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CHAPTER 1

Installing CDR Search on a Client
System
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CDR Search isaclient application that lets you search a Call Detail
Reporting database. Y ou can install CDR Search on either the system
server or on an administrator client desktop. CDR Search 6.5 works only
with MAX Communication Server (MAXCS) ACC/ACM 6.5.

Important: AltiWare client programs earlier than MAXCS 6.5 cannot be
installed in the same PC running 6.5 client programs.

System Requirements

The client system must meet the following minimum requirements.

e IBM/PC AT compatible system

e 1GHz CPU minimum (2 GHz or above recommended)

*  Windows XP Professional with SP2 or Windows Vista Business
Edition

» 250 MB available hard drive disk space

* 256 MB RAM

*  SVGA monitor (800 x 600) with 256 color display, or better

» Keyboard and mouse

« MAX Communication Server ACC/ACM 6.5 running on a server
accessibleto this client.

Hardware Requirements

» External database server should be at least Pentium 4, 1 GHz with
512M RAM.

Important: Refer to “Limitations’ on page 37 for alist of limitations for
CDR Search.
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Pre-Installation Checklist

Pre-Installation Checklist

Before installing CDR Search, make sure the following is done:

*« MAXCSACCG6.50r MAXCSACM 6.5 has been installed on the
system server.

¢ TCP/IPisenabled on both machines.
* Theclient is able to connect to the server on the network.

* Thepersoninstalling CDR Search haslocal administrator rightsonthe
client PC.

To install CDR Search on a Client Machine

1. Loginto the client machine using a domain account and make sure it
is connected to the network on which the system is running.

Exit all Windows applications.
Insert the MAXCS CD into the CD ROM drive.

Inthe CDR > CDRSearch_Client folder, run Setup.exe. Follow the
step-by-step installation instructions as they appear on the screen.

Installation Note

If CDR Searchisrunning outside of anetwork and is used to query internal
databases, ports 10025, 10027 and 10029 need to be opened.

Uninstalling CDR Search

1. From the Windows Start menu, go to Control Panel > Add/Remove
Programs. Select CDR Sear ch 6.5, and click the Remove button.

2. Click Yeswhen asked if you want to uninstall the program.

Downgrade Procedure

1. GotoControl Panel > Add/Remaove Programsand remove the CDR
Search 6.5 program and ALL OTHER 6.5 client applications
(including MaxCommunicator, MaxAgent, MaxSupervisor,
MaxOutlook, and AltiConsole).

2. Reboot your system.
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Installing CDR Search on a Client System

Goto “<local drive>:Program Files\AltiGen\Shared Files\” and
remove Alplnterfacedll.

Note: The Alplnterface might be located under
“WinNT\System32\”, “\Windows\System32\" or some other
location. Use the Search for Files and Foldersfeature to

locate and remove al Alplnterface.dll files from the system.

Install the prior CDR Search software.

CDR Manual
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Downgrade Procedure
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CHAPTER 2

Using CDR Search

CDR client offers three ways to search call records.

* CDR Search lets you define a search by the type of call, incoming or
outgoing. To perform this search, you must log in as the administrator.

e Group CDR letsyou specify asearch by workgroup. To perform this
search, you can log in as the administrator or as a workgroup
supervisor.

* WG Statisticslets you search workgroup call data captured from the
real-time monitoring functionsin the Workgr oup Statisticstab of the
MaxSupervisor client. To perform this search, you can log in asthe
administrator or as aworkgroup supervisor.

Logging In
There are two waysto log in to CDR search:

Administrator loginletsyou perform all three types of searches described
above. Tolog in as an administrator, your extension must be designated as
the Manager Extension in MaxAdmin. See your system administrator for
details.

Workgroup supervisor login letsyou run a Group CDR search or aWG
Statistics search. To log in as aworkgroup supervisor, the option-pack
license must be installed on the server. For information on obtaining a
license, contact your authorized AltiGen dedler.

Before you log in

When you log in for the first time, you need to know either the |P address
or the name of the server you'll be linking to. (If you use the server name
rather than the IP address, CDR Search replaces the name with the IP
address the next timeyou login.)

To obtain the IP address, ask your system administrator.

Note: If you are connecting to the Internet through a modem, establish a
connection from your PC to your | SP before you log in to CDR
search.

CDRManual 5

C
28
=
)
(@)
)
Py
n
[
2
o
>




Logging In

Logging in - Administrator Login

1. From the Windows Start menu, select Programs> CDR Search >
CDR Sear ch 6.5. The Login window appears.

Server ilﬁmiﬁl‘ﬁ

Extension |1 10

Fazzward |’“‘"x

« Adminiztrator login

 wiorkagroup supervizor login

[w Sawe password

@ @

Enter the |P address or name of the Server.
Enter your Extension and Password.

Check the Save passwor d check box to store your login password for
the next time you access CDR Search.

Note: AltiServ maintains acounter for each extension to track login
failures. Up to 8 login attempts are allowed, after which login
will be disabled from 1 to 24 hours (depending on the
MaxAdmin setting).

Select Administrator login and click OK.

Inthe CDR Server dialog box, select the database containing the data
you want to access, then click Select.
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Using CDR Search
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Note: This option isavailable only when the external logger service
isinstalled on the SQL Server, and External CDR Logging is
enabled. Consult your system administrator for more
information.

Logging in - Workgroup Supervisor Login

1. Fromthe Windows Start menu, select Programs > CDR Search >
CDR Search 6.5. The Login window appears.

Server
Extension 110

Pazzword

+ Adminigtrator login

‘workgroup supervizor login

v Sawve password

@ O
Enter the IP address or name of the Server.

3. Enter your Extension and Passwor d.

Check the Save passwor d check box to store your log in password for
the next time you access CDR Search.

CDRManual 7



Logging In

Note: AltiServ maintains acounter for each extension to track login
failures. Up to 8 login attempts are allowed, after which login
will be disabled from 1 to 24 hours (depending on the settings
in MaxAdmin).

4. Select Workgroup supervisor login, and click OK.

5. Inthe CDR Server dialog box, select the database containing the data
you want to access, then click Select.

& Server Mame Enable Statuz s
| Intemal Log Service Enabled Connected
v
| External NT SOL Dizabled Unknowt

|
4] | »

J

Note: Thisoption isavailable only when the external logger service
isinstalled on the SQL Server, and External CDR Logging is
enabled. Consult your system administrator for more
information.

6. Inthe Password dialog box that appears, select the workgroups you
want, enter the password for each, and click OK to open the CDR
Search main window.
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Using CDR Search
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Thiswill allow access to the workgroup CDR and workgroup

statistics.

If you enter an invalid password, the Password window reappears. A
red X appears before the problem workgroup. Re-enter the password
and click OK.

For multiple workgroups: If you re-enter an invalid password for
one workgroup, the CDR Search main window will open, but the
workgroup will not appear inthe Wor kgr oup drop-down list and thus
will not be available as a search criterion.

SelectWorkgroup Password
%511 | —
[555 -~
%[513 [ ——
J 2!
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Running a Search

Running a Search

The CDR Search main window has three tabs: CDR, Group CDR, and
WG Statistics.

CDR Search
CDR

1041942002 1200
10/29/2003 1300

Al Calls

CDR Search

CDR Search letsyou search al calls, internal and external. To perform this
search, you must log in as the administrator.

To run a CDR search:
1. Select the time range for the search:

e User Define—the From/To fields default to a range that includes
the 10 previous days. Edit the date and time for a custom range.

e Today—sets the From/To fields to the current date.
e Last 7 Days—setsthe From/To range to the previous seven days.
e Session | D—searches calls by Session ID.

2. Select the Type of search:

Note: If searching by Session I D, enter a Session ID number in the
blank field, then press the Sear ch button.
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Using CDR Search

[
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Uszer Define Today Last 7 Days  + Session D w)
Sessian D 1108788965 (;/U)
From [p3/02/2004 | 0000 3
Ta |03/02/2005 {2300 §
Type f 20 Calls =l
Caller lm e lm
Callee I'Nl j | I pat ﬂ
DNIS | [t =
Project | I pat j
Acct Code | I pat j
Sort by I 1A j

*)

All Calls—callsinvolving: Auto Attendant/IVR, Ring No Answer,
Queug, Voice Mail (no VM recorded or VM recorded), Connect,
Logon, Logoff, All TrunksBusy, No session, VM Access, Forward,
Transfer, VM Notify, WG Abandoned, Park, System Park,
Conference, Call Monitor, Transfer Cancel, Call Redirect, Call
Pick Up, Dial Cancel

Connected Calls & M essages—Connected Calls plus Messages
(see below)

Connected Calls—incoming calls answered by a person, and
outgoing callsthat entered “ Connected” state

Note: For CDR records, Connected Calls refer to callsin these
states: connected, transfer, park, system park, conference
call and transfer cancel.

M essages—incoming calls directed to voicemail

Unanswer ed Calls—incoming or outgoing callsnot answered by a
person

CDRManual 11



Running a Search

Note: For CDR records, Unanswered calls refer to calls
abandoned while in these states: AA, forward, RNA,
gueue, voicemail, WG abandoned, call redirect, no more
session, pick up by and dial cancel. Calls abandoned also
include all calls routed to go somewhere other than a
workgroup, where aworkgroup has busy call handling set
not to queue.

e All Trunks Busy—outgoing calls aborted due to busy signals
Note: See“CDRMAIN" on page 66 for call data details.

3. Definethetype of calsin the Caller/Calleefields and enter values for
the Trunk and Extension, if applicable.

¢ All—searches for both incoming and outgoing calls

e Tosearch for outgoing calls only—set Caller to Extension and
Calleeto Trunk, then enter the appropriate numbers

e Tosearch for incoming callsonly—set Caller to Trunk and Callee
to Extension, then enter the appropriate numbers

e Tosearch for internal (station to station) calls—set Caller and
Calleeto Extension

Use the drop down lists (located to the right of the Caller and Callee
value fields) to further define the value match for your record search:

e Exact - retrieves records that exactly match the field value entered
e Like- retrievesrecords that begin with the field value entered

« Pat - retrievesrecordsthat contain thefield valuein any part of the
extension/trunk digits.

Example: “252" isthe Callee value entered in the blank field. If exact
is selected, any record with only “252” in the Calleefield isretrieved.
If likeis selected with this value, any records where “ 252" begins the
Calleefield (for example, 252-9712, 252-9713) isretrieved. If pat is
selected with this value, any records with “252” in any part of the
Calleefield isretrieved (for example, 252-9712, 946-2525).

4. Inthe search criteriafields, enter datafor DNIS, Project, or Acct
Code as desired.

Usethe drop-down lists (located to theright of the DNI'S, Project and
Acct Code value fields) to further define the value match for your
record search:

12 CDRManual



Note:

Using CDR Search

Exact—retrieves records that exactly match the field value entered
Like—retrieves records that begin with the field value entered

Pat—retrievesrecordsthat contain thefield valuein any part of the
DNIS/Project/Acct Code digits.

Select to Sort by:

Date/Time—sortsday-by-day (or hour-by-hour if you select Today
as the time range for the search).

Extension—sorts by extension.
Trunk—sorts by trunk.
N/A—search without sorting, retrieves total number of records.

Note: For faster searching, using N/A to sort recordsis
recommended.

(For example, when you search for Connected Calls, thetimerange
as"“Today,” and sorting by N/A, CDR will retrieve the total number
of connected callsfor “today.”

If thetimerangefor the searchislessthan 1 day, and Date/Timeis
selected for Sort by, CDR will list records hourly. If timerangefor
the search islonger than 1 day, and Date/Time is selected for Sort
by, CDR will list records daily.

6. Click Search. During the search, a progress window appears

9

To cancel the search, click Cancdl.

7. Search results appear in the Summary window. Refer to “ Search
Results” on page 17 for details on working with search resuilts.

CDRManual 13
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Running a Search

Group CDR Search

Group CDR search lets you specify a search by group. To perform this
search, you can log in as the administrator or as a workgroup supervisor.

 UszerDefine & Today  Last ¥ Dayz
From |'| 041942003 |1 00
To |'| 042972003 |1 200
[l f &1 Cals [=
Graup I‘IDD wg one j IBoth j
Caller | pat j
Target | pat j
DNIS | pat =l
Project | pat =l
Azct Cade | I pat ﬂ
Sart by I WA j

9

To run a Group CDR search:
1. Select thetimerange for the search:

e User Define—the From/To fields default to a range that includes
the 10 previous days. Edit the date and time for a custom range.

¢ Today—sets the From/To fields to the current date
* Last 7 Days—setsthe From/To range to the previous seven days
2. Select the Type of search:

¢ All Calls—callsinvolving: Auto Attendant/I VR, Ring No Answer,
Queue, Voice Mail (no VM recorded or VM recorded), Connect,
Logon, Logoff, All TrunksBusy, No session, VM Access, Forward,
Transfer, VM Notify, WG Abandoned, Park, System Park,
Conference, Call Monitor, Transfer Cancel, Call Redirect, Call
Pick Up, Dial Cancel

Note: When searching for All Callsin WG CDR, the search
results will not include workgroup agent login/logout, as
the system does not recognize logging infout as a call.
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Using CDR Search

e Connected Calls & Messages—Connected Calls plus “ Messages
(see below)

» Connected Calls—incoming callsanswered by agent and outgoing
callsmade by agent (when an Outgoing Workgroup isselected for
the agent in the Workgroup Extension Configuration in AltiWare
Administrator).

» Messages—calls directed to voicemail
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» Unanswered Calls—incoming calls not answered by agent or
workgroup (abandoned in AA, forward, RNA, queue, voicemail,
WG abandoned, call redirect, no more session, pick up by and dial
cancel). Calls abandoned also include all calls routed to go
somewhere other than a workgroup, where aworkgroup has busy
call handling set not to queue.

» All Trunks Busy—outgoing calls aborted due to busy signals

» Agent Login/out—calls sorted by the login/out times of
workgroup member extension numbers

Note: See“CDRMAIN" on page 66 for call data details.
Select the Workgroup whose call records you want to search.

In the search criteriafields, enter datafor Caller, Target, DNIS,
Project, or Acct Code as desired.

Use the drop-down lists (located to the right of the Caller, Tar get,
DNIS, Project or Acct Code value fields) to further define the value
match for your record search:

» Exact—retrievesrecords that exactly match thefield value entered
» Like—retrieves records that begin with the field value entered

» Pat— retrievesrecordsthat containthefield valuein any part of the
extension/trunk digits.

Select to Sort by:

» Date/Time—sortsday-by-day (or hour-by-hour if you select Today
as the time range for the search)

» Agent—sorts by agent
» Workgroup—sorts by workgroup
» Trunk—sorts by trunk

» N/A—search without sorting, retrieves total number of records.

CDRManual 15



Running a Search

Note: For faster searching, using N/A to sort recordsis
recommended.

(For example, when you search for Connected Calls, thetimerange
as“Today,” and sorting by N/A, CDR will retrieve thetotal number
of connected calls for “today.”

Note: If thetimerangefor the searchislessthan 1 day, and Date/Timeis
selected for Sort by, CDR will list records hourly. If timerangefor
the searchislonger than 1 day, and Date/Time is selected for Sort
by, CDR will list records daily.

Click Sear ch. During the search, a progress window appears.

To cancel the search, click Cancel.

Search results appear in the Summary window. Refer to “ Search
Results’ on page 17 for details on working with search results.

Workgroup Statistics Search

Workgroup Statistics lets you search workgroup call data (rtmData.mdb
records) captured from the real-time monitoring function in the Workgroup
Statistics tab of the MaxSupervisor client. To perform this search, you can
log in as the administrator or as a workgroup supervisor

\ || W6 Statistics . ||

© UserDefine  + Today -~ Last 7 Days
Fram |'| 0/19/2003
To [10+23/2003
Interval |1 day ﬂ
Search by IWorkgroup Statistics ﬂ
‘Warkgroup |1DD Wi onE ﬂ
Agent |11D Ext First =l
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Using CDR Search

To run a WG Statistics search:
1. Select thetime range for the search:

e User Define—the From/To fields default to arange that includes
the 10 previous days. Edit the date and time for a custom range

e Today—sets the From/To fields to the current date
» Last 7 Days—setsthe From/To range to the previous seven days
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2. Select theInterval (1 day, 1 hour, or 15 minutes) to specify the
granularity of your search results.

Note: This selection isoverridden by the interval setting in
MaxAdmin. If your search results produce greater intervals
than you specified, consult your system administrator.

3. Select the type of search:
» Workgroup Statistics—statistics on a specific workgroup

« Agent Statistics per Workgroup—statistics on a specific agent
for a specific workgroup

» Agent Statistics—statistics on a specific agent for every
workgroup to which the agent belongs

Note: See“CDR Search and Group CDR Search Results Windows’
on page 45 for workgroup statistics call data details.

4. Depending on the type of search you selected, specify a Workgroup
and/or Agent to search on.

5. Click Search. During the search, a progress window appears. To
cancel the search, click Cancel.

Search results appear in the Statistics window. Refer to “ Search
Results” on page 17 for details on working with search resuilts.

Search Results

The type of search you perform determines the type of results you see:

e Summary (which aso enables drilldown to call Details and Records
windows)

e Statistics

CDRManual 17



Search Results

All Results windows have the following buttons:

e Export—exports selected callsto acsv file. Refer to “Exporting
Records’ on page 24 for details.

e Print—prints the selected calls. Refer to “Printing Records” on page
24 for details.

All Statistics windows (WG, Agent Statistics Per WG, Agent) also have a
Stop button.

For explanations of records and database schema, see Chapter 5, Records
and Data Schema.

Summary (CDR Search and Group CDR Search)

For CDR Search and Group CDR Search, the Summary window displays
the results.

:

13 1Z00FM 2 00:02Z:0%

[ |
[ |
[
[
[ |
[ |
[
[
[ |
[ |
[
[
[ |
||
[
q

Detail

e TheDetail button opensthe Detail window for aselected call. Refer to
“Call Details’ on page 19 for details.
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Using CDR Search

Call Details

Y ou can drill down for detailed information on call records.

e
1. Toseedetailsonacal, ]; g;ggm 1
select a recqrd in the _ 5 10300 M 20
Summary window and click
Detail.

The Detail window opens.

D [SessionlD  |Seq 1D Conf ID Dats Time Duation  Wall Tme | Tak Time |OthersTims  |Messe =
1 (1108799960 |1 0 03/02/2005 | 000554 000046 | OOOGD4 | ODO041 | OC:00:00 000
2 11087688961 1 a 03/02/2005 00:38:07 00:02:05 00:00:m 00:02:04 00:00:00 o0:00
3 | 1108788361 |2 ] 03/02/2005 | 00:37:48 000224 | 000000 | 000224 | 000228 00.00
4 [11087999%62 |1 i 03/02/2005 | 004208 0001 | OOOGO7 | ODOB54 | OO0:00 0000
5 1108700962 |2 i 03/02/2005 | 0041:51 0010 | DOOGDO | ODO:18 | D127 a0
6 | 1108788965 |1 ] 03/02/2005 | 023557 000009 | 000000 | OD0G00 | 00009 00.00
7 | 1108799965 |2 i 03/02/2005 | 023605 00004 | OOOGD0 | ODOBO0 | OOO04 0000
3 11ps7  Show CalInfo 03022005 043554 000121 DOOBOZ  DOOIAS | OO.0BOO 0000
10 [ 11087 03/02/2005 | 050059 000003 | OOOGD0 | OG0 | OOO002 0000
11| 1108789970 | 1 o 03/02/2005 | 051823 000050 | O0OGD2 | ODO48 | DOO:D0 00
12| 1108788971 |1 0 03/02/2005 | 051831 000005 | 000000 | ODG00 | 000005 00.00
13 | 1108788972 |1 i 03/02/2005 | 0527:25 000004 | OOOBD4 | ODOB00 | OCO00 0000
141108700973 |1 i 03/02/2005 | 052742 000005 | O0OGDS | ODOGDO | OO0 00
15 | 1108788974 |1 0 03/02/2005 | 0527.54 000007 | 0000:04 | ODOG:03 | 000000 00.00
16 | 1108769975 |1 0 03/02/2005 | 0527:58 000005 | OG0B0 | OOOB00 | OOO00S 0000
4 | LH

2. Toview cdl records, right-click arecord in the Detail window and
select Show Call Info.

CDRManual 19



Search Results

Record

Session ID Call Details

When searching by Session ID, the following window is displayed as
search results.

Summary

I

1 During this time
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Using CDR Search

For detailed information on this call record, select the record and click the
Detail button.

C
(2]
>
(o]
(@)
o
[] Session 10 Seq. D Conf 1D Date Time D uration “wait Time Talk Time: Others Time Messza | x
1 1108788960 | 1 0 03/02/2005  00:0554  00:00:46 | 00:00:04 00:00:41 00:00:00 000
2 1108788961 1 0 03/02/2005 | 00:3807  00:02:05  00.00:01 00:02:04 00:00:00 00:00 (D
3 1108788361 |2 0 03/02/2005  00:37:48  00:0224 | 00:00:00 oo02:24 oo:02:z8 0o:00
4 1108788362 1 0 03/02/2005 | 00:4208  00:01:01 00:00:07 00:00:54 00:00:00 0000 QO
6 1108788362 2 0 03/02/2005 | 00:41.51 000112 | 00:00:00 000118 000127 00:00 o)
6 1108788365 1 0 03/02/2005 023557  00:00:09 | 00:00:00 00:00:00 00:00:09 0o:00 =
7 1108788365 | 2 0 03/02/2005 | 023606  00:00:14 | 00:00:00 00:00:00 00:00:14 0000

Show Call Info

El 11087 03/02/2005 04:36:54 000121 00:00:02 00:.01:18 00:00:00 00:00
10 11087 03/02/2005 05:00:53 00:00:03 00:00:00 00:00:03 00:00:02 00:00
11 1108738970 | 1 0 03/02/2008 05:18:23 00: 0050 00:00:02 00:00:48 00:00:00 00:00
12 1108788971 1 1] 03/02/2005 05:18:31 00:00:05 00:00:00 00:00:00 00:00:05 00:00
13 1108788972 | 1 a 03/02/2005 05:27:26 00:00:04 00:00:04 00:00:00 00:00:00 00:00
14 1108738973 | 1 0 03/02/2008 05:27.42 00: 0005 00:00:05 00:00:00 00:00:00 00:00
15 | 1108788974 1 1] 03/02/2005 05:27.54 00:00:07 00:00:04 00:00:03 00:00:00 00:00
16 1108788975 | 1 a 03/02/2005 05:27.58 00:00:05 00:00:00 00:00:00 00:00:05 00:00 |
4 | LIJ

9 )

Right-clicking on an entry opens a drop-down menu to Show Call Info or
Copy Session 1D to Clipboard.
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Search Results

Statistics (WG Statistics)

For Workgroup Statistics searches, the Statistics windows display the
results of your search. There are different windows for the three types of
WG Statistics searches you can perform.

Statistics

Stop Export Print

Figurel. The Workgroup Statistics window
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Using CDR Search

Statistics
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Export Print

Figure2. The Agent Satistics per Workgroup window

Statistics

o
=S|

Export Print

Figure3. Agent Statisticswindow
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Exporting Records

Exporting Records

Y ou can export recordsin csv format from the Statistics, Summary, Detail,
and Record windows.

To export records from the Statistics window:
1. Click Export.
2. Click OK to open the Save As dialog box.

To export records from the Summary, Detail, and Record windows:
1. Do oneof thefollowing:

» To export specific records, select the records you want, then click
Export. In the Select window that appears, select Export only
selected records.

« Toexport al records, click Export. In the Select window that
appears, select Export All Records.

2. Click OK to open the Save As dialog box.

Printing Records

Y ou can print records from the Statistics, Summary, Detail, and Record
windows.

To export records from the Statistics window:
1. Click Print.
2. Click OK to open the Windows Print dialog box.

To print records from the Summary, Detail, and Record windows:
1. Do one of the following:

e Toprintal records, click Print. Inthe Select window that appears,
select Print out all records.

« To print specific records, select the records you want, then click
Print. In the Select window that appears, select Print out only
selected records.

2. Click OK to open the Windows Print dialog box.
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CHAPTER 3

CDR Overview

AltiGen’s Call Detail Recording (CDR) solutions include data creating,
recording, collecting, and reporting. While CDR can be used for individual
and departmental billing, timecards, and market analysis, this manual
places special emphasison CDR’susefor call center applications. Thedata
schema are designed to provide information for PBX, call center, billing,
multi-project, and performance tracking information.

Real-Time Monitoring and the CDR Client

Workgroup call datais captured from the real-time monitoring function of
the MaxSupervisor client application and made available to a dedicated
feature—the “WG Statistics’ tabb—in the CDR Search client. The
difference between call detail recording (described immediately below)
and the RTM recordsisthat call detail recording tracks every individual
call, from auto-attendant through disconnect, while RTM reporting takes
“snapshots’ of call center data at continuous intervals ranging from every
15 minutes to every 24 hours.

Such data contains stati stics—counts, sums, totals, averages, and
percentages—on items such as the number of callsin the workgroup’s
gueue, the amount of time callers waited in the queue, and the number of
callsthat were abandoned from the queue, during the searched time period.
Thisdatais stored in its own database, which is configured for backups,
storage limits, and the granularity of your data (determined by the interval
size) via settingsin MaxAdmin.

The RTM Statistics Database

The RTM statistics database, called "rtmData.mdb,” isinstalled
automatically with MAXCSinafolder called"AltiDB," in any location the
user chooses
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Real-Time Monitoring and the CDR Client

Select Disk Drives E3

Setup will uze the following disk drives for AHDE and AHDE
Backup. You can choose any other local drive which has at least
S00ME free space for both AKDE and ADE B ackup.

atpe [®

DBBackup ICZ

< Back I Mext » I Cancel |

Y ou can set up call reporting if MAXCS and MaxAdmin areinstalled on
the same server.

In MAXCS, call reporting distinguishes between call detail data, which
records every call made to, out of, and within the MAXCS system, and
RTM data, which is workgroup-related statistical data captured from the
real-time monitoring function used in the MaxSupervisor client
application. Both types of data can be set up for call reporting, or logging,
although their storage systems are different.

e Call detail data can belogged to your local drive, to aremote server,
and/or exported viaa COMM port.

« RTM dataisalwayslogged to your local drive.

Dataloggedtoyour local driveisstored in adirectory called AltiDB, which
islocated by default on the root of the drive where MAXCS isinstalled.
Files are stored in .mdb format.

Backups, if you choose to make them, are created in a subdirectory called
DBBackup, which in turn contains three subdirectories: M CDR for
Advanced Call Data, RTMCALL for Call Data, and RTMDATA for
RTM data. These three types of data have separate report screensin the
CDR Search client, and are described in the CDR documentation.
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CDR Overview

To set up and use call reports, in Max Administrator select System >
System Configuration, then click the Call Reports tab.

System Configuration E

General I Mumber Flan | Business Hours I Holiday I Spstem Speed I Call Restriction I
Account Code Call Reports | Country Relevant I Audio Peripheral I Activity I Feature Profiles
—Log Service

Mame Server Status Password

cohnected D efault

127.0.0.1

Intemal Log S

add | Remove Edit Refresh

(@)
)
Py
O
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r—Internal D atabage Configuration
Active databaze retaining periad |3 3: manths
¥ Archive purged record(s)

|3 3: manth(z] per archive file

—&ccounting Data Processing

V¥ Enable Data Output

Available Pots——————————— Baud Rate
’7 & COM1  COM2 ’7 300 1200 o 9EK

O3 ) L4 192K 384K  BTEK

QK I Cancel | Lpply | Help |

When RTM Data- M DB isselected, the Config button opens adial og box
where the user can enable and configure these records.

Internal Database Configuration (Internal Logger
Service)

To set up and enable CDR collection to the local drive, click the Add
button. A dialog box appears
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Real-Time Monitoring and the CDR Client

Add Log Service X

ame I

Address I

Port |1DEI2?
Pazsword IDefauIt
ar. I Cancell

Add aName and IP Address for the Internal Log Service, then click OK.

In the Internal Database Configuration section, select the Active
database retaining period in months. Check the Archive purged

recor d(s) field and sel ect the number of months per archivefileif youwish
to archive purged Internal Logger Service records.

External (Remote) Logging of Call Data

MAXCS alows you to output call accounting to a Microsoft SQL 2000
database.

The database cannot be on the same server asthe MAXCS system. A
system integrator or database developer will need to write a custom query
to extract data from the SQL database.

Y ou can send reports from a number of different AltiServ systemsto the
same database.

Note: Beforeyou enableexternal logging using thiswindow, you need to
set up and configure the database. It should be ready to receive the
reports before you enabl e the export here.

Note:  AltiGen does not provide any SQL backup and restore utility. We
strongly recommend that you use SQL Backup and Maintenance
utility to perform daily backup and maintenance jobs, and use a
restore utility to restore the database. If you need to reconstruct the
SQL server, run the External Logger Setup to create an empty
calldb database before restore.
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CDR Overview

To set up and enable RTM data collection to the local drive, click the Add
button. A dialog box appears

Add External Log 5ervice§§ |

MHame I

Address I

Fort I'I o2y
Pazsword IDefauIt
QK I Cahcel |

Add aNameand IP Address for the External Log Service, then click OK.

Call Center Events and CDR

In call detail recording, every individual call istracked fromits start time
toitsend time. An incoming trunk call, for instance, starts with auto-
attendant answer. The auto attendant/I VR offers the caller specific routing
choices, and/or collects information to intelligently route a call. Queuing,
if it happens, starts with the call leaving the auto attendant/IVR, includes
ring time of the agent phone, and ends when an agent answers the phone.
Disconnects (call abandons) can happen at any time during the process. All
of this activity is summarized under talk time and wrap-up time. It is
searchable viathe “CDR” and “WG CDR” tabs of the CDR Search client.

Past and Present CDR

Database Schema. The CDR data schema has been redesigned and
streamlined. If you have a reporting package using past versions of
AltiGen's CDR or SMDR, the reporting package vendor will have to
rewrite the reporting program to work with the new schema.

Rate Tables. Altiware 4.0 and higher, and MAXCS 6.0 and higher, do
not support ratetables, unlike previousreleases. Thisfunction must now be
obtained by external applications found in reporting tools. The CDR
database has sufficient information to support rate and charge eval uation by
external applications.
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Configuration Areas Affecting CDR Information

Migration. If you are upgrading from OE 4.5 or earlier, you will not be
provided with any conversion tool for CDR records stored under OE 4.5 or
prior releases.

Extension-to-Extension Call Reporting. CDR Search includes
records for internal calls between extensions, and from internal extensions
toworkgroups. Thisisin addition to information onincoming and outgoing
trunk calls.

SM DR Cautions. SMDRisaMitel-defined dataschemafor delivering
basic call information out the RS232 serial port to external recording and
reporting applications. While AltiGen has provided an SMDR interface, it
has had many problems in terms of accuracy and consistency of
information delivery. SMDR isnot CDR. CDRis historical, andisa
database containing call records. SMDR isareal time delivery of a subset
of thisinformation. We recommend that you use the new CDR, not the
SMDR, for reporting and billing applications. No improvements or
corrections have been made to SMDR.

Configuration Areas Affecting CDR Information

Routing and Route Name

How callsare routed in outcall routing isreflected in the CDR record. The
route names configured in MaxAdmin will appear in the route table name
area of the records.

Multi-Project Naming

Each extension table entry in MaxAdmin has afield to identify the
extension owner. If anameis placed in thisfield, that namewill beusedin
the CDR record to represent the project or department associated with the
particular extension.
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CDR Overview

Wrapup

Setting the wrapup time or supporting AltiX ActiveX controls can affect
the level of CDR information. For example, using ActiveX for
AltiLinkPlus, a client application can place wrapup data into the User
Defined datafield of the CDR record. Thisis useful if the user wants to
correlate business information with call handling information; revenue
achieved versus talktime by agent. A system integrator isrequired to use
AltiGen’s AltiX ActiveX control.

Ring No Answer Configurations and VM

Agents sign on to workgroups and answer calls. On occasion, an agent
might be signed on but walk away from their station. Under these
conditions, MaxAdmin allows the administrator to define what MAXCS
should do if it encounters a Ring No Answer condition on a phone.

For example, the call can be sent to voice mail, to another agent, back to
gueue, or to auto attendant/IVR. How this configuration is set up
determines the types of CDR records that will be recorded for this
condition. Since MAXCS tracks all incoming calls from atrunk to an
extension, this also appliesto calls routed to regular extensions, not just
workgroups.

Login and Log-out

The CDR records database al so supports aspecial record type. Thisrecord
type records when agents login and log-out from a workgroup. The
information tells only when the action has taken place and which agent
logged in and out. Therefore, areporting program should always check to
seeif therecordit isusing or examining isfor logon/log-out or for tracking
the nature of acall. An agent logon/log-out record should have the agent’s
extension number and PAD information.

Changing Time Settings

If an administrator changes the time setting in Windows, it will affect
activecalls CDR records. It may cause large, negative or zero talk timein
CDR records.
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Configuration Areas Affecting CDR Information
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CHAPTER 4

Data Storage

MAXCS can store datausing either an Internal Logger Service (ILS) or up
to two External Logger Service (ELS). CDR Search can use either ILS or
CDR to search stored data.

Call detail record data (CDR) and workgroup-rel ated statistical data(RTM)
are stored in the same database but in different tables. These two storage
systems are described below.

Common Features of ILS and ELS

 Statuscan be monitored in MaxAdmin through the bottom of theMain
Window or through the Call Report window (System > Call Report)

» Broken and reconnection mechanism implemented on:
— TCP connection between MAXCS/ACM and Logger Service
— database connection between Logger Service and database.

O
Q
—
Q
(92)
—
o
=
Q
(=]
D

When the connection is broken, the sender will cache all data to the
first-in-first-out buffer. The sender will try to reconnect the receiver
automatically. Once the connection is back, all datawill be sent. The
buffer is stored in memory and hard disk. The size limitation of each
buffer is 1G (data for approximately two months), or free size of hard
drive islessthan 512 MB, whatever is met first. When the buffer is
overflowed, the earliest data is dropped.

» Auto check and upgrade database at startup—when Logger Service
starts, it performs the following:

1. Compares CDR structure with the current database used by
configuration.

2. If they are the same, there is no change.

3. If they are different, and the data can be upgraded, it will be
automatically upgraded.

4. |f the database cannot be upgraded, it will rename the old database
and create a new database; the new database will then be used to
store data.
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Differences between ILSand ELS

Status monitoring of connection between MAXCS and L ogger
Service—User Database ID and Client ID can be used to verify
connection to Logger Service. “ Database ID” isfixed to “ Default” and
cannot be found on any GUI. “Client ID” is mentioned as “ Password”
in MaxAdmin and External Logger Service Configuration. If the
verification fails, the status of the Logger Serviceis“Invalid
Password,” which can be monitored by the administrator.

If no database is set up correctly, or the database is shut down when
Logger Serviceis starting, it will be stopped.

Differences between ILS and ELS

Internal Logger Service

Implements auto retain and backup mechanism (1-12 months)

Only MAXCS/MaxAdmin within the same computer can connect to
the Internal Logger Service.

External Logger Service

Supports Microsoft SQL 2000
No retain/backup mechanism
Any computer can connect to the server (TCP port 10027)

Any number of MAXCS systems with different System IDs can
connect to the same Logger Service. If two MAXCS systemswith the
same System I D try to connect to the same Logger Service, the second
Logger Servicewill get a“System ID conflicted” error.

When ELSisinstalled within Microsoft SQL 2000, the installation
program will create the database, ODBC configuration, and other
configuration by default. If it isinstalled to work with remote SQL
2000, the customer must manually configure the Logger Servicefirst.

Logger Service Configuration

MaxAdmin can configure CDRLogDLL, add (register) and remove New
Logger Server for MAXCS remotely, but they cannot configure Logger
Server.
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Data Storage

In order to implement remote manager ability, aL og Service configuration
window can be accessed in MaxAdmin.

&Log Service Config |
—Log Service — Detail Staty
MName | Address | Status | Mame: SOLS erver -
localhast 10100134 Connected Address: sl altigen.com
Port: 1218

SOLServer zgl.aligen.com  Connected et (Do

Success: 14536

Error: 13

Butes Sent: 10585465
Bytes Received: 7HE84
Queue Status: 0K
Incoming Gueue: 1
Outgoing Qusus: 90
Qusue File Number: 11
Queue File Size: 1294032 bptes ]

Oueue File Falder: C:haltivarehQuens
add | Edi | Remove | q | _,lJ

Use the Log Service Configuration window to Add, Edit and/or Remove
alog Service.
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External Logger Server Configuration Tool

The External Logger Configuration Tool is used to configure Logger
Server. Currently, all configurations are saved into registry, so any change
in configuration will not work unlessLogger Serviceisrestarted. When the
configuration is changed, the Configuration Tool will automatically restart
Logger Service.

Note: Thereisno configuration tool for Internal Logger Server because
al parameters are fixed.
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External Logger Server Configuration Tool

Configuration GUI for External Logger Server

&External Logger Server Config ﬂ

Database [D: Defaul About |
Enternal Logoer Passward IDefauIt

—ODBC
Source Marne: IEHtemaI Logger Database j Test |
Description; Microzoft Access Driver [*.mdb)
Login 1D; Iadmin Fagzzword; I
— Purge [Microzoft fcceszs Databaze only)
Active database reataining period |3 3: manthls]
v &rchive purged records |3 3: raatithlz] per archive file

ak I Cahicel |

For ELS, only Database | D, Password, ODBC Source Name, Login I D
and Password are configurable. Other parameters, such as TCP port and
buffer folder, cannot be changed. If the database is a Microsoft Access
Database, EL S can purge and back up the database on demand.

Testing the DB Dialog

The Test button is used for testing and diagnosing the ODBC database. It
can test whether the ODBC source, Login ID and password are correct and
that the CDR/RTM tables of the database are compatible with the current
Logger Server.

Important: It is strongly recommended that you run this test after you
have changed any database parameters.

If the configuration tool cannot connect to the ODBC source, it will pop up
the following dialog boxesto report error information and to re-input login
information.
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Data Storage

Microsoft SOL Server Login il

Connection Failed:
S0LSkate: ‘250001
S0L Server Error: 15456

[Microsoft[ODBC 30U Server Driver ][0L Server]Login Failed for user 'sa',

S0QL Server Login

Data Source: Goldcoin 0K

™ Use Trusted Conmection Cancel

Login ID: Isa Help

i)

Paszsword: || Options »»

W)
When the ODBC information is correct, the tool will check all tables %
required and will try to find all differences. If the database in not w
compatible, the OK button will be disabled. )
QD
(@]
@
Database Checking Result 4|
Name | CDR/RTM Record Required | Current in datab
AGENTACTIVITY Matched Matched
AGENTPERWGSUMMARY Matched Matched
AGENTSUMMARY Matched Matched
CDRMAIN Matched Matched
WGHRTSUMMARY Matched Matched
WGESUMMARY Matched Matched

Create Tahlesl Valid I Invalid

Limitations
* Onelnternal Logger Server per computer.
» One External Logger Server per computer.
* One Super Logger Server per computer.

* Onelnternal, External and Super Logger Server can beinstalled in the
same computer.
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External Logger Server Configuration Tool

¢ One MAXCS can only output data to, at most, one Internal Logger
Server and two External Logger Servers.

e Internal Logger Server only serves MAXCS of same computer.
e Internal Logger Server only supports Microsoft Access Database.
« Internal and External Logger Server do not support multiple databases.

« One Database Connection licenseisrequired for every Logger Server
and every CDR Search requires one additional license.

« External Logger Configuration tools cannot run remotely.
* 100 commands per second on every TCP or database connection.

« Maximum 1 G buffer filesfor every buffer; otherwise; always keep
500 MB free hard drive space. (When free space is below 500 MB, the
buffer fileswill be truncated automatically.)
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CHAPTER 4

CDR and Workgroup CDR Search
— Typical Searches

This section contains examples of how to run various CDR and Workgroup
CDR searches that are typically used by call centers. Identify the type of
search you would like to perform, go to the CDR Search main window,
define the search date, set the fields and settings as directed, then click the
Sear ch button to run the search.

Note: Connected Calls include Connected Calls, Transferred Calls and
Conference Calls.

All includes Auto Attendant/IVR, Ring No Answer, Queue, Voice
Mail (no VM recorded or VM recorded), Connect, Logon, Logoff,
All Trunks Busy, No session, VM Access, Forward, Transfer, VM
Notify, WG Abandoned, Park, System Park, Conference, Call

Monitor, Transfer Cancel, Call Redirect, Call Pick Up, Dial Cancel.

Unanswered Calls include calls abandoned while in these states:
AA, Forward, RNA, Queue, Voicemail, WG abandoned, Call
Redirect, No More Session, Pick Up By and Dial Cancel.

Example CDR Searches

To run a search on: Use these fields and settings:
All outgoing trunk calls, system- Set Typeto Connected Calls
wide Set Caller to Al
Set Calleeto Trunk
All incoming trunk calls, Set Typeto Connected Calls
system-wide

Set Caller to Trunk

Set Calleeto Extension, enter
particular extension, select Exact

saydless
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Example CDR Searches

Torun a search on:

All outgoing trunk callsfor a
particular extension

All connected incoming trunk
callsfor a particular extension

All internal and external calls
from a particular extension

All incoming (trunk to extension
and trunk to trunk) calls
(system-wide) originated by
extensions

All internal and external
connected calls (system-wide)

Allincomingcallstoaparticular
extension from trunk

All internal calls

Use these fields and settings:
Set Typeto Connected Calls

Set Caller to Extension, enter
particular extension, select Exact

Set Calleeto Trunk

Set Typeto Connected Calls
Set Caller to Trunk

Set Calleeto Extension, enter
particular extension, select Exact

Set Typeto Connected Calls

Set Caller to Extension, enter the
particular extension, select Exact

Set Calleeto All

Set Typeto Connected Calls
Set Caller to Trunk
Set Calleeto All

Set Typeto Connected Calls
Set Caller to Extension
Set Calleeto All

Set Typeto All
Set Caller to Trunk
Set Calleeto Extension

Set Typeto Connected Calls
Set Caller to Extension
Set Calleeto Extension
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CDR and Workgroup CDR Search — Typical Searches

Example CDR Searches

Torun a search on:

All internal callsto/from a
particular extension

All trunks busy

Use these fields and settings:
Set Typeto Connected Calls

Set Caller to Extension, enter
particular extension, select Exact

Set Calleeto Extension, enter
particular extension, select Exact

Set Typeto All Trunks Busy
Set Caller to All
Set Calleeto All

Example Workgroup CDR Searches

Torun a search on:

All incoming workgroup calls
per agent

All incoming workgroup calls
per workaroup

All unanswered calls by
workgroup

Use these fields and settings:
Set Typeto Connected Calls

Enter Workgroup Number, select
Inbound

Set Sort By to Agent

Set Typeto Connected Calls

Enter Workgroup Number, select
Inbound

Set Sort By to N/A

Set Typeto Unanswered Calls
Enter Workgroup Number, select Both
Set Sort By to N/A or Date/Time
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Example Call Sequences and their Effect on CDR Records

Example Workgroup CDR Searches

To run a search on: Use these fields and settings:
All workgroup voicemail Set Typeto Messages
messages by wor kgroup

Enter Workgroup Number, select Both
Set Sort By to Workgroup

All callsto workgroup Set Typeto All Calls
Enter Workgroup Number, select Both
Set Sort By to N/A or Date/Time

All callstoworkgroup via Set Typeto All Calls

specific DNIS Enter Workgroup Number, select Both
Enter DNIS digits, select Exact
Set Sort By to Workgroup

All trunks busy for wor kgroup Set Typeto All Trunks Busy

trunks (for outbound calls) Enter Workgroup Number, select
Outbound

Set Sort By to N/A

All Unanswered Calls by Agent Set Typeto Unanswered
Enter Workgroup Number, select Both
Set Sort By to Agent

Example Call Sequences and their Effect on
CDR Records

One objective of the CDR record isto track the talk time of agents and
individuals for incoming and outgoing calls. Many call sequences are
possible. The following are examples of inbound and outbound callsto a
call center and sequences of recorded results in the CDR Detail report:

Example 1—Ext. 102 calls Operator, Operator transfers Ext. 102 to Ext.
309, Ext. is connect to Ext. 309. The result isthree sessionslogged for this
event.
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CDR and Workgroup CDR Search — Typical Searches

alD Session D Date Time Duration /it Time: Talk Time |Exit Stats Caller ID Caller Name ﬂ
294 1006326006 11/30/00 | 09:46:54 | 00:00:51 00:00:09 | 00:00:42 | VOICE MAIL RECORD | 8476622100
295 1006926007 | 11/30/01 | 0%:45.41 | O0:00:27 00:00:13 | 00.00:14 | CONNECT 206.111.153.254-737

296 1006926008 11/30/01 | 0%45:58 | 00:01:51 00:00:33 00:01:12 | VOICE MAIL RECORD | 7605238567
2497 1006326009 171/30/01 | 0%46:28 | 00:00:59  00:0C:00  00:0053 | VOICE MAIL ACCESS | 308
T TR ST G .25 w00 015 e Y3 P11

%
~ 300 1006326010 11/30/01 | 094755 | 00:00:02 00:00:02 00:00:00 | TRANSFER 100 Front Desk B
~ 301 10063260101 11430401 | 0%:47 57 | 000207 00:00:12 00:01:55 | CONMECT B4.106.217.135-102

P 0 e 0 T L 8 A LG L e 2y

303 1006926012 11/30/01 | 09.46:49 | 00:00.08 00.00:08 | 00.00:00 | AUTOATTEMDAMT | 8083965775

304 1006326013 11/30/01 | 03:46:50 | 00:00:56 00:00:06  00:00:50 | COMNMECT B0

305 1006326014 11/30/00 | 09:46:52 | 00:00:15 00:01:15% | 00:00:00 | TRAWSFER 9258469481

306 1006326014 114304001 | 03:48:07 | O0:00:07 0O:00:00 | 0O0:00:07 | CONMECT 9258469481

307 1006926015 11/30/01 | 09:47.18 | 000259 00.00:06 | 00.0253 | CONMECT 9258469481

308 1006326016 11/30/01 | 09:48:04 | 000216 00:00:07  00:02:09 | CONMNECT 220

309 1006326017 11/30/01 | 094317 | 00:02:21 00:00:09  00:02:12 | CONNECT 403 -
4 | ﬂJ

Figurel. CDRrecord sessionsfor Example 1

Example 2—Externa party calls and connects directly to Ext. 105. The
result is one sessions logged for this event.

alD  SessionlD | Date Time Duration ‘wait Time Talk Time Exit State Caller [0 Caller Mame Target ID ﬂ
314 1006926021 | 11/30/01  0954:11 | 00:00:37  00:00:00 | 00:00:37  WOICE MAIL | 261 261
315 1006926022 | 11/30/01 ' 0954:27 | 00:03:04 | 00:00:10 | 00:08:54 | COMMECT | 206.111.163.2 180035820
316 1006926023 | 11/30/01 ' 0354:38 | 00:00:17  00:00:09 | 00:00:08 COMNECT | 222 159
317 1006926024 | 11/30/01 095444 | 00:00.00 00.00,00 | 00:00.00 | DIAL CANCE| 100 T
318 1006926024 | 11/30/01 095444 | 00:00:04 00:00,04 | O0:00/00  VOICE MAIL | 100 21
319 1005926025 | 11/30/01 095452 | 00:02:34 00:00,20 | D:0214 | CONNECT | 6504334759 100
320 1008925026 | 11/30/01 095543 | O0:00.48 000010 00:0033 COMNECT | 2061111532 151 =l
i EE| : - T Z T MHECT 5 o
: |
ETuTa =011 MU Wy WM =B T BT = BT W o Tu i B (- T NI T s AMMACT =0 EEZW =T}
324 1006926030 | 11/20/01  0966:52 | 00:00:04 00:00:00 | 00:00:04 WOICE MAIL | 204 204
325 1006926031 | 11/30/01 | 0957.23 | 00:12:12 00:00:03 | 00:12:03  COMMECT | 309 141030510
326 1006926032 | 11/30/01 | 03:53:27 | O0:00:07 | 00:00:07 | 00:00:00  RING MO AN 159 503
327 1006926033 | 11/30/01 ' 0959:40 | 00:00:18  00:00:17 | 00:00:01 COMMECT | 159 508

328 1006926034 | 11/30/01 | 10:00:08 | 00:00:08  00:00.06 | 00:00.00  WOICE MaIL| 509
329 1006926034 | 11/30/01 | 10:00:08 | 00:00:00 00:00:00 | 00:00:00  DIAL CANCE| 509

4 |

Figure2. CDRrecord sessions for Example 2

Example 3—External party calls office and gets Automated Attendant,
then dials out Operator. The result is two sessions logged for this event.
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Example Call Sequences and their Effect on CDR Records

Detail

1 11:00:09 00:00.57 00.00.00 0O

[ ]
[ ]
[}
[ ]
[ ]
[ ]
[ ]
[ ]
[ ]
[ ]
[ ]
[ ]
|

Export Print

Figure3. CDRrecord sessions for Example 3
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CHAPTER 5

Records and Data Schema

This section contains explanations of the CDR search results records,
including the data schema.

Important!

In order to reduce the storage space of the database, records with all zero
files are not written to the database.

Search Results
This section explainsthe fieldsin all the CDR Search results windows.

CDR Search and Group CDR Search Results Windows

Summary Window
Shown in “ Summary (CDR Search and Group CDR Search)” on page 18

Field Definition
ID Number assigned by CDR Search to this record
Time/Extension/ Start timefor thisrecord, if sorting by Time; Extension for this
Workgroup/ record, if sorting by Extension; Workgroup for this record, if
Trunk/Date sorting by Workgroup; Trunk for thisrecord, if sorting by

Trunk; Date for this record, if sorting by Date.

Total Records Total CDR records of the type searched for.

O
Note: Please note that one call may have multiple CDR 2 g
recordslogged. Therefore, the number of records may 9(;) o
not match with the number of callsin WG Statistics 2y
5 W0
screens. D o
32

)

Total Duration Sum of duration of the callsin the records, where duration lasts

from Start Timeto End Time (see“Record Window for “Call
Info”” on page 47 for explanations of these fields)
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Search Results

Detail Window

Shown in “Call Details’ on page 19

Field
ID

Session ID

Sequence 1D

Conference ID

Date

Time

Duration

Wait Time

Talk Time

OthersTime

M essage Duration

Exit state

Caller ID

Caller Name

Target ID

Target Name

Definition
Number assigned by CDR Search to this record

Unique number assigned by MAXCS to this call

Unique number to identify multiple records of samecall (same
session D), beginning with 0.

Unique number to identify multiple conference calls.
Date of call
Start time of call

Duration of call (EndTime minus StartTime; see Table 9,
“CDRMAIN,” on page 66 for explanations of these schema)

RingDuration plus QueueDur ation (see Table 9,
“CDRMAIN,” on page 66 for explanations of these schema)

TalkDuration (see Table 9, “CDRMAIN,” on page 66 for
explanations of these schema)

AADuration plusHoldDuration plus VM Duration
VMRecDuration

The last state of call before the call record is logged. (see
Table 9, “CDRMAIN,” on page 66 for details)

Caller phone number of acall
Caller name for acall
Target number for acall

Target name for acall

46 CDR Manual




Records and Data Schema

Detail Window
Shown in “Call Details” on page 19

Field Definition
DNIS DNIS information for an incoming call
Acct Code Account code
URL URL when “cdl” isinitiated by AltiWeb user clicking the

make-call button

User Data Agent input

Record Window for “Call Info”
Shown in “Call Details” on page 19

Node D Server ID (System ID) assigned to aMAXCS system in
MaxAdmin
Session 1D Session ID: aunique number, usually 9 digits or larger,
assigned by MAXCSto acall
Internal Call Interna or external call
Direction Direction of the call (incoming or outgoing)
Start Time Outgoing call: Date and time when caller receives ringback,
busy, or connect signal
Incoming call: Date and time when system responds to the call. 8 g
® 0
End Time Date and time when call exits this stage or disconnects ) S
o
So
Duration Duration of call (End Time minus Start Time) % %
Q o
Caller Type Cdller line type (see Table 9, “CDRMAIN,” on page 66 for
details)
Caller PAD Line's physical address for acall
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Search Results

Caller ID

Caller Name

Target Type

Target PAD

Target ID

Target Name

Workgroup
Number

Outgoing
Workgroup

DNIS

Project

Account Code

Attendant
Duration

Ring Duration

Queue Duration

VM Duration

VM Record
Duration

Record Window for “Call Info”
Shownin “Call Details’ on page 19

Caller number for acall
Caller name for acall

Cadll target linetype (see Table 9, “CDRMAIN,” on page 66 for
details)

Physical address of line for acall target
Number for acall target
Name for acall target

Target workgroup number for an incoming call

Workgroup number for an outgoing call, as set in MaxAdmin
or by agent at logon

DNIS number for incoming call
Project number for trunk, as set in MaxAdmin
Account code

Duration while call isin Auto Attendant/I VR state

Duration while call isin ringing state.

Duration while the incoming call isin queue (workgroup or
direct call)

Duration after acall goesinto voicemail box; includesgreeting,
false attempts at messages, and review of message, and
includes VM Record Duration

Duration of recording time for aVM message that was
completed; in MaxCommunicator, this correspondsto L ength
field of avoicemail.
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Records and Data Schema

Record Window for “Call Info”
Shown in “Call Details” on page 19

Hold Duration Duration while call was on hold or parked

Talk Duration Duration while the call is answered by a person; see Table 9,
“CDRMAIN,” on page 66 for details)

Record Duration Duration of conversation recording

Exit State The last state of call before the call record islogged; (see
Table 9, “CDRMAIN,” on page 66 for details)

URL URL when “cdl” isinitiated by AltiWeb user clicking the
make-call button

User Data Agent input

WG Statistics Search Results Windows

Agent Statistics Window
Shown in “ Statistics (WG Statistics)” on page 22

Field Definition
Upper half of window

ID Number assigned by MAXCS to thisrecord
Date Date of timeinterval U
L o
_ - - o Q
Time Timeinterval for these call statistics 0 1=
O <
5 0
In Call Ans Count of incoming workgroup callsthat were answered % %
by an agent; if alogin agent uses Pick Call from Queue D2

feature in MaxAgent, this counter is also incremented.
If theincoming workgroup call isanswered by an agent,
then transferred or parked, thetransferred or parked call
isconsidered out of this workgroup.
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Search Results

Agent Statistics Window
Shown in “ Statistics (WG Statistics)” on page 22

Field Definition

In Talk Time Sum of talk duration of incoming answered workgroup
calls. Talk duration lasts from thetime an agent answers
thecall until thetimethecall isdisconnected, parked or
transferred. (Hold timeis not included in talk time.)

Out Call Ans Count of connected outbound workgroup calls. (Agent
needsto login to outbound workgroup)

Out Talk Time Sum of talk duration of connected outbound workgroup
cals. Talk duration lasts from the time the call is
connected until thetimethe call isdisconnected, parked
or transferred. (Hold time is not included in talk time.)

Lower half of window (Totals, Averages, and Percentages)

Total Inbound Calls Totd of In CallsAns
Answered
Total Talk Time Totd duration of In Talk Time.
Average Talk Time Total Talk Timedivided by Total Inbound Calls
Answered
Total Connected Total of Out Call Ans

Outbound Calls

Total Talk Time Totd duration of Out Talk Time.

Average Talk Time Total Talk Timedivided by Total Connected
Outbound Calls

Total Number of Total number of Wrap-ups for both incoming and
Wrap-Up outgoing workgroup calls.
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Records and Data Schema

Agent Statistics Window
Shown in “ Statistics (WG Statistics)” on page 22

Field Definition

Total Wrap-up Time Total of Wrap-up duration (time whileagent isin wrap-
up state) for both incoming and outgoing calls..

Average Wrap-up Total Wrap-up Time divided by Total Number of
Time Wrap-up.

Agent Statistics per Workgroup Window
Shown in “ Statistics (WG Statistics)” on page 22

Field Definition

Upper half of window

ID Number assigned by CDR Search to this record

Date Date of time interval

Time Timeinterval for these call statistics

In Call Ans Count of incoming workgroup callsthat were answered

by an agent; if alogin agent uses Pick Call from Queue
feature in MaxAgent, this counter is also incremented.
If theincoming workgroup call isanswered by an agent,
then transferred or parked, thetransferred or parked call
isconsidered out of this workgroup.

InTalk Time Sum of talk duration of incoming answered workgroup
calls. Talk duration lasts from thetimean agent answers
the call until thetimethe call isdisconnected, parked or
transferred. (Hold timeis not included in talk time.)

Out Call Ans Count of connected outbound workgroup calls. (Agent
needsto log in to outbound workgroup)
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Search Results

Agent Statistics per Workgroup Window
Shown in “ Statistics (WG Statistics)” on page 22

Field

Out Talk Time

Login Time

Logout Time

L ogout Reason

Definition
Sum of talk duration of connected outbound workgroup
calls. Talk duration lasts from the time the call is

connected until thetimethe call isdisconnected, parked
or transferred. (Hold timeis not included in talk time.)

Date and time agent last logged into this WG within or
before specified time interval

Date and time agent last logged out of this WG within
or before specified time interval

Logout Reason code

Lower half of window (Totals, Averages and Percentages)

Total Logged In Time

Total Inbound Calls
Answered

Total Talk Time

Average Talk Time

Total Connected
Outbound Calls

Total Talk Time

Average Talk Time

Total Number of Wrap-
ups

Totd of agent login duration to this workgroup

Totd of In CallsAns

Totd of In Talk Time

Total Talk Timedivided by Total Inbound Calls
Answered

Tota of Out CallsAns

Tota of Out Talk Time

Total Talk Timedivided by Total Connected
Outbound Calls

Tota number of Wrap-ups for both incoming and
outgoing workgroup calls.
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Records and Data Schema

Agent Statistics per Workgroup Window
Shown in “ Statistics (WG Statistics)” on page 22

Field Definition

Total Wrap-up Time Total of wrap-up duration (time while agent isin wrap-
up state) for both incoming and outgoing calls.

Average Wrap-up Total Wrap-up Time divided by Total Number of
Time Wrap-up.

Workgroup Statistics Window
Shown in “ Statistics (WG Statistics)” on page 22

Field Definition
Upper half of window
ID Number assigned by CDR Search to this record
Date Date of the time interval
Time Timeinterval for these call statistics
Incoming Calls Incoming workgroup calls
Callsin Queue Count of callsin workgroup queue while all agents are

not available; when agent RNA and “No Answer Call
Handling” is set to Forward to Next Group Member,
this call is re-queued but will not be counted twice.

Calls Answered Count of workgroup calls that were answered by
agents; if alogin agent uses Pick Call from Queue
feature in MaxAgent, this counter is also incremented.
If theincoming workgroup call isanswered by an agent,
then transferred or parked, thetransferred or parked call
isconsidered out of this workgroup.
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Search Results

Workgroup Statistics Window
Shown in “ Statistics (WG Statistics)” on page 22

Field

Calls Answered Duration

Outgoing Calls

Outgoing Calls Duration

Calls Abandoned to VM
with Msg

CallsAbandoned in

Queue

CallsAbandoned during
Ring

Calls Abandoned to VM
without Msg

Overflowed/Redir ected

Wait Timefor Answered
Calls

Wait Timefor
Abandoned Calls

Definition
Sum of talk duration of incoming answered workgroup
calls. Talk duration lasts from thetime an agent answers

thecall until thetimethecall isdisconnected, parked or
transferred. (Hold timeis not included in talk time.)

Count of outgoing connected workgroup calls. (Agent
needsto log into this workgroup)

Sum of talk duration of connected outbound workgroup
calls. Talk duration lasts from thetime the call is

connected until thetimethe call isdisconnected, parked
or transferred. (Hold time is not included in talk time.)

Count of calls abandoned to VM (by caller pressing a
digit or by system automatically redirecting caller to
VM where caller |leaves a message

Count of caller hang up while in queue listening to
music or queue greeting

Count of caller hang up while ringing a workgroup
agent

Count of calls abandoned to VM (by caller pressing a
digit or by system automatically redirecting caller to
VM where the caller did not leave a message

Count of callsthat overflowed from the workgroup
queue or redirected to other destinations;

Sum of wait time (queue duration + ring duration) for
Calls Answered

Sum of wait time (queue duration + ring duration) of al
abandoned calls

Lower half of window (Totals, Averages, and Percentages)
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Records and Data Schema

Workgroup Statistics Window
Shown in “ Statistics (WG Statistics)” on page 22

Field Definition

Group Inbound Calls Summary

Group Total Inbound Total of all inbound calls, including Answer ed,
Calls Overflowed, and al Abandoned calls
Total Calls Without Totd of callswith queue duration of zero.
Queueing

Total Callsin Queue Total of Callsin Queue

Total Calls Answered Total of Calls Answered

Total Calls Total of Overflowed/Redirected

Overflowed

Total Calls Total of Calls Abandoned which isthe sum of
Abandoned Abandoned in Queue, Abandoned During Ring,

Abandoned toVoiceMail, and Abandoned to Others
in the following sub-categories.

Abandoned in Total of Calls Abandoned in Queue
Queue

Abandoned during Total of Calls Abandoned during Ring 8 g
Rin o O
Ing Q 2
03

5 0

Abandoned to Total of callsabandoned to voice mail, whichisthesum ® o
Voice Mail of Leave VM and Without VM in the following sub- g a

category.
Leave VM Total of Calls Transferred to VM
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Search Results

Workgroup Statistics Window
Shown in “ Statistics (WG Statistics)” on page 22

Field

Without VM

Abandoned to App

or Others

Historical Service L evel

Total Calls Answered

Within SL

Total Inbound Talk Time

Average Inbound Talk
Time

Average Wait Timefor
Answered Calls

Average Wait Timefor
Overflowed Calls

Average Wait Timefor
Abandoned Calls

Total Wait Timefor
Answered Calls

Total Wait Timefor
Overflowed Calls

Definition

Tota of Calls Abandoned during VM

Total of callsredirected to atarget other than VM, when
caller in queue presses adigit. Abandoned to
application is aso included.

Total of Calls Answered with Queue Duration less
than or equal to the Service Level Threshold configured
in Workgroup Configuration window of MAXCY
MaxAdmin

Tota of Calls Answered Duration

Total Inbound Talk Timedivided by Total Calls
Answered

Total Wait Timefor Answered Calls divided by
Total Calls Answered

Total Wait Time (Queue Duration + Ring Duration)
for Overflowed Calls divided by Total Calls
Overflowed

Total Wait Time (Queue Duration + Ring Duration)
for Abandoned Calls divided by Total Calls
Abandoned

Totd of Wait Time (Queue Duration + Ring Duration)
for Answered Calls

Tota Wait Time (Queue Duration + Ring Duration) for
overflowed calls
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Records and Data Schema

Workgroup Statistics Window
Shown in “ Statistics (WG Statistics)” on page 22

Field

Total Wait Timefor
Abandoned Calls

Total Outbound
Connected Calls

Total Outbound Talk
Time

Average Outbound Talk
Time

Definition
Total of Wait Time (Queue Duration + Ring Duration)
for Abandoned Calls

Total of Outgoing Calls

Total of Outgoing Calls Duration

Total Outbound Talk Time divided by Total
Outbound Connected Calls
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Search Results

Data Schema

This section describes the data schema used in CDR and RTM records.
Table : AGENTACTIVITY

Database Definition Type Specification
Element
Version Version of the LONG 2=0E/ACM 5.0A
record
Nodel D Server ID (System LONG value: 1-100
ID) assigned to a
MAXCS systemin
MaxAdmin
Time_Stamp | GMT time when LONG
activity occurs.
Seconds since 1970/
01/01 00:00:00.

GMTOffset OffsettoGMT time, | LONG
includes daytime
savings, in seconds;
ex: Pacific Summer
time 25200

L ocalDay 8 digit number LONG Format: yyyymmdd
representing date

ex: 20040608 = 06/

08/2004
DayOfWeek Day of the week LONG 0 = Sunday
1 =Monday
2 = Tuesday
3 = Wednesday
4 = Thursday
5 = Friday
6 = Saturday
AgentNum Agent Extension LONG
Number
WGNum Workgroup Number | LONG
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Records and Data Schema

Database Definition Type Specification
Element
Activity Activity of the LONG 1= Staff
Agent 2 = UnStaf
3=Login
4 = Logout
5 = Ready
6 =DNDFWD
7 = Not Ready
8 = Wrapup
9= Error
Reason Reason for Activity. LONG 96 = Network issues caused the
(For logout, itis system to log out an | P phone
logout reason code) agent from the workgroup.
97 = Agent’ sphysical or IP
extension is changed to virtual
extension. System logs out the
extension from workgroup.
98 = Supervisor logs out the agent.
99 = Agent ring no answer.
System logs out the agent from
workgroup based on configuration
WrapUpSess | Call session, for LONG
ionlD wrap up
WrapUpDir Call direction, for LONG When Activity = 8 (Wrapup),
ection wrap up 1 = inbound wrap-up
2 = outbound wrap-up
WrapUpDur | Wrap up duration LONG
ation

Table2AGENTPERWGSUMMARY 1

Agent per Workgroup Statistics during the time interval specified by Start
Timeand End Time.

Database Definition Type | Specification

Element

Version Version of the record LONG | 2=0E/ACM
5.0A
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Search Results

Database Definition Type | Specification
Element
Nodel D Server ID (System ID) assignedtoan | LONG | vaue 1-100
MAXCS system in MaxAdmin
StartTime GMT start time of record's period. LONG
Seconds since 1970/01/01 00:00:00.
EndTime GMT end time of record's period. LONG
Seconds since GMT 1970/01/01
00:00:00.
GMTOffset Offset to GMT time, includes LONG
daytime savings, in seconds; ex:
Pacific Summer time 25200
LocalDay 8 digit number representing date LONG | Format:
ex: 20040608 = 06/08/2004 yyyymmdd
DayOfWeek Day of the week LONG | 0= Sunday
1=Monday
2 = Tuesday
3 = Wednesday
4 = Thursday
5 = Friday
6 = Saturday
AgentNum Agent Extension Number LONG
WGNum Workgroup Number LONG
uid Unique ID to link to LONG
AGENTPERWGSUMMARY 2 and
AGENTPERWGSUMMARY 3
Table 3:AGENTPERWGSUMMARY 2
Database Definition Type | Specification
Element
Version Version of the record LONG | 2=0FE/ACM
5.0A
Nodel D Server ID (System ID) assignedtoa | LONG | value 1-100
MAXCS system in MaxAdmin
uid Unique ID to link to LONG
AGENTPERWGSUMMARY 1
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Records and Data Schema

Database Definition Type | Specification
Element

NumIinWGC Total inbound WG calls during LONG
all interval

NumInWGA Number of incoming workgroup LONG
nswered calls answered by this agent

NumInWGR Total of agent RNA LONG
NA

DurlnWGAnN Ring duration of answered calls LONG
sRing workgroup calls

DurlnWGTal | Talk duration of incoming calls LONG
k (NumInWGAnswered), startingfrom

thetimethe agent answersacall until
the call is disconnected, transferred,

or parked
NumInWGW | Number of Wrap-ups for incoming LONG
rapUp cals
DurlnWGWr | Wrap-up duration for incoming calls | LONG
apUp
NumInWGV Count of WG callsto agent'sVM LONG
M with message

DurlnWGV Total duration of voicemail message | LONG
M

NumInWGH Number of incoming calls hold by LONG
old agent (One call hold multiple times
count once only)

DurlnWGHo | Hold duration of incoming calls LONG
Id

NumOutWG Count of outgoing connected calls LONG
Connected including trunk and extension calls

DurOutWGT | Talk duration of outgoing connected | LONG
alk calls (NumOutWGConnected) from
the time the call enters " Connected”
state until disconnected, parked or
transferred
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NumOutWG Number of wrap-ups for outbound LONG
WrapUp WG calls

DurOutWG Wrap-up duration for outbound WG LONG
WrapUp cals
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Search Results

Database Definition Type | Specification
Element
NumOutWwG Count of outbound WG hold callsby | LONG
Hold agent (One call on hold multiple
times will count once only)
DurOutWG Hold duration of outbound LONG
Hold workgroup calls
Table 4. AGENTPERWGSUMMARY 3
Database Definition Type Specification
Element
Version Version of the record LONG 2=0FE/ACM
5.0A
Nodel D Server ID (System ID) assignedtoa | LONG value: 1-100
MAXCS system in MaxAdmin
uid Unique ID to link to LONG
AGENTPERWGSUMMARY 1
DurLogin The total time agent was logged in. LONG
Table5:AGENTSUMMARY 1
Database Definition Type Specification
Element
Version Version of the record LONG 2=0FE/ACM
5.0A
Nodel D Server ID (System ID) assignedtoa | LONG value: 1-100
MAXCS system in MaxAdmin
uid Unique ID to link to LONG
AGENTSUMMARY 2,
AGENTSUMMARY 3, and
AGENTSUMMARY 4
StartTime GMT start time of record's period. LONG
Seconds since 1970/01/01 00:00:00.
EndTime GMT end time of record's period. LONG
Seconds since GMT 1970/01/01
00:00:00.
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Records and Data Schema

Database Definition Type Specification
Element
GMTOffset Offset to GMT time, includes LONG

daytime savings, in seconds; ex:
Pacific Summer time 25200

LocalDay 8 digit number representing date LONG Format:
ex: 20040608 = 06/08/2004 yyyymmdd

DayofWeek Day of the week LONG 0 = Sunday

1= Monday

2 = Tuesday

3 = Wednesday
4 = Thursday

5 = Friday

6 = Saturday

AgentNum Agent Extension Number LONG

Table 6:AGENTSUMMARY 2

Database Definition Type | Specification
Element

Thefollowing values are significant only when an agent logsinto at least one workgroup.
If an agent doesn’t log into any workgroup, all values should be zero.

Version Version of the record LONG | 2=0OE/ACM
5.0A
Nodel D Server ID (SystemID) assignedtoa | LONG | value: 1-100

MAXCS system in MaxAdmin

uid Unique ID to link to LONG
AGENTSUMMARY1

NumInDirCall Direct (non-workgroup) incoming LONG
call

NumlInDirAnsw | Direct (non-workgroup) incoming LONG
ered call answered
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DurlInDirTalk Total tak duration of direct (non- LONG
workgroup) incoming calls

NumlInDirVM Count of direct inbound voicemail LONG
message
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Database Definition Type | Specification
Element
DurInDirVM Total duration of direct inbound LONG
voicemail message
NumInDirHold The number of direct incoming call LONG
put on hold (One call on hold
multipletimeswill count once only)
DurInDirHold Total hold duration of direct LONG
incoming calls
NumOutDirCon | Number of direct outgoing LONG
nected connected calls
DurOutDirTalk | Total talk duration of direct (non- LONG
workgroup) outgoing connected
cals
NumOutDirHol Count of direct outbound calls on LONG
d hold (One call on hold multiple
times will count once only)
DurOutDirHold | Total hold duration of direct LONG
outbound calls
NumAgentBusy | Number of times agent is busy LONG
Dur AgentBusy The duration of timewhen agentis | LONG
busy
NumIinWrapUp | Number of times agent entered LONG
Wrap Up
DurInWrapUp Wrap-up duration of incoming LONG
workgroup calls
NumOutWrapU | Number of wrap-ups for outbound LONG
p workgroup calls
DurOut Wrap-up duration for outbound
WrapUp workgroup calls
Table 7. AGENTSUMMARY 3
Database Definition Type Specification
Element
Version Version of the record LONG 2=0FE/ACM
5.0A
Nodel D Server ID (System ID) assignedtoa | LONG value: 1-100
MAXCS system in MaxAdmin
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Database Definition Type Specification
Element
uid Unique ID to link LONG
AGENTSUMMARY 1
CountLogon | Count of workgroups that agent is LONG
WG logged into
DurAgentLo | Thelogin duration when agent logs LONG
gon into at least one workgroup
NumAgentA Number of times agent is available LONG
vailable
DurAgentAv | Theduration while agentisin LONG
ailable available state
Table :AGENTSUMMARY4
Database Definition Type | Specification
Element
The following values are significant only when an agent logsinto at |east one workgroup. If
an agent doesn’t log into any workgroup, all values should be zero.
Version Version of the record LONG | 2=OF/ACM
5.0A
Nodel D Server ID (System ID) assigned to a LONG | vaue: 1-100
MAXCS system in MaxAdmin
uid Unique ID link to LONG
AGENTSUMMARY 1
NumAgentDND Number of times agent entered DND LONG
DurAgentDND Tota duration of the DND LONG
NumAgentFWD Number of times agent enable LONG
extension forward and enter FWD
state
DurAgentFWD Duration of agent in FWD state LONG
NumAgentError Number of times agent enter Error LONG
State while login
DurAgentError Duration of agent in Error Statewhile | LONG
login
NumNotReady Count of Agent enters Not-Ready LONG
state
DurNotReady Duration of Agent Not-Ready LONG
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Search Results

Table 9: CDRMAIN

Database Definition Type Specification
Element
Version Version of the record LONG 2=0FE/ACM 5.0A
Nodel D Server ID (System ID) LONG value: 1-100
assigned to aMAXCS
system in MaxAdmin
StartTime GMT start time of LONG
record's period. Seconds
since 1970/01/01
00:00:00.
EndTime GMT end time of LONG
record's period. Seconds
since 1970/01/01
00:00:00.
GMTOffset Offset to GMT time, LONG
includes daytime
savings, in seconds; ex:
Pacific Summer time
25200
L ocalDay 8 digit number LONG Format: yyyymmdd
representing date
ex: 20040608 = 06/08/
2004
DayOfWeek Day of the week LONG 0 = Sunday
1= Monday
2 = Tuesday
3 = Wednesday
4 = Thursday
5 = Friday
6 = Saturday
Session|D Session ID: aunique LONG

number, usually 9 digits
or larger, assigned by
MAXCSto acall
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Records and Data Schema

Table9: CDRMAIN

Database Definition Type Specification
Element
Sequencel D A unique number to LONG
identify multiple records
of same call (same
Session ID), beginning
with 0
TrunkCall Trunk call or external LONG 1=Internal
call 2=Trunk Call
Direction Direction of the call LONG 1=Incoming
(incoming or outgoing) 2=Outgoing
OriginalPriority Thefirst priority set by LONG
the system for this call
(1-9)
StartPriority Call priority at Start LONG
Time (1-9)
EndPriority Call priority at End Time | LONG
(1-9)
Caller Type Typeof linefor an LONG 0 = Unknown line type
incoming call 1= Ext andlog
2=ExtIP
3 = Reserved
4 = Ext virtua
5 = Workgroup
6 = Application Extension
7 = Anaog Trunk
8=T1 Trunk
- w)
9=1IP Trunk S g
10 = PRI Trunk S
wn =
11 = not used o
5 0
12 = E1 trunk % %’_
CallerPad Line's physical address CHAR E.g. “0004”, where o
for an incoming call 5) “00"=dot, “04"=channel
Always*“-1-1" for WG or
virtual extension
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Table9: CDRMAIN

Database Definition Type Specification
Element
CallerNum Caller phone number of CHAR
an incoming call (41)
(extension number or
off-net PSTN)
CallerName Caller name for an CHAR
incoming call (provided (65)
by CO for trunk calls; as
enteredinMaxAdminfor
extension calls)
Caller Tenant Caller Tenant name CHAR
Caller Project Caller Project ID LONG
TargetType Called target line type LONG 0 = Unknown line type
1= Ext analog
2=ExtIP
3 = Reserved
4 = Ext virtua
5 = Workgroup
6 = Application Extension
7 = Anaog Trunk
8=T1 Trunk
9=1PTrunk
10 =PRI Trunk
11 = not used
12 = E1 trunk
TargetPad Physical address of line UCHA E.g. “0004,” where
for acalled target R “00"=slot and
(5) “ 04" =channel
TargetNum Number for acalled CHAR
target (41)
TargetName Name for a called target CHAR
(65)
TargetTenant Tenant name for called CHAR
target
TargentProject Project ID for called LONG

target
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Table9: CDRMAIN

Records and Data Schema

Database
Element

Definition

Type

Specification

TargetWGNum

Target workgroup
number

CHAR

WGSessionl D

A unique Session ID for
workgroup call

LONG

OutGoingW G

Workgroup number for
an outgoing call, while
agent login

LONG

ConfSessionID

Conference Session ID

LONG

DNIS

DNIS number for
incoming call

CHAR
(33

AccountCode

Account code

CHAR
(1D

1—10digitsin length

AADuration

Duration in seconds an
incoming cal is
connected to the Auto
Attendant/IVR; multiple
connectionsto AA/IVR
inasingle session
produces multiple
records

LONG

RingDuration

Duration in seconds a
cal isringing and in
workgroup queue

LONG

QueueDuration

Duration in seconds
when acall staysina
queue.

LONG

VM Duration

Duration in seconds after
acdl goesinto a
voicemail box; includes
greeting, false attempts
at messages, successful
message, and review of
message

LONG

VM RecDuration

Duration in seconds of
recording time for aVM
message that was
completed

LONG
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Table9: CDRMAIN

Database Definition Type Specification
Element
HoldDuration Duration in seconds LONG
whileacall ison hold
TalkDuration Duration in seconds of LONG
talk time
RecordDuration Duration in seconds of LONG
recording
AnswerWithinS Call is answered within LONG 1=yes; 0=no
LT Service Level Threshold
ExitState State when call is LONG (see end of thistable for
terminated specifications for the 34
exit states)
AbnTargetType Typeof abandonforward | LONG 1=Abandon to AA
target 2=Abandon to Operator
3=Abandon to Extension
4=Abandon to Outside
Number
5 =Abandon to VM
6 = Abandon to
Application
7 = Abandon to Others
8 = Call Disconnected
AdvQAppType Type of Advanced LONG
Queue Management
Application
MMCallType Multi-Mediacall type LONG
PriorityQueueD The duration in seconds LONG
uration of acall hold current
priority in queue
1VREXitPoint Exit Point of IVR/AA CHAR When acall istransferred
(63) fromAA menu, thesystem
logs the exit AA point,
whichisthe AA item ID.
IVRData Dataof IVR/IAA CHAR
(255)
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Table9: CDRMAIN

Database Definition Type Specification
Element
UserData Agent input CHAR
(255)
FormData Web form data CHAR
URL Data Last URL CHAR
(255)

ExitState specifications (see database el ement ExitState on page 70):
1= Auto Attendant: call exitsinthe AA / IVR.

2= Forward: cal isforwarded from an extension by configuration
forwarding.

3= Call Redirect: call isredirected to another extension or trunk by the
AltiLinkPlus command "Redirect".

4= Ring No Answer: call rang target but no agent answered.
5= Busy: cdl tried to ring an agent but the agent extension was busy.
6= Queue: call abandoned from the workgroup queue.

7= Queue Overflow: call was forwarded by workgroup overflow
configuration.

8= Connected: call connected with an agent, then disconnected.
9= Conference: caller is conferenced with others, then disconnected.

10 = Conference Member: every member of a conference call will have a
record with this exit state.

11 = Hold: A callsB and is connected. B uses MaxCommunicator/
MaxAgent to hold this call. B drops, and now A isin "Hold" state.
Then A drops. Call A getsthis exit state.

12 = Transfer: call istransferred by an agent who pressed flash to transfer
thiscall. A calls B and is connected. B presses flash, dials C, and is
connected to C. B drops. Call A with B getsthis exit state.

13 = Transfer destination unavailable: A callsB. A presses flash and dials
C. Crings but no answer. A drops. Call A with C getsthis exit state.

pue spioday
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14 = Transfer Cancel: A callsB. B pressesflash, calls C and is connected.
Then B presses flash to disconnect C and connect back with A. Call
B with C exits with "transfer cancel”.

15 = Goto VM w/out leaving vm: A calls B. B is busy or ring no answer.
A goesinto B'svoice mail. A drops without leaving any voice mail.

16 = Goto VM with leaving vm: A goesinto B'svoice mail, leavesavoice
mail, and then drops.

17 = General VM: A presses ## to enter the voice mail system, inputs
password, then drops.

18 = VM Access: A presses ### to enter another extension’s voice mail,
then drops.

19 = VM Notify: A receives anotification call, enters password, then
drops.

20 = Call Pick Up: A callsB. While B isringing, C enters #29B to pick up
thiscall. Call A with B getsthisexit state.

21 = All Trunks Busy: A dials an outside number, and no trunk is seized.
A drops and gets this exit state.

22 = No session: A triesto log on to MaxCommunicator/MaxAgent/
AltiConsole/third party application, but there are no more licenses
available.

23 = Personal Park: call is parked by #31.
24 = System Park: call is parked by #41.
25 = Line Park: call is parked by #51.

26 = Call Monitor: A runs MaxSupervisor and initiates a silent monitor or
bargein.

27 = Overhead Paging: Call presses #44 [ #45 | #46 to page.
28 = Reminder Call: Call was preset as areminder call.

29 = Group Member RNA: A calls aworkgroup and rings an agent. The
agent does not answer the ring.

30 = One Number Access: A calls B and goesinto B's one number access
menu.

31 = APC Connect: [never used]
32 = Ring: call is dropped while it's ringing.
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33 = Transfer Ring: A calls B. B presses Flash and dials C. While C is
ringing, B dropsand A drops. Call A with C getsthis exit state.

34 = Transfer Connected: A callsB and is connected. A pressesflash, dials
C, and is connected too. A drops. Call A with C got this exit state.

Table 10: WGRTSUMMARY

Database Definition Type | Specification
Element
Version Version of the record LONG | 2=0OFE/ACM
5.0A
Nodel D Server ID (System ID) assigned to a LONG | vaue 1-100
MAXCS system in MaxAdmin
StartTime GMT start time of record’ s period. LONG
Seconds since 1970/01/01 00:00:00.
EndTime GMT end time of record’ s period. LONG
Seconds since 1970/01/01 00:00:00.
GMT Offset OffsettoGMT time, includesdaylight | LONG
savings, in seconds; ex: Pacific
Summer time 22500
L ocalDay 8 digit number representing date LONG | Format:
ex: 20040608 = 06/08/2004 yyyymmad
DayOfWeek Day of the week LONG | 0=Sunday
1 = Monday
2 = Tuesday
3 = Wednesday
4 = Thursday
5 = Friday
6 = Saturday
WGNum Workgroup Number LONG
CurNumAgent | Tota Agent configured to the WG LONG
Cfg
CurNumAgent | Total AgentsUn-Staffed (Snapshotat | LONG
UnStaff EndTime)
CurNumAgent | Total AgentsLogged Out (Snapshot LONG
L ogout at EndTime)
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Database Definition Type | Specification

Element

CurNumAgent | Tota Agents Error (Snapshot at LONG

Error EndTime)

CurNumAgent | Total AgentsBusy (Snapshot at LONG

Busy EndTime)

CurNumAgent | Total Agents Not Ready (Snapshotat | LONG

NotReady EndTime)

CurNumAgent | Tota Agents Wrap-up (Snapshot at LONG

WrapUp EndTime)

CurNumAgent | Total Agents DND/FWD (Snapshot LONG

DNDFWD at EndTime)

CurNumAgent | Total AgentsAvailable (Snapshot at LONG

Available EndTime)

CurLongestQT | Longest Queue Time (Snapshot at LONG

ime EndTime)

CurQLength Number of callsin Queue (Snapshot LONG
at EndTime)

CurNumcCallO Number of callsexceed SLT LONG

verSLT (Snapshot at EndTime)

CurServiceLev | Real-time Service Level % for WG LONG

e Queue (Snapshot at EndTime)

IntvMaxNumA | Maximum Agents Un-Staffed in LONG

gentUnStaff record's period

IntvMaxNumA | Maximum Agents Logged Out in LONG

gentL ogout record's period

IntvMaxNumA | Maximum Agents Error in record's LONG

gentError period

IntvMaxNumA | Maximum Agents Busy in record's LONG

gentBusy period

IntvMaxNumA | Maximum Agents Not Ready in LONG

gentNotReady record's period

IntvMaxNumA | Maximum Agents Wrap-up in LONG

gentWrapUp record's period

IntvMaxNumA | Maximum Agents DND/FWD in LONG

gentDNDFWD record's period

IntvMaxNumA | Maximum Agents Availablein LONG

gentAvailable

record's period
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ex: 20040608 = 06/08/2004

Database Definition Type | Specification
Element
IntvMaxLonge | Maximum longest queuetimein LONG
stQTime record's period
IntvMaxQLen Maximum gueue length in record's LONG
gth period
IntvMaxNumC | Maximum callsexceed SLT in LONG
allOverSLT record's period
IntvMaxServic | Maximum Service Level % for WG LONG
el evel Queue in record's period
IntvMinServic Minimum Service Level % for WG LONG
el evel Queue in record's period
Table 11: WGSUMMARY
Database Definition Type | Specification
Element
Version Version of the record LONG | 2=0OFE/ACM
5.0A
Nodel D Server ID (System ID) assignedto | LONG | value: 1-100
aMAXCS system in MaxAdmin
StartTime GMT start time of record’ s period. LONG
Seconds since 1970/01/01
00:00:00
EndTime GMT end time of record’s period. LONG
Seconds since 1970/01/01
00:00:00
GMTOffset Offset to GMT time, includes LONG
daylight savings, in seconds; ex:
Pacific Summer time 22500
L ocalDay 8 digit number representing date LONG | Format:
yyyymmdd
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Database Definition Type | Specification
Element
DayOfWeek Day of the week LONG | 0= Sunday
1= Monday
2 = Tuesday
3 = Wednesday
4 = Thursday
5 = Friday
6 = Saturday
WGNum Workgroup Number LONG
NumInWGCall Tota inbound WG call during LONG
interval
NuminCalllnQ Tota callsin queueduringinterval | LONG
DurInCallQ Tota queue duration during time LONG
interval for all WG inbound calls
NumlnAnswered Total WG inbound calls answered LONG
by agentsduringinterval. If alogin
agent uses pick call from queue
feature in MaxAgent, this counter
isincremented. If thecall is
transferred or parked, thiscal is
considered out of workgroup.
DurInTalk Tak duration of incoming calls LONG
(NuminAnswered), starting from
the time an agent answered a call
until the call is disconnected,
transferred or parked
DurlnAnsQ Tota Queue time for answered LONG
inbound WG calls
DurlnAnsRing Totd ring time for answered LONG
inbound WG calls
NumlnXfer Count of transferred incoming LONG
workgroup calls
NumInWrapUp Number of Wrap-ups for LONG
workgroup incoming calls
DurInWrapUp Wrap-up duration for incoming LONG
cals
NumlnAbnInQ Total number of calls hang-up in LONG

queue
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abandoned to add-on applications

Database Definition Type | Specification
Element
DurlnAbnInQ Total queue time of calls hang-up LONG
in queue
DurlnAbnInQ_Ri Total ring time of callshang-upin | LONG
ngTime queue
NumlnAbnDuring | Number of calls hang-up during LONG
Ring ring (in queue or never in queue)
DurlnAbnDuring Total Queuetimefor calshang-up | LONG
Ring during ring
DurlnAbnDuring Total Ring time for calls hang-up LONG
Ring_RingTime during ring (in queue or never in
queue)
NumlinAbnVmMs | Number of calls abandoned to VM LONG
g leaving voice message (transferred
to VM from queue by caller
pressing adigit or the system
redirects the call to VM)
DurlnAbnVmMsg | Total Queuetimefor calls LONG
abandoned to VM leaving voice
message
DurlnAbnVmMsg | Tota Ringtimefor calls LONG
_RingTime abandoned to VM leaving voice
message
NumlnAbnVmNo Number of calls abandoned to VM LONG
Msg without leaving VM (redirected to
VM from queue by caller pressing
adigit or the systemredirecting the
call to VM)
DurlnAbnVmNo Total Queuetimefor calls LONG
Msg abandoned to VM without leaving
message
DurlnAbnVmNo Total Ring timefor calls LONG
Msg_RingTime abandoned to VM without leaving
message
NumlInAbnToApp | Number of callsabandonedto add- | LONG
on applications
DurlnAbnToApp Total Queuetimefor calls LONG
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Database Definition Type | Specification
Element
DurlnAbnToApp_ | Tota Ringtimefor calls LONG
RingTime abandoned to add-on applications
(in queue or never in queue)
NuminAbnToOth Number of all callsabandonedtoa | LONG
es target other than VM whencallerin
queue presses a digit
DurlnAbnToOthe | Tota Queuetimefor LONG
rs NumInAbnToOtherscalls
DurlnAbnToOthe | Tota Ringtimefor LONG
rs RingTime NumlInAbnToOtherscalls
DurlnAbnQRing DurlnAbninQ_RingTime+DurlnA | LONG
bnDuringRing_RingTime+Durln
AbnVmMsg_RingTime+DurlnAb
nVmNoMsg_RingTime+DurlnAb
nToApp_RingTime+DurlnAbnTo
Others_RingTime
DurlnAbnQ DurlnAbninQ+DurlnAbnDuringR | LONG
ing+DurlnAbnVmMsg+DurlnAbn
VmNoMsg+DurlnAbnToApp+Du
rinAbnToOthers
NumlnOverflow WG callsoverflowed or redirected | LONG
to other target
DurlInOverflowQ Tota Queuetime for overflowed LONG
or redirected calls
DurlInOverflowRi Totd ring time for al overflowed LONG
ng or redirected calls
NumlnAnsWithin Total callsansweredwithwaittime | LONG
SLT less than or equal to Service Level
Threshold within report interval
(QueueTime+RingTime<=SLT)
NuminHold Number of inbound WG callswere | LONG
ever hold by agent (One call on
hold multiple times will count just
one time)
DurlnHold Duration of inbound WG calls LONG
were hold by agent
NumlnRecord Number of inbound WG callswere | LONG

recorded
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Database Definition Type | Specification

Element

DurInRecord Duration of inbound WG calls LONG
were recorded

NumOutConnecte | Number of WG outbound LONG

d connected calls

DurOutTalk Duration of outgoing WG calls LONG
(NumOutConnected); fromthecall
enters "Connected" state until
disconnect

NumOutHold Number of outbound WG callsthat | LONG
were put on hold by agent (Onecall
on hold multiple times will count
just one time)

DurOutHold Duration of outbound WG callsput | LONG
on hold by agent

NumOutRecord Number of outbound WG callsthat | LONG
were recorded

DurOutRecord Duration of outbound WG calls LONG
that were recorded

NumOutXfer Count of outbound WG calls that LONG
were transferred by agent

NumOutWrapUp Count of agent outbound WG calls | LONG
that entered wrap-up state

DurOutWrapUp Total outbound WG Wrap-up LONG
duration

NumlInAbnInQWi | Tota number of calls hang-up in LONG

thinSLT queue with wait time less than or
equal to Service Level Threshold
within report interval
(QueueTimet+RingTime <= SLT)

NuminAbnDuring | Number of callshang-upinring(in | LONG

RingWithinSLT

gueue or never in queue) with wait
time less than or equal to Service
Level Threshold within report
interval (QueueTime+RingTime
<=SLT)
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Database Definition Type | Specification
Element
NuminAbnVmMs | Number of calsleaving VM and LONG
gWithinSLT with wait timelessthan or equal to
Service Level Threshold within
report interval
(QueueTime+RingTime<=SLT)
NumlinAbnVmNo Number of calls abandoned LONG
MsgWithinSLT without leaving VM and with wait
time less than or equal to Service
Level Threshold within report
interval (QueueTime+RingTime
<=SLT)
NuminAbnToApp | Number of callsabandoned to add- | LONG
WithinSLT on applications with wait time less
than or equal to Service Level
Threshold within report interval
(QueueTime+RingTime <= SLT)
NumlnAbnToOth Number of all other abandoned LONG
ersWithinSLT calls (for example, ExtYWG/
External/AA/IVR) with wait time
less than or equal to Service Level
Threshold within report interval
(QueueTime+RingTime <= SLT)
NumlInOverflow WG calls overflowed to other LONG
WithinSLT target with wait time less than or
equal to Service Level Threshold
within report longerval
(QueueTime+RingTime<=SLT)
Table 12.EXTINFORMATION
Database Definition Type Specification
Element
Version Version of the record LONG 2=0FE/ACM
5.0A
Nodel D Server ID (System ID) assignedtoa | LONG value: 1-100
MAXCS system in MaxAdmin
ExtNum Extension number LONG
Type Type of the extension LONG
FirstName First name of the extension CHAR
(64)
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Database Definition Type Specification
Element
LastName Last name of the extension CHAR
(64)
StartTime GMT timestamp when extension is LONG

created; seconds since 01/01/1970
00:00:00. 0 means the extension has
been created for the first time. Non-
zero means actual start time.

EndTime GMT timestamp when theextension | LONG

isremoved
StartTimeG Offset to GMT time when the LONG Format:
MTOffset extension is created, includes yyyymmdd

daylight savings, in seconds; ex:
Pacific Summer time 25200

EndTimeG Offset to GMT time when the LONG Format:
MTOffset extension isremoved, includes yyyymmdd
daylight savings, in seconds; ex:
Pacific Summer time 25200

RevisionID Revision ID, beginning from O; the LONG
bigger the number, the older the
record

Table 13:WGMEMBER

StartTime GMT timestamp when extension is LONG
created; seconds since 01/01/1970
00:00:00. 0 means the extension has
been created for the first time. Non-
zero means actual start time.

Database Definition Type Specification
Element
Version Version of the record LONG 2=0E/ACM
5.0A
Nodel D Server ID (System ID) assignedtoa | LONG value: 1-100
MAXCS system in MaxAdmin 8 g
o O
WGNum Workgroup Number LONG a o
o
ExtNum Agent Number LONG Sa
® o
3 5
Q o
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Database Definition Type Specification
Element
EndTime GMT timestamp when the extension LONG
isremoved
StartTimeG | Offsetto GMT time when the LONG Format:
MTOffset extension is created, includes yyyymmdd
daylight savings, in seconds; ex:
Pacific Summer time 25200
EndTimeG Offset to GMT time when the LONG Format:
MT Offset extension is removed, includes yyyymmdd
daylight savings, in seconds; ex:
Pacific Summer time 25200
RevisionID Revision ID, beginning from O; the LONG
bigger the number, the older the
record
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Glossary

A

Abandonment - Incoming call where the caller decides to disconnect before
completing acall processing state in the phone system: listening and handling auto
attendant, while waiting in queue, or whilein voice mail. (See also short calls.)

Account Code - A number entered by a caller to represent how the call should be
tracked or billed.

Agent - A service representative who consistently handles customer inquiries of all
types.

Agents Signed On - Number of agents, signed on to the phone system to be agents,
using their phone to sign-on.

All Trunks Busy - An All Trunks Busy record should have dialing extension in
partyl, dialing number in Trunk Remote Number. If the call is made by out call
routing, out call route and overflow routes should be set.

All Trunks Busy meansthat therewere no free outgoing trunksavailablefor agiven
route.

Analog - Telephone lines going to the central office (trunks) and/or telephone lines
going to the phone system desktop phonesets using standard analog
communication; voltage variations represent voice signals.

ANI (Automatic Number Identification) - The phone number of the person or site
making a phone call to the system. ANl is provided on T1/PRI circuits only, and
represents the billing number of the caller, not necessarily the phone number. For
example, ANI for people calling from a company.

ASA (Average Speed of Answer) - The amount of time, on average, that acompany
wants to answer incoming calls. Also, the actual average amount of time it takes
before a caller is answered by an agent.

Auto Attendant Dur ation - Theamount of timeacaller islistening and responding
to call processing steps in the phone system auto attendant process.

Average Call Duration - The average amount of time calls are taking from phone
system answer to phone system disconnect.

C

Caller1 D - Thephone number of the calling party. CallerI D differsfrom ANI inthat
CallerID is the phone number of the phone from which the caller is calling as
opposed to the billing number for the phone. If acaller is calling from a business,
the CallerI D will be different from the ANI number, in most cases.
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Callsin Queue - The number of callswaiting in aqueue for an agent or answering
device.

Carrier - Voice telephone network provider such asAT&T, MCI, and Sprint.

Carrier #- The 10XXX dialed number which isused by a caller or the system to
inform the local switching system which Carrier has been selected to handle the
phone call. For example, AT&T is 10288.

CLID (Caller Line Identification) - European term for CallerID.

D

Disconnect - When a call disconnects from the phone system; if an extension
disconnectsfirst, then...; if aincoming caler disconnectsfirst, then...

DNIS (Direct Number Inward Service) - The phone number dialed by the caler.
Usually companies purchase ablock of DNIS numbersfrom thelocal central office
so they may give customers direct access to key employees. DNIS numbers can be
800 numbers, which represent specific types of service offered to the public by a
company. DNIS numbers, in call centers, therefore, can conceptually be regarded
as applications.

Call Duration (Duration) - Average amount of time a call takes from phone
system answer to phone system disconnect.

E

Exit State - The state of the call in the phone system when the caller decided to
disconnect. The nominally correct exit state is when a caller disconnects during
conversation with aperson or after leaving avoi ce message. Exit state numbershelp
reporting tools describe the total calls that were abandoned early as well as normal
cals.

ExitQ - When the call exited aworkgroup queue.
ExitVM - When the call exited voicemail.

Extension - The phone number of a phone on the phone system. MAXCS has
extension numbers representing phonesets (anal og, I1P), virtual extensions (logical
locations), and workgroups (queues for agents).

H

Handled Calls - The number of calls actually processed successfully to anormal
disconnect exit state. For example, answered by a person, or the person completed
avoice message or listening to a prompt.

Handled WG - The number of calls handled by aworkgroup in the phone system.
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In WG Average Duration - The amount of time, on average, calls spent waiting
for afree agent whilein a queue.

Inbound - Callsarriving into the phone system over trunks, either public or private
tie trunk lines.

I P (Internet Protocol) - IPis used to represent the concept and practice of
encapsulating voice into data packets carried on data networks, both private and
public, including the Internet.

| P Extension - An extension within the MAXCS phone system based on
encapsulated voice connections (1P voice) as opposed to anal og phonesets. AltiGen
supports physical and | P phone sets.

IP Trunk - A digital connectionto aL AN or Wide AreaNetwork (WAN) that can
handle | P encapsulated voice transmissions.

L

Line - Pairs of wiresthat carry voice over analog circuits to the central office (i.e.,
trunks). Sometimes also used as station lines (extensions) and trunk lines (trunks).

L og-off with reason code- An agent can log out of aworkgroup becausethey have
alunch break, classes, or other reasons. The manager establishes the meaning of
numeric codes, and the system records them when used.
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M

MaxWaitTime - The maximum amount of time a call has waited in queueto be
handled.

Minutes (outbound) - While many fields may represent duration in minutes or
seconds, in this case the use of minutesisthe number of billable minutes for phone
cals. Thisis particularly of interest for outbound phone calls, and is useful for
billing comparisons.

N

Nodel D - The MAXCS system number (from 0-128) that was assigned to agiven
system in MaxAdmin. The number is used to separate CDR records from different
AltiServ systems when the records are collected jointly at one site using one
database server for consolidated reporting.
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O

QOutbound - Calls placed by users of the phone system to the outside world over
public or private trunk circuitswithinthe MAXCS system including analog, digital,
and IP types.

Outbound Workgroup - Outgoing calls placed by aworkgroup agent who is
assigned and logged in to an Outgoing Workgroup.

OutCall Routing - Callsdiaed on the system can be processed by the system using
routing tables. The routing tables and their configuration options are referred to
generically as outcall routing. Outcall routing permits companies to restrict the
types of outbound calls, change their dialing pattern, determine the type of trunk to
be used, and determine the type of carrier to be used.

Overflow Calls - Callsthat cannot be handled by a primary service and spill over
to an aternative service. In the case of MAXCS, this applies to outgoing calls
finding al trunks busy for a given route table.

P

PAD - A Physical ADdress generalized to represent the physical slot on the
processor chassis where an interface board is located, and the channel assigned on
that interface board represents an extension or trunk port.

Partyl - Party1, found in the database schema, represents the first extension
originating an outbound call or answering aincoming call from atrunk. In acall
center, Partyl istypically the first agent to answer the caler.

Party2 Party2, found in the database schema, represents the second extension
answering an incoming call asthe result of receiving the call viaacall transfer or
call pick-up. Inacall center, Party2 istypically the second agent (often a
supervisor) who answered the call.

Note:  Party2 accumulates the call handling time for any additional successive
call transfersor call processing. Therefore, the times shown for Party2 can
represent more than one additional extension to have handled anincoming
cal. The“MoreThan2WG” CDR field will indicate if the Party2 field
represents multiple extensions handling the call after thefirst Partyl agent.

PRI - ISDN Primary trunks

Project OutCalls- MAXCS provides some, not all, of the features businesses find
useful in shared project environments.
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One supported area s tracking who placed an outbound call by business name or
dialing plan. This nameis called the project name, is configured in MaxAdmin
under each extension, and is placed in the CDR record each time that particular
extension places an outbound call. The field is multi-purpose, so it can also be used
by businesses wanting to track calls by department for bill-back purposes. Mixed
use is not supported, for example, project and department.

Q

Queued Call - A call that has entered the queue as aresult of not finding any free
agentsin aworkgroup or for an extension and must now wait for an extension to
become free. The queue duration associated with a queued call includestheringing
time of the target extension.

R

Reason Code - A number, from 0-255, that was entered by a workgroup agent
using the MaxAgent application to indicate the reason they made themselves
unavailable to receive calls even though they may be scheduled for work. For
example, code 20 could represent alunch break.

RNA (Ring No Answer) - the condition when a call reaches an extension and the
called extension does not answer. This can be true for any type of call to any
extension. However, within a call center, failure to reach an agent whose phoneis
inthe “signed-on and idle” state, getting an RNA is a problem. Calls getting an
RNA from an agent phone will be sent back to the queue (thisis configurable) in
most cases. The agent's phone will then be taken out of service.
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Route Name - The name of an outbound (outcall) route table entry. Thisis useful
to identify the type of routing treatment that was given to acall.

Route Table - A set of outbound call routing choices, provided by MAXCSwithin
outcall routing, are defined within aroute table. Theroutetableidentifiesthetrunks
that should be used for calls assigned this route table. It also provides for how the
dialed number should be modified, if at al, and whether the number needsto be
preceded by a carrier code such as 10XXX.

Route Table Name - Same as Route Name. Route Table Name is the name
assigned to theroute, and Route Name is the same name shown in reports under the
title Route Name.

Routes- Routeisthe selected trunk to carry aphone call to the outside world. Route
Tables determine which routes should be used and how to use them. If onerouteis
too busy (no trunks available€), then the Route Table can be configured with an
alternative choice. Ultimately, the call takes asingle, fina route.
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Score - Thismay or may not be found in the reports created within Call Analyst
depending on applications created by the customer, not Call Analyst or AltiGen.
Scoreis anumber that represents how well a supervisor believes an agent has
handled a particular call that the supervisor has silently monitored. Using the
UserDefined fields provided in MAXCS's ActiveX AltiLink protocol and inits
CDR data schema, a customer can associate a score with acall.

Note:  Thisisacustom implementation.

Service Level% - The percentage of calls meeting the expectation for service set
by the owner of the call center system.

When reported in the AltiClient screens, Service Level% isareal time snap shot of
any given exact moment in the workgroup queue of calls meeting or exceeding
performance.

When reported in other custom reporting packages based on historical CDR data,
the servicelevel will represent the average over agiventimeinterval defined by the
program.

Service level isthe number of calls waiting less than a threshold timeinterval
divided by the total number of callsin queue over the sameinterval. The threshold,
which is the maximum amount of time the company would like a caller to have to
wait for an agent, is configurable in MaxAdmin.

Note:  See also data schema descriptions.

Session |D Number - A unique number, usually 9-digits or larger, assigned by
MAXCSto acall. This number uniquely identifiesa call. If an incoming cal is
transferred by an agent to an outside trunk, then an additional new CDR record is
created; however, this additional record retains the same SessionID. This permits
reporting programs to combine CDR records for the same call.

SignOff - The timestamp when aworkgroup agent signed off from the workgroup.
SignOn - The timestamp when a workgroup agent signed on to the workgroup.

SignOn Duration - The difference between Sign-on and Sign-off pairs; timesin
closest proximity. An agent can sign on and off more than once each day, so there
may be multiple such pairingsin the CDR database.

Spillover - Overflow from one route table to the next.

T

T1-T1lisadigita facility from the phone system (customer premise) to the central
office, or from one CPE site to another between systems (T1 tie trunks). Voiceis
encoded as zeros and ones on a channel (i.e., conceptual trunk) using industry
standard encoding.
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Talk Duration - Theamount of time, totaled or averaged, that an extension services
an incoming or outgoing call. Average talk durations are useful in call centersto
measure how well an agent handles callers.

Threshold - The maximum amount of time acompany wants an incoming caller to
wait before they are serviced by an extension (an agent). Thisis related to service
level, and isexpressed as*“wewant calls be serviced 90% of thetime (servicelevel)
in less than 20 seconds (threshol d).”

Transferred Calls- Calls transferred to an extension, another workgroup, auto
attendant, voice messaging, or an outgoing trunk.

Trunk - The conceptua term for a voice connection to the outside world, such as
the central office or another site. When analog circuits are involved, the physical
wire pair is called atrunk.

When digital circuits are involved, the trunk is alogical, dedicated channel on the
digital connection.

When I P trunks are mentioned, it means a data packet with a specific destination | P
address, being sent out on aLAN or WAN.

Trunk PAD Number - The board and channel numbers respectively: “0102.”
Trunk Remote Number -

e Thetarget phone number of an outgoing call, or

e The CALLID/ANI for anincoming call, or

» ThelP address of thetarget far-end system for either incoming or
outgoing IP calls.

Note: Theuseof “trunk” isamisnomer.

Transfer-Trunk Number - If acall istransferred by an extension to a phone
number outside the phone system, then the target phone number is placed in this
field.

U

URL - If acaller entersthe system viathe Internet using AltiGen’s AltiWeb
software (Web Button) then this field will contain the URL address for the caller
accessing the system.

User Data -

» If acal isprocessed via auto-attendant and information is collected
and offered to an external application using the DDR function in auto-
attendant, then the external application can populate this field with
information about the call, collected or otherwise.
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e The structure of user datais an array or buffer of name-value pairs.
Y ou can have as many pairs as you wish, but the total buffer isonly
128 byteslong. A name-value pair isyour own field namefollowed by
thefield value. Each name-value pair is separated from othersby an @
character.

» User datacan beloaded into messages sent to the system viaAltiGen's
ActiveX control, AltiX.

« User Data can be received within messages sent by AltiServ to an
external application viathe auto-attendant DDR step and received by
an application using AltiGen’s ActiveX control, AltiX.

e User datais preserved when calls are transferred between extensions,
and between extensions across multiple MAXCS systems.

e User dataisuseful for screen pops and automated processing
application.

The customer needs to employ a system integrator in order to implement the use of
User Data.

\Y

VM Box Extension - The voice message mailbox is an extension number where
callsare sent to leave messages. VM box extensions are used for workgroupsin call
centers as well asthe standard uses for individuals.

VM Start Time- Thetime acall entersthe voice mail system to potentially record
amessage.

w

WorkGroup - The workgroup is an extension representing a collection of
individual extensions, such that each of these individual extensions can service a
cal arriving at the workgroup extension number. If none of these extensions is
available at the time acall arrives, then the call is queued for this particular
workgroup—a workgroup queue.

Inthecall center sense, the workgroup can be configured for longest avail able agent
queuing.

Wrapup Duration - The amount of time an agent takes to handle transaction
information on another system or on paper after handling a caller. Once the caller
disconnects, the agent's phone can be configured to be “ unavailable” to the
workgroup queue for afixed or variable period of time even though the agent's
extension is till signed onto the queue. This allows the agent time to wrap up.
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The wrapup time can be a fixed number of minutes after which the agent isforced
back into taking calls, or it can be variable, controlled by MaxAgent, where the
agent “releases” their phone for the next call. The settings can be designed to allow
agents to control the wrapup time until alimit occurs (the fixed time).
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