

Ring Time,

Talk Time,

Daily total number of calls

Daily total ring time

Daily total talk time

Total number of calls

Total talk time

* The values are grouped daily

3.3.27 Outgoing Calls Report — User Summary
Report Description:

This report shows summary information about the outgoing calls per users.
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| Outgoing Calls Report - User Summary

From : 15.8.2008
Until : 20.8.2008

Print Date :  30.10.2008 14:25

User Extension Total number of calls Ring Time Talk Time

Basic Ph Demo Rm 70982 17 00:01:20 00:03:53
Brendon Jay 70957 12 00:01:37 00:08:28
Chris Sparkes 73307 9 00:01:12 00:34:27
Daniel Veljjanoski 73322 50 00:03:59 01:42:46
Darren Crombie 70978 4 00:00:10 00:02:26
Dennis Southern 70983 21 00:01:37 00:22:34
Don Hattaway 70987 24 00:02:47 01:20:07
Geoff Smith 70959 30 00:07:42 00:32:59
Gerry Dillen 73342 40 00:05:42 01:36:54
Matt Thomas 73303 43 00:08:21 01:14:47
Mavis Wang 73302 4 00:00:24 00:00:37
Mike Organ 73304 8 00:01:16 01:04:38
Myles Russell 73328 32 00:04:24 01:07:10
i’aul bwor 73(;24 32 00:06:01 00:58:13
Sales Office 73323 8 00:01:05 00:02:48
Tina Abbott 73331 34 00:04:28 00:38:24
Totals 1246 02:54:11 32:29:29

Required Input Parameters: Output values:

From Date User First name,

To Date (Until) User Surname,

Daily R rt
aily Repo User Extension,

Total number of calls per user,

Total ring time per user,

Total talk time per user,

Total number of calls, total ring time and total talk
time (all users ).
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3.4 REPORT TEMPLATES WITHIN THE GROUP ,,CALLS”

This category contains mostly Contact Center relevant reports, but some reports also contain common
UC calls related data. In general, the following clusters can be differentiated within this category:

*  Reports with detailed information about abandoned, answered calls.
Within the abandoned calls reports the parameter Abandoned Call Threshold is used as filter
parameter in order to eliminated early ,hang-ups” within the reporting in the following two reports:
- Abandoned Calls Statistics
- Abandoned Calls Statistics - Details and not in other reports showing
abandoned call information.
*  Within the Answered Call reports the alert time is the predominant parameter either per queue or
per agent.
* Journals for callbacks, open and missed calls, based on Start Time and / or Call ID
* Call Traffic reports for specific resources

Within the Call Traffic Reports break down of calls by direct or Contact Center calls and
direction and source (inbound / outbound) is done.

¢  Contact Center reports
Contact Center reports summarize the most important Contact Center resources and calls.

Report Description cc uc A

Abandoned Calls yes No yes

Statistics

This report represents details about the abandoned calls within
the queues in the specified time.

This report represents details about the abandoned calls within | yes No No
Abandoned Calls the queues in the specified time

Statistics — Details

Agent Callback Call ) , Yes No No
gent “aflback ta This report contains all Contact Center callback calls per
Attempts

selected queue reports and the associated outgoing calls of
the agents to the callback requestor.

This report represents the alert times of answered calls for yes No No

Answered Calls specified agent in the specified time.

Alert Times (By
Agent)

This report represents the alert times of answered calls for all
agents in the specified time.

N N
Answered Calls yes o} o

Alert Times (All
Agents)

This report represents the alert times of answered calls for yes No No
Answered Calls specified agent in the specified time.

Alert Times - Details

Yes No Yes

Answered Calls

This report presents details about the answered calls by

Statistics queues in the specified time.
. . o . . . yes No Yes
Answered Calls - | Displaying details including wrap up information for answered
(Wrap Up) calls in the specified time.
. . . . - yes No No
Callback Calls Displaying callback details for all calls in the specified
Report date/time range
Report Description cc uc A
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Call List open Reports all open calls grouped per Queue. Yes No No
Call List By Agent Call list for selected agent in the specified date/time range Yes No Yes
. Call list for selected queue in the specified date range yes No No
Call List By
Queue
Call Traffic All Call count (Contact Center calls, direct calls, outbound, yes No No
Agents-Per Hour . . .
Daily |anund) anc_j talk time by agents (for all available agents
having calls in the specified date range). The values are
grouped per users/agents, per hours and daily.
Call Traffic All yes No No
Agents-Per Hour Call count (Contact Center calls, direct calls, outbound,
Daily-Details inbound) and talk time (for cc calls, direct calls and all calls) by
agents, for all available agents having calls in the specified
date range. The values are grouped per
users/agents, per hours and daily. Difference with the report Call
Traffic All Agents-Per Hour Daily is that this report contains
additional columns (cc calls talk time and direct calls talk time)
Call Traffic All yes No No
Queues-Per Hour Call count (all calls, answered calls and abandoned calls) for
Daily all available queues-having calls in the specified date range.
The values are grouped per queue, per hours and daily.
Call Traffic All Number of calls, maximum queue time, minimum queue time yes No No
Queues-Queue and grade of service for all available queues-having calls in the
Time, GOS Per specified date range. The values are grouped per queue, per
Hour Daily hours and daily.
. yes No No
Call Traffic By Call count (all calls, answered calls and abandoned calls) for
Queue-Per Hour the selected queue and the specified date range. The values
Daily-Details are grouped per hours and daily.
Call Traffic One Call count (Contact Center calls, direct calls, outbound, yes No No
Agent-Per Hour inbound) and talk time for selected agent and the specified
Daily date range. The values are grouped per hours and daily.
Call Traffic One ) yes No No
Agent-Per Hour Call count (all calls, Contact Center calls, direct calls,
Daily-Details outb(_)und, inbound) anq talk time (cc calls talk time, direct calls
talk time and total talk time-for all calls) for selected agent and
the specified date range. The values are grouped per hours
and daily.
Difference with the report Call Traffic One Agent-Per Hour Daily is
that this report contains additional columns (cc calls talk time and
direct calls talk time)
Call Traffic One . . - . yes No No
. Number of calls, maximum queue time, minimum queue time
Queue-Queue Time, . .
GOS Per and grade of service for the selected queue and the §peC|f|ed
i date range. The values are grouped per hours and daily.
Hour Daily
Displaying call details (missed, answered and abandoned yes No ves
Contact Center Calls . .
calls) in the selected date/time range.
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Report Description cc uc A
Contact Center Yes No No
Calls — List for 'I_'his report contains all Contact Center calls within the selected
time.
Export
The report is primarily designed for file export and for data
processing by means of 3rd party applications.
The header line contains the content of the columns. The
footer line contains the EOF indication and some basic report
information. Each row between header and footer contains all
information about one specific Contact Center call, which is
available within the database.
Contact Center ) . ) yes No No
. This report contains the overview of the Contact Center. It
Overview . .
presents information about all calls (all calls, answered,
abandoned, other), and about average queue-, alert- and
talk-times of all queues and in total within the contacts
center within the specified time.
Number of calls (Total number of calls, answered and missed yes No No
Contact Center .
calls) by agents for the specified date range.
(Per Agents) -
Chart
Contact Cent es No No
ontact -en er' Number of calls (Total number of calls, answered and missed y
(Per Agents) - List . .
calls), percent of calls, average queue time and talk time by
agents for the specified date range.
Number of calls (Total number of calls, answered and missed yes No No
Contact Center calls) by queues for the specified date range
(Per Queues) - Chart
es No No
Number of calls (Total number of calls, answered and missed y
Contact Center . .
. calls), percent of calls, average queue time and talk time by
(Per Queues) — List o
queues for the specified date range.
Number of calls, average queue time, talk time and pickup time | yes No Yes
Contact Center T .
by queues for the specified date/time range.
Summary (All Call
Types)
Contact Center , . , yes No No
Number of calls, average queue time, talk time and pickup
Summary #2 . .
time, number of callback calls and queue time by queues for
the specified date range.
. . . yes No Yes
Contact Center Number of calls, average queue time, talk time and pickup
Summary time, number of callback calls and queue time of answered
Answered Calls calls by queues for the specified date range.
yes No No
Number of calls (Total number of calls, answered and
Contact Center . . .
. abandoned calls), average queue time; talk time and pickup
Summary - Details . o .
time by queues for the specified date/time range.
. - ) yes No No
Contact Center | Transferred call details by queues for the specified date/time
Transferred Calls range and the selected queues.
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Report Description cC uc A
1 ing Call es No No
neoming -a The report shows all incoming calls per agent grouped per day y
Report — Per . . L .
Acent together with the information in which queue the call was
gen answered and the source or destination queue in case that the
Contact Center call has been transferred from one queue to
another.
Incoming Call es No No
g The report shows all incoming calls per queue grouped per y
Report — Per . . . .
Q day and per queue together with the information which agent
ueue has answered the call and the source or destination queue in
case that the Contact Center call has been transferred from
one queue to another.
. . . . , - . yes No Yes
Missed Calls Report Displaying details for missed calls in the specified date/time
range.
Missed Calls yes No No
Summary (Per Displaying missed calls summary details (number of calls and
Agent) percent of all missed calls) per agents for calls in the specified
date/time range. (see attached image on the next page)
Missed Calls yes No Yes
Summary (Per Displaying missed calls summary details (number of calls and
Queues) percent of all missed calls) per agents for calls in the specified
date/time range, these details are grouped per queues. (see
attached image on the last page of this document)
Rej . . . . . Yes No No
gulclaue ejected This report contains all calls which were actively rejected by
alls the Contact Center due the” queue depth” settings within the
system.
Transferred Call es No No
ransterrec afls The report contains only calls which were internally transferred y
Report — Per g .
from one queue to another queue. The calls within this report
Agent . .
are grouped per agent. The report shows all incoming calls
grouped per agent per day together with the information in
which queue the call was answered and the source and
destination queue.
Transferred Calls . . . yes No No
The report contains only calls which were internally transferred
Report — Per
from one queue to another queue. The report shows all
Queue . . .
incoming calls grouped per queue and per day together with
the information which agent has answered the call and the
source and destination queue.
User-Agent related Yes No No
Report — List for
Export This report contains all calls of all users within the selected
time regardless users are agents or not.
In case that a user is an agent and has received a Contact
Center call, additional information like CC Call ID is presented.
The report is primarily designed for file export and for data
processing by means of 3rd party applications.
The header line contains the content of the columns. The
footer line contains the EOF indication and some basic report
information. Each row between header and footer contains all
information about a call of a user, which are
Report Description cc uc A
available within the database. One user call can be presented
multiple times.
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Whole of Life T it sh i . I q q yes No No
Report — Per e report shows all incoming calls per day, grouped per

queue, together with the information in which queue the call
Queue was processed, and which agent has answered the call.
Information about source or destination queue, in case that the
Contact Center call has been transferred from one queue to
another, is included as well.

Table 4 Reports of the group — Calls

How to use Calls reports.

For the calls report group a general handling advice cannot be given.

If an overview about the contact Center Call is required, the Contact Center Summary Reports can be
used. These reports provide information on queue base about all calls, answered and abandoned
calls. The totals about al queues represent all Contact Center calls.

If information about a specific call type of the Contact Center reports is required, the appropriate
statistic report should be used. E.g., answered, abandoned, open, missed calls report etc. User can
choose different break down level for these reports.

The Call Traffic reports should be used if information about call type incoming / outgoing /
inbound / outbound and Contact Center or direct calls are required. The call traffic reports
contain either information on agent or on queue base.

3.4.1 Abandoned Calls Statistics
Report Description:

This report represents details about the abandoned calls by queues.

Abandoned calls statistics From : 28.8.2008
Until : 10.9.2008
Print Date : 28.10.2008 09:46

Quaue Count % Max 31-60 sac. 61-90 sac. 91-120 sac. 121-300 sec. 300+ ssc.
harcioied || Chuslis of | Abandoned i of | ‘Abandonsd %of | Abadoried % Abandonsd %ol | Abandoned %
Time queue quaue of queus queue of quaue
Demo Sakes - 4 80.00% 21 0 0.00% 0 0.00% 0 0.00% 0 0.00% 0 0.00%
8376
Servics 37 6.83% a2 1 270% 1 270% 0 0.00% 0 0.00% 0 0.00%
Totals : a4 7.50% 83 1 2.44% 1 244% 0 0.00% 0 0.00% 0 0.00%

* Queue Time - The amount of time a caller has been waiting to get connected to an agent

Required Input Parameters:

Output values:

From Date

Queue,

Until (To Date)

Count,

Daily Report
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Abandoned % of Queue — number of abandoned
calls per queue and % of all abandoned calls for
that queue (per queue time: 0-30 sec. ,31-60 sec.,
61-90 sec., 91-120 sec., 121-300 sec., 300+ sec.)

Totals for the columns: Count, Max Queue Time,
and number of calls for all columns showing
Abandoned Calls per Queue Time interval

Average totals in percents for all columns
showing Abandoned Calls per Queue Time interval

* Queue Time - The amount of time a caller has
been waiting to get connected to an agent

3.4.2 Abandoned Calls Statistics — Detail
Report Description:

This report represents details about all abandoned calls into the selected date interval.

Abandoned Calls Statistic - Details From : Jul 22, 2012
Until : Aug 15, 2012
24/24 Print Date : Aug 15, 2012 12:54
PM
Call ID Arrived At Queue Queue Alert Gl Contact /
Time Time Company
186 Jul 26, 2012 4:15 PM  Service 7 0 100 100 Administrator
Smith
198 Jul 28,2012 11:13 AM  Finance 35 0 100 100 Administrator
Smith
200 Jul 29,2012 2:11 PM  Service 0 0 100 100 Administrator
Smith
Average Totals : 21.0 0.0

Required Input Parameters:

Output values:

From Date

Call ID,

Until (To Date)

Call arrived time,
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OpenScape Business V3, Whitepaper: Contact Center reports 72



Contact / Company

Customer Company,

Average pickup time,

Average queue time

3.4.3 Agent Callback Call Attempts
Report Description:

This report contains all Contact Center callback calls per selected queue reports and the associated
outgoing calls of the agents to the callback requestor.

The purpose of this report is to track the efforts to fulfill the callback requests and to track if the
callbacks were completed.

For this reason, this report contains not only the data of incoming Contact Center callback calls but also
the outgoing calls of agents, which are normally reported as “private” - non-Contact Center calls. Therefore,
a comparison between calls in this report and other pure Contact Center related reports should not be
done.

Note: Outgoing calls are only be associated to a callback if these calls are initiated out of the Pop-Up
Window for Callback processing by the agents. The end time for callback processing is set at the
moment when the agent marks the callback as completed within the Pop-Up window.

Agent Callback Call Attempts From 01/01/2015
Until 01/01/2016
Business hours only Print Date 18/01/2016 8:41 AM
CC Call ID Start Time Duration Agent Caliback Number Completed cu Attempts Queue Contact / Company
516 09/12720156:42PM 152255  Daniel V 1236547896 No 1004 1 Sales Sonya Valentine
Attempts Start Time Duration Agent Callback Number Answered Call ID
10/12/2015 1000 AM  00:05:13  Daniel V 2456489784 Yes 1
Totals : 1 1
517 09/12/20156:42PM 172750  Sonya Valentine 1236547896 No 1005 2 Saks Matthew Kellog
Attempts Start Time Duration Agent Callback Number Answered Call ID
1011272015 11:21 AM 00:00:29 Hugh Martin 56123123 No 9
1011272015 12:00 PM 00:09:51 Hugh Martin 2635878 Yes 2
Totals : 1 2
518 09/122015 6:44 PM 00:11:57 Sonya Valentine 1236547896 No 1005 0 Sales Matthew Kellog
519 15/122015 1:06 PM 00:04:17 Sonya Valentine 1236547896 Yes 1004 0 Sales Sonya Valentine
520 15122015106 PM 000454  Sonya Valentine 1236547896 Yes 1000 0 Sales Daniel V
Total number of calls : 5 Attempts : 3 Completed : 2

Within the report two nested tables per callback presents the data of the initial callback on one hand
and of the related outgoing calls on the other hand. Data with the table can have different meaning
even if the column header has the same name (see table below).

Required Input Output Columns Output Content
Parameters
From Date Main Table Data of the Callback request
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To Date (Until)

CCCall ID

Contact Center Call ID of the callback call

Queue

Start Time

Time when the callback call has entered the Contact Center

Time

Duration

Time interval from Start Time until the callback has been marked
by an agent as completed within the callback Pop-Up window.

Required Input
Parameters

Output Columns

Output Content

Dynamic Time
Intervals

Agent

Agent to whom the callback has been assigned first time

Callback Number

Phone number for the callback which was either transmitted on
the trunk line or which has been entered by the callback
requestor within the callback dialog

Completed Indication if the call has been marked as completed or not.

CLI Phone number of the caller

Attempts

P Number of callback attempts by agents until callback has been

marked as completed or until report creation

Queue Queue which has received the callback

Contact / Company
Caller Identification within the directories of the Contact Center

Sub Table Data of the associated outgoing calls (Attempts)

Start Time Time when the agent initiated the call

Duration Time interval from start time until call was terminated.

Agent Name of the agent who initiated the call

Callback Number

Called number

Answered L . .
Indication if the agent was connected with the called
destination. (Note: this does not necessarily mean that the
callback call was completed)

Call ID . i . o
Call ID of the outgoing call within the call history. (Note: this is not
the Contact Center Call ID)

Last row Contains the totals of specific data of the report
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Total number of Callback Calls
Total Number of !
Calls
Attempts Total number of associated outgoing calls
Competed Total number of callback calls marked as “completed”

3.4.4 Answered Calls Alert Times
Report Description:

This report represents the alert times of answered calls for specified agent in the selected date range.

Alert Time Of Answered Calls (By Agent) From; 27.1.2008
Business hours only Until = 27.10.2008
Print Date : 27.10.2008 14:55
Dep't
User John Fish - 2000
8
7
6
8
4
3
2
1
0
,‘53'
&
Date of Call Alert Time % of Total Alert Time
28.5.2008 00:00:03 30.00 %
29.5.2008 00:00:07 70.00 %
Totals : 00:00:10 100%
* Agent Phone Alerting Time - Waiting time until the callis answered
Required Input Parameters: Output values:
From Date Day,
Until (To Date) Alert time (call pickup time) - daily,
Agent % of total alert time - daily,
Business hours only Total alert time
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Daily Report

Format: Axis label:

Tabl hi
able & Graphic Horizontal: Days

Vertical: Alert time (call pickup time) in seconds

3.4.5 Answered Calls Alert Times (All Agents)
Report Description:

This report represents the alert times of answered calls for all agents in the selected date range.

Alert Times Of Answered Calls From : 28.8.2008
Business hours only Until : 10.9.2008
Print Date : 28.10.2008 09:49
as,ums
4234%

Agent Alert Time % of Total Alert Time

Chris Sparkes 00:00:15 0.76 %
Chris Turuwhenua 00:02:39 8.01 %
Mark W hitfield 00:00:13 0.66 %
Service Desk Il 00:00:10 0.50 %
Mary Ataata 00:15:34 47.08 %
Tezma Winterstein 00:14:10 42.84 %
Operator Demo Rm 00:00:03 0.15%
Total Alert Time : 00:33:04

* Agent Phone Alerting Time - Waiting time until the callis answered

Required Input Parameters: Output values:
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From Date Agent,

Until (To Date) Alert time (call pickup time) - by agent,
Business hours only % of total alert time - by agent,

Daily Report Total alert time

Format: Axis label:

Tabl hi
able & Graphic Horizontal: Agents

Vertical: Alert time (call pickup time) in seconds

3.4.6 Answered Calls Alert Times (By Agent) — Details
Report Description:

This report represents the alert times of answered calls for specified agent in the selected date range.

Alert Time Of Answered Calls (By Agent) - Fiom.: 27.5.2008
Details Until - 27.10.2008
Business hours only Print Date : 27.10.2008 14:59
Dep't
Dep't John Fish - 2000
28.5.2008
Time Of Call End of call waiting Alert Time
16:45:11 16:45:11 00:00:03
Total Alert Time : 00:00:03
29.5.2008
Time Of Call End of call waiting Alert Time
11:56:31 11:56:31 00:00:04
12:07:28 12:07:28 00:00:03
Total Alert Time : 00:00:07
Total Alert Time Of Answered Calls : 00:00:10

* End of Call Waiting - Time when the call is answered

Required Input Parameters: Output values:

From Date Time of call,

Until (To Date)
End of call waiting — time when the call is answered,

Agent Alert time (call pickup time)
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Business hours only

Daily total alert time,

Daily Report

Total alert time
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3.4.7 Answered Calls Statistics
Report Description:

This report represents details about the answered calls by queues.

Answered calls statistics Fyom 27.5.2008
Until : 27.10.2008
Print Date : 27.10.2008 15:00

Quaue Count % Mo 0-30 sec. 31-60 gec. 81-90 sac, 91-120sec. 121-300 sec. 300+ sac.
Quewe A d % of B d 9 of - d%of A d%of A d % of A d % of
d Time queus queus queue queus quaue queus
Sales Queue 3 57.90% s 3 10000 0 0.00% 0 0.00% 0 0.00% 0 0.00% 0 0.00%
%
Totals : 3 37.50% 5 3 100.00% 0 0.00% 0 0.00% 0 0.00% 0 0.00% 0 0.00%

* Queue Time - The amount of ime a caller has been waiting to get connected to an agent

Required Input Parameters:

Output values:

From Date

Queue,

Until (To Date)

Count,

From Time

% answered,

To Time

Max Queue Time,

Daily Report

Answered % of Queue — number of answered calls
per queue and % of all answered calls for that queue
(per queue time: 0-30 sec. ,31-60 sec., 61-90 sec.,
91-120 sec., 121-300 sec., 300+ sec.)

Totals for the columns: Count, Max Queue Time and
number of calls for all columns showing Answered
Calls per Queue Time interval

Average totals in percents for all columns showing
Answered Calls per Queue Time interval

* Queue Time - The amount of time a caller has been
waiting to get connected to an agent

3.4.8
Report Description:

Answered Calls — Wrap Up Information

Displaying details including wrap up information for answered calls in the specified date range for the

selected queues.
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Answered Calls From : Jul 25,2012 12:00:00 AM

Until Jul 25,2012 11:59:00 PM
(Wrap up) _ ,
24124 Print Date : Aug 15, 2012 12:57 PM
Sales
2012-07-25 (Sales)
Call D Arrived At  Agent Wrap up Calling Number Contact / Company
178 3:57:31PM 101 Kurze Pause 100 100 Administrator
Smith
Total humber of calls : 1
Required Input Parameters: Output values:
From Date Call ID,
Until (To Date) Arrived At,
From Time Queue,
To Time Agent login,
Queues (Multiple Queue selection) Wrap up,
Business hours only CLI - calling number
Daily Report .
yRep Daily total number of calls
* The values are grouped daily
3.4.9 Callback Calls Report

Report Description:

Displaying callback details for all calls in the specified date/time range for the selected queues.
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Callback Calls From : Jul 1, 2012 12:00:00 AM
24124 Until - Aug 15,2012 11:59:00 PM
Print Date : Aug 15, 2012 12:59 PM

Finance

2012-07-28 (Finance)

Time Of Call call ID cL Contact / Company Agent Callback Number
10-00:06 AM 196 100 100 Administrator 103 Agent Dubois 100
Smith
Total number of calls : 1

Totals (Finance) : 1

Total number of calls : 1

Required Input Parameters: Output values:

From Date Call Date,

Until (To Date) Queue Name,

From Time Time of Call,

To Time Call ID,

Queues (Multiple queue selection) CLI - calling number
Business hours only (else 24/24) Contact / Company
Daily Report Agent,

Callback Number

Daily total number of callback calls by queue

Daily total number of callback calls (all queues)

Total number of callback calls

*The values are grouped by queues and daily.

3.4.10 Call List Open (per Queue)
Report Description:

Reports all open calls e-mail and faxes grouped per Queue.
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Call List Open From : Aug 16, 2012
Until : Aug 16, 2012
Print Date : Aug 16, 2012 8:52 AM
399 Customer Care
Call ID Start Time CcLl Contact Company
6051 Aug 16, 2012 8:48 AM homer.simpson@ Homer Simpson Familie
dewitsga2.
wit.siemen****
6052 Aug 16, 2012 8:49 AM bart.simpson@ Bart Simpson Familie

6053 Aug 16, 2012 8:50 AM
Totals :

Total number of calls : 3

dewitsga2.
wit.siemen****

+4923026673**** Howard Wolowitz

CIT Passadena
3

Required Input Parameters:

Output values:

From Date Call ID
Until (To Date) Start Time
Daily R

aily Report CLI

Contact (caller name)

Company (caller company)

Total number of calls per queue and for all
available queues

3.4.11 Call List By Agent
Report Description:

Call list for selected agent in the specified date/time range
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Calls List By Agent

Business hours only

Dep't
User John Fish - 2000
Start Time End Time
28.52008 16:45 28.52008 16:45
29.5.2008 11:56 29.5.2008 1156
20.5.2008 12:07 20.5.2008 1207
Totals :

Queue

Sales Queve

Sales Queve

Sales Queue

#ofcalls:3

From : 28.4.2008

Until : 27.10.2008
Print Date : 27.10.2008 15:17
Queue Time Talk Time cul GOS
00:00:03 000021 2003 75 %
00:00:05 00:00:03 2003 100 %
00:00:04 00:00:01 2003 50 %
00:00:12 00:00:25

* Queue Time - The amount of time a caller has been waiting 1o get connected to an agent

Required Input Parameters:

Output values:

From Date,

Start Time,

Until (To Date),

End Time,

From Time Queue Name,
To Time, Queue Time,
Agent, Talk Time,

Business hours only,

CLI - Calling number

Daily Report

Contact / Company

Grade of service

Total number of calls,

Total Queue Time,

Total talk time,

* Queue Time - The amount of time a caller has been
waiting to get connected to an agent

3.4.12 Call List By Queue
Report Description:

Call list for selected queue in the specified date range.
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Calls List By Queue Poms 28.4.2008
Business hours only Until : 27.10.2008
Print Date 27.10.2008 15:18
Queue : SALES QUEUE
Start Time End Time Agent Queue Time Talk Time CLI GOS
28.5,2008 16:45 28,5.2008 16:45 John Fish 00:00:03 00:00:21 2003 75 %
29.5.2008 11:56 29.5.2008 11:56 John Fish 00:00:05 00:00:03 2003 100 %
29.5.2008 1207 29.5.2008 12:07 John Fish 00:00:04 00:00:01 2003 50 %
Totals : #ofcalls:3 00:00:12 00:00:25

* Queue Time - The amount of time a caller has been waiting to get connected to an agent

Required Input Parameters:

Output values:

From Date, Start Time,
Until (To Date), End Time,
Queue, Agent,
Business hours only, Queue Time,
Daily Report Talk Time,

CLI - Calling number

Contact / Company

Grade of service

Total number of calls,

Total Queue Time,

Total talk time,

* Queue Time - The amount of time a caller has been

waiting to get connected to an agent

3.4.13 Call Traffic All Agents-Per Hour Daily

Count of calls (call center calls, direct calls, outbound, inbound) and talk time by agents (for all

selected agents having calls in the specified date range) The values are grouped per

users/agents, per hours and daily.
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Call Traffic All Agents Per Hour Daily From : 04/11/2009

Until : 09/11/2009
Print Date : 18/02/2010 1:33 PM
4 November 2009
Berta 11
Time CC Calls Direct Calls Outbound Inbound All calls Talk Time
13:00 - 14:00 1 0 0 1 1 00:00:00
Totals : 1 0 0 1 1 00:00:00
Delta 13
Time CC Calls Direct Calls Outbound Inbound All calls Talk Time
13:00 - 14:00 0 1 1 0 1 00:00:02
Totals : 0 1 1 0 1 00:00:02
5 November 2009
Cesar 12
Time CC Calls Direct Calls Outbound Inbound All calls Talk Time
14:00 - 15:00 0 1 1 0 1 00:00:16
Totals : 0 1 1 0 1 00:00:16
CC Calls Direct Calls Outbound Inbound All calls Talk Time
Grand Totals : 10 94 3 73 104 00:35:17
Required Input Parameters: Output values
From Date Day
To Date (Until) User/Agent
Agents (Multiple agent selection) Time — Hourly interval (Ex: 09:00-10:00)
Daily Report
yRep CC Calls (number of Contact Center calls)
Direct Calls (number of direct calls)
Inbound Calls (number of inbound/incoming calls)
Qutbound Calls (number of outbound/outgoing calls)
All Calls (number of all calls = cc calls + direct calls)
Required Input Parameters: Output values
Talk time-All Calls (Total Talk time for the specified hourly interval)
Daily Totals and Grand Totals (CC Calls, Direct Calls, Inbound,
Qutbound, All Calls, Talk Time)

3.4.14 Call Traffic All Agents-Per Hour Daily-Details
Count of calls (call center calls, direct calls, outbound, inbound) and talk time (for cc calls, direct calls
and all calls) by agents, for all available agents having calls in the specified date range.
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The values are grouped per users/agents, per hours and daily.

Difference with the report Call Traffic All Agents-Per Hour Daily is that this report contains additional columns ( cc
calls talk time and direct calls talk time)

Call Traffic All Agents-Per Hour Daily- From : 05/11/2009
Details Until : 09/11/2009
Print Date : 18/02/2010 1:18 PM

5 November 2009

Cesar 12
CC Calls Direct Calls All calls
Time Number of Talk Time Numberof Talk Time Outbound Inbound Numberof Talk Time
Calls Calls Calls
14:00 - 15:00 0 00:00:00 1 00:00:16 1 0 1 00:00:16
Totals : 0 00:00:00 1 00:00:16 1 0 1 00:00:16
9 November 2009
Albert 10
CC Calls Direct Calls All calls
Time Numberof Talk Time Numberof Talk Time Outbound Inbound Numberof Talk Time
Calls Calls Calls
8:00 - 9:00 0 00:00:00 1 00:00:00 0 1 1 00:00:00
15:00 - 16:00 0 00:00:00 3 00:00:08 0 3 3 00:00:08
16:00 - 17:00 0 00:00:00 4 00:00:05 0 4 4 00:00:05
Totals : 0 00:00:00 8 00:00:13 0 8 8 00:00:13
CC Calls Direct Calls All calls
Number of Talk Time  Number of Talk Time Outbound Inbound Number of Talk Time
Calls Calls Calls
Grand 9 00:12:48 93 00:22:27 30 72 102 00:35:15
Totals :
Required Input Parameters: Output values
From Date Day
To Date (Until) User/Agent

Agents (Multiple agent selection) Time — Hourly interval (Ex:

09:00-10:00)

Daily Report CC Calls

(number of Contact Center calls)

Talk time-CC Calls
(CC Calls Total Talk time for the specified hourly interval)
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Direct Calls
(number of direct calls)

Talk time-Direct Calls
(Direct Calls Total Talk time for the specified hourly
interval)

Inbound Calls
(number of inbound/incoming calls)

Outbound Calls
(number of outbound/outgoing calls)

All Calls
(number of all calls = cc calls + direct calls)

Talk time-All Calls
(Total Talk time for the specified hourly interval)

Daily Totals and Grand Totals (CC Calls, Direct
Calls, Inbound, Outbound, All Calls and Talk Time of
CC Calls, Direct Calls and All Calls)

3.4.15 Call Traffic All Queues-Per Hour Daily

Count of calls (all calls, answered calls and abandoned calls) for all available queues-having calls in
the specified date range. The values are grouped per queue, per hours and daily.
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Contact Center - Hourly Traffic by
Queue #3

From :

Sep 20, 2008
Until : Sep 29, 2008

Print Date : Jan 28, 2010 8:12 PM

September 26, 2008

SALES

Time All Calls
13:00 - 14:00
14,00 - 15:00
16:00 - 17:00

Totals :

September 29, 2008

SALES

Time All Calls
9:00 - 10:00

Totals :

Service

Time All Calis
10:00 - 11:00
17:00 - 18:00
9:00 - 10:00

Totals :

All Calls
Grand Totals : 18

©® = & b

[ TR NS,

Answered Calls Abandoned Calls

& 2N e
» O B W

Answered Calls Abandoned Calls

Answered Calls Abandoned Calls

o B~ B e
- O O O

Abandoned Calls
12 5

Answered Calls

Required Input Parameters:

Output values

From Date

Day

To Date (Until)

Queue

Queues (Multiple queue selection)

Time — Hourly interval (Ex: 09:00-10:00)

Daily Report

All Calls
(Number of calls per hour daily)

Answered Calls
(Number of answered calls...)

Required Input Parameters:

Output values

Abandoned Calls
(Number of abandoned calls...)

Daily Totals per Queue and Grand Totals (All Calls,
Answered Calls and Abandoned Calls)
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3.4.16 Call Traffic All Queues-Queue Time, GOS Per Hour Daily
Number of calls, maximum queue time, minimum queue time and grade of service for all available

gueues-having calls in the specified date range. The values are grouped per queue, per hours and
daily.

Contact Center - Hourly Traffic by From 01/01/2007
Queue #5 Untd 01/01/2010
Print Date : 09/02/2010 2:14 PM
28 October 2009
Queue 21
Time Al Calis Max Queue Time Min Queue Time GOS
13:00 - 14:00 1 26 26 80.0
14:00 - 1500 2 1062 0.0
15:00 - 16:00 3 1058 3 66.7
17:00 - 18:00 1 2 100.0
Totals : 7 537.0 9.5 61.7
Queue 22
Time All Calls Max Queue Time Min Queue Time GOS
15:00 - 16:00 326 66.7
16:00 - 17:00 9 75.0
Totals : 10 167.5 0.0 70.8
29 October 2009
Queue 22
Time All Calls Max Queue Time Min Queue Time GOS
8:00 - 9:00 2 5485 85 0.0
9:00 - 10:00 2 a5 a7 0.0
10:00 - 11:00 22 981 2 0.0
Totals : 26 2183.7 447 0.0

Required Input Parameters: Output values

From Date Day

To Date (Until) Queue

Queue Time - Hourly interval (Ex:
09:00-10:00)

Queues (Multiple queue selection) All Calls

(Number of calls per hour daily)

Daily Report
fly Rep Max Queue Time

(Maximum queue time in seconds...)

Min Queue Time

(Minimum queue time in seconds...)
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GOSs

(Grade of service...)

Daily Totals per Queue (Number of calls, Average
maximum queue time, Average minimum queue
time, Average grade of service)

Grand Totals-All Queues (Number of calls, Max
Queue Time, Min Queue Time, Average GOS)

3.4.17 Call Traffic By Queue Per Hour Daily (Details)

Count of calls (all calls, answered calls and abandoned calls) for the selected queue and the specified

date range. The values are grouped per hours and daily.

Contact Center - Hourly Traffic by
Queue #2

Queue :
SALES

From : Sep 20, 2008
Until : Oct 1, 2008
Print Date : Jan 28, 2010 8:09 PM

September 26, 2008
Time All Calls
13:00 - 14:00
14:00 - 15:00
16:00 - 17:00
Totals :

September 29, 2008
Time All Calls
9:00 - 10:00

Totals :

All Calls
Grand Totals : 12

©© = &~ b

Answered Calls Abandoned Calls

A BN e
& O P W

Answered Calls Abandoned Calls

Answered Calls Abandoned Calls

6 5

Required Input Parameters:

Output values

From Date

Day

To Date (Until)

Time — Hourly interval (Ex:

09:00-10:00)
Queue All Calls

(Number of calls per hour daily)
Daily Report

Answered Calls
(Number of answered calls...)

Answered Calls
(Number of answered calls...)
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3.4.18 Call Traffic One Agent-Per Hour Daily
Count of calls (call center calls, direct calls, outbound, inbound) and talk time for selected agent and
the specified date range. The values are grouped per hours and daily.

Call Traffic One Agent Per Hour Daily From : 05/11/2009
Until : 12/11/2009
Print Date : 18/02/2010 1:40 PM
User : Cesar 12
Dep't: Sales
E-mail : danielveljanoski@gmail.com

5 November 2009

Time CC Calls Direct Calls Outbound Inbound All calls Talk Time
14:00 - 15:00 0 1 1 0 1 00:00:16
Totals : 0 1 1 0 1 00:00:16

9 November 2009

Time CC Calls Direct Calls Outbound Inbound Al calls Talk Time
10:00 - 11:00 0 4 4 0 4 00:02:15
13:00 - 14:00 0 8 0 8 8  00:00:27
14:00 - 15:00 0 2 1 1 2 00:00:56
15:00 - 16:00 0 15 5 10 15 00:08:18
16:00 - 17:00 4 10 7 7 14 00:01:25
Totals : 4 39 17 26 43 00:13:21
CC Calls Direct Calls Outbound Inbound All calls Talk Time
Grand Totals : 28 94 50 72 122 00:24:04
Required Input Parameters: Output values
From Date Agent details {first name, surname e-mail and department}
To Date (Until) Time — Hourly interval (Ex: 09:00-10:00)
Agent CC Calls (number of Contact Center calls)

Daily Report
yRep Direct Calls (number of direct calls)

Inbound Calls (number of inbound/incoming calls)

Outbound Calls (number of outbound/outgoing calls)

All Calls (number of all calls = cc calls + direct calls)

Talk times (Total Talk time for the specified hourly interval)
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Daily Totals and Grand Totals (CC Calls, Direct Calls, Inbound,
Qutbound, All Calls, Talk Time)

3.4.19 Call Traffic One Agent-Per Hour Daily-Details
Count of calls (all calls, call center calls, direct calls, outbound, inbound) and talk time (cc calls talk time,
direct calls talk time and total talk time-for all calls) for selected agent and the specified date range.

The values are grouped per hours and daily.

Difference with the report Call Traffic One Agent-Per Hour Daily is that this report contains additional columns (cc
calls talk time and direct calls talk time)

Call Traffic One Agent Per Hour Daily- From : 05/11/2009
Details Until : 11/11/2009
Print Date : 18/02/2010 1:37 PM
User : Cesar 12
Dep't : Sales
E-mail : danielveljanoski@gmail.com
5 November 2009
CC Calls Direct Calls All calls
Time Number of Talk Time Numberof Talk Time Outbound Inbound Numberof Talk Time
Calls Calls Calls
14:00 - 15:00 0 00:00:00 1 00:00:16 1 0 1 00:00:16
Totals : 0 00:00:00 1 00:00:16 1 0 1 00:00:16
9 November 2009
CC Calls Direct Calls All calls
Time Number of Talk Time Numberof TalkTime Outbound Inbound Numberof Talk Time
Calls Calls Calls
10:00 - 11:00 0 00:00:00 4 00:02:15 4 0 4 00:02:15
13:00 - 14:00 0 00:00:00 8 00:00:27 0 8 8 00:00:27
14:00 - 15:00 0 00:00:00 2 00:00:58 1 1 2 00:00:56
15:00 - 16:00 0 00:00:00 15 00:08:18 5 10 15  00:08:18
16:00 - 17:00 4 00:00:00 10 00:01:25 7 7 14 00:01:25
Totals : 4 00:00:00 39 00:13:21 17 26 43 00:13:21
CC Calls Direct Calls All calls
Numberof  Talk Time  Number of Talk Time Outbound Inbound Number of Talk Time
Calls Calls Calls
Grand 24 00:01:33 92 00:21:04 49 67 116 00:22:37
Totals :

Required Input Parameters:

Output values

From Date

Specified Agent details {first name, surname email

and department}

To Date (Until)

Time - Hourly
09:00-10:00)

interval (Ex:

Required Input Parameters:

Output values
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Agent CC Calls

(number of Contact Center calls)

Daily Report
Talk time-CC Calls
(CC Calls Total Talk time for the specified hourly interval)

Direct Calls
(number of direct calls)

Talk time-Direct Calls
(Direct Calls Total Talk time for the specified hourly
interval)

Inbound Calls
(number of inbound/incoming calls)

Outbound Calls
(number of outbound/outgoing calls)

All Calls
(number of all calls = cc calls + direct calls)

Talk time-All Calls
(Total Talk time for the specified hourly interval)

Daily Totals and Grand Totals (CC Calls, Direct Calls,
Inbound, Outbound, All Calls and Talk Time of CC
Calls, Direct Calls and All Calls)

3.4.20 Call Traffic One Queue - Queue Time, GOS Per Hour Daily
Report Description:

Number of calls, maximum queue time, minimum queue time and grade of service for the selected
gueue and the specified date range. The values are grouped per hours and daily.
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Contact Center - Hourly Traffic by
Queue #4

Queue :
QUEUE 21

From : 07/11/2009
Until : 10/11/2009
Print Date : 09/02/2010 2:03 PM

9 November 2009

Time All Calls Max Queue Time Min Queue Time GOS
13:00 - 14:00 5 11 3 78.0
14:00 - 15:00 1 5 5 100.0
15:00 - 16:00 2 9 5 100.0
16:00 - 17:00 3 6 2 100.0
Totals : 1 7.8 3.8 94.5
10 November 2009
Time All Calls Max Queue Time Min Queue Time GOS
8:00 - 9:00 3 5 3 66.7
11:00 - 12:00 2 29 19 85.0
12:00 - 13:00 19 17 4 253
13:00 - 14:00 4 6 4 75.0
14:00 - 15:00 1 3 3 100.0
15:00 - 16:00 1 2 2 100.0
16:00 - 17:00 1 57 57 50.0
17:00 - 18:00 5 62 2 86.0
Totals : 36 226 1.8 73.5
All Calls Max Queue Time Min Queue Time GOS
Grand Totals : 47 62 2 60

Required Input Parameters:

Output values

From Date

Day

To Date (Until)

Time — Hourly interval (Ex:

V3.3, 03/2024

09:00-10:00)
ueue
Q All Calls
(Number of calls per hour daily)
Daily Report

Max Queue Time
(Maximum queue time in seconds...)

Min Queue Time

(Minimum queue time in seconds...)

GOS

(Grade of service...)
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Daily Totals (Number of calls, Average maximum
queue time, Average minimum queue time, Average
grade of service)

Grand Totals (Number of calls, Max Queue Time,
Min Queue Time, Average GOS)

3.4.21 Contact Center Calls

This report merges agent and queue resources. Missed call of an agent cannot be set equal to
abandoned call of a queue. The report does not comply with the most reports of the reporting as within
this report a kind of call tracking is implemented.

Report Description:

Displaying call details (missed, answered, and abandoned calls) in the selected date/time range.

Contact Center Calls From : Jul 28,2012 12:00:00 AM
(All Calls) Until : Jul 28,2012 11:59:00 PM
24124 .
Print Date : Aug 15, 2012 1:03 PM
Missed Calls
Call ID Arrived At Agent Queue Missed Call CLI Contact / Company
Time (sec.)
195 Jul 28, 2012 9:48 AM 103 Finance 35 100 100 Administrator
Smith
198 Jul 28,2012 11:13 AM 103 Finance 32 100 100 Administrator
Smith
198 Jul 28,2012 11:13 AM 102 Finance 9 100 100 Administrator
Smith
Average Totals : 253 #3
Abandoned Calls
Call ID Arrived At Queue Queue Time CLI Contact / Company
(sec.)
198 Jul 28, 2012 11:13 AM  Finance 35 100 100 Administrator Smith
Average Totals : 35.0 #1

Answered Calls

Jul 28, 2012
Call ID Arrived At  Queue Agent Queue Talk Time  Alert Time cu Contact /
Time (sec.) (sec.) (sec.) Company
194 9:46:31 AM  Finance 103 5 20 5 100 100 Administrator
Smith
195 9:48:03 AM Finance 102 23 18 3 100 100 Administrator
Smith
196 10:00:06 AM Finance 103 933 83 10 100 100 Administrator
Smith
Average Totals : 320.3 40.3 6.0 #3
Required Input Parameters: Output values:
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From Date

--Missed Calls

Call ID, Arrived At, Agent, Queue, Missed Call Time
(sec.), CLI - calling number, Contact / Company,
Average missed call time (sec.), Total number of
missed calls.

Until (To Date)

--Abandoned Calls

Call ID, Arrived At, Queue, Queue Time (sec.), CLI -
calling number, Contact / Company

Average queue time (sec.), Total number of
abandoned calls.

From Time

--Answered Calls

Call ID, Arrived At, Queue, Agent, Queue Time (sec.),
Talk Time (sec,), Pickup Time (sec.) CLI - calling
number, Contact / Company

Average queue time (sec.), Average talk time (sec.),
Average pickup time (sec.)

Total number of answered calls.

To Time

Business hours only (else 24/24)

Daily Report

3.4.22 Contact Center Calls — List for Export
This report is Contact Center relevant.

Report Description:

This report contains all Contact Center call within the selected time.

The report is primarily designed for file export and for data processing by means of 3" party

applications.

The header line contains the content of the columns. The footer line contains the EOF indication and
some basic report information. Each row between header and footer contains all information about one
specific Contact Center call, which are available within the database.

A Contact Center call is clearly identified by the Call ID. Each Call ID is reported only once within this

report.

The values shown in the report are the value for the queue which has handled the call. In case that a
gueue overflow happened, only the values of the last queue are shown.

The value *---" indicates that no information is available in the database for this specific parameter
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CalliD  Media Start Time End Time Called Queue  Processedin  Call call anse | Queie Alen Tak  GOS cu Customer ID Contact Company Wrap up
Queue Status Status Number Time Time Time
Detail Callback
Number

28 Voce  Aug22016143PM  Aug2. 2016 1L43PM Sales Senice Apardoned  — - - Primary 2 0 0 0 33388 = Wiaifgang Menn = =
29 Voce  Aug2. 2016146PM  Aug2, 2016 1:47PM Sales Answered - - - Primary [ 5 2 100 33388 - ‘Woifgang Menn - -
260 Voce  Aug2 2016211PM  Aug2 2016213PM Sales Sales Answered - - Agent 94201 Primary 5 4 61 100 33388 = ‘Woitgang Menn. - -
261 Voice Aug3.2016 145PM  Aug 3, 2016 1:47 PM Sales Sales Answered - - Agent 04201 Primary 8 9 z 100 33388 - User 33388 - -
262 Voice Aug3.2016157PM  Aug 3, 2016 157 PM Sales Service ‘Abandoned - - - Primary 7 0 0 0 33388 - User 33388 - -
263 Voice Aug3.2016150PM  Aug 3, 2016 202 PM Sales Saes Answered — - Agent 04201 Primary 7 16 82 100 33388 - User 33388 - =
68 Voice Aug3.2016203PM  Aug 3. 2016 204 PM Sales Sales. Answersd - - Agent 94201 Primary 8 1 46 100 33388 = User 33388 = o=
265 Voice Aug3.2016205PM  Aug 3. 2016 206 PM Sales Sales Answered - - Agent 04201 Primary 3 18 5 100 33388 - User 33388 - -
266 Voce  Aug3.2016207PM  Aug3, 2016207 PM Sales Sales Answered - - Agent 94201 Primary 4 ° 19 100 33288 = User 33388 = =
267 Voce Aug3. 2016 208PM  Aug3,2016 210 PM Sales Sales Answered - - Agent 04201 Primary 7 3 61 100 33388 - User 33388 - -
268 Voce  Aug3.2016212PM  Aug3 2016 213PM Sales Sales Answered - - Agent 04201 Primary 12 10 un 100 33288 - User 33388 - -
260 Voice Aug3.2016342PM  Aug3, 2016 345PM Sales Sales Answered - - Agent 04201 Primary 16 6 102 100 33388 - User 33388 - -
0 Voice Aug3.2016426PM  Aug 3. 2016428 PM Sales Sales Answered - - Agent 04201 Primary u 3 67 100 33388 - User 33388 - -
m Voice Aug3.20164:43PM  Aug 3. 2016 4:44 PM Sales Sales Answered - - Agent Q4201 Primary 9 3 26 100 33388 - User 33388 - -
m Voice Aug3. 2016 444PM  Aug3 2016 4:45PM Sales. Sales Answered — - Agent 04201 Primary - 2 2 100 33388 — User 33388 _ -
ricl Voice Aug3 2016451PM  Aug 3, 2016 452 PM Sales. Sales Answered - —_ Agent 94201 Primary 9 14 2 100 33388 = User 33388 = e

EOF Report Name : Contact Center Calls - List for Export From : 2016-08-01 00:00:00 Until : 2016-08-03 23:59:00 Aug 11, 2016 2:45PM

. Output Columns Output Content

Required Input

Parameters:

From Date Call ID Contact Center Call ID

To Date (Until) Media This column indicates which contact media has been used

“Voice”, "Fax” or “E-Mail”

From Time Start Time CC call begin time

To Time End Time CC call end time

Dynamic Time Called Queue

Intervals Name of the Queue which entered the Contact Center Call first

P di
rocessed in Queue Name of the Queue in which the Contact Center Call has been

processed.

Call Status Indication how the CC call has been processed e.g., “answered”,”

abandoned” or “transferred”

Call Status Deta Detail information about the Call Status. For answered Call e.g.,

“Call Back” If no details available, then “---“

Transfer- / Callback
In case that a callback has been processed the Callback Number

Number has to be output. In case of a transfer the internal /
external target number should be output

Agent Name of the Agent who answered the call

Agent Detail Detailed information about Agent e.g. “primary”, “overflow”

Queue Time Time call has been in in queue

Alert Time Time call has been alerted at agent’s phone

Talk Time Talk Time when call is connected

Grade of Service Grade of service as computed by the CC
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CLI / e-mail Adr. Phone / Fax Number or e-Mail Address of the Caller / Sender

Custi ID
ustomer Customer ID as stored within the external directory or LDAP
directory of the UC Suite
Contact Firstname Contact First, Surname as stored within the external directory or
Surname LDAP directory of the UC Suite
Company

Company as stored within the external directory or LDAP
directory of the UC Suite

Wrap Up 1 / Wrap Up Wrap Up information level 1/ level 2

2

3.4.23 Contact Center Overview (Voice Calls)
Report Description:

This report shows all calls which entered the Contact center within the specified time.
Calls are assigned to the queue which have resolved the contact center call at the end.

For every queue the Total Number of calls the allocation into, answered, abandoned and other calls
are shown.

The column labeled as “Other” contains such calls which cannot be assigned clearly to answered or
abandoned. These are mainly transferred calls (to voicemail or to intern / external non-Contact Center
destinations) but also calls caused by not recommended actions like “call pick up” or “call park” etc. can be
included.

In addition, the average pickup-, talk- and queue times is presented per queue.

The last column contains the number of callback calls which are included within the column answered
calls.

The row Totals presents the values for the whole Contact Center.

Queue Total Allocation of All Calls Average Times for All Calls Specific
number of Call
e Answered Abandoned  Other  Avg.Pickup Avg Talk Avg. Queue Callback
Calls Calls Time (sec.) Time (sec) Time (sec.) calls
Call Center 175 159 9 7 481 93,99 9,45 0
Totals : 175 159 9 7 4.81 93.99 9.45 0
Required Input Parameters: Output values
From Date Queue
To Date (Until) Total number of calls

Dynamic Time Intervals
y Answered Calls

Abandoned Calls
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Other Calls

Avg. Pickup Time (seconds)

Avg. Talk Time (seconds)

Avg. Queue Time (seconds)

Callback Calls

Totals

*All call summary details are grouped per queues

3.4.24 Call Center (Per Agents) — Chart
Report Description:

Number of calls (Total number of calls, answered and missed calls) by agents for the specified date
range.
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Call Center - Per Agents

From : 01.10.2008

Until 28.10.2008
Print Date : 28.10.2008 15:56
All Calls
600 | 42,12% 44,49%
400 | — I
200 1121%
a— 0,9% 4% 1% 0,81%
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Total number of calls : 990
Answered Calls
el 2,00% 44,43
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Total number of answered calls : 989
Missed Calls
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Total number of missed calls :

Required Input Parameters:

Output values:

From Date,

Total number of calls

Until (To Date),

Total number of Answered Calls

Daily Report

Total number of Missed Calls

Format:

Axis label:

Graphics & Grids

Horizontal: Agents
Vertical: Number of calls
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3.4.25 Contact Center (Per Agents) — List
Call Center (Per Agents) - List

Report Description:

Number of calls (Total number of calls, answered and missed calls), percents of calls, average queue
time and talk time by agents for the specified date range.

Call Center - Per Agents From : 01.10.2008
Until : 28.10.2008
Print Date : 28.10.2008 15:57
Agent All Calls Answered Calls Missed Calls Ava. Queue  Ava. Talk
Time (sec.) Time (sec.)
Tina Abbott 1 0.10 % 1 0.10 % 0 0.00 % 5 684
Mary Ataata 417 4212% 416 42.06 % 1 100.00 % 7 100
Operator Demo Rm 4 0.40 % 4 0.40 % 0 0.00 % 17 35
Service Desk Il 8 081% 8 081% 0 0.00% 7 104
Chris Turuwhenua 1M1 1121 % 111 11.22% 0 0.00 % 15 151
Mark Whitfield 9  091% 9  091% 0 0.00% 5 486
Tezma Winterstein 440 44.44 % 440 44.49% 0 0.00% 7 90
Totals : 990 989 1 9 235
Required Input Parameters: Output values:
From Date, Agent,
Until (To Date), Number of calls by agent (all calls)
Daily Report

% of total number of calls by agent

Number of answered calls by agent

% of total number of answered calls

Number of missed calls by agent

% of total number of missed calls

Average queue time in seconds by agent

Average talk time in seconds by agent

Total number of calls

Total number of Answered Calls
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Total number of Missed Calls

Total average queue time in seconds (all agents)

Total average talk time in seconds (all agents)

3.4.26 Contact Center (Per Queues ) — Chart

This report merges agent and queue resources. Missed calls are agent related abandoned calls are
gueue related.

Missed calls show all missed call of all agents who were logged in the specific queue.

Abandoned calls show all call which arrived the queue and called hung up before agent could answer.

Report Description:

Number of calls (abandoned, answered, and missed calls) by queues for the specified date range.

Contact Center - Per Queues From : Jul 1,2012
Unsil - Aug 15, 2012
Print Date : Aug 15, 2012 1:17 PM
Abandoned Calls

i
J- 25%
l

&
&
&

Total number of abandoned calls :
14
1z
10

a

A

41: 11.11%

2

o : !

&
erF

Total number of anzwered caliz 27
16
14|
i2
10

8 .

6 { 21.74%
il 13.04%

2

g : ! !

e kg
&
y i

Total number of miszed calls : 23
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Required Input Parameters: Output values:
From Date, Total number of Abandoned Calls
Until (To Date), Total number of Answered Calls
Daily Report Total number of Missed Calls
Format Axis label:
Graphics & Grids

P Horizontal: Queues

Vertical: Number of calls

3.4.27 Contact Center (Per Queues) — List

This report merges agent and queue resources. Missed calls are agent related abandoned calls are
gueue related. Missed calls show all missed call of all agents who were logged in the specific queue.
Abandoned calls show all call which arrived the queue and called hung up before agent could answer.
Report Description:

Number of calls (abandoned, answered, and missed calls), percents of calls, average queue time and
talk time by queues for the specified date range.

Contact Center - Per Queues From : Jul 1, 2012
Until : Aug 15, 2012
Print Date : Aug 15, 2012 1:23 PM
Queue Abandoned Calls Answered Calls Missed Calls Avg. Queue  Avg. Talk
Time (sec.) Time (sec.)
Finance 1 25% 3 11.11% 3  13.04% 184.0 20.17
Sales 0 0% 13 48.15% 15 65.22% 27.86 32.07
Service 3 75% 11 40.74% 5 21.74% 1118 16.86
Totals : 4 100 % 27 100 % 23 100% 74.35 23.03
Required Input Parameters: Output values:
From Date, Queue
Until (To Date), Number of abandoned calls by queue

Daily Report
Ty Rep % of total number of abandoned calls by queue

Number of answered calls by queue

% of total number of answered calls

Number of missed calls by queue

% of total number of missed calls

Average queue time in seconds by queue
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Average talk time in seconds by queue

Total number of Abandoned calls

Total number of Answered Calls

Total number of Missed Calls

Total average queue time in seconds (all queues)

Total average talk time in seconds (all queues)

3.4.28 Contact Center Summary

Report shows all calls, which have entered a queue, and which were marked as Contact Center call.

Report Description:

Number of calls, average queue time, talk time and pickup time by queues for the specified date/time

range.

Call Center Summary

(All Call Types)

Business hours only

Queue Total number of calls

Demo Sales - 8376
Service
Totals :

10
1172
1182

From : 01.10.2008
Until : 28.10.2008
Print Date : 28.10.2008 16:01

Avg. Pickup Time  Avg. Talk Time (sec.)  Avg. Queue Time

(sec.) (sec.)
1.40 14.30 34.30
4.20 92.37 9.02
2.80 53.34 21.66

Required Input Parameters:

Output values

From Date:

Queue,

Until (To Date),

Total number of calls per queue,

From Time

Average pickup time (sec

To Time.),

Average talk time (sec.)

Business hours only (else 24/24)

Average queue time (sec.)

Daily Report

Total number of calls

Total average pickup time, queue time and talk time

3.4.29 Call Center Summary 2

The same as report before but with more parameter

Report shows all calls which have entered a queue, and which were marked as Contact Center call.

Report Description:
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Number of calls, average queue time, talk time and pickup time, number of callback calls and queue

time by queues for the specified date range.

Call Center Summary oy 01.10.2008

Until :
(All Call Types) ! 28.10.2008

Print Date : 28.10.2008 16:02
Business hours only
Queue Total number of Ava. Pickup  Avg. Talk Time Avg. Queue Callback Calls Queue Time

calls Time (sec.) (sec.) Time (sec.)

Demo Sales - 8376 10 140 14.30 34.30 0 00:05:43
Service 1172 4.20 92.37 9.02 2 02:56:13
Totals : 1182 2.80 53.34 21.66 2 03:01:56

Required Input Parameters:

Output values:

From Date,

Queue,

Until (To Date),

Total number of calls per queue,

Business hours only (else 24/24)

Average pickup time (sec.),

Daily Report

Average talk time (sec.)

Average queue time (sec.)

Callback Calls per queue

Queue Time

Total number of calls,

Total average pickup time, queue time and talk time

Total number of callback calls

Total Queue Time

3.4.30 Contact Center Summary Answered Calls
Report Description:

Number of calls, average queue time, talk time and pickup time, number of callback calls and queue
time of answered calls by queues for the specified date range.
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Contact Center Summary From : Jul 1, 2012

(AnSWered Ca"s) Until : Aug 15, 2012
24/24 :
Print Date : Aug 15, 2012 1:37 PM
Queue Total number Avg. Alert Avg. Talk Avg. Queue  Callback Calls Queue Time
of calls Time (sec.) Time (sec.) Time (sec.)
Finance 3 6.00 40.33 320.33 1 00:16:01
Sales 14 27.36 32.07 27.86 0 00:06:30
Service 11 5.73 33.73 7.73 0 00:01:25
Totals : 28 13.03 35.38 118.64 1 00:23:56
Required Input Parameters: Output values:
From Date, Queue,
Until (To Date), Total number of calls per queue,
Business hours only (else 24/24) Average pickup time (sec.),

Daily R
aily Report Average talk time (sec.)

Average queue time (sec.)

Callback Calls per queue

Queue Time

Total number of calls,

Total average pickup time, queue time and talk time

Total number of callback calls

Total Queue Time

3.4.31 Call Center Summary Detailed
Report Description:

Number of calls (Total number of calls, answered and abandoned calls), average queue time, talk time
and pickup time by queues for the specified date/time range.
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Call Center Summary

(All Call Types)

Queue Total number of Avg. Pickup  Avg. Talk Time
calls Time (sec.) (sec.)

Demo Sales - 10 14 14,3

8376

Service 1191 4,21 93,08

Totals : 1201 2.80 53.69

From : 01.10.2008
Until : 28.10.2008

Print Date : 28.10.2008 16:03

Avg. Queue Callback Calls Answered Calls Abandoned
Time (sec.) Calls
34,3 0 4 6
8,97 2 1093 97
21.63 2 1097 103

Required Input Parameters:

Output values:

From Date,

Queue,

Until (To Date),

Total number of calls per queue,

From Time Average pickup time (sec.),
To Time Average talk time (sec.)
Daily Report

Average queue time (sec.)

Callback calls

Answered Calls

Abandoned Call

Total number of calls,

Total average pickup time, queue time and talk time

Total number of answered calls

Total number of abandoned calls

3.4.32 Contact Center Transferred Calls
Report Description:

Transferred call details by queues for the specified date/time range and the selected queues.
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Contact Center Transferred Calls From: Jul 1, 2016
24/24 until : Aug 10, 2016
Print Date : Sep 12, 2016 3:26 PM
Service
2016-08-04 (Service)

Time Of Call call ID CLI Contact / Company Transferred To Destination
4:24:43 PM 285 33388 User 33388 External 94301
4:53:37 PM 286 33388 User 33388 External 94301

Total number of calls : 2
2016-08-05 (Service)

Time Of Call call ID CLI Contact / Company Transferred To Destination
10:23:41 AM 287 33388 User 33388 External +49 170634 **
10:33:59 AM 288 33388 User 33388 VoiceMail 94444
12:31:35 PM 289 33388 User 33388 VoiceMail 94444

Total humber of calls : 3

Totals (Service) : 5

Required Input Parameters: Output values:

From Date Queue

Until (To Date) Time of call

Queues (allow multiple queue selection) Call ID

Business hours only (else 24/24) CLI

Daily Report Contact/Company
Destination
* Total number of calls per queue daily and per queue
(for all reported period)

3.4.33 Incoming Call Report — Per Agent

This report is Contact Center relevant.

Report Description:

The report shows all incoming calls per agent grouped per day together with the information in which
gueue the call was answered and the source or destination queue in case that the Contact Center call
has been transferred from one queue to another.

V3.3, 03/2024

OpenScape Business V3, Whitepaper: Contact Center reports




The calls are reported regardless the fact if the agent has answered the call or missed the call. In case
that the agent missed the call the Talk Time is set to 0. The Alert Time presented here refers to the
signaling times at telephone of an agent.

The column “Transfer from queue” contains the information about the queue from which the call was
transferred to the agent.

The column “Transfer to queue” contains the information about the queue to which a call has been
transferred.

Note
Only transfers from / to queues are presented within this report.

Transfers to internal or external destinations or to Voicemail are not presented here.

Ann Graham
28/01/2014
CalllD StartTme EndTime Length of CUl RingTime Talk Time Queue  Answered Transferred Transfemed
call In Queue From To Queue
Queus
16021 00.35.20 093523 00.00.03 0208305**** 00:00:03 00:00:00 Call Center
16023 09.37.07 09.37.13 00.00.06 0138448"*** 00-00:04 00:00:02 Call Center Call Center
16026 094044 094554 00.05.10 0208500"*** 00:00:08 00:05:04 Call Center Call Center
16035 1pp0845 100948 00.01.01 0134354"*** 000004 00:00:57 CallCenter Call Center
18032 10.24.12 102504 00.00.45 0238063"* 00:00:05 00:00:40 Call Center Cali Center
16048 11.08.35 11.0725 00.00.50 0144870""** 00-00:04 00:00:46 Call Center Call Center
16078 123445 123848 00.02.04 0181720"**" 00:00:04 00:02:00 Call Center Cali Center
16084 125057 1250.15 00.08.18 0772024"*** 00:00:04 00:08:14 Call Center Call Center
16091 130020 13.00.30 00.00.01 +35387062**** 00-0001 00:00:00 Cali Center
16006 12.00.00 13.00.38 00.00.38 0207404"*** 00-00:05 00:00:33 Call Center Call Center
16108 135431 135442 00.00.11 --- 00-00:11 00:00:00 Call Center
16102 135702 135720 00.00.18 --- 000004 00:00:14 Call Center Call Center
161286 150135 150213 00.00.38 0176889**** 00-00:07 00:00:31 Call Center Call Center
16128 150838 1507.10 00.00.34 0720338"*** 00-00:01 00:00:32 Call Center Call Center
16132 15.14.37 15.15.05 00.00.28 +35387062"*** 00:00:05 00:00:23 Call Center Call Center
16137 152012 153114 00.02.02 0153560""** 00:00:02 00:02:00 Call Center Cali Center
16140 153227 153414 000147 0743288""** 00-00:02 00:01:45 Call Center Call Center
16148 16.12.27 16.12.34 00.00.07 0124835"*" 00:00:07 00:00:00 Call Center
16184 185422 165858 00.02.37 0777442"*** 00-0004 00:02:32 Call Center Call Center
16167 18.57.37 18.58.07 00.00.30 +35387062"*" 00:0002 00:00:21 CaliCenter Call Center
Totals 20 00:00:04 00:01:19
Total number of calls 20
Average Talk Time 00:01:20
Average Ring Time 00:00:05
Required Input Parameters: Output values
From Date Call ID
To Date (Until) Start Time
Agent (Multi agent selection) End Time
Dynamic Time Intervals cLI
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Ring Time

Talk Time

Answered In Queue

Transferred From

Transferred To

Total number of daily calls and daily average ring
time and talk time.

Total number of calls for all reported period and
average ring time and talk time

*All call details are grouped daily and per agent.

3.4.34 Incoming Call Report — Per Queue
This report is Contact Center relevant.

Report Description:

The report shows all incoming calls per queue grouped per day and per queue together with the
information which agent has answered the call and the source or destination queue in case that the
Contact Center call has been transferred from one queue to another. The calls are reported regardless
the fact if agent has answered the call within the queue. The time a call remained in the queue is
presented within the column Length of Call.

The Ring (Alert) Time presented here refers to the signaling times at telephone of the agent who
answered the call. In case that no agent answered the call the Talk Time and Ring Time is set to 0,
this happens also if call is answered by agent’s voicemail.

The column “Transfer from queue” contains the information about the queue from which the call was
transferred to the agent.

The column “Transfer to queue” contains the information about the queue to which a call has been
transferred.

A call, which was transferred multiple times between agents and queue is divided in multiple segments.
Each internal transfer between queue and agent is reported and represents a call segment. This report
presents all call segments of an incoming call for specific queues within the reported time grouped per
day.

Note

The same call ID can occur multiple times in in the report if it belongs to a segmented call. Sorting is
done by call IF and start time of the call segment.

Only transfers from / to queues are presented within this report. Transfers to internal or external
destinations or to Voicemail are not presented here.
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Call Center

(28/01/2014
CMID SutTme EndTime
15000 031120 08.1145
18000 031158 010000
10001 021251  01.0000
10002 06.1340  08.1340
10003 021340 010000
10004 031348 0815334

| CallD StaiTime EndTime
10200 142525  01.0000
10272 1434060 010000
18201 455518 010000
16301 183538  01.0000
16304 1823858 010000

Totals

| Total number of calls

Average Talk Time

| Average Ring Time

Length of

000018

000148

Length of

225
00:01:19
00:00:04

Cll RngTme TakTime A Transfecred  Transh
By Agent From To Quewe
0124245°*  00:00:00 00:00:00
0124845'**  00:00:00 00.00:00
0124845  00:00:00 00:00:00
100 00:00:00 00:00:00
100 00:00:00 00:00.00
0124245 00:00:02 000143 wa
Sherdan
CLl RngTme TokTme A d Transferred Transferred
By Agent From To Queve
0207404**** 00:00:00 00:00.00
+35387082****  00:00:08 00:00:57
0118276 00:00.07 00:04.08
0780886°*** 00:00:05 00:05:16
««= 000000 00.00.00
13 00:00.03 00:01:05

Required Input Parameters:

Output values

From Date Call ID
To Date (Until) Start Time
Queue (Multi Queue selection) End Time
Dynamic Time Intervals cLI
Ring Time
Talk Time

Answered by Agent

Transferred From

Transferred To

Total number of daily calls and daily average ring
time and talk time.

Total number of calls for all reported period and
average ring time and talk time

*All call details are grouped daily
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3.4.35 Missed Calls Report
Report Description:

Displaying details for missed calls in the specified date/time range for the selected queues.

Missed Calls Report From : Jul1,2012  12:00:00 AM
2024 until : Aug 15,2012 11:59:00 PM
Print Date : Aug 15, 2012 1:40 PM
Finance
2012-07-28 (Finance)
Time Of Call Call ID Calling Number Contact Company
9:48:14 AM 195 100 100 Administrator Smith
11:13:17 AM 198 100 100 Administrator Smith
11:13:37 AM 198 100 100 Administrator Smith

Total number of calls : 3
2012-07-31 (Finance)
Time Of Call Call ID Calling Number Contact Company
4:43:35 PM 207 100 100 Administrator Smith
4:43:49 PM 207 100 100 Administrator Smith
Total number of calls : 2

Totals (Finance) : 5

Required Input Parameters:

Output values:

From Date

Call Date,

Until (To Date)

Queue Name,

From Time

Time of Call,

To Time

Call ID,

Queues (Multiple queue selection)

Business hours only (else 24/24)

CLI - calling number,

Daily Report
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Contact

Company

Daily total number of missed calls by queue

Daily total number of missed calls (all queues)

Total number of missed calls
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*The values are grouped by queues and daily.

3.4.36 Missed Calls Summary (Per Agents)
This report is Contact Center relevant.

Missed call is Agent related it cannot be set equal to abandoned call in a queue. Missed calls of all
agents of a queue cannot be assumed equal to all abandoned called of a queue. Only missed
Contact Center calls for configured agents are reported. If a call is missed more than once by an
agent all missed calls are counted Report Description:

Displaying missed calls summary details (number of calls and percent of all missed calls) per agents
for calls in the specified date/time range (see attached image on the next page).

Missed Calls Summary (Per Agents) From: 01/01/2007
Until - 01/01/2011
Print Date : 22/06/2010 12:54 PM

Agent Missed Calls % of all missed calls
Operator 1004 54 9.09%
Snom 1009 85 14.31%
Siemens 1011 1 0.17%
1003 BT-100 26 4.38%
1008 George 28 471%
1002 Grandstream 202 34.01%
Zoran Home 82 13.80%
1006 Kramer 38 6.40%
Zoran Kumurdian 7 1.18%
1007 Nick 13 2.19%
Yealink T28 1 0.17%
1012 zz 12 2.02%
7z 722 45 7.58%
Totals : 594 100 %

Required Input Parameters: Output values

From Date Agent

To Date (Until) Number of missed calls (per agent)

Daily Report .

yRep % of all missed calls
Total number of missed calls (all agents)

3.4.37 Missed Calls Summary (Per Queues)
This report is Contact Center relevant.
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A missed call is Agent related it cannot be set equal to abandoned calls in a queue. Therefore, all
missed calls of all agents of a queue cannot be assumed equal to all abandoned called of a queue.
Within this report missed Contact Center calls of configured agents are reported. If a call is missed
more than once by an agent all missed calls are counted.

Report Description:

Displaying missed calls summary details (number of calls and percent of all missed calls) per agents
for calls in the specified date/time range for the selected queues, these details are grouped per queue.
(see attached image on the last page of this document).

Missed Calls Summary (Per Queues) From 01/01/2007
Until - 01/01/2011
Print Date : 22/06/2010 1:29 PM
4100
Agent Missed Calls % of all missed calls
1003 BT-100 19 15.83%
1002 Grandstream 53 44.17%
Zoran Home 14 11.67%
1006 Kramer 2 1.67%
1012 zz 8 6.67%
7z 22 24 20%
Totals : 120 100 %
4101
Agent Missed Calls % of all missed calls
1002 Grandstream 1 16.67 %
Zoran Home 5 83.33%
Totals : 6 100 %
4105
Agent Missed Calls % of all missed calls
Operator 1004 54 100%
Totals : 54 100 %

Grand Totals : 180

Required Input Parameters:

Output values

From Date

Queue

To Date (Until)

Agent

Queues (Multiple Queue selection)

Number of missed calls (per agent)
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Daily Report
yRep % of all missed calls

Total number of missed calls per queue

Grand total of missed calls (all queues)

3.4.38 Queue Rejected Calls

This report contains all calls, which were actively rejected by the Contact Center due to the” queue
depth” settings within the system. The purpose of the report is to get information about the impacts of the
Queue Depth setting to the callers. Depending on the reported data optimization within the Contact
Center configuration / organization can be done. The report simply lists every rejected call for the
selected queues in chronological order together with the called queue and the caller information.

The last row contains the total number of rejected calls.

Queue Rejected Calls From : 01/01/2015
Until : 01/01/2016
Business hours only Print Date : 18/01/2016 10:02 AM
Call ID Start Time Queue CcLI Contact / Company
516 09/12/2015 6:42 PM Sales 1004 Sonya Valentine
517 09/12/2015 6:42 PM Sales 1005 Matthew Kellog
518 09/12/2015 6:44 PM Sales 1005 Matthew Kellog
519 15/12/2015 1:06 PM Sales 1004 Sonya Valentine
520 15/12/2015 1:06 PM Sales 1000 Daniel V
716 15/12/2015 1:07 PM  Sales 1001
Total number of calls : 6
. Output Columns Output Content
Required Input P P
Parameters:
From Date Call ID
Call ID of the rejected call within the call history (not CC Call ID)
To Date (Until) Start Time Time when the call arrived and was rejected by the system
Queue Queue Called queue, which rejected the call
Time CLI Phone number of the caller
- Contact / Company
Dynamic Time o - . .
Intervals Caller Identification within the directories of the Contact Center

3.4.39 Transferred Calls Report — Per Agent
This report is Contact Center relevant.

Report Description:

The report contains only calls which were internally transferred from one queue to another queue. The
calls within this report are grouped per agent.

The report shows all incoming calls grouped per agent per day together with the information in which
gueue the call was answered and the source and destination queue.
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Only the calls are reported which were transferred internally between groups regardless the fact if the
agent has answered the call or missed the call. In case that the agent missed the call the Talk Time is
set to 0. The Alert Time presented here refers to the signaling times at telephone of an agent.

The column “Transfer from queue” contains the information about the queue from which the call was
transferred to the agent.

The column “Transfer to queue” contains the information about the queue to which a call has been
transferred.

Note
Only call with internal transfers between queues are presented within this report.

The column Answered in Queue indicates either in which queue the agent who answered the call was
assigned or the queue which made the last process step before Contact Center call was terminated.
(e.g., transfer to Voicemail).

Transfers to internal or external destinations or to Voicemail are not presented here.

Agent 94101

Aug 8, 2016
CalllID Start Time End Time Length of CLI Alert Time Talk Time Answered In Transferred Transferred
call Queue From Queue To Queue
290 12:57:42 12:59:08 00:01:26 33388 00:00:04 00:01:22 Service Service
PM PM
Totals 1 00:00:04 00:01:22
Total number of calls 1
Average Talk Time 00:01:22
Average Ring Time 00:00:04
Agent 94201
Aug 8, 2016
CallID Start Time End Time Length of CLI Alert Time Talk Time AnsweredIn  Transferred Transferred
call Queue From Queue To Queue
290 12:59:08 12:59:58 00:00:50 33388 00:00:09 00:00:41 Service Sales
PM PM
Totals 1 00:00:09 00:00:41
Total number of calls 1l
Average Talk Time 00:00:41
Average Ring Time 00:00:09
Required Input Parameters: Output values
From Date Call ID
To Date (Until) Start Time
Agent (Multi Agent selection) End Time
Dynamic Time Intervals
CLlI,
Ring Time
Talk Time
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Answered In Queue

Transferred From

Transferred To

Total number of daily calls and daily average ring
time and talk time

Total number of calls for all reported period and
average ring time and talk time

*All call details are grouped daily

3.4.40 Transferred Calls Report — Per Queue
This report is Contact Center relevant.

Report Description:

The report contains only calls which were internally transferred from one queue to another queue. The
report shows all incoming calls grouped per queue and per day together with the information which
agent has answered the call and the source and destination queue. The calls are reported regardless
the fact if agent has answered the call within the queue. The time a call remained in the queue is
presented within the column Length of Call. The Ring (Alert) Time presented here refers to the
signaling times at telephone of the agent who answered the call. In case that no agent answered the
call the Talk Time and Ring Time is set to 0, this happens also if call is answered by agent’s
voicemail. The column “Transfer from queue” contains the information about the queue from which the call
was transferred to the agent. The column “Transfer to queue” contains the information about the queue to
which a call has been transferred.

A call, which was transferred multiple times between agents and queue is divided in multiple segments.
Each internal transfer between queue and agent is reported and represents a call segment. This report
presents all call segments of an incoming call for specific queues within the reported time grouped per
day.

Note
The same Call ID can occur multiple times in in the report if it belongs to a segmented call.
Sorting is done by call IF and start time of the call segment. Only calls with internal transfers between

gueues are presented within this report. Transfers to internal or external destinations or to Voicemail
are not presented here.
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Sales

Aug 8, 2016
CallID StartTime End Time Length of CLI Alert Time Talk Time Agent Transferred Transferred
call From Queue To Queue
290 12:57:43 PM 12:59:08 PM  00:01:25 33388 00:00:04 00:01:21 Agent 94101 Service
291 2:23:18PM 2:23:18 PM  00:00:00 33388 00:00:00 00:00:00 Service
Totals 2 00:00:02 00:00:40
Total number of calls 2
Average Talk Time 00:00:41
Average Ring Time 00:00:02
Service
Aug 8, 2016
CallID  Start Time End Time Length of CLI Alert Time Talk Time Agent Transferred Transferred
call From Queue To Queue
290 12:59:08 PM 12:59:58 PM  00:00:50 33388 00:00:09 00:00:41 Agent 94201 Sales
291 2:23:18PM 2:23:35PM  00:00:17 33388 00:00:05 00:00:11 Agent 94201 Sales

Totals
Total number of calls 2
Average Talk Time 00:00:26
Average Ring Time 00:00:07

2 00:00:07 00:00:26

Required Input Parameters:

Output values

From Date Call ID
To Date (Until) Start Time
Queue (Multi Queue selection) End Time
Dynamic Time Intervals cLL,
Ring Time
Talk Time

Transferred From Queue

Answered by Agent

Transferred To Queue

Total number of daily calls and daily average ring
time and talk time

Total number of calls for all reported period and
average ring time and talk time

*All call details are grouped daily
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3.4.41 User-Agent related Report — List for Export
This report is not only Contact Center relevant. Within this report one call can be presented multiple
times e.g., in case that an agent has missed the call.

Report Description:

This report contains all calls of all users within the selected time regardless of if users are agents or

not.

In case that user is agent and has received a Contact Center call, additional information like CC Call ID

is presented.

The report is primarily designed for file export and for data processing by means of 3" party

applications.

The header line contains the content of the columns. The footer line contains the EOF indication and
some basic report information. Each row between header and footer contains all information about a
call of a user, which are available within the database. One user call can be presented multiple times.

A Contact Center call is clearly identified by the CC Call ID.

The value *---" indicates that no information is available in the database for this specific parameter

Callld CC  Media

Start Time

End Time

3793 —  Voce AugB.20161257PM Aug8 20161257PM o 338
%W —  Voke AugB.20161257PM Aug8. 20161259PM 8 3338
3795 20  Voce AugB.20161257PM Aug8 20161259PM 8 o401
%796 20  Voce AugB.20161253PM Aug8.20161259PM % o0
%77 20  Voce  AugB8.20161250PM Aug8 20161259PM 2 3388
®78 - Voce  Aug8.2016106PM  Aug8, 2016 109PM 199 3338
®m - Voce  Aug8.2016223PM  Aug8,2016223PM 2 338
300 281  Voce  AB2016223PM  Aug8, 2016223PM 2 338
301 W Voce  AgB2016223PM  Aug8, 2016223PM 15 o
302 21 Voce  AS2016223PM  Aug8, 2016223PM 16 3338

EOF Report Name : User / Agent Related Report - List for Export

Duration Usemame  User

Group  Alet  Talk Direction  Calling Called
Name  Time Time/ Number
Process
Time

Customer ~ Contact ~ Company  Queue  Queue
Number L Time

CallStatus ~ Transferred  Transferred
From To

- L] 0 Extemnal/ 33398 0408070073 — = = = = = = -

- 4 82 intemal/ 33388 22— = = - —  Answered - -
Outgoing

- 9 82 intemal/ 33388 w2 - User 33383 - Senice 9 Answered 1 94223
Incoming

- 9 41 imemal/ 33388 3 — User 33338 - Senice 9 Answered 91222 1
Incoming

- 9 41 ivemal/ 33388 w23 — - - Senvice 9 Answersd 94223 1
Outgeing

- 5 104 Eqemal/ 00498970073 338 — - - - —  Answered - -
Inbound :

- 0 2 intemal/ 3338 w2 = = = = —  Answersd = =
Outgoing

= 5 1 intemal/ 33388 w2 = - Senvice 6 Answered 1 94201
Outgoing

- 5 1 iotemal/ 33388 4201 - User 33388 - Senice 6 Answered 1 1
Incoming

== 5 1 iemall 33388 4201 = Agent 94201 - Senice 6 Answered 94201 1
Outgoing

From : 2016-08-08 12:00:00 Until : 2016-08-08 14:33:00 Aug 11, 2016 3:38 PM

Required Input

Output Columns

Output Content

Parameters:
From Date Call ID Normal Call ID
To Date (Until) CC-Call ID Contact Center Call ID in case of a Contact Center call only
To Date (Unti) Media This column indicates which contact media has been used
“Voice”” Fax” or “E-Mail”
From Time Start Time CC call begin time
To Time End Time CC call end time
Dynamic Time . . . )
Duration Duration of Call (Difference between Start and End Time)
Intervals
Username
Name of the User as configured within UC-Suite, who gets the call
/ fax / e-mail
Group name Department) of the user as configured within UC Suite
Alert Time Time in seconds call has been alerted at user’s phone

Required Input
Parameters:

Output Columns

Output Content
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Talk Time / Process Talk Time in seconds when call is connected. In case of fax,
Time email process time
Direction Indication if call is in or outbound and internal / external
Calling number Phone / Fax Number or e-Mail Address of the Caller / Sender
Called number Called Phone / Fax Number or addressed-Mail Address
Cust ID
ustomer Customer ID as stored within the external directory or LDAP
directory of the UC Suite
Contact
ontac Contact First, Surname as stored within the external directory or
LDAP directory of the UC Suite
Compan
pany Company as stored within the external directory or LDAP
directory of the UC Suite
Queue ) . o .
Name of the Queue, as configure in UC Suite, in which the
contacts | has been processed
Queue Time Time in seconds contact has been in in queue
Call Status
Indication how the CC contact has been processes:
For phone calls:
“answered”,” missed” or “scheduled”, etc.
For Fax:
Read, deleted, send, completed, not completed, etc.
For e-mail:
Completed, not completed, etc.
For Voicemail (if possible)
Played, saved, deleted
Transferred from Only phone calls: Number of the transferrer
Transferred to Only phone calls: Number of the transfer target

3.4.42 Whole of Life Report — Per Queue
This report is Contact Center relevant.

Report Description:

The report shows all incoming calls per day, grouped per queue, together with the information which
gueue has processed the call and which agent has answered call.

Information about source or destination queue in case that the Contact Center call has been
transferred from one queue to another are included as well.

The calls are reported regardless the fact if agent has answered the call within the queue. The time a
call remained in the queue is presented within the column Length of Call.
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The Ring (Alert) Time presented here refers to the signaling times at telephone of the agent who
answered the call. In case that no agent answered the call the Talk Time and Ring Time is set to O,
this happens also if call is answered by agent’s voicemail.

The column “Transfer from queue” contains the information about the queue from which the call was
transferred to the agent.

The column “Transfer to queue” contains the information about the queue to which a call has been
transferred.

A call, which was transferred multiple times between agents and queue is divided in multiple segments.
Each internal transfer between queue and agent is reported and represents a call segment. This report
presents all call segments of an incoming call for specific queues within the reported time grouped per
day.

Note
The same call ID can occur multiple times in in the report if it belongs to a segmented call.

Only transfers from / to queues are presented within this report.

Transfers to internal or external destinations or to Voicemail are not presented here.

Sales
Aug 8, 2016
CallID  Start Time End Time  Length of CLI Alert Time Talk Time Agent  Answered Transferrec Transferrel
call In Queue From To Queue
Queue
290 12:57:43 PM 12:59:08 PM  00:01:25 33388 00:00:04 00:01:221  Agent Service Service
94101
291 2:23:18PM 2:23:18 PM 00:00:00 33388 00:00:00 00:00:00 Service Service
Totals 2 00:00:02 00:00:40
Total number of calls 2
Average Talk Time 00:00:41
Average Ring Time 00:00:02
Required Input Parameters: Output values
From Date Call ID
To Date (Until) Start Time
Queue (Multi Queue selection) End Time
Dynamic Time Intervals
CLI
Ring Time
Talk Time
Agent
Answered In Queue
Transferred From
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Transferred To

Total number of daily calls and daily average ring
time and talk time.

Total number of calls for all reported period and
average ring time and talk time

*All call details are grouped daily

3.5 REPORT TEMPLATES WITHIN THE GROUP ,,CLI“

Report Description CcC uc A

One Number yes No no
Statistic Details This Report shows all incoming Contact Center calls from one
specific CLI. Per call information about Queue, Agent (if
connected) Queue-, Pick up- and Talk Time and about Callback,
Answered and Abandoned Call is presented. Grand totals are
calculated daily and over the selected time interval.

Number statistic
Details

This Report shows all incoming Contact Center calls for one
specific customer ID. Per call information about Queue, Agent (if
connected) Queue-, Pick up- and Talk Time, GOS and about
Callback, Answered and Abandoned Call is presented. Grand
totals and average values are calculated over the selected time
interval.

es No no

Summary This Report shows the sum of incoming Contact Center Calls y
Report Detailed etc., for every CLI within the selected time interval.
Traffic per CLI yes No no
Fragment per This Report shows all incoming Contact Center calls for all CLIs
Hour Daily which contain the selected number fragment (beginning from the

front). The calls are presented as sum grouped by date, CLI an

in hourly resolution over the selected time interval.

Totals are calculated per CLI per day and as Grand Totals over

the selected time interval.
One Customer yes No no

Table 5 Reports of the group — CLI

3.5.1 Calling Party Number One Number Statistic Details
Report Description:

This Report shows all incoming Contact Center calls from one specific CLI. Per call information
about Queue, Agent (if connected) Queue-, Pick up- and Talk Time and about Callback, Answered
and Abandoned Call is presented. Grand totals are calculated daily and over the selected time
interval.
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Calling Party Number One Number

Statistic Details

From :

Until :

Print Date :

Jul 4, 2012
Jul 4, 2012

Aug 15, 2012 1:44 PM

CL 100
Contact : 100 Administrator Smith
Company :
July 4, 2012
Time cCall D Queue Agent Queue  AlertTime Talk Time Callback Answered Abandoned
Time
3:42:43 PM 173  Service 101 Agent 2 2 112 X
Jones
3:45:31 PM 174  Service 11 0 0 X
3:46:31 PM 175 Service 101 Agent 18 3 65 X
Jones
3:48:26 PM 176  Service 101 Agent 7 7 45 X
Jones
Totals : 95 3.0 55.5 0 3 1
Number of Queue Time Alert Time Talk Time Callback Answered Abandoned
calls
Grand Totals : 4 9.5 3 55.5 0 3 1

Required Input Parameters:

Output values

From Date

Contact name and / or company (if available)

To Date (Until)

Time of call

CLI

Call ID

Daily Report

V3.3, 03/2024

Queue

Agent

Queue time

Pickup Time

Talk time

Callback call

Answered call
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Abandoned call

Daily average pickup time, queue time and talk time

Daily total number of answered, abandoned and
callback calls

Grand totals over the selected time interval:

total number of calls, callback, answered,
abandoned calls, average pickup, queue and talk
time.

* Queue Time - The amount of time a caller has
been waiting to get connected to an agent

3.5.2 Calling Party Number Summary Report Detailed

Report Description:

This Report shows the sum of incoming Contact Center calls for every CLI within the selected time

interval.
Calling Party Number Summary From : Jul 1, 2012
Report Detailed Until : Aug 15, 2012
(A” CLI) Print Date : Aug 15, 2012 1:47 PM
CLi Contact / Company Total Avg. Alert  Avg. Talk Avg. Callback  Answered Abandoned
number of Time (sec.) Time (sec.) Queue Calls Calls Calls
calls Time (sec.)
100 100 User Smith 2 3 425 9.5 0 1 0
100 100 Administrator 40 11.45 214 43.03 il 27 4
Smith
Totals : 42 7.2 319 26.3 1 28 4

Required Input Parameters:

Output values

From Date

CLI (calling party)

To Date (Until)

Client / Company (If available)

Daily Report

V3.3, 03/2024

Total number of calls

Average Pickup Time (sec.)

Average Talk Time (sec.)

Callback Calls (Number of callback calls...)
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Answered Calls (Number of answered calls...)

Abandoned Calls (Number of abandoned calls...)

Grand Totals over the selected time interval

* Queue Time - The amount of time a caller has been
waiting to get connected to an agent

3.5.3 Calling Party Number Traffic per CLI Fragment Per Hour Daily
Report Description:

This Report shows all incoming Contact Center calls call for all CLIs which contain the selected number
fragment (beginning from the front). The calls are presented as sum grouped by date, CLI an in hourly
resolution over the selected time interval. Totals are calculated per CLI per day and as Grand Totals
over the selected time interval.

Calling Party Number Traffic per CLI From : Jul 4, 2012
Fragment Per Hour Daily Until : Jul 4, 2012
CLI Fragment : Print Date : Aug 15, 2012 1:51 PM
10+

July 4, 2012

100 (100 Administrator Smith)

Time Total number  Avg. Alert Time  Avg. Talk Time  Avg. Queue Callback Calls Answered Calls  Abandoned
of calls (sec.) (sec) Time (sec.) Calls
15:00 - 16:00 4 3 55.5 95 0 3 1
Totals : 4 3.0 555 95 0 3 1
Total number  Avg. Alert Avg. Talk Avg. Queue  Callback Calls ~ Answered Abandoned
of calls Time (sec.)  Time (sec.)  Time (sec.) Calls Ccalls
Grand Totals : 4 3 55.5 9.5 0 3 - B
Required Input Parameters: Output values
From Date Day
To Date (Until) CLI (calling party)
CLI Fragment Client name / Company (if available)

Daily Report
y Rep Time — Hourly interval (Ex: 09:00-10:00)

Total number of calls

Average Pickup Time (sec.)

Average Talk Time (sec.)
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Average Queue Time (sec.)

Callback Calls (Number of callback calls...)

Answered Calls (Number of answered calls...)

Abandoned Calls (Number of abandoned calls...)

Daily Totals per CLI and Grand Totals over the
selected time interval

* Queue Time - The amount of time a caller has been
waiting to get connected to an agent

3.5.4 Customer ID — One Customer Number Statistic Details

Report Description:

This Report shows all incoming Contact Center calls for one specific customer ID. Per call information
about Queue, Agent (if connected) Queue-, Pick up- and Talk Time, GOS and about Callback,
Answered and Abandoned Call is presented. Grand totals and average values are calculated over the

selected time interval.

March 3, 2011

Time CalliD
11:54:51 AM 77
12:42:02 PM 78
141:14PM EE]
14145PM 89
20311 PM 97

Totals :
Number of
calls
Grand Totals : 96

Support

Support

0800 NZ
0800 NZ

Support

Queue Tme  Pickup Time

11.66

Pickup Talk Time GOS Callback Answered Abandoned
Time

5 B 100 X
4 5 100 X
0 0 0 X
K} 3 100 X
4 8 o0 X

32 40 78.0% 0 4 1

Talk Time GOS Callback Answered Abandoned
1893 11.66 % 0 60 36

Required Input Parameters:

Output values

V3.3, 03/2024

From Date Contact name and / or company (if available)
To Date (Until) Time of call
CLI Call ID
Daily Report Queue
Agent
Queue time
Pickup Time
Talk time

Grade of Service - GOS
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Callback call

Answered call

Abandoned call

grade of service in %

Daily average pickup time, queue time and talk time,

Required Input Parameters:

Output values

callback calls

Daily total number of answered, abandoned and

talk time.

Grand totals over the selected time interval:

total number of calls, callback, answered, abandoned
calls, average grade of service, pickup, queue and

* Queue Time - The amount of time a caller has been
waiting to get connected to an agent

3.6 REPORT TEMPLATES WITHIN THE GROUP ,,FAX / E-MAIL”

Report Description cc uc A
c c Number of e-mails/faxes (total number of e-mail/faxes, number | yes No No
SontaCt anter of completed e-mail/faxes and not completed), average fax/e-
un'1lmary ax/ e- mail process time and pickup time by queues for the specified
matt- c_)"e Queue date/time range.
statistic
Details
. . . , . . yes No No
E-mail - One This Report shows all incoming Contact Center E-Mail details
Queue statistic for one specific queue. Grand totals are calculated daily and
Details over the selected time interval.
Fax - One Queue . . . . yes No No
L. . This Report shows all incoming Contact Center Fax details for
statistic Details o .
one specific queue. Grand totals are calculated daily and over
the selected time interval.

Table 6 Reports of the group — Fax / E-mail

3.6.1
Report Description:

Contact Center Summary Details - Fax / E-Mail

Number of e-mails/faxes (total number of e-mail/faxes, number of completed e-mail/faxes and not
completed), average fax/e-mail process time and pickup time by queues for the specified date/time

range.
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Queue Total number Total number Avg. Pickup Avg. Process Fax completed E-Mail Not completed

of fax of e-mail Time (sec.) Time (sec.) completed
396 Sales 0 0 269 2719 0 0 0
397 Service 0 0 0.83 35.66 0 0 0
398 Logistic 28 0 273 4262 0 0 28
399 Castomer 237 11 2.86 38.84 0 0 348
Haotline
Sarvice Projekt
Totals : 265 11 23 36.1 0 0 376
Required Input Parameters: Output values
From Date Queue
To Date (Until) Total number of faxes per queue
Daily Report

Total number of e-mails per queue

Average pickup time (sec.)

Average process time (sec.)

Fax Completed

E-Mail Completed

Not Completed (Fax and E-Mail)

Total number of faxes and e-mails

Total average pickup time and process time

Total number of faxes completed, e-mail completed
and not completed (e-mail and fax)

* Queue Time - The amount of time a caller has been
waiting to get connected to an agent

3.6.2 E-mail - One Queue Statistic Details
Report Description:

This Report shows all incoming Contact Center E-Mail details for one specific queue. Grand totals are
calculated daily and over the selected time interval.
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E-mail - One Queue Statistic Details From : Aug 16, 2012
Queue : Until : Aug 16, 2012
399 CUSTOMER CARE Print Date : Aug 16, 2012 9:12 AM
August 16, 2012
Time Sender Contact/  Customer ID Agent Alert Time  Process Time  Completed Not
Company completed
8:48:52 AM  homer.simpsol Homer Bart Simpson 5 163 1 0
@dewitsqa2.  Simpson/
wit.siemens.de Familie
8:49:22 AM  bart.simpson Bart Homer 8 a7 1 0
@dewitsqa2 Simpson / Simpson
wit.siemens.de Familie
Totals : 2 6.5 105.0 2 0
Count Avg. Alert Time Avg. Process Time Completed Not completed
(sec.) (sec.)
Grand Totals : 2 6.5 105 2 0
Required Input Parameters: Output values
From Date Time of call
To Date (Until) Sender (e-mail)
Queue Contact/Company
Daily Report
yrep Customer ID (external ID)
Agent
Pickup Time
Process time
Completed
Not completed
Daily average pickup time and process time
Daily total number of e-mails, completed and not
completed
Grand totals over the selected time interval:
Required Input Parameters: Output values

total number of e-mails, average pickup, and process
time, completed and not completed emails.

* Queue Time - The amount of time a caller has been
waiting to get connected to an agent

3.6.3 Fax - One Queue Statistic Details
Report Description:
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This Report shows all incoming Contact Center Fax details for one specific queue. Grand totals are

calculated daily and over the selected time interval.

ber 24, 2011

Time cu
10:53:55 AM  +492302056209175
12:26:08 PM  +402302056200175

Totals - 2
Count
Grand Totals : 237

Agent Pickup Time Process Time  Completed Not
completed
0 0 0
0 0 ]
0.0 0.0 o 2
Avg. Process Time Completed Not completed
(sec.)
35.57 0 237

Required Input Parameters:

Output values

From Date

Time of call

To Date (Until)

CLI (calling party)

Queue

Contact/Company

Daily Report

Customer ID (external ID)

Agent

Pickup Time

Process time

Completed

Not completed

Daily average pickup time and process time

Daily total number of faxes, completed and not
completed

Grand totals over the selected time interval:

total number of faxes, average pickup, and process
time, completed and not completed faxes.

3.7 REPORT TEMPLATES WITHIN THE GROUP ,,OTHER“

These reports contain system wide information and not only Contact Center related information.

Report Description ccC uc A
. : . . : . o . No yes | no
Call History Per Displaying call history information for the specified user in the
User selected date range.
No Yes No
Default Break Default break information (Break name and default break
Information interval in minutes)
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No Yes No
External This report displays information about the user’s external
Directory User directory (User company, first name, surname, business phone
Details 1, business phone 2, home phone and mobile phone)
F ) | This report shows details of the received faxes for a specified No Yes No
ax . ourna ~ | user in the selected date range.
Received Faxes
(By Users)
Fax J | - Sent This report shows details of the sent faxes for a specified user in | No Yes No
ax journal = S€Nt | {he selected date range.
Faxes (By
Users)
Fax Faxes Transmission Report — fax details including the fax itself. | No Yes No
Transmission
Report
. Number of incoming calls per hour and daily No Yes No
Incoming Call
Report - Hourly
. Number of incoming calls per hour and weekday No Yes No
Incoming Call
Report — Hourly
Per Weekday
Internal This report shows information about the user internal directory. No Yes No
Directory User
Details
This report shows voice-mails details in the specified date No Yes No
Voice-mail Center range.
(All users)
. . . . . No Yes No
Voice-mail This report shows voice-mails details for selected user in the
Center (By User) specified date range.
Table 7 Reports of the group — Other
3.7.1 Call History Per User
Report Description:
Displaying call history information for the specified user in the selected date range.
lf.‘..". 26, 2011
Start Time Calling Number Called Number Contact / Company Direction 1O Talk Time
12:48:42 AM 100 101 Hugh Outbound 00:00:00
12:50:53 AM 100 102 James 007 Outbound 00:00:13
Total number of calls : 2 00:00:13
Number of calls Talk Time
Totals : 102 00:18:18
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Required Input Parameters: Output values:

From Date Call Date

Until (To Date) Start Time

User Calling Number,
Daily Report

Called Number,

Contact / Company

Direction 1/0O (Inbound / Outbound),

Talk Time,

Daily total number of calls,

Daily total talk time,

Total number of calls,

Total talk time

* The values are grouped daily

3.7.2 Default Break Information
Report Description:

Default break information (Break name and default break interval in minutes)
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Default Break Information 28.10.2008 16:19

Default Break Interval (minutes)

—
Paperwork | 5

Lunch

Restroom

Job Signoffs

Coffee

Required Input Parameters: Output values:
N/A N/A
Format: Axis label:
Graphic
P Horizontal: Break default interval (minutes)
Vertical: Break name

3.7.3 External Directory User Details
Report Description:

This report display information about the user external directory (User company, first name, surname,
business phone 1, business phone 2, home phone and mobile phone)
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External Directory User Details Er-ia20080:T

Company Firstname  Surname Business 1 Business 2 Home Ph Mobile
A2 Corporation Ltd Suzanne 095233945
ACC Communication Carl 021888971
ACL Dunedin Gordon 0274301661
AD Law Ltd 093752775
ADZUP STEPHANIE 093610333
ADZUP LTD NIGEL SHANKS 093606712
AHI Roofing Mehrdad 0275789007
AIM Holiday Mike McPherson 094771095
AMES Training George 093092732
AMP Botany 092723880
AMP Botany 092723886
AMP Lynnmall Lee 098262337
AMP Shopping New Lynn 098262333
AON Invercargill 032110312
AON Nelson Alana 035391284
AON Palmerston North 063570027
AON Risk Tauranga Sarah Morss 075776017 02714278345
APN JAMES 093739589
APN Outdoor 093035415
APV Ltd Sheree 078506384
Required Input Parameters Output values:
N/A
User Company
First name
Surname
Business ph. 1
Business ph. 2
Home Phone
Mobile Phone
3.7.4 Fax Journal — Received Faxes (By User )

Report Description:

This report shows details of the received faxes for a specified user in the selected date range.
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Fax Journal - Received Faxes (By User) From : Aug 16, 2012

Until - Aug 16, 2012
Print Date : Aug 16, 2012 10:00
AM
User : Homer Simpson
Dep't: Familie
E-mail : homer.simpson@dewitsqa2.wit.siemens.de
Aug 16, 2012
Time Fax Group Contact Company CLl Status Pages
9:43:10 AM  Homer Simpson - - +49230295620**** Read 1
9:55:25 AM  Homer Simpson - - +49230295620"*** Read 1
10:00;39 AM Homer Simpson  Dent Arthur - e New 1
Total number of daily received faxes and fax pages : 3 3
Number of faxes Pages
Totals : 3 3
Required Input Parameters Output values:
From Date Time
Until (To Date) Fax Group
User Contact (Last Name First Name)
Daily Report
yRep Company

CLI - Fax Calling Number

Fax Status

Fax Pages

Total number of daily received faxes and fax pages

Total number of received faxes

Total number of received fax pages

*The values are grouped daily

3.7.5 Fax Journal — Sent Faxes (By User)
Report Description:

This report shows details of the sent faxes for a specified user in the selected date range.
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Fax Journal - Sent Faxes (By User) From :

Until :

Print Date :

Aug 16, 2012
Aug 16, 2012

Aug 16, 2012 10:01
AM

User : Homer Simpson
Dep't: Familie
E-mail : homer.simpson@dewitsqa2.wit.siemens.de
Aug 16, 2012
Time Fax Group Contact Destination Status Pages
9:39:00 AM 095620**** Completed 2
9:43:00 AM 095620+ Completed 2
9:39:00 AM 095620**** Completed 2
9:44:00 AM - 095620**** Completed 2
9:44:00 AM 095620**** Completed 2
Total number of daily sent faxes and fax pages : 5 10
Number of faxes Pages
Totals : 5 10
Required Input Parameters Output values:
From Date Time
Until (To Date) Fax Group

User Contact (Last Name First Name — Company)
Daily Report Destination

Status

Pages

Total number of daily sent faxes and fax pages

Total number of sent faxes

Total number of sent fax pages

*The values are grouped daily

3.7.6 Fax Transmission Report

Report Description:

Fax Transmission Report — fax details including the fax itself.
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Fax Transmission Report

User : Homer Simpson Date : Aug 16, 2012 9:44 AM
Fax Group : Pages : 2
Contact : - Status : Completed
Destination : 095620**** Duration : 97

Required Input Parameters Output values:

From Date Fax ID

Until (To Date)

Business hours only (else 24/24)

Daily Report

*The values are grouped daily
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3.7.7 Incoming Calls Report - Hourly

Non-Contact Center Report
UC Report

Report Description:

Count of incoming calls per hour and daily

Incoming Calls Report - Houdy From 15022011
uni: 050512011
ANl Dak : 0#a32011 11:19 AN
Dae 1] 12 23 H S 6 64 5] 8 310 1011 11412 1213 1314 14-15 1516 1617 17-18 18419 1820 ;21 21-2 273 230 Tohn
1522011 1] 1} o o o o o 1 a 134 163 23 an 215 255 185 %4 162 79 % o 2 o o 2026
16022011 o o o o o o 1 o 0 142 126 166 218 1= 233 122 Za 182 112 * 3 o o o 1901
17 Q22011 o o 1] 1] o o 1] o (5] 131 1895 22X 210 213 1 191 126 12 152 2 13 1 o o 2010
1822011 o o 1 o o o o 1 2 123 137 224 137 13¢ 185 13 126 1z e 12 1] o o o 1528
18022011 o o o o 1} o o o o o o o 2 2 o 1 2 o o o o o o o 4
aa2011 o o o o o o o o o 1 o o o o o o o o o o o o o o 1
2122011 o 1] o o o o o [} [-x) 13 146 258 219 196 216 204 25 2] 0 2 ‘ 1 1 o 1811
22022011 o o o o o o 1 o k] 1 162 269 249 a s 19 32 143 38 1 3 o o o 1954
201 o o o o o o 1 2 L 14 126 261 248 223 196 19 157 12 121 kil 2 1 o o 1892
24201 o o o o o 2 o 2 61 1685 a7 283 182 P13 224 176 2% 151 130 1] o 3 o 1] 1878
25022011 o o o 1] o o o 3 85 e 127 24 174 162 215 1= 145 i} 39 2 3 2 o o 1659
2a2011 o o o o o o o o 1} 2 1 1 1 1 o o 1 o o o o o o o r
I q22011 o o o o o o o o a o 1 o o o o 1 o 1] o o o o 1] o 2
Za2on o o o o o o 1 o i1 102 179 170 163 p<l 185 195 196 14 21 14 2 o 1 o 1748
01032011 o o o o o o 1 1 25 112 187 192 13 19 166 170 125 112 S8 2 ‘ o 1 o 1522
maa201 o 1] o o o o o 3 L] 194 an 23 an 28 a7 19 P13 111 114 kil 2 3 o o 2049
maa201 o o o o o o o o = 165 151 23 212 24 27 200 191 126 at 12 1 1 o o 1936
04032011 o 1] o o o o 1 3 61 122 133 157 17 113 169 130 214 s 101 2 T 2 1 o 1578
D201 o o o 1 o o o o o 1 1 o 1 o o o o o o o o o o o 4
Tohln: 0 0 1 1 0 2 § 20 78§ 1961 2085 3200 2810 2344 5000 2558 2830 1813 1365 542 44 18 4 0 22841
Required Input Parameters Output values:
From Date Number of abandoned calls per hour 0-24
Until (To Date) Total number of calls per day (horizontally)
Daily Report .
Total number of calls per hour (for all available days -
vertically)
*The values are grouped daily
3.7.8 Incoming Calls Report — Hourly Per Weekday

Non-Contact Center report
UC Report

Report Description:

Count of incoming calls per hour and weekday
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Incoming Calls Report - Houry Per From : 150202011
Weekday unil : 0503020 11
Prinl Dak : 00311 11365 AN
haeHda Y 0-1 12 23 34 45 5% 54 78 85 =10 10-11 1142 12-18  13-14 1415 1546 18- -1 1819 1520 2021 2122 2% 234 Totn
Stday o o o o o o o o o 1 1 o o o o 1 o o o o o o o 1] 3
o day o o o o o o 1 [} 13 px)] 325 B 2 (1] at 3: 3 2% 151 3 6 1 2 o 3860
Tvesday o o o o o o 2 2 114 Ha 32 693 = ST 626 Si3 &2 B 226 7 ) 2 1 o 5502
ke desday o o o o o o 2 S 167 i s3 713 BT &0 642 530 92 21 T = T (3 o o 5842
Thieday o o o o o 2 o 2 123 62 a3 o &l 853 792 ST 05 =T F3 B 14 s o 1] 5574
Friday o o 1 o o o 1 T 151 B a7 652 953 S19 9 455 L) n %3 (1% 10 (3 1 o 4768
Sat i3y o o o 1 o o 1} o o 3 2 1 ‘ 3 o 1 3 o o o o o o o 18
Totale : 0 0 1 1 0 2 6 20 785 1961 2053 3200 2310 2344 S000 2558 2330 1813 136§ R 4 16 4 0 22841
Required Input Parameters Output values:
From Date Number of abandoned calls per hour 0-24
Until (To Date) Total number of calls per weekday (horizontally)
Daily Report .
Total number of calls per hour (for all available days -
vertically)
*The values are grouped daily
3.7.9 Internal Directory user Details

Non-Contact Center Report
UC Report

Report Description:

This report shows information about the user internal directory.
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Internal Directory User Details

27.10.2008 16:39

User E-mail External 1 External 2 Mobile Home Ph Fax
#1 Sales wgtndemo@etellicom.com 0800-800-989 0275900040 532-9866 381-8223
#2 Demo wgtndemo@etellicom.com 0275900040 3818229
410 Econ Demo
Abbott Tina tina.abbott@ etellicom.com 61051 021831464 5802290
Agent Virtual
Ataata Mary sevice@etellicom.com 0800-800-989
Beric Zoltan zoltan. beric@etellicom.com 02196582€ 093073502 093072309
Bhana Kiran kiran.bhana@etellicom.com 0275900034 09 5743340
Brady Grace grace.brady @etellicom.com 043818222 043818223
Browne Craig craig.browne@etellicom.com 027 2438589 5743340
Crombie Darren darren.crombie@etellicom.co 0274327736
m
Demo Rm Advance Ph akdemopc1@etellicom.com 3689987 021339876 0275900060 4432345 5740999
Demo Rm Basic Ph
Demo Rm Entry Ph
Hewlett John john.hewlett@etellicom.com 0275645989 5743340
Jay Brendon brendon.jay@etellicom.com 021900030 8328325 5743340
Lease Comm's sales@commslease.co.nz
London Haydn haydn.london@etellicom.com
Thomas Matt matt.thomas@etellicom.com 021802293 094182985 095740970
V. Daniel danielveljjanoski@gmail.com 8156656 0272300997 0275900040 3609880 5740999
Veljjanoski Daniel danielveljjanoski@gmail.com 0800-800-989
WL2S Lab
Wang Mavis mavis wang@etellicom.com 021 2629030 5740970
W hitfield Mark mark.whitfield@etellicom.com 0272493825
Wi2 Lab
baulcomb jon jon.baulcomb@baulcomb.org
Required Input Parameters: Output values:
N/A
User,
E-mail,
External 1,
External 2,
Mobile phone,
Home phone,
Fax
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3.7.10 Voice-mail Center (All Users)
Report Description:

This report shows voice-mails details in the specified date range.
Mar 31, 2011

User Start Time Status Calling Number  Contact/ Priority Duration
Company
Carol Nathan 12:25:08 PM Office +61294251115 Normal 9s
Carol Nathan 4:39:31PM Meeting 0061294251118 John Normal 1Ss
Dunkeriey /
BankLink OZ
Clare Jack 12:28:34 PM Office 0061285367709 Normal 15s
Damon Murfitt 2:25:07 PM Office 727 Lynda Todd/ Normal 26s
Product
Required Input Parameters: Output values:
From Date User
Until (To Date) Call Start Time

U Multipl lecti
sers (Multiple user selection) Office Status (Office, Meeting, Sick, Break, Gone out,

Holiday, Lunch, Home, DND)

Daily Report Calling Number

Contact / Company

Priority (Normal, Urgent, Private)

Duration,

Total number of daily voice-mail messages,

Total number of voice-mail messages,

* The values are grouped daily

3.7.11 Voice-mail Center (By User)
These are Non-Contact Center related reports.

UC user and resources are considered within the reports.

Report Description:

This report shows voice-mails details for selected user in the specified date range.
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Voicemail Center

From : 24.7.2008

Until :
(By User) d 29.7.2008
Print Date : 27.10.2008 16:36
Business hours only
Dep't AKL Accounts
User Leanne Thomas - Ext 70968
28.7.2008
Start Time Status Calling Number Priority Duration
14:07:49 1 0274397463 2 10s
Total number of daily voicemail messages : 1
29.7.2008
Start Time Status Calling Number Priority Duration
13:29:25 1 95274103 2 52s
13:38:00 1 098133980 2 7s
16:43:47 1 0061397212305 2 42s
Total number of daily voicemail messages : 3

Total number of voicemail messages :

Required Input Parameters:

Output values:

From Date

Call Start Time

Until (To Date)

Office Status (Office, Meeting, Sick, Break, Gone out,
Holiday, Lunch, Home, DND)

User

Calling Number

Daily Report

Contact / Company

Priority (Normal, Urgent, Private)

Duration

Total number of daily voice-mail messages

Total number of voice-mail messages

* The values are grouped daily

3.8 REPORT TEMPLATES WITHIN THE GROUP ,,PERFORMANCE*
Contact Center related reports. Available reports in this report group:

Report Description

cc uc A
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. . . yes No Yes
Abandoned Hourly representation of all abandoned calls in the specified
Calls per hour date range
p " ¢ Displaying information about the percentage and number of calls | yes No Yes
ercen ag_e 0 received by agents.
Calls received by
Agent s (Al
Queue) Call
Percentage
This report shows agent performance details for specified agent | yes No Yes
Agent . . .
in a specified date/time range
Performance
Details
; o yes No No
Answered Calls Per | Hourly representation of all answered calls for specified date
Hour range.
Hourly representation of the number of calls for specified queue | yes No Yes
Contact Center .
R in the selected date range.
Hourly Traffic
By Queue
Hourly representation of the number of calls for specified queue | yes No No
Contact Center — | in the selected date range (there is a different graphic and table
Hourly Traffic by | for each day).
Queue — Daily
. . yes No Yes
Contact Center Hourly representation of the number of calls in the selected date
Hourly Traffic range. (Contact Center Traffic — Daily has different graphic and
Per Hour table for each day)
Contact Center yes No Yes
X Hourly representation of the number of calls in the selected date
Hourly Traffic — . . .
Daily range (there is a different graphic and table for each day).
. . . . - yes No No
Missed Calls Per Hourly representation of all missed calls in the specified date
Hour range.
Summary call details for the selected agent in the specified date | yes Yes No
Summary
. range.
Details Per
Agent
Summary call details for the selected queue in the specified yes Yes No
Summary
. date range.
Details Per
Queue
Table 8 Reports of the group — Performance
3.8.1 Abandoned Calls Per Hour
Report Description:
Hourly representation of all abandoned calls in the specified date range.
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Abandoned Calls Per Hour From : 28.4.2008

Until : 27.10.2008

Print Date : 27.10.2008 15:32

% % [} [ 1 o% 0% 0% 0% 0%

07.00-08.00

08.00-09.00

09.00-10.00

10.00-11.00

11.00-12.00

12.00-13.00

13.00-14.00

14.00-15.00

& B i g B R

N

'efe'ef@faf@re'efef

# of calls % of all abandoned calls
0 0.00%
4 80.00%
1 20.00%
0 0.00%
0 0.00%
0 0.00%
0 0.00%
0 0.00%

Required Input Parameters:

Output values:

From Date

Number of abandoned calls

Until (To Date)

% of all abandoned calls

Business hours only (else 24/24)

Total number of abandoned calls

Daily Report

Format:

Axis label:
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Table and Graphic . .
Horizontal: Hourly intervals

Vertical: Number of abandoned calls
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3.8.2 Percentage of calls received by agents (All Queues)

Report Description:

Displaying information about the percentage and number of calls received by agents.

Percentage of calls received by agents

Queue :

SERVICE

45.08%

From : 01.7.2008

Until : 01.8.2008

Print Date : 28.10.2008 16:12

Agents

Mike Hartley

Mark W hitfield
Service Desk Il
Daniel Veljjanoski
Mary Ataata
Tezma Winterstein
Totals :

Number of calls

1

618
7186
1353

% of Total Number Of Calls
(All Agents)

0.07 %
0.37 %
0.81 %
0.15 %
45.68 %
52.92 %
100 %

&

o

&

~

% Of Total Talking Time

0.39 %
0.62 %
0.57 %
0.47 %
45.97 %
51.98 %
100 %

Required Input Parameters:

Output values:

From Date

Agent

Until (To Date)

Number of calls by agent,

Daily R
aily Report % of total number of calls (all agents),
% of total talk time (all agents),
Total number of calls for all agents,
Format: Axis label:

Table and Graphic

Horizontal: Agents
Vertical: Number of calls

3.8.3 Agent Performance Details
Report Description:

This report shows agent performance details for specified agent in a specified date/time range.
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Agent Performance Details

From : 28.4.2008

Until : 27.10.2008
Print Date : 27.10.2008 15:34
User : John Fish - Ext 2000
Dep't: Sale Service
E-mail : john@etellicom.com
28.5.2008
Sales Queue Start Time  Avg. Pickup Time  Average Talk Time  Average Grade Of
(sec.) Service by Agent
16:45:11 3 21s 75 %
Totals : # of calls 1 3s 21s 75 %
29.5.2008
Sales Queue Start Time Avg. Pickup Time  Average Talk Time  Average Grade Of
(sec.) Service by Agent
11:56:31 4 3s 100 %
12:07:28 3 1s 50 %
Totals : # of calls 2 7s 4s 75 %
Number of calls Avg. Pickup Time Average Talk Time Average Grade Of
(sec.) Service by Agent
Grand Totals : 3 3.35s 8s 75.0 %

Required Input Parameters:

Output values:

From Date

Queue Name

To Date (Until) Start Time

From Time Pickup Time

To Time Talk Time

Agent Grade of Service
Daily Report

V3.3, 03/2024
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Daily Average Grade of Service per queue
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Total Number of calls

Total Average Pickup Time, Talk Time, and Grade of
Service

* The values are grouped by queue and by day

V3.3, 03/2024
OpenScape Business V3, Whitepaper: Contact Center reports 148



3.8.4 Answered Calls Per Hour
Report Description:

Hourly representation of all answered calls for specified date range.

Answered Calls Per Hour From : 28.4.2008
Until : 27.10.2008
Print Date : 27.10.2008 15:43
2
33,3% 333 33,33%

1 = e
ol 0% 0% 0% l 0% 0% 0% 0%
&

R N
P I A I A A
v & & S g ~ il > ~F o SV
Time # of calls % of all answered calls

07.00-08.00 0 0.00%
08.00-09.00 0 0.00%
09.00-10.00 0 0.00%
10.00-11.00 0 0.00%
11.00-12.00 1 33.33%
12.00-13.00 1 33.33%

Required Input Parameters: Output values:

From Date Number of answered calls

Until (To Date) % of all answered calls

Business hours only (else 24/24) Total number of calls

Daily Report
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Format: Axis label:

Tabl d Graphi
able and araphic Horizontal: Hourly intervals

Vertical: Number of answered calls
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3.85
Report Description:

Contact Center - Hourly Traffic by Queue

Hourly representation of the number of calls for specified queue in the selected date range.
(Hourly Traffic by Queue — Daily has different graphic and table for each day)

Call Center - Hourly Traffic by Queue oo 28.4.2008
Quistiai: Until : 27.10.2008
SALES QUEUE Print Date : 27.10.2008 15:47
5
50%
4 =
3
2
12,5% 12,5  12,5% 12,5%
1 B o i
01 0% 0% 0% 05 0%
o' [ |- B——
& & & & & $ & & & & &
A B e B . e N &
& S ) &
o R d N N \ a2 g N A2 2

Time

07.00-08.00

Call Center - Hourly Traffic by Queue
# of calls % of all calls

0 0.00%

Required Input Parameters:

Output values:

From Date

Time,

Until (To Date)

Number of calls

Queue Total number of calls
Daily Report % of total number of calls
Format: Axis label:

Table & Graphic

Horizontal: Hourly intervals Vertical:
number of calls

3.8.6
Report Description:

Hourly representation of the number of calls for specified queue in the selected date range (there is a

different graphic and table for each day).
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Contact Center - Hourly Traffic by From: Jul 26, 2012

Queue - Daily Until - Jul 26, 2012
Print Date : Aug 15, 2012 1:59 PM
Queue :
SERVICE
Jul 26, 2012
4
429%
3
28.[6%
2 B
” h -\\‘ -~
14.3% Tl 14R%
1 - £}
0L | |
T 1
S o [ &
2 o ~ A
o Q Q& o
@ 0 S «ﬁc“
Time # of calls % of all calls
13:00 - 14:00 1 14.29%
14:00 - 15:00 2 28.57%
15:00 - 16:00 1 14.29%
16:00 - 17:00 3 42 86%
Totals : 7 100%
Required Input Parameters: Output values:
From Date Time,
Until (To Date) Number of calls
Queue Total number of calls
Daily Report % of total number of calls
Format: Axis label:

Table & Graphic
P Horizontal: Hourly intervals Vertical:

number of calls
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3.8.7 Contact Center Traffic Per Hour
Report Description:

Hourly representation of the number of calls in the selected date range. (Contact Center Traffic — Daily
has different graphic and table for each day)

Call Center - Hourly Traffic Fiom; 28.4.2008
Until 27.10.2008
Print Date : 27.10.2008 15:46
5
0%
4
3
2 | )
12,5% 12,5%  12,5% 12,5%
1 ! [}
0% 0% 0¥ | 0% o5 0% 0%
o o B o
$
& @”Q \@“ \,sP o \,,9“ \,9“ 's°’§ @é‘ \.\sP s@“ @9“
«Q ’ 7’ 7 ’ 7’
A S A B S Y L
o o & ~ D ¥ ~ > ~ & 5 ~
Call Center - Hourly Traffic
Time # of calls % of all calls
07.00-08.00 0 0.00%
08.00-09.00 4 50.00%
09.00-10.00 1 12.50%
10.00-11.00 0 0.00%
11.00-12.00 1 12.50%
12.00-13.00 1 12.50%
13.00-14.00 0 0.00%
14.00-15.00 0 0.00%
15.00-16.00 0 0.00%
Required Input Parameters: Output values:
From Date Time of call,
Until (To Date) Number of calls

Daily R
aily Report Total number of calls

% of total number of calls
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Format

Axis label:

Table & Graphic

Horizontal: Hourly intervals Vertical:
number of calls
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3.8.8 Contact Center Traffic Per Hour — Daily
Report Description:

Hourly representation of the number of calls in the selected date range (there is a different graphic and
table for each day).

Contact Center - Hourly Traffic - Daily From: Jul 26, 2012
Until : Jul 26, 2012
Print Date Aug 15, 2012 2:02 PM
Jul 26, 2012
4
37.5% 37.5%
3 = O
2
12.5% 12.5%
1
0
N Q Q Q
S N < L9
N ko N ~
S o o o
N Q S
N N N NG
Time # of calls % of all calls
13:00 - 14:00 1 12.50%
14:00 - 15:00 3 37.50%
15:00 - 16:00 1 12.50%
16:00 - 17:00 3 37.50%
Totals : 8 100%
Required Input Parameters: Output values:
From Date Time (Hourly interval ),
Until (To Date) Number of calls
Daily Report Total number of calls
% of total number of calls
Format: Axis label:
Table & Graphic ) , ,
P Horizontal: Hourly intervals Vertical:
number of calls

3.8.9 Missed Calls Per Hour
Report Description:

Hourly representation of all missed calls in the specified date range.
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Missed Calls Per Hour

0¥
¢

ox

oi 0%

From : 01.10.2008
Until : 28.10.2008

Print Date : 28.10.2008 16:04

100%

ox 0¥ 0¥ 0% 0¥ 0%

G

3 o
,ér@?@’ﬁ‘@e‘@@‘@’@’@’@
& ~

Time

07.00-08.00

08.00-09.00

09.00-10.00

10.00-11.00

11.00-12.00

12.00-13.00

13.00-14.00

:P,)J’

R . L G

#of calls % of all missed calls
0 0.00%
0 0.00%
0 0.00%
0 0.00%
0 0.00%
0 0.00%
0 0.00%

Required Input Parameters:

Output values:

From Date

Number of missed calls

Until (To Date)

% of all missed calls

Business hours only (else 24/24)

Total number of missed calls

Daily Report

Format:

Axis label:

Table and Graphic

Horizontal: Hourly intervals

Vertical: Number of missed calls

3.8.10 Summary Details Per Agent

This is a pure Contact Center reports -

Report Description:

It is a specific customer report

Summary call details for the selected agent in the specified date range.

Summary call details :
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Calls

Outgoing Incoming Calls
Calls
Direct Contact Center Calls
Calls
Answered Missed Calls
LoggedIn Work  Break Missed All Al Calls Al All All Callback All Overflow Callback All Overflow Callback
Time Calls Calls Calls Calls Calls Calls
Duration 00:25:04 00:01:14 00:00:54 00:01:55
Ratio with Logged In 492% 359% 7.65%
Time
Ratio Total Logged In 90.23%
Time / Business Hours
All Calls 28 6 22 14 | 14 3 3 2 2 8 2 2
Inbound Calls 28 6 22 14 | 14 3 3 2 2 8 2 2
Outbound Calls 0 0 0 0 0 0 0 0 0 0 0 0
Calls in Business Hours 28 6 22 14 | 14 3 3 2 2 8 2 2
Total Talk Time 129 22 107 29 | 100 96 100 96 96
AVG Talk Time 461 367 486 207 [7.14 32 3333 48 48
AVG number of calls 4 1 4 2 4 3 2 2 2
per hour during
Business Time *
Required Input Parameters: Output values:

From Date
Agent activity duration time:

Logged In, Work, Break, Missed

Until (To Date) Ratio

Work, Break, missed time In Logged In Time

Queue .
ueu Ratio

Logged In time In Business Hours

Daily Report . . .
(***) All Calls, Outgoing, Incoming, Direct, CC Calls,

CC Callback Calls, CC Answered Calls, CC
Answered Overflow, CC Answered Callback, CC
Missed Calls, CC Missed Overflow Calls, CC
Missed Callback.

Inbound Calls, Outbound Calls and Calls in Business
Hours for all (***) columns

Total Talk Time, AVG Talk Time and AVG numbers of
calls per hour during Business time for all (***)
columns excluding the Missed Calls

3.8.11 Summary Details Per Queue
This is a pure Contact Center report as also direct calls are included. It is a specific customer report.

Report Description:

Summary call details for the selected queue in the specified date range.
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Summary detals per queue Fram

02007

Quaus Ures mmezon
3% Pick D e 10122010 1223 PM
noamesg s Miscatannous
Answared Caks Aownsones Calls Ypied
Busress Hours Out Business Tme Contact Rasolution
H1C oz nternal Extermal Calback Al Cobs AIColz  »=30zec. MiCals »«302e0 Prenary Overtow A Calls «3sec 3-20%ec 20-30sec. > 3Dzec

AnCels 118 3 115 1 1m 103 ] o 0 102 0 1" ' 5 5 2
Total Talk Tine 14833 M 14809 12 14503 14603 1261 [ 0 14503 o
Avg Tak Time (sec) 12401 8 12103 2 1% 1178 157 63 0 ) 16178 0
Avp Queus Tme 1293 " 128 4 16 1183 7 0 0 1183 ) 2 85 L 83
(3ec)
Max Gueue Tme 153 M 15 M "y 153 153 o 0 %3 0 n ! 18 29 v
Arawered Cols 87.29% B5T%  8783% 100% 100% 7% 0% %
Acvarec Cals ater 678% 0% £06% 0% 177% 100% [
30 3ec
Abarvoned Cals 1186% 33 35% "% T14% a205% SEFAE 14 2%
Business Hours Date 17032010
Busness Hours 1400-1500
Al Calls In Business 19
Hous
Business Hours - 7 89%

Gos

Required Input Parameters:

Output values:

From Date

All Calls, Internal, External, Callback Calls,
Answered, Answered in Business Hours,
Answered Out of Business Hours, Answered
Contact Resolution (Primary/Overflow),
Abandoned...

Until (To Date)

Number of calls, total talk time, average talk time,
average queue time, maximum queue time for all
previously mentioned columns as shown on the

image above...

Queue ) )
Details for answered and abandoned calls regarding
the queue time, up to 30 seconds, lower than 3
seconds, between 3 and 20 seconds, between 20
and 30 seconds (see image above).

Daily Report

Percent of total number of answered calls in
Internal, External, Callback, In Business Time, Out
Business Time.

Percent of total number of abandoned calls:
internal, external and regarding the queue time.

Miscellaneous Values: date, hour, number of calls
and grade of service for the maximum number of
calls in business hours.

3.9 REPORT TEMPLATES WITHIN THE GROUP ,,QUEUES*
These are Contact Center related reports. Available reports in this report groups.

Report

Description

cc uc A

received by
agents

Percentage of Calls

range.

Displaying information about the percentage and number of
calls received by agents for selected queue in specified date

yes No Yes
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Agent Properties Displaying the agent properties for all available agents. yes No No
. . . - yes No Yes
Queue Load per This report shows queue load information for the specified
Agent agent in the specified date range.
A f . . es No Yes
Sver.a gebGr;de 0 Hourly representation of the average grade of service for y
ervice by Lueue specified queue in the selected date range. (Average GOS Per
Queue - Daily has different graphic for each day)
, , yes No Yes
Average Grade Of Hourly representation of the average grade of service for
Service by Queue specified queue in the selected date range. (there is a different
- Daily graphic for each day)
. . . - yes No No
Missed Calls Per Missed calls grouped by queues for call in the specified date
Queue range.
. - yes No No
Queue Summary Queue summary details for selected queue and specified date
Details range.
. ) . yes No Yes
Queue Traffic Queue traffic comparison by numbers of calls for selected
Comparison date/time range.

Table 9 Reports of the group — Queues

3.9.1
Report Description:

Percentage of calls received by agents (By Queue)

Displaying information about the percentage and number of calls received by agents for selected queue
in specified date range.
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Percentage of calls received by agents (All ~ From:

Queues)

o | 1A%

Agents

Chris Turuwhenua
Mark Whitfield
Mary Ataata
Operator Demo Rm
Service Desk Il
Tezma Winterstein
Tina Abbott

Totals :

Until :

Print Date :

a2y

Number of calls

01.10.2008
28.10.2008

28.10.2008 16:05

= o
J‘ﬁ & 2 'f‘ 4”*
L
fd £ o"’
% of Total Number Of Calls Talk Time (%)
(All Agents)
111 11.21 % 16.16 %
9 0.91 % 4.20 %
417 4212 % 40.05 %
4 0.40 % 0.14 %
8 0.81 % 0.80 %
440 44.44 % 38.00 %
1 0.10 % 0.66 %
990 100 % 100 %

* Talk Time - % Of Total Talking Time

Required Input Parameters:

Output values:

From Date

Agent,

Until (To Date)

Number of calls by agent,

Queue Name

% of total number of calls ( all agents),

Daily Report
Yy Rep % of total talk time ( all agents),
Total number of calls for all agents,
Format: Axis label:

Table and Graphic

Horizontal: Agents
Vertical: Number of calls
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3.9.2 Agent Properties
This is an agent configuration report it shows the agent bindings to queues

Report Description:

Displaying the agent properties for all available agents.

Agent Propenies 27.10.2008 15:58
User : John Fish - 2000
Dep't : Sale Service
Queue Agent Type Callback Calls Start Calls Start Seconds Work Time(sec.)
Overflow Overflow
Sales Queue Primary Yes 1 1 10
Grand Totals : 1 1 10

* Agent Type- Primary or Overflow

* Start Seconds Overflow - Seconds of call in queue before it is deliverad to Overflow Agent

Required Input Parameters Output values:
N\A

Agent

Queue

Agent Type (Primary or Overflow)

Callback Calls (Yes or No)

Start Calls Overflow

Start Seconds Overflow - Seconds of calls in queue
before it is delivered to Overflow Agent

Work Time - in seconds

Grand Totals for Start Call Overflow, Start Seconds
Overflow and Work Time

* The values are grouped by agents

3.9.3 Queue Load Per Agent
Remark: These is the sum of cc call per queue only — no missed calls per agent are considered here

Report Description:

This report shows queue load information for the specified agent in the specified date range.
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Queue Load Per Agent Fyam;: 01.7.2008

Until : 01.8.2008
Print Date : 28.10.2008 16:12
Dep't AKL Business
User Daniel Veljjanoski - 73322
3 —
2 - (66,67%)

o. -
Queue Number of calls % of Total Number Of Calls (All
Agents)
Demo Sales - 8376 1 33.3%
Service 2 66.7 %
Totals : 3 100%
Required Input Parameters: Output values:
From Date Queue
To Date (Until) Number Of Call (by queues)
Agent % of total number of calls
Daily Report Total Number of calls
Format: Table & Graphic Axis label:
Horizontal: Queues
Vertical: Number of calls
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3.94 Average Grade of Service by Queue
Report Description:

Hourly representation of the average grade of service for specified queue in the selected date range.
(Average GOS Per Queue - Daily has different graphic for each day)

Average Grade Of Service by Queue Fram: 28.4.2008
Until - 27.10.2008
Print Date : 27.10.2008 16:01
Queue :
SALES QUEUE
100,00
100 A=
80 ; 75,00
'
60 \
50,00
E
40
20
0, | 0,00
0
o &
e*’?“ & \°§° \\9\3 \é“ s"’#‘ s“'@ \é’ ® \«@o '\3’@
F & & & ¢ & §&F &F & & &
av & & 4 ~ NG x> A ~ & Ny

Average Grade Of Service by Queue(Hourly)

Required Input Parameters: Output values

From Date N/A

Until (To Date)

Queue
Daily Report
Format: Axis label
Graphic: . .
Horizontal: Hourly intervals
Vertical: average grade of service (0-100%)
3.9.5 Average Grade Of Service Per Queue — Daily

Report Description:

Hourly representation of the average grade of service for specified queue in the selected date range
(there is a different graphic for each day).
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Average Grade Of Service by Queue Fram: 28.4.2008

Until : 27.10.2008
Print Date : 27.10.2008 16:01
Queue :
SALES QUEUE
100,00
100
80 75,00
\ |
60 \
50,00
|
40
20
0,20 0,00
ot = | B—1
) &
0*’@ @6, il \"?“ » '\""@ '\"'@ \"e’ o 2> \*’do
& Sl & & & & & & & & @’
v o & N g NG ~ A A\ & D
Average Grade Of Service by Queue(Hourly)
Required Input Parameters: Output values:
N/A
From Date
Until (To Date)
Queue
Daily Report
Format: Axis label
Graphic:
P Horizontal: Hourly intervals
Vertical: average grade of service (0-100%)
3.9.6 Missed Calls Per Queue

Within this report the missed calls per agent ( not queue) are reported

Report Description:

Missed calls grouped by queues for call in the specified date range.
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Missed Calls Per Queue From : 01.7.2008

Business hours only Until : 01.8.2008

Print Date : 28.10.2008 16:13

33,33%

56, 57%

@ oemosales - 8376, 1 G3.33 %
. Sendce, 2 (B6.67 %)

Queue Number of calls % of all calls
Demo Sales - 8376 1 33%
Service 2 66 %
Total number of calls : 3 100%
Required Input Parameters: Output values:
From Date Queue Name,
Until (To Date) Number of missed calls (per Queue),
Business hours only (else 24/24) % of total number of missed calls
Daily Report Total number of missed calls
Format: Axis label:
Table and Graphic (Pie chart
phic ( ) Horizontal: Queue Name
Vertical: Number of missed calls

3.9.7 Queue Summary Details
This report considers only cc-calls of a queue.

Report Description:

Queue summary details for selected queue and specified date range.
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Queue Summary Details From : 28.4.2008

Queue

Sales Queue

Answered  Abendoned Other

Total number of calls : 8

Until = 27.10.2008

Print Date : 27.10.2008 16:04

Answered/Abandoned

Queue Time (Answered) Queue Time (Abandoned) Talk Time (Answered)

Maximum  Minimum Average Maximum Miimum Average Maximum  Minimum Average

5 3 4.00 46 6 25.80 21 1 8.33

Average Grade Of Service by Agent : 28.13 %

* Queue Time - The amount of time a caller has been waiting to get connected to an agent

Required Input Parameters:

Output values:

From Date

Answered Calls,

Until (To Date)

Abandoned Calls,

Queue

Other calls,

Daily Report

Maximum Queue time for answered calls,

Minimum Queue time for answered calls,

Average Queue time for answered calls,

Maximum Queue time for abandoned calls,

Minimum Queue time for abandoned calls,

Average Queue time for abandoned calls,

Maximum Talk time for answered calls,

Minimum Talk time for answered calls,

Average Talk time for answered calls,
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Total number of calls

Average grade of service for selected queue

Format: Axis label:

Grid and Graphic Horizontal: Number of calls

Vertical: Call types (Answered / Abandoned calls)

3.9.8 Queue Traffic Comparison
Only queue Contact Center calls are considered here.

Report Description:

Queue traffic comparison by numbers of calls for selected date/time range.

Queue Traffic Comparison From : 01.7.2008
Business hours only Until : 01.8.2008
Print Date : 28.10.2008 16:14

40,AOK
0,31%
B service, 1625 (99.59%)
' Demo Sales - 8376, 5 (0.31 %4
Queue Number of calls % of all calls
Service 1625 99.69 %
Demo Sales - 8376 5 0.31 %
Total number of calls : 1630 100 %
Required Input Parameters: Output values:
From Date Queue Name,
Until (To Date) Number of calls (per Queue),
From Time % of total number of calls
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To Time Total number of calls

Business hours only (else 24/24)

Daily Report

3.10 REPORT TEMPLATES WITHIN THE GROUP ,,USER PRESENCE STATUS“
This report category contains UC related reports about all UC User

Non-Contact Center enter reports are included within this category.

In case Contact Center Agent status is require the Category Agent Activity report should be used.

Report Description cc uc A

User Presence ) - , No yes No
status (All Users) This report shows the user presence status details: Meeting,

Sick, Break, Lunch, Gone out, Vacation (Holiday) and DND,

- Daily for all users with presence changes in the specified date
range. The report data is selected for a specified date range
and grouped by users and daily.
User Presence No yes No

This report shows the user presence status details: Meeting,
Sick, Break, Lunch, Gone out, Vacation (Holiday) and DND,
for all users with presence changes in the specified date
range. The report data is selected for a specified date range
and grouped by users.

Status (All Users)

No es No
User Presence This report shows the user presence status details for the Y
Status (By User) - selected user. The report data is selected for the specified
Daily date range and is grouped daily.
User Presence No yes No

This report shows the user presence status details for the
selected user. The report data is selected for the specified
date range.

Status (By User)

Table 10 Reports of the group — User Presence Status

3.10.1 User Presence Status (All Users) — Daily
This report contains presence information of all UC users.

Report Description:

This report shows the user presence status details: Meeting, Sick, Break, Lunch, Gone out, Vacation
(Holiday), Home and DND, for all users with presence changes in the specified date range. The report
data is selected for a specified date range and grouped by users and daily.
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Users Presence Status - Daily

Daniel Veljjanoski
Start Time

08:32:02
11:06:15
11:06:31
11:06:42
11:06:43
11:06:49
11:07:00
11:18:07
11:20:03
11:35:54
12:57:10
12:58:23
12:58:28
12:58:35
12:58:35
16:40:16

Mark Whitfield
Start Time

15:33:112

Tezma Winterstein
Start Time

12:00:00
12:00:09
12:27:24
12:28:12
12:28:40
12:28:48
12:28:53
12:29:03
15:37:37

Tina Abbott
Start Time

14:38:22

End Time

08:39:17
11:06:20
11:06:37
11:06:43
11:06:43
11:06:55
11:07:04
11:19:32
11:35:54
11:56:05
12:57:13
12:58:28
12:58:35
12:58:35
13:40:32
16:41:07

End Time

08:12:07

End Time

12:00:01
12:08:26
12:27:32
12:28:21
12:28:48
12:28:53
12:29:03
12:52:50
15:40:46

End Time

09:24:04

From :

17.7.2008

Print Date : 28.10.2008 16:20

Status Duration
Lunch 00:07:15
Meeting 00:00:05
Meeting 00:00:06
Break 00:00:01
Meeting 00:00:00
Gore Out 00:00:06
Lunch 00:00:04
Break 00:01:25
Break 00:15:51
Break 00:20:11
Lunch 00:00:03
Gore Out 00:00:05
Gore Out 00:00:07
Gore Out 00:00:00
Gore Out 00:41:57
Lunch 00:00:51
Status Duration
Gore Out 16:38:55
Status Duration
Break 00:00:01
Break 00:08:17
Break 00:00:08
Break 00:00:09
Break 00:00:08
Break 00:00:05
Break 00:00:10
Break 00:23:47
Break 00:03:09
Status Duration
Gore Out 18:45:42

Required Input Parameters:

Output values

V3.3, 03/2024

OpenScape Business V3, Whitepaper: Contact Center reports

From Date (For Day) Day

To Date (Until) User

Users (Multiple user selection) Start Time
End Time
Status:

Meeting, Sick, Break, Lunch, Gone out, Vacation
(Holiday), Home, DND- Do Not Disturb

Duration
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* The values are grouped by users
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3.10.2 User Presence Status (All Users)
Report Description:

This report shows the user presence status details: Meeting, Sick, Break, Lunch, Gone out, Vacation
(Holiday), Home and DND, for all users with presence changes in the specified date range. The report
data is selected for a specified date range and selected users- and is grouped by users.

User Presence Status (All Users) From.: 17.7.2008
Until : 01.8.2008
Print Date : 28.10.2008 16:26

Comm's Lease

Start Time End Time Status Duration
31.7.2008 15:41 12.8.2008 12:36 Holiday 11 days 20:55:05
Total : 11 days 20h 55m 5s
John Read

Start Time End Time Status Duration
22.7.2008 11:13 31.7.2008 14:56 Sick 9 days 03:43:42
31.7.2008 14:56 12.8.2008 12:27 Sick 11 days 21:30:32
Total : 21 days 1h 14m 14s

Leanne Thomas
Start Time End Time Status Duration
01.8.2008 15:49 01.8.2008 15:50 Holiday 00:00:19
01.8.2008 15:50 11.8.2008 08:30 Holiday 9 days 16:39:59
Total : 9 days 16h 40m 18s

Operator Demo Rm

Start Time End Time Status Duration
22.7.2008 10:56 22.7.2008 10:57 Holiday 00:00:56
22.7.2008 10:57 22.7.2008 10:59 Holiday 00:01:42
31.7.2008 16:13 01.8.2008 14:32 Sick 22:18:26
01.8.2008 14:32 01.8.2008 14:33 Holiday 00:00:38
Total : 22h 21m 42s
Total Duration : 43 days 13h 11m 19s
Required Input Parameters: Output values:
From Date User,
Until (To Date) Start Time,
Users (Multiple users selection .
( P ) End Time,
Status

Meeting, Sick, Break, Lunch, Gone out, Vacation
(Holiday), Home, DND- Do Not Disturb

Duration
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Total duration time per user,

Total duration time for all users,

* The values are grouped by users
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3.10.3 User Presence Status (By User) — Daily
Report Description:

This report shows the user presence status details for the selected user. The report data is selected for
the specified date range and is grouped daily. **The only difference with the report User Presence Status
(By User) is that the report data is grouped daily in this report

User Presence Status - Daily Foms: 17.7.2008
Print Date : 28.10.2008 16:29

Dep't : AKL Business

User : Daniel Veljjanoski - 73322

Do Naot Disturb

] m
Gone Ouw
Break
Mesting
PP PF PSP PHFTPFT PP PP SP PP S
Q’I ,.)’\r Q’L’ -,)"\« Q“" v Q’I« ,,)’\« Q’\' ﬁ;\" o »,;\r Q’L ,,)’\ 6\/ ,,)'1' D’\« v _Q"r
S F OO PPN N RO DT H PO PP
Start Time End Time Status Duration
08:32:02 08:39:17 Lunch 00:07:15
11:06:15 11:06:20 Meeting 00:00:05
11:06:31 11:06:37 Meeting 00:00:06
11:06:42 11:06:43 Break 00:00:01
11:06:43 11:06:43 Meeting 00:00:00
11:06:49 11:06:58 Gone Out 00:00:06
11:07:00 11:07:04 Lunch 00:00:04
11:18:07 11:19:32 Break 00:01:25
11:20:03 11:35:54 Break 00:15:51
11:35:54 11:56:08 Break 00:20:11
12:57:10 12:57:13 Lunch 00:00:03
12:58:23 12:58:28 Gone Out 00:00:05
12:58:28 12:58:38 Gone Out 00:00:07
12:58:35 12:58:38 Gone Out 00:00:00
12:58:35 13:40:32 Gone Out 00:41:57
16:40:1€ 16:41:07 Lunch 00:00:51

Required Input Parameters: Output values:

From Date (For Day) Start Time,

User End Time,
Status:

Meeting, Break, Sick, Lunch, Gone out, Vacation
(Holiday), Home, DND- Do Not

Duration

Format: Axis label:

Table & Graphic*
P Horizontal: Office Status duration

Vertical: (Meeting, Break, Sick, Lunch, Gone out,
Vacation (Holiday), DND- Do Not Disturb )

3.10.4 User Presence Status (By User)
Report Description:
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This report shows the user presence status details for the selected user. The report data is selected for

the specified date range.

**The only difference with the report User Presence Status (By User) - Daily is that the report data is NOT grouped

daily in this report

User Presence Status From: 17.1.2008
Until : 01.12.2008
Print Date : 28.10.2008 16:35
Dep't : AKL P.M.
User : John Hewlett - 70952
Sick Sick
] |
> & Q-3 Q) b ) &>
Q Q (\) Q N)
BN BN BN A S S 8
3 B B » N B O
o R oR o R o o
& & <& <& & ,\o‘b ,\o"
& & & & & & &
& & ¢ & &
> K o 2 -0 N3 >
Start Time End Time Status Duration
08.9.2008 08:46 09.9.2008 08:23 Sick 23:37:32
10.10.2008 08:23 10.10.2008 16:52 Sick 08:29:30

Total Duration :

1 days 8h7m 2s

Required Input Parameters:

Output values:

From Date Start Time,
Until (To Date) End Time,
User

Status:

Meeting, Break, Sick, Lunch, Gone out, Vacation
(Holiday), Home, DND- Do Not Disturb

Duration

3.11 REPORT TEMPLATES WITHIN THE GROUP ,WRAP UP CODES“
This report category contains Contact Center relevant reports.

Displaying Wrap-up Code Usage for all queues, per queue, per wrap-up and per wrap-up group.

Report Description cc uc A

Yes No Yes

Wrap-up Code
Usage All Queues

This report shows wrap-up code usage details in the specified
date/time range.
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This report shows wrap-up details for specified queue. Yes No Yes
Wrap-up Code Usage
Wrap-up Code ThIS report.s_hows wrap-up details for selected wrap-up group | Yes No No
in the specified date range.
Usage Per Wrapup
Group
This report shows wrap-up details for specified wrap-up. Yes No No
Wrap-up Code Usage
Per Wrapup
Table 11 Reports of the group — Wrap Up Codes
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3.11.1 up Code Usage All Queues
Report Description:

This report shows wrap-up code usage details in the

Wrap up Code Usage

Displaying wrap up usage information for all que
Business hours only

specified date/time range.

From : 01.7.2008
68 Until : 01.8.2008
Print Date : 28.10.2008 16:15

ﬁ Assistance to customer over the phone, 19 {126.67 %) . Remote - no charge, SLA, 1 {6.67 %)
Assisting engineer, 8 (53.33% ) 5 Repeat Fault Call, 52 (413.33% )
E‘ Fault - chargeahle, 26 (17333 %) - Request Quote, 1 (667 %)
& raun-mo charge, SLA, 26 (173.33 %) ¥ request, ¢ ( 26.67 %)
W rault - ro crarge, warranty, 2 (13.33%) W restcu,sszes Ty
s Harcware Only, 1 {6.67%) 3 Wrong Mumber, 64 {426.67 %)
' Misc Enquiry, 1215 (8100.00%)
B Orsite Request - chargeable, 30 (200,00 %)
- Remote - chargeable, 26 (173.33 %)
Wrap up Description Count Av srrage Te Talk ™ Avg. Queue
Time (sec.)
Assistance to customer over the phone 1.2 00:02: 00:41 11s
Assisting engineer 0.5 00:01: 00:11 5s
Fault- chargeable 1.€ 00:01: 00:41 9s
Fault- no charge, SLA 1.€ 00:01: 00:32 9s
Fault- no charge, warranty 0.1 00:02: 00:04 5s
Hardware Only 0.C 00:00: 00:00 58s
Required Input Parameters: Output values:
From Date Wrap-up description,
Until (To Date) Count (Number of Calls) - per wrap-up
From Time % of total number of calls
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To Time

Average Talk Time -per wrap-up

Business hours only (else 24/24)

Talk Time — per wrap-up

Daily Report

Average Queue Time — per wrap-up

Totals for all previous values (Average Talk Time, Talk
Time, Average Queue Time)

* Queue Time - The amount of time a caller has been
waiting to get connected to an agent

Format

Axis label:

Table and Graphic (Pie chart displaying number of
calls and % of total number of calls per wrap-ups)

Vertical: Number of calls
Horizontal: Wrap-up description

3.11.2

up Code Usage Per (Wrap Up) Group

-up details for specified queue.
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Wrap up Code Usage From.: 30.1.2008
Business hours only Uils 27.10.2008
Print Date : 27.10.2008 16:20

Wrap up group : Sales Group 1

- Wrapup ltem 14 Sales Group 1, 2( 6667 %)

Wrapup ltam 2 @ Sales Group L, 1(33.33% )
Wrap up Description Count % Average Talk Time Talk Time Avg. Queue
Time (sec.)

Wrapup ltem 1 @ Sales Group 1 2 66.67 % 00:00:02 00:00:04 4
Wrapup ltem 2 @ Sales Group 1 1 33.33% 00:00:01 00:00:01 4
Grand Totals : 3 100 % 00:00:01 00:00:05 4sec.

* Queue Time - The amount of ime a caller has been waiting to get connectad to an agent

Required Input Parameters: Output values:

From Date Wrap-up description,

Until (To Date)

Count (Number of Calls) - per wrap-up

Queue

% of total number of calls

Business hours only (else 24/24)

Average Talk Time -per wrap-up

Daily Report

Talk Time — per wrap-up
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Average Queue Time — per wrap-up

Totals for all previous values (Average Talk Time, Talk
Time, Average Queue Time)

* Queue Time - The amount of time a caller has been
waiting to get connected to an agent

Format: Axis label:

Table and Graphic (Pie chart displaying number of Vertical: Number of calls

calls and % of total number of calls per wrap-ups) Horizontal: Wrap-up description
3.11.3 up Code Usage Per Queue

-up details for selected wrap-up group in the specified date range.
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Wrap up Code Usage i 30.1.2008

Business hours only Until : 27.10.2008

Print Date : 27.10.2008 16:22

Displaying wrap up usage for queue :SALES QUEUE

22,08% o )
7,69%
B wisc Enquing, L (7.69%)
' Onsite Request - chargeable, 1 (7.69 %)
[j Onsite Request - no charge, SLA, 2 {15.38 %)
5 Wrapup ltem 1 @ Sales Group 1, 2 (15.38% )
. Wrapup ltem 1 @ Sales Group 1.1, 3{23.08% )
i Wrapup tem 1 @Sales Group 4,1 (7.69 % )
. Wrzpup ltem 2 @Sales Croup 1, 1 {7.69 % )
- Wrapup ltem 2 @ Sales Croup 1.1, 2{15.38% )
Wrap up Description Count Av srage Te Talk”™ Avg. Queue
Time (sec.)
Misc Enquiry 7.€ 00:00: 00:00 3s
Onsite Request - chargeable 7.€ 00:00: 00:00 4s
Onsite Request - no charge, SLA 15.3 00:00: 00:00 4s
Wrapup ltem 1 @ Sales Group 1 153 00:00: 00:00 4s
Required Input Parameters: Output values:
From Date Wrap-up description,
Until (To Date) Count (Number of Calls) - per wrap-up
Wrap-up group % of total number of calls
Business hours only (else 24/24) Average Talk Time -per wrap-up
Daily Report )
yRep Talk Time — per wrap-up
Average Queue Time — per wrap-up
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Totals for all previous values (Average Talk Time, Talk
Time, Average Queue Time)

* Queue Time - The amount of time a caller has been
waiting to get connected to an agent

Format:

Axis label:

Table and Graphic (Pie chart displaying number of
calls and % of total number of calls per wrap-ups)

Vertical: Number of calls
Horizontal: Wrap-up description

3.11.4 up Code Usage Per Wrap-up

-up details for specified wrap-up.

Wrap up Code Usage

Business hours only

Wrap up Description :

Queue Count

Service

Grand Totals :

From : 01.7.2008
Until : 01.8.2008
Print Date : 28.10.2008 16:17

Fault - no charge, warranty

B service, 2 (100.00%)

% Average Talk Time Talk Time Avg. Queue Time
(sec.)
100.00 % 00:02:16 00:04:33 5
100 % 00:02:16 00:04:33 5sec.

* Queue Time - The amount of time a caller has been waiting to get connectad to an agent

Required Input Parameters:

Output values:

From Date

Queue Name,

Until (To Date)

Count (Number of Calls ) - per queue

Wrap-up Description

% of total number of calls

Business hours only (else 24/24)

Average Talk Time -per queue
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Daily Report Talk Time - per queue

Average Queue Time — per queue

Totals for all previous values

Format: Axis label:

N/A
Table and Graphic (Pie chart displaying number of

calls and % of total number of calls per queues)

4 Call Transfer Presentation in specific Reports

Within an operational Contact Center several call transfers, based on different call handling mechanisms
are possible. In general, it must be differentiated between:

« Call transfers which are initiated manually by agents.
» Call transfers which are initiated by queues due to underlying routing rules.

In addition, the different kind and properties of call transfer destinations have to be considered:

* Internal destinations o Agents o UC user, hon-UC user o Voice-mailbox
o Queues
+ External destination

And at last, the type of transfer must be considered.

* Blind transfer
*  Supervised transfer

Transfers can also be cascaded e.g., call transfer from an agent to another agent followed by a transfer from
the second agent to a normal UC user. In case of a call transfer, the call is split into call segments. Depending
on the kind of call transfer and the destination the information of the call is assigned to different call segments.
Call segments can be either Contact Center call related or not. Most reports use the information, which are
written into the last Contact Center call segment. The information written into previous or following Non-
Contact Center related call segments are not considered.

Note:

The variety of call transfers and their combinations are the reason that a homogeneous reporting of all call
transfers and an overall reporting consistency cannot be ensured in every call transfer scenario.

Call transfers by agents should be avoided if a consistent reporting is required.

Within the subsequent scenarios an agent transfers the call to different destination using the myAgent
transfer function with the option “blind transfer”.

In case of queue transfers CCV elements are used for call transfer in this case also the “single step /blind transfer”
is used.

4.1.1 CALL TRANSFERS INITIATED BY AGENT

4.1.1.1 Destination Agent is logged in into myAgent and available for calls of another queue Call Scenario:

- User 33388 calls queue 94222 (Sales).

- Agent 94101 accepts the call and transfers the call afterward to Agent 94201 who is logged in into
gueue 94223 (Service).

- Agent 94201 answers (accepts) the call and hangs up.
(Agent 94201 is logged in into my Agent with status available. Agents uses myAgent to control the
phone)

Call Segmentation:
Contact Center Call is split into two segments:

- First call segment comprises the times and actions from call entering the queue 94222 (Sales) until
agents 94101 performs the call transfer.
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- Second call segment comprises the times and action from alerting to Agent 94201 until Agent 94201
hangs up.

Queue assignment:

In both segments Call is assigned to queue 9422 (Sales) even if agent 94201 is assigned to queue 94223
(Service). myReports

The transferred call is shown in the reports:

- Transferred calls per Agent:
*  Only the call transfer to Agent 94101 is reported. The queue Sales is assigned to the call as no
transfer between queues took place. Only the second call segment is shown within this report.
- Transferred call per Queue
+ Transfers are assigned to Queue Sales only as no transfer between queues took place.
* Both call segments are reported within this report due to the “Queue view”.
- Whole life report per Queue
* Transfers are assigned to Queue Sales only as no transfer between queues took place.
» Both call segments are reported within this report.
- User/ Agent Related Report - List for Export
* This report contains all call segments for all UC Users incl. contact Center Agents.
» Transferred Contact Center Calls can be determined in general by a CC Call IDs which is
assigned to several call segments.

The call transfer is not shown in the reports.

- Contact Center transferred calls
* No transfer is shown in this report as only queue transfers to outbound destination numbers are
reported here (by reports definition).
- Contact Center Calls List for Export
* No transfer is shown in this report as only queue transfers to outbound destination numbers are
reported in this report.

4.1.1.2 Destination Agent is logged in into myAgent but set to unavailable

The same call scenario as in 4.1.1.1 Destination Agent is logged in into myAgent and available for calls of
another queue with the difference that the destination Agent 94201 is logged in into myAgent but his status is set
to “unavailable”. In addition, Agent 94201 uses the phone (not myAgent) for answering the call and for hanging
up.

- User 33388 calls queue 94222 (Sales).

- Agent 94101 accepts the call and transfers the call afterward to Agent 94201 who is logged in into

queue 94223 (Service).
- Agent 94201 answers (accepts) the call and hangs up.

myReports
The presentation of the transferred call within the reporting is done in the same way as described in scenario.
4.1.1.3 Destination Agent not logged in into CC in general

The same call scenario as in 4.1.1.1 with the difference that the destination Agent 94201 is not logged in into
the Contact center neither by my Agent nor via phone. Agent 94201 uses the phone for answering the call and
for hanging up.
- User 33388 calls queue 94222 (Sales).
- Agent 94101 accepts the call and transfers the call afterward to Agent 94201 who is not logged in into

the CC.
- Agent 94201 answers (accepts) the call and hangs up.

Note:

Even if the Agent 94201 is not logged in into the CC the second call segment of the transferred call is also
treated as a CC call. The call is also shown as a call for queue Sales within the Contact Center Call windows
of Agent 94101 until Agent 94201 hangs up.

myReports
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The presentation of the transferred call within the reporting is done in the same way as described in scenario
4.1.1.1.

4.1.1.4 Call Transfer from Agent to a UC User or to a normal User (non-UC User) Call scenario:

- User 33388 calls queue 94222 (Sales).
- Agent 94101 accepts the call and transfers the call afterward to User 94301. - User 94301
answers (accepts) the call and hangs up.

Call segmentation:
The call is split into two segments:

- First call segment comprises the times and actions from call entering the queue 94222 (Sales) until
agent 94101 performs the call transfer.

- Second call segment comprises the Non-Contact Center part of the call and the times and action from
alerting to User 93201 until User 94301 hangs up.

Queue assignment:
In the Contact Center call segments of the call is assigned to queue 94222 (Sales).
Agent assignment:

No agent ID is assigned to the Contact Center call segment as the call was not completed within the Contact
Center.

myReports
The transferred call is shown in the reports:

- User/ Agent Related Report - List for Export
* This report contains all call segments for all UC Users incl. contact Center Agents.
+ Transferred Contact Center Calls can be determined in general by a CC Call IDs which is
assigned to several call segments.

The call transfer is not shown in the reports.

- Transferred calls per Agent:

* The transferred call is not reported here as the transfer destination was not an agent.
- Transferred call per Queue

* The transferred call is not reported here as the transfer destination was not an agent.

Whole life report per Queue
* The call is reported only with the CC call segment without transfer destination, as the transfer
destination was not an agent.
- Contact Center transferred calls
* No transfer is shown in this report as only queue transfers to outbound destination numbers are
reported here (by reports definition).
- Contact Center Calls List for Export
* No transfer is shown in this report as only queue transfers to outbound destination numbers are
reported in this report.

Note:

Transferred calls to non-agents (UC Suite) can only be determinate clearly using the User/Agent Related
Report. As no agent information is entered within the CC call segment of the call. The segment is not shown
in agent related reports, which based on Agent-IDs. Only queue related reports based on CC Call-ID contain
information about the first call segment of the transferred call as answered call.

4.1.1.5 Call Transfer by Agent to an outbound destination Call scenario:

- User 33388 calls queue 94222 (Sales).
- Agent 94101 accepts the call and transfers the call afterward to an outbound destination. -
Outbound destination answered the call and hangs up.

Call segmentation:
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The call is split into two segments:

- First call segment comprises the times and actions from call entering the queue 94222 (Sales) until
agent 94101 performs the call transfer and the called destination accepts the call.

- Second call segment comprises the Non-Contact Center part of the call and the times and action from
accepting the call until external destination accepts the call and hangs up.

Queue assignment:
In the Contact Center call segments of the call is assigned to queue 94222 (Sales).
Agent assignment:

No agent ID is assigned to the Contact Center call segment as the call was not completed within the Contact
Center.

myReports
The transferred call is shown in the reports:

- User/ Agent Related Report - List for Export
* This report contains all call segments for all UC Users incl. contact Center Agents.
» Transferred Contact Center Calls can be determined in general by a CC Call IDs which is
assigned to several call segments.

The call transfer is not shown in the reports.

- Transferred calls per Agent:
* The transferred call is not reported here as the transfer destination was not an agent.
- Transferred call per Queue
* The transferred call is not reported here as the transfer destination was not an agent.
- Whole life report per Queue
* The call is reported only with the CC call segment without transfer destination, as the transfer
destination was not an agent.
Contact Center transferred calls
* No transfer is shown in this report as only queue transfers to outbound destination numbers are
reported here (by report definition).
- Contact Center Calls List for Export
* No transfer is shown in this report as only queue transfers to outbound destination numbers are
reported in this report.

Note:

Transferred calls to outbound destinations can only be determinate clearly using the User/Agent related
Report. As no agent information is entered within the CC call segment of the call. The segment is not sown in
agent related reports which based on Agent-IDs. Only queue related reports based on CC Call-ID contain
information about the first call segment of the transferred call as answered call.

4.1.1.6 Call Transfer from Agent to another Contact Center Queue answered by Agent in Queue Scenario:

- User 33388 calls queue 94222 (Sales).
- Agent 94101 accepts the call and transfers the call afterward to queue 94223 (Service). - Agent
94201 accepts the call in queue Service and hangs up.

Call Segmentation:
Contact Center Call is split into two segments:

- First call segment comprises the times and actions from call entering the queue 94222 (Sales) until
agents 94101 performs the call transfer to queue 94223 (Service).
- Second call segment comprises the times and action from alerting to Agent 94201 until Agent 94201

hangs up. Queue assignment:

First call segment is assigned to queue 94223 (Sales) the second call segment is assigned to queue
94223 (Service).

myReports

The transferred call is shown in the following reports:
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- Transferred calls per Agent:

+ Both call segments are reported. The first call segment is assigned to Agent 94101. The second
segment is assigned to Agent 94201. The reported Queue-, Alert- and Talk Times represent the
times within every call segment (the second call segment does not replace the times of the first
call segment in this report).

- Transferred call per Queue

» Both call segments are reported. The first call segment is assigned to Queue 94222
(Sales) with Agent 94101. The second segment is assigned to Queue 94223 (Service) with Agent
94201. The reported Queue-, Alert- and Talk Times represent the times within every call segment
(the second call segment does not replace the times of the first call segment in this report).

- Whole life report per Queue

» Both call segments are reported. The first call segment is assigned to Queue 94222
(Sales) with Agent 94101. The second segment is assigned to Queue 94223 (Service) with Agent
94201. The reported Queue-, Alert- and Talk Times represent the times within every call segment
(the second call segment does not replace the times of the first call segment in this report).

User / Agent Related Report - List for Export

* This report contains all call segments for all UC Users incl. contact Center Agents.

+ Transferred Contact Center Calls can be determined in general by a CC Call IDs which is
assigned to several call segments.

The call transfer is not shown in the following reports.

- Contact Center transferred calls
* No transfer is shown in this report as only queue transfers to outbound destination numbers are
reported here (by reports definition).
- Contact Center Calls List for Export
* No transfer is shown in this report as only queue transfers to outbound destination numbers are
reported in this report.

4.1.2 CALL TRANSFERS INITIATED BY QUEUES

4.1.2.1 Call Transfer from queue to another Contact Center queue answered by Agent Call Scenario:

» User 33388 calls queue 94222 (Sales).
* No agent is available in queue 94222 the call is transferred by CCV to queue 94223 (Service).
+  Agent 94201 accepts the call in queue Service and hangs up.

Call Segmentation:
Contact Center Call is split into two segments:

»  First call segment comprises the times and actions from call entering the queue 94222 (Sales) until
gueue 94222 performs the call transfer.

+ Second call segment comprises the times from entering queue 94223 (Service) until Agent 94201
hangs up.

Queue assignment:

In the first call segment the call is assigned to queue 94222 (Sales). The second call segment is assigned to
Queue 94223 (Service).

myReports
The transferred call is shown in the reports:

» Transferred calls per Queue
- The Transfer is shown within this report. The two call segments of the transfer are assigned
to the appropriate queues as both segments are Contact Center call segments.
- No agent is assigned to the first call segment and the times are set to zero.
- Only the last (second) call segment contains the times for the call within the last queue and
the information about the agent who answered the call.
*  Whole life report per Queue
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- The Transfer is shown within this report. The two call segments of the transfer are assigned
to the appropriate queues as both segments are Contact Center call segments.

- No agent is assigned to the first call segment and the times are set to zero.

- Only the (last) (second) call segment contains the times for the call within the last queue and
the information about the agent who answered the call.

» User/ Agent Related Report - List for Export

- A queue transfer is not indicated directly within this report, but it can be determined indirectly

by the CC Call ID, which is assigned to several call segments.

The call transfer is not shown in the reports.

» Transferred calls per Agent:
- Callis not shown here as transfer was done by queue and not by agent.
+ Contact Center transferred calls
- No transfer is shown in this report as only queue transfers to outbound destination numbers
are reported here (by report definition).
+ Contact Center Calls List for Export
- No transfer is shown in this report as only the last (second) Contact Center call segment is
shown in this report.
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