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Chapter 1: Installation and Access

CHAPTER

Installation and Access

Call detail records (CDR) are an important source of information for call centers running
PBX systems. AltiReport is a Web-based reporting application that can generate 45
detailed CDR reports, according to agent, workgroup, and DNIS. Both report summaries
and analyses are available.

Requirements

AltiReport can be set up on a Microsoft Windows operating system.

» Use a separate server for AltiReport—do not install on the MAXCS ACM/ACC system.
Minimum system requirements:

e IBM/PC AT compatible system
e Intel 2GHz Pentium 4 or equivalent
* 60GB available hard drive disk space

* 1GB RAM (2GB RAM are required if run on the same machine as SQL Server.
Running AltiReport on the same machine as SQL Server is not recommended.)

* Microsoft Windows Server 2003 SP2 with Internet Information Services (IIS)
or Microsoft Windows Server 2008 SP1 with IIS

* AltiReport License—needs to be added to MAXCS ACM/ACC 6.5 Updatel system
and registered.

* JRE 1.5 (Java Runtime Environment)
¢ Apache Tomcat 5.5
* MAXCS ACM/ACC 6.5 Updatel installed in the same network

» External Logger 6.0 (or above) and external CDR database (Microsoft SQL Server
2000 or Microsoft SQL Server 2005) installed in the same network. See AltiGen’s
CDR Manual for information.

There is no particular requirement for a client machine, except that it needs to have a
suitable Web browser installed (Microsoft Internet Explorer 6.0 or above) prior to
installation of AltiReport.
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Upgrading AltiReport

To upgrade to AltiReport 6.5 (from 5.0A - 6.0 Update2)

1.

External Logger Service must be upgraded to the latest version (6.5 Updatel). See
AltiGen’s CDR Manual for information.

Back up the configuration data of your current version of AltiReport:

a. Logged into AltiReport as “"admin”, click Backup and Restore in the
configuration list.

b. Click Backup.
c. Save the backup file, AltiReportYEAR/MONTH/DAY.zip, to your computer.

Install AltiReport 6.5 Updatel, following the directions in “Fresh Installation” on page
2.

Fresh Installation

External Logger Service must be upgraded to the latest version (6.5 Updatel). See
AltiGen’s CDR Manual for information.

AltiReport requires the installation of JRE version 1.5 (Java Runtime Environment), and
Apache Tomcat 5.5, before AltiReport can be installed. To begin installation, run the
AltiReport Installation program (setup\AltiReportInstallation.exe).

1.

u A W N

Click the JRE Information button. The information at the top of the scrolling
window tells what you need for AltiReport. Scroll down to see what you have on your
machine. JRE 1.5 and Tomcat 5.5 are required.

A altikeport Installation

Information:

AltiReport Installation Package

4
=2 Install JRE 1.5.0_06
Java

Yersion: JRE 1.5.0_08
Package: M:\Code DroptMAXCS 6.5 Update 14Code Diop 444R epant2') RE YWwWindowshjre

Tomeat
Wersion: Tomcat 5.5
Package: N:\Code DropiM&=CS B.5 Update 14Code Drop 4\41Report2\T omcatyiindows

R Imstal Tomesat 5.5 AltiRepart lndl
| | L3

Status:

Item

This iz an full installation CD.
% | mstall Al eport B.5.7. 400

AltiGen Carmmunications, Tnc. ﬂ Exit

If you don’t have JRE 1.5 installed, install it from the AltiReport\JRE\ Windows folder.
If you don’t have Tomcat 5.5 installed, click the Install Tomcat 5.5 button.

The Tomcat License Agreement dialog box appears. Click I Agree to continue.

In the Tomcat Setup dialog box, check the check boxes for:

— Tomcat
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Then click Next.

B Apache Tomcat Setup E]|§|®

Service
Native

Start Menu Items
Documentation
Examples and Webapps, if desired

Choose Components

Choose which features of Apache Tomcat you want to install.

Check the components you want to install and uncheck the components you don't want to

install. Click Next to continue.

Select the type of install:

Or, select the optional

components you wish to

install:

Space required: 12, 7MB

Chapter 1: Installation and Access

v
Description
&-|¥| Tomcat Automatically start
Core Tomcat when the
Service computer is started.
e N0 oo 2008
.0, Windows
f)tart Men;;tems or Windows XP.
ocumentation
Examples
Webapps
[ < Back ” Mext = ] [ Cancel

]

6. Choose a folder in which to install Tomcat, and click Next.

7. In the Basic Settings dialog box, enter the HTTP/1.1 Connector Port, and
Administrator login User Name and Password, then click Next.

Configuration

Tomcat basic configuration.

HTTP/1. 1 Connector Port

Administrator Login
User Name

Password

ER Apache Tomcat Setup: Configuration Options

admin

e "
[r—

[ « Back ” Next > ][ Cancel ]

The HTTP Port defaults to 8080. If Port 8080 is not available, it can be changed to a
different port, such as 80.

The User Name and Password are for Tomcat administration.

8. In the Java Virtual Machine path dialog box, select the path of a J2SE 5.0 JRE
installed on your system.

9. Click Install.

AltiReport Manual
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After successful installation of Tomcat 5.5, the AltiReport installation button is
available.

10. Click the Install AltiReport button to install AltiReport.
11. After successful installation of AltiReport, reboot the system.

12. Run Configure Tomcat under Start > Program > Apache Tomcat 5.5. On the
Java tab, change the Maximum Memory Pool to 512M. Restart the Tomcat
Service.

Accessing AltiReports Remotely

If AltiReport must be accessed from outside of the company, TCP port (default 8080) of
the machine must be opened at the firewall and NAT.

Type this URL in the Web browser:
* http://<altiReport_server_ip_address>:8080/altireport
or

* http://<computer_name>:8080/altireport

4 AltiReport Manual



Chapter 2: Using AltiReport

CHAPTER

Using AltiReport

When logging into AltiReport, you can log in as an Admin role to access AltiReport
administrative and configuration functions or as a User to access reports.

Important: For security, if the AltiReport window is idle for 15 minutes or longer,
a timeout will occur, and you will need to log in again.

To access the AltiReport log-in screen, enter the following URL into your Web browser:
http://<altiReport_server_IP_address>:8080/altireport

AltiReport Administration

The AltiReport Administration screens are available only to users with administrative
rights.

To log in as an administrator, in the AltiReport Login screen, select the role Admin, enter
the administrator Password, and then click the Login button.

- |O) x
J Fle Edit Wiew Favorites Tools Help | A_
J eBacK © J - IJ @ J\_l | /__:' Search ‘-fi(Favorites €3| - “‘_\f I?_] - J ﬁ
J»diress |g‘| http:fifirsthand. altigen. com/ altireport flogin. jsp j GO |JLi”k5 i J ‘iﬂ T
ALLIGEN
AltiReport International ¥ersion
Role & agmin 7 User
Lagin N
passwor
wewr Sltigen.com
]
@ B

Figure 1. AltiReport Admin Login
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The administrative main menu includes the following configuration functions:

CDR Database Registration
Altiviare Registration
User Management
Mail Server Configuration
Backup and Restore
Log Configuration
Figure 2. AltiReport administrator menu options

Administrator Profile

To enter or modify information for the administrator, click the Edit button to open the
Update Administrator Profile window.

AltiReport

> 2 Update Administrator Profile
Configuration

Administrator Profile

CDR Database Login Mame admin
Registration

Old Pazsword | |

AltiWare Registration

Mewy Password | |
User Management

Mail Server Confirm Mews Pazsward | |

Configuration -
Email Address |admln@alt\gen.com |

Backup and Restore

Log Configuration Phane Number [510-262-9712 |
Company Mame |A|t\Gen Communications, Inc. |
Street Address |4555 Cushing Parkway |
City |Frem0nt |
State or Province |EA |
Zip Code |94538 |
Couritry |USA |

Figure 3. Update Administrator Profile window

Note: The Login Name field is not editable.

When the necessary information has been entered, click the Update button to save the
changes.
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CDR Database Registration

Chapter 2: Using AltiReport

J @Back - O e Iﬂ @ ¥h ‘ /r»:j Search \E:l? Favorites &3‘

Q- -LJE

J Address I@ http:/fFirsthand/altiveport fadminfdb_config. do?action=list

S8 |fus >

1% -

AltiReport
Home Page | Lo | Role: Admin
2 8 CDR Database Registration -> List All Databases
Configuration
Administrator Profile Databasze Databasze Server IP Part Databaze Databaze User Detabaze Mame on Status Action
Desctiption Address Setver Type Account the Server

CDR Database

Registration Dema System  1040.0.184 1433 'g;frw SOk e EXTERNAL_CDR  Connected [ Edit]- [ Remove]

AliWare Registration

User Management [ Beqister Hew CDR Database ]

Mail Server

Configuration

Backup and Restore

Log Configuration

[ v altigen.com | (Server Time: 0947/2007)
[-]

|@ ’_ Local intranet A

Figure 4. CDR Database Registration > List All Databases

In order for AltiReport to access the external CDR database, the administrator must
register a CDR database. To add a database, click the Register New CDR Database
link in the CDR Database Registration window.

H Address I@ httpefffirsthandf altireport) admin/db_edit.jsp

x| B |JLinks =

| & -

Home Page |

: 8 CDR Database Registration -> Add

Login Mame: admin |

AltiReport

Administrator Profile

CDR Database
Registration

Databaze Description

Antiware Registration Datahaze Server Type

User Management Database Server IP Address

Mail Server
Configuration

Port
Backup and Restore Database User Account
Log Configuration Database User Passward

Database Mame on the Server

=]

‘@ Done

T Rtolintranst

Figure 5. CDR Database Registration > Add

In the CDR Database Registration > Add window, enter the necessary information in
the blank fields for Database Description, Database Server Type, Database Server
IP Address, Port (use the default port 1433 unless you have a port conflict with another
application), Database User Account, Database User Password, and Database
Name on the Server. Click the Add button when finished.
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The status should show “Connected.” If it doesn’t, use the Edit link in the Action column
to correct the database settings.

To edit or remove an existing CDR Database, use the Edit or Remove link in the Action
column.

AltiWare (MAXCS) Registration

AltiReport
¥ i armn
Home Page | LoginMame: admin | Role: Admin Logout | »
] 5 Altiware Registration -> List All AltiWare Systems
Configuration
Administrator Profile System Description System P Address CDR Database Aftvare Manager Extension  Action
CDR Database DEMO SYSTEM 1040470 DEMO SYSTEM 208 [ Eciit] - [ Remove ]
Registration

AltiWare Registration [ Renister Hew AltiWare System |

User Management

Mail Server
Configuration

Backup and Restore

Log Configuration

[ altigen.com | (Server Time: June 13, 2007) ~|
&1 l_l_l_f_l_ & Internet v

Figure 6. AltiWare Registration > List All AltiWare (MAXCS) Systems

AltiReport will use information entered in the AltiWare Registration window to check if
the AltiGen server has an AltiReport license entered and registered. Each AltiGen server
needs to have one license.

To add an AltiWare (MAXCS) system, click the Register New AltiWare System link in
the AltiWare Registration window.

| % -

“Agdress [&] http:10.10.1.70:8080/altieportjadmin/altimarefaddaltinare jsp BN =S |JL|nks »

AltiReport

Home Page | Looi me admin | Role: Admin Logout [

AltiWare Registration -> Add

Administrator Profile

CDR Database System Descrigtion | |

Registration

AltiWare Registration System [P Address | |

User Management CDR Database DEMO SYSTEM 'I

L Alfiare Manager Extension | |

Configuration

Backup and Restore Altivare Manager Passward | ‘

Log Configuration

Add
I

&) Done ’_ ) Internet v

Figure 7. AltiWare Registration > Add

In the AltiWare Registration > Add window, enter the necessary information in the
blank fields for System Description, System IP Address, CDR Database, AltiWare
[MAXCS] Manager Extension, and the password of the Manager Extension. Click
the Add button when finished.
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Chapter 2: Using AltiReport

To edit or remove an existing AltiWare (MAXCS) system, use the Edit or Remove link
in the Action column.

User Management

|Jngdress IE]http:,i,ilD.lD‘1.70:8080,ia\tireportJ‘adm\m’usersJ‘IistUsar‘do j (=) |JLir|l<s > J % -
LTIGEN
COMUNICATIONS
Home Page | Login MName admin | Role: Admin
> . User Management -> List All Users
Configuration
G (UE Login Name First Mame Last Mame Title: Email Addrezs [BegE IR Action
Mame Azsigned

CDR Database
Registration Product Product [ Edlit ]-

L Martin Humphers Specilist i P e @ aEgen Com Management DEMO SYSTEM | Bemove |
ARltiWare Registration o Erales o { it ]

rodL rocul Elit ] -
User Management (] Jimtmin ao EREEETER: i@ aiged £ e YETCEETER: DEMO SYSTEM (EemEa]
Mail Server Product [ Edit ] -
SR Leylier Barbara Tyler Technical Wiriter | bEyien Ealigen cos Management DEMO SYSTEM | Remove |
Backs 1 Restol
LA FCH e [ Add User |
Log Configuration
[ altigen.com | (Senver Time: June 13, 2007) =

<
[ &&] http:4j10.10,1.70:8080]altireportfindex.jsp [ [T [ |4 mternet A

Figure 8. User Management > List All Users

The administrator can add users to AltiReport using the User Management window.

To add an AltiReport user, click the Add User link at the bottom of the page. Enter the
Login Name, Password, First Name, Last Name, Title (optional), Email Address,
and Department Name (optional) for the user.

AltiReport

Home Page | Loginhame: admin

User Management -> Add

Administrator Profile

CDR Database Login Mame
Registration

ARiWare Registration | "55"71

User Management First Mame

Mail Server Last Mame Tyler

Configuration

Backup and Restore Title | |
Log Cenfiguration Email Address |bl\r|er@alt\gen.cum

Altiware System: I Heavy-metal

Department Mame

300:430 —
[ ‘Wiorkgroups Fitter: —I
Aliare Assigned LI
[ DS Fiter =l
(Separate by ;) LI
Add

|
& [T T e

Figure 9. User Management > Add
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In the AltiWare Assigned field, check at least one AltiWare (MAXCS) system that the
user will be able to access for AltiReport. To limit the user’s queries to certain
workgroups and DNIS numbers, check the appropriate filter check boxes and enter the
workgroup numbers and DNIS numbers. Separate workgroup numbers and DNIS
numbers with a semicolon ( ; ).

To see a list of workgroup numbers from which to choose, click the Workgroups Filter
link.

When you're finished, click the Add button.

Mail Server Configuration

The administrator can configure an e-mail server in Mail Server Configuration. AltiReport
will use this e-mail information for auto delivery of reports.

“ Address I@ http:ff10,10,1.70:8080/ altireportfadrin/mailSer ver flistMailServer. do ﬂ EY e H Links ** J % -
AltiReport
m
Home Page | Loginfame admin | Role: Admin
Mail Server Configuration
Administrator Profile AltiReport Server Name (DNS name or IP address) 10404.70
CDR Database ‘Wb Server or Tomcat TCP Port 8080
Registration

AMiWare Registration Sender Email Address

User Management COutgoing Mail (SMTF) Server 127.0041
Mail Server SMTP Server Reguires Authentication Mo
Configuration
Backup and Restore Send Test Message to this Email Address
Log Coenfiguration
=]
[& ’_ ’_ ’_I_ 4 Internet 4

Figure 10. Mail Server Configuration window
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Chapter 2: Using AltiReport

To add a mail server, click the Edit button in the Mail Server Configuration window

Administrator Profile

CDR Database AltiReport Server Name (DNS name or P address) 0.101.70
Registration

AltiWare Registration

User Management

Mail Server Sender Email Address dbieportsi@altigen. com

Configuration
Backup and Restore

Home Page | Loginbame: admin | Role: Admin

. . Mail Server Configuration
Configuration

\ifeh Server or Tomeat TCP Port

Dutgoing Mail (SMTP) Setver

SMTP Server Requires Authertication

o — @ [=
< [ =
3 g =
o =1
=

Log Configuration
SMTP Account Mame bicport
SMTP Pazzward
Send Test Message to this Email Address dbreports&altigen. com
Update
I
|@ ’_ ’_ ’_ ’_ & Internst 4

Figure 11. Mail Server Configuration edit window

In the Mail Server Configuration edit window, enter the necessary information in the
blank fields for:

AltiReport Server Name (DNS name or IP address)
Web Server or Tomcat TCP Port

Sender Email Address

Outgoing Mail (SMTP) Server

SMTP Server Requires Authentication checkbox
SMTP Account Name

SMTP Password

Send Test Message to Email Address

Click the Update button when finished.

Backup and Restore

Important: Uninstalling AltiReport or Tomcat will lose all configurations. If you

need to uninstall AltiReport or Tomcat, back up configurations first.

AltiReport Manual 11



The backup and restore functions in AltiReport will back up and restore configurations
and settings from the Administrator Profile, CDR Database Registration, AltiWare
Registration, User Management, and Mail Server Configuration windows.

riNsme: admin | Rok: Adminisirator

Configuration Backup & Restore

Backup Restone:

[ameatigen.com |

Figure 12. Backup and Restore window

When you click Backup, a File Download dialog box opens. Either open the AltiReport
backup file (AltiReportYEAR/MONTH/DAY.zip) or save the file.

Home Page | Login Mame: admin | Rols: Admin

Configuration Backup and Restore
Configuration g P
Administrator Profile File Download X

[
CDR Database -
?

Reglstration Do you want to open or save this file?
AltiWare Registration @ Mame: altireport20070614.2ip
User Management Type: WinZip File, 1.63 KB
Wil Server From: 10.10.1.70
Configuration

Backup and Restore Open Save | Cancel I

Log Configuration

¥ Awaps ask before opening this tupe of file

harm your computer. If you do nat trust the source, do not open o

@ While files fram the: Internet can be useful, some files can potentially
save this file. ‘what's the risk?

I
[ pone [T ewene

Figure 13. AltiReport Back Up
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Chapter 2: Using AltiReport

When Restore is selected, you will be required to validate the Admin Password, browse
for the backup file you want to restore, then click Restore to restore all previous
configurations from the Administrator Profile, CDR Database Registration, AltiWare
(MAXCS) Registration, User Management and Mail Server Configuration windows.

AltiReport

Home Page | LoginMame: admin | Role: Admin

Configuration Restore
Configuration 9

Administrator Profile

CDR Database ; .
Registration Please enter AiReport admin passwoaord l:l

AltiWare Registration

Please select a backup file | ” Browse...
User Management

Mail Server

Contiston

Backup and Restore

Log Configuration e

KN

@ Daone ’_ ’_ ’_ ’_ ’_ |\ﬂ Local intranet:

Figure 14. Configuration Restore

Log Configuration

The Download Log File button in the Log Configuration window allows you to
download the AltiReport log file.

AltiReport

Home Page | LoginMame: admin | Role: Admin

Log Configuration
Configuration 9 9
Administrator Profile
Dovwnload log file

CDR Database
Registration

AltiWare Registration
User Management

Mail Server
Configuration

Backup and Restore

Log Configuration e

I]
@ ’_ ’_ ’_ ’_ ’_ |\§ Local intranet 4

Figure 15. Log Configuration

Logging in to Run Reports

When you log in to AltiReport as a User, you can run reports from the AltiWare (MAXCS)
system that has been assigned to you by your AltiReport administrator.

To log in as an AltiReport user, in the AltiReport Login screen, select the role User and
enter user Login Name and Password, then click the Login button.
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a AltiReport Login - Microsoft Internet Explorer provided by AltiGen Communications, Inc.

JE\|B Edit  wiew Favorites Tools  Help |A

J @Eack - \_) - @ @ ‘_;j ‘ /':_j Search ‘:;nt(Favorltes &3 [‘j{v :\ﬁ IL‘_}] - J ﬂ

JAgdrass I@ httpe f{firsthand, altigen.com/ altireportflogin, jsp ﬂ Go |J Links

| & -

AltiReport

AltiReport International Version

Role € pdmin & User

Lagin Nare
Pasevor

oy Bltigen com

",
4 | »

/€] pone T T eneet
Figure 16. AltiReport User Login

The User Information window is displayed when a user logs into AltiReport for the first
time.

Note: When you add reports to the Favorite Reports List, the List All Favorite Reports
window becomes the window that is displayed the next time you log into
AltiReport.

|J Address IE http:f10.10.1.70: 8080/ altireport fgeneraluserfdisplayUser . do j Go “ Links **

| & -

AltiReport

m

User information

User ID byler

Firsthlame Barbara

Lasthame Tyler

Title Technical Wiriter

Department Mame Procuct Management

Email btvler@atigen com

Permizsion DEMO S5 STEM
[Edit]

Query preference

Guery preference Quick(DEMO SYSTEM)
[ Edit ] —

-l

Figure 17. AltiReport User Information screen
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Chapter 2: Using AltiReport

Your Login Name, Role, and Query Preference (Quick or Step-by-Step) are
displayed at the top. The Step-by-Step preference allows you to select a different
AltiWare (MAXCS) to query before taking you to the Set Parameters page. The Quick
preference bypasses this option.

To Select "Quick” or “Step-by-Step” Preference
Select the query preference in a couple of ways:

Home Page
Agent Report

r Click here

User information

User ID btyler

Firsthlame Barbara

Lasthlame Tylst

Title Technical Witer

Department Names Product Management

Email tyler@sttigen.com

Permission DEMO SYSTEM
[Edit]

Query preference

Guery prefersnce Step by step

ey <l Or click Edit

In the dialog box that appears, select the query preference you want, and click Set. You
can also select the default Altiware (MAXCS) in this dialog box:

Query preference setup

" Quick
& Step by step

Defait Atiiware [CEMO SV Tem 5] <———— Sel_ect the default
AltiWare (MAXCS) system

Quiety preference

Set

Figure 18. Setting the query preference and default Altiware (MAXCS)

Available Reports

These are the types of reports available:
» Agent Reports - reports on all or individual agents within a site or workgroup.

* Workgroup Reports - reports on all or individual workgroups within a particular
site.

* DNIS Reports - reports on all or individual DNIS numbers.
The individual report names and their identifying numbers follow:

Agent Reports
¢ Agent Detail Reports:
1101 - Activity Event
1102 - Call Detail Report
e Agent Summary Reports:
1201 - Performance Summary
1202 - WG Calls and Direct Call Activity Summary Report
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1203 - State Summary Report
1204 - WG Inbound Calls Summary Report
1205 - WG Outbound Calls Summary Report
1206 - Direct Calls Summary Report
* Agent Analysis Reports:
1301 - Call Volume Analysis
1302 - Average WG Call Handling Time Analysis
1303 - % Contribution to each WG (Inbound/Outbound)
1304 - WG Call Handling Time Distribution

Workgroup Reports

e Workgroup Detail Reports:
2101 - Call Detail Report

e Workgroup Summary Reports:
2201 - Agent(s) State
2202 - Agent(s) Performance Summary
2203 - Agent Call Activity Summary with % Analysis
2204 - Agent Call/Time Contribution % Comparison
2205 - Inbound/Outbound Call Summary with % Analysis
2206 - Inbound Calls Wait Time Summary
2207 - Inbound Calls Handling Summary
2208 - Outbound Calls Handling Summary
2209 - Service Level Summary Report

* Workgroup Analysis Reports:
2301 - Inbound Answered Calls Wait Time
2302 - Inbound Abandoned Calls Wait Time
2303 - Inbound Overflowed/Redirected Calls Wait Time
2304 - Inbound Calls Handling Time
2305 - Outbound Calls Handling Time
2306 - Inbound Call Priority
2307 - Cumulative Inbound/Outbound Calls
2308 - Cumulative Inbound Calls Wait Time
2309 - Cumulative Inbound Calls Analysis
2310 - Cumulative Outbound Calls Handling
2311 - Total and % Inbound Calls ANS/ABN/OFL
2312 - Total and % WG Inbound Calls in Queue
2313 - Average Incoming Calls Handling Time
2314 - Total Outbound Calls
2315 - Total Outbound Calls Handling Time
2316 - Daily Max Number of Calls in Queue
2317 - Daily Longest Queue Time
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2318 - Daily Real Time Service Level
2319 - Historical Service Level Summary Report
DNIS Reports
* DNIS Detail Report:
3101 - Call Detail Report
e DNIS Summary Report:
3201 - Call Summary

Available Report Formats

These are examples of the available report formats (HTML, PDF, Excel). Some reports
are produced in graph format, as well.

~
(Page1-11)
Agent(s) - Direct Calls Summary Report T
100(Frent Desk)
Direct Inbound Calls Direct Qutbound Calls
Start Date | Agent Answered Hold VM Connected Hold
Calls Talk Avg Calls Talk Avg Calls Talk Avg Calls Talk Avg Calls Talk Avg
09/17/2007 | 100 30 | 00:44:50 | 00:01:29 | 18 | 00:02:48 | 00:00:00 | 11 00:03:52 | 00:00:21 a 00:18:27 | 00:01:41 0 S o
09i18/2007 | 100 41 | 00:33:32 | 00:00:49 | 15 | 00:00:53  00:00:03 | 10 | 00:04:35 | 00:00:27 ( 36 | 00:58:04 00:01:26 1 00:02:01 | 00:02:01
09/18/2007 | 100 24 | 00:08:39 | 00:00:21 9 00:00:20 | 00:00:02 32 | 00:05:33 | 00:00:10 | 12 | 00:13:36 | 00:01:08 0 o o
Subtotal | .95 |01:27:01 | 00:00:54 | 42, | 00:04:01 | 00:00:05.| 53 |00:14:00 | 00:00:15 | 59 |01:30:17 | 00:01:31 1 00:02:01 | 00:02:01) .. . .0
g = T . "24'#,\ > T e~ ——— e e

Figure 19. Report results in HTML format

Sample PDF Report.pdf - Adobe Acrobat Professional

File Edit Vview Document Comments Forms Tools Advanced Window Help

i Create POF ~ @ Combine Files ~ @ Export @ Start Meeting = ﬁ Secure + f sign - [ Forms - 9 Review & Comment =
OB 00 e B0 eoF~ HE) - T

L]
]

Agent(s) - Direct Calls Summary Report

&/ 100(Front Desk)
Direct Inbound Calls Direct Cutbound Calls
StatDate | Agent Answored. Hold M Connected Hold
0 Cals | Talk Avg | Cals | Tak Avg | Cals | Ta Avg | Cals | Tak Avg | Cals | Tak A

007172007 100 0 0044:50 | 00:01:29 18 00:02:48 | 00:00:00 1 000352 | 00:00:21 u 00:18:37 | 00:01:41 L} s s
0071872007 100 41 00:33:32 | 00:00:49 15 00:00:53 | 00:00:03 10 00:04:35 | 00:00:27 0 00:58:04 | 000136 1 00:02:01 | 00:02:01
00/19/2007 100 24 O0:08:30 | 00:00:21 0 00:00:20 | 00:00:02 a2 A0:05:33  D0:00:10 12 00:13:36 | 000108 [ -

' ns__ Sublotal . 0LZF0L | 00:00:54 42, | 00401 | 000005 53 1000400, | 00:00:15 50 01:30:17 | 000131 1 00:02:01 | @9:02:01
A e e T T A e o

Figure 20. Report results in PDF format
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B Microsoft Excel - report1206.xls

iE) Fle Edt Vew Insert Fomat Toos Dsta Window Help Adobe PDF L
PNEHRAIGRIV RIS A- G 8 5 -8 RS !iana\,he\uan(a,sanw.11.|31g =] s % o W
e lial
G10 - A 1
Al B [clo[Eff 6 [H[ I WK L [M[N] o [P[a Bs[ T [ v W x [ z [AAAAC[] AD [AEARAGAH] Al [A] AK [AL] AM |
| Agent(s) - Direct Calls Summary Report
L _ |
=N
L4
5 100(Front Desk)
5 Direct Inbound Calls Direct Outbound Calls
7 Start Date | Agent Answered Hold VM Connected Hold
g Calls Talk Avg Calls Talk Avg Calls Talk Avg Calls Talk Avg Calls Talk Avg
9 09/17/2007 | 100 | 30 | 00:44:50 | 00:01:29 | 18 | 00:02:48 | 00:00:09 | 11 |00:03:52 | 00:00:21| 11 |00:18:37 | 00:01:41| © S =
10 00/18/2007 | 100 | 41 |00:33:32 | 00:00:49 | 15 | 00:00:53 | 00:00:03| 10 |00:04:35| 00:00:27 | 36 |00:58:04 | 00:01:36| 1 | 00:02:01 | 00:02:01
11 00/19/2007 | 100 | 24 |00:08:30|00:0021| 9 | 00:00:20| 00:00:02| 32 |00:05:33 | 00:00:10| 12 |00:13:36 | 00:01:08| © S =
12 Subtotal | 95 |01:27:01 00:00:54 | 42 | 00:04:01 00:00:05| 53 [00:14:00 59 | 01:30:17,] 00:01:31] 1 | 00:02:01 | 00:02:01
. = A T e T T e e — ~ S F T )

Figure 21. Report results in Microsoft Excel

Running Reports

This section shows how to select a report, set its parameters, set a format preference
for the report (HTML, PDF, Microsoft Excel), and set other preferences.

To access a report:

1. From a Report drop-down list, move the cursor to the report menu you want
(Agent, Workgroup or DNIS), then move it to the type of report (Detail,
Summary or Analysis), and then move to and click the desired report.

AltiReport

ttigen S

Prefarence: Quick [

T o 7eromonce ey

IGtne Analysis 1202 WGE and Direed Call Aetivily Sutenary Regoet Hction
1200 Stete Summary Repart
1204 Vi3 Nbouned Cails Summary Repart

1205 WG Outbound Calls Summary Fepor

1208 Direct Calis Summary Repord

4 |

Figure 22. Selecting a report
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2. If you're using the step-by-step query preference, the following dialog box opens:

User ID harbara

Report ID 1202

Report Mame Agert(s) - AlWiGs and Direct Call Activity Summary Report
Report Type SUMMEry

Wersion 20

Repott Description Agernt(s) - Activity summary of all workgroup calls and direct calls

AfAEre Demo Systemn *

AltiReport

=l

|@ Dong

I - =T = S

3. Select the AltiWare (MAXCS) system you want to query, and click Next.

4. In the Set Parameters screen (shown in the figure below), set the parameters for
the report, including the Summary interval, Time Range, Filter By, and Output
(Group by and Show empty records) options.

Note: To use the calendar buttons, first select the From radio button.

Home Page | Login

Report = 1202-Agent(s) - All WGs and Direct Call Activity Summary Report = Qui

Select the agent(s)

List from weorkgroug |SDD(Sa\es Warkgroup) j

Al -
304(Bill Maret)

305(Rita Hiralez)

3096l Meadows)
312(Matt Nielson)
314(Casey Green)

315(Bill Glau)

J16(Bll Butt)

M7 (Bill Glau)

318(Jarmes Coucoulas)
319(Eric Garcia)
329(Robert Silos)
340(Mark Sexauer)
342(Michael Curry's IP Ext)
347 (Renee Long)
351(Melissa Fleming)
362(Marco Carelli)

364 (Marcio MohileExt) a|

: Quick (Demo Svstem)

{Demo Systermnj Set parameters

Summary interval |03y ¥

* Time period [EEWE_~ |\Neek -

AltiReport
w3t g m

altigen com

Tu‘

™ Days of week

Showe empty records |

Sun Mon Tue Wed Thu Fri Sat
FFFEFFFERL

fFrom: |00 =] |00 = T |00 'I 00 =

& agert  © Date

il

sl

‘ | | | ,_ |‘ﬂ Local inkranet

Figure 23. Set report parameters

5. Click the Run Report button.
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After a report is created, the following screen appears, where you can select the export
format you prefer, save the report in that format or save only a specified part of the
report, and view the report in HTML. You can also add the report to Favorite Reports
(see next section).

A AltiReport
ALTIG EI:l

v altigen.com

COMMUNICATIONS

Home Page | Login Name: barbara | Rolke: User | Query preference: Step by step

Report = 1202-Agent{s) — All WG= and Direct Call Activity Summary Report = Export report

Total Page count: a9

Export Setting

Export Format

j | Separate to files

Page count per gingle file:

j | Export the specified page(s)
- =ingle page (o A Range of Pages

From: To

[ BrowseHTMLonweb | [ Exporttolocal | [ Addto favorites

|€

@ Done \:J Local intranet

Figure 24. Export settings

Setting Parameters in the Export Report Screen

The Export Report screen shows the total page count for the report and gives you the
following options:

* Lets you select a format for the report (HTML, PDF, or Excel).
* Lets you save the report by clicking the Export to local button.

* Lets you divide the report into more than one file. Use the drop-down list to specify
the number of pages you want in each file. Then, when you save the report by
clicking Export to local, the files are saved into one ZIP file. Each file in the ZIP file
is named with the report number and the page range contained in that file.

MName Type Packe... Has ... Size  R... Date
@"Erepnrtllﬂzjage_l_}htﬂl i HTML Document KB No 405KE 9B8% 9/18/2007 11:46 AM
@repnrtllﬂl}agej_ﬁ.htﬂl HTML Document 10KE Mo 457KB  98% 9/18/2007 11:46 AM
@repnrtlmzjage_?_g.htﬂl HTML Document 1I0KE Mo 349 KE 98% /182007 11:46 AM

Figure 25. A report separated into three files

When you divide the report into more than one file, and then click the Browse
HTML on web button, the report is displayed in page ranges that you can select:

(« Vo123 somme)

Agent(s) - All WGs and Direct Call Activity Summary Report

Figure 26. Select a file to view the page range contained in that file
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* Lets you export and/or browse in HTML a single page or a range of pages. Specify
the page or page range in the From and To drop-down lists. To save your specified

pages, click Export to local. To view the specified pages in HTML, click Browse
HTML on web.

Lets you save the parameters for this report, so you don’t have to specify them again
in the future and lets you schedule the report to run automatically at a time you

specify. To save the report parameters, click Add to favorites. The Add favorite
report dialog box appears:

Add favorite report

Report ID 1202

Report Name Agent(s) - Al WGs and Direct Call Activity Summary Report
MHame Give the report an identifiable name.| |

Description [Type a description of ine report here. |

" Enable auto schedule (Server Time: 09/19/2007 15:08:04)

Give the report an appropriate name, type a description, and click Submit.
Thereafter, the report will appear on the List all favorite reports screen, which will
now be the screen that opens when you log in.

If you also want to schedule the report to run automatically and have it e-mailed to
specified people, see the next section.

Scheduling Favorite Reports

To schedule a favorite report to run automatically, check the Enable auto schedule
check box in the Add Favorite Report dialog box. The scheduling options appear:

Add favorite report

Report ID 1202

Report Name Agent(s) - All'WGs and Direct Call Activity Summary Report

Name | |

De=cription | |

—» ~ Enable auto schedule (Server Time: 09/18/2007 12:17:37)
O osonemeonce [ g

" Recurrent
Start Date: [2/17/2007

" Daity Every|1 ™| Days

Sun Mon Tue Wed Thu Fri Sat

@ weeky Every|1 ¥ | Weeks rFrrrrrr

" pay|1 *| wonth
" Monthly Every 1 1% months| © First day of the month
" Last day of the month
Send Reportat |8 ¥ || 30 v
Send Report to: (Use"; to separate email addresses)
barbara.tayl
rebecca. st

or@altigen.com; scott.lion@altigen.com;

Figure 27. Add favorite report dialog box with scheduling options
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Set a schedule for the report. If you want the report e-mailed to specified people, list
their e-mail addresses in the Send Report to section. Separate e-mail addresses with
a semicolon ( ; ). Then click the Submit button.

Important: When setting up a report schedule for a specific time, you must set
the schedule at least 15 minutes before the current time or the
report may not be generated/sent. For example, to run a report at
5:00 PM, you must set up the report schedule prior to 4:45 PM.

Later, you can change the schedule and e-mail list by clicking on the report’s Edit link
in the List All Favorite Reports screen. You can also change the report description and
view the report parameters.

List all favorite reports
Name Report ID Report Name Scheduled Action

e ; -
- iz Agent(s) - Al WGs and Direct Call Activity o emuve
b Summary Report

Running a Favorite Report Manually

You can run a favorite report directly from the List all favorite reports screen by
clicking its link. You will not see the report’s Set Parameters screen, but you can
check its parameters by clicking the report’s Edit link.

Edit link

Click th Favorite Report [ — 1+ I vorkgroup Report |+ I onis Report |-
IC e

List all favorite reports

llnk to Name Report ID Report Type Scheduled Actio
run the T

Tech Support Weekly 1201 ‘;‘5;’::?; R.c;gu.:les Performance i scheduled Edit Remove
report

Figure 28. Click a Favorite report’s link to run the report

When you run a favorite report manually, you have the option to Export via email:

EXPOI’t Setting (Total Page count:  2)

Export Format HTML
[ separate to files Page count per single file: | 1 %
; " zingl * AR P
W Export the specified single page ange of Pages
page(s) From: |1 710 |1

barbara.tayvlor@altigen.com; scott.lion@altigen.com;
rebecca.sunfaltigen. com

V' Export via email
(Use " to separate email

addresses)

|  BrowseHTMLonweb | [ Export |

To e-mail the report to the specified e-mail addresses (separate the addresses with
a semicolon), check the Export via email check box, then click the Export button.
After doing this, you can use your browser’s Back button to return to this screen

and save the report, if you want to. To save the report, uncheck Export via email,
then click Export. The File Download box appears. Click Save, and save the report.

To remove a favorite report, click its Remove link. You are asked for confirmation.
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Printing HTML Reports

To print a report from an HTML file, click the Web Print button at the top of the report.

—> Web Print... Tuesday, May 29, 20

AGENT(S) - ALL WGS PERFO

This opens a new Web window.

P | ] | G\ (5 [RIRA

v| Hide Margins |Elnse

ent(s) - A1l WGs and Direct Call Activity Summary Report Page 1of 14
=' v
AGENT(S) - ALL WGS AND DIRECT CALL ACTIVITY SUMMARY REPORT
196 (Rebecca Hirschfeld)
Total| Total | Awg AIEs Inboun AlWEs DutBound Direct Inbound Direct Duiboun
StatDate |Agent| Gall | Tak | Tak [als] % | Tak |AvaTalk [Calls| % | Tak |AvaTak [Cals| % | Tak |AvgTak [Cals| % | Tak |AugTak
0AM12007 | 196 | 21 | 126:08 | 00400 | 11 |f24% | 11436 | 00648 | © | 28.0% | 00544 | 00067 | 0 | 00% - - 4 |18.0% | 00548 | 00127
04MEE007 | 196 | 24 | 14040 | 00410 | 16 |e67% | 10030 | 00408 [ 4 167% | 00525 00121 | 3 |125% 00452 | 00157 | 1 | 42% 02323 | 02323
041152007 | 106 | 25 | 109:30 | 00301 | 14 |f08% | 05866 | 00442 | 4 | 17.4% |006:08 | 0013z | 0 | 00% - - 5 |217% | 00420 | 0005
0422007 | 106 | 2z | 14421 | 00322 | 16 |727% 10613 | 00408 | 6  Z73% 00808 00121 | 0 | 0.0% o |oow | - -
oarza0n7 | 196 | 5 | 04430 | 001<0| 2 |260% 00623 | 00341 | 5 625% | 00322 | 00040 | 0 | 0.0% - - 1 125% 00454 | 00454
Sub Total 50 | 5:44:48 | 0.03:31 | 99 |60.2% | 4:92:37 | 0:0437 | 25 | 20.6% | 02647 | 00109 | 3 | 9.1% | 0042 | 0:0137 | 1| 11.2% | 0:3832 | 0:09:30

4

s

Figure 29. Web Print window

The Web Print feature will automatically adjust paper print size, layout and orientation.
You can manually change the margins using the black margin icons at any corner of the

Web page. Also, you can use the menu and toolbar at the top of the window, which

allows you to print, set up the page for printing, zoom in/out, hide margins, or close the

window.
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Important: Before using the Web Print feature, make sure the Print background
colors and images checkbox is checked in Windows Internet Explorer
(Internet Options > Advanced > Printing). Otherwise, the report
generated will be displayed, and subsequently printed, in black and white.

20x)

G:ﬂudl Secuedy | Privacy | Content | Eomu:limsl Programs  Advanced

El

[#] Fiirt backgound calaiz and mages
x Sean ot
q “wihen seachng
) Display 1esuks, and go lo the mast Beely sile
Q) Do ral sesich hom he Addiess bar
O Just display 1he resulls in the man wndom
@ Just go 1o he mast Help site
5y Secuily
[#] Check far pusksher's cedificate revocelion
[ Check for server cerlificshe revocslion [requites resta] J

[ Check far signatures on doverioaded progiams

O Donet save enciypted pages ta dek

O Empty Tesnparary Inkzmet Filss lolder when biowsst is closed
O Ensble Inteqiated Wirdows Suhenlicatian [egures iestat]

[ Enatle Pralie fsestant b
| | *
Bestore Defauls I

(T T |
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Chapter 3: The Reports

CHAPTER

The Reports

This chapter describes each AltiReport. The chapter is divided into three sections:
» Agent Reports
e Workgroup Reports
* DNIS Reports
The following information is given for each report:
e Report ID number and title
» Description—What is reported
¢ Report options—The choice of parameters for the report
* Report fields—Description of each field in the report
» Data source—The tables from which the information is drawn

Note: For detailed information on database fields, refer to AltiGen’s Call Detail Reporting
Manual.

Agent Reports

This section describes Agent reports.

If a report is sorted by agent, it displays the agent’s extension and name above the
columns of data. If sorted by time, it displays the date above the columns.

1101 - Agent Activity Event

Description: Reports an agent’s activity for the reporting period.

Report Options

1. Select a workgroup to display agents assigned to that workgroup.

Select single, multiple, or All agents.

Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).

u A W N

Click Run Report to run the report.
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6. Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

AGENT ACTIVITY EVENT REPORT

717 (Jesse Woodrow)
Time Stamp Agent Activity Type Workgroug Logout Reason
051 402007 04:27:55 7 Unstaff Al
05/ 452007 O7:44:55 717 Unzstatf Al
051452007 181319 7 Lagin 450 (Customer Service)
051 452007 15:15:48 717 Logjout 450 (Customer Service) 96
051 452007 15:15:48 7 Unstatf Al
051 452007 18:16:59 77 Login 450 (Customer Service)
054 42007 18:18:03 717 Login 434 ()
054 452007 18:57:49 717 Loggout 434 1) el
051 452007 185749 77 Loggout 450 (Customer Service) 96
054 42007 15:57:49 717 Unstaft All

Figure 1. This report shows activity event data for agent extension 717.

Report Fields
+ Time Stamp—Date and time the agent changes activity
* Agent—Agent’s extension number
» Activity Type—Displays the type of activity:
» Unstaff—Agent’s extension is logged out as a virtual extension
* Login—Agent is logged in to a workgroup

* Ready—Agent is logged in and ready to take workgroup calls (applies to all
workgroups the agent is logged into)

* Not Ready—Agent is not ready to take workgroup calls (applies to all
workgroups the agent is logged into)

* Workgroup—The number of the workgroup this agent is logged into or logged out
of

* Logout Reason—The reason the agent logged out of a workgroup

Data Source
All data from the table AGENTACTIVITY
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1102 - Agent Call Detail Report

Chapter 3: The Reports

Description: Displays the CDR records for an agent’s inbound and outbound calls for
the reporting period.

Report Options

AR

Select single, multiple, or All agents.
Specify a time range for the report.

results into several files and/or export only specified pages.

AGENT CALL DETAIL REPORT

Agent:196 (Rebecca Hirschfeld)
Inbound Calls (SLT:Senice Level Threshold)

Select a workgroup to display agents assigned to that workgroup.

Narrow the report to specific days of the week and a span of time (optional).
Click Run Report to run the report.
Select the export format (HTML, PDF, Excel) and whether to separate the report

Start End Duration in Different Call State Start [Within| Exit Session  |Seq)
D Time Time Caller W /WR| Queue| Ring | Talk | Hold | Rec |Priority] SLT State D (0]
05/01/2007 05/01/2007 & e - Goto VM with Veice
o izera0 12:52:01 e R i R R N Message |
05/01/2007 05/01/2007 (10,90 0.1 10-529E705512 (Enterprise-
| o e1428 S2sET0812) 450 - |0:01:08/0:00.02(0:07:39] - |0:07:38| 4 Connected 1177987261 6
05/01/2007 05/01/2007 9 110-2032421111 (Enterprize- .. . "
In 14:18:49 14:39:19 P 21111 450(0:00:09/0:07:13(0:00:02(0:03:05 - 0:03:08 5 Connected 1177987285 4
05/01/2007 05/0/2007 (90900 110-TO2S422200 (Enterprize- PO Py v .
| g Tesete sz 450/0:00:05(0:04:10/0:00:03(0:07:32) - |0:07:32] 5 Connected 1177987308 4
05/01/2007 05/01/2007 £742981044 (Enterprise- [ R . e
nyaspzs 15:40:51 5742531044 450/0:00:07|0:04:44(0:00:02(0:15:30) - |;:1528) S Connected 1177987325 4
n 0?':;"22??7 0?‘;01;2227 £6136830%0 (GLOBALTEL) 450 0:00:04 0:09:14 0:00:020:08:47| -  |0:08:17 5 Comnectsd  1177957347) &
05/01/2007 05/01/2007 80 0 110-84T 4508457 (Enterprise-| . . . . S
In 15:20:48 15:26:06 BeTeR0RT 450(0:00:07|0:02:48|0:00:02(0:02:21 - 0:02:21| 5 Connected 1177987367 4
05/01/2007 0S/01/2007 (99,900 1104234450028 (Enterprise- el e y o
1| s e Py 450 - |0:00:21/0:00:02/0:01:35 - |0:01:35 5 Connected 1177987390, §
0510172007 0540172007 10-26 75864525 (Enterprise-
In 155252 15:5523 ~ _.““‘:_“ 450 - 0:00:57|0:00:02/0:01:30/0:00:02|0:01:30| 5 Transfer 1177987396 5
Qutbound Calls
Start End Duration in Different Call State Start [Within| Exit Session  |Seq)
Dir Time Time Target (WG|AAMNR|Queue| Ring | Talk [Held| Rec |Priority| SLT State D o]
05/01/2007 050172007
Out aamon Tnased =|s s 5 = e e S 7 General VI 1177987251 1
05/01/2007 05/01/2007 . I
Out 13:45:10 135232 e |- | - - |0:00:020:03:20 - | - - | Connected 1177987252 1
05/01/2007 05/01/2007 B . Gote VI without Leaving Veice
out aamgs aan e s 4s0| - - loooz2 - |- | - 5 | v i 1177987307 1
050112007 0510112007 Eir— . o1
Out’ 14:4435 14:46:14 P 450 - - |0:00:04/0:01:34/ - |0:01:34] 5 Y Connected 1177987312( 1
ouf 0SOIE00T gem 2007 aso| - | - oot - | -| - | s | ¥ Hang up During Ring 1177987396| 6
15:55.23 15.55.24
Figure 2. This report displays inbound and outbound call data for agent extension 196 for
one day in May.
Report Fields
* Dir—The direction of the call: Inbound or Outbound
+ Start Time—Time the call started
* End Time—Time the call ended
¢ Caller—Available information about the caller: PSTN phone number/IP phone
number, name, calling from a cell phone, etc.
« WG—The number of the workgroup
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« Duration in Different Call States—Displays how long the call spent in different
call states:

* AA/IVR—Listening to and making a selection in the AA/IVR
* Queue—Waiting for an agent after making a selection
¢ Ring—Waiting for an agent to answer a ring
* Talk—Talking with an agent
* Hold—Time spent on hold after talking with an agent starts
¢ Rec—For how long the call was recorded

» Start Priority—The priority this call had when it came in.

* Within SLT—Was the time the caller had to wait before connecting to an agent
within the service level threshold specified, Yes or No. (The Service Level
Threshold is set in MaxAdmin > Workgroup Configuration > General
tab.)

« Exit State—The state the call was in when the caller exited the call. Examples:
Connected, Transfer Ring, Hang up During Ring, One Number Access, Go to VM with
Voice Message, Go to VM without leaving voice message.

* Session ID—a unique number assigned by MAXCS to a call

¢ Seq ID—A unique number that identifies multiple records of the same call (same
Session ID)

Data Source
All data from the table CDRMain
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Chapter 3: The Reports

1201 - Agent Performance Summary

Description: Displays a summary of an agent’s performance for the reporting
period. It includes data from all workgroups an agent belongs to.

Report Options

© NV A WDN -

Select a workgroup to display agents assigned to that workgroup.

Select single, multiple, or All agents.

Choose how you want the data summarized (by day, week, or month).
Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Select a group-by option.

Specify whether to include empty records.

Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

AGENT(S) - ALL WGS PERFORMANCE SUMMARY REPORT

206 (Georgette George)

Al WGs and Direct Calls (Inbound & Qutbound) Total Non-Call Activities
Start Date Agent Anzwered | Hold | Wrap-Up Performing Calls | Other Activities During Login
Cals | Duration | Avg | Cals | Duration | Avg | Calls | Duration [ Avg Time RNA | NotReady | DND/FWD [ Error
- - 2:06:10 0 - - -

05/18/2007 206 11 2:04:57 0:11:21 1 0:01:13 0:01:13 0
051712007 208 2 0:01:27 0:00:43 - -

05/18/2007 206 -
05/23/2007 206 2 0:06:24 0:03:12

05/252007 206

0:01:27

0:06:24

en

0:41:54 0:08:22 0:00:55 0:00:27 0:42:45

0 ]
0 0
0 - - ] - -
05242007 | 206 9 | 13321 | 040:22 | 1 | 0:01:22 | 0:01:22 | 0 - - 1:34:43
2 9
4 0

sle oo aca

Sub Total 29 4:28:03 0:09:14 0:03:30 0:00:52 4:31:33

Figure 3. This report was run on agent extension 329 for a 2-week time period, Wed. - Fri.,

from 7 a.m. to 12 noon. “"Day” was chosen as the summary interval. The agent took
no calls on May 18, and, as specified in the query form, this empty record is
included.

Report Fields

Start Date—Start date of the reporting time period
Agent—Agent’s extension number

All WGs and Direct Calls (Inbound and Outbound)—Displays the number of
calls handled by an agent, the total time the agent spent on al/ calls, and the average
time spent per call in each of three categories: Answered, Hold, Wrap-up

* Answered—Calls the agent was connected to
* Hold—Calls the agent put on hold
* Wrap-Up—Calls requiring time for wrap-up activities

Total Performing Time—The total amount of time the agent spent in the above
activities in the specified time period

Non-Call Activities—Displays the total of RNA calls (agent was rung but did not
answer) for this agent and summarizes the time the agent spent in other activities
while logged in:
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¢ Not-Ready—Time in Not-Ready state
« DND/FWD—Time the agent’s phone was set to DND or FWD
* Error—The amount of time the agent’s phone was in error state.

Data Source

All data from the tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY?2,
AGENTSUMMARY1, AGENTSUMMARY2, AGENTSUMMARY4.
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1202 - WG Calls and Direct Call Activity Summary Report

Description: Displays a summary of an agent’s workgroup and direct calls for the
reporting period.

Report Options

1. Select a workgroup to display agents assigned to that workgroup.
2. Select single, multiple, or All agents.
3. Choose how you want the data summarized (by day, week, or month).
4. Specify a time range for the report.
5. Narrow the report to specific days of the week and a span of time (optional).
6. Select a group-by option.
7. Specify whether to include empty records.
8. Click Run Report to run the report.
9. Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.
AGENT(S) - ALL WGS AND DIRECT CALL ACTIVITY SUMMARY REPORT
Report ID: 1202 System O DEMO SYSTEM Summary Imterval: Wieek
Time Range: 05101 /2007 - 05731 2007 Fitter By: Maon, Tue, Wed, Thu, Fri Group By: Agent

309 (Dan White)

Total|  Total Avy Al YWiGs Inbound AlWGs OutBound Direct Inbound Direct Outhound
Start Date |Agent | Call | Talk ‘ Tak [Cals] % [ Tak [aveTak [Cals] % [ Tak  [avoTak [Cals] % [ Tak  JawgTak [Cats] % [ Tak JavgTak
050172007 | 308 105 | 53505 | 00311 | 31 [295% 13720 | 00308 | 21 [200% | 10701 | 00311 | 48 457% | 22837 | 00305 | 5 |48% 02217 | 00427
0562007 | 308 178 | 929:34 00311 | 45 |258% 14046 | 00211 | 54 |303% 33033 | 00353 [ 66 57A% | 33044 | 00311 | 12 |67% 0473 | 00357
051372007 | 308 159 | 7.3741 00252 | 56 |352% 22257 | 00233 | 41 |258% 14314 | 00238 [ 60 I77% | 32354 | 00323 | 2 [1.3% 00136 | 0.00:43
052202007 | 303 151 | 90335 00335 | 47 |H1% 1:30:46 | 0:01:55 | 34 |225% 35349 | 00701 | 6O 45.0% | 33139 | 00306 | 2 [1.3% 00221 | 0:01:10
052772007 | 308 | 23 | 1:25:21 | 0:0342 | 14 |G09% 0:31:04 | 00213 | 3 |130% 0:2403 | 00801 | 6 264% | 03014 | 00502 | 0 [00% | - -
Sub Total | 616 | 33:41:46 | 0:03:13 [ 194 [ 31.5% | 7:42:53 | 0:02:23 [ 153 | 24.8% | 10:49:40 | 0:04:14 [ 248 | 40.3% | 13:24:58 | 0:03:14 | 21 [ 3.4% | 1:13:45 | 0:03:30
315 (Patty Foley)
Total Total Ay Al'WGs Inbound Al'WGs OutBound Direct Inbound Direct Outhound
Start Date | Agert ‘ cal | Talk Tak [Cals| % [Tak [ AvoTak [Cals[ % [Talk [ AvgTalk [cals| % [ Tak [ AvgTalk [Calls| % | Tak [ AvgTak
050172007 | 35 | 46 | §3408 00745 | 0 |00% | - - 0 [00% | - - 19 |413% | 236:29 | 00814 | 27 |58.7% | 25739 | 00R:34
05062007 | 35 | BS | 40850 00349 [ 0 |00% | - - 0 |00% | - - 38 | 565% | 25415 | 00435 | 27 41.5% | 11435 00245
05432007 | 35 | 95 | 4803 00333 | 0 |00% 0 o|00% | - - 44 | 44.9% | 25511 | 00358 | 54 | 551% | 25252 00312
05202007 | 35 | 42 | 32057 00447 [ O |00% 0 |00% | - - 25 | 595% | 20907 | 00509 | 17 | 405% 11150 00443
052772007 | #5 10 | 03753 00347 | 0 |00% 0 |00% | - - 4 |400% | 01426 | 00337 | 6 |60.0% | 0233 0:0355
Sub Total 261 [ 19:20:57 [ 0:04:28 | 0 [0.0% 0 [0.0% | - - 130 | 49.8% | 10:49:30 | 0:04:59 | 131 [ 50.2% | 8:40:27 | 0:03:58
Grand Total
Total Total Fits) All'WGE Inbound AllW¥WiEs OutBound Direct Inbound Direct Outbound
Call | Tak Tak [Cals [ % [ Tak [avotek |Caits]| % [ Tak [ AvoTek [Cals] % [ Tk [ AvgTak |cals[ % | Tak [ AvgTak
877 | 52:41:13 | 0:03:36 | 194 | 22.1% | 7:42:53 | 0:02:23 | 153 | 17.9% | 10:49:90 | 0:09:12 | 378 | 43.1% | 2401828 | 0:03:50 [ 152 [ 17.3% | ®:54:12 | 0:03:54

Figure 4. This report is grouped by agent. It subtotals each agent’s call activity, then gives
a grand total for all agents.
Report Fields
« Start Date—Start date for the report
+ Agent—Agent’s extension number
* Total Calls—Total calls the agent was connected to in the specified time period
* Total Talk—Total talk time on all that agent’s calls
* Avg Talk—Average talk time per call (Total Talk/Total Calls)
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« All agents’ calls are then broken out into categories: All WGs Inbound, All WGs
Outbound, Direct Inbound, Direct Outbound. “All WGs” means every workgroup the
agent is a member of and refers to calls that come in through a workgroup as
opposed to calls that come in directly to the extension. Each category displays the
following:

* Calls—Total calls the agent was connected to in that category during the
specified time period

* % —The percentage of calls that fall into that category ([category] Calls/Total
CallsO

* Talk—Total talk time in that category
* Avg Talk—Average talk time in that category (Talk/Calls)
Data Source

All data from tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY?2,
AGENTSUMMARY1, AGENTSUMMARY2
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1203 -

Chapter 3: The Reports

Agent State Summary Report

Description: Displays summary statistics for agent states for the reporting period.

Report Options

© NV A WDN -

Select a workgroup to display agents assigned to that workgroup.

Select single, multiple, or All agents.

Choose how you want the data summarized (by day, week, or month).
Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Select a group-by option.

Specify whether to include empty records.

Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

AGENT(S) - STATE SUMMARY REPORT

System I DEMO SYSTEM
Filter Bry: Tue, Vied

Report I0: 1203
Time Range: 05/29:2007 - 05/30/2007

Summary Interval. Day
Group By: Agent

196 (Rebecca Hirschfeld)

Durstion in different state while logon
Start Date ‘ Agent ‘ Logott ‘ Logon WG Idle WG Busy Wyrap-Up Mot-Resdy DNDFWD Error Direct Call Duration
0572972007 196 181217 54743 1:21:25 0:07:.42 00g01 410:35 - - 0:23:58
05/30/2007 196 24:00:00 - - - - - -
Sub Total 42:12:7 5:47:43 1:21:25 0:07:42 0:08:01 4:10:35 - - 0:23:58
TR ""'\-r g " IN ’ I\‘.."“"““““xum.w‘n N S NS ' a9 A
P i N TN T i e e T e e o e
17 (Jesse Woodrow)
Duration in different state while logan
Start Date Agent ‘ Logoff Logon WG e WG Busy Wrap-Up Mot-Ready DHD/AAD Errar Direct Call Duration
05/20/2007 7 24:00:00 - - - -
05/30/2007 717 24:00:00
Sub Total A3:00:00
Grand Total
Duration in different statewhile logon
Logott ‘ Logon WG |dlle WG Busy Wrap-Up Mot-Ready CMDFRND Error Direct Call Duration
602:32:16 21:27:44 9:09:56 3:09:02 0:51:27 BTT - 0:00:02 213:28

Figure 5. This report, grouped by agent, subtotals the time each agent spent in each state

and then displays a grand total in each state for the reporting period.

Report Fields

Start Date—Start date for the report
Agent—Agent’s extension number
Logoff—The total time the agent was logged off during the time period specified
Logon—The total time the agent was logged in during the time period specified
Duration in different states while logged on:

* WG Idle—Time the agent was in Idle state

« WG Busy—Time the agent was in Busy state

* Wrap-Up—Time the agent was in wrap-up state after disconnecting from a call
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* Not-Ready—Time the agent was not ready to take workgroup calls (applies to
all workgroups the agent is logged into)

« DND/FWD—Time the agent’s phone is set to DND/FWD
* Error—The amount of time the agent’s phone was in error state.

* Direct Call Duration—Total time the agent’s connected inbound and outbound
calls were in talk time and on hold

Data Source

All data from tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY?2,
AGENTSUMMARY1, AGENTSUMMARY2, AGENTSUMMARY3, AGENTSUMMARY4.
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1204 - Agent WG Inbound Calls Summary Report

Description: Reports an agent’s inbound workgroup calls for the reporting period.

Report Options

© NV A WDN -

Report ID: 1204
Time Range: 010172007 - 037312007

Select a workgroup to display agents assigned to that workgroup.

Select single, multiple, or All agents.

Choose how you want the data summarized (by day, week, or month).
Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Select a group-by option.

Specify whether to include empty records.

Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

SINGLE AGENT - WG INBOUND CALLS SUMMARY REPORT
205 (JESTER HAIRSTON)

System ID: DEMO SYSTEM
Fitter By: Man, Tue, Wed, Thu, Fri

Summaty Interval: Month
Group By: Wotkgrougn

450 (Customer Service)

Angwered Hald Wirap-Up
Start Date ‘ WG ‘ Callz Offered RMA | Calls Talk BygTalk Ring AyvgRing Calls Total Ay Calls Tital Axiy
0104 42007 450 326 9 324 35:53:29 0:08:38 0:27:04 C:00:05 73 20353 0014 3 T.41:54 0:01:32
02104 2007 450 236 4 234 25:52:49 0:06:38 0757 Ce00:04 32 04417 0:01:23 219 45543 0:01:21
030142007 450 310 1) 307 30:24:50 0:05:56 0:2318 0:00:04 58 1:47:00 0:01:50 286 B:35:17 0:01:22
Sub Total 472 13 365 92:11:08 :06:23 1:08:1% 0004 163 43510 §:01:41 306 19:12:54 §:01:25

Figure 6. Monthly summaries were selected as a report parameter for this first-quarter

reporting period.

Report Fields

Start Date—Start date for the report
WG—The workgroup’s number
Calls Offered—Number of calls sent to the agent
RNA—Number of calls for which the agent was rung but did not answer
Answered—Summary statistics for answered calls:
* Calls—Number of calls answered
» Talk—Total talk time on all calls
» AvgTalk— Average talk time per call (Talk/Calls)
* Ring—Time that all calls to this agent spent in the ring state
* AvgRing—Average ringing time per call (Ring/Calls)
Hold
e Calls—Number of calls put on hold
* Total—Total time all calls spent on hold
» Avg—Average time per call spent on hold (Total/Calls)
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« Wrap-Up
e Calls—Number of calls requiring wrap-up activity
» Total—Total time spent in wrap-up activities
* Avg—Avg time per call spent in wrap-up activities (Total/Calls)
Data Source
All data from the tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY?2.
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1205 - Agent WG Outbound Calls Summary Report

Description: Reports summary statistics for an agent’s outbound workgroup calls (as
opposed to direct outbound calls) for the reporting period.

Report Options

® NV A WLWDN -

Select a group-by option.
Specify whether to include empty records.

Specify a time range for the report.

Click Run Report to run the report.
Select the export format (HTML, PDF, Excel) and whether to separate the report

Select an agent and one or more workgroups that agent is assigned to.
Choose how you want the data summarized (by day, week, or month).

results into several files and/or export only specified pages.

Narrow the report to specific days of the week and a span of time (optional).

Repart ID: 1205

215 (DAN WHITE)

System ID: DEMO SYSTEM

SINGLE AGENT - WG OUTBOUND CALLS SUMMARY REPORT

Summary Interval: Veek

Time Range: 0401 22007 - 04/30/2007 Fitter By: Mon, Tue, Wied, Thu Group By Time
0410112007 - 0410712007
Connected Holcl Wirap-Up
Start Date ‘ WG Calls Talk Ay Calls Total Ay Calls Total By
04/01,42007 450 14 1:17:08 0:05:30 1 0:11:50 0:11:50 25 0:32:53 0:01:18
Sub Total 14 1:17:08 0:05:30 1 0:11:50 0:11:50 25 0:32:53 0:01:18
0410812007 - 04/1412007
Connected Holdd Wrap-Lp
Start Date ‘ WG Calls Talk By Calls Total By Calls Total By
040872007 450 4 0.07:47 0.01:56 o - - B 0:10:00 0:01:40
Sub Total 4 0:07:47 0:01:56 0 = {3 0:10:00 0:01:40
R e e R N gy TP I B e Iy g
L S = = el i S - iz Aoz 2 = = e, A
Grand Total
Zonnected Hald Wrap-Up
Calls Talk | sy cals | Tatal | By calls | Tetal | Avy
39 2:36:21 B:0%00 1 B:11:50 0:11:50 57 1:16:14 0:01:20

Figure 7. This report was sorted by week, and includes subtotals for each week and a grand
total for the reporting period.

Report Fields

« Start Date—Start date for the report

« WG—The workgroup’s number

* Connected—Displays connection statistics:

e Calls—Total calls connected

¢ Talk—Total talk time on all calls

* Avg—Average talk time per call (Talk/Calls)

* Hold—Displays statistics for calls put on hold:

* Calls—Number of calls put on hold

e Total—Total time all those calls spent on hold
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* Avg—Average hold time per call that was put on hold (Total/Calls)
 Wrap-Up—Displays wrap-up statistics:

* Calls—Number of calls requiring wrap-up activity

e Total—Total time spent in wrap-up activities for all calls

* Avg—Average time spent in wrap-up activities per call that required wrap-up
activity (Total/Calls)

Data Source
All data from the tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY?2.
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1206 - Agent Direct Calls Summary Report

Description: Displays summary statistics for an agent’s direct inbound and outbound
calls (as opposed to workgroup calls) for the reporting period.

Report Options

© NV A WDN -

Select a group-by option.
Specify whether to include empty records.
Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report

results into several files and/or export only specified pages.

Select a workgroup to display agents assigned to that workgroup.
Select single, multiple, or All agents.
Choose how you want the data summarized (by day, week, or month).
Specify a time range for the report.
Narrow the report to specific days of the week and a span of time (optional).

AGENT(S) - DIRECT CALLS SUMMARY REPORT
Repaort I0: 1206 Syatem |0 DEMO SYSTEM Summary Interval: Day
Time Range: 0572002007 - 05/26/2007 Fitter By: Mon, Tue, Wed, Thu, Fri Group By: Time
0512112007
Direct Inbound Calls Direct Outhound Calls
Start Date Agent Anzwered Hold W Connected Hold
Calls Talk By Calls | Talk | Avy | Cals Talk Ay Calls Talk Avg Calls Talk Avy
05/24 /2007 205 T 0:33:57 0:04:51 0 - - 2 00122 0:00:41 7 0:30:24 0:01:47 1 0:00:43 0:00:43
05/21 2007 215 1 0:03:33 0:03:33 0 1 0:00:26 0:00:26 1 0:00:42 0:00:42 a - -
0572172007 235 1 0.02:47 0.02:47 0 2 0:00:39 00018 o - - o - -
Suly Total i 0:40:17 0:04:28 0 5 0:02:27 0:00:29 18 0:31:06 0143 1 0:00:43 0:00:43
0512212007
Direct Inkound Calls Direct Outhound Calls
Start Date Agert Anzwered Hold Wi Connected Haold
Calls [ Tak | Ave [ Cats [ Tk Avg | Cals [ Tak | Ava [cais [ Tak [ avg [cals [ Tak [ ava
052272007 205 4 01633 0:04:08 1 00002 0:00:02 4 ooz1z2 0:00:33 12 05133 0047 o - -
A UBEZER0T. ol P gl - S i oDt DG L 00200 | g WDAMSRe (AR5
A e = P N L S o WY T e e o Y
Grand Total -
Direct Inbound Calls Direct Quthound Calls
Anzvrered Hald i Connected Hald
Cal: | Tk [ Avg Calls | Tak [ Avg Cal: | Tak | Avy Cls | Tak [ Avg Calls | Tak [ Avg
4 3:13:20 B:0506 5 0:00:43 0:00:08 7 0:07:30 0:00:26 73 5:00:06 D006 3 B:01:58 0:00:39

Figure 8. This report, sorted by date, includes subtotals for each day and a grand total for

the reporting period.

Report Fields
» Start Date—Start date for the report

* Agent—Agent’s extension number
* Direct Inbound Calls—Displays the following call statistics:

For Answered calls

For calls put on Hold
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Calls—Total number of direct inbound calls that were answered by the agent
Talk—Total talk time on those direct inbound calls
Avg—Average talk time per call (Talk/Calls)
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+ Calls—Total number of direct inbound calls that were put on hold
* Talk—Total hold time on those direct inbound calls
+ Avg—Average hold time per call that was put on hold (Talk/Calls)
* For calls sent to VM
+ Calls—Total number of direct inbound calls sent to voice mail
* Talk—Total time the caller was in voice mail
* Avg—Average time spent in voice mail per call that went to VM (Talk/Calls)
* Direct Outbound Calls—Displays the following call statistics:
* For Connected calls
+ Calls—Total number of direct outbound calls that were connected
* Talk—Total talk time on those direct outbound calls
+ Avg—Average talk time per call (Talk/Calls)
* For calls put on Hold
* Calls—Total humber of connected outbound calls that were put on hold
» Talk—Total hold time on those calls
* Avg—Average hold time per call that was put on hold (Talk/Calls)

Data Source
All data from the tables AGENTSUMMARY1, AGENTSUMMARY?2.
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1301 - Agent Call Volume Analysis

Chapter 3: The Reports

Description: Reports an agent’s call volume for the reporting period. Shows results in
both tabular and graph formats.

Report Options

1. Select the agent and the agent’s workgroup(s).
2. Choose if you want the data reported by hour of day or by day of week.
3. Specify a time range for the report.
4. Narrow the report to specific days of the week and a span of time (optional).
5. Click Run Report to run the report.
6. Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.
SINGLE AGENT - CALL VOLUME ANALYSIS
235 (STEVE GRIFFITH)
Hour of day AlYVG(=) Inbound Call [A1'WGTs) Outhound Call]  Direct Inbound Call Direct Cuthound Call
07:00-08: 00 161 15 14 7
05:00-05:00 124 30 2 22
09:00-10:00 139 34 34 35
10:00-11:00 23 14 24 13
11:00-12:00 126 46 12 20
12:00-13:00 143 42 30 20
1:3:00-14:00 175 46 27 32
14:00-15:00 15 13 13 26
15:00-16:00 1] 1] 3 4
16:00-17:00 1] u] 1 3
17:00-18:00 ] o o 1
235 (Steve Griffith)
O ANWG(s) In B All'WG{s) Out O Direct In O Direct Out
320
3004
2304
2004
2
&5 1804
1004
2l
. ol £ £ ol ol £ ol ] o ol £
S ) sl L L L A BN N i) A
Q&- G& W@l 0',:\. W{b. W{bl W\l Q(,&l Q(,Er W{\l W&l
) S N} o i) bN) ) i) i) o N}
& &P & S5 S W Bl S B W5 w\
Hour of day

Figure 9. This agent’s call volume data is displayed by hour of day in table and graph format

Report Fields

* [Report Interval] (Hour of day or Day of week)—Displays the report interval, as
specified in the report parameters
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All WG(s) Inbound Calls—Number of inbound workgroup calls answered
All WG(s) Outbound Calls—Number of outbound workgroup calls made
Direct Inbound Calls—Number of inbound direct calls answered

Direct Outbound Calls—Number of outbound direct calls made

Data Source

All data from the tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY?2,
AGENTSUMMARY1, AGENTSUMMARY2.
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1302 - Agent Average WG Call Handling Time Analysis

Description: Reports an agent’s average workgroup call handling time for inbound
and outbound calls. Displays results in both table and graph formats.

Report Options

oA LN

Select the agent and the agent’s workgroup(s).

Choose if you want the data reported by hour of day or by day of week.
Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

SINGLE AGENT - AVERAGE WG(S) CALL HANDLING

TIME
196 (REBECCA HIRSCHFELD)

Hour of day Average Workgroup Call Handling Time (In & Out)

08:00-09:.00 0:04:54
09:00-10:00 00359
10:00-11:00 0:04:00
11:00-12:00 0:04:00
12:00-13:00 0:04:27
13:00-14:00 0:05:07
14:00-15:00 0:05:46
15:00-16:00 0:04:56
16:00-17:00 00138
17:00-18:00 -

196 {Rebecca Hirschield)

o o o o o o S S o o
) ) o o & o B B o )
Qﬁ. Qf\“ Q”:‘ Q”:" W(b W\&. Qf(n Qfl\h. U):\ U):b
o o o o N} BN i) & o o
B Y b el B el «o =X
Hour of day

Figure 10. This report displays average workgroup call handling time in table and graph

formats for agent extension 196.

Report Fields

* [Report Interval] (Hour of day or Day of week)—Displays the report interval, as

specified in the report parameters

* Average Workgroup Call Handling Time (In & Out)—Adds total of inbound

workgroup talk, hold, and wrap-up times and outbound workgroup connected, hold,
and wrap-up times, and divides by the total number of calls (workgroup inbound
answered calls plus workgroup outbound connected calls).
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Data Source
All data from the tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY?2.
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1303 - Agent % Contribution to each WG (Inbound/
Outbound)

Description: Graphs the percentage of workgroup calls answered and made by the
specified agent and the percentage of time spent on those calls for each workgroup the
agent belongs to.

Report Options

1. Select the agent and the agent’s workgroup(s).

Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).

Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

vk W

SINGLE AGENT - % CONTRIBUTION TO EACH WG
(INBOUND/OUTBOUND)
312 (JASON SHAW)

Number of Calls Duration

[ 300 (Sales Workgroup) [ 300 (Sales Workgroup)
A7 (0:17-50)
W 450 (Customer Service)

| 450 (Customer Service)
[©)] (0:05:59)

Figure 11. Agent 312 belongs to the Sales workgroup and the Customer Service workgroup.
The pie graphs (color-coded) show the agent’s contribution to each workgroup.
Report Fields

* Number of calls—The number of inbound workgroup calls answered plus the
number of outbound workgroup calls connected

* Duration—The total talk, hold, and wrap-up time spent on inbound and outbound
workgroup calls

Data Source
All data from the table AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY?2
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1304 - Agent WG Call Answering Time Distribution

Description: Shows how many calls an agent answered within the specified
increments of seconds, and shows the percentage of calls that fall into each call-
answering time period. Reports similar information for outbound calls. Displays the
report results in graph format.

Report Options

1. Select the agent and the agent’s workgroup(s).

2. Specify a time range for the report.

3. Narrow the report to specific days of the week and a span of time (optional).

4

Select an increment, in seconds. Here you are asking, for example, how many calls
were answered within 30 seconds, how many took 31-60 seconds to answer, and so
on.

Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

Ul

SINGLE AGENT - WG CALL ANSWERING TIME
DISTRIBUTION ANALYSIS
205 (JESTER HAIRSTON)

Inbound Call (Distribution)
S0 %

28%

45
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40 24%
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20%
30 18%
16%3
1432
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15 10%
8%
10 6%
5 . 4%
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0-120 121-240 241-360 361-480 481-600 601-720 =721
Seconds

Calls
b
0

Quthound Call (Distribution)
30 100%

ansh
24 0%
%
18 0%
0% =
z
E]
12 4%~
0%
3 0%
2 . 10%
3 [ | == = -
0-120 121-240 241-360 361-480 481-600 601-720 =721
Seconds

Figure 12. This report shows inbound call answering time and outbound call connection time
in intervals of 120 seconds, as specified in the report query.
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Graph Labels:

« Inbound Calls (Distribution)—Shows how long it took the agent to answer
workgroup calls, broken down by periods of seconds

» Seconds—Displays the time intervals you specified (in seconds)

e Calls—The number of workgroup calls answered by the agent during the intervals
shown

* Percent—The percentage distribution of workgroup calls answered by the agent
during the intervals shown

* Outbound Calls (Distribution)—Similar to the graph for inbound calls, shows how
long it took the agent to connect when making an outbound workgroup call

Data Source
All data from the table CDRMAIN
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Workgroup Reports

This section describes Workgroup reports.

2101 - Workgroup Call Detail Report

Description: Reports call details for the specified workgroup(s).

Report Options

Select an agent to display the workgroups assigned to that agent.

Select single, multiple, or All workgroups.

Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

oA LN

WORKGROUP(S) CALL DETAIL REPORT

Workgroup:450 (Customer Service)
Inbound Calls (SLT:Semvice Level Threshald)

Start End Duration in Different Call State Start [Within Exit Session |Seq
Dir. Time Time [A4/MR| Queue| Ring | Tak | Hold | Rec |Priority| SLT State (1] 0]
c c

In [I:;;[l;]zgg? [IE;[IE;ZEEF 0:00:05) - |0:00:12)0:01:38 - (00138 S Y Connected 1172726996( 4
03/05/2007 | 03/05/2007 . e

In 061136 061515 - - |0:00:04(0:03:35| - (0:03:35 5 Y Connected 1172726998( 1
03/05/2007 | 03/05/2007 205 (e

43830127 (Coll Proes PA :01:15(0:00: 5 03 5
In 062435 06:29:28 484 il o Nclieide 0:00:09/0:01:15/0:00:07|0:03:19 0:03:19] Y Connected 1172727004( 4
206 152 1488 188

03/05/2007 | 03/05/2007 203344510 234 (Marsn

In 05,4952 065513 (V6 143 108 V8L 2 1 - - |0:00:07(0:06:14) - [0:06:14| 5 Y Connected 1172727011 1

2032344510)

03/05/2007 | 03/05/2007 10100 1 10-L07R850844 205 (e N =

In 052953 06:51-00 . SOTRASERLS McBeide - - |0:00:08(0:00:58 - [0:00:58| 5 ¥ Connected 1172727013 1
03/05/2007 | 03/05/2007 10.10.0 110-TIER29884 205 (e -0 -05-

In 070037 070626 > = 0:00:12 - |0:00:040:0533 - |0:0533| 5 ¥ Connected 1172727017| 4
023/05/2007 | 03/05/2007 10100 L (Mgt . - Group Member

. 070723 | 070835 | » b earee (000 - 00033 - - < |5 Y | g o e [1172727027) 4
03/05/2007 | 03/05/2007 10.10.0.110-7022985081 2% (Marte 111 00 06

In 07:08:35 071823 0:01:56/0:00:11/0:06:10) - |0:06:10) 5 ¥ Connected 1172727027| 5
03/05/2007 | 03/05/2007 0 0 . - Group Member

n 07:07:21 07:08:00 g 7 R i - N * | Y | Ring No Answer |72 4
03/05/2007 | 03/05/2007 10.10.0 1187707090082 20% (e - 00 01 e

In Tamar oo = y = - |0:00:28(0:00:04(0:04:08|0:01:25/0:04:08| 5 ¥ Connected 1172727028 5

el ‘93_’:'—*’“ Qf"%’znx“j‘l’ AP i et g e P PP I T o B e (R s s

Outhound Calls

Start End Duration in Different Call State Start |Within Exit Session ID [Seq|

Dir. Time: Time: Target Agent [AAMNR| Queue| Ring | Talk | Hold Rec |Priority| SLT State. (n] (1]
oup | UBNSZOT | OSSN | DeletR  sqeemesess)| - | - fooosd - | - | - | 5 | v | % ::re"s::;ewca 1172727000 1
Out | UENSZOOT | OSNSZIOT | 20 e wesese) nm "'"""I - - oood30s07 - 0007 5 | Y Connected 1172727001 1
out 003203‘;2227 003203‘;2237 14848200127 208 (las McBrde)| - - |ooo7jn0za2l - |om23z| - | v Connected 1172727006] 1
Out u;g:z:gT “3’;?:’22?27 wosazrer | 2F "'"""_I - - |ooo:080:00220 - o022 - | Y Connected 1172727007 1
out 03‘;04’32307 03‘24:2;37 1TI22250000 208 (les MicBrde)| - - |o0o:10/n:0085) - |o00:ss| - | v Connected 1172727008] 1

g | 0gpseoez. or=gor, wmwvl,««- R e N 7 e

Figure 13. This report shows inbound and outbound call data for the Customer Service
workgroup during a week in March.

Report Fields
¢ Dir—The direction of the call: Inbound or Outbound
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« Start Time—Time the call started
« End Time—Time the call ended

» Caller—Available information about the caller: PSTN phone number/IP phone
number, name, calling from a cell phone, etc.

* Agent—The agent’s extension number and name

« Duration in Different Call States—Displays how long the call spent in different call
states:

* AA/IVR—Listening to and making a selection in the AA/IVR
* Queue—Waiting for an agent after making a selection
* Ring—Waiting for an agent to answer a ring
* Talk—Talking with an agent
* Hold—Time spent on hold after talking with an agent starts
* Rec—For how long the call was recorded

« Start Priority—The priority this call had when it came in.

¢ Within SLT—Was the time the caller had to wait before connecting to an agent
within the service level threshold specified, Yes or No. (The Service Level
Threshold is set in MaxAdmin > Workgroup Configuration > General
tab.)

» Exit State—The state the call was in when the caller exited the call. Examples:
Connected, Transfer Ring, Hang up During Ring, One Number Access, Go to VM with
Voice Message, Go to VM without leaving voice message.

* Session ID—a unique number assigned by MAXCS to a call

* Seq ID—A unique number that identifies multiple records of the same call (same
Session ID)

Data Source
All data from the table CDRMAIN
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2201 - Workgroup Agent(s) State

Description: Reports the state for specified workgroup agent(s).

Report Options

Select a workgroup, then select agent(s) assigned to that workgroup.
Choose how you want the data summarized (by day, week, or month).
Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Select a group-by option.

Specify whether to include empty records.

Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

® NV AWM

SINGLE WG - AGENT(S) STATE REPORT
300 (SALES WORKGROUP)

312 (Jason Shaw)
Start Date Agent Login Duration Mot-Ready DNDIFWD Error
05/06/2007 312 (Jasoen Shaw) 0:23:00 -
08132007 312 (Jason Shaw) 0:05:00 - 0:03:35
05/20/2007 312 (Jasen Shaw) 5.35.00 - 1:.05:15

Sub Total 6:03:00 = 1:05:50

329 (Georgette George)

Start Date Agent Legin Duratien Not-Ready DND/FWD Error
05/01/2007 329 (Georgette George) 25:09:00 - - 0:02:49
05/06/2007 328 (Georgette George) 26:39:00 - - 0:03:58
05M13/2007 329 (Georgette George) 20:32:00 - - 0:04:33
05/20/2007 329 (Georgette George) 20:16:00 - - 0:04:43
05/27/2007 328 (Georgette George) 3:01:00 - - 0:00:10
Sub Total 96:37:00 - - 0:16:13

Grand Total

Login Duration Not-Ready DND/FWD

102:40:00 - 1:08:50 0:16:13
Figure 14. This report shows length of time the agent spent in various states (logged in, not
ready, DND/FWD, error) during the reporting period. Subtotals and grand totals
are given.
Report Fields
« Start Date—Start date for the report
* Agent—Agent’s extension humber and name
* Login Duration—The amount of time the agent was logged in
* Not Ready—The amount of time the agent was in Not-Ready state
« DND/FWD—The amount of time the agent’s phone was in DND/FWD state

« Error—The amount of time the agent’s phone was in error state.

Data Source

All data from the tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY3,
AGENTSUMMARY1, AGENTSUMMARY4.
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2202 - Workgroup Agent(s) Performance Summary

Description: Displays a performance summary of the specified workgroup agent(s).

Report Options

1. Select a workgroup, then select agent(s) assigned to that workgroup.

2. Choose how you want the data summarized (by day, week, or month).

3. Specify a time range for the report.
4. Narrow the report to specific days of the week and a span of time (optional).

5. Select a group-by option.

6. Specify whether to include empty records.

7. Click Run Report to run the report.
8. Select the export format (HTML, PDF, Excel) and whether to separate the report

results into several files and/or export only specified pages.
SINGLE WG - AGENT(S) PERFORMANCE SUMMARY REPORT
450 (CUSTOMER SERVICE)

Report ID: 2202 System ID: DEMO S¥STEM Summaty Interval: Day
Time Range: 050652007 - 05/ 2/2007 Fitter By: hon, Tue, Wed, Thu, Fri [07:00 - 18:00] Group By Agent

205 (Jester Hairston)

Workgroup and Direct Calls (Inbound & Outhound) Tatal Mon-Call Activities
Start Date Agent Anzswered Hold Wrap-Up Performing | Calls | Cther Activities During Login
Callz | Tatal sy | Cals | Totsl | Avg | cells | Total Ay Time Rra | Mot-Resdy | DMDPAD | Error
050752007 205 35 21505 0:03:51 3 00230 | o000 35 05717 | 00138 31452 o 1:40:43 -
05082007 | 208 | 39 20313 | 00309 | 3 00430 00130 | 27 | 04440 | 00138 2:52.23 [i] 20522 0000
05092007 | 208 | 30 2359 | 00447 | 2 00143 0ODS1 | 20 | 04026 | ooiizs FO7:08 0 20429 -
05A0/2007 | 208 | S0 &2&22 | o040 | 1 00Ol ooodd | 50 | 02518 | oo00:a0 5351 [i] 20729
05412007 | 208 | 20 104228 | 00507 | 4 00258 | 00044 | 18 | 02447 | ooniz2 21013 [i] 25045 -
Sub Total 174 | 11:53:07 | 0:0405 | 13 [ oct1:52 [ ocowcsd [ 159 | 3328 | a3 | qsmsar [ 10:57:48 0:00:01
215 (Dan White)
Workgroup snd Direct Calls (nbound & Outhound) Total Mon-Call Activities
Start Date Agent Answered Haoldd Wrap-Lp Perfarming Calls | Other Activities During Login
Calls | Total fvg [ Calls | Totel [ vy [cels [ Total vy Tirme Rrs | Mot-Ready [ OMDFAD ] Error
05072007 215 32 4:46:47 0:08: 57 4 0:41:25 | 00251 2 0:16:48 | 000053 54700 1 1:30:54 -
05/08/2007 215 erd 3:42:05 00813 3 0:00:38 | 00013 30 0:36:54 | 00113 418:38 a 1:44:53
05092007 215 2 31706 0:09:23 3 0:00:08 | Ce00:02 2 0:35:58 | 0c01:42 358310 1 1:41:16
0510/2007 215 30 311:02 0.06:22 El 00036 0007 25 0:26:41 0.00:57 33819 o 1:36:25
0541172007 215 25 31514 0.07:45 1 00258 | 00258 26 0.26:47 | 0:01:01 3.44:59 1] 2:06:08
Sub Total 135 18:12:14 :08:05 16 0:15:44 0:00:59 126 2:25:08 0:01:0% 20:53:06 2 8:39:34
Grand Total
Wiarkgroup snd Direct Calls (Inbound & Outhound) Total Mon-Call Activities
Ansveered Hald Wrap-LUp Performing Calls ‘ Other Activities During Login
Cals | Total | Awg Cals [ Total [ Awg Calls [ Total | Awg Time R4 | Mot-Ready | DNDFWD Error
309 30:05:21 :05:50 29 0:27:36 0:00:57 285 5:38:36 0:01:11 36:11:33 2 19:37:22 0:00:01

Figure 15. A summary interval of “day” was specified for this report. The report is grouped

by agent. Subtotals and grand totals are given.

Report Fields
« Start Date—Start date of the reporting time period

* Agent—Agent’s extension number

* Workgroup and Direct Calls (Inbound and Outbound)—Displays the number of

calls handled by an agent, the total time the agent spent on al/ calls, and the average

time spent per call in each of three categories: Answered, Hold, Wrap-up
* Answered—Calls the agent was connected to
* Hold—Calls the agent put on hold
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* Wrap-Up—Calls requiring time for wrap-up activities

* Total Performing Time—The total amount of time the agent spent in the above
activities in the specified time period

* Non-Call Activities—Displays the total of RNA calls (agent was rung but did not

answer) for the agent and summarizes the time the agent spent in other activities
while logged in:

* Not-Ready—Amount of time in Not-Ready state
« DND/FWD—Amount of time the agent’s phone was set to DND or FWD
¢ Error—Amount of time the agent’s phone was in error state.
Data Source

All data from the tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY?2,
AGENTSUMMARY1, AGENTSUMMARY2, AGENTSUMMARY4.
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2203 - Workgroup Agent Call Activity Summary with %
Analysis

Description: Reports call activity for the specified workgroup agent(s).

Report Options

Select a workgroup, then select agent(s) assigned to that workgroup.
Choose how you want the data summarized (by day, week, or month).
Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Select a group-by option.

Specify whether to include empty records.

Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

©® NV A WDN e

SINGLE WG - AGENT CALL ACTIVITY SUMMARY REPORT WITH % ANALYSIS
450 (CUSTOMER SERVICE)
Report ID: 2203 System ID: DEMO SYSTEM Summary Interval: Month
Time Range: 01/01/2007 - 03/31/2007 Filter By: Mon, Tue, Wed, Thu, Fri [09:00 - 18:00] Group By: Time

01/01/2007 - 01/31/2007

All Calls Workgroup Inbound Workgroup Outbound Direct Inbound Direct Outbound
StartDate |Agent [Cals] Tak | Avg [Calk] % [ Tak | Avg [Calk] % [ Tak | Avg [Cale] % [ Tak | Avg [cals[ % | Tak | Avg
010112007 | 196 | 405 | 231821 | 0:03:27 | 213 | 52.6% | 18:55:07 | 0:05:19 | 140 | 34.6% | 2:49:35 | 0:01:12 | 34 | 8.4% | 0:48:15 | 0:01:26 | 18 | 4.4% | 0:44:24 | 0:02:28
010112007 | 205 | 437 | 37:52:44 | 0:05:12 | 226 | 51.7% | 26:49:50 0:07:07 | 14 | 3.2% | 0:12:55 | 0:00:55 | 71 | 16.2% | 4:33:00 | 0:03:50 | 126 | 28.8% | 6:16:59 | 0:02:59
Sub Total 842 | 61:11:05 | 0:04:21 | 439 | 52.1% | 45:44:57 | 0:06:45 | 154 | 15.3% | 3:02:30 | 0:01:11 | 105 [12.6% | 5:22:15 | 0:03:04 | 144 | 17.1% | T:01:23 | 0:02:56

02/01/2007 - 02/28/2007
All Calls ‘Workgroup Inbound ‘Workgroup Outbound Direct Inbound Direct Outbound
StartDate |Agent|cale] Tak | Avg [Cale] % | Tak | Avg [Cale] % | Tak | Avg |cale| % | Tak | Avg |cals[ % | Tak | Avg
02/01/2007 | 196 | 401 | 23:49:28 | 0:03:32 | 223 | 55.6% | 19:03:20 | 0:05:07 | 136 | 33.9% | 2:32:36 | 0:01:07 | 30 | 7.5% | 1:39:08 | 0:03:18 | 12 | 3.0% | 0:34:24 | 0:02:52
02/01/2007 | 205 | 266 | 27:24:30 | 0:06:10 | 137 | 51.5% | 17:12:11 | 0:07:32 | 57 | 21.4% | 4:43:32 | 0:04:58 | 41 | 15.4% | 3:03:44 | 0:0428 | 31 [11.7% | 2:25:03 | 0:04:40
Sub Total B67 | 51:13:58 | 0:04:36 | 360 | 54.0% | 36:45:31 | 0:06:02 | 193 | 28.9% | 7:16:08 | 0:02:15 | 71 [10.6% | 4:42:52 | 0:03:50 | 43 | 6.4% | 2:59:27 | 0:04:10

03/01/2007 - 03/31/2007

All Calls ‘Workgroup Inbound ‘Workgroup Outbound Direct Inbound Direct Outbound

Start Date |Agent|Cals] Tak [ Avg [cals] % [ Tak [ Avg [cals] % [ Tak | Avg [cals] = Tak | Avg [cals] % [ Tak [ Avg
030172007 | 195 | 285 [ 15:06:12 [ 0:03:10 | 183 [ 57.2% | 13:14:28 | 0:04:52 [ 109 [ 38.2% [ 127:51 | 0:00:48 | 7 | 25% | 0:0913 [0:01:19 | 6 | 2.1% | 0:14:40 | 0:02:28
03/01/2007 | 205 | 396 | 38:12:30 | 0:05:47 | 175 | 44.2% | 21:2849 | 0:07:21 93 | 23.5% | 6:09:12 | 0:03:58 | 60 [152% | 5:45:11 | 0:05:45 | 68 | 17.2% | 4:49:18 |0:04:15

013/01/2007 | 208 | 272 | 22:49:04 [0:08:02 | 0 | 0.0% - - 0 00% | - - | 91 |32.5% 80314 |0:05:18 | 181 | 86.5% | 14:45:50 | 0:04:53
Sub Total 953 | 76:07:46 | 0:04:47 | 338 [ 35.5% | 34:43:47 | 0:06:09 | 202 | 21.2% | 7:37:03 | 0:02:45 [ 158 [ 16.6% | 13:57:38 | 0:05:18 | 255 | 26.8% | 19:49:48 | 0:04:39
Grand Total
All Calls ‘Workgroup Inbound Workgroup Outbound Direct Inbound Direct Outbound
cal [ Tak | Tak [cals| % [ Tak [ Avg [cals] % | Tak | Avg [cals] % | Tak | Avg [Cale] % [ Tak | Awg
2452 | 188:32:49 | 0:04:35 | 1137 | 46.2% | 116:43:45 | 0:06:09 | 549 | 22.3% | 17:55:41 | 0:01:57 | 334 | 13.6% | 24:02:45 | 0:04:19 | 442 | 18.0% | 29:50:38 | 0:04:03

Figure 16. This report was run on two agents in the Customer Service workgroup for the
first quarter of the year. The specified summary interval was by month.
Report Fields
» Start Date—Start date for the report
* Agent—Agent’s extension humber
« All Calls—Data on all calls the agent was connected to in the specified time period:
* Calls—Total number of calls the agent handled
* Talk—Total talk time on all that agent’s calls
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* Avg—Average talk time per call (Talk/Calls)

* Agent calls are then broken out into categories: Workgroup Inbound, Workgroup
Outbound, Direct Inbound, Direct Outbound. Each category displays the following:

* Calls—Total calls the agent was connected to in that category during the
specified time period

* % —The percentage of the agent’s calls that fall into that category ([category]
Calls/[All Calls] Calls

* Talk—Total talk time in that category
* Avg —Average talk time in that category (Talk/Calls)

Data Source

All data from the tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY?2,
AGENTSUMMARY1, AGENTSUMMARY?2.
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2204 - Workgroup Agent Call/Time Contribution %
Comparison

Description: Reports all calls, including inbound workgroup, outbound workgroup,
direct inbound and direct outbound calls, for the specified workgroup agent(s).

Report Options

®NOLUAE LN

Select a group-by option.

Click Run Report to run the report.

Specify whether to include empty records.

results into several files and/or export only specified pages.

Select a workgroup, then select agent(s) assigned to that workgroup.

Choose how you want the data summarized (by day, week, or month).
Specify a time range for the report.
Narrow the report to specific days of the week and a span of time (optional).

Select the export format (HTML, PDF, Excel) and whether to separate the report

SINGLE WG - AGENT CALL/TIME CONTRIBUTION % COMPARISON
450 (CUSTOMER SERVICE)

01/01/2007 - 01/31/2007

All Callz

Workgroup Inbound

Workgroup OutBound

Direct Inbound

Dirgct Outbound

01/01/2007 205

Jester Hairston

637 | 58.1% (49:14:24/ 65.3%

324 | 57.0% [35:53:29|62.6%

14 | B.1% [0:12:55) 67%

StartDate |sgent|  Mame  [Cals] % | Tak [ % [cal] % [ Tak | % |cals[ % [ Tak [ % |cals[ % [ Tak | % |cals] % [ Tak [ %
01/01/2007| 136 :i:iﬁ?: 459 |41.9% |26:07:28) 36.7% | 244 | 43.0% |21:24:39) 37.4% | 158 | 91.9% |3:01:12|92.3% | 35 | 32.8% |0:57:13[15.5% | 18 | 76% 0:44:24 8.5%

80 |67.2% |5:12:35(84 5%

219 |92.4% |7:55:25/ 91 5%

Sub Total

1096/100.0%|75:21:52(100.0%|

568 |100.0%|57:18:08(100.0%)|

172 |100.0%[3:14:07 |100.0%

119 100.0%/6:09:48/100.0%

237 |100.0% 8:39:49100.0%

02/01/2007 -

02/28/2007

02/01/2007 205

Jester Hairston

523 | 51.7% [38:43:20| 57.7%

234 | 45.7% (25:52:49) 53.6%

197 | 56.6% (6:23:19| 67.4%

All Calls Workgroup Inbound Workgroup OutBound Direct Inbound Direct Outbound
Start Date [agent]  Mame  [Cals] % [ Tak [ % [cal] % [ Tak | % |cals] % [ Tak [ % |cals] % [ Tak [ % [cals] % [ Tak [ %
02/01/2007| 196 :i':;c!:: 483 |48.3% (2522:17| 42.3% | 278 | 54.3% (22:21:39) 46.4% [ 151 | 43.4% |3:05:20| 32.6% | 38 |39.2% |1:58:1133.8% | 21 |38.9% 0.57:07 27.1%

50 | 60.8% |3:53:43|66.4%

33 |61.1% 2:33:29/ 72.9%

Sub Total

1011/100.0%|67:05:37|100.0%)|

512 |100.0%|48:14:28(100.0%)|

348 |100.0%(9:28:39/100.0%

97 [100.0%5:51:54(100.0%

54 |100.0% 3:30:36/100.0%|

03/01/2007 - 03/31/2007

034012007 205

Jester Hairston

604 |62.1% |51:42:58 71.7%

307 | 57.9% [30:24:50(62.7%

130 | 51.6% [7:12:59)80.7%

All Calls Workgroup Inbound Workgroup OutBound Direct Inbound Direct Qutbound
StartDate |[Agent]  Name  [Cals] % [ Tak | % [cals[ % [ Tak [ % [cals] % [ Tak [ % |[cals[ % [Tak | % |cals[ % [Tak | %
03/01/2007| 196 :?;Zﬁ?: 358 | 37.9% (2023:56| 26.3% | 223 | 42.1% |18:03:42) 27.3% | 122 | 48.4% |1:42:15|19.3% | 17 | 16.0% |0:22:18] 47% | 6 | 7.1% 0:14:40) 3.5%

30 |84.0% |7:28:49(95.3%

78 |92.9% 6:36:20 96.4%

Sub Total

972 |100.0%|72:06:54/100.0%|

530 |100.0%|45:28:32(100.0%)|

252 |100.0%|8:56:14/100.0%

106 |100.0%/7:51:08/100.0%

84 |100.0% 6:51:00/100.0%|

Figure 17. This report compares the contributions of agents 196 and 205 for the first quarter
of the year.

Report Fields

« Start Date—Start date for the report

* Agent—Agent’s extension humber

« Name—Agent's name

« All Calls—Data on all calls that each workgroup agent handled in the specified time
period, broken out into four columns:

e Calls—Total number of calls the agent handled
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* % —Percentage that number is of the total workgroup calls for the specified time
period ([All Calls] Calls/<Sub Total of Calls>)

* Talk—Total talk time on all that agent’s calls

* % —Percentage that duration is of the total workgroup talk time for the specified
time period ([All Calls] Talk/[All Calls]<Sub Total of Talk>)

» Agent calls are then broken out into categories: Workgroup Inbound, Workgroup
Outbound, Direct Inbound, Direct Outbound. Each category displays the following:

* Calls—Total calls the agent was connected to in that category during the
specified time period for the specified workgroup

* %—Percentage that number is of all workgroup calls that fall into that category
in the specified time period ([category] Calls/[category]<Sub Total of Calls>)

* Talk—Agent's total talk time in that category

* %—Percentage that duration is of total workgroup talk time in that category in
the specified time period ([category] Talk/[category]<Sub Total of Talk>)

Data Source

All data from the tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY?2,
AGENTSUMMARY1, AGENTSUMMARY2
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2205 -

Chapter 3: The Reports

Workgroup Inbound/Outbound Call Summary with

%o Analysis

Description: Reports all inbound (answered/abandoned/overflowed) calls and
outbound connected calls for the specified workgroup(s).

Report Options

1.

© XNV AWN

Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.

Select workgroup(s).

Choose how you want the data summarized (by day, week, or month).
Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Select a group-by option.

Specify whether to include empty records.

Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

WG(S) - INBEOUND/OUTBOUND CALL SUMMARY REPORT WITH % ANALYSIS

410 (IT Workgroup)

Inbound Calls Connected Total
Start Time Workgroup Total Answered Overflowed/Redirected Qutbound Calls WG
Calle | Cale % Talk Avg Calls % Calls % Calis Talk Avg Calls
05/01/2007 10 2 1 S0.0% | 0:00:35 | 0:00:35 | 1 | 50.0% 0 0.0% 15 | 02533 | o0tez | 47
05/06/2007 410 0 0 0.0% - - 0 0.0% 0 0.0% 13 | 0:34:43 | 00240 | 13
05/13/2007 410 2 2 100.0% 0:00:3% 0:00:19 0 0.0% 0 0.0% 9 0:10:09 0:01:07 "
05/20/2007 410 3 1 33.3% 0:00:07 0:00:07 1 33.3% 1 333% 12 0:22:54 0:01:54 15
05/27/2007 410 0 0 0.0% - - 0 0.0% 0 0.0% 2z 0:02:45 0:01:23 2
Sub Total 7 4 57.1% 0:01:21 0:00:20 2 28.6% 1 14.3% 51 1:36:05 0:01:55 58

Figure 18. This report shows inbound and outbound calls to the IT workgroup during the

month of May, displayed in one-week intervals.

Report Fields

» Start Date—Start date for the report
* Workgroup—Workgroup’s number
« Inbound Calls—Displays the workgroup’s total number of inbound calls (Total

Calls) for the specified time period, then displays call data in three categories:

« Answered

e Calls—Total number of calls answered in that workgroup in the specified time

period

* %—Percentage that number is of the total workgroup calls for the specified
time period ([Answered] Calls/[Inbound Calls] Total Calls)

» Talk—Total talk time on those answered calls
* Avg—Average talk time per call ([Answered] Talk/[Answered] Calls)
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« Abandoned

* Calls—The number of calls abandoned in that workgroup in the specified time
period

* 9% —Percentage that number is of the total workgroup calls for the specified
time period ([Abandoned] Calls/[Inbound Calls] Total Calls)

« Overflowed/Redirected

* Calls—Total number of that workgroup’s overflowed and redirected calls in the
specified time period

* % —Percentage that number is of the total workgroup calls for the specified
time period ([Overflowed/Redirected] Calls/[Inbound Calls] Total Calls)

* Connected Outbound Calls—Displays the workgroup’s total number of outbound
calls for the specified time period, then displays data in three categories:

e Calls—Total number of connected outbound calls for the workgroup
» Talk—Total talk time on those outbound calls
* Avg—Average talk time per outbound call (Talk/Calls)
« Total WG Calls—Total workgroup calls for the workgroup in the time period
specified
Data Source
All data from the table WGSUMMARY
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Chapter 3: The Reports

2206 - Workgroup Inbound Calls Wait Time Summary

Description: Reports the wait time for total inbound calls, including answered,
abandoned and overflowed, for the specified workgroup.

Report Options

1. Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.

© X N LA WN

Select workgroup(s).
Choose how you want the data summarized (by day, week, or month).

Specify a time range for the report.

Click Run Report to run the report.

results into several files and/or export only specified pages.

Report ID: 2208

Narrow the report to specific days of the week and a span of time (optional).
Select a group-by option.
Specify whether to include empty records.

Select the export format (HTML, PDF, Excel) and whether to separate the report

WG(S) - INBOUND CALLS WAIT TIME SUMMARY

Sysiem ID: DEMO SYSTEM

Time Range: 05/01/2007 - 05/31/2007

Fitter By: Mon, Tue, Wed, Thu, Fri [09:00 - 18:00]

05/01/2007 - 05/05/2007 (SLT:Service Level Threshold)

Report Interval: Week
Group By: Time

Total Answered Abandoned (ABN) Overflowed/Redirected
Start Time Workgroup Inzound Hangup in Total ABN
Call Cale ‘ WT ‘ AvgWT | Cueue [Ring [ cale | wT [ AvgwT | calke WT A WT
05/01/2007 450 183 164 6:28:42 0:02:22 17 1 18 1:16:20 0:04:14 1 0:00:09 0:00:09
Sub Total 183 164 6:28:42 0:02:22 17 1 18 1:16:20 0:04:14 1 0:00:09 0:00:09
05/06/2007 - 05/12/2007 (SLT:Service Level Threshold)
Total Answered Abandened (ABN) Overflowed/Redirected
Start Time Workgroup Inbound Hangup in Total ABN
cals Cals ‘ WT ‘ pvgWT | cueve [Ring [cale | wT | AwgwT | cals WT ‘ Ao WT
05/06/2007 450 287 235 162217 0:04:10 20 3 33 22731 0:04.28 13 0:48:36 0:02:33
Sub Total 287 235 16:22:17 0:04:10 30 3 33 22731 0:04:28 19 0:48:36 0:02:33
05/13/2007 - 05/19/2007 (SLT:Service Level Threshold)
Total Answered Abandoned (ABN) Overflowed/Redirected
Start Time Workgroup Inzound Hangup in Total ABN
Calls Call ‘ WT ‘ AvgWT | Oueve [Ring [cals | wr [ AvgwT | cak WT Avg WT
05/13/2007 450 253 216 7:45:23 0:02:0% 26 1 27 1:30:42 0:03:21 10 0:31:16 0:03:07
Sub Total 253 216 7:46:33 0:02:09 26 1 27 1:30:42 0:03:21 10 0:31:16 0:03:07
05/20/2007 - 05/26/2007 (SLT:Service Level Threshold)
Total Answered Abandoned (ABMN) Overflowed/Redirected
Start Time Workgroup Inbound Hangup in Total ABN
Calle Calle ‘ WT ‘ Avg WT Queve | Ring | Cale | WT [ AvgWwT Calle WT Avg WT
08/2042007 450 248 221 7:19:33 0:01:5% 13 3 16 0:31:24 0:01.57 11 0:00:51 0:00:04
Sub Total 248 221 7:19:33 0:01:59 13 3 16 0:31:24 0:01:57 11 0:00:51 0:00:04
05/27/2007 - 05/31/2007 (SLT:Service Level Threshold)
Total Answersd Abandoned (ABN) Overflowed/Redirected
Start Time ‘Workgroup Inbound Hangup in Total ABM
calls Cals ‘ WT ‘ AvgWT | Queue [ Ring | cals [WT [ AvgwT Cals WT AvgWT
05/27/2007 450 5 5 0:00:38 0:00:07 0 0 0 - - 0 - -
Sub Total 5 5 0:00:38 0:00:07 0 0 0 0
Grand Total
Total Answered Abandoned (ABN) Overflowed/Redirected
Inbound Hangup in Total ABM
Calls Cals ‘ WT ‘ Ay WT Queve | Ring | Cale |  WT [ AvgWT Cals WT Aoy WT
976 841 37:67:43 0:02:42 86 8 94 5:45:67 0:03:40 H 1:20:52 0:01:58

Figure 19. This report shows wait time data for workgroup 450 during the month of May, in
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weekly intervals.

Report Fields
« Start Time—Start date for the report
« Workgroup—The workgroup’s number

* Total Inbound Calls—Displays the workgroup’s total humber of inbound calls for
the specified time period, then displays call data in three categories:

* Answered

* Calls—Total humber of calls answered in that workgroup in the specified time
period

« WT—Total wait time for those answered calls
* Avg WT—Average wait time per call (WT/Calls)
* Abandoned (ABN)
¢ Hang up in Queue—The number of calllers who hung up while in queue
* Hang up in Ring—The number of callers who hung up when the phone was
ringing
« Total ABN

* Calls—Total number of abandoned calls in the workgroup for the specified
time period

« WT—Total wait time for those abandoned calls
* Avg WT—The average wait time for those abandoned calls (WT/Calls)
* Overflowed/Redirected

* Calls—Total number of that workgroup’s overflowed and redirected calls in the
specified time period

« WT—Total wait time for those overflowed/redirected calls

* Avg WT—Average wait time per call for those overflowed/redirected calls (WT/
Calls)

Data Source
All data from the table WGSUMMARY

60 AltiReport Manual



Chapter 3: The Reports

2207 - Workgroup Inbound Call Handling Summary

Description: Reports call handling for all inbound calls, including answered calls,
abandoned calls and overflowed calls, for the specified workgroup.

Report Options

1. Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.
2. Select workgroup(s).
3. Choose how you want the data summarized (by day, week, or month).
4. Specify a time range for the report.
5. Narrow the report to specific days of the week and a span of time (optional).
6. Select a group-by option.
7. Specify whether to include empty records.
8. Click Run Report to run the report.
9. Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.
WG(S) - INBOUND CALL HANDLING SUMMARY
Report ID: 2207 System ID: DEMO SYSTEM ‘Summary Interval Week
Time Range: 05/01/2007 - 05/31/2007 Fitter By: Mon, Tug, Wed, Thu, Fri [09:00 - 18:00] Group By: Time
05/01/2007 - 05/05/2007
Total Answered Calls Abandoned Calls Overflowed Hum Total
Start Time ‘Workgroup #of #of % of Talk Avg Handle Avg #of | %of Hangup In #of % of of Calls in
Calle | Calls Calls Time Talk Time Handle Cals | Cale | CQueue | Ring | Cals Calls Vi Queus
05/01/2007 450 183 164 B3.6% 23:28:03 0:08:35 27:18:06 0:09:5% 18 9.8% 17 1 1 0.5% 0 105
Sub Total 183 164 | 89.6% 23:28:03 0:08:35 27:18:06 0:09:59 18 9.8% 17 1 1 0.5% 0 105
05/06/2007 - 05/12/2007
Total Answered Cals Abandened Calls Overflowed Hum Total
Start Time Workgroup #of | #of % of Talk Avg Handle Avg #of % of Hangup In #of % of af Callz in
Callz | Calls Callz Time Talk Time Handle Callz Calls Queue | Ring | Calls Calls VN Queue
05/06/2007 450 287 235 81.9% 30:18.18 0:07:44 35:06:47 0:08:57 33 11.5% 30 3 19 6.6% 11 184
Sub Total 287 235 | 81.9% 30:18:18 0:07:44 35:06:47 0:08:57 33 11.5% 30 3 19 6.6% 1" 194
05/13/2007 - 05/19/2007
Total Answered Calls Abandoned Calls Overflowed Num Total
Start Time Workgroup #of | #of % of Talk Avg Handle Avg #of % of Hangup In #of % of of Calls in
Callz | Callz Calls Time Talk Time Handle Calls Calls Queue | Ring | Calls Callz Vi Queus
05132007 450 253 218 85.4% 282328 0:07.53 33.46:03 0:.08:22 27 10.7% 26 1 10 4.0% 3 160
Sub Total 2563 216 85.4% 28:23:28 0:07:53 33:46:03 0:09:22 27 10.7% 26 1 10 4.0% 3 160
05/20/2007 - 05/26/2007
Total Answered Cals Abandoned Cals Overflowed Hum Total
Start Time ‘Workgroup #of #of % of Talk Avg Handle Avg #of | %of Hangup In #of % of of Callz in
Calls | Calls Calls Time Talk Time Handle Calls | Calles Queue | Ring Calls Calls VM Queue
05/20/2007 450 248 | 221 89.1% 251721 0:086:51 29:31:49 0:08:01 18 6.5% 13 3 11 4.4% 4 135
Sub Total 248 221 89.1% 25171 0:06:51 29:31:49 0:08:01 16 6.5% 13 5 11 4.4% 4 135
05/27/2007 - 05/31/2007
Total Answered Calls Abandoned Calls Overflowed Num Total
Start Time Workgroup #of #of % of Talk Avg Handle Avg #of % of Hangup In #of % of of Calls in
Calls | Calls Callz Time Talk Time Handle Calls | Calz | Queus | Ring | Calls Calls Wi Queus
05/27/2007 450 5 5 100.0% 0:25:14 0:05.02 0:30:14 0.08:02 0 0.0% 0 0 0 0.0% 0 0
Sub Total 5 5 100.0% 0:26:14 0:05:02 0:30:14 0:06:02 0 0.0% 0 0 0 0.0% 0 0
Grand Total
Total Anzwered Calls Abandened Callz Overflowed Num Total
#of #of % of Talk Avg Handle Avg #of % of Hangup In #of % of of Callz in
Calls Calis Calls Time Talk Time Handle Calls Calls Queue ‘ Ring Calls Calls VM Queue
976 a4 86.2% 107:52:24 0:07:41 126:12:59 0:09:00 94 9.6% 86 8 4 4.2% 15 594

Figure 20

. This report shows inbound call handling data for workgroup 450 during the month
of May, in weekly intervals. Subtotals and grand totals are given.
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Report Fields
« Start Time—Start date for the report

* Workgroup—Workgroup’s extension number

« Total # of Calls—Total inbound calls for the specified workgroup in the specified
time period. Calls are then broken out into three categories:

« Answered Calls

# of calls—Number of incoming calls that were answered by the workgroup

% of calls—Percentage that number is of the total inbound workgroup calls
([Answered] # of Calls/Total # of Calls)

Talk Time—Duration of talk time for the answered inbound calls

Avg Talk—Average talk time per answered call ([Answered] Talk Time/
[Answered] # of Calls)

Handle Time—Total time required by all answered calls for talk, hold, and
wrap-up

Avg Handle—Average handling time per call ([Answered] Handle Time/
[Answered] # of Calls)

« Abandoned Calls

# of Calls—Number of calls that were abandoned by the caller

% of Calls—Percentage that number is of the total inbound workgroup calls
([Abandoned] # of Calls/Total # of Calls)

Hangup in Queue—Number of callers who hung up while in queue

Hangup in Ring—Number of callers who hung up while the phone was ringing

« Overflowed—

# of Calls—Number of calls overflowed (to voice mail, to an application, to
others)

% of Calls—Percentage that number is of the total inbound workgroup calls
([Overflowed] # of Calls/Total # of Calls)

« Num of VM—Number of callers who left voice mail

* Total Calls in Queue—Number of calls that spent time in queue

Data Source
All data from the table WGSUMMARY
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Chapter 3: The Reports

2208 - Workgroup Outbound Call Handling Summary

Description: Reports call handling information for connected outbound calls for the
specified workgroup.

Report Options
1.

© X N LA WN

Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.

Select workgroup(s).

Choose how you want the data summarized (by day, week, or month).
Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Select a group-by option.

Specify whether to include empty records.

Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

WG(S) - OUTBOUND CALL HANDLING SUMMARY
REPORT

450 (Customer Service)

Start Date |Workgroup|Total Connected Calls [Total Talk Time{£vg Talk Time|Total Handling Time|Avg Handling Time|# of Xfer|
05/01/2007| 450 36 1:45:58 0:02:56 24857 0:04:33 0
05/06/2007| 450 44 22215 0:03:13 3:25:56 0:04:40 1]
05132007 450 53 23728 0:02:58 34217 0:04:11 0
05202007 450 3 23728 0:05:04 30412 0:05:56 1]
05/27/2007| 450 14 0:39:28 0:02:48 0:56:38 0:04:02 0
Sub Total 178 10:02:35 0:03:23 13:56:00 0:04:41 0

Figure 21. This report data is displayed in weekly intervals for a one-month period for the

Customer Service workgroup.

Report Fields

Start Time—Start date for the report
Workgroup—Workgroup’s extension number

Total Connected Calls—Total connected outbound calls for the specified
workgroup in the specified time period.

Total Talk Time—Total talk time on those calls

Avg Talk Time—Average talk time per outbound call (Total Talk Time/Total
Connected Calls)

Total Handling Time—Total time required by all outbound calls for talk, hold, and
wrap-up

Avg Handling Time—Average handling time per call (Total Handling Time/Total
Connected Calls)

# of Xfer—Number of connected outbound calls that were transferred
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Data Source
All data from the table WGSUMMARY.
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Chapter 3: The Reports

2209 - Workgroup Service Level Summary Report

Description: Gives a summary of calls that did not meet the service level threshold.
(The Service Level Threshold is set in MaxAdmin > Workgroup Configuration >
General tab.)

Report Options

1. Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.

2. Select workgroup(s).
3. Choose how you want the data summarized (by day, week, or month).
4. Specify a time range for the report.
5. Narrow the report to specific days of the week and a span of time (optional).
6. Select a group-by option.
7. Specify whether to include empty records.
8. Click Run Report to run the report.
9. Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.
WG(S) - SERVICE LEVEL SUMMARY REPORT
Report ID: 2209 System ID: DEMO SYSTEM Report Interval: Week
Time Range: 04/01 /2007 - 04/30/2007 Fitter By [09:00 - 18:00] Group By: Workgroup

450 (Customer Service)

Wait Time = Service Level Threshold Total Answer

Start Time Wiorkgroup Inkyoung Anzwered ‘ Apandoned | OverflowedRedrected Service Service
# of Call % of Cal ‘ # of Call % of Cal | # of Call % of Cal Lewvel Level
040172007 450 293 4 1.3% o 0.0% o 0.0% 898.7% 738%
04082007 450 266 1) 0.0% 1 0.4% 1) 0.0% 99.6% 83.6%
044152007 430 345 4 1.2% o 0.0% o 0.0% 95.8% 75 7%
042272007 450 237 3 21% 1) 0.0% 1) 0.0% 97 9% G4.0%
04/29i2007 430 46 1 2.2% o 0.0% o 0.0% 97.8% B9 6%
Sub Total 1193 14 1.2% 1 1% L] 0.0% 98.7% T8.5%

Figure 22. This report shows calls for workgroup 450 for which the wait time was greater
than the service level threshold. The chosen time interval is weekly.
Report Fields
« Start Time—Start date for the report
* Workgroup—Workgroup number

» Inbound—Total inbound calls for the specified workgroup in the specified time
period.

* Wait Time > Service Level Threshold—Calls where the wait time was longer than
the service level threshold, broken out into three groups:

* Answered
e # of Calls—Number of such calls that were answered

* % of Calls—Percentage that number is of the total number of inbound calls
([Answered] # of Calls/Inbound)

* Abandoned
» # of Calls—Number of such calls that were abandoned by the caller

AltiReport Manual 65



* % of Calls—Percentage that number is of the total number of inbound calls
([Abandoned] # of Calls/Inbound)

« Overflowed/Redirected
e # of Calls—Number of such calls that were overflowed/redirected

* % of Calls—Percentage that number is of the total number of inbound calls
([Overflowed/Redirected] # of Calls/Inbound)

* Total Service Level—Percentage of calls that met the service level requirement
(100% - (<Total # of Calls in all 3 categories whose wait time was greater than the
service level threshold>/Inbound calls)

» Answer Service Level—Percentage of answered calls that met the service level
requirement (Total Answered Calls - <Answered Calls whose wait time was greater
than the service level threshold>/Inbound calls)

Data Source
All data from the table WGSUMMARY.
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Chapter 3: The Reports

2301 - Workgroup Inbound Answered Calls Wait Time

Description: Reports the wait time (queue time + ring time), in seconds, for answered
calls for the specified workgroup. Reports in table format and two graphs: distribution
and cumulative.

Report Options

1. Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.

2. Select workgroup(s).
3. Choose how you want the data summarized (by day, week, or month).
4. Specify a time range for the report.
5. Narrow the report to specific days of the week and a span of time (optional).
6. Specify an increment for wait time (from every 5 seconds to every 300 seconds).
7. Click Run Report to run the report.
8. Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.
WG(S) - INBOUND ANSWERED CALLS WAIT TIME
Report 1D: 2301 System ID: DEMO S¥STEM Summaty Interval: Day
Time Range: 050772007 - 05/11/2007 Fitter By: Mon, Tue, Wed, Thu, Fri [07:00 - 18:00] Group By: Workgroug

450 (Customer Service)

Total Answered Calls Wait Time (Gueue + Ring) Within (seconds)
Start Date call 0-60 | 61-120 [ ztds0 [ 81240 4300 | 0030 | =361
Aezered Calls % el [ % [ cals [ % [ cals [ ow [ el [ ow [ s [ owm [ cas [ %

0§/D7/2007 E 3B | 551% g 87% 2 [ 29% | 3 | 43% q 58% | 4 | 58% | 12 | 174%
05082007 85 ¥® | 554% 7 10.5% 6 | 82% 15% 2 3% |2 3% 1 16.8%
05082007 54 34| 5TE% [ 10.2% 5 | 8s% | 4 | eaEw 2 34% | 0 | 00% 8 136%
05/10/2007 55 2 | 400% 7 127% 5 | 84% | 5 | 91% 2 6% | 3 | 55% | 11 200%
051172007 43 2 | 449% 1 20% 4 | 82w | 3 | 8% ] B2% | 4 | 82% 1 224%
Sub Total 297 152 | s2% | 21 9.1% 22 | T4% | 16 | 5a4% [ 14 | 47% | 13 | 44% | 53 | 17.8%

Figure 23. The one-week reporting period specified is broken out by day and reported in
intervals of 60 seconds.
Report Fields
« Start Date—Start date for the report

* Total Calls Answered—Number of inbound workgroup calls answered in the
specified time period.

* Answered Calls Wait Time—Wait time = queue time + ring time. Data is broken
out into wait time, in intervals of seconds, as specified in the report (for example,
calls answered in the first 30 seconds, calls answered in the second 30 seconds, and
so on). The time intervals are column headings. Each interval has two columns:

* Calls—Number of calls that waited the length of time specified in the column
heading before being answered by an agent.

* % —The percentage that number is of the total calls answered in the specified
time period ([time interval] Calls/Total Calls Answered)
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The data is also reported in two graphs:

450 (Distribution)
67%

0%

150 50%
L 0%
1w 0%

a0 20%

10%

o [ [ | — — -
0-60 61-120 121-180 181-240 241-300 301-360 »361
Seconds

450 (Cumulative)

300 101%
250 0%
200
] 80% o
T 150 2
100 0% 3
50 20%
0 0%
<=60 <=120 <=180 <=240 <=300 <=360 Total
Seconds

Figure 24. The top graph shows the number and percentage of calls answered within the
specified time periods (in increments of 60 seconds, in this case). The bottom
graph shows, cumulatively, how many and what percent of calls were answered
as the time periods progress.

Data Source
All data from the table CDRMAIN
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Chapter 3: The Reports

2302 - Workgroup Inbound Abandoned Calls Wait Time

Description: Reports total abandoned calls and abandoned call wait time (queue time
+ ring time) for the specified workgroup. Reports in table format and two graphs:
distribution and cumulative.

Report Options

1. Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.

2. Select workgroup(s).
3. Choose how you want the data summarized (by day, week, or month).
4. Specify a time range for the report.
5. Narrow the report to specific days of the week and a span of time (optional).
6. Specify an increment for wait time (from every 5 seconds to every 300 seconds).
7. Click Run Report to run the report.
8. Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.
WG(S) -INBOUND ABANDONED CALLS WAIT TIME
Report 1D: 2302 System [0: DEMO SYSTEM Summary Interval: Day
Time Range: 05/07/2007 - 05/11/2007 Fitter By: Mon, Tue, YWed, Thu, Fri [07:00 - 18:00] Group By: Workgrougp

450 (Customer Service)

Total Abandoned Calls Wil Time (Gueue + Ring) Within (seconds)
Start Date Call -0 | 61120 [ d=tds0 | Ast-z40 [ 24300 | =010 | =361
Apandoned | Calls % | cals [ % [ Cals [ % [cals [ % [cale [ w [cas [ % [cals [ s

050712007 12 3 0% | 3 | m0% | 1 8.3% 0 0.0% 0 0.0% 1 8.3% D
05/05/2007 8 2 0% | 3 | wss A 125% 0 00% 2 0% | 0 0.0% 0 00%
05/08/2007 6 2 333% | 1 167% | 1 167% 1 167% | 0 0.0% 1 167% | 0 0.0%
051072007 9 2 22% | 1 1M1% | 0 00% 0 00% 0 0.0% 2 | =2 | 4| M4%
051172007 5 3 B00% | O 0.0% 0 0.0% 1 200% | 0 0.0% 0 0.0% 1 20.0%
Sub Total 0 12| 30.0% | 8 20.0% 3 7.5% 2 5.0% 2 5.0% [ 100% | 9 | 22.5%

Figure 25. This report summarizes the wait time of abandoned calls during a specified one-
week period, broken out by day.
Report Fields
» Start Date—Start date for the report

* Total Calls Abandoned—Number of inbound workgroup calls abandoned in the
specified time period.

« Abandoned Calls Wait Time—Wait time = queue time + ring time. Data is broken
out into wait time, in intervals of seconds, as specified in the report (for example,
calls answered in the first 30 seconds, calls answered in the second 30 seconds, and
so on). The time intervals are column headings. Each interval has two columns:

e Calls—Number of calls that waited the length of time specified in the column
heading before being abandoned by the caller.

* %—The percentage that number is of the total calls abandoned in the specified
time period ([time interval] Calls/Total Calls Abandoned)
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The data is also displayed in two graphs:
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Figure 26. The top graph shows the number and percentage of calls abandoned within the
specified time periods (in increments of 60 seconds, in this case). The bottom
graph shows, cumulatively, how many calls were abandoned as the time periods
progress.

Data Source

All data from the table CDRMAIN
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Workgroup Inbound Overflowed/Redirected Calls

Wait Time

Description: Reports inbound overflowed/redirected calls wait time statistics for the
specified workgroup. Reports in table format and two graphs: distribution and
cumulative.

Report Options

1. Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.
2. Select workgroup(s).
3. Choose how you want the data summarized (by day, week, or month).
4. Specify a time range for the report.
5. Narrow the report to specific days of the week and a span of time (optional).
6. Specify an increment for wait time (from every 5 seconds to every 300 seconds).
7. Click Run Report to run the report.
8. Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.
WG(S) - INBOUND OVERFLOWED/REDIRECTED CALLS WAIT TIME
Report I0: 2303 System ID: DEMO SYSTEM Summary Interval: Day
Time Range: 050772007 - 054172007 Fitter By: Mon, Tue, Wied, Thu, Fri [07:00 - 18:00] Group By: Workgroup

450 (Customer Service)

Total Overflove/Redirect Calls YWait Time (Gueus + Ring) Within
Start Date Call 050 I 61-120 [ 21480 [ 181240 | 241300 | ao1ae0 | =361
OVRED [ Cals [ % [ cCals [ % | Cals [ % | Cals [ % [ Cals [ % | cCals [ % [ cCals [ %

D507£2007 2 0 0.0% 0 0.0% 0 | 00% | 0 | 00% | 0 | 00% | 0 | 00% | 2 100 0%
050872007 4 2 50.0% 1 250% 0 | O0% | 0 | 00% | 0 00% | 0 | 00% | 1 25.0%
050972007 1 1 100.0% 0 00% 0 | o0% | 0 | 00% | 0 00% | 0 | 00% | O 0.0%
054 072007 1 11 100.0% 0 00% 0 | o0% | 0 | 00% | 0 00% | 0 | 00% | 0 0.0%
0541142007 1 0 0.0% 0 0.0% 0 00% | 0 | 00% | 0 o00% | 0 | o00% | 1 100.0%
Sub Total 19 14 13.1% 1 5.3% 0 | 0.0% | 0 | 00% | 0 | 00% | 0 | 00% | 4 21.1%

Figure 27. This data covers a one-week time period for workgroup 450, broken out by day.

Report Fields

« Start Date—Start date for the report
* Total Calls OV/RED—Number of inbound workgroup calls overflowed/redirected in

the specified time period

Overflow/Redirect Calls Wait Time—Wait time = queue time + ring time. Data
is broken out into wait time, in intervals of seconds, as specified in the report (for
example, calls overflowed/redirected in the first 30 seconds, calls overflowed/
redirected in the second 30 seconds, and so on). The time intervals are column
headings. Each interval has two columns:

* Calls—Number of calls that waited the length of time specified in the column
heading before being overflowed/redirected

* % —The percentage that number is of the total calls overflowed/redirected in
the specified time period ([time interval] Calls/Total Calls OV/RED)
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The data is also displayed in two graphs:
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Figure 28. The top graph shows the number and percentage of calls that waited for the
specified time (in incremental periods of 60 seconds, in this case) before being
overflowed or redirected. The bottom graph shows the accumulation of calls that
were overflowed or redirected as the time increments progress.

Data Source
All data from the table CDRMAIN
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2304 - Workgroup Inbound Calls Handling Time

Description: Reports inbound calls handling-time data for the specified workgroup.
Reports in table format and two graphs: distribution and cumulative.

Report Options

1.

® N U A WN

workgroup selection list.

Select workgroup(s).
Choose how you want the data summarized (by day, week, or month).

Specify a time range for the report.

results into several files and/or export only specified pages.

Select an agent, if you want only that agent’s workgroups to appear in the

Narrow the report to specific days of the week and a span of time (optional).
Specify an increment of time (from every 30 seconds to every 600 seconds).
Click Run Report to run the report.
Select the export format (HTML, PDF, Excel) and whether to separate the report

SINGLE WG - AGENT CALL/TIME CONTRIBUTION % COMPARISON
450 (CUSTOMER SERVICE)

System ID: DEMO SYSTEM

Report ID: 2204

Time Range: 04/01/2007 - D44 42007

04/01/2007 - 04/07/2007

Filter By: Mon, Tue, Wed, Thu, Fri [07:00 - 158:00]

Sumtmary Interval, Week
Group By: Time

Start Dete |Agent Mame

All Calls

Warkgroup Inbound

Wiarkgroup OutBound

Direct Inbound

Direct Outhound

calis] % [ Tak | %

cals] % [ Tak | %

calls] % [ Tak [ %

Cals] % [ Tak [ %

cals] % ] ek [ w

04/01/2007| 215 | DanWhie
04/01/2007 | 235 |Steve Griffith

121 |50.0% 1§27:52| 56.9%
121 |50.0% 14:00:00 431%

82 |57.3% [14:43:51 |67 4%
Bl | 42.7%  7:.09:11 |326%

14 |37.8% [1:17:09 39.4%
23 B2.2% 1:5548 60.6%

13 |37:1% [1:2427 | 34.9%
22 |B2.9% 23745 651%

12 | 44.4% |0:57:25| 30.0%
15 |556% 21416 70.0%

Sub Total

242 [100.0% 32:27:52 [100.0%

143 [100.0% 21:58:02 [100.0%

3T 100.0% |3:15:57 1100.0%

35 [100.0% [402:12 [100.0%

2T [100.0% |3:11:41 [100.0%

0410812007 -

0411412007

Start Date [Sgent Mame

Al Calls

Woarkgroup Inbound

Wiorkgroup OutBound

Direct Inbound

Direct Outbound

calis] % [ Tak | %

Calz] % [ Tak | %

cals] % | Tak | %

calz] % [ Tak [ %

cals] % [ Tak [ %

04/08/2007| 215 | Dan White
040872007 235 |Steve Griffith

B0 |345% 71733 | 327%
114 |B55% 15:00:29 67 3%

43 | 36.4% |6:14:20 |39.5%
75 |B3.6% 93351 |B05%

4| 25.0% (00747 T.0%
12 | 75.0% 1:42:43 93.0%

B | 353% [0:10:49| 6.2%
11 |B47% 24318 93.8%

T 304% 04428 | 42.3%
16 |B9E% 1:00:37 57 7%

Sub Total

AT4 100.0% 22:18:02 100.0%

118 |[100.0% [15:48:20 100.0%

16 100.0% 1:50:30 [100.0%

17 [100.0% |2:54:07 |[100.0%

23 [100.0% 1:45:05 [100.0%

Figure 29. This report shows the contributions of two agents to the Customer Service
workgroup during a two-week period of time.

Report Fields
« Start Date—Start date for the report

* Total Calls Answered—Number of inbound workgroup calls answered in the
specified time period

Call Answering Time—Answering time = talk time + hold time. Data is broken out

into intervals of seconds, as specified in the report (for example, calls requiring less
than 120 seconds, calls requiring from 121-240 seconds, and so on). The time
intervals are column headings. Each interval has two columns:

heading

time period ([time interval] Calls/Total Calls Answered)

Data Source
All data from the table CDRMAIN

Calls—Number of calls requiring the length of time specified in the column
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2305 - Workgroup Outbound Call Handling Time

Description: Reports outbound call handling for all workgroup-connected calls for the
specified workgroup(s).

Report Options

1.

® N U A WN

Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.
Select workgroup(s).
Choose how you want the data summarized (by day, week, or month).
Specify a time range for the report.
Narrow the report to specific days of the week and a span of time (optional).
Specify an increment for wait time (from every 30 seconds to every 600 seconds).
Click Run Report to run the report.
Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.
WG(S) - OUTBOUND CALL HANDLING TIME
Report ID: 2305 System ID: DEMO S¥STEM Summary Interval: Week
Time Range: 04/02/2007 - 04/3042007 Fitter By: Mon, Tue, ¥ed, Thu, Fri [07:00 - 15:00] Group By: Workgroup

450 (Customer Service)

Total Zonnected Calls Handling Time (Talk + Hold) Within (seconcds)
Start Date call 0120 [ 1z2a [ 241360 [ ast-as0 [ asie00 |  e0720 | =721
Cornected Callz % | Cals | % [ Cals | % | wals | % | cals | % | cals | % | cals | %

041022007 69 41 594% | 12 | 17.4% 1 1.4% 2 29% 4 | 58% | 3 | 43% | B 87%
04MmE2007 59 B | s58% | M 18.6% 1 6.8% 0 0.0% 3 | 81% 0 | 00% | 8 135%
041 52007 63 37| s4a% | 10 | 147% 7 10.3% 2 29% 3| 44% | 3 | 44% | B 5.5%
041220007 80 48 | B0O% | 14 | 175% & 5% 3 38% 3 a8m | 1 12% | 5 6.2%
041282007 10 L] 80.0% 1 0.0% 1 0.0% 1 10.0% 0 | 00% 0 | 00% | 0 0.0%
Sub Total 286 168 | 58.7% | 41 16.4% 13 6.3% B 2.8% 13 [ 45% 7 [ 2a% | 25 B8.1%

Figure 30. This data reports on outbound call handling time during the month of April. It is

reported in 120-second increments.

Report Fields

» Start Date—Start date for the report

* Total Calls Connected—Number of inbound workgroup calls connected in the
specified time period

» Connected Calls Handling Time—Handling time = talk time + hold time. Data is
broken out into intervals of seconds, as specified in the query (for example, calls
requiring less than 120 seconds, calls requiring from 121-240 seconds, and so on).
The time intervals are column headings. Each interval has two columns:

* Calls—Number of calls requiring the length of time specified in the column
heading

* 9% —The percentage that number is of the total calls connected in the specified
time period ([time interval] Calls/Total Calls Connected)
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The data is also reported in two graphs:

450 (Distribution)

Chapter 3: The Reports
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Figure 31. The first graph shows the number and percentage of outbound calls whose
handling time falls into the interval of seconds specified. The second graph shows
the call data accumulating as the time intervals pass.

Data Source

All data from the table CDRMAIN
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2306 -

Workgroup Inbound Call Priority

Description: Reports inbound call statistics, sorted by call priority, for the specified
workgroup(s).

Report Options

1. Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.

2. Select workgroup(s).

3. Choose how you want the data summarized (by day, week, or month).

4. Specify a time range for the report.

5. Narrow the report to specific days of the week and a span of time (optional).

6. Click Run Report to run the report.

7. Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

WG(S) - INBOUND CALL PRIORITY
Report I0: 2306 System [0: DEMO SYSTEM Summary Interval: Week
Time Range: 040252007 - 04/30/2007 Fitter By: Mon, Tue, YWed, Thu, Fri [07:00 - 18:00] Group By: Workgrougp

450 (Customer Service)

Total Priarity Level
Start Date call P I F2 | F3 | F4 | PS5 | F5 [ cthers
Anwvsered Calls 5 | Cals | % | cals [ % [ Cals | % | Cals | % [ cals [ % | Cals | %

0410272007 277 1 04% | 1 04% | 2 07% | 10 | 36% | 263 94.9% ] 0.0% [l 0.0%
0410872007 279 1 04% 0 0o% | 1 0.4% 1 04% | 278 55.9% i 0.0% il 00%
0441572007 3% 0 00% | 0 00% | 2 06% | 11 33% | 323 96.1% 0 0.0% 0 00%
04/22/2007 289 0 00% 0 00% | 0 0.0% ] 22% | 263 97 8% 0 0.0% il 00%
0442972007 49 0 00% |0 00% |0 0.0% 0 00% | 48 100.0% 0 0.0% 0 00%
sub Total 1210 2 0.2% 1 0.1% 5 0.8% | 28 | 23% | 174 97.0% [ 0.0% [] 0.0%

Figure 32. This report shows the priority level of inbound calls to the Customer Service

workgroup for the month of April. It is broken out by week.

Report Fields

« Start Date—Start date for the report
* Total Calls Answered—Number of inbound workgroup calls connected in the

specified time period

Priority Level—Priority levels are assigned in MaxAdmin. MAXCS has 9 priority
levels, with 1 being the highest priority. The default priority level is 5. (Search the
MaxAdmin Help for “call priority” for information.) Report data is broken out into
priority levels 1-6, plus “Others”. Each priority level has two columns:

* Calls—Number of calls carrying that priority

* % —The percentage that number is of the total calls answered in the specified
time period ([priority level] Calls/Total Calls Answered)
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The data is also reported in two graphs:
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Figure 33. The top graph shows the number of incoming calls by priority level for the
specified reporting period. The bottom graph shows a cumulative view of calls by
priority level.

Data Source

All data from the table CDRMAIN
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2307 - Workgroup Cumulative Inbound/Outbound Calls

Description: Reports total inbound and outbound call statistics for the specified
workgroup. Reports in table and graph formats.

Report Options

1. Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.
2. Select workgroup(s).
3. Choose if you want the data reported by hour of day or by day of week.
4. Specify a time range for the report.
5. Narrow the report to specific days of the week and a span of time (optional).
6. Click Run Report to run the report.
7. Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.
WG(S) - CUMULATIVE INBOUND/OUTBEOUND CALLS
Report IC: 2307 System IC: DEMO SYSTEM Report Interval: Hour of day
Time Range: 0402/2007 - 04/30/2007 Fitter By: Mon, Tue, Wed, Thu, Fri [07:00 - 18:00] Group By: Wiorkgroup

450 (Customer Service)

Inbound Calls Connected Total
Hour of day Totsl Answered Ahandoned OwerflowedRedrected Outhound Calls WG
Calls Calls | % Talk Av Calls % Callz % Callz Talk Ay Calls
07.00-08:00 116 109 94.0% 113729 0:06:23 7 B6.0% o 00% 26 13214 00332 142
0:00-08.00 187 174 93.0% AT.32:27 0:06:02 10 53% 3 16% 15 1.00:32 0:04:02 202
09:00-10:00 146 124 84.9% 13:35:58 0:06: 34 19 13.0% 3 21% 36 241:26 0:03:27 184
10:00-11:00 183 148 80.9% 13.09:44 0:05:20 23 12.6% 12 BE% 42 13254 0oz12 225
11:00-12:00 165 145 &87.9% 134833 00542 13 7a% T 42% 48 33306 0:04:26 213
12:00-13:00 169 151 59.3% 17.33:.09 0:.07:00 15 5.9% 3 15% 26 3:25:54 0.07:55 195
13:00-14:00 180 131 728% 1510:52 0:06:57 22 12.2% 27 15.0% 19 1:49:02 0:05:44 199
14:00-15:00 128 103 82.0% 1241:52 0ov1s 14 10.9% ] 70% 28 2:49:30 0:06:03 156
15:00-16:00 92 67 T28% 752118 o070z 14 15.2% 11 12.0% 25 0:50:47 0:0z01 M7
16:00-17.00 7 45 S9.7% 52157 01054 15 19.5% 18 20.8% El 01637 00319 82
17:00-18:00 44 33 75.0% 511:18 0:09:26 3 B 8% & 18.2% 13 0:24:55 0:01:55 57
Sub Total 1487 | 1233 $2.9% 136:41:18 0:06:39 155 10.4% 99 6.7% 285 19:26:57 0:04:05 1772

Figure 34. Data was specified to be broken out in this report by hour of day.

Report Fields

* [Report interval]—The report interval specified in the query: Day of Week or Hour
of Day

« Inbound Calls—Shows the total number of inbound calls for the specified
workgroup in the specified time period, then breaks out the data into three
categories:

« Answered
¢ Calls—Number of inbound calls that were answered

* 9% —Percentage that number is of the total number of inbound calls
([Answered] Calls/[Inbound Calls] Total Calls)

e Talk—Total talk time on calls answered in the specified time period

* Avg—Average talk time per answered call ([Answered] Talk/[Answered] Calls)
» Abandoned

e Calls—Number of inbound calls that were abandoned by the caller
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* 9% —Percentage that number is of the total number of inbound calls
([Abandoned] Calls/[Inbound Calls] Total Calls)

« Overflowed/Redirected

¢ Calls—Number of inbound calls that were overflowed/redirected in the specified
time period

* 9% —Percentage that number is of the total number of inbound calls
([Overflowed/Redirected] Calls/[Inbound Calls] Total Calls)

« Connected Outbound Calls—Data on connected outbound calls is broken out into
three categories:

e Calls—Total number of connected outbound calls in the time period specified
» Talk—Total talk time on those outbound calls

¢ Avg—Average talk time per call ([Connected Outbound Calls] Talk/[Connected
Outbound Calls] Calls)

* Total WG Calls—Total number of all the workgroup’s calls, both inbound and
outbound, in the specified time period
The report includes two graphs:
450 (Customer Service)
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Figure 35. The first graph shows the number of inbound calls in three categories, plus
outbound calls. The second graph shows the percent of inbound calls in three
categories.

Data Source
All data from the table WGSUMMARY
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2308 - Workgroup Cumulative Inbound Calls Wait Time

Description: Reports cumulative call waiting time for all inbound calls for the specified
workgroup.
Report Options

1. Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.

2. Select workgroup(s).
3. Choose if you want the data reported by hour of day or by day of week.
4. Specify a time range for the report.
5. Narrow the report to specific days of the week and a span of time (optional).
6. Click Run Report to run the report.
7. Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.
WG(S) - CUMULATIVE INBOUND CALLS WAIT TIME
Report I0: 2308 System IC: DEMO SYSTEM Report Interval: Hour of day
Time Range: 040272007 - 04530/2007 Fitter By: Mon, Tue, Wied, Thu, Fri [09:00 - 18:00] Group By: Yorkgroup

450 (Customer Service) (SLT:Service Level Threshold)

Total Answered Abandoned (ABM) OverflowediRedirected
Hour of ciay Inbound Calls Callz | Wait Time | A WT Within SLT SLT % Calls Wit Time ‘ A WT Callz Wit Time: A WT
08:00-10:00 146 124 2:49.02 0:01:21 124 100.0% 18 0:41:47 0:02:11 3 0:02:30 0:00:50
10:00-11:00 183 148 w0514 00252 147 99.3% 23 1:10:59 0:03:05 12 02921 00226
11:00-12:00 165 145 60726 00232 145 100.0% 13 04216 00315 7 01233 0.01:47
12:00-13:00 169 151 73511 0:03:00 150 99.3% 15 0:46:05 0:03:04 3 0:25:47 0:09:35
13:00-14:00 180 131 7:06:56 00315 129 958.5% 22 0:58:36 0:02:39 a7 0:36:50 00121
14:00-15:00 128 105 6:06:49 0:03:29 105 100.0% 14 1:10:00 0:05:00 a 0:2e2 0:03:09
15:00-16:00 a2 BT 33017 0.03:08 65 ar.0% 14 0:56:58 0:04:04 11 0:08:48 0.o0:47
16:00-17.00 7 46 41836 0.05:37 41 89.1% 15 1:21:09 0:05:24 16 01730 00105
17:00-18:00 44 33 2:20:00 0:04:14 30 80.9% 3 0:11:26 0:03:45 & 0:00:57 0:00:04
Sub Total 1184 350 46:59:31 0:02:58 936 98.5% 138 T:59:16 0:03:28 9% 2:45:15 0:01:43

Figure 36. Wait time in this April report on workgroup 450 is broken out by hour of day.

Report Fields

* [Report interval]—The report interval specified in the query: Day of Week or Hour
of Day

¢ Total Inbound Calls—Shows the total nhumber of inbound calls for the specified
workgroup in the specified time period, then breaks out the data into three
categories:

* Answered
* Calls—Number of inbound calls that were answered
* Wait Time—Total wait time for those answered calls
* Avg WT—Average wait time per call ([Answered] Wait Time/[Answered] Calls)

»  Within SLT—Number of calls answered within the service level threshold. (The
Service Level Threshold is set in MaxAdmin > Workgroup
Configuration > General tab.)

* SLT %—Percentage those calls are of the total answered calls ([Answered]
Within SLT/ [Answered] Calls)

» Abandoned (ABN)
* Calls—Number of inbound calls that were abandoned by the caller
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« Wait Time—Total wait time for those abandoned calls

* Avg WT—Average wait time per call ([Abandoned] Wait Time/[Abandoned]
Calls)

« Overflowed/Redirected
¢ Calls—Number of inbound calls that were overflowed/redirected
« Wait Time—Total wait time before those calls were overflowed/redirected

* Avg WT—Average wait time per call ([Overflowed/Redirected] Wait Time/
[Overflowed/Redirected] Calls)

The report includes the following graphs:
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Figure 37. The top graph shows the average duration of incoming calls, broken out by hour
of day. The bottom graph shows the percentage of calls that met the service
level, also by hour of day.

Data Source
All data from the table WGSUMMARY
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2309 - Workgroup Cumulative Inbound Calls Analysis

Description: Reports inbound calls handling statistics for the specified workgroup.

Reports results in table format and two graphs:
* Average Talk and Handling Time Trend Analysis
* Abandon Type Analysis (in queue or in ring

Report Options

1. Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.

Select workgroup(s).
Choose if you want the data reported by hour of day or by day of week.
Specify a time range for the report.

Click Run Report to run the report.

No v s WN

results into several files and/or export only specified pages.

WG(S) - CUMULATIVE INBOUND CALL ANALYSIS

Repart I0: 2309
Time Range: 01/01/2007 - 03/31/2007

System IO DEMO SYSTEM
Fitter By: Mon, Tue, Wied, Thu, Fri [07:00 - 18:00]

450 (Customer Service)

Narrow the report to specific days of the week and a span of time (optional).

Select the export format (HTML, PDF, Excel) and whether to separate the report

Report Interval Day of week
Grougp By: Workgroup

Totsl Answered Calls Abandaned Calls OverflowedRedirected Tatal # L3

Day of week #of | #of Y of Talk Ay Handle Ay #of [ %of Hangup In [ Hangup In #of %o of Callzin | of | of
Calls | Calls | AWG Time Talk Tirme: Handle | Calls | Avg Queus Ring Calls Calls Queue | WM | Xfer

Monday B37 | 541 | 84.9% 5E5919  0E19 | FLO0ES4 00753 [ B4 100% B1 3 32 50 365 16 | 50
Tugsday 898 | 781 | 86.9% | 854259 | 00645 | 1055348 00808 [ 95 | 106% &7 & 23 26 580 4 | 76
Wednesday 914 | TBT | 861% 963712 00721 | 1151041 00846 [ 112 123% 108 4 15 16 551 & a0
Thursday 5863 | 744 | B62% | 971056 | O:07:50 | 114:4536 00815 [ 89 | 10.3% a4 5 30 35 558 18 | 57
Friclay V63 | 671 | 87.9% B1:2%44 | DOT1E | 9T2018 00842 | V5 | 9.8% 70 e 17 2.2 456 11 B8
Sub Total 4076 | 3524 | 86.5% | 420:56:10 | 0:0T:10 | 5044747 | §:08:35 | 435 | 10.7% Hi 25 117 2.9 2510 | 57 | 331

Figure 38. This first quarter report on the Customer Service workgroup displays data by day

of week, as specified in the report query.

Report Fields

¢ [Report interval]—The report interval specified in the query: Day of Week or Hour

of Day

* Total # of Calls—Shows the total humber of inbound calls for the specified

workgroup in the specified time period
« Answered Calls:
e # of Calls—Number of inbound calls that were answered

* % —Percentage those calls are of the total answered calls ([Answered Calls] # of

Calls/Total # of Calls)
¢ Talk Time—Total talk time on those answered calls

» Avg Talk—Average talk time per call ([Answered Calls] Talk Time/[Answered

Calls] # of Calls)

* Handle Time—Total handling time (talk time + hold time + wrap-up time) on

those answered calls

¢ Avg Handle—Average handling time per call ([Answered Calls] Handle Time/

[Answered Calls] # of Calls)
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+« Abandoned Calls:
e # of Calls—Number of inbound calls that were abandoned by the caller

* % —Percentage those calls are of the total calls ([Abandoned Calls] # of Calls/
Total # of Calls)

e Hangup in Queue—Number of callers that hung up while in queue
* Hangup in Ring—Number of callers that hung up during ringing
+ Overflowed/Redirected:
» # of Calls—Number of inbound calls that were overflowed/redirected

* % —Percentage those calls are of the total calls ([Overflowed/Redirected] # of
Calls/Total # of Calls)

Total Calls in Queue—Number of calls that spent time in queue

* # of VM—Number of callers that left voice mail
« # of Xfer—Number of callers who were transferred
The data is also reported in two graphs:
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0:08: 00 gy
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o T T T
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Day of week

Average Talk and Handling Time Trend Analysis

450 (Customer Service)

@ In Queue B Inring
120

100

a0

G0

40

Abandon Type Analysis

20

Mondsy Tuesday Wednesdsy Thursday Fridary
Day of week

Figure 39. The top graph shows average talk time and average handling time, by day of
week. The bottom graph shows where abandoned calls were when they were
abandoned.

Data Source
All data from the table WGSUMMARY
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2310 - Cumulative Outbound Calls Handling

Description: Reports statistics for outbound calls handled by the specified workgroup.
Reports results in table format and two graphs.

Report Options
1.

Nowu s WN

Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.

Select workgroup(s).

Choose if you want the data reported by hour of day or by day of week.
Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

WG(S) - CUMULATIVE OUTBOUND CALLS HANDLING

450 (Customer Service)

Hour of day Total Connected Calls Total Talk Time | Avg Talk Time Total Handling Time | Awg Handling Time # of Xfer
07:00-08:00 80 0:54:26 0:00:40 1:26:15 0:01:04 o
02:00-09:00 85 1:54:39 0017 2:36:49 0:01:45 0
08:00-10:00 61 1:57:05 0:01:55 24527 0:02:42 o
10:00-11:00 61 1:37:01 0:01:35 2343 0:02:32 0
11:00-12:00 a7 1:34:06 0:02:32 2:21:22 0:03:4% o
12:00-13:00 52 4:14:58 0:04:54 5:18:11 0:06:07 0
13:00-14:00 36 2:06:50 0:03:31 2:58:14 0:04:57 o
14:00-15:00 30 0:40:22 0:.01:20 11747 0:02:35 0
15:00-16:00 26 3:03:31 0:07:03 3:42:17 0:08:32 o
16:00-17:00 16 0:17:45 0:01:08 0:25:54 0:01:37 0
17.00-18:00 17 0:51:35 0:03.02 1:10:58 0:04:10 0
Sub Total 505 19:12:46 0:02:46 26:37:49 0:03:09 0

Figure 40. This report shows outbound call data for workgroup 450 for the month of

February, from 7 a.m. to 6 p.m. The report interval is hour of day.

Report Fields

[Report interval]—The report interval specified in the query: Day of Week or Hour
of Day

Total Connected Calls—Shows the total humber of connected outbound calls for
the specified workgroup in the specified time period

Total Talk Time—Total talk time on all outbound calls
Avg Talk Time—Average talk time per call (Total Talk Time/Total Connected Calls)

Total Handling Time—Total handling time (talk time + hold time + wrap-up time)
on all connected calls

Avg Handling Time—Average handling time per call (Total handling Time/Total
Connected Calls)

# of Xfer—Total number of outbound calls that were transferred

The data is also displayed in two graphs:
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Figure 41. The top graph shows number of calls per selected time period. The bottom graph
shows average talk time and average handling time.

Data Source
All data from the table WGSUMMARY
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2311 - Total and % Inbound Calls ANS/ABN/OFL

Description: Reports the total number and percent of inbound calls that were
answered, abandoned, overflowed/redirected. Reports results in table format and two
graphs.

Report Options

1. Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.

Select workgroup(s).

Choose if you want the data reported by hour of day or by day of week.
Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

No v s WN

WG(S) - INBOUND CALLS ANS/ABN/OFL ANALYSIS

300 (Sales Workgroup)
Total Inbound Answered Call Call Overflowed/Redirected Call
Hour of day Cals #of Call % of Call # of Call % of Call # of Call % of Call
08:00-10:00 78 53 67.9% 14 17.9% 11 14.1%
10:00-11:00 71 36 50.7% Iz 31.0% 13 18.3%
11:00-12:00 85 45 576% 2z 2589% 14 16.5%
12:00-13:00 64 38 59.4% 12 18.8% 14 21.9%
13:00-14:00 58 41 70.7% 4 6.9% 13 224%
14:00-15:00 37 22 558.5% 9 24.3% 3 18.2%
15:00-15:00 28 18 643% Tl 25.0% 3 107%
16:00-17:00 14 £ 286% 5 35.7% 5 35.7%
Sub Total 435 261 60.0% 95 21.8% 79 18.2%

Figure 42. The call totals shown on this report are drawn from data on the Sales workgroup
for the month of March. They are reported by hour of day, as specified.
Report Fields

* [Report interval]—The report interval specified in the query: Day of Week or Hour
of Day

» Total Inbound Calls—Total inbound calls for the specified workgroup in the
specified time period.

« Answered
« # of Calls—Number of calls that were answered

* % of Calls—Percentage that number is of the total number of inbound calls
([Answered] # of Calls/Total Inbound Calls)

+ Abandoned Calls
» # of Calls—Number of calls that were abandoned by the caller

* % of Calls—Percentage that number is of the total number of inbound calls
([Abandoned] # of Calls/Total Inbound Calls)

 Overflowed/Redirected Calls
« # of Calls—Number of calls that were overflowed/redirected
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* % of Calls—Percentage that number is of the total number of inbound calls
([Overflowed/Redirected Calls] # of Calls/Total Inbound Calls)

The data is also displayed in two graphs:
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Figure 43. The top graph shows the numbers of calls that were answered, abandoned, and
overflowed, by hour of day, in the specified time period. The bottom graph shows
percent of total calls that were answered, abandoned, and overflowed.

Data Source
All data from the table WGSUMMARY
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2312 - Total & % WG Inbound Calls in Queue

Description: Reports totals and percentages for workgroup inbound calls in queue.
Reports results in table format and two graphs.
Report Options

1. Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.

Select workgroup(s).

Choose if you want the data reported by hour of day or by day of week.
Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

Nowu s WN

WG(S) - TOTAL % WG INBOUND CALLS IN QUEUE

450 (Customer Service)

Total Inbound Calls in Queue Calls without Queue
Hour of day Calls # of Call % of Call # of Call % of Call
07.00-08:.00 148 82 56.2% 64 43.8%
08:00-05:00 217 151 69.6% 66 30.4%
05:00-10:00 165 114 69.1% 51 30.9%
10:00-11:00 184 136 73.59% 48 26.1%
11:00-12:.00 182 148 76.0% 48 24.0%
12:00-13:00 203 148 72.5% 55 271%
13:00-14:00 171 142 83.0% 29 17.0%
14:00-15:00 110 85 77.3% 25 227%
15:00-16:00 T 50 64.9% 27 35.1%
18:00-17:00 45 30 B65.2% 16 34.8%
Sub Total 1511 1084 .7% 427 28.3%

Figure 44. Data is reported here for the month of March, grouped by hour of day for the
specified time period.
Report Fields

¢ [Report interval]—The report interval specified in the query: Day of Week or Hour
of Day

* Total Inbound Calls—Total inbound calls for the specified workgroup in the
specified time period.

« Calls in Queue—
e # of Calls—Number of calls that spent time in queue

* 9% of Calls—Percentage that number is of the total number of inbound calls ([Calls
in Queue] # of Calls/Total Inbound Calls)

* Calls without Queue—
» # of Calls—Number of calls that did not have to wait in queue

* 9% of Calls—Percentage that number is of the total number of inbound calls ([Calls
without Queue] # of Calls/Total Inbound Calls)

The data is also displayed in two graphs:
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Figure 45. The top graph shows the number of incoming calls that spent time in queue and

those that did not. The bottom graph shows percentage of total calls that spent
time in queue and those that did not spend time in queue.

Data Source
All data from the table WGSUMMARY
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2313 - Average Call Handling Time

Description: Reports average call handling time, including total talk time, average
talk time, and total handling time for the specified workgroup. Reports in table format
and one line graph.

Report Options

1.

No v s WN

Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.

Select workgroup(s).

Choose if you want the data reported by hour of day or by day of week.
Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

WG(S) - AVERAGE INCOMING CALL HANDLING TIME ANALYSIS

450 (Customer Service)

Hour of day Total Answered Calls Total Talk Time | Avg Talk Time Total Handling Time | Avg Handling Time
08:00-10:00 124 13:35:58 0:06:34 16:28:29 0:07:58
10:00-11:00 148 13:08:44 0:05:20 16:34:36 0:06:43
11:00-12:00 145 13:48:33 0:05:42 17:05:15 0:07:04
12:00-13:00 151 17:38:09 0:07:00 20:52:38 0:08:17
13:00-14:00 131 15:10:52 0.06:57 18:54.25 0:08:38
14:00-15:00 105 12:41:52 0:07:15 15:07:25 0:08:38
15:00-16:00 67 7:52:19 0:07:02 9:18:09 0:08:19
16:00-17:00 46 8:21:37 0:10:54 10:21:10 0:13:30
Sub Total 917 102:20:04 0:06:41 124:42:07 0:08:09

Figure 46. This data on the Customer Service group is from the month of April from 9 a.m.

to 5 p.m. It is reported by hour of day.

Report Fields

[Report interval]—The report interval specified in the query: Day of Week or Hour
of Day

Total Answered Calls—Total inbound calls answered in the specified time interval.
Total Talk Time—Total talk time on those calls

Average Talk Time—Average talk time per call (Total Talk Time/Total Answered
Calls)

Total Handling Time—Total handling time (talk time + hold time + wrap-up time)
for all calls answered in the specified time interval

Avg Handling Time—Average handling time per call (Total Handling Time/Total
Answered Calls)

The data is also displayed in a line graph:
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Figure 47. A line graph shows average talk time and average handling time for the reporting
period, by hour of day.

Data Source
All data from the table WGSUMMARY
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2314 - Total Outbound Calls

Description: Reports total outbound calls for the specified workgroup. Reports results
in table format and a bar graph.
Report Options

1. Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.

Select workgroup(s).

Choose if you want the data reported by hour of day or by day of week.
Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Click Run Report to run the report.

Nowu s WN

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

WG(S) - TOTAL OUTBOUND CALLS

300 (Sales Workgroup)

Hour of day Total Quttound Call
08:00-10:00 44
10:00-11:00 39
11:00-12:00 13
12:00-13:00 14
13:00-14:00 15
14:00-15:00 18
15:00-18:00 12
16:00-17:00 8
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09:00-10:00 10:00-11:00 11:00-12:00 12:00-13:00 13:00-14:00 14:00-15:00 15:00-16:00 16:00-17:00
Hour of day

Figure 48. The report data shows number of outbound calls, by hour of day, for the Sales
workgroup in the time period specified.
Report Fields

* [Report interval]—The report interval specified in the query: Day of Week or Hour
of Day

* Total Outbound Calls—Total outbound calls connected in the specified time
interval.

Data Source
All data from the table WGSUMMARY
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2315 - Total Outbound Calls Handling Time

Description: Reports the total/average talk time and total/average handling time for
outbound calls for the specified workgroup.
Report Options

1. Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.

Select workgroup(s).

Choose if you want the data reported by hour of day or by day of week.
Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

No s WN

WG(S) - TOTAL OUTBOUND CALL HANDLING TIME ANALYSIS

300 (Sales Workgroup)

Hour of day Total Connected Outgeing Calls Total Talk Time | Awvg Talk Time Total Handling Time | Awg Handling Time
05:00-10:00 44 2:10:35 0:02:58 2:11:13 0:02:58
10:00-11:00 39 1:52:21 0:02:52 1:52:21 0:02:52
11:00-12:00 13 0:20:12 0:01:33 0:20:37 0:01:35
12:00-13:00 14 0:28:55 0:02:08 0:28:55 0:02:08
13:00-14:00 15 0:55:40 0:03:42 0:55:40 0:03:42
14:00-15:00 15 0:30:35 0:0z:02 0:30:35 0:02:02
15:00-15:00 12 1:03:36 0:05:18 1:03:36 0:05:18
16:00-17:00 ] 0:40:22 0:04:28 0:40:56 0:04:32
Sub Total 161 8:03:16 0:03:00 8:04:53 0:03:00

Figure 49. This report shows outbound call handling data for the Sales workgroup for a
specified period of time in May, from 9 a.m. to 5 p.m.
Report Fields

* [Report interval]—The report interval specified in the query: Day of Week or Hour
of Day

* Total Connected Outgoing Calls—Total outbound calls connected in the specified
time interval.

¢ Total Talk Time—Total talk time on those calls

+ Average Talk Time—Average talk time per call (Total Talk Time/Total Connected
Outgoing Calls)

* Total Handling Time—Total handling time (talk time + hold time + wrap-up time)
for all outgoing calls connected in the specified time interval

* Avg Handling Time—Average handling time per call (Total Handling Time/Total
Connected Outgoing Calls)

The data is also displayed in a line graph:
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Figure 50. A line graph shows average talk time and average handling time.

Data Source
All data from the table WGSUMMARY
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2316 - Daily Max Number of Calls in Queue

Description: Reports the daily maximum number of workgroup calls in queue, in a line
chart format.
Report Options

1. Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.

Select workgroup(s).

Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

oA WwN

WG(S) - DAILY MAX NUMBER OF CALLS IN QUEUE
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Figure 51. This report sHows the maximum number of calls in queue for workgroup 450
during the specified reporting period, in 15-minute intervals.

e

Report Fields

* Max Calls in Queue—The maximum number of calls that were in the queue in the
given time interval

* Time of Day—The time of day, in intervals of 15 minutes or 30 minutes, depending
on what will fit on the graph (an 11-hour day will show in 15-minute increments)

Data Source
All data from the table WGRTSUMMARY
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2317 - Daily Longest Queue Time

Description: Reports the longest queue time, in minutes (and hours), for workgroup
calls, in a line chart format.
Report Options

1. Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.

Select workgroup(s).

Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

oA WwN

WG(S) - DAILY LONGEST QUEUE TIME
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Figure 52. The report displays the longest queue time, by time of day.

Report Fields

* Longest Queue Time—The longest time a call was in queue during the given time
interval

» Time of Day—The time of day, in intervals of 15 minutes or 30 minutes, depending
on what will fit on the graph (an 11-hour day will show in 15-minute increments)

Data Source
All data from the table WGRTSUMMARY
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2318 - Daily Real Time Service Level

Description: Reports the daily lowest real time service level for a workgroup, in a line
chart format.
Report Options

1. Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.

Select workgroup(s).

Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

o v A WLN

WG(S) - DAILY REAL TIME SERVIGE LEVEL

450 (Customer Service)

450 (Customer Service) - 05/09/2007
120%

I G G U S U G G S G S D U G U G G G S D G G S S S S G S

0%
B0%
0%

Senice Level

20%

0%

Time-of-Day
Figure 53. This report shows the service level by time of day for the reporting period (one
day, in this case).
Report Fields

* Service Level—The service level during the given time interval (The Service Level
Threshold is set in MaxAdmin > Workgroup Configuration > General tab.)

+ Time of Day—The time of day, in intervals of 15 minutes or 30 minutes, depending
on what will fit on the graph (an 11-hour day will show in 15-minute increments)

Data Source
All data from the table WGRTSUMMARY
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2319 - Historical Service Level Summary Report

Description: Gives a summary of calls that did not meet the service level, breaking
them out into Answered, Abandoned, and Overflowed/Redirected categories. (The
Service Level Threshold is set in MaxAdmin > Workgroup Configuration > General
tab.)

Report Options

1. Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.

2. Select workgroup(s).
3. Choose if you want the data reported by hour of day or by day of week.
4. Specify a time range for the report.
5. Narrow the report to specific days of the week and a span of time (optional).
6. Click Run Report to run the report.
7. Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.
WG(S) - HISTORICAL SERVICE LEVEL SUMMARY REPORT
Report IDx 2318 System ID: DEMO S STEM Report Interval Day of week
Time Range: 04/01/2007 - 04/30/2007 Fitter By: [09:00 - 18:00] Group By: Wiorkgroup

450 (Customer Service)

Calls with Queue Time = Service Level Total Anzuer

Total Inbound Anzwered Call Abandoned Call Owerflowed/Redirected Call Service Service
Day of week Calls # of Call % of Call # of Call % of Call # of Call % of Call Lewvel Level
Sunday 5 0 0.0% 0 0.0% o 0.0% 100.0% 00%
honday 282 3 11% 0 0.0% o 0.0% 98.9% TE8.4%
Tuesday 216 2 09% 1} 0.0% a 0.0% 99.1% T9.2%
Wiednescay 248 2 0.8% 0 0.0% 0 0.0% 99.2% T26%
Thursday 261 [} 23% 1 0.4% o 0.0% 97 3% 79.3%
Friciary 177 1 0E% 0 0.0% o 0.0% 99.4% 88.7%
Saturday 4 1] 0.0% 1] 0.0% a 0.0% 100.0% 0.0%
Sub Total 1193 14 1.2% 1 0.1% [ 0.0% 98.7% 78.5%

Figure 54. This report on the Customer Service workgroup covers the month of April. It is
broken out by day of week.
Report Fields

¢ [Report interval]—The report interval specified in the query: Day of Week or Hour
of Day

* Total Inbound Calls—Total inbound calls for the specified workgroup in the
specified time period.

« Calls with Queue Time > Service Level
* Answered Calls
e # of Calls—Number of answered calls with queue time > service level

* % of Calls—Percentage that number is of the total number of inbound calls
([Answered Calls] # of Calls/Total Inbound Calls)

* Abandoned Calls
e # of Calls—Number of abandoned calls with queue time > service level

* % of Calls—Percentage that number is of the total number of inbound calls
([Abandoned Calls] # of Calls/Total Inbound Calls)
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« Overflowed/Redirected Calls

» # of Calls—Number of overflowed/redirected calls with queue time > service
level

* 9% of Calls—Percentage that number is of the total humber of inbound calls
([Overflowed/Redirected Calls] # of Calls/Total Inbound Calls)

* Total Service Level—The percentage of calls whose queue time was within the
service level (100% - (<Total # of Calls in all 3 categories whose queue time was
greater than the service level threshold>/Total Inbound Calls)

* Answer Service Level—Percentage of answered calls that met the service level
requirement (Total Answered Calls - <Answered Calls whose queue time was greater
than the service level threshold>/Total Inbound Calls)

The report data is also displayed in two graphs:

450 (Customer Service)

O Answered B Abandonded O Ouverflowed
20

kil

Num of Call
=

D [ ] ] o =

Sunday Monday Tuesday Wetdhesday Thursday Fricay Saturday
Day of week

450 (Customer Service)

O Answered B Abandonded O Qverflowed
10%:

8%

6%

4%,

Percent of Total

2%,

0% k
Sunday Monday Tuesday Wednescday Thursday Friday Saturday
Day of week

Figure 55. The top graph shows the percentage of calls that met the Total Service Level, by
specified time interval (day of week, in this case). The bottom graph shows the
percentage of answered calls that met the Answer Service Level, by specified
time interval.

Data Source

All data from the table WGSUMMARY
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DNIS Reports

This section describes DNIS reports.

3101 - DNIS Call Detail Report

Description: Reports call detail information for the specified DNIS number.

Report Options
1.

AW

Select one or more DNIS numbers.

Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.

DNIS(S) - CALL DETAIL REPORT

583 (SLT:Service Level Threshold)

Start End Duration in Different Call State Start pMithin Exit Session  [Seq
Time Time Caller Agert [280VE[Queue | Ring | Talk | Hold | Rec |Priority| SLT State ID ID

040372007 041032007 7142797424 (3T OF
14:21:30 14:2321 CALIF EDD)

100 (Carchyn Daid) 0:00:13) - |0:00:07 004231 - - 3 ¥ Connected 1175578553

Figure 56. This figure shows one record of a DNIS Call Detail Report.

Report Fields

Start Time—Time the call came in
End Time—Time of disconnection
Caller—Phone number of the caller
Agent—The agent who was rung

Duration in Different Call States—Amount of time the call spent in different call
states (in hours:minutes:seconds):

* AA/IVR
* Queue
* Ring
* Talk
* Hold
* Record
Start Priority—The priority number the call was first assigned

Within SLT—Was answering time within the service level threshold, Yes or No?
(The Service Level Threshold is set in MaxAdmin > Workgroup Configuration >
General tab.)

Exit State—The state the call was in at the time of disconnection
Session ID—a unique number assigned by MAXCS to a call
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* Seq ID—A unique number that identifies multiple records of the same call (same
Session ID)

Data Source
All data from the table CDRMAIN
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3201 - DNIS Call Summary

Description: Reports call summary information for the specified DNIS number.

Search Options

® NV AE LN

Select one or more DNIS numbers.

Choose how you want the data summarized (by day, week, or month).

Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Select a group-by option.

Choose whether to show empty records.

Click Run Report to run the report.

Select the export format (HTML, PDF, Excel) and whether to separate the report

results into several files and/or export only specified pages.

04/01/2007 - 04/07/2007

DNIS(S) CALL SUMMARY

e

Total Anzwiered Abandoned Calls Crrerflowed # | #of #
DhIS Start Date #of % of Talk Ay Hold Ly #of | %of | Hangs In Hangs In #of % of of | Calls | of
Calls Calls Calls Time: Talk ‘ Time Haoldd Calls | Calls CUELE Ring Calls Calls WM | In@ | Hfer
953 04/01/2007 53 15 283% | 04834 | 00314 | 00015 | 00003 1 1.9% 1 o 37 69.5% | 11 1 7
Sub Total 53 15 28.3% | 0:48:34 | 003014 | 000015 | 0:00:03 1 1.9% 1 0 37 69.8% | 11 1 7
W i - il

[ T N S ST R VR TRy
________ e e T L T A S L Ny oy e T P

e = T ; . e s
Total Answered Ahandoned Ahandoned Type Overflowed # #of #
#of % of Talk Ly Haldd By #ot % of Hangs In Hangs In #of % of af Callz of
Callz Calls Calls Time Talk ‘ Time ‘ Haold Calls Callz CueLe Ring Callz Calls Wi | InG Hfer
170 65 38.2% | 350:54 | 0:03: 0:01:08 0:00:03 [l 2.4% 4 [ 101 50.4% | 43 T [T

Figure 57. This report was run for the month of April on DNIS 583. The report interval

specified was by week. Subtotals are given per week, with a grand total at the
end.

Report Fields
¢ DNIS—The DNIS number that was dialed
« Start Date—The date the call started

* Total Calls—The total number of calls that dialed this number, broken out into three
categories:

Answered (all calls with talk duration > 0)*

# of Calls—Number of calls to this DNIS number that were answered by an
agent

% of Calls—Percentage that number is of Total Calls ([Answered] # of Calls/
Total Calls)

Talk Time—The total talk time on all answered calls for the time period
reported

Avg Talk—Average talk time per call (Talk Time/Total Calls)
Hold Time—Total time that answered calls spent on hold
Avg Hold—Average hold time per call (Hold Time/[Answered] # of Calls)
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* Abandoned (all calls with talk duration = 0 and abandon target type > 0)*

e # of Calls—Number of calls to this DNIS number that were abandoned by an
agent

* 9% of Calls—Percentage that number is of Total Calls ([Abandoned] # of Calls/
Total Calls)

* Hangs in Queue—Number of calls that were abandoned while in queue
* Hangs in Ring—Number of calls that were abandoned during ring

* Overflowed (all calls with talk duration = 0 and abandon target type = 0)*
» # of Calls—Number of calls to this DNIS number that were overflowed

* 9% of Calls—Percentage that humber is of Total Calls ([Overflowed] # of Calls/
Total Calls)

* # of VM—Number of callers that left voice mail (Exit states are 15, 16.)
» # of Calls in Queue—Number of calls that spent time in queue (Exit state is 6.)
o # of Xfer—Number of calls that were transferred (Exit state is 12.)

Data Source
All data from the table CDRMAIN

*Exit states of Answered, Abandoned, and Overflowed calls:
Answered: Exit states are 8, 9, 10, 11, 12, 23, 24, 25.
Abandoned: Exit state is 6.

Overflowed: Exit state is 7.
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