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WARNING!

Toll fraud is committed when individuals unlawfully gain access to
customer telecommunication systems. This is a criminal offense.
Currently, we do not know of any telecommunications system that is
immune to this type of criminal activity. AltiGen Communications, Inc.
will not accept liability for any damages, including long distance charges,
which result from unauthorized and/or unlawful use. Although AltiGen
Communications, Inc. has designed security features into its products, it is
your sole responsibility to use the security features and to establish security
practices within your company, including training, security awareness, and
call auditing.

NOTICE

While every effort has been made to ensure accuracy, AltiGen
Communications, Inc. will not be liable for technical or editorial errors or
omissions contained within the documentation. The information contained
in this documentation is subject to change without notice.

This documentation may be used only in accordance with the terms of the
AltiGen Communications, Inc. License Agreement.

AltiGen Communications, Inc.
4555 Cushing Pkwy.

Fremont, CA 94538
Telephone: 510-252-9712
Fax: 510-252-9738
E-mail: info@altigen.com
Web site:  www.altigen.com
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Mobile Extension, IPTalk, AltiReport, and SuperQ are trademarks or
registered trademarks of AltiGen Communications, Inc.

All other brand names mentioned are trademarks or registered trademarks
of their respective manufacturers.
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AltiReport

AltiReport

Introduction

Call detail records (CDR) are an important source of information for call
centers running PBX systems. Previously, AltiGen relied on third party
applications for advanced CDR reporting. In OE 5.0, the CDR database is
re-designed with more information that can be accessed with AltiGen’s
own reporting application, AltiReport.

AltiReport is a web-based reporting application that can generate up to 40
detailed CDR reports, including personalized reports according to agent,
workgroup, and DNIS. A report summary and analysis is also available for
each report.

Requirements

AltiReport can be set up on a Microsoft Windows Operating System. There
is no particular requirements for Client machine. Any computer with
proper web browser can be used as client machine; please verify the client
system has a suitable web browser (Microsoft Internet Explorer 6.0 or
above) prior to installation of AltiReport.

Requirements
e System must have OE/ACC or ACM 5.0A installed

« Installation must have External Logger 5.0A with Updatel (or above)
and external CDR DB (Microsoft SQL Server 2000) setup.

e Separate server for AltiReport—do not install on to OE or ACM
system. Minimum system requirement:

— Pentium 2G with 512 MB RAM (1G of memory recommended)
—40G HD
— Windows 2000/2003/XP

* AltiReport License— needs to be added to OE/ACC or ACM 5.0A
system and registered.

e Java 2, Standard Edition (J2SE) SDK 1.4.2
e Tomcat4.1.31

AltiReport Manual 1



Installation

(The installation instructions are for Microsoft Windows OS only)

Important: If upgrading your system from 5.0 to 5.0A, whenever External
Logger Service is installed, External Logger Service needs to
be upgraded to the latest version (5.0A or above).

Installation

AltiReport requires the installation of Java 2, Standard Edition (J2SE) SDK
1.4.2, and Tomcat, before AltiReport can be installed. To begin installation
of these applications, put the AltiReport CD into the CD-ROM, which will
start the installation automatically. Or run the AltiReport Installation
program (setup\AltiReportInstallation.exe) from the AltiReport CD.

1. Click the Install J2SE 1.4.2_06 button to install Java 2, Standard
Edition (J2SE) SDK 1.4.2.

F\altireport Installation

Information:

fl fla

Install JZ5E 1,42 06

o
2
5

Version: J25E 1.4.2_06
Package: D:\JDK WindowsiZsck-1_4_2_DB-windows 586-p.exe

Tomecat
Wersion: Tomcat 4.1.31
Package: DAT omcat\Wwindovshjak arta-tomcat-4.1.37 exe

ﬂ Joustell Tenreat 411,91 AliFeport 7
4| | »

Status:

Ttem
J25E 1.4.2_06 installation is runring

istal &R eport 504 Release

AltiGen Commurications, Inc. E =

Figure 1. AltiReport Installation Wizard - J2SE Installation
After successful installation of J2SE , the Tomcat installation is enabled.
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2.

AltiReport

Click the Install Tomcat 4.1.31 button to install Tomcat 4.1.31.

FaltiReport Installation B x|
Iformation:
q
= JDK Information
lava “ersion: J25E 1.4.2_06

Package: DWDKWindows\2sdk-1_4_2_ 0 windows 586-p.exe

Tomecat
Wersion: Tomcat 4.1.31
Package: D:ATomeatvwindowshjakarta-tomeat-4.1. 31 exe

w‘“"@,\ Install Tomeat 4.1.31 AltiReport -
£ - [ »

4

[tnstall Tomeat 4.1.531 by executing D:\Tomcat i i tomcat-4.1.31.exe |
Ttem

Tomcat 41.31 installation is wnning

Tomcat 4.1.31 may not be installed propery
Irstall AR eport 04 Release

AltiGen Communications, Inc. S e

Figure 2. AltiReport Installation Wizard

3.

Before installing begins, the Tomcat License Agreement dialog box
appears. Click I Agree to continue.

S, Apache Tomcat 4.1 Setup: License Agrees 9 ] 3]
% *fou must read the following license before installing:
=
Apache License: i’

Yersion 2.0, January 2004
http: b, apache . orgilicenses|

TERMS AND COMDITIONS FOR USE, REPRODUCTION, AND DISTRIEUTION
1. Definitions.

"License" shall mean the terms and conditions For use, reproduction,
and distribution as defined by Sections 1 through 9 of this document.

“Licensor” shall mean the copyright owner or entity authorized by
the: Fanwrinkib nwner Hhat is orantinn the: |icense. =

Cancel | Tiullsoft Install System v, 0

Figure 3. Tomcat License Agreement

4,

In the Tomcat Setup Installation Options dialog box, enable the
checkboxes for:

— Tomcat

— NT Service

— JSP Development Shell Extensions
— Tomcat Start Menu

— Documentation and Examples

AltiReport Manual
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Installation

Then click Next.

E:'a Apache Tomcat 4.1 Setup: Installation Opl - |E| ﬂ
| I, This will install the Apache Tomeat 4.1 servlet container on your computer:
=

Select the type of install: Custam j

Or, select the optional =[] Main
COMPpanents you wish ta install: [A Tomeat (required)
)

J5P Developrent Shel\ Extenslons
[v] Tomcat Start Menu Group
Documentation and Examples

. [ Developer Resources

Space required: 33.2MB

Cancel Tllsaft Tnstall System w2, 0 < Back. |

Figure 4. Tomcat Setup Installation Options

5. Inthe Tomcat Setup Basic Settings dialog box, enter the HTTP/1.1
Connector Port, and Administrator login User Name and Password,
then click Finish.

% Apache Tomcat 4.1 Setup: Basic settings - |E| ﬂ

HTTP/1.1 Connector Port I o)

Administrator Login
User Hame admin

Passward

Canee! | Hullsaft Trstall System vz, < Bak

Figure 5. Tomcat Setup Basic Settings

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.

After successful installation of Tomcat 4.1.31, the AltiReport
installation is enabled.
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AltiReport

6. Click the Install AltiReport 5.0A icon to install AltiReport.

P altiReport Installation x|

Information:

&

=2

JOK Information

Java Version: J25E 1.4.2_06
Fackage: D8 DK iofindosti2sdkl_4_2_06-windows 536 p ee

Tomeat
Wersion Tomeat 4.1.31
Fackage: D:ATomeatiWindowshiakarta-tomeat-4.1.31.exe

‘@& Tomeat Information AliRepart =
4 - 4 | D

Status:

Them
Tomcat 4.1.31 installation i wnning
Tomcat 4.1.31 installed

A Install AliReport 5.04 Release

Install AltiReport 5.04 Release

AltiGen Communications, Inc. Sﬂ Exit

Figure 6. AltiReport Installation

7. After successful installation of AltiReport 5.0A, reboot the system.
You are now ready to set up AltiReport.

Accessing AltiReports Remotely

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

AltiReport can be accessed by URL:
 http://<ip_address>:8080/altireport or
* http://<computer_name>:8080/altireport
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Accessing AltiReports Remotely
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Overview

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

Important: For security purposes, if the AltiReport window is idle for 15
minutes or longer, the application will timeout and you will
need to re-login.

Administrator Login

The AltiReport Administration screen is only available for users with
administrative rights. The administrative may perform the following
functions: change and existing user profile, add a new user, delete a user,
view server connection parameters and AltiReport registration settings.

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

ZJ AltiReport - Microsoft Internet Explorer

| Fle Bt View Fevertes Tads Help i E
=Bk v = v D 2% Dseach [wiFavories iMediz 4| B S 2 H

| avdekess [ ] g ffesthard. atigen. comfakireportiicgn. isp EEE

1 Go:)g]e'I *| Bvsearchweb « | §3 | fhe0i blocked f)ooonl (5 | Edopt

AltiReport 5,04

Released: (972772004

Role: & admin © User
Login Narme:
Pasword [ ]

vy albigan com

|&] Bene L 4 Tnkemet

3,

Figure 1. AltiReport Admin Login

The administrative main menu includes the following configuration
functions:
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Administrator Login

¢ Administrator Profile

e CDR Database Registration
e AltiWare Registration

e User Management

e Mail Server Configuration
»  Backup and Restore

e Log Configuration

i admin | Administrator

Admin Profile

Administrator Accound admin

Ermal tomiLERakgen com
FPhone (F10252-9712

Cempeny Neme ARGen Commuricating, e
Strest Addresz 4555 Cushing Parkwary
Cy Framont

. State or Provines
L]

Couniry

Gl

[ ltigan. com |

Figure 2.  AltiReport Administration Menu Options
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Administrator Profile

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

Logn Name: admin =~ | Fok: Administrator

Update Admin Profile

Aas Accourt [ |
Rageeton, | oo | |
AtiWare Rogiiration "o pessord | |
User M E o [ |
::ms’“;m Emal [fomiu@atigen cam |
Bockup & Rostare | P1o0e 102525712 |
Lag Configuration Compeny Neme [AltiGen Commuricating, Inc ]

Sireet Address. [#555 Custirg Patkway |
Cty [Fremart |
State of Provica [ca |
Zn [ |
Crurtry = ]

s

Figure 3. Update Admin Profile Window
Note: The Administrator Account field is not editable.

When the necessary information has been entered, click the Update button
to save the changes.
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Administrator Login

CDR Database Registration

ion -> List All Datab

Ootabaza Sarver DB Server Type oo™t potracatiame  Status At

[Edt]-

Annie 1010.0.252 sqlzarver =8 EXTERNAL _CDR  Connected [Remove |

[ Add database

lmematiigen.gem |

Figure 4. CDR Database Registration

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

CDR Database Registration -> Add

Detabase Description [ |

Detabisse Server P Address | |

Databaze Ssrver Type SOL Server >

Database User Accournt | |

Drkabinse Lser Passvrd [ |

Database Name on the Server EXTERNAL_COR

[ s atliger com ]

Figure 5. Add CDR Database Registration

10 AltiReport Manual



In the Add Database Registration window, enter the necessary

information in the blank fields for Database Description, Database

Server IP Address, Database Server Type (SQL Server), Database User
Account, Database User Password, and Database Name on the Server.

Click the Add button when finished.

The status should show “Connected.” If not, use “Edit” in the Action

column to change the DB setting.

To edit or remove an existing CDR Database, use the “Edit” or “Remove”

link in the Action column.

AltiWare Registration

= Aivare Description System P Address COR Dateoase Acticn

m“w'm“_ fite Heavs-Metol 101008 Armie 80 1Est]- [ Bamove |

lewmvatiigen.oom |

Figure 6. AltiWare Registration Window

AltiReport will use information entered in the AltiWare Registration
window to check if AltiGen server has AltiReport license entered and

registered. Each AltiGen server needs to have one license.

To add an AltiWare, click the Add AltiWare link in the AltiWare

Registration window.

e admin | Rol Administrator

Figure 7. Add AltiwWare Window

AltiReport Manual
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Administrator Login

In the Add AltiWare window, enter the necessary information in the blank
fields for System Description, System IP Address, select CDR
Database, AltiWare Manager Extension, and AltiWare Manager
Password. Click the Add button when finished.

To edit or remove an existing AltiWare, use the “Edit” or “Remove” link

in the Action column.

User Management

Login Mame: admin | Aol Admindstrator

User Management -> All Users

TSidth Tom

thomas 1

L L Rl e

[ Add user

" LoginPame Frsthlame  Lest Mame  Tile

Smith Enginaer
Jares

Erowd

1 1

wihts 1z

Emeil

Tamithi@sitigen com

mioresgstigen com

ibrownidabosn com

1

antibe@alien com

Department
Rame
RaD

B

suppod

Altidare.
Heanry-
Heawy-
etal

Hesvy-
Pietal

Heavy-

Heaney-

Ackion

[ Eckt | -
| EEmae |
| Exdt ] -
[ Remave |
[Eudt] -
| Beinvg |
[Eci] -
| Bemmava |

[ Ecit] -
[Retrove |

Figure 8. User Management

[ tatassi altigan com ]

The administrator can add users to AltiReport using the User Management

window.
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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, and Department Name (Optional) for the user. In the
Permission field, use the check box to select at least one AltiWare system
that the user will be able to access for AltiReport. Then click the Add
button.

| Role Adminigtrator

User Management -> Add

[eririe@atinen.con

[roppart

I HeavyMetal

Figure 9. Add User - User Management Window

Mail Server Configuration

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

Fooke: Administrator

MailServer Config

AMiRencrt Viish Server Name (DNS name or P address) firsthard stigen com
| ANiRepeet Web Server or Tomcat TCPPort 20

tion  Sencer Email Address tomibiatipan com
Curgoing Ml (SMTF) Server meil abigen cam
 SMTP Server Requres Auherdicatian Vee

SMTP Accourt Name tiu

Send Test Mezsage o this Emal Address tomiEatigen.com

Figure 10. Mail Server Configuration Window
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Administrator Login

To add a mail server, click the Edit button on the Mail Server
Configuration window to open the Mail Server Configuration Edit window.

MailServer Config

o AtiReport Server Name (DS rame or P address)
Vb Server ar Tamesl TCP Parl
Sender Email Adchezs dorepaits@akigen com
s s
SMTP Server Requres Authenication 2
ST—
SMTP Passwvard
Send Test Message fo this Emal Adiress el

Figure 11. Mail Server Configuration Edit Window

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

e AltiReport Server Name (DNS name or IP Address)
*  Web Server or Tomcat TCP Port

*  Sender Email Address

e Outgoing Mail (SMTP) Server

e SMTP Server Requires Authentication checkbox

e SMTP Account Name

e SMTP Password

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

gniMeme: admin | Rk Adminlstrator

Configuration Backup & Restore

Figure 12. Backup and Restore Window

When Backup is selected, AltiReport will ask open a File Download
dialog box, for you to open the AltiReport backup file (AltiReportYEAR/
MONTH/DAY .zip) or save the file to your computer.

eeTe. admin
Configurati

i =
FII! Download

T ? Sorme filkee can ham youl compulter. I the Rl infamation below
loaks suspicios, or wau do not full st the source, do not opan of
save tis file, =l

Fie name  shreport 20041026 2p
Flelype:  WiiZip Fle
From  fisthand aligancem

ik you e to apan the il ar save it to your computar? =i

gpen  |[ Swe | come M lnfa |

[¥ Always ask betare cpenng thiz lyps of fle

Figure 13. AltiReport Back Up
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Administrator Login

When Restore is selected, you will be required to validate the Admin
Password, then click Enter to restore all previous configurations from the
Administrator Profile, CDR Database Registration, AltiWare Registration,
User Management and Mail Server Configuration windows.

I Fiole: Administrator

WValidate Admin Password

Plense erter &fifegort paminpassword ||

| e aitigen.com |

Figure 14. AltiReport Restore

Log Configuration

The Download Log File button in the Log Configuration window allows
you to download the AltiReport file as a log file. Use the Enable button to
to include debug information in the log file, then click Apply.

AltiReport

XD

Administrator Profile CourioadLog s Fik: [ Downiosd LagFie
L Loggng Debug infarmatian
R
Configuration
Backup & Restore.

! Enable. & Disnle:
Al

(psamealbigen.com |

Figure 15. Log Configuration
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User Login

The AltiReport User screen allows the user to generate up to 40 specific
reports that can be printed or exported as a .CSV file.

To login as an general user, in the AltiReport Login screen, select the role
as User and enter the administrator Login Name and Password, then click
the Login button.

§ Altikeport - Microsoft Internet Explorer

| Fle Edt Vew Feveetes Tods e . =
| mek - 9 - Q[ Q) Dsewch rsveies Frede F D GO

| addbess []) batpJifrsthand.atigen.comfakireportiiogi. sp
| Google - || Epseach et ~

i Esotblcked Eleoorl 5| Edostions

AltiReport 5.0A

Relaased 09/27/2004

Role: © adain @ Liser
Login e
Fassword!

Login

vrvewesitigen com

|&]Dene o Internst

B

Figure 16. AltiReport User Login

Main Menu

The main menu displays when you are logged into AltiReport as a user.
From here, you can access all aspects of the AltiReport reporting
application based on the level of permissions or rights assigned to you by
your AltiReport administrator.

The default window displayed when a user logs into AltiReport for the first
time is the User Profile window. When reports are added to the Favorite
Reports List, the List All Favorite Reports window will become the
default window the next time the user logs into AltiReport.
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Main Menu

The top of the window displays the Login Name, Role, and Query
Preference. The main menu is divided into Group, Categories, and Sub-

Categories.

User Infarmation

Login hame tam

First Homs Tam

Last Hame Lu

T

Depaetrmert Hame

Emad

Perthizsion Heavy-metsl

Ouery Preference

Quary Preference. Quick [(Heavy-selal)
1 it ]

Figure 17. AltiReport Main Menu

Groups

Groups are tabs located at the top of the menu. Clicking on a tab allows you

to access reporting tools for that group.

e Favorite Reports - reports that are frequently run by the user.

e Agent Report - reports on all or individual agents within a site or

workgroup.

*  Workgroup Report - reports on all or individual workgroups within

a particular site.

e DNIS Report - reports on all or individual DNIS.

* About - lists AltiGen contact information.
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Categories

Categories are report parameters located as drop-down lists from the
Groups tabs displayed in the main menu. Based on the group you select,
selecting a category from the drop-down list allows you to further filter the
category for the report you wish to run.

1

-State Summarny
FReport
-5 [nbound Calls
Summary Repor
-WGE Quibound Calis
Summary Repor
-Direct Calls
Summary Repor
Analysis
-Calf Volume
Analysis
-Average WS Call
Handling Time
Analysis
-% Contribufion to
each W5
{TnbounafOutbound)
WG Call Handling
Time Distribution

-inboundiOutbound Call
Surnmary with % Analysis

-inbound Cails Wait Time
Summary

-Inbound Call Handling Summary
-Cuthound Call Handling
Surmmary

Analysis

-Inbound Answered Call Wait Time

-Inbound Abandoned Call Wai Time

-Inbound Overflowed/Redirected
Calis Walf Time

-Inbound Calis -Anawering Time
-Outhound Call Handling Time
-Inbound Call Priorify

-Curnulative inboundOuthound Call
-Curnulative inbound Call Wail Time
-Curnulative inbound Call Handling
-Curnulative Cutbound Call
Handiing

-Tofal & % inbound Calls
ANSFABN/OFL

-Total & % WS inbound Calls in Q
-Average Call Handling Time
-Total Quibound Calls

-Total Ouibound Calls Handling
Time

-Daity Max Number of Calls in )
-Diaily Longesi Clueue Time
-Daily Real Time Service L evelf

Favorite Agent Report Workgroup Report DNIS User About
Report Report Profile
Frequently- | Detail Detail Detail User AltiGen
Tun reports -Activily Event -Call Detail Report Call info contact

-Call Deiall Report | Summary Defail info

Summary -Agent(s) State Report

-Performance -Agent(s) Performance Surmary %\l

Summary ) -Agent Call Activity Summary with Surmmary

-Wi5 Calls & Direct % Analysis

Cali Activity -dgent CaltTime Contribufion %

Surmmary Repori Comparison

Figure 18. Reports Categories/Sub-Categories

Sub-Categories

Sub-categories are report names located as drop-down lists from the
Categories parameters of each Group tab.

AltiReport Manual
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Main Menu

Agent Report

L]

Detail:

— 1101 - Activity Event

— 1102 - Call Detail Report

Summary:

— 1201 - Performance Summary

— 1202 - WG Calls and Direct Call Activity Summary Report
— 1203 - State Summary Report

— 1204 - WG Inbound Calls Summary Report

— 1205 - WG Outbound Calls Summary Report

— 1206 - Direct Calls Summary Report

Analysis:

— 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 Report

20

Detail:

— 2101 - Call Detail Report

Summary:

— 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 Call Handling Summary

— 2208 - Outbound Call Handling Summary

Analysis:
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— 2301 - Inbound Answered Call Wait Time
— 2302 - Inbound Abandoned Call Wait Time

— 2303 - Inbound Overflowed/Redirected Calls Wait Time

— 2304 - Inbound Calls Answering Time

— 2305 - Outbound Call Handling Time

— 2306 - Inbound Call Priority

— 2307 - Cumulative Inbound/Outbound Call
— 2308 - Cumulative Inbound Call Wait Time
— 2309 - Cumulative Inbound Call Handling
— 2310 - Cumulative Outbound Call Handling

— 2311 - Total & % Inbound Calls ANS/ABN/OFL
— 2312 - Total & % WG Inbound Calls in Queue

— 2313 - Average Call 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

— 2318 - Daily Real Time Service Level

DNIS Report
* Detail:
— 3101 - Call Detail Report
e Summary:
— 3201 - Call Summary

Reports

Navigation

To access a report:

1. From the AltiReport main menu, select a category report menu
(Agent, Workgroup or DNIS), then use the side menu bar to highlight

AltiReport Manual

21



Reports

and specify the type of report (Detail, Summary or Analysis), then
use the side bar menu again to highlight and open the desired report.

Fole: General User |

il
1201 Performance SUmmary

Maira Analyzis 1202 WWi3s arvd Direcl Call Actiily Sunary Repeet Action

12013 State Summery Repart
1208 4 hbawnel Calls Summary Repart
1205 W3 Outbound Calls Summsry Repart

12065 Direet Calis Summary Repart

d -

Figure 19. Report Navigation

2. Once the report is chosen, configure the parameters for this report,
including the Time Range, Filtered By and Output options (HTML,
XML or .CSV file).

Pleaze select one or more Agent(z) Summary interval | D8y v!
List Agents In Workgroup =
B41 {iconf-ext 2) =] Report Range
547 (coni-ext ) & Time Period [Lus{ ~| Week 'I
B3 (conf-ext &) = —
544 (cont-ext 3) oo [ JEH 1o [ =]
B45 {conf-ext 3)
540 (et ) M
Conk-ge;
548 (cantext 3) I vieek s SN I S
543 (cont-ext 3) 2 FFFEFRFEREER
591 {conf-ext 1) - . =
592 (conf-ex 1) ™ Time From [00 2[00 2] 1o [00 2[00 =
B93 (confext 1)
594 (conf-axt 1)
595 (conf-ext 1) ship
55 fcontext 1) Cartpt Eormat HTRL -
B97 {coni-ext £) o & I 1
598 (cont-axt 2) ol sk S
593 (cont-ext 2) | Snow Empty Resul ™ Show Empty Record
=] o

Figure 20. Configure report parameters
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3. After the parameters have been set, click the Next button and

AltiReport will automatically generate the report results.

e

Wiegnescay, October 20, 2004 10:55:48 AM

AGENT(S) - DIRECT CALLS SUMMARY REPORT

100 (Front Desk)
Direct baund Calls
StariDote | Agent Anzveeres Holdl i)
cals | Tak Avg | cels | Tek Avg | cals | Tk Ava | cals
n0z0s | 100 | 0 - - [l B - 1 oomz | 0oz | 0
012006 | 100 | 3 05083 @0ide | W GOUGZ | @OG02 | 15 | 01108 | G:00e | 48
10N2m00¢ | 100 | 38 03001 o0n4s | 21| DoOss | OO0 | 20 00S42 | 0037 | &
Aonameos | oo | 28 oa7a | monss | 17 | oot4o | momes | 20 | 00s1s | ooods | 15
on4mane | 10D | 30 o442 oon2s | 22 | Doeds | oomt3 | 23 0OR<E | oooa7 | 18
Aonsmuoe | oo | 48 ooami  oonss | za | ooids | oooos | 45 oosan | ooods | 23
Sub Total 83 | 2314 | 000:99 | 199 | 04043 | 00005 | 95 | 0996 | om0zt | 64
al
<?uml version="1.0" encoding="150-8859-1" 7=
- <REPORT>
- <TITLE>
<![CDATA[ dgent (3] - Direct Calls Sumwary Report ]]>
</TITLE>

- <REFORT_ID>
<![CDATA[ 1206
</REPORT_ID=
- <DATE_TIME=
<![CDATA[ 09/29/2004 18:00:43
</DATE_TIME>
— <ALTIWARE_ID>
<![CDATA[ Heavy-Metal
</ALTIWARE_ID>
- <TIME_R&NGE>
<![CDATA[ 03/19/2004 - 09/25/2004
</TIME_RAMGE:
— <SUMMARY_INTERYAL>
<![CDATA[ Day 11>

AR LR TR

Figure 22. Report Results - XML

1=

1=

1=

1=

| e Gl Yo jmt Fomel Tosks [ols indow b :
DEds @AY (L BB - &8 @E I
Al

- =] < Puml worsion="1.0" ancoding="UTF-5"7=

Ageniz) - Dyecl Cals Sumemary Report
At 10 Heseetal

B Tine Range: 0%/19/004 - D35 Geoup By: Agent

7 Fiher By

i}

5 Repor I 1306

e

Ansowred
Tal

Hold

Talx

bl
11 Star Date Agem
12 Calk

Calk =
13 SubiTotal .

Figure 23. Report Results - .CSV

s s B FuE=S[H s":|i':._-=a

Direct Inhound Caks

M
Tak
D-

Connacled

o Call o Calks Talk
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Reports

Favorite Reports
To add a report to Favorite Reports:,

1. After running a report, click on the blue Add to Favorite button in the
top right corner of the report’s window.

AGENT ACTIVITY EVENT REPORT
0329004 17:27:22
102 (Jimmin Yao)
Time Starp Agent | Actty Tyee | Warkgroun Logout Reasan

0872112004 19:25:35 10z MDA [

03221004 120408 102 DMOVPAD | Al |

8222004 124439 102 DRENFNT al

0322004 13:51:23 102 DMOVPAD: | Al

0322004 13:51:36 102 MO al

08222004 135204 102 DhENPAD: | al

OBERE004 135749 102 Errar al

OBE2E004 135753 102 Erar | al

OBERE004 15:48:28 102 DMEFAT: al

Figure 24. Add to Favorite Report Window

2. Inthe Add Favorite Report window, enter a Name and Description for
the report, then click Add.

rnek Explorer
| Fle Edt tView Fevorites Tooks fep
| ek - =& - @[] | Dsearch CiFavores reda oF Fhr S H
| navess ) e 5o =] @ || Govgle~ |

rence Quick (Heavy-Metal)

Maine: [pgent 103 - geri Cal Detail Aeport |
Degeriplion ﬁuﬂﬂ] - dabn Smith - Agert Call Detail Reparf |

Figure 25. Add Favorite Report Window
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3. This will add the report to the Favorite Reports section, where it will
be listed under List All Favorite Reports. You can then run this report
directly from this window, instead of having to find the report in the
category menus.

List All Favorite Reports

Mare Report Type Schaclied Action
Agert 103 - Agent Coll DetaliReport | Agent Cob Detad Report ret schedued gdi  remove
| mwa aHigen.com |

Figure 26. List all Favorite Reports Window

Note:  When reports are added to the Favorite Reports List, the List All
Favorite Reports window will be the default window the next
time the user logs into AltiReport.
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Scheduling Favorite Reports

After adding a report to the Favorite Reports list, you can click on the edit
option in the List All Favorite Reports window to open up the Update

Favorite Report Window, where you can set up a schedule and email for
the report.

Loginheene: tom | Fole: Ganersl User

Update Favorite Report

hame

Raport [0

[
[
Repart blsme [
[

Deseryian [Agent Ackwiy E vert lepor for Ext 118

Update

W Auto Schedule:
| Seheduie enee: MM/ lgyp HH mm i
& Recuring

Stan Deta [127172004 i

@ paiy  every|! x| oeye
s MW TS
e I

© pay|! = orthe vt

€ wartnly every |1 T marercs) © Frst Day or e sentn
c

Last Day of the Month.
Senu repurtat [ 16 =]:[00 =
i

rid Respard b

wih'))

uGSupervisorfaltigen, con =

Figure 27. Update Favorite Report Window

In the Update Favorite Report window, select a schedule for the favorite

report. You can also configure an email address that AltiReport can send
the report to.

Important:  When setting up a report schedule for a specific time, the user
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.
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Printing Reports

To print areport, click on the Web Print button in the top left corner of the
report’s window.

Vigah Print. Wednezday, October 20, 2002 105

AGENT(S) - DIRECT CALLS

100 {Front Desk)
I | 1

Pirert nhaund Calls

Figure 28. Web Print Button

This opens a new web window.

A x|
]| & | ) @A [75% ]| HieMagns | Ciose AlReport
WOs) - Inb ourd Calls ANSIABNIOFL Analysis Page1of2
- [,
WG(S) - cALLS L ANALYSIS

450 (Tech Support (New)
T

I e ST

SHHHGH oo

HUBSGHH R HY 2w

enHHHH 2

3%
0%
oo
ow
i

4 |

Figure 29. Web Print Window

The Web Print feature will automatically adjust paper print size, layout and
orientation. You can also 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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Reports

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

[

Genesal | Secudy | Fivacy | Content | Connections | Programs  Advanesd

[¥] Piirt back gound cobais and mages
A, Seamrm 2
)‘ ‘when szaiching
O Display esuks, and go 1o 1he mast el sile
O Do nol sesich biom he Addess bar
0 Just display the resuls in the main window
@ Just go o the mast ely sile
Dy Secunly
[F] Check for publsher's cedlificate revacstion
[ Check far samver caslificate revocation [requites resianl]
[ Check for signstures or dowrioaded progams J

=

O Donot save enciypted pages bo dzk
[ Empip Temporary Inbemet Fikes loider wihen biowser iz closed
[ Enable Integiated Windows Authenlication iecures estert]

[F Ensbie Pralie Assstant -
| | »
Bestare Defats I

T =T |

Figure 30. Print background colors and images checkbox - Internet Options

Saving Reports

To save a report outputted as an HTML format, use the Save As function
in the Windows menu to save the web page.
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Reports

Reports

For detailed information on database fields, refer to the CDR Manual.

Agent Reports

1101 - Agent Activity Event
The Agent Activity Event report displays the agent’s activity.

Time Stamg | Agent | Activity Type | ‘Warkgroup | Logout Reason
1142972004 05:26:18 20 Login 450 (Tech Support (Mew))
112802004 05:45:50 210 Maot-Ready All
112802004 05:45:50 210 Ready All
A <o <o TE>

Table
All data from Table AGENTACTIVITY

Columns

a. AGENTACTIVITY.Time_Stamp
b. AGENTACTIVITY.AgentNum
c. AGENTACTIVITY.Activity

d. AGENTACTIVITY.WGNum

e. AGENTACTIVITY.Reason

1102 - Agent Call Detail Report

The Agent Call Detail Report displays the CDR records for an agent’s
inbound and outbound call.

Inbound Calls
Start Enct l Duration in Ditferent Call State Start thir| Exit Seszsion  [Seq|
Dir Time Time: Caller | G| Ring_ | Talk_Hoid[Rec|priorty| SLT State: o |o
1172952004 1112952004
N resos Prigsiing 1234867 56700004 0:00:15 0:00.01 /00022 - | - | 5 | ¥ Connected 1101269294 1
1172912004 1112912004 o Fi
B s e 1234567 &7 mODOB - mom20l - |- - | - | ¥ Hang up During Ring 1101269526, 1
a B c 1 B F | 6 | H | 1 [J K L|mM n ° P
Outhound Calls
Start Endt Duration in Different Call State | Start | Within Exit Session Seq
Dir. Time: Time Terget | WG| A&MVR [Gueue | Fing | Tak [Hold [Fec | Priority | SLT State D ]
Out | 1172972004 10:43:43 1172972004 10:4823 1234567 | 123 - - 0:00:05 | 0:04:35 | - - - A Connected 1026977 1
Out| 117292004 10:56:08 | 1172902004 10:5613 | 1234867 123 - - feooes| - |- |- | - ¥ | HangupDuringRing | 1101269293 | 1
A B [ B B2 F [ [ Lkl L m H o P
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Agent Reports

Table
All Data from Table CDR Main
Columns
a. Direction
b. StartTime
¢. EndTime
d. D1- CallerNum; D2 - TargetNum
e. E1-TargetWgNum; E2 - OutGoingWG
f.  AADuration
g. QueueDuration
h.  RingDuration

i.  TalkDuration
j. HoldDuration

k. RecordDuration

I.  StartPriority

m.  AnswerWithinSLT
n. ExitState

0. SessionlD

p. SequencelD

1201 - Agent Performance Summary

The Agent Performance Summary report displays a summary of an agent’s
performance.

[ ANVUGS and Direct Calls (nbound & OLtbound) [ 7ota | Non-Call Activties
StartDate | Agent | Answered [ Hold [ ‘Wkap-Lip | Fertarming | Calls Cther Activities During Login
| Cals | Duration | Avg | Calls | Duration | Avg | Calls | Durstion | Avg | Time RN4 | Not-Resdy | DNDFAD | Eror

2004 | 210 | 41| 43616 | DO0B4B | 4 | 00013 | DONOG | 40 | 04430 | o002 45559 [ 1:33.00 - 0000106
1232004 | 210 | 29 22608 | 00502 | 2 | OOOM6 | DODOS | 28 | 0:09:45 | 00020 | 23640 0 11042 - 00002
CBOCC Y B> |CE>KFY Co> CH> Ty > TR CL» (WMy CH> o>

Table

All data from Table AGENTPERWGSUMMARY1,
AGENTPERWGSUMMARY2, AGENTSUMMARY1,
AGENTSUMMARY2, AGENTSUMMARY4.

Columns

a. AGENTPERWGSUMMARY1.StartTime = AGENTSUMMARY 1.StartTime
b. AGENTPERWGSUMMARY1.AgentNum = AGENTSUMMARY1.AgentNum
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¢. AGENTPERWGSUMMARY2.NumInWGAnswered +
AGENTSUMMARY 2.NuminDirCall +
AGENTPERWGSUMMARY 2.NumOutWGConnected +
AGENTSUMMARY2.NumOutDirConnected

d. AGENTPERWGSUMMARY2.DurlnWGTalk +
AGENTSUMMARY2.DurInDirTalk +
AGENTPERWGSUMMARY2.DurOutWGTalk +
AGENTSUMMARY2.DurOutDirTalk

e. D/C

f.  AGENTPERWGSUMMARY2.NumIinWGHold +
AGENTSUMMARY2.NuminDirHold +
AGENTPERWGSUMMARY 2.NumOutWGHold +
AGENTSUMMARY 2.NumOutDirHold

g. AGENTPERWGSUMMARY2.DurlnWGHold +
AGENTSUMMARY2.DurInDirHold +
AGENTPERWGSUMMARY 2.DurOutWGHold +
AGENTSUMMARY2.DirOutDirHold

h. G/F

i. AGENTPERWGSUMMARY2.NumInWGWrapUp +
AGENTSUMMARY 2.NumInDirWrapUp +
AGENTPERWGSUMMARY 2.NumOutWGWrapUp +
AGENTSUMMARY 2.NumOutDirWrapUp

j.  AGENTPERWGSUMMARY2.DurlnWGWrapUp +
AGENTSUMMARY 2.DurIlnDirWrapUp +
AGENTPERWGSUMMARY 2.DurOutWGWrapUp +
AGENTSUMMARY 2.DirOutDirWrapUp

k. J/1

. D+G+]J

m. AGENTPERWGSUMMARY2.NumInWGRNA
n. AGENTPERWGSUMMARY4.DurNotReady

0. AGENTPERWGSUMMARY4.DurAgentDND +
AGENTPERWGSUMMARY4.DurAgentFWD

p. AGENTPERWGSUMMARY4.DurAgentError

1202 - WG Calls and Direct Call Activity Summary
Report

The WG Calls and Direct Call Activity Summary Report displays a
summary of an agent’s workgroup and direct calls.

Totel| Total | Avg A1VGs nbound A1V3s OutBound Direct Inbound Direct Outhound

StartDate | sgert | Call | Tak | Tak [Cals| % | Tak | AvTak [Cals| % | Tak | AvoTak |Calls| % | Tak | AvaTak [Cals| % | Tak | AvaTak

112202004 | 210 | #1 | 43916 | 00646 | 24 |56.5% 32223 | 00625 | 16 |99.0% |1:16:35 | 0447 | 1 |24% 00016 | D006 | 0 | 0.0% B

11232004 | 210 20 | 22608 00502 | 15 [517% 15018 | 00725 | 8 310% G106 00200 | 1 |34% 00018 00016 | 4 138% 01627 00408
a B c| o E |F| & H | 4K L M [n o P o R 5
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Table

All data from Table AGENTPERWGSUMMARY1,
AGENTPERWGSUMMARY2, AGENTSUMMARY1,

AGENTSUMMARY?2.

Columns
a. AGENTPERWGSUMMARY1.StartTime = AGENTSUMMARY1.StartTime
b. AGENTPERWGSUMMARY1.AgentNum = AGENTSUMMARY1.AgentNum

- ® o o

I

1203

F+J

H+L

D/C

AGENTPERWGSUMMARY 2. NumInWGAnswered
F/C

AGENTPERWGSUMMARY2. DurlnWGTalk.

H/F

AGENTPERWGSUMMARY 2. NumOutWGConnected
Jic

AGENTPERWGSUMMARY 2. DurOutWGTalk
L/

AGENTSUMMARY 2. NumInDirAnswered

N/C

AGENTSUMMARY2. DurInDirTalk

P/N

AGENTSUMMARY 2. NumOutDirConnected

R/C

AGENTSUMMARY2.DurOutDirTalk

T/R

- Agent State Summary Report

The Agent State Summary Report displays a summary of an agent’s state.

Start Date

Duration in differert state whis logon
Agent Logoff Logon WG Ide | WGBusy | Wap-Up | Not-Ready | DNDRWD | Error Direct Call Duration

1112272004
1142372004

B>

210 17:21:29 B33 01144 43911 014:30 1:33:00 - 00006 [IRE]
210 19:59:57 40003 02354 20940 00945 1:10:42 o002 01645
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Table

All data from Table AGENTPERWGSUMMARY1,
AGENTPERWGSUMMARY2, AGENTSUMMARY1,
AGENTSUMMARY2, AGENTSUMMARY3, AGENTSUMMARY4.

Columns
a. AGENTPERWGSUMMARY1.StartTime = AGENTSUMMARY 1.StartTime
b. AGENTPERWGSUMMARY1.AgentNum = AGENTSUMMARY1.AgentNum

“Summary Duration (24:00:00 for daily)” - D
AGENTSUMMARY 3.DurLogon
D-F-G-H-1-J

AGENTPERWGSUMMARY2.DurInWGTalk +
AGENTPERWGSUMMARY2.DurOutWGTalk +
AGENTPERWGSUMMARY2.DurlnWGHold +
AGENTPERWGSUMMARY 2.DurOutWGHold

AGENTSUMMARY 2.DurlnWrapUp + AGENTSUMMARY 2.DurOutWrapUp
h.  AGENTSUMMARY4. DurNotReady.

i. AGENTSUMMARY4. DurAgentDND + AGENTSUMMARY4. DurAgentFWD
j. AGENTSUMMARY4. DurAgentError

AGENTSUMMARY2.DurInDirTalk + AGENTSUMMARY 2.DurOutDirTalk +
AGENTSUMMARY2.DurInDirHold + AGENTSUMMARY 2.DurOutDirHold

- o a o

1204 - Agent WG Inbound Calls Summary Report

The Agent WG Inbound Calls Summary Report displays an agent’s
inbound workgroup calls.

Holet
Cals | Total | Avg
00011 | 00003
00001 | o0n0t

Lo e )

Answered
Cals | Tak | Avglak | Ring | AvgRing
117222004 | 480 24 0 | 24 | 32223 | (0&25 | 00214 | 00008 3
MizaR004 | 450 15 0 | 15 | usE | oOmEs | o0niE | 0000s 1
A e SOSCE> CF> | 6> | CH» | T [T

Table

All data from Table AGENTPERWGSUMMARY1,
AGENTPERWGSUMMARY2.

wirap-Lip
Totel | Avg

00043
00044
o>

Calls

StartDate | WG ‘ Calls Offered ‘ RMA

011555
1110
CH>

15

Columns
AGENTPERWGSUMMARY1.StartTime

a.
b.
c.
d.

AGENTPERWGSUMMARY 1.WGNum
AGENTPERWGSUMMARY 2.NumInWGCall
AGENTPERWGSUMMARY2.NumInWGRNA

AltiReport Manual 33



Agent Reports

e. AGENTPERWGSUMMARY2.NumInWGAnswered
AGENTPERWGSUMMARY 2.DurInWGTalk
F/E

AGENTPERWGSUMMARY 2.DurlnWGAnNsRing
i. H/E

j. AGENTPERWGSUMMARY2.NumInWGHold

k.  AGENTPERWGSUMMARY2.DurlInWGHold

. K/

m. AGENTPERWGSUMMARY2.NumInWGWrapUp
n. AGENTPERWGSUMMARY2DurinWGWrapUp
o. N/M

= a o

1205 - Agent WG Outbound Calls Summary Report
The Agent WG Outbound Calls Summary Report displays an agent’s

outbound workgroup calls.

Connected Hold

Virap-Lp

Start Date ‘vve cals | Taik | Ay Cals | Total [ Avy Cals_| Total

[ Ay

172202004 450 16 11635 0:04:47 1 0:00:02 00002 18 0:09:33
117232004 450 9 01808 0:02:00 1 0:00:15 00015 13 00510

00031
00023

A <c o> CE> o o) <G T T I CH>
Table
All data from Table AGENTPERWGSUMMARYZ,
AGENTPERWGSUMMARY?2.
Columns

a. AGENTPERWGSUMMARY1.StartTime

b. AGENTPERWGSUMMARY1.WGNum

c. AGENTPERWGSUMMARY2.NumOutWGConnected
d. AGENTPERWGSUMMARY2.DurOutWGTalk
D/C

AGENTPERWGSUMMARY 2.NumOutWGHold
AGENTPERWGSUMMARY 2.DurOutWGHold
G/F

i. AGENTPERWGSUMMARY2.NumOutWGWrapUp
AGENTPERWGSUMMARY 2DurOutWGWrapUp
k. J/1

= @

> @

—
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Reports

- Agent Direct Calls Summary Report

The Agent Direct Calls Summary Report displays an agent’s direct inbound
and outbound call.

Start Date

Direct Inbourd Cals
Answered Hold
Tak__ | Avg Cals | Talk

Cirect Outbound Cals:
Connected Hold
[ ava Calls_| Talk | Ava | Calls | Talk | fwg

Agent M

Cals | Talk

Calls_| [ v

1172912004
1113012004

210 2 00746 | 00353 0 0:01:02 0 - - 0
210 9 01840 | 00204 2

B> |C€> <D

1 0:01:02

Co032 | OO0ois i CoU07 | o107 o s s 0 - -
Lo o W O |

Table

All data from Table AGENTSUMMARY1, AGENTSUMMARY2.

Columns

T &

e o

S e = o

AGENTSUMMARY1.StartTime
AGENTSUMMARY1.AgentNum
AGENTSUMMARY 2.NumInDirAnswered
AGENTSUMMARY2.DurInDirTalk

D/C

AGENTSUMMARY 2.NumInDirHold
AGENTSUMMARY 2.DurInDirHold

G/F

AGENTSUMMARY 2.NumInDirVM
AGENTSUMMARY2.DurIlnDirVM

JI1

AGENTSUMMARY 2.NumOutDirConnected
AGENTSUMMARY 2.DurOutDirTalk
M/L

AGENTSUMMARY 2.NumOutDirHold
AGENTSUMMARY 2.DurOutDirHold
P/O
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1301 - Agent Call Volume Analysis

The Agent Call Volume Analysis report displays an agent’s call volume.

Haur-of-Dary [ 1G5 Inbound Call [41114iG(s) Outbound Call  Direct Inbound Call | Direct Outbound Cal
08:00-05:00 5 [ [ [
08:00-10:00 3 2 5

10:00-11:00 a 5 1 0
11:00-12:00 14 4 3 0
12:00-13:00 14 1 1 0
13:00-14:00 11 7 3 0
14:00-15:00 a 4 2 0
15:00-16:00 5 0 0 0

<A <€ ) CE>
Table

All data from Table AGENTPERWGSUMMARY1,
AGENTPERWGSUMMARY2, AGENTSUMMARY1,
AGENTSUMMARY2.

Columns

a. Time, Not from database

b. AGENTPERWGSUMMARY 2.NumInWGAnswered
c. AGENTPERWGSUMMARY2.NumOutWGConnected
d. AGENTSUMMARY2.NumInDirAnswered

e.  AGENTSUMMARY2.NumOutDirConnected

1302 - Agent Average WG Call Handling Time Analysis

The Agent Average WG Call Handling Time Analysis report displays an
agent’s average workgroup call handling time for inbound and outbound
calls.

Hour-of-Diay | Average Workgroup Call Handling Time (In & Out)

09:00-10:00 0:04:43

10:00-11:00 0:05: 48

11:00-12:00 0:05:26

12:00-13:00 0:11:21

13:00-14:00 0:04:20

14:00-15:00 0:04:20

1:5:00-16:00 0:11:26

A

Table
All data from Table AGENTPERWGSUMMARY1,
AGENTPERWGSUMMARY?2.
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Columns

a. Time, Not from database

b. (AGENTPERWGSUMMARY2.DurlnWGTalk+
AGENTPERWGSUMMARY 2.NumOutWGConnected+
AGENTPERWGSUMMARY 2.DurlnWGWrapUp+
AGENTPERWGSUMMARY 2.DurOutWGWrapUp+
AGENTPERWGSUMMARY 2.DurlnWGHold+
AGENTPERWGSUMMARY2.DurOutWGHold) /
(AGENTPERWGSUMMARY 2.NumInWGAnswered+
AGENTPERWGSUMMARY 2.NumOutWGConnected)

1303 - Agent % Contribution to each WG (Inbound/
Outbound)

The Agent % Contribution to Each WG report displays the percentage of
calls answered by agent for each workgroup the agent belongs to.

Table

All data from Table AGENTPERWGSUMMARY1,
AGENTPERWGSUMMARY?2

Call Number

AGENTPERWGSUMMARY 2.NumInWGAnswered+
AGENTPERWGSUMMARY 2.NumOutWGConnected

Duration

AGENTPERWGSUMMARY2.DurlnWGTalk +
AGENTPERWGSUMMARY 2.NumOutWGConnected +
AGENTPERWGSUMMARY 2.DurlnWGWrapUp +
AGENTPERWGSUMMARY 2.DurOutWGWrapUp +
AGENTPERWGSUMMARY 2.DurlnWGHold +
AGENTPERWGSUMMARY 2.DurOutWGHold

1304 - Agent WG Call Handling Time Distribution

The Agent WG Call Handling Time Distribution report displays a chart of
an workgroup agent’s inbound and outbound calls, including length of call
(in minutes).

Table
All data from Table CDRMAIN
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Duration

TalkDuration + HoldDuration

Workgroup Reports

2101 - Workgroup Call Detail Report

The Workgroup Call Detail Report displays call detail reporting for the

specified workgroup(s).

Inbound Calls
Start End [ Duration in Differert Call State: EE Ext Session [seq|
Dir Time Time Caller Agert  |aamR[Gueve] Ring | Talk | Hold | Rec |priority| SLT State D 1]
120002004 | 1270112004 210 (TechSupport
In Teratn | 14dpes TU2FESOROD (UTLERLLGY T L SEEPT poney - 0090017 - B02M8 5 | V| Comected  MOIZTZEN 2
Transter
120172004 | 120112004 450 (Tech Support
In s, | Gheaed 100 (Front Desk) ey 5 | ¥V | Destinaon 101272242 3
Unvaisisle
A ez CEDCE G o I IR L CH> CH> O
Outbound Calls
Start Endl Duration in Ditferent Call State Start. [ithin Ext Session D [Seq]
Dir. Time Time: Target Agent [pamvRoueve] Ring | Tak [Hol] Rec [Priority| SLT State D 1]
120172004 | 120012004 206 0Afliam 277 (Support (Gato VM without Leaving
out 14:05:43 1 4:06:20 Gaynor] Coucoulas) . s . . s ¥ oice Messane 122220/ 1
120102004 | 12001/2004 | 210 (TechSupport | 277 (Support
out D by P Courouna - - |ooo0200547 - |o0ses 5 | v Connetest 101272223 1
<A <z CEDF 6 o T I TR T <M <HD> 0o

Table
All data from Table CDRMAIN

Columns

StartTime

EndTime

C1 - CallerNum; C2 - TargetNum
D1 - TargetNum; D2 - CallerNum
AADuration

T o

- ® o o

QueueDuration
RingDuration
TalkDuration

I

i.  HoldDuration

j. RecordDuration

k.  StartPriority

I. AnswerWithinSLT
m. ExitState

n. SessionlD
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2201 - Workgroup Agent(s) State
The Workgroup Agent State report displays the state for specified

Reports

workgroup agent(s).

StartDate | Agert | LoginDurstion | Mot-Reacy | DNDFAD | Error
11429/2004 210 (TechSupport Ogakian) 23144 - -
11430/2004 210 (TechSupport Ogakian) - 1:05:06 - -

o Y] <C> o () CE> | CFD
Table

All data from Table AGENTPERWGSUMMARY 1,
AGENTPERWGSUMMARY3, AGENTSUMMARY1,
AGENTSUMMARY4.

Columns

AGENTPERWGSUMMARY 1.StartTime
AGENTPERWGSUMMARY 1.AgentNum
AGENTPERWGSUMMARY3.DurLogin
AGENTSUMMARY4.DurNotReady
AGENTSUMMARY4.DurAgentDND+AGENTSUMMARY 4.DurAgentFWD
AGENTSUMMARY4.DurAgentError

2202 - Workgroup Agent(s) Performance Summary

The Workgroup Agent(s) Performance Summary report displays a
performance summary of the specified workgroup agent(s).

StartDate | Agent

Winrkeroup and Direct Calls (inbound & Outbound)

Tatal

Non-Call Activities:

Answered Hold

Virap-Lp

Calls | Total | Avg | Calls | Total | Avg

Cals | Total | Avg

Performing

Time:

Calls
RHA | Not-Ready

Other Aclivilies During Login

DHDFAD [ Error

11292004 | 210
11502004 | 210

<hA> |TB>

2 | oov4e | 003s3 | 0
9 | oEd0 | 00204 | 2 00032 | OO0

e <B > | CED [TFm <6 CH>

40 | 02528 | 00033
45 | 02845 | 0038

i cd> | CE>

03314
04757

L

) 2:31:44
[ 10506

Table

All data from Table AGENTPERWGSUMMARY1,
AGENTPERWGSUMMARY2, AGENTSUMMARY1,

AGENTSUMMARY2, AGENTSUMMARY4.

Columns

a.

AGENTPERWGSUMMARY 1.StartTime

b. AGENTPERWGSUMMARY1.AgentNum
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2203

AGENTPERWGSUMMARY 2.NumInWGAnswered +
AGENTPERWGSUMMARY 2.NumOutWGConnected +
AGENTSUMMARY2.NumInDirAnswered+AGENTSUMMARY 2.NumOutDirC
onnected

AGENTPERWGSUMMARY 2.DurlnWGTalk + AGENTPERWGSUMMARY
2.DurOutWGTalk +
AGENTSUMMARY2.DurlnDirTalk+AGENTSUMMARY 2.DurOutDirTalk

D/C

AGENTPERWGSUMMARY 2.NumInWGHold + AGENTPERWGSUMMARY
2.NumOutWGHold +
AGENTSUMMARY 2.NumInDirHold+AGENTSUMMARY 2.NumOutDirHold

AGENTPERWGSUMMARY 2.DurlnWGHold
+AGENTPERWGSUMMARY2.DurOutWGHold +
AGENTSUMMARY 2.DurlnDirHold+AGENTSUMMARY 2.DurOutDirHold

G/F
AGENTSUMMARY2.NumInWrapUp+AGENTSUMMARY 2.NumOutWrapUp
AGENTSUMMARY 2.DurlnWrapUp+AGENTSUMMARY 2.DurOutWrapUp
J

D+G+J

AGENTPERWGSUMMARY 2.NumInWGRNA
AGENTSUMMARY4.DurNotReady
AGENTSUMMARY4.DurAgentDND+AGENTSUMMARY4.DurAgentFWD
AGENTSUMMARY4.DurAgentError

- Workgroup Agent Call Activity Summary with %

Analysis

The Workgroup Agent Call Activity Summary with % Analysis report
displays call activity for the specified workgroup agent(s).

Start Date

0 Calls \iorkgroup Inbound Wirkgroup Otbound Direct Inbound Direct Outaound!
sgert [Cals [ Tak | fwy |Cals| % | Tak | Awg |Cals| % | Tak | Avg |Cals| % | Tak | Avg |Calls| % |Tak|Avg

11/29/2004
11i30/2004

210 | 42 | 40225 | 00546 [ 32 |762% | 34556 | 007.03 | 8 |190% | 00641 [ 00005 | 2 | 48% | 00746 00353 | 0 |00% | -
20 | 53 | 400:34 00432 [ 3 585% | 3221 | 00645 | 13 | 245% | 01233 | 00057 | 9 | 17.0% 01640 00204 | O | 00% | -

CA> BT D> CEopF G W | CT > T c Ry C> | CMer Wac0 > CF> CO > RACS I Tol

Table

All data from Table AGENTPERWGSUMMARY1,
AGENTPERWGSUMMARY2, AGENTSUMMARY1,
AGENTSUMMARY?2.
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Columns

T o

- o a o

5 e

AGENTPERWGSUMMARY 1.StartTime
AGENTPERWGSUMMARY 1.AgentNum
F+J+N+R

G+K+0+S

D/C

AGENTPERWGSUMMARY 2.NumInWGAnswered
(F/C)*100%
AGENTPERWGSUMMARY2.DurInWGTalk
H/F

AGENTPERWGSUMMARY 2.NumOutWGConnected
(J/C)*100%
AGENTPERWGSUMMARY2.DurOutWGTalk
LA

AGENTSUMMARY 2.NumInDirAnswered
(N/C)*100%
AGENTSUMMARY2.DurInDirTalk

P/N

AGENTSUMMARY 2.NumOutDirConnected
(R/C)*100%

AGENTSUMMARY 2.DurOutDirTalk

TIR

2204 - Workgroup Agent Call/Time Contribution %
Comparison

The Workgroup Agent Call/Time Contribution % Comparison report
displays all calls, including inbound workgroup, outbound workgroup,
direct inbound and direct outbound calls, for the specified workgroup
agent(s).

et Date

‘Wiorkgroug Inboured Workyroup CrudBoud ] Dt bibonrnd e Outbronred

Al Calls |
aget[cods] % | T | % Joeds| % | Tex | % Joebs| % | ek | % Joens| % | Tex | % oss| % | Tek | %

VIE0R00T | 196 | 36 40A% 15300 | 520w | 27 [aeen  nwass|seam | 7o [s0m oomse|[aiem [ 1 [o0w oonos | 1eis | 1 [1000% 00005 1000
10004 | 10 | 53 | saes s003s | esow | 31 s34% (3 6776 |13 650% 01233 s8a | 9 000w oigd0 10w | 0 oo | . | oom

[ S o o ol el e o il s S g e "l e e ol e g )
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Table

All data from Table AGENTPERWGSUMMARY1,
AGENTPERWGSUMMARY?2, AGENTSUMMARY1,
AGENTSUMMARY?2

Columns

AGENTPERWGSUMMARY 1.StartTime
AGENTPERWGSUMMARY 1.AgentNum
G+K+0+S

C/<TOTAL> *100 %

1+M+Q+U

E /<TOTAL> *100 %
AGENTPERWGSUMMARY 2.NumInWGAnswered
G /<TOTAL> *100 %

i. AGENTPERWGSUMMARY2.DurlnWGTalk
j. 1/ <TOTAL> *100 %

k.  AGENTPERWGSUMMARY 2.NumOutWGConnected
. K/<TOTAL> *100 %

m. AGENTPERWGSUMMARY2.DurOutWGTalk
n. N/<TOTAL> *100 %

0. AGENTSUMMARY2.NumInDirAnswered

p. O/<TOTAL> *100 %

g. AGENTSUMMARY2.DurInDirTalk

r. Q/<TOTAL> *100 %

s.  AGENTSUMMARY2.NumOutDirConnected

t. S/<TOTAL>*100 %

u. AGENTSUMMARY2.DurOutDirTalk

v. U/<TOTAL> *100 %

T o

- ® o o

= @
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2205 - Workgroup Inbound/Outbound Call Summary
with % Analysis

The Workgroup Inbound/Outbound Call Summary with % Analysis report
displays all inbound (answered/abandoned/overflowed) calls and outbound
connected calls for the specified workgroup agent(s).

Inbound Calls Connected Total
Start Time Workgroup | Tatal Anvvered Abandoned Overflovved/Redirected Cutbound Calls wWe
Cals [Calls [ % | Tak | Avg |cals | % Cals | % Cals | Tak | Awvg | cals
11/28/2004 450 53 | B9 | 831% | 70756 | DOBA2 | 13 | 157% 1 1.2% 45 | 12522 | 0.01:53 | 128
1130/2004 4s0 123 93 B05% 9:47:59 00556 16 130% 8 6.5% 39 1:4219 0:02:37 162

A B> KOOI CE> | <F> <G> CHAcT>| <JI> K> Ko <> | CH> K0

Table
All data from Table WGSUMMARY

Columns

StartTime

WGNum

NumInWGCall

NumlInAnswered

D/C * 100%

DurlInTalk

F/C

NumInAbnInQ + NumInAbnDuringRing
i. H/C*100%

j. NumInOverflow + NumInAbnVmMsg + NumInAbnVmNoMsg NumInAbnToApp
+ NumInAbnToOthers

k. J/C*100%

T @

e o

S @ = o

I. . NumOutConnected
m. DurOutTalk

n. ML

0. C+L
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2206 - Workgroup Inbound Calls Wait Time Summary

The Workgroup Inbound Calls Wait Time Summary report displays the
wait time for total inbound calls, including calls answered, abandoned and
overflowed, for the specified workgroup.

Tolsl Arverared Absarwdoned (ABN) Orven lkreredRodrocied
St Time | Werkgrowp | reound | l [ _vwrinsin Hargp b Tota ADN

Cals Calls AT Aorg WT IC’S | % Cusum | Ring | Calls I WT Aovg WT Calls WT Ao WT
12802004 450 83 B8 | 53805 | 00454 | 68 | saEw | 13 0 | 13 | 0346 | 00240 [ 014.25 865
1004 450 123 o A3 Lt il I % | 900% 16 o 16 oz | o020 8 3608 Fal
AT o e e JTB CEZy TR ey CHO) IS CITt KD Tl TMD [THD Con SR

Table
All data from Table WGSUMMARY
Columns

a. StartTime

b. WGNum

¢.  NumInWGCall

d.  NumInAnswered

e. DurInAnsQ + DurlnAnsRing

f. EID

g.  NumInAnsWithinSLT

h. G/D *100%

i.  NumInAbnInQ

j. - NumInAbnDuringRing

k. 1+

I. . DurlnAbnInQ + DurlnAbnInQ_RingTime + DurlnAbnDuringRing +

DurlnAbnDuringRing_RingTime
m. L/K

n.  NumlInOverflow + NumInAbnVmMsg + NumInAbnVmNoMsg +
NumInAbnToApp + NumInAbnToOthers

0. DurInOverflowQ + DurlnOverflowRing + DurlnAbnVmMsg +
DurlnAbnVmMsg_RingTime + DurlnAbnVmNoMsg +
DurlnAbnVmNoMsg_RingTime + DurlnAbnToApp +
DurlnAbnToApp_RingTime + DurlnAbnToOthers +
DurlnAbnToOthers_RingTime

p. OIN
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2207 - Workgroup Inbound Call Handling Summary
The Workgroup Inbound Call Handling Summary report displays call

Reports

handling for all inbound calls, including answered calls, abandoned calls
and overflowed calls, for the specified workgroup.

Total Answvered Calls Apandoned Calls Cverfloveed | hum

Total

il R P4 FA R RS S A FA R s e e
I | N N 5 N
E> ek | F E | B | T T B | < Wl oo P B
Table
All data from Table WGSUMMARY
Columns
a. StartTime
b. WGNum
c. D+J+N
d.  NumInWGCall
e. DIC*100%
f.  DurInTalk
g. FD
h.  DurInTalk + DurlnHold + DurlnWrapUp
i. H/D
j. L+M
k. J/IC*100%
. NumiInAbnInQ
m. NumlInAbninDuringRing
n.  NumInOverflow + NumInAbnVmMsg + NumInAbnVmNoMsg +
NumInAbnToApp + NumInAbnToOthers
0. N/C*100%
p. NumInAbnVmMsg
g.  NumiInCalllnQ
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2208 - Workgroup Outbound Call Handling Summary

The Workgroup Outbound Call Handling Summary report displays call
handling information for connected calls for the specified workgroup.

Start Date |Wurkgruup Total Connected Calls |Total Talk TimelAvg Talk Time|Total Handling TimelAvg Handling Time [# of Xfer
e I I I I T R
) o) oo | CE TE <o |<H
Table
All data from Table WGSUMMARY.
Columns
a. StartTime
b. WGNum
c.  NumOutConnected
d. DurOutTalk
e. DIC
f.  DurOutHold + DurOutTalk + DurOutWrapUp
g. FIC
h.  NumOutXfer

2301 - Workgroup Inbound Answered Call Wait Time

The Workgroup Inbound Answering Call Wait Time report displays
answered calls wait time (queue time + ring time) for the specified
workgroup.

Tatal Ansvvered Calls VWait Time (Queve + Ring) Yithin (seconds)

Start Date call 030 3160 [ st [ gazm [ 1zaso [REE | =181
Answered Calls % | Cals | % | cals | % | Cals | % | cals | % | Cals | % | Cals | %

11/28/2004 69 15 21.7% 2 29% 4 5.8% 3 4.3% 1 1.4% 5 T2% 39 56.5%

/302004 ) 2 | 1% 7w e | eam | 2 | 20% | 4 40% 4 4% | st 51.5%

124012004 63 15 | 2% 1 14% | 3 | 43w 1 143 | 10| 145% 5 | T2% | 34 | 493%

Table
All data from Table CDRMAIN

Filter
TalkDuration > 0; TargetWGNum

Group
TargetWGNum, WGSessionlD
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Value

QueueDuration+RingDuration

2302 - Workgroup Inbound Abandoned Call Wait Time

The Workgroup Inbound Abandoned Call Wait Time report displays total
abandoned calls and abandoned call wait time (queue time + ring time) for
the specified workgroup.

Tutal Avwdoned el Tir + i) Wik
St Date ] 0.0 [ N [ wan [ mam | waas | stam | >
Avadoned | Cals % | oo % |cus | % |Cals ]| w [cats | w |cas]| w | cas %
11232004 13 4 A% 1 T 0 0.0% o 0% 1 TI% 1 TI% L] AB2%
11602004 16 & 3T5% 1 6.2% 1 6.2% 1 B2% 1 62% z 125% 4 0%
12012004 0 6| a0 4 | W0% 1 s0% | 0 ook | 0 | op% o 0.0 a | a5

Table
All data from Table CDRMAIN

Filter
TalkDuration = 0 AND AbnTargetType = 8; TargetWGNum

Group
TargetWGNum, WGSessionlD

Value

QueueDuration+RingDuration

2303 - Workgroup Inbound Overflowed/Redirected
Calls Wait Time

The Workgroup Inbound Overflowed/Redirected Calls Wait Time report
displays Inbound Overflowed and Redirected Calls Wait Time statistics for
the specified workgroup.

Tetsl Calts Wi Times (Quasue + Ring) VWkin |

St Date ol [0 [ N I (A=) I s1am [ @mam [ wmam | ]

|

CAVIRED Cals % Calls % Calls % lﬂs % IC’!I‘% Calls ® l(ﬂs % |
1 0 1
0 &
2 3

200 0 0% 00% 0 00% 0 0.0% o 0% 0 0.0% 100.0%
0004 8 0 0% 00% 0 00% 1 125% o 00% 1 125% T5.0%
120 2004 a ] 250 250% 1 125%, o 0% o 0% 0 ey 37 85

All data from Table CDRMAIN
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Filter

TalkDuration = 0 AND (ExitState NOT IN (2,3,7) OR AbnTargetType
BETWEEN 1 AND 7); TargetWGNum

Group
TargetWGNum, WGSessionID

Value

QueueDuration+RingDuration

2304 - Workgroup Inbound Calls Answering Time

The Workgroup Inbound Calls Answering Time report displays inbound
calls answered time statistics for the specified workgroup.

Total Call Answrering Time (Talk + Hold) #ithin (seconds)

Start Dale cal 0120 [ dztze0 [ ow1me0 | sm4e0 | 4ei600 | emrz0 | =721
Answere d Calls % | Cals | % |cals | % |cals [ % |cals | % |cCals | % | cals | %
117292004 63 21 | a04% | 16 | 232% | 10 | 145% | 5 | 7% | 1 | 14% | 7 | 10a% | 8 | 130%
11/30/2004 @ 23 | 283% | 20 | 298% | M | 1M4% | & |684% | 5 |&4% | & 81% | 13 | 131%
1210 2004 69 21 30.4% 21 30.4% 8 11 6% 5 7.2% 4 5.8% 1 1.4% El 13.0%

Table
All data from Table CDRMAIN

Filter
TalkDuration > 0; TargetWGNum

Group
TargetWGNum, WGSessionlD

Value

TalkDuration + HoldDuration

2305 - Workgroup Outbound Call Handling Time

The Workgroup Outbound Call Handling Time report displays outbound
call handing for all workgroup connected calls for the specified workgroup.

Total Connected Calls Hancling Time (Talk + Hold) Within (seconds)
Start Date Call 0-120 [ 121-240 [ 241360 [ s51d480 | 481600 | eoi-r20 | =721
Connected Calls % | Cals | % | cals | % | Cals | % | Cals | % | cals | % | cals | %
117292004 45 El 66.9% 7 15.6% 6 13.3% 1 22% 0 | 00% | 0 | 00% | 0 | 00%
11/30/2004 S 25 | s4d% | 10 | 258% 1 26% o | oo% | A 28% | 0 |oo% | 2 | &%
12001 /2004 49 35 71.4% 7 14.3% 4 B82% 1 20% 2 41% 0 0.0% 0 0.0%
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Table
All data from Table CDRMAIN

Filter
TalkDuration > 0; OutGoingWG

Group
TargetWGNum, WGSessionlD

Value

TalkDuration + HoldDuration

2306 - Workgroup Inbound Call Priority

The Workgroup Inbound Call Priority report displays inbound call
statistics, sorted by call priority, for the specified workgroup.

Reports

Tolal 1 Priunily Level
St Oate s | Pl I A [ ¥y P4 ¥ | ¥ [ cmens
Arswered Cals | % | Cals % cabs | % | o % Cails % | cas % Cails %
1172872004 & 0 | Ome | 0 | 00% | 0 o0% 1 T4% | 68 | 886% 0 | 0o | 0 | 00w
1173002004 % | 2 |20% | 4 1% | 2 2% | 0 | 00% | 4 | B40% 0 | oe% | 0| o
12001 2004 [ 2 2 9%, 2 2 5%, 0 0 3 4 3%, (>3 L 0 0 0%, 0 a1

All data from Table CDRMAIN

Filter

TalkDuration > 0; OutGoingWG
Group

TargetWGNum, WGSessionlD

Value

TalkDuration + HoldDuration
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2307 - Workgroup Cumulative Inbound/Outbound Call

The Workgroup Cumulative Inbound/Outbound Call report displays total
inbound and outbound call statistiscs for the specified workgroup.

T Cls Toeeied T
e
Table
All data from Table WGSUMMARY
Columns
a. StartTime
b.  NumInWGCall
c. NumInAnswered
d. C/B*100%
e. DurInTalk
f. EIC
g.  NumInAbnInQ+NumInAbnDuringRing
h. G/B*100%

i. ~ NumlInOverflow + NumInAbnVmMsg + NumIinAbnVmNoMsg +
NumInAbnToApp + NumInAbnToOthers

j. /B *100%
k. NumOutConnected

. DurOutTalk
m. L/K
n. B+K

2308 - Workgroup Cumulative Inbound Call Wait Time

The Workgroup Cumulative Inbound Call Wait Time report displays
cumulative call waiting time for all inbound calls for the specified
workgroup.

Teial Awened LABN) CrverliorrediRedsected
Hour-of.0uy oo cats [ Cals | weaTime | Avawa | wnesit | SUTw | cas | wetime | avawi | Cems | weseime | Avawi
US00A000 3 W | zons | oo 0 o |1 004 [ [T
10004100 £ W e | ponar v s | 2 s o | o1 soRuy | om
11:00-1200 L % | 214; | 003a3 36 oo | & winie | oonar | 4 0S| 00uaT
A o e} (CEy h | CES CEZ  Cho JOHD S ST KD Chs  CMT
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Table
All data from Table WGSUMMARY
Columns

a. StartTime

b.  NumInWGCall

c.  NumlInAnswered

d. DurlnAnsQ + DurlnAnsRing

e. DIC

f. NumInAnsWithinSLT

g. F/C*100%

h. NumInAbnInQ+NumInAbnDuringRing

i.  DurlnAbnInQ + DurlnAbnInQ_RingTime + DurlnAbnDuringRing +
DurIlnAbnDuringRing_RingTime

j.o H

k. NumInOverflow + NumInAbnVmMsg + NumInAbnVmNoMsg +
NumiInAbnToApp + NumInAbnToOthers

I.  DurIlnOverflowQ + DurIlnOverflowRing + DurlnAbnVmMsg +
DurlnAbnVmMsg_RingTime + DurlnAbnVVmNoMsg +
DurlnAbnVmNoMsg_RingTime + DurlnAbnToApp +
DurlnAbnToApp_RingTime + DurlnAbnToOthers +
DurlnAbnToOthers_RingTime

m. L/K

2309 - Workgroup Cumulative Inbound Call Handling

The Workgroup Cumulative Inbound Call Handling report displays
inbound calls handling statistics for the specified workgroup.

Tolal Answered Calls Ak wdored Cals Crven NorerediRedrecied Tt F| 2

HourctDay | 2ot [ 2ot | mor Tk Avg Harele Avg [®ot | mof | Hengup i [ Hangupin 2at £ catsin | of | o
Calls | Calls AVG Tme Tak Time Handie | Calls Avg Gy Ring Cals Cals Quege | WM | Mier

0 001 (100 n o TI% P2 ) 131 . ) LSl LIS L) 1 ERL Y 1 o 1 1 25 o 4

10.00-11.00 n 18 818% 13112 00504 14349 | 00548 3 136% 3 ] 1 45 19 1 1

11.00-1200 a8 » TSN 1301 00550 40142 00642 & 16.7% & o 4 83 44 3 10
ATy CE T B CES ) Tl | CHS TSI CES <= M S |<Co=TRIT g

All data from Table WGSUMMARY
a. StartTime

b.  NumInwGCall
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- ® o o

= @

2 T o

NumInAnswered
C/B * 100%
DurInTalk

E/C

DurInTalk+DurlnWrapUp+DurinHold

G/C

NumInAbnInQ+NumInAbnDuringRing

1/B * 100%
NumInAbnInQ
NumInAbnDuringRing

NumiInOverflow + NumInAbnVmMsg + NumIinAbnVmNoMsg +

NumInAbnToApp + NumInAbnToOthers

M/B * 100%
NumiInCallinQ
NumInAbnVmMsg
NuminXfer

2310 - Cumulative Outbound Call Handling

The Cumulative Outbound Call Handling report displays statistics for
outbound calls handled by the specified workgroup.

Hour-ud Dy
09.00-10.00 20
000-49:00 1
11001200 15

AT

Tulal Connecled Calls

oot ey

Todal Talk Time Aorg Tak T

02230 00128
[EFT)
03IT®

ftvie]

O
00230

[t i)

04701 ooz
[TTE]
00412

(]
10305
R

Tolal Handliog T Ay Hareling Time

Table

All data from Table WGSUMMARY

Columns

T o

a o

@

StartTime
NumOutConnected
DurOutTalk

Cc/B

DurOutHold + DurOutTalk + DurOutWrapUp

E/B
NumOutXfer
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2311 - Total & % Inbound Calls ANS/ABN/OFL

The Total & % Inbound Calls ANS/ABN/OFL report displays totals and
percentages of inbound calls, including calls answered, abandoned and

overflowed.
Total Inbound Answered Call Abandoned Call OverflowedRedirected Call
Hour-of-Day Calls #of Call % of Call # of Call % of Call # of Call % of Call
02:00-10:00 32 30 93.8% 1 3% 1 3%
10:00-11:00 22 18 81.8% 3 136% 1 4.5%
11:00-12:00 45 36 75.0% & 1B.7% 4 B8.3%
far ) [aren} <o TE> TF> farcn) <H>
Table
All data from Table WGSUMMARY
Columns
a. StartTime
b.  NumInWGCall
¢.  NumlnAnswered
d. C/B*100%
e.  NumInAbnInQ+NumInAbnDuringRing
f.  E/B*100%

g.  NumlInOverflow + NumIinAbnVmMsg + NumInAbnVmNoMsg +
NumInAbnToApp + NumInAbnToOthers

h.  G/B *100%

2312 - Total & % WG Inbound Calls in Queue
The Total & % WG Inbound Calls in Queue report displays totals and

percentages for workgroup inbound calls in queue.

Holur-oi-Day

Tatal Inbound

Calls in Queue

Calls without Queue

Ccalls # of Call

| % of Cal

# of Call % ot Call

08:00-10:00
10:00-11:00
11:00-12:00

A

32 25
22 19
48 44

<>

TBA%
B6.4%
9N T%

<D

7 21.9%
3 136%
4 83%
TE> F>

Table

All data from Table WGSUMMARY

Columns
a. StartTime
b.  NumInWGCall
¢.  NuminCalllnQ
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d. C/B*100%
e. B-C
f.  E/B*100%

2313 - Average Call Handling Time

The Average Call Handling Time report displays average call handling
time, including total talk time, average talk time and total handling time for
the specified workgroup.

Hour-af-Day Total Answered Calls

Total Talk Time

Avg Talk Time Total Handling Time

Awg Handling Time

0300101000 30

10:00-11:00 18

11:001200 )
A

2.44:53
1:31:12
23011

e

0105 29
00504
00550
D>

30614
1:43:49
401:42

CE>

[AE]
0:05:46
0.06:42

L

Table

All data from Table WGSUMMARY

Columns

StartTime

T o

NumInAnswered
DurinTalk
c/B

a o

@

f. E/B

DurlnHold + DurInTalk + DurlnWrapUp

2314 - Total Outbound Calls
The Total Outbound Calls report displays total outbound calls for the

specified workgroup.

Hour-of-Day | Total Outbound Call
09:00-10:00 20
10:00-11:00 1
11:00-12:00 15
A

Table

All data from Table WGSUMMARY

Columns

a. StartTime

b.  NumOutConnected
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2315 - Total Outbound Calls Handling Time

The Total Outbound Calls Handling Time report displays the total/average
talk time and total/average handling time, for outbound calls for the
specified workgroup.

Hour-af-Day Total Connected Quigaing Calls Total Talk Time Avrg Talk Time Total Handling Time vy Handling Time:
09:00-10:00 20 0:29:30 0:01:28 04700 0221
10:00-11:00 11 0:12:02 0:01:05 0:20:29 o:51
11:0041200 15 0:37:38 0:02:30 1:04:35 00418

Table
All data from Table WGSUMMARY

Columns

StartTime

T @

NumOutConnected

DurOutTalk

C/B

DurOutHold + DurOutTalk + DurOutWrapUp
E/B

- o a o

2316 - Daily Max Number of Calls in Queue

The Daily Max Number of Calls in Queue report displays the daily
maximum number of workgroup calls in queue, in a line chart format.

Table
All data from Table WGRTSUMMARY

Horizontal Axis
StartTime

Vertical Axis
IntvMaxQLength

2317 - Daily Longest Queue Time

The Daily Longest Queue Time report displays the longest queue time by
hour, for workgroup calls, in a line chart format.
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Table
All data from Table WGRTSUMMARY

Horizontal Axis

StartTime

Vertical Axis
IntvMaxLongestQTime

2318 - Daily Real Time Service Level

The Daily Real Time Service Level report displays the daily lowest real
time service level for a workgroup, in a line chart format.

Table
All data from Table WGRTSUMMARY

Horizontal Axis
StartTime

Vertical Axis

CurServicelLevel

DNIS Reports

3101 - DNIS Call Detail Report

The DNIS Call Detail Report displays call detail information for the
specified DNIS number.

arl End 1 u\liull Cifferend Call Siate 31-' Ed Sessn
T Time. Caler st [naevi] Tek | Hoid | Rec SLT Fae o (o
TSI | 11 s ; . 1o ;
170454 070500 BATEEZ2100 (NACCMP) 410 (Tech Supporl) 0.00.06 Forward 0N 2E2020
100004 | 11202008 - - 198, Mol p : ; ;
oS00 | Grgray | PATESEZIONMACOM) Petery | WOODZDDIAAUORN BIUS - DUIOY 5 ¥ Corrcted  MMZEEI| 2
A TE s Lo I e o e el e ol e o W S HT o]

All data from Table CDRMAIN
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Columns
a. StartTime
b. EndTime
c. CallerNum
d. TargetName
e.  AADuration
f.  QueueDuration
g. RingDuration
h.  TalkDuration
i. HoldDuration

j. RecordDuration

k. StartPriority

I.  AnswerWithinSLT
m. ExitState

n. SessionlD

0. SequencelD

3201 - DNIS Call Summary

The DNIS Call Summary report displays call summary information for the
specified DNIS number.

Total Answered Abandoned Calls Overflowed # #of #
DNIS Start Date #of % of Talk A | Holdd Avy #of | %of Hanigs In Hanigs In #aot % ot of | Calls ot
Calls Calls | Calls Time Talk Time: Holct Calls | Calls Gueue Ring Calls Calls WM | InG | Kfer
2529712 11/29/2004 132 T 83 5% B:03:32 0507 | 01100 | 0:00:30 & 38% H o 56 42.4% |33 26 v
2529712 11/30/2004 120 B9 57.5% B:51:31 mosaT 01332 0:00:58 & 50% 5 1 45 375% [ 21 26 64
Ao | B> CT> D 2CE> CF> <G> | CH> Ch» CT3CKy CL» | CM> [(CR3C0 P03y’
Table
All data from Table CDRMAIN
Columns
a. DNIS
b. StartTime
c. D+J+N
d. Count if (TalkDuration > 0)
e. DI/C*100%
f.  TalkDuration
g. F/ID
h.  HoldDuration
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>

2 T o

-

H/D

L+M

J/IC * 100%

Count if (TalkDuration = 0 AND EXxitState <> 32 AND AbnTargetType = 8)
Count if (TalkDuration = 0 AND ExitState = 32 AND AbnTargetType = 8)

Count if (ExitState = “Queue Overflow” || ABNTargetType BETWEEN 1 AND 7);
N/C * 100%

Count if (VMDuration > 0)

Count if (QueueDuration > 0)

Count if (ExitState IN (“Redirect”, “Forward”, “Xfer™))
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