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1 About this document 

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

 

The description within this document refers to OpenScape Business V2R2 

1.1 History of content 

Version Date  Changes 

1.0 2016-08-31  Initial Creation for OpenScape Business V2R2 

    

    

    

    

    

    

    

    

    

1.2 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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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 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. 

 A transferred 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 life time of a contact center call comprises the intervall 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 ) 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 ot 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: 

 A and B are agents who are assigned to the queue A 

 C is an agent who is assigned to queue C  

 D is a normal 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: 

Call is not counted as a Contact Center call, as the call has not arrived at a queue pilot number. 
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2.5.2 Agent - Outgoing Call 
Call Scenario: 

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: 

Call is 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 reportet 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.  

Call is routed to Agent A.  

Agent A accepts call and talks with the caller. 

Agent A hangs up after some time. 

 

Call Counting: 

Call is 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. 

Call is 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: 

Call is counted as contact centre 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. 

Call is hold within the queue and callback option is offered by queue  

Caller uses the callback option, leaves a message an 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, initates 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 callbackrequestor , 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 (call) of an Agent in order to fulfil the callback are reported within a specific report. 
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2.5.6 Contact Center – Agent Consultation Hold 
Call scenario: 

External caller calls the pilot number of Queue A. 

Call is 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 centre 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. 

Call is 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 retieves 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 centre 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). 

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

 Call transfers, which are initiated manuallby 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 Voicemal 
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 other Agent  

Call scenario: 

External caller calls the pilot number of Queue A. 

Call is routed to Agent A  

Agent A answeres  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. 
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Call Counting: 

The call is counted as contact center call. 

Call is 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, 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 segmet,  

 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. 

Call is routed to Agent A  

Agent A answeres 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. 

Call is 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. 

Call is routed to Agent A  

Agent A answeres the call and transfers the call to Queue C 

Agent C answeres the call in Queue C 

Agent C hangs up after some time. 

 

Call Counting: 

The call is counted as contact center call. 

Call is 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 
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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. 

2.5.8.4 Call Transfer from Queue to Queue 

Call scenario: 

External caller calls the pilot number of Queue A. 

No agent is available in Queue A 

Call is routed to from Queue A to Queue C 

Within Queue C the call is routed to Agent C 

Agent C answeres the call in Queue C 

Agent C hangs up after some time. 

 

Call Counting: 

The call is counted as contact center call. 

Call is 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 

2.5.9 Agent – Call Pick-Up 

2.5.9.1 Call Pick-Up from other 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 

Call is routed to Agent A, phone of Agent A rings. 

Agent C picks up the call from Agent A,  

Agent C answeres the call and hangs up after some time. 

 

Call Counting: 

The call is counted as contact center call. 

Call is 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 bothe cases.  
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2.5.9.2 Call Pick-Up from other 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 

Call is routed to Agent A, phone of Agent A rings. 

User D picks up the call from Agent A,  

User D answeres the call and hangs up after some time. 

 

Call Counting: 

The call is counted as contact center call. 

Call is 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 

2.6 Definition of Report Input / Output Parameters 

2.6.1 Input Parameters 
The reports prametes requestes 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 

To Date 
Until (To Date) 

The report data ends at this time 

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 
Admininstration 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 reöated 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 
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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:  

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 work day’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. 

 

Column 
Header 

Related 
Header 

Definition  

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. For example, if the setting is 10 seconds, 
all calls cleared by the caller in less that 10 seconds (from arrival in the 
call centre) 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. 

 Daily total 
alert time 

Sum of the total daily alert time 

 Total alert 
time 

Sum of the total alert time 

   

Break Name  Configured name of the break, which is reported 

   

Break Time   

 Daily Total 
Break Time 

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

 Total Break 
Time 

The total (sum) of time that agent was not available due to breaks over 
the report period 
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Column 
Header 

Related 
Header 

Definition  

   

Call ID 

 

 The contact center call id is a unique number assigned to each voice, 
callback, fax and email call. 

   

Call arrived 
time 

 The time the call arrived in the contact center 

   

CLI (Calling 
number) 

 The telephone number of the calling party, also known as Calling Line Id 
(CLI) 

 Customer 
Company 

If the CLI has stored information in the OSBIZ database which includes 
data in the Company field, the report will display this information 

   

Count 
(Number of 
Calls) 

(Number of 
Calls) 

Number of calls in the contact center/queue  

   

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 centre calls delivered to them) 
calls.  

For example, Agent Tom Cruse 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 Holmes :)  The Missed Call Timeout (Zeitüberschreitung für 
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 anymore 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. 

Missed Call 
Time 

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

 Daily total 
Missed Call 
Time 

The total (sum) of time that agent was not available due to missed calls 
per day 

 Total Missed 
Call Time 

The total (sum) of time that agent was not available due to missed calls in 
the report period 
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Column 
Header 

Related 
Header 

Definition  

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. 

 Average 
pickup time 

The average of Pickup time as described above 

   

Queue time 

 

 The amount of time a call has been queuing i.e. waiting to talk to an 
agent 

 Average 
Queue Time – 
per queue 

The average amount of time callers are waiting to talk to an agent 

 Average 
queue time 

The average amount of time callers are waiting to talk to an agent 

   

Queue Name 

 

 The name of the Contact center Queue 

 

   

Start Time  Start time of the call 

   

Talk Time  The actual amount of talk time i.e. agents talking to callers 

 Average Talk 
Time 

The average amount of talk time i.e. agents talking to callers 

   

Time of call  The time when the call arrived at the contact center 

 

   

2.7 Functional Boundaries and Limitations 

2.7.1 Configuration advices 
To get meaningful reports it is necessary to configure the contact center routing properly and to consider the 
following advices. 

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 resouces 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 a inconsistent contact center call reporting.  

2.7.1.2 Overflow configuration 

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

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.  
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2.8 Comparison of myReports and myAgent reporting options 

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

The reports in myAgent represent a subset of “myReports” reports.  

 
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. 

myAgent reports are availabale for contact center supervisors or administrators.  

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 agents 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. 

 A call will be marked as picked up if the agent id is -1 
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 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: 

 

A call is counted and presented  as “Answered” if the talk time is > 0 

A call is 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 met (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 an presented as “answered” 

 If the call was not established to an agent it is counted an 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. 
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3 Detailed Report Description 

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

 3CC indicates that the report contain 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 

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 

Logged Times This report represents the login, logout and logged in times 
in specified date interval for selected agent. 

yes No  No 

Missed Call Times Displaying missed call times in specified date interval for 
selected agent 

yes No No 

On Break Times Displaying break times in specified date interval for selected 
agent 

yes No No 

Status ( All 
Agents ) Daily 

Displaying status details (Logged, On Break, Work, Missed 
Call, and Screen Pop) by agents for the reported period and 
for the selected agents. 

yes No No 

Status ( By Agent 
) Daily 

Displaying status details for selected agent and specified 
day. 

yes No No 

Work Times Displaying work times in specified date interval for selected 
agent. 

yes No No 

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 in order to get an overview. Afterwards the other reports within this category can be used to drill 
down into specific activities per agent if necessary. 
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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. 

 

 
 

Required Input Parameters : Output values 

From Date Login time 

Until ( To Date ) Logout time 

Agent  Logged In time 

Daily Report Daily total Logged in time 

 Total Logged in time 

 

Format : Table Axis label : N/A 
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3.1.2 Agent Activity - Missed Call Times 
 

Report Description : 

Displaying missed call times in specified date interval for selected agent. 

 

 
 

 

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 

 

Format :  

Table 

Axis label:  

N/A 
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3.1.3 Agent Activity  - On Break Times 
 

Report Description : 

Displaying break times in specified date interval for selected agent. 

 

 
 

 

Required Input Parameters : Output values : 

From Date Start Time 

Until ( To Date ) End Time 

Agent  Break Name Default Break Interval (min.) 

Daily Report Actual Break Time 

 Daily total Break Time 

 Total Break Time 

 

Format :  

Table 

Axis label:  

N/A 
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3.1.4 Agent Activity - Status ( All agents ) - Daily 
 

Report Description : 

Displaying status details ( Logged,  Break, Work, Missed Call, Screen Pop)  by agents for the reported 
period and for the selected agents. 

 

 
 

 

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 
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3.1.5 Agent Activity  - Status ( By Agent) - Daily 
 

Report Description : 

Displaying status details for selected agent and specified day. 

 

 
 

 

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) 
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3.1.6 Agent Activity  - Work Times 
 

Report Description : 

Displaying work times in specified date interval for selected agent. 

 

 
 

Required Input Parameters : Output values 

From Date Start Time 

Until ( To Date ) End Time 

Agent  Work Time 

Daily Report Daily total Work Time 

 Total Work Time 

 

Format :  

Table 

Axis label:  

N/A 
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3.3 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 take into account, 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. 

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. 

 

Report Description CC UC A 

Average Grade 
Of Service by 
Agent) 

This report shows hourly average grade of service for 
specified agent in a specified date range 

yes yes yes 

Average Grade 
Of Service by 
Agent – Daily 

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) 

yes yes yes 

Private Calls ( 
All Agents ) 

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

yes yes no 

Private Calls ( 
Per Agent ) 

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

yes yes no 

All User Calls ( 
Per Agent)  

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

yes yes no 

All User Calls ( 
By 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. 

yes yes no 

Table 2 Reports of the group – Agents 

3.3.1 How to use Agent Reports. 
The GOS related reports can be used to get an easy to handle graphical overview about the Quality 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 bythe 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 Call”. 
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3.3.2 Average Grade of Service by Agent 
 

Report Description : 

This report shows hourly average grade of service for specified agent in a specified date range 

 

 
 

 

Required Input Parameters : Output values : 

From Date N\A 

To Date ( Until )  

Agent   

Daily Report   

 

Format :  Axis label :  

Graphic Horizontal : Hourly intervals Vertical : Average 
Grade of service ( 0-100) 
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3.3.3 Average Grade of Service by Agent - Daily 
 

Report Description : 

This report show 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) 

 

 
 

 

Required Input Parameters : Output values : 

From Date N\A 

To Date ( Until )  

Agent   

Daily Report   

 

Format :  Axis label :  

Graphic Horizontal : Hourly intervals 
Vertical : Average Grade of service ( 0-100) 
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3.3.4 Agent Private Calls ( All Agents ) 
 

Report Description : 

This report show details about the agent private calls in the specified date range. 

 

 
 

 

 

 

Required Input Parameters : Output values 

From Date Agent 

To Date ( Until ) Agent Extension 

Daily Report Department 

 Number of calls 

 Talk Time 

 % of total talk time 

 

Format :  
Table 

Axis label: 
 N/A 
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3.3.5 Agent Private Calls ( Per Agent ) 
 

Report Description : 

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

 

 
 

 

Required Input Parameters : Output values 

From Date Call Date 

To Date ( Until ) Start Time 
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Agent Calling Number 

Daily Report Called Number 

 Contact / Company 

 Direction I/O ( Inbound/Outbound) 

 Talk Time 

 Daily Total Number of Calls 

 Daily Total Talk Time 

 Total Number of Calls 

 Total Talk Time 

 

Format :  
Table* The values are grouped daily 

Axis label: 
N/A 
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3.3.6 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. 
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Required Input Parameters : Output values : 

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 
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3.3.7 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. 

  



 

OpenScape Business V2 – Whitepaper - Contact Center Reports 30 

Required Input Parameters : Output values : 

From Date Call Date 

To Date ( Until ) Start Time 

Agent End Time 

Daily Report Calling Number 

 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 
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3.5 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 

External Calls Per 
User 

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

no yes no 

Incoming Calls 
(Free Calls) - Per 
User 

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

no yes no 

Incoming Calls 
(International) - Per 
User 

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

no yes no 

Incoming Calls 
(Mobile-Cell) - Per 
User 

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

no yes no 

Incoming Calls 
(Other External 
Calls) - Per User 

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 

no yes no 

Incoming Calls Per 
User 

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 

no yes no 

Incoming Calls 
Report - Group 

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

Note: Department cannot be set equal to a Contact Center group. 

no yes no 

Incoming Calls 
Report – Group 
Summary 

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

Note: Department cannot be set equal to a Contact Center group. 

no yes no 

Incoming Calls 
Report - User 

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

no yes no 

Incoming Calls 
Report – User 
Summary 

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

no yes no 

Incoming Calls 
(Specific Calls) - 
Per User) 

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 

no yes no 

Internal Calls Per 
User 

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

no yes no 

Missed Calls 
(Incoming) - Per 
User 

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

no yes no 

Missed Calls 
(Incoming) - Per 
User #2 

This report shows incoming - missed calls details for the specified 
user in the specified date range. ( Including calling number details 
) 

no yes no 

Missed Calls 
(Outgoing) - Per 
User 

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

no yes no 

Missed Calls 
(Outgoing) - Per 

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

no yes no 
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Report Description CC UC A 

User #2  

Outgoing Calls 
(Free Calls) - Per 
User 

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

no yes no 

Outgoing Calls 
(International) - Per 
User 

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

no yes no 

Outgoing Calls 
(Mobile/Cell) - Per 
User 

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

no yes no 

Outgoing Calls 
(Other External 
Calls) - Per User 

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 

no yes no 

Outgoing Calls (Pay 
Calls) - Per User 

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

no yes no 

Outgoing Calls 
Report - User 

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

no yes no 

Outgoing Calls 
Report - Group 

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

no yes no 

Outgoing Calls 
Report – Group 
Summary 

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

no yes no 

Outgoing Calls 
Report - User 

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

no yes no 

Outgoing Calls 
Report – User 
Summary 

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

no yes no 

Outgoing Calls 
(Specific Calls) - 
Per User) 

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 

no yes no 

Incoming Calls 
(Specific Calls) - 
Per User) 

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 

no yes no 

Table 3 Reports of the group – Call History 

 

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 criterias. 

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. 
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3.5.1 External Calls Per User 
 

Report Description: 

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

 

 
 

 

Required Input Parameters : Output values : 

From Date Call Date 

To Date ( Until ) Start Time 

User End Time 

Daily Report Direction 

 CLI  

 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 

 

Format  Axis label  

Table  N/A 
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3.5.2 Incoming Calls (Free-Calls) Per User 
 

Report Description : 

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

 

 
 

 

Required Input Parameters : Output values : 

From Date Start Time 

To Date ( Until ) End Time 

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 

  

 

Format  Axis label  

Table  N/A 
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3.5.3 Incoming Calls (International) Per User 
 

Report Description : 

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

 

 
 

 

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 

  

 

Format :  
Table 

Axis label :  
N/A 
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3.5.4 Incoming Calls (Mobile-Cell) Per User 
 

Report Description : 

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

 

 
 

 

Required Input Parameters : Output values : 

From Date Start Time 

To Date ( Until ) End Time 

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 

  

 

Format :  
Table 

Axis label :  
N/A 
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3.5.5 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 

 

 
 

 

Required Input Parameters : Output values : 

From Date Start Time 

To Date ( Until ) End Time 
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User Calling Number 

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 

  

 

Format :  
Table 

Axis label :  
N/A 
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3.5.6 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 

 

 
 

 

Required Input Parameters : Output values : 

From Date Start Time 

To Date ( Until ) End Time 

User Calling Number 

Daily Report 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 

  

 

Format :  
Table 

Axis label :  
N/A 
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3.5.7 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 

 

 
 

 

Required Input Parameters : Output values : 

From Date Calling 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 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 

 

Format :  
Table 

Axis label :  
N/A 
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3.5.8 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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Required Input Parameters : Output values : 

From Date Department, 

To Date ( Until ) User, 

Daily Report Extension, 

 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 

  

  

 

Format :  
Table 

Axis label :  
N/A 
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3.5.9 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. 

 

 
 

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 ). 

  

  

  

  

  

 

Format :  
Table 

Axis label :  
N/A 
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3.5.10 Incoming Calls Report – User 
 

Report Description : 

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

 

 
 

 

Required Input Parameters : Output values : 

From Date Start Time, 

To Date ( Until ) CLI – Calling 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 

 

Format :  
Table 

Axis label :  
N/A 
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3.5.11 Incoming Calls Report – User Summary 
 

Report Description : 

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

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

  

  

  

 

Format :  
Table 

Axis label :  
N/A 
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3.5.12 Internal Calls Per User 
Report Description : 

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

 

 
 

Required Input Parameters : Output values : 

From Date Call Date 

To Date ( Until ) Start Time 

User End Time 

Daily Report CLI - 

 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 

 

Format :  
Table 

Axis label :  
N/A 
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3.5.13 Missed Calls (Incoming) Per User 
 

Report Description : 

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

 

 
 

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, 

 Total missed call time, 

 Total number of missed calls, 

 *The values are grouped daily 

  

  

  

 

Format :  
Table 

Axis label :  
N/A 
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3.5.14 Missed Calls (Incoming) Per User 2 
 

Report Description : 

This report shows incoming - missed calls details for the specified user in the specified date range. ( 
Including calling number details ) 

 

 
 

Required Input Parameters : Output values : 

From Date Start Time, 

To Date ( Until ) End Time, 

User Calling Number, 

Daily Report Contact / Company 

 Missed Call Time, 

 Daily total missed call time, 

 Total missed call time, 

 Total number of missed calls, 

 *The values are grouped daily 

  

 

Format :  
Table 

Axis label :  
N/A 
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3.5.15 Missed Calls (Outgoing) Per User 
 

Report Description : 

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

 

 
 

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, 

 Total missed call time, 

 Total number of missed calls, 

 *The values are grouped daily 

  

  

  

 

Format :  
Table 

Axis label :  
N/A 
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3.5.16 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 ) 

 

 
 

Required Input Parameters : Output values : 

From Date Start Time, 

To Date ( Until ) End Time, 

User Missed Call Time, 

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 

  

  

 

Format :  
Table 

Axis label :  
N/A 
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3.5.17 Outgoing Calls (Free-Calls) Per User 
 

Report Description : 

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

  

 

Format :  
Table 

Axis label :  
N/A 
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3.5.18 Outgoing Calls (International) Per User 
 

Report Description : 

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

 

 
 

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 

  

 

Format :  
Table 

Axis label :  
N/A 
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3.5.19 Outgoing Calls (Mobile-Cell) Per User 
 

Report Description : 

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

 

 
 

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 

  

 

Format :  
Table 

Axis label :  
N/A 
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3.5.20 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. 

 

 
 

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 

  

 

Format :  
Table 

Axis label :  
N/A 
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3.5.21 Outgoing Calls (Pay-Calls) Per User  
 

Report Description : 

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

 

 
 

 

Required Input Parameters : Output values : 

From Date Start Time, 

To Date ( Until ) End Time, 

User Called 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 

  

 

Format :  
Table 

Axis label :  
N/A 
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3.5.22 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 

 

 
 

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 

  

 

Format :  
Table 

Axis label :  
N/A 
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3.5.23 Outgoing Calls Per User 
 

Report Description : 

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

 

 
 

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 

 

Format :  
Table 

Axis label :  
N/A 
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3.5.24 Outgoing Calls Report – Group 
 

Report Description : 

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

 

 

 

Required Input Parameters : Output values : 

From Date Department, 

To Date ( Until ) User, 

Daily Report Extension, 

 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 

  

  

 

Format :  
Table 

Axis label :  
N/A 
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3.5.25 Outgoing Calls Report Group – Summary 
 

Report Description : 

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

 

 
 

 

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 ). 

  

 

Format :  
Table 

Axis label :  
N/A 
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3.5.26 Outgoing Calls Report – User 
 

Report Description : 

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

 

 
 

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 

 

Format :  
Table 

Axis label :  
N/A 
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3.5.27 Outgoing Calls Report – User Summary 
 

Report Description : 

This report shows summary information about the outgoing calls per users. 
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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, 

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

  

  

  

 

Format :  
Table 

Axis label :  
N/A 
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3.6 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 
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 
Statistics 

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

yes No yes 

Abandoned Calls 
Statistics – 
Details 

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

yes No No 

Agent Callback Call 
Attempts 

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

Yes No No 

Answered Calls 
Alert Times ( By 
Agent ) 

This report represent the alert times of answered calls for 
specified agent in the specified time. 

yes No No 

Answered Calls 
Alert Times ( All 
Agents ) 

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

yes No No 

Answered Calls 
Alert Times - 
Details 

This report represent the alert times of answered calls for 
specified agent in the specified time. 

yes No No 

Answered Calls 
Statistics 

This report presents details about the answered calls by 
queues in the specified time. 

Yes No Yes 

Answered Calls – 
(Wrap Up) 

Displaying details including wrap up information for answered 
calls in the specified time. 

yes No Yes 

Callback Calls 
Report  

Displaying callback details for all calls in the specified 
date/time range 

yes No No 

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 By 
Queue 

Call list for selected queue in the specified date range yes No No 

Call Traffic All 
Agents-Per Hour 
Daily 

Call count   (Contact Center calls, direct calls, outbound, 
inbound) and 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. 

yes No No 

Call Traffic All 
Agents-Per Hour 
Daily-Details 

Call count (Contact 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. 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 

yes No No 
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columns ( cc calls talk time and direct calls talk time) 

Call Traffic All 
Queues-Per Hour 
Daily 

Call count (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. 

yes No No 

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

yes No No 

Call Traffic By  
Queue-Per Hour 
Daily-Details 

Call count (all calls, answered calls and abandoned calls) for 
the selected queue and the specified date range. The values 
are grouped per hours and daily. 

yes No No 

Call Traffic One 
Agent-Per Hour 
Daily 

Call count (Contact 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. 

yes No No 

Call Traffic One 
Agent-Per Hour 
Daily-Details 

Call count (all calls, Contact 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) 

yes No No 

Call Traffic One  
Queue-Queue 
Time, GOS Per 
Hour Daily 

Number of calls, maximum queue time, minimum queue time 
and grade of service for the selected queue and the specified 
date range. The values are grouped per hours and daily. 

yes No No 

Contact Center 
Calls 

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

yes No Yes 

Contact Center 
Calls – List for 
Export 

This report contains all contact center calls within the 
selected time.  

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. 

Yes No No 

Contact Center 
Overview 

This report contains the overview of the contact center.  
It 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. 

yes No No 

Contact Center 
(Per Agents) - 
Chart  

Number of calls (Total number of calls, answered and missed 
calls) by agents for the specified date range. 

yes No No 

Contact Center 
(Per Agents) - List 

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

yes No No 

Contact Center 
(Per Queues) - 
Chart  

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

yes No No 

Contact Center 
(Per Queues) – 
List 

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

yes No No 

Contact Center 
Summary (All Call 
Types) 

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

yes No Yes 



 

OpenScape Business V2 – Whitepaper - Contact Center Reports 67 

Contact Center 
Summary #2 

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. 

yes No No 

Contact Center 
Summary 
Answered Calls 

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. 

yes No Yes 

Contact Center 
Summary - 
Details 

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. 

yes No No 

Contact Center 
Transferred Calls 

Transferred call details by queues for the specified date/time 
range and the selected queues. 

yes No No 

Incoming Call 
Report – Per 
Agent 

The report shows all incoming calls per agent grouped per 
day together with the information in which queue 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. 

yes No No 

Incoming Call 
Report – Per 
Queue 

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. 

yes No No 

Missed Calls 
Report 

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

yes No Yes 

Missed Calls 
Summary (Per 
Agent) 

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) 

yes No No 

Missed Calls 
Summary (Per 
Queues) 

Displaying missed calls summary details (number of calls and 
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) 

yes No Yes 

Queue Rejected 
Calls 

This report contains all calls which were actively rejected by the 
contact center due the” queue depth” settings within the system. 

Yes No No 

Transferred Calls 
Report – Per 
Agent 

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 queue the call was answered and the 
source and destination queue.  

yes No No 

Transferred Calls 
Report – Per 
Queue 

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. 

yes No No 

User-Agent 
related Report – 
List for Export 

This report contains all calls of all users within the selected 
time regardless if 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 available within 
the database. One user call can be presented multiple times. 

Yes No No 
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Whole of Life 
Report – Per 
Queue 

The report shows all incoming calls per day, grouped per 
queue, together with the information in which queue the call 
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.  

yes No No 

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 chose different 
berak 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. 
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3.6.1 Abandoned Calls Statistics 
 

Report Description : 

This report represents details about the abandoned calls by queues. 

 

 
 

Required Input Parameters : Output values : 

From Date Queue, 

Until ( To Date ) Count, 

Daily Report % abandoned, 

 Max Queue Time, 

 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 

 

 

Format :  
Table 

Axis label :  
N/A 
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3.6.2 Abandoned Calls Statistics – Detail 
Report Description : 

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

 

 
 

 

Required Input Parameters : Output values : 

From Date Call ID, 

Until ( To Date ) Call arrived time, 

Business hours only Queue, 

Daily Report Queue time, 

 Pickup time, 

 CLI ( Calling number), 

 Contact / Company  

 Customer Company , 

 Average pickup time, 

 Average queue time 

 

Format :  
Table 

Axis label :  
N/A 
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3.6.4 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. 

 

 
 

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). 
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Required Input 
Parameters : 

Output Colums 

 

Output Content 

From Date Main Table Data of the Callback request 

To Date (Until ) CC Call ID Contact Center Call ID oft he 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. 

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 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 initated the call 

 Callback Number Called number 

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

 Call ID 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 

 Total Number of Calls  Total number of Callback Calls 

 Attempts Total number of  associated outgoing calls 

 Competed Total number of callback calls marked as “completed” 

 

Format : Axis label :  

Table  N/A 
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3.6.5 Answered Calls Alert Times 
 

Report Description : 

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

 
 

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 

Daily Report  

 

Format :  Axis label : 

Table & Graphic Horizontal : Days 

  Vertical : Alert time  ( call pickup time ) in seconds 
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3.6.6 Answered Calls Alert Times ( All Agents) 
 

Report Description : 

This report represent the alert times of answered calls for all agents in the selected date range. 
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Required Input Parameters : Output values : 

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 :  

Table & Graphic  Horizontal : Agents 

 Vertical : Alert time  ( call pickup time ) in seconds 
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3.6.7 Answered Calls Alert Times (By Agent) – Details 
 

Report Description : 

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

 

 
 

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 ) 

Business hours only Daily total alert time, 

Daily Report Total alert time 

 

Format : Axis label 

Table  N/A 
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3.6.8 Answered Calls Statistics 
 

Report Description : 

This report represent details about the answered calls by queues. 

 

 
 

 

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 

 

 

Format : Axis label  

 Table : N/A 
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3.6.9 Answered Calls – Wrap Up Information 
 

Report Description : 

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

 

 
 

 

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 Daily total number of calls 

 * The values are grouped daily 

  

  

Format : Axis label  

Table : N/A 
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3.6.10 Callback Calls Report 
 

Report Description : 

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

 
 

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. 

 

Format : :  Axis label  

Table N/A 
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3.6.11 Call List Open (per Queue) 
 

Report Description : 

Reports all open calls e-mail and faxes  grouped per Queue . 

 

 
 

 

Required Input Parameters : Output values : 

From Date Call ID 

Until ( To Date ) Start Time 

Daily Report CLI 

 Contact (caller name) 

 Company (caller company) 

 Total number of calls per queue and for all 
available queues 

  

 

Format : :  Axis label  

Table N/A 
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3.6.12 Call List By Agent 
 

Report Description : 

Call list for selected agent in the specified date/time range 

 

 
 

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 

 

Format  Axis label 

: Table : N/A 
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3.6.13 Call List By Queue 
 

Report Description : 

Call list for selected queue in the specified date range. 

 

 
 

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 

 

Format :  Axis label  

Table : N/A 
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3.6.15 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. 

 

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) 

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

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

Format : Axis label :  

Table  N/A 

  



 

OpenScape Business V2 – Whitepaper - Contact Center Reports 84 

3.6.16 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. 

 

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) 
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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) 

 Direct Calls  
(number of direct calls) 

 Talk time-Direct Calls 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) 

 

 

Format : Axis label :  

Table  N/A 
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3.6.17 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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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...) 

 Abandoned Calls 
(Number of abandoned calls...) 

 Daily Totals per Queue and Grand Totals (All 
Calls, Answered Calls and Abandoned Calls) 

 

 

Format : Axis label :  

Table  N/A 
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3.6.18 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 queues-
having calls in the specified date range. 

The values are grouped per queue, per hours and daily. 
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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 Max Queue Time 
(Maximum queue time in seconds...) 

 Min Queue Time 

(Minimum queue time in seconds...) 

 GOS 
(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) 

 

Format : Axis label :  

Table  N/A 
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3.6.19 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. 

 

 
 

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...) 

 

 

Format : Axis label :  

Table  N/A 
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3.6.20 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. 

 

 

Required Input Parameters : Output values  

From Date Specified 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 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) 

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

 

Format : Axis label :  

Table  N/A 
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3.6.21 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) 
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Required Input Parameters : Output values  

From Date Specified 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 Talk time-CC Calls 
(CC Calls Total Talk time for the specified 
hourly interval) 

 Direct Calls  
(number of direct calls) 

 Talk time-Direct Calls 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) 

 

 

Format : Axis label :  

Table  N/A 
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3.6.22 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 queue 
and the specified date range. 

The values are grouped per hours and daily. 
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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 Max Queue Time 
(Maximum queue time in seconds...) 

 Min Queue Time 

(Minimum queue time in seconds...) 

 GOS 
(Grade of service...) 

 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) 

 

Format : Axis label :  

Table  N/A 

 

  



 

OpenScape Business V2 – Whitepaper - Contact Center Reports 96 

3.6.23 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.  
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Required Input Parameters : Output values : 

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  

 

Format : Axis label  

Table : N/A 
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3.6.24 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
rd

 party applications. 

The header line contains the content of the colums. The footer line contain the EOF indication and some 
basic report information. Each row between header and footer  contains all informations about one specific 
contact center call, which are availave 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 queue 
overflow happened, only the values of the last queue are shown.. 

The value `---` indicates that no information are available in the database for this specific parameter  
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Required Input 
Parameters : 

Output Colums Output Content 

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 
Intervals 

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

 Processed 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 Detail Detail information about the Call Status. For answered Call  e.g. 
“Call Back” If no details available, then  “---“ 

 Transfer- / Callback 
Number 

In case that a callback has been processed  the Callback 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 

 CLI / e-mail Adr. Phone / Fax Number or e-Mail Address of the Caller / Sender 

 Customer ID Customer ID  as stored within the external directory or LDAP 
directory of the UC Suite 

 Contact  Fistname 
Surname 

Contact First, Surname as stored within the external directory or 
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 
2 

Wrap Up information level 1 / level 2 

 

Format : Axis label :  

Table  N/A 
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3.6.25 Contact Center Overview (Voice Calls) 
Report Description : 

This reports shows all calls which entered the Contact center within the specified time. 

Calls are assigned to the queue which have resolved the contat center call at the end. 

For evey 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 presente 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. 

 

 
 

Required Input Parameters : Output values  

From Date Queue 

To Date ( Until ) Total number of calls 

Dynamic Time Intervals Answered Calls 

 Abandoned Calls 

 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 

Format : Axis label :  

Table  N/A 
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3.6.26 Call Center ( Per Agents ) – Chart 
Contact 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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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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3.6.27 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. 

 

 
 

Required Input Parameters : Output values :  

From Date, Agent, 

Until ( To Date ), Number of calls by agent ( All calls ) ( Nc) 

Daily Report % of total number of calls by agent 

 Number of answered calls by agent ( Na) 

 % of total number of answered calls 

 Number of missed calls by agent ( Nm ) 

 % of total number of missed calls 

 Average queue time in seconds by agent 

 Average talk time in seconds by agent 

 Total number of calls ( Ntc) 

 Total number of Answered Calls ( Nta) 

 Total number of Missed Calls ( Ntm) 

 Total average queue time in seconds ( all agents ) 

 Total average talk time in seconds ( all agents ) 

 

 

Format :  Axis label  

Table:  N/A 
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3.6.28 Contact Center ( Per Queues ) – Chart  
This report merges agent and queue ressources. Missed calls are agent related abandoned calls are queue 
related. 

Missed calls show all missed call of all agent who where 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. 
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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 Horizontal : Queues 
Vertical : Number of calls  
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3.6.29 Contact Center (Per Queues ) – List  
This report merges agent and queue ressources. Missed calls are agent related abandoned calls are queue 
relarted. Missed calls show all missed call of all agent who where logged in the specific queue. 

Abandoned calls show all call which arrived the qiue 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. 

 

 
 

Required Input Parameters : Output values :  

From Date, Queue 

Until ( To Date ), Number of abandoned calls by queue  ( Nab) 

Daily Report % of total number of abandoned calls by queue 

 Number of answered calls by queue ( Na) 

 % of total number of answered calls 

 Number of missed calls by queue ( Nm ) 

 % of total number of missed calls 

 Average queue time in seconds by queue 

 Average talk time in seconds by queue 

 Total number of Abandoned calls ( Ntab) 

 Total number of Answered Calls ( Nta) 

 Total number of Missed Calls ( Ntm) 

 Total average queue time in seconds ( all queues ) 

 Total average talk time in seconds ( all queues ) 

 

Format : Axis label :  

Table  N/A 
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3.6.30 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. 

 

 
 

Required Input Parameters : Output values 

From Date,:  Queue, 

Until ( To Date ),  Total number of call 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 

 

Format :  Axis label  

Table N/A 
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3.6.31 Call Center Summary 2 
The same as report 049 but with more parameter  

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, number of callback calls and queue time by 
queues for the specified date range. 

 

 
 

Required Input Parameters : Output values :  

From Date, Queue, 

Until ( To Date ), Total number of call 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 

 
 

Format : Axis label  

Table  N/A 
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3.6.32 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. 

 

 
 

Required Input Parameters : Output values :  

From Date, Queue, 

Until ( To Date ), Total number of call 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 

 
 

Format :  Axis label 

 Table:  N/A 

 



 

OpenScape Business V2 – Whitepaper - Contact Center Reports 110 

3.6.33 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. 

 

 
 

Required Input Parameters : Output values :  

From Date, Queue, 

Until ( To Date ), Total number of call 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 

 

 

Format : Axis label  

Table:  N/A 
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3.6.35 Contact Center Transferred Calls 
 

Report Description : 

Transferred call details by queues for the specified date/time range and the selected queues. 

 

 
 

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) 

  

Format : Axis label  

Table : N/A 
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3.6.36 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 queue 
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. 

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. 
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Required Input Parameters : Output values  

From Date Call ID 

To Date ( Until ) Start Time 

Agent (Multi agent selection) End Time 

Dynamic Time Intervals CLI 

 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 call for all reported period and 
average ring time and talk time 

 *All call details are grouped daily and per agent. 

 

Format : Axis label :  

Table  N/A 
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3.6.37 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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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 call for all reported period and 
average ring time and talk time 

 *All call details are grouped daily 

 

Format : Axis label :  

Table  N/A 
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3.6.38 Missed Calls Report 
 

Report Description : 

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

 

 
 

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 Contact 

 Company 

 Daily total number of missed calls by queue 

 Daily total number of missed calls ( all queues ) 

 Total number of missed calls 

 *The values are grouped by queues and daily. 

  

Format : Axis label  

Table : N/A 
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3.6.39 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 an queue. 

Missed calls of all agent 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) 

 
 

Required Input Parameters : Output values  

From Date Agent 

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

Daily Report % of all missed calls 

 Total number of missed calls (all agents) 

 

Format : Axis label :  

Table  N/A 
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3.6.40 Missed Calls Summary (Per Queues) 
This report is contact center relevant.  

A missed call is Agent related it cannot be set equal to abandoned calls in an 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 queues. (see 
attached image on the last page of this document), 
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Required Input Parameters : Output values  

From Date Queue 

To Date ( Until ) Agent 

Queues (Multiple Queue selection) Number of missed calls (per agent) 

Daily Report % of all missed calls 

 Total number of missed calls per queue 

 Grand total of missed calls (all queues) 

 

Format : Axis label :  

Table  N/A 
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3.6.41 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 

 

 
 

Required Input 
Parameters : 

Output Colums 
 

Output Content 

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 

Dynamic Time 
Intervals 

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

   

 

Format : Axis label :  

Table  N/A 
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3.6.42 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 queue 
the call was answered and the source and destination queue. 

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 queuesare presented within this report. 

The column Answered in Queue indicates either in wihich queue the aganed who answered the call was 
assignet 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. 
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Required Input Parameters : Output values  

From Date Call ID 

To Date ( Until ) Start Time 

Agent (Multi Agent selection) End Time 

Dynamic Time Intervals CLI, 

 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 call for all reported period and 
average ring time and talk time 

 *All call details are grouped daily 

 

Format : Axis label :  

Table  N/A 
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3.6.43 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 queues are presented within this report. 

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

 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 call for all reported period and 
average ring time and talk time 

 *All call details are grouped daily 

 

Format : Axis label :  

Table  N/A 
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3.6.44 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 if users are agents or not. 

In case that user is agent and has revceived a contact center call, additional information like CC Call ID are 
presented. 

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

 party applications. 

The header line contains the content of the columns. The footer line contain the EOF indication and some 
basic report information. Each row between header and footer  contains all informations about a call of a 
user, which are availave 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 are available in the database for this specific parameter  

 

 
 

Required Input 
Parameters : 

Output Colums Output Content 

From Date Call ID Normal Call ID 

To Date ( Until ) CC-Call ID Contact Center Call ID in case of an contact center call only 

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 
Intervals 

Duration Duration of Call (Difference between Start and End Time) 

 User name 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 

 Talk Time / Process 
Time 

Talk Time  in seconds when call is connected. In case of 
fax,  e-mail 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 

 Customer ID Customer ID  as stored within the external directory or 
LDAP directory of the UC Suite 

 Contact Contact First, Surname as stored within the external 
directory or LDAP directory of the UC Suite 

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

 Queue Name of the Queue, as configure in UC Suite,  in which the 
contacts l 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 “sheduled”, 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 

 

Format : Axis label :  

Table  N/A 
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3.6.45 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 queue 
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. 

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.. 

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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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 

 Transferred To 

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

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

 *All call details are grouped daily 

 

Format : Axis label :  

Table  N/A 
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3.7 Report templates within the group „CLI“  

 

Report Description CC UC A 

One Number 
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. 

yes No no 

Summary 
Report Detailed 

This Report shows the sum of incoming Contact Center Calls 
etc., for every CLI within the selected time interval. 

yes No no 

Traffic per CLI 
Fragment per 
Hour Daily 

This Report shows all incoming Contact Center calls 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. 

yes No no 

One Customer 
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. 

yes No no 

     

Table 5 Reports of the group – CLI 
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3.7.1 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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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 Queue 

 Agent 

 Queue time 

 Pickup Time 

 Talk time 

 Callback call 

 Answered call 

 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 

 

 

Format : Axis label :  

Table  N/A 
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3.7.2 Calling Party Number Summary Report Detailed 
 

Report Description : 

This Report shows the sum of incoming Contact Center Calls calls etc, for every CLI within the selected 
time interval. 

 

 
 

 

Required Input Parameters : Output values  

From Date CLI   (calling party) 

To Date ( Until ) Client  / Company  (If available) 

Daily Report Total number of calls 

 Average Pickup Time (sec.) 

 Average Talk Time (sec.) 

 Callback Calls   (Number of callback 
calls...) 

 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 

 

 

Format : Axis label :  

Table  N/A 
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3.7.3 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. 

 

 
 

Required Input Parameters : Output values  

From Date Day 

To Date ( Until ) CLI   (calling party) 

CLI Fragment Client name / Company (If available) 

Daily Report Time – Hourly interval  (Ex: 09:00-10:00) 

 Total number of calls 

 Average Pickup Time (sec.) 

 Average Talk Time (sec.) 

 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 

 

Format : Axis label :  

Table  N/A 
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3.7.4 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. 

 
 

 

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 Queue 

 Agent 

 Queue time 

 Pickup Time 

 Talk time 

 Grade of Service - GOS 

 Callback call 

 Answered call 

 Abandoned call 

 Daily average pickup time, queue time and talk 
time, grade of service in % 

 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 grade of service, 
pickup, queue and talk time. 

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

 

Format : Axis label :  

Table  N/A 
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3.8 Report templates within the group „Fax / E-Mail“ 

 

Report Description CC UC A 

Contact Center 
Summary Fax / 
e-mail- One 
Queue statistic 
Details 

Number of emails/faxes (Total number of email/faxes, number 
of completed email/faxes and not completed), average 
fax/email process time and pickup time by queues for the 
specified date/time range. 

yes No No 

E-mail - One 
Queue statistic 
Details 

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. 

yes No No 

Fax - One Queue 
statistic Details 

This Report shows all incoming Contact Center Fax details for 
one specific queue. Grand totals are calculated daily and over 
the selected time interval. 

yes No No 

Table 6 Reports of the group – Fax / E-mail 
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3.8.1 Contact Center Summary Details - Fax / E-Mail  
 

Report Description : 

Number of emails/faxes ( Total number of email/faxes, number of completed email/faxes and not completed), 
average fax/email  process time and pickup time by queues for the specified date/time range. 

 

 
 

 

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 emails 

 Total average pickup time and  process time 

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

  

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

 

Format : Axis label :  

Table  N/A 
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3.8.2 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. 

 

 
 

Required Input Parameters : Output values  

From Date Time of call 

To Date ( Until ) Sender (email) 

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 e-mails, completed and not 
completed 

 Grand totals over the selected time interval :  

total number of emails, 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 

 

Format : Axis label :  

Table  N/A 
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3.8.3 Fax - One Queue Statistic Details 
 

Report Description : 

This Report shows all incoming Contact Center Fax details for one specific queue. Grand totals are 
calculated daily and over the selected time interval. 

 

 

 
 

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. 

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

 

Format : Axis label :  

Table  N/A 
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3.9 Report templates within the group „Other“  

These reports contain system wide information and not only contact center related information. 

 

Report Description CC UC A 

Call History Per 
User 

Displaying call history information for the specified user in the 
selected date range. 

No yes no 

Default Break 
Information 

Default break information ( Break name and default break interval 
in minutes ) 

No Yes No 

External 
Directory User 
Details 

This report displays information about the users external directory 
( User company, first name, surname, business phone 1, 
business phone 2, home phone and mobile phone ) 

No Yes No 

Fax Journal – 
Received Faxes  
(By Users) 

This report shows details of the received faxes for a specified user 
in the selected date range. 

No Yes No 

Fax Journal – 
Sent Faxes  (By 
Users) 

This report shows details of the sent faxes for a specified user in 
the selected date range. 

No Yes No 

Fax Transmission 
Report 

Faxes Transmission Report – fax details including the fax itself. No Yes No 

Incoming Call 
Report - Hourly 

Number  of incoming calls per hour and daily No Yes No 

Incoming Call 
Report – Hourly 
Per Weekday 

Number  of incoming calls per hour and weekday No Yes No 

Internal Directory 
User Details 

This report shows information about the user internal directory. No Yes No 

Voice-mail Center 
( All users ) 

This report shows voice-mails details in the specified date range. No Yes No 

Voice-mail Center 
( By User ) 

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

No Yes No 

Table 7 Reports of the group – Other 
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3.9.1 Call History Per User 
Report Description : 

Displaying call history information for the specified user in the selected date range. 

 

 
 

Required Input Parameters : Output values : 

From Date  Call Date 

Until (To Date) Start Time 

User Calling Number, 

Daily Report Called Number, 

 Contact / Company 

 Direction I/O ( 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  

 

 

Format : Axis label  

Table N/A 
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3.9.2 Default Break Information 
 

Report Description : 

Default break information ( Break name and default break interval in minutes ) 

 

 
 

Required Input Parameters : Output values : 

N/A N/A 

 

Format : Axis label :  

Graphic Horizontal : Break default interval ( minutes)  
Vertical : Break name 
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3.9.3 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 ) 

 

 
 

Required Input Parameters  Output values : 

N/A User Company 

 First name 

 Surname 

 Business ph. 1 

 Business ph. 2 

 Home Phone 

 Mobile Phone 

 

Format : Axis label :  

Table  N/A 
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3.9.5 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. 

 

 
 

Required Input Parameters  Output values : 

From Date Time 

Until ( To Date ) Fax Group 

User Contact ( Last Name First Name) 

Daily Report 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 

 

Format : Axis label :  

Table  N/A 
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3.9.6 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. 

 

 
 

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 

 

Format : Axis label :  

Table  N/A 
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3.9.7 Fax Transmission Report 
 

Report Description : 

Fax Transmission Report – fax details including the fax itself. 

 

 
 

 

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 

 

 

Format : Axis label :  

Text (fax details) + Fax (embed picture) N/A 
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3.9.8 Incoming Calls Report - Hourly 
Non Contact Center Report  

UC Report 

 

Report Description : 

Count of incoming calls per hour and daily 

 

 

 

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 

 

 

Format : Axis label :  

Table N/A 
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3.9.9 Incoming Calls Report – Hourly Per Weekday 
Non Contact Center report 

UC Report 

 

Report Description : 

Count of incoming calls per hour and weekday 

 

 

 

 

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 

 

 

Format : Axis label :  

Table N/A 
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3.9.10 Internal Directory user Details 
Non Contact Center Report 

UC Report 

 

Report Description : 

This report shows information about the user internal directory. 

 

 
 

Required Input Parameters : Output values : 

N/A User, 

 Email, 

 External 1, 

 External 2, 

 Mobile phone, 

 Home phone, 

 Fax 

 

Format : Axis label :  

Table  N/A 
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3.9.11 Voicemail Center (All Users) 
 

Report Description : 

This report shows voice-mails details in the specified date range. 

 

 
 

Required Input Parameters : Output values : 

From Date User 

Until ( To Date ) Call Start Time 

Users (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 

 

 

Format  Axis label : 

Table N/A 
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3.9.12 Voicemail Center (By User) 
These are non contact center related reports  

UC user and ressources are considered within the reports 

 

Report Description : 

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

 

 
 

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 

 

Format  Axis label   

Table : N/A 
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3.10 Report templates within the group „Performance“ 

Contact Center rlated reports. Available reports in this report group: 

 

Report Description CC UC A 

Abandoned 
Calls per hour 

Hourly representation of all abandoned calls in the specified 
date range 

yes No Yes 

Percentage of 
Calls received 
by Agent s (All 
Queue)Call 
Percentage  

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

yes No Yes 

Agent 
Performance 
Details 

This report show agent performance details for specified agent 
in a specified date/time range 

yes No Yes 

Answered Calls 
Per Hour 

Hourly representation of all answered calls for specified date 
range. 

yes No No 

Contact Center 
Hourly Traffic 
By Queue 

Hourly representation of the number of calls for specified 
queue in the selected date range.  

yes No Yes 

Contact Center 
– Hourly Traffic 
by Queue – 
Daily 

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)  

yes No No 

Contact Center 
Hourly Traffic 
Per Hour 

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

yes No Yes 

Contact Center 
Hourly Traffic – 
Daily  

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

yes No Yes 

Missed Calls 
Per Hour 

Hourly representation of all missed calls in the specified date 
range. 

yes No No 

Summary 
Details Per 
Agent 

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

yes Yes No 

Summary 
Details Per 
Queue  

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

yes Yes No 

Table 8 Reports of the group – Performance 
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3.10.1 Abandoned Calls Per Hour 
 

Report Description : 

Hourly representation of all abandoned calls in the specified date range. 
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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 :  

Table and Graphic Horizontal : Hourly intervals   

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

Report Description : 

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

 

 
 

Required Input Parameters : Output values : 

From Date Agent 

Until ( To Date ) Number of calls by agent, 

Daily 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 
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3.10.3 Agent Performance Details 
 

Report Description : 

This report show agent performance details for specified agent in a specified date/time range 
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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  Daily Total Number of Calls, Pickup Time, Talk Time 
per queue 

 Daily Average Grade of Service per queue 

 Total Number of calls 

 Total Average Pickup Time, Talk Time and Grade of 
Service 

 * The values are grouped by queue and by day 

 

Format :  Axis label 

Table : N\A 
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3.10.4 Answered Calls Per Hour 
 

Report Description : 

Hourly representation of all answered calls for specified date range. 
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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   

 

 

Format :  Axis label :  

Table and Graphic Horizontal : Hourly intervals   

 Vertical : Number of answered calls 
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3.10.5 Contact Center - Hourly Traffic by Queue 
 

Report Description : 

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)  

 

 
 

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 
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3.10.6 Call Center - Hourly Traffic by Queue(Daily) 
 

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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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 
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3.10.7 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)  
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Required Input Parameters : Output values : 

From Date Time of call, 

Until ( To Date ) Number of calls 

Daily Report Total number of calls 

 % of total number of calls 

 

 

Format  Axis label :  

Table & Graphic Horizontal : Hourly intervals  

 Vertical : number of calls 
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3.10.8 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)  

 

 
 

  



 

OpenScape Business V2 – Whitepaper - Contact Center Reports 165 

 

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 Horizontal : Hourly intervals  

 Vertical : number of calls 
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3.10.9 Missed Calls Per Hour 
 

Report Description : 

Hourly representation of all missed calls in the specified date range. 
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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 
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3.10.10 Summary Details Per Agent 
This is a pure contact center reports - It is a specific customer report  

 

Report Description : 

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

 

Summary call details : 

 

 

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 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 

  

 

Format :  Axis label :  

Table N/A  
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3.10.11 Summary Details Per Queue 
This is a nos a pure 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. 

 

 
 

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 then 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. 

  

 

Format :  Axis label :  

Table N/A  
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3.11 Report templates within the group „Queues“ 

These are Contact Center related reports. Available reports in this report groups. 

 

Report Description CC UC A 

Percentage of 
Calls received by 
agents 

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

yes No Yes 

Agent Properties Displaying the agent properties for all available agents. yes No No 

Queue Load per 
Agent 

This report shows queue load information for the specified agent 
in the specified date range. 

yes No Yes 

Average Grade Of 
Service by Queue 

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)  

yes No Yes 

Average Grade Of 
Service by Queue 
– Daily 

Hourly representation of the average grade of service for 
specified queue in the selected date range. (there is a different 
graphic for each day)  

yes No Yes 

Missed Calls Per 
Queue 

Missed calls grouped by queues for call in the specified date 
range. 

yes No No 

Queue Summary 
Details 

Queue summary details for selected queue and specified date 
range. 

yes No No 

Queue Traffic 
Comparison 

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

yes No Yes 

Table 9 Reports of the group – Queues 
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3.11.1  Percentage of calls received by agents (By Queue) 
 

Report Description : 

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

 

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  % 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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3.11.2 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. 

 

 
 

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 call 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 

 

Format : Axis label 

Table : N/A 
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3.11.3 Queue Load Per Agent 
Remark: These is the sum of cc call per queue only – no missed calles 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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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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3.11.4 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)  

 

 
 

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%) 
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3.11.5 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)  

 

 
 

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%) 
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3.11.6 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.  

 

 
 

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) Horizontal :Queue Name 

 Vertical : Number of missed calls 
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3.11.7 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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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, 

   

 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) 
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3.11.8 Queue Traffic Comparison 
Only queue contactr center calls are considere dhere  

 

Report Description : 

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

 

 
 

Required Input Parameters : Output values : 

From Date Queue Name, 

Until ( To Date ) Number of calls (per Queue), 

From Time % of total number of calls 

To Time Total number of calls 

Business hours only ( else 24/24 )  

Daily Report  

 

 

Format :  Axis label 

Table and Graphic (Pie chart) :N/A 

 

 



 

OpenScape Business V2 – Whitepaper - Contact Center Reports 181 

3.12 Report templates within the group „User Presence Status“ 

This report category contains UC related reports about all UC User  

No contact Center Center 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 
Status ( All Users 
) - Daily  

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 and daily. 

No yes No 

User Presence 
Status ( All Users 
) 

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. 

No yes No 

User Presence 
Status ( By User ) 
- Daily  

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. 

No yes No 

User Presence 
Status ( By User ) 

This report shows the user presence status details for the 
selected user. The report data is selected for the specified 
date range. 

No yes No 

Table 10 Reports of the group – User Presence Status 
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3.12.1 User Presence Status (All Users) – Daily 
This report contain 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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Required Input Parameters : Output values 

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 

  

 * The values are grouped by users 

 

 

Format : Axis label  

Table N/A 
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3.12.2 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. 
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Required Input Parameters :  Output values : 

From Date User, 

Until ( To Date ) Start Time, 

Users (Multiple users selection) End Time, 

 Status 

Meeting,Sick, Break, Lunch, Gone out,Vacation 
(Holiday),Home, DND- Do Not Disturb 

 Duration 

 Total duration time per user, 

 Total duration time for all users, 

  

 * The values are grouped by users 

 

 

Format : Axis label :  

Table  N/A 
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3.12.3 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  

 

 
 

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* Horizontal :Office Status duration 

 Vertical : ( Meeting, Break, Sick, Lunch, Gone 
out,Vacation (Holiday), DND- Do Not Disturb ) 
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3.12.4 User Presence Status (By User) 
Report Description : 

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  

 

 
 

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 

  

 

Format : Axis label :  

Table  N/A 
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3.13 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 

Wrap-up Code 
Usage All Queues 

This report shows wrap-up code usage details in the 
specified date/time range. 

Yes No Yes 

Wrap-up Code 
Usage  

This report shows wrap-up details for specified queue. Yes No Yes 

Wrap-up Code 
Usage Per Wrap-
up Group 

This report shows wrap-up details for selected wrap-up group 
in the specified date range. 

Yes No No 

Wrap-up Code 
Usage Per Wrap-
up 

This report shows wrap-up details for specified wrap-up. Yes No No 

Table 11 Reports of the group – Wrap Up Codes 
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3.13.1 Wrap-up Code Usage All Queues 
Report Description : 

This report shows wrap-up code usage details in the specified date/time range. 
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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  

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 
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3.13.2 Wrap-up Code Usage Per (Wrap Up) Group 
 

Report Description : 

This report shows wrap-up details for specified queue. 
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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 

 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 
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3.13.3 Wrap-up Code Usage Per Queue  
 

Report Description : 

This report shows wrap-up details for selected wrap-up group in the specified date range . 
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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  Talk Time – per wrap-up 

 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 
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3.13.4 Wrap-up Code Usage Per Wrap-up  
 

Report Description : 

This report shows wrap-up details for specified wrap-up. 

 

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 

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) 
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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 has to 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, Non UC user 
o Voicemailbox 
o Queues 

 External destination 

And at last the type of transfer has to be taken into account. 

 Blind transfer 

 Supervised transfer 

Tansfers can also be cascaded e.g. call transfer from an agent to an other 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 are 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 
queue 94223 (Service). 

 Agent 94201 answeres (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 into the queue 94222 (Sales) 
until agents 94101 performs the call transfer. 

 Second call segment comprises the times and action from alerting to Agent 94201 until Agent 94201 
hangs up.  

 

Queue assignment: 
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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 segements 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 tool place 

Both call segements 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 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 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 queuewith 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 answeres (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 answeres (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 Uer (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 answeres (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 into 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 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 only queue transfers to outbound destination numbers are 
reported in this report. 

 

Note: 

Transferred calls to non agents (UC Suite) can only be determinated 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 base 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 
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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: 

The call is split into two segments: 

 First call segment comprises the times and actions from call entering into 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 determinated 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. 
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Call Segmentation: 

Contact Center Call is split into two segments: 

 First call segment comprises the times and actions from call entering into 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: 

 Transferred calls per Agent: 

Both call segments are reported. The first call degment is assignet 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 degment is assignet 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 degment is assignet 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 into the queue 94222 (Sales) 
until queue 94222 performs the call transfer. 
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 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 assignet 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 segment 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 

The Transfer is shown within this report. The two call segments of the transfer are assigned to the 
appropriate queues as  both segment 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: 

Call is 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 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. 


