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Chapter 1: Installation and Access

CHAPTER

Installation and Access

If you are using the version of AltiReport that is integrated with the MaxCS Service Hub,
please refer to the separate manual for that version.

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

While most MAXCS reports are derived from data in CDR records, a few reports, such as
the cumulative reports, pull data from the RTM (Real Time Monitoring) Statistics
database. In addition, some reports pull data based upon call start time; others pull data
based upon call end time. For these reasons, even with reports that include similar
metrics, you may see occasional slight variances from one report to another.

Requirements

AltiReport can be set up on a Microsoft Windows operating system.
Use a separate standalone server for AltiReport — do not install it on the MAXCS system.
Running AltiReport on the same machine as SQL Server is not recommended.
* Minimum system requirements:
» IBM/PC AT compatible system
e Intel 2GHz Pentium 4 or equivalent
* 60GB available hard drive disk space

* 1GB RAM (2GB RAM is required if AltiReport is running on the same machine
as SQL Server. Do not install AltiReport with AltiServ.)

¢ Operating System:
*  Windows Server 2012 R2
*  Windows Server 2016
* Windows Server 2019
* AltiReport License — needs to be added to MAXCS system and registered.

¢ JRE (Java Runtime Environment) - Release 8.6.1 now bundles Open]JDK 8 JRE
(Zulu) instead of Oracle JRE. See the section Using OpenJDK Support on page
5 for instructions.
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¢ Apache Tomcat 8.5.57 will be installed automatically
* MAXCS 9.0 must be installed in the same network

* External Logger 9.0 (or above) and an external CDR database must be installed in
the same network. See the CDR Manual for information.

e Ports 10025 and 10037 must be opened for AltiReport.

There is no particular requirement for a client machine, except that it needs to have a
suitable Web browser installed (Internet Explorer 10.0 or 11.0, Chrome, or Edge) prior
to installation of AltiReport.

Upgrading AltiReport from Earlier Releases

Follow these instructions carefully; you may be prompted to uninstall various
components, depending upon your current configuration.

Note that you can now use Open]DK JRE to run Tomcat 5; see the section Using OpenJDK
Support on page 5 for instructions.
To upgrade to AltiReport 9.0.1 (from 6.7 Update 1 - 8.6.1)

1. External Logger Service must be upgraded to the latest version (9.0). See AltiGen'’s
CDR Manual for information.

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

a. While you are logged into AltiReport as “admin,” click Backup and Restore in
the configuration list.

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

3. Run the installation program (the AltiReportInstallation program in the folder on
your installation media). The setup wizard will automatically make a backup, which
will include the current Tomcat configuration.

4. After making the backup, the installation program will identify the current version of
Tomcat on the system. If the system has a version that is earlier than Tomcat
8.5.43, then the installation process will stop and you will be prompted to uninstall
Tomcat without removing the configuration.

a. If you are prompted to uninstall Tomcat, be careful to do so without
removing the Tomcat configuration. (The AltiReport installation program
will install the correct version of Tomcat for you.)

b. Check the version of Java JRE on the system. If it is earlier than version u101,
uninstall it. (The AltiReport installation program will install the correct JRE
version for you.)

c. Restart the AltiReport installation by running AltiReportInstallation again.

5. Install AltiReport 9.0, following the directions in “Performing a New Installation of
AltiReport” on page 2.

Performing a New Installation of AltiReport

External Logger Service must be upgraded to the latest version.

Note that you can now use Open]DK JRE to run Tomcat 5; see the section Using OpenJDK
Support on page 5 for instructions.
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1. If the system is running a version of Java JRE that is earlier than version u101,
uninstall it.

2. If the system is running a version of Tomcat that is earlier than Tomcat 8.5.57,
uninstall it from the system, but do NOT remove the Tomcat configuration.

3. To begin installation, run the AltiReportInstallation program
(setup\AltiReportInstallation.exe) from the installation media.

4. Click the JRE Information button. The information at the top of the scrolling
window tells what you need for AltiReport. Scroll down to see what you have on your
machine.

A AltiReport Installation *

Informatior:

& Item ~
g, JRE Iformati alfieport Installation Package
= ‘omation
lava Wersion: JRE 1.8.0_101

FPackage: “efz\CodeDropihaxC5 8 BWRC_CO207_MOYV_2\AR eportJRE WWwindows'jre-8
Tomcat

Wergion: Tomeat 8.5

Package: ‘efz\CodeDropihaxC5 8 5WRC_CO207_MOY_2\AKR eport T omcatshwindows'e
Install Tomcat 8.5 AliRepart Y]
£ >

Statusz:

Item
Thiz iz an full inztallation CO.

Install AtiReport 8.5.0.207

© N o wu

If you don’t have JRE 1.8 installed, install it from the AltiReport\JRE\ Windows folder.
If you don’t have Tomcat installed, click the Install Tomcat button.

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

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

— Tomcat

Service

Native

— Start Menu Items
— Documentation

Examples and Web apps, if desired
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Then click Next.

Apache Tomcat Setup = *

Choosze Components ' .
Choose which features of Apache Tomcat you want to install.

Check the components you want to install and uncheck the components you don't want to
install. Click Next to continue.

Select the type of install: Custom ~

Or, select the optional — Description
components you wish to e Install the Tomcat
install: ore Servlet container core

Service Startup and create the Windows
Native service.

tart Menu Items
Documentation
Manager

Host Manager

----- [ Examples

Space required: 14.3MB

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

10. In the Configuration Options dialog box, enter the HTTP/1.1 Connector Port,
and Administrator login User Name and Password, then click Next.

Apache Tomcat Setup: Configuration Options — *
Configuration ~
Tomcat basic configuration.
Server Shutdown Port 8005
HTTR/1.1 Connector Port 8080
AJP/1.3 Connector Port 8009
Windows Service Name | Tomcatd |
Create shortcuts for all users |
Tomcat Administrator Login User Mame | |
{optional)
Password | |
Roles | manager-gui |

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

The User Name and Password are for Tomcat administration.

11. In the Java Virtual Machine path dialog box, select the path of a JRE 1.8 installed on
your system.

12. Click Install.

After successful installation of Tomcat, the AltiReport installation button is available.
13. Click the Install AltiReport button to install AltiReport.
14. After successful installation of AltiReport, reboot the system.
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Using Open]DK Support

Prior to Release 8.6, AltiReport relied on 32- or 64-bit Oracle 8u101 JREs for Tomcat 8.5.
Because JDK 8 may not be supported after January 2019, you can download an OpenJDK
JRE to run Tomcat.

1. Download the latest Zulu build for Open]JDK 8. The website can be found here:
https://www.azul.com/downloads/zulu/zulu-windows/

2. Depending on the system, you will need to either download the most up-to-date 32-
bit x86 or 64-bit x86 version of Java Version 8. Download the .zip and unzip the JDK
to a folder.

DOWNLOAD .ZIP
DOWNLOAD .MsI

DOWNLOAD .ZIP

If Tomcat and AltiReport are already installed on the server, then follow these steps:
1. Open the Tomcat configuration panel. Switch to the Java tab.

* Apache Tomcat 8.5 Tomcat8 Properties [ x|

| General I Log On I Logging | Java |5E|rh.|p I Shutdown |

[] Use default
Java Virtual Machine:

| C:\Program Files\eulug, 31.0. 1-4dka.0. 181JNin_x64\jre\,bin\,server\| EI

Java Classpath:

| C:\Program Files\Apache Software Foundation\Tomcat 8. 5'bin‘bootstrap |

Java Options:

-Deatalina.home =C:\Program Files\Apache Software Foundation{Tom | ~
-Deatalina.base=C:\Program Files\Apache Software Foundation{Tom:
-Djava.io. tmpdir =C:\Program Files\Apache Software Foundation{Tom

-Djava.util.logging.manager =org.apache. juli. ClassLoaderLogManage

Initial memory pool: | 128 | MB
Maximum memory pool: | 256 | MB
Thread stack size: | | KB

2. Change the Java Virtual Machine entry to point to the jvm.dll file in the Open]IDK
folder that you unzipped. The jvm.dll file can be found in the \jre\bin\server folder.

3. Apply the change and restart the Tomcat services.
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If Tomcat and Altireport have not yet been installed on the server, then follow these
steps:

1. During the Tomcat installation, proceed with a normal installation until you reach the
Java Virtual Machine path selection. You may notice that the installation wizard will
set the default path to any Oracle JRE installation on the system.

Apache Tomcat Setup: Java Virtual Machine path select...l;li-
Java Virtual Machine ~
Java Virtual Machine path selection. =

Please select the path of a Java SE 7.0 or later JRE installed on your system.

<Back || mMext> | [ cancel

2. Change this path to the JRE folder inside of the Open]DK folder.

3. Continue with the rest of the installation process. The Tomcat Java Virtual Machine
will be set to run using the Open]DK jvm.dIl.

Accessing AltiReports Remotely

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

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

Using AltiReport

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

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

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

AltiReport Administration

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

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

If you log in with the default password, 22222, a message prompts you to change the
Administrator password. The password must be at least 7 characters and contain one
uppercase letter, one lowercase letter, one number, and one special character.

AltiReport

www.altigen.com

AltiReport

Version: 9.0.1.201

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

Administrator Profile

CDR Database Registration
MAXCS Registration

User Management

Mail Server Configuration
Backup and Restore

Log Configuration

Figure 2. AltiReport administrator menu options

Administrator Profile

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

Home Page | LoginMame: admin | Role: Admin

Update Administrator Profile

Administrator Profile

CDR Database Login kame admin
Registration | |

Old Pazsword

AHliWare Registration

Mew Pazsword | |
User Management

Mail Server Confirm Meww Password | |
Configuration _ _
Email Address |admln@alt|gen.com |
Backup and Restore
Log Configuration Phorne Humber [s10-252712 |
Company Mame |AItiGen Communications, Inc. |
Street Address |4555 Cushing Parkway |
City |Fremnnt |
State or Province |EA |
Zip Code 34538 |
Country |USA |
Update

Figure 3. Update Administrator Profile window

Note: The Login Name field is not editable.

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

8 AltiReport Manual



Chapter 2: Using AltiReport

CDR Database Registration

AltiReport
i O
Home Page | Login
> . CDR Database Registration -> List All Databases
Configuration
Administrator Profile Databaze Database Server P Databaze Databaze User Databaze hame on .
Fort Statuz Action
Description Address Setver Type Account the Server
CDR Database -
Registration Demo System  10.10.0.184 1433 'gg'\g”ﬂ S, EXTERMAL_COR  Connected [ Edit ] - [ Remove ]

AltiWare Registration

User I Register Hew CDR Datal 1

Mail Server
Configuration

Backup and Restore

Log Configuration

(i altigen.com | C5ener Time: 090772007

[<]
|@ ’_l_l_'_'_ Local inkranet v

Figure 4. CDR Database Registration > List All Databases

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

HA:_Idress Iahttp:,I’J‘FirsthandJ‘altireport,l’admin,l’dbjdit.isp j Go HLinks & J @ -
/ AltiReport
ALTIGEN
COMMUNICATIONS
Home Page | LoginMame admin | Role Admin
. . CDR Database Registration -> Add
Configuration
Administrator Profile
CDR Database Database Description | |
Registration
AltiWare Registration Database Server Type 'I
User Management Databaze Server IP Address |
Mail Server Part |
Configuration

Log Configuration Databasze User Passwiord

|
|
Backup and Restore Databaze User Account | |
|
|

Databaze Mame on the Server

=l
&]oone S St

Figure 5. CDR Database Registration > Add

In the CDR Database Registration > Add window, enter the necessary information in
the blank fields:

» Database Description
» Database Server Type

¢ Database Server IP Address
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* Port (use the default port 1433 unless you have a port conflict with another
application)

» Database User Account
+ Database User Password
» Database Name on the Server
Click the Add button when you are finished.

The status should show “Connected.” If it doesn’t, use the Edit link in the Action column
to correct the database settings.

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

AltiWare (MAXCS) Registration

Home Page | LoginMame admin | FRole Admin
: 5 AltivWare Registration -> List All Altivare Systems
Configuration
Administrator Profile System Description System P Address CDR Database AftiMare Manager Extension  Action
CDR Database DEMO SYSTEM 10410170 DEMO SYSTEM 208 [Ediit ] - [ Remove |
Registration
AltiWare Registration [ Register Hew AltiWare System ]

User Management

Mail Server
Configuration

Backup and Restore

Log Configuration

[ altigen com | (Senver Time: June 13, 2007) |
& ’_’_,_,_,_ # Internet 4

Figure 6. AltiWare Registration > List All AltiWare (MAXCS) Systems
AltiReport will use information entered in the AltiWare Registration window to check if

the AltiGen server has an AltiReport license entered and registered. Each AltiGen server
needs to have one license.
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To add an AltiWare (MAXCS) system, click the Register New AltiWare System link in

the AltiWare Registration window.

/a

ALTIGEN

COMMUNICATIONS

Home Page | LoginMame: admin | Role: Admin

i i ion ->
AltiWare Registration -> Add

AltiRepo

gen.com

Logout [

Administrator Profile

CDR Database System Description |

Registration

re Reglstration System IP Address |

User Management CDR Databage I DEMO SYSTEM =

Mail Server Aftivvare Manager Extension | |
Configuration
Backup and Restore Altivvare Manager Paszword | |

Log Configuration
Add

-l
Eioere R

Figure 7. AltiWare Registration > Add

In the AltiWare Registration > Add window, enter the necessary information in the

blank fields:

* System Description

e System IP Address

* CDR Database

» AltiWare [MAXCS] Manager Extension

* The password of the Manager Extension
Click the Add button when you are finished.

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

in the Action column.

User Management

fa

ALTIGEN

COMMUNICATIDNS

Home Page | LoginName admin | Role: Admin

> . User Management -> List All Users
Configuration

AltiReport

altigen.com

Administrator Profile

Department Althiare

Login Mame First Mame Last Mame Title: Email Address Action
Marme Azsigned
CDR Database
Registration Product Product [ Exiit ] -
Pl s Mattin Humphers Specislist = Fuge Ll Com Management DEMO SYSTEM | Remove |
Altiware Registration Y R Eom—— [ it ]
rocL rociul Edit ] -
User Management W Jimmin ¥ao Management el o Managemert DEMO SYSTEM | Remove |
Mail Server Product [ Exit ] -
ST Eylier Barbara Tyler Technical riter S Eialipes os Management DEMO SYSTEM | Remove |
Back 1l Restol
L e e [ Add User |
Log Configuration
[wanwin altigen.com | ¢Sener Time: June 13, 20073 ZI
[&] http:/j10.10.1.70:6080]altireport/findex.jsp [ [ |4 nternet 7
Figure 8. User Management > List All Users
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The administrator can add users to AltiReport using the User Management window.

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

Home Page | LoginMame: admin | Role: Admin

User Management -> Add

Administrator Profile

CDR Database Lagin Mame
Registration

AltiWare Registration PSS

User Management First Mame
Configuration

Backup and Restore Title | |
Log Configuration Email Address |hty|er@a|t\gen com

Altiwiare System: I Heavy-metal

Department Mame

[ ‘Wiorkgroups Fitter: clulebh <l ;I
Altiare Assigned LI
[ DS Fiter =l
(Separate by ;) LI
Add =
5
] [T T 4 motemet Y

Figure 9. User Management > Add

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

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

When you're finished, click the Add button.

Mail Server Configuration

The administrator can configure an e-mail server in Mail Server Configuration. AltiReport
will use this e-mail information for auto delivery of reports.
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AltiReport
i )
Home Page | LoginMame admin | Role: Admin
Mail Server Configuration
Administrator Profile AltiReport Server Mame (DNS name or IP address) 10404.70
CDR Database Web Server or Tomcat TCP Port 8080
Registration

AltiWare Registration Sender Email Address

User Management Outgoing Mail (SMTF) Server 127.001
Mail Server SMTP Server Reguires Authentication Mo
Configuration
Backup and Restore Send Test Message to this Email Address
Log Cenfiguration
[~
[&7 [ [ T (@ tabernar -

Figure 10. Mail Server Configuration window

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

Home Page | Login Name: admin | Role: Admin
Hl e Conigureden
Configuration 3
Adminisiraior Profils Miil ieport Server Name (1JNS name or 11? addross) firsthand.altigan.com
CINN Natadasc Hegistraiion
Web Scrver or Tomeat 1'CI? Port 83080
MAXCS Hegistraiion
User Wanagomenit
[— figurati Sender | mail Addross Aliiliaporigaliigen.com
Haciap and Hesiore mail.aliigan.com
" Ouigoing Mail (SM117) Scrver
| og Configuration Y STAILS
SMI1? Server Hequires Muthentication td
S Account Name build@altigen.com
SMIP Password 0 s
Scnd 1'osi Mossage to this | mail Address lzob@altigen.com
Updain

Figure 11. Mail Server Configuration edit window
In the Mail Server Configuration edit window, enter the necessary information in the
blank fields for:

e AltiReport Server Name (DNS name or IP address)

* Web Server or Tomcat TCP Port

* Sender Email Address

e Outgoing Mail (SMTP) Server

e STARTTLS - If the mail server supports the "STARTTLS" feature, this option
should be checked. Otherwise, leave the option unchecked. The default value is
checked.

e SMTP Server Requires Authentication checkbox
e SMTP Account Name
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¢ SMTP Password

e Send Test Message to Email Address

Click the Update button when finished.

Sending Reports to Encrypted Email Services

Beginning with MaxCS 7.0 Update 1, AltiReport can communicate with encrypted email
servers such as the Google mail server (Gmail) or the Hotmail server.

AltiReport detects the requirements of the specified email server automatically; no
configuration is needed to indicate whether the email server requires encryption.

Administrator Profile

CDR Database Registration
MAXCS Registration

User Management

Mail Server Configuration
Backup and Restore

Log Configuration

Mail Server Configuration

AltiReport Server Name (DNS name or [P address)

Wieh Server or Tomcat TCP Part

10.30.8.68

0an

I

[ Sender Email Address

johndoe@yahoo.com ]

Cutgoing Mail (SMTP) Server

SMTP Server Requires Authentication

=mtp.mail yahoo.com

<

[ SMTP Account Name

johndoe@yahoo.com ]

SMTP Pazsword

Send Test Message to this Email Address

lee@altinen.com

Note: When using an encrypted email server, for authentication purposes the Sender
Email Address entry must be the same as the SMTP Account Name entry, as
illustrated in the figure above. The remote email server does not allow users to
use a different sender email address than the real email account.

Backup and Restore

Important: Uninstalling AltiReport or Tomcat will lose all configurations. If you
need to uninstall AltiReport or Tomcat, back up configurations first.
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Chapter 2: Using AltiReport

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

AltiReport::::

Fodng atiger oom

Log out
5

ogn Nema: admin | Fol: Administrator

m Configuration Backup & Restore
Backup Restore

CDR Database
Registration

AltivWare Registration
Uzer Management

Mail Server
Configuration

Backup & Restore.

| esaxatigen.com )

Figure 12. Backup and Restore window

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

AltiReport

weww._altigen.com

Home Page | Login Name: admin | Role: Admin Logout [

File Download
Backup [
De you want to open or save this file?
D MName: altireport20201228.acfg
Type: Unknown File Type
gu From: 10.60.0.71

[ = While files from the Intemet can be useful, zome files can potentially
ham your computer. If you do net trust the source, do not open or
save this file. What's the risk ?

Figure 13. AltiReport Back Up
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When Restore is selected, you will be required to validate the Admin Password, browse
for the backup file you want to restore, then click Restore to restore all previous
configurations from the Administrator Profile, CDR Database Registration, AltiWare
(MAXCS) Registration, User Management and Mail Server Configuration windows.

A AltiReport

1
AL EM

TIG
COMMUSICATIONS

Home Page | LoginMame: admin | Role: Admin

Configuration Restore
Configuration 9

Administrator Profile

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

AltiWare Registration

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

Mail Server

Contiston

Backup and Restore

Log Configuration e

KN

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

Figure 14. Configuration Restore

Log Configuration

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

A. Alti ept; _

/ GEN
CoMMUNICATINS

Home Page | LoginMame: admin | Role: Admin

Log Configuration
Configuration 9 9
Administrator Profile
Dovwnload log file

CDR Database
Registration

AltiWare Registration
User Management

Mail Server
Configuration

Backup and Restore

Log Configuration e

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

Figure 15. Log Configuration

Logging in to Run Reports

When you log in to AltiReport as a User, you can run reports from the AltiWare (MAXCS)
system that has been assigned to you by your AltiReport administrator.
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Chapter 2: Using AltiReport

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

Workgroup(s) Call Detail Report

Warkgraup: 5680
Inbioury) Calls (ST Servies Leved Threshokl)

2 m %1 e | Dualun in ifferent CallStale BT | | o Imusml Bl | S |5
] At mmmm oy 81T | Bitposton | dacaunt Coce S | e 0 |
n | e g W e - | - | - |5 [Y | - - e | SRR | |
| 20 1;§W| s | 106 ‘ }mm ‘ ‘ 5 |'¢ - | R | el | SOBIIEL ||
n| | e s o non N R o | Rt | SO gy 3
m el e s ‘ o) ‘ ‘ . ‘ . ‘ - sy ‘ - Ko "%%T 1epsageso| 4
In 1!.32?? ‘;ﬁifz:n 1004 1oer + (DROG0A 000022 - . L] ¥ Kermal Comeced 1004848554 1
In ‘;,E:ﬁ? ‘m}:ﬁ" Tog4 | 1003 B }wwww:w:wn‘ . ‘ - |5 | ¥ | Hormal Coweded  1605a4E55 | 1
" e | wan fiod L - mooteoonits - | - |5 Y Mo Comeded | 605MRSEE| 1
0 e TR i | s - }wmw;mﬁ‘ - ‘ - s | Y| - | o Comecet | i 1
n| EED| o4 5 e I T e comecer | teosuansie] 1

Figure 16. AltiReport User Login

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

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

AltiReport

wwaw_altigen.com

AltiReport

Version: 9.0.1.201

Role " Admin ®USEI

www.altigen.com

1 }

Figure 17. AltiReport User Information screen

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

User ID
Firsthlame
Lasthlame

Title

Department Names
Email

Permission

Guery preference

User information

btyler

Barbara

Tylst

Technical Witer

Product Management

tyler@sttigen.com

DEMO SYSTEM
[Edit]

Query preference

Step by step
[ Edit ]

1 Click here

Or click Edit

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

Query preference setup

' Guick

GLEry preference
(O Step by step

Defauit Attiware [CEMO Sv5TEM 5] <l————+ Select the default

Set

AltiWare (MAXCS) system

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

Available Reports

These are the types of reports available:

* Agent Reports - reports on all or individual agents within a site or workgroup.

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

site.

* DNIS Reports - reports on all or individual DNIS numbers.

The individual report names and their identifying numbers follow:

Agent Reports
* Agent Detail Reports
1101 - Activity Event

1102 - Call Detail Report

¢ Agent Summary Reports

1201 - Performance Summary
1202 - WG Calls and Direct Call Activity Summary Report
1203 - State Summary Report
1204 - WG Inbound Calls Summary Report

1205 - WG Outbound Calls Summary Report
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1206 - Direct Calls Summary Report

1207 - (Agent) Reserve Agent Callback Summary Report
* Agent Analysis Reports

1301 - Call Volume Analysis

1302 - Average WG Call Handling Time Analysis

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

1304 - WG Call Handling Time Distribution

1305 - Call Disposition Code Summary Report

Workgroup Reports
* Workgroup Detail Reports
2101 - Call Detail Report
2102 - Callback Detail Report
2103 - Trunk Abandoned Call Detail Report
e Workgroup Summary Reports
2201 - Agent State
2202 - Agent Performance Summary
2203 - Agent Call Activity Summary with % Analysis
2204 - Agent Call/Time Contribution % Comparison
2205 - Inbound/Outbound Call Summary with % Analysis
2206 - Inbound Calls Wait Time Summary
2207 - Inbound Calls Handling Summary
2208 - Outbound Calls Handling Summary
2209 - Service Level Summary Report
2210 - Answered Rate and Abandoned Rate Report
2211 - (WG) Reserve Agent Callback Summary Report
e Workgroup Analysis Reports
2301 - Inbound Answered Calls Wait Time
2302 - Inbound Abandoned Calls Wait Time
2303 - Inbound Overflowed/Redirected Calls Wait Time
2304 - Inbound Calls Handling Time
2305 - Outbound Calls Handling Time
2306 - Inbound Call Priority
2307 - Cumulative Inbound/Outbound Calls
2308 - Cumulative Inbound Calls Wait Time
2309 - Cumulative Inbound Calls Analysis
2310 - Cumulative Outbound Calls Handling
2311 - Total and % Inbound Calls ANS/ABN/OFL
2312 - Total and % WG Inbound Calls in Queue
2313 - Average Incoming Calls Handling Time
2314 - Total Outbound Calls
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2315 - Total Outbound Calls Handling Time
2316 - Daily Max Number of Calls in Queue
2317 - Daily Longest Queue Time
2318 - Daily Real Time Service Level
2319 - Historical Service Level Summary
2320 - Call Disposition Code Summary
DNIS Reports

* DNIS Detail Report
3101 - Call Detail Report

¢ DNIS Summary Report
3201 - Call Summary

* DNIS Analysis Report
3301 - Call Disposition Code Summary Report

Available Report Formats

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

-~

@ese1-11)

Agent(s) - Direct Calls Summary Report

100(Front Desk)

Direct Inbound Calls Direct Outbound Calls

Start Date | Agent Answered Hold VM Connected Hold

Calls Talk Avg Calls Talk Avg Calls Talk Avg Calls Talk Ava Calls Talk Avg

09/17/2007 | 100 30 | 00:44:50 | 00:01:29 | 18 | 00:02:48 | 00:00:09 | 11 00:03:52 | 00:00:21 a 00:18:37 | 00:01:41 0

09/18/2007 | 100 41 | 00:33:32 | 00:00:49 | 15 | 00:00:53  00:00:03 | 10 | 00:04:35 | 00:00:27 ( 36 | 00:58:04 00:01:26 1

09/19/2007 | 100 24 | 00:08:39 | 00:00:21 9 00:00:20 | 00:00:02 [ 32 | 00:05:33 | 000010 12 | 00:13:36 | 00:071:08 o
1

o Sutffobal o 93 01:27:_01 0?_}4' 42, [00:04:01 | 00:00:05.1 53 Olyd}:{]q (‘](?:00:15 59 0112?:17’ 00:(3:;!1 [,00:02:01 | 90:02:0].,.4,_,,\..
3 — e o — e e v = =

00:02:01 | 00:02:01

Figure 19. Report results in HTML format

Sample PDF Report.pdf - Adobe Acrobat Professional

Agent(s) - Direct Calls Summary Report

100(Front Desk)

Direct Inbound Calls

StartDate | Agent Answered Hold VM
Talk Avg Talk Avg Talc Avg Talk
00/172007 00 004450 | 000120 000248 | 000000 000352 | 00:00:21 00:18:37 | 0001:41
00182007 | 100 [ R ) 00005T | O00002 000435 | 000027 005804 | 0001:36
09/192007 | 100 000820 | 000021 00:0020 | 00:00:02 00:05:33 | 00:00:10 00:13:36 | 00:01:08

\n.__Sublotal L5 012701 | 00:00:54 00:04:01 | 00:00:05 Q01400 | 00:00:15 5 0107 | 000131
e N T o Tt~ P~

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

i3] Ble Edt vew Insert Fomat Tools Data Window Hep Adobe PDF Type a question forhelp v o @ X
G10 - A 4 - ol
Al B [colEF G JH[ 1 UK L Im[N] o [Pla s T [ v W x [ 7z [an[fac]AD [AElAGAH Al A AK  JAL] AM
| Agent(s) - Direct Calls Summary Report
L _ 1
=R
L4
5 100(Front Desk)
6 Direct Inbound Calls Direct Outbound Calls
7 Start Date | Agent Answered Hold VI Connected Hold
g Calls Talk Avg Calls Talk Avg Calls Talk Avg Calls Talk Avg Calls Talk Avg
9 09/17/2007 | 100 | 30 | 00:44:50 | 00:01:28 | 18 |00:02:48 [ 00:00:09 | 11 |00:03:52 | 00:00:21| 11 | 00:18:37 | 00:01:41| © = S
10 09/18/2007 | 100 | 41 |00:33:32 | 00:00:48 | 15 | 00:00:53 | 00:00:03| 10 |00:04:35 | 00:00:27 | 36 |00:58:04 | 00:01:36| 1 |00:02:01 | 00:02:01
11 09/19/2007 | 100 | 24 |00:08:39 | 00:00:21 | 9 | 00:00:20 | 00:00:02| 32 |00:05:33 | 00:00:10| 12 | 00:13:36 | 00:01:08| © = S
12 Subtotal | 95 | 01:27:01 | 00:00:54 | 42 [ 00:04:01 [ 00:00:05 | 53 |00:14:00 | 00,0045 59 |01:30:47 | 00:01:31| 1 | 00:02:01 | 00:02:01
=y = = TR T T ¥ — o S T O wa—— ~F S Y W,

Figure 21. Report results in Microsoft Excel

Running Reports

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

To access a report:

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

Analysis 1301 Call Violume Analysis

1302 Average WG Call Handling Time Analysis
1303 % to gach WG

1304 WG Call Handling Time Distribution

1305 Call Dispasition Code Summary Report

Figure 22. Selecting a report

2. If you're using the step-by-step query preference, the following dialog box opens:

AltiReport

Home Page | Login e: barbara |

Report = 1202-Aqent(s) - All WGs and Direct Call Activity Summary Report = Information (Select Altiware)

User ID barbara

Report 1D 1202

Report Mame Agent(s) - All'WiGs and Direct Call Activity Summary Report
Report Type Summary

“ersion 20

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

Aftiare Demo System +

Mext
5|
[&]pene [T Mocainmane: 4
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3. Select the AltiWare (MAXCS) system you want to query, and click Next.

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

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

Home Page | ¢ barbara |

Report = 1202-Agent(s) - All WGs and t Call Activity Summary Report > Qui {Demo Systermnj Set parameters

Select the agent(s)

List from weorkgroug |SDD(Sa\es Warkgroup) j
Al -
304(Bill Maret)

305(Rita Hiralez)

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

315(Bill Glau)

J1G(Bll Butt)

7Bl Glau)

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

364 ({Marcio MohileExt) a|

uick (Demo Svstem)

Summary interval | Day

Time range

f"Timepanndlv Week ¥
Comen [ a1

Filter by

Sun Mon Tue Wed Thu Fri Sat
FFFFFFLED

I~ Time From 002 [00 1o 002 [00

[ Days of week

Output
Group by @ agert O Date
Showe empty records |

Run Report

]

‘ | | ,_ ,_ |\ﬂ Local inkranet

sl

Figure 23. Set report parameters

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

A AltiReport

www.altigen.com
ALTIGEN ==

COMMUNICATIONS

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

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

Total Page count: 9

Export Setting

Export Format

j | Separate to files

Page count per =ingle file:

™ Export the specified page(s)
L =ingle page g A Range of Pages

From: To

‘ Browse HTML on weh || Export to local || Add to favorites

£

@ Done ‘g Local intranet
Figure 24. Export settings

Setting Parameters in the Export Report Screen

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

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

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

MName Type Packe... Has ... Size  R... Date
@repnrtllﬂl}age_l_lhtﬂl | HTML Document 9KB Mo 405KB  98% 9/18/2007 11:46 AM
@repnrtlmzjagej_s.htﬂl HTML Document 1I0KE Mo 457KE 9B8% 9/13/2007 11:46 AM
@repnrtllﬂl}age_?_g.htnl HTML Document 10KE Mo 349KB 9B8% 9/18/2007 11:46 AM

Figure 25. A report separated into three files

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

(« Vw1923 somme)

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

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

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

* Lets you save the parameters for this report, so you don’t have to specify them

again in the future and lets you schedule the report to run automatically at a time
you specify. To save the report parameters, click Add to favorites. The Add
favorite report dialog box appears:

Add favonte report

Report ID 1202
Report Mams Agent(z) - Al WGs and Direct Call Activity Summary Report
Name

Give the report an identifiable name) |

Description [Type a description of ine report here. |

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

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

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

Scheduling Favorite Reports

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

24

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

Add favorite report

Report ID 1202

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

De=cription | |

C sowmeonce | ]

" Recurrent
Start Date: |2/17/2007

" Daity Every|1 ™| Days

Sun Mon Tue Wed Thu Fri Sat

@ weeky Every|1 ¥ | Weeks rFrrrrr

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

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

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

Important: When setting up a report schedule for a specific time, you must set

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

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

List all favorite reports

Name Report ID Report Name Scheduled Action

A ) -
; cara Agent(s) - All WGs and Direct Call Activity . emwe
b Summary Report

Running a Favorite Report Manually

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

Edit link

Favorite Report [ — 1~ I viorkgroup Report 1= I onis Report |- oout |

(_:“Ck the List all favorite reports
Ilnk to Name Report ID Report Type Scheduled Ad\n’
run the - A

Tech Support Weekly 1201 ‘;‘f;::gi; R‘tgu‘:tes Ferformance ot scneduled Edit Remove
report

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

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

EXFIOI"t Setting (Total Page count:  2)

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

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

V' Export via email

(Use " to separate email
addresses)

[ BrowseHTMLonwen | | Export |

To e-mail the report to the specified e-mail addresses (separate the addresses with
a semicolon), check the Export via email check box, then click the Export button.
After doing this, you can use your browser’s Back button to return to this screen and
save the report, if you want to. To save the report, uncheck Export via email, then
click Export. The File Download box appears. Click Save, and save the report.

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

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

—> Web Print... Tuesday, May 29, 21

AGENT(S) - ALL WGS PERF

This opens a new Web window.

A Xl
Fint.. | &) | E5 (A [JEEB =] | HideMargine | Close AltiReport

Agent(s) - 411 WGs and Direct Call Activity Summ ary Eeport Page 1of 14

AGENT(S) -ALL WGS AND DIRECT CALL ACTIVITY SUMMARY REPORT

196 (Rebecca Hirschfeld)
Total| Total Horg Al Gs Inboun: Al Gs OutBound Direct Inbound Dirzct Outboun:
Start Date | Agent | Call Tak Tak Calls k3 Tak g Talk | Calls. k3 Tak AugTalk |Calls k3 Tak AugTalk |Calls. k3 Tak FugTalk
04012007 | 198 21 1:26:08 | 00406 | 11 | 52.4% | 1:14:35 00645 B |288% 00644 00057 o 00% - 4 | 18.0% | 00549 | 001:27
0AD82007 | 108 24 14010 00410 | 1B BBF% 106:30 00409 4 B7% 00625 001:21 k] 12.6% 00452 00137 1 42% 2323 02323
0A/15/2007 | 198 23 1:09:30 | 0:03:01 14 | B0g9% 05856 00412 4 |[174% 00608 | 001:32 o 00% - 5 |21.7% | 00426 | 0.00:53
0472272007 198 2 11421 | 002322 | 18 727% 10613 00408 B Z73% 00208 001:21 o 00% - o n0%
2 ] o il
B 25 3

04/20/2007 | 106 01430 | 00140 | 2 [250% | 008:23 | 00311 E2.5% 00322 | 000:40 0.0% - 12.6% | 0:04:54 | 0:04:54
Sub Totsl 54445 | :03:31 | 88 |602% | 4:32:37 | 0:04:37 25.5% | 0:26:47 | 0:01:09 3.4% | 000452 [ 0:01:37 | M| 11.2% | 0:38:32 | 0:03:30

4 onil

Figure 29. Web Print window

The Web Print feature will automatically adjust paper print size, layout and orientation.
You can manually change the margins using the black margin icons at any corner of the
Web page. Also, you can use the menu and toolbar at the top of the window, which
allows you to print, set up the page for printing, zoom in/out, hide margins, or close the
window.
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Important: Before using the Web Print feature, make sure the Print background
colors and images checkbox is checked in Windows Internet Explorer
(Internet Options > Advanced > Printing). Otherwise, the report
generated will be displayed, and subsequently printed, in black and white.

21x

Genesal | Secuity | Privacy | Content | Connecticns | Programs  Advancad

Selhings:

:j Pinlicg
[#] Piirt backgound calois and image:
% S eatch I e =
l ‘when seaching
QO Display tesubs, and go 1o the mast elp sile
Q) Do ral seaich hom the dddiess bar
Q) Just display the resulls in the main wandow
@ Jusl go lo lhe most Help sile
5 Seculy
E Check far publshe's ceslificste revocalion
D Chack far sarver cadlificabe ravacalion [requires restart] J

= |

[ Check for signatues on dowrioaded progtams
[ Do rnet save encivpied pages bo dsk

[ Empin Temporan Inbemet Files lolder when browser is closed
O Ensbie Integrated Wirdows duthentication [lequres iestart]

[F] Ensbie Profie Assslant =
4| | »
Eestore Defauts I

T (=
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Chapter 3: The Reports

CHAPTER

The Reports

This chapter describes each report. The chapter is divided into three sections:
» Agent Reports, beginning on page 29
e Workgroup Reports, beginning on page 56
* DNIS Reports, beginning on page 118
The following information is given for each report:
e Report ID number and title
» Description - What is reported
¢ Report options - The choice of parameters for the report
* Report fields — Description of each field in the report
» Data source - The tables from which the information is drawn

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

Note: Starting with Release 7.5, when a Polycom user places a call on hold, the agent
is counted as Busy in Workgroup calculations. This is different from the
calculations in previous releases, where an agent with a call on hold was
considered idle. Be aware of this difference when analyzing reports with Idle and
Busy calculations.

Agent Reports

This section describes Agent reports.

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

1101 - Agent Activity Event

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

Report Options
1. Select a workgroup to display agents assigned to that workgroup.
2. Select single, multiple, or All agents.
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3. Specify a time range for the report.

Narrow the report to specific days of the week, shift time, or a span of time
(optional).

5. Click Run Report to run the report.

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

Agent Activity Event Report

2555(Rod Exchange)

s | e [ rmie | vewow | RORe [ ORI | iopmovaer | e
0872512020 18:4356 2555(Rod Exchange) Unstal Al 2

081252020 184437 | 2555(Rod Exchange) oy 533 | - 00205 -
0872512020 18:55'52 2555(Rod Exchange) Not Ready Al 00109 - 1 test)
081252020 1856:50 | 2555(Rod Exchange) e 533 | - - -
0872512020 18:57.01 2555(Rod Exchange) Ready Al 001.09 =

08252020 1857-12 | 2555(Rod Exchange) Unstaff Al | - - -

0872512020 18:59.05 2555(Rod Exchange) Login 5333 = 00205 =
0812512020 19:01:42 | 2555(Rod Exchange) Not Ready Al | 0:04:56 - 1 (test)
0872512020 19:06.37 2555(Rod Exchange) Logout 5333 = = =
082512020 19:06:38 | 2555(Rod Exchange) Ready Al | 0:0456.

0872512020 19:06'53 2555(Rod Exchange) Unstat Al - -

082612020 11:07:27 | 2555(Rod Exchange) Login 5333 | 16:0050 -
0872612020 11:11:35 2555(Rod Exchange) Logout 5333 - 96 (Netork Broken)
0826/2020 11:11:35 | 2555(Rod Exchange) Unstaft Al | - -
0812612020 1230.25 2555(Rod Exchange) Login 5333 11850 8
0872612020 145514 | 2555(Rod Exchange) Logout 5333 | - 96 (Netiork Broken)
0812612020 145514 2555(Rod Exchange) unstaft Al | - -
08/28/2020 09:40:44 | 2555(Rod Exchange) Login 5333 | - - 424530 -
08282020 09:4135 | 2555(Rod Exchange) Logout 5333 | - 96 (Network Broken)
0872812020 09:41:35 | 2555(Rod Exchange) Unstaff Al | - -
087282020 09:56:46 |  2555(Rod Exchange) Login 5333 | 01711 5
0872812020 100328 | 2555(Rod Exchange) Logout 5333 | - 96 (Network Broken)
08282020 100328 | 2555(Rod Exchange) Unstaft Al | = 5
08282020 10:0329 | 2555(Rod Exchange) Login 5333 | - 00001 -
08282020 100355 | 2555(Rod Exchange) Not Ready Al | - 02142 - 1 test)
08/28/2020 10:25:37 | 2555(Rod Exchange) Ready Al | 0:21:42 - -
08282020 10:4843 | 2555(Rod Exchange) Not Ready Al | - 00134 - 1 test)
082872020 10:50:17 | 2555(Rod Exchange) Ready Al | 0:01:34 - .
0812812020 11:06:01 | 2555(Rod Exchange) Not Ready Al | - 00055 - 1 est)

Figure 1. This report shows activity event data for a single agent

Report Fields
« Time Stamp - Date and time the agent changes activity
* Agent - Agent’s name and extension number
* Activity Type - Displays the type of activity:
e Unstaff — Agent is logged out as a virtual extension
* Login - Agent is logged in to a workgroup
* Logout - Agent was logged out from the workgroup

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

« DND/FWD - Agent is set to Do Not Disturb or is forwarding calls

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

« Workgroup - The workgroup this agent is logged into or logged out of
* Not Ready Duration - The amount of time the agent spent in Not Ready state
* Logout Duration — The total minutes this agent spent in each logout reason code

* Reason - This column may show the Logout Reason code (and description) if the
Activity Type is Logout; it may show the Not Ready Reason code (and description)
if the Activity Type is Not Ready. If no Logout codes or Reason codes are being
used, then this column may be empty. For descriptions of system Logout Reason
Codes and Not Ready Reason Codes, refer to the MaxCS Administration Manual.

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

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

Report Options

®NOUAE LN

Select a workgroup to display agents assigned to that workgroup.

Select single, multiple, or All agents.

Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Select one or more Disposition codes to filter the results.

Select an Account code to filter the results.

Click Run Report to run the report.

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

Time range
* Time period | Last v | |Month ¥
Select the agent(s)
From [ i T
List from workgroup: | All ¥
All Filter by
1001 Sun Mon Tue Wed Thu Fri Sat
1002
1003 Days of week
1005 =
1006 Time ks : E
1007
Disposition Code (Mulipie) Account Code

All

1 (test1)

2 (test2)

3 (test3)

4 (testd)

5 (tes5)

Output

Group by ® poot

Run Report

Figure 2. Report criteria specifying all workgroups and all Disposition codes

Report Fields

3

Dir - The direction of the call: Inbound or Outbound
Start Time - Time the call started
End Time - Time the call ended

Target/Caller - Available information about the caller or called number: PSTN
phone number/IP phone number, name, calling from a cell phone, etc.

WG - The number of the workgroup

Duration in Different Call State - Displays how long the call spent in different call
states:

e AA/IVR - Listening to and making a selection in the AA/IVR
* Queue - Waiting for an agent after making a selection

¢ Ring - Waiting for an agent to answer a ring
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» Talk - Talking with an agent
¢ Hold - Time spent on hold after talking with an agent starts
* Record - For how long the call was recorded

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

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

» Disposition Code - Any Disposition code that was entered for this call
* Account Code - Any Account code that was entered for this call

* TRUSTID Status - If your organization deployed the TRUSTID feature, this column
will appear in the report. Red = Low trust call; Yellow = Medium trust call; Green
= High trust call. If the TRUSTID Status column is blank, then this call may have
arrived in the system during a time when TRUSTID was not enabled.

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

* Session ID - A unique number assigned by MAXCS to a call
* Seq ID - A unique number that identifies multiple records of the same call (same

Session ID)

Agent Call Detail Report

Agent: 2626

Qutbound Calls
Sun End Duration in Difecent Cal State Sun Deigeanin Exit Sesikn  |Saq

Dr|  Time Tina Trpit WG | AATR | Gusue | Fing | Tak | Hod | Record ST | Code Account Code | Status Statn o |0
012020 0012020

RERLE BERES LR 3 5l = ki

e 012020 CR012020
1A | 139258

3y SUVR020 SB012020
Y 14 ikiga2

ot - 000DOT OO0 - E - Connocled | 1598541394 1

¥
- || [eE - O0a04DEOTT - ¥ : 2 5 Connectad | 1508541285 1

ola | o

- R00N02000502 - Connecied | 1588541297 1

-] - - ¥ - -
inbound Calts (SLT Service Level Threshoid)
St End Crutatian in Diffecant Cal State Start [rmr— Bt Sesskn |54q
or| fme | Tme cate ¥ [ SRR Guaus | g | Tok | Wit [Recoia|From| Sir | Cooe | Accotooss | S | s o |o
2020 CRIZ020
I liea10 | 135038 - 000005 - 00DOD4R0DOIE - s |r . - Grean | Comnecled | 1528541400 1
CD12020 OWO12020

| e | 15 - 0DNDS - DODIDEDNDI0S -

s [ v - . Grean | Comnected | 15RBS41401) 1

Figure 3. Report 1102 showing details for an agent’s calls

Data Source
All data from the table CDRMain
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1201 - Agent Performance Summary

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

Report Options

Select a workgroup to display agents assigned to that workgroup.

Select single, multiple, or All agents.

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

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

Specify whether to include empty records.

Click Run Report to run the report.

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

© NV A WDN -

Agent(s) - All WGs Performance Summary Report

2585(Rod Exchange)

Al WGs and Direct Calis (Inbound & Outbound) Total Non-Call Activites
Start Date | Agent Answared Hold Wrap-Up Reservasion Connecting _[Performing Cas Other Activities During Login
Calls | Duralion | _Awg | Calls | Durslion | #wg | Cals | Duralion | Awg | Calls | Durstion | Awg | "™ | RNA [NotReady]  ONDWFWD Eror
081122020] 2555 | 8 | 00.0959 | oDOT14| 0 . - 3 | 000040 | 000005) 0 . - 001038 0 - - -
08132020 2555 | 2 | 00:00:28 | 000014 | 0 1 | oo:0005 | 000005| o 00:0033| 0
0@17:2020] 2555 [ 1 | 00:00:20 | 000020 | 0 1 | 000005 | 00:0005| o0 000025 © -
081182020 2555 | 0 - - 0 0 - - 0 - (] 10:15:00
08192020| 2555 [ 0 0 0 0 [} 24:00.00
08202020 2555 | 0 0 0 0 (] 24:00:00
08212020| 2555 [ 0 0 0 0 [} 24:00.00
oe222020| 2555 | 0 0 0 0 [} - 235056
08222020| 2555 [ 0 [} 0 ° [} 24:00.00
oe2a2020| 2555 | 0 - - 0 0 - - 0 - - - 0 - 224155
08252020 2555 | 9 [o000345 | 00025 | o 9 [oo0045|oo0o0s| 3 | 000053 | 00007 |000523| o | 000745 132332
08262020 2555 | 1 | 00:00:31 |omoo31| o 3 | oo001s | 000005 | o - - |oooo4s| o - -
08282020) 2555 | 3 | 00.02:48 | 00.00S5E | 0 3 | 000015 | 000005| 1 |000048 000019 |000322| o0 |o0242
oooazo20| 2555 | o - - 0 0 - - 0 - - - o |oes020
09052020| 2555 | o - - [} 0 - - 0 - - - o | oe2z4 -
Subtotal 24| 00:17:51 [ 00:00:44 [ 0 25 | 00:02:05 ]| 00:00:05| 4 | 00:01:12 | 00:00:18 | 00:21:08 | 0 | 18:34:58 166:20:23
Grand Total
Al WiGs and Direct Calls (Inbound & Oulbound) Total Non-Call Activities
Ancwered Hold Wrap-Up Cals Oiher Activities During Login
Cals | Duraion | Avg Calls | Duration | _Avg | Cals [ Duration | Awg | Cals [Duration | Avg | '™® | RNA [NotReacy|  DNDIFWD Ermor
2 | ooars | 00:00:44 0] | 25 | oocoz:05 [o0:00:05] 4 [ooon:n2 [oo:00:8 ooz | o [1e3ase| e -

Figure 4. This report shows details for an agent for one quarter.

Report Fields
« Start Date - Start date of the reporting time period
* Agent - Agent’s extension number

* All WGs and Direct Calls (Inbound & Outbound) - Displays the number of calls
handled by an agent, the total time the agent spent on a/l calls (Duration), and the
average time spent per call in each of four categories.

* Answered - Calls the agent was connected to
* Hold - Calls the agent put on hold

AltiReport Manual 33



* Wrap-Up - Calls requiring time for wrap-up activities
¢ Reservation Connecting - Callback calls connecting

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

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

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

* Not-Ready - Time in Not-Ready state

« DND/FWD - Time the agent’s phone was set to DND or FWD

* Error - The amount of time the agent’s phone was in error state.
Data Source

All data from the tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY2,
AGENTSUMMARY1, AGENTSUMMARY2, AGENTSUMMARY4.
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Chapter 3: The Reports

WG Calls and Direct Call Activity Summary Report

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

Report Options

© N U A WN

Select a workgroup to display agents assigned to that workgroup.

Select single, multiple, or All agents.

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

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

Specify whether to include empty records.

Click Run Report to run the report.

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

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

2555(Rod Exchange)

Start Date |.ngu Cals | Total Tk | avg Tai

Total All WGs Inbound ANlWGs Outbound Direct Inbound Direct Quibound

Cas | % | Tak | avglak [cas| % | Tak | avgTak [cas| % | Tak | avgTak [cais| % | 7Tak [ avgTak
08122020/ 2555 & [oo.0asa[oooria| & [100.0%| 00095 [00011a| o | o0% . 0 [oo0%| - . 0 [o0o0%| - E
08/132020 2555 2 [00:0028 | 00:00:14 1 |50.0% | 00:00413 | 0000.43| O | 00% | - - 1 |50.0% 000015 | 000015 | 0 | 0.0%
oet72020(2555| 1 [o00:0020 000020 o | 0.0% | . 1 |100.0%| 00:0020 | 000020 o | 0.0% ' o [o0o%
067252020\ 2555| 9 |00.03.45 000025 | © |100.0% 000345 | 000025| 0 | 0.0% o |oo% o | oo%
081262020 2555 1 [00:00:31[0000:31| 1 |100.0%| 00:0031 | 000031 0 | 0.0% o |00% o [oo%
08282020 2555| 3 [o00.0248|oo0oss| 3 |100.0%| 000248 000086 o | oon : o |oo%| . - o |oox| .
Subtotal 24 [00:17:51]00:00:44] 22 [91.7% [00:17:16[00:00:47 1 [ 4.2% [00:00:20[00:00:20] 1 [ 4.2% [o0:00:15[00:00:5] 0 [oo%] - |
Grand Total
e e =, A1 WGs Inbound A1 WGs Outbound Direct Inbound Direct Outbound
Cals | % | Tak |[avglak [Cas| % | Tak [avoTak [cas| % | Tak [avoTak |cas| % | Tak | AvaTak
24| 00:A7:51 00:00:44 22 |91.7%00:17:16 [00:00:47| 1 | 4.2% [00:00:20[00:00:20] 1 | 4.2% [00:00:45[00:00:15] 0 [0.0% | - |

Figure 5. This report subtotals each agent’s call activity, then gives a grand total.

Report Fields

Start Date - Start date for these calls

Agent - Agent’s extension number

Total Calls - Total calls the agent was connected to in the specified time period
Total Talk - Total talk time on all that agent’s calls

AvgTalk - Average talk time per call (Total Talk/Total Calls)

All agents’ calls are then broken out into categories: All WGs Inbound, All WGs

Outbound, Direct Inbound, Direct Outbound. “All WGs” means every workgroup the

agent is a member of and refers to calls that come in through a workgroup as

opposed to calls that come in directly to the extension. Each category displays the

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

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

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

All data from tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY2,
AGENTSUMMARY1, AGENTSUMMARY2
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1203 - Agent State Summary Report

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

Report Options

Select a workgroup to display agents assigned to that workgroup.

Select single, multiple, or All agents.

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

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

Specify whether to include empty records.

Click Run Report to run the report.

© NV A WDN -

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

Agent(s) - State Summary Report

2555(Rod Exchange)

e e e e e e e )
08/12/2020 Ezfcsf?;ﬁgoeu; 21:30:58 02:29:02 02:18:23 00:09:59 00:00:40
opazozo | ZSOReC | 2asoos | ooves2 | 000934 | 000043 | 000005 - - . 00.00:15
ogr7oo0 | ZENROD | a2ss3s | nos22 | 110w57 | 000020 | 000005
vaiiazo20 | 2000 | ooamse | 2mti0s | 25608 | - - - 10:15:00
opriaozo | 2R0S | oooota | 235047 5 : s s 240000
0812012020 gf,f’;m 000026 | 235034 5 2 B 2 240000
vezn2020 | 2RSS | owo24 | 23593 . - . - 240000
oe2020 | 2SRed | gooozs | 235932 5 2 5 z 235956
08/23/2020 Ezf(?i?;ﬁgoeu) 00:00:26 235934 - - - - 24.00:00
veaa00 | ZORSD | o127 | 2413 : 5 < - 24155
08/25/2020 Ezfzf;ﬁ::) 07:42:29 16:17-31 024144 00:03:45 00:00:45 00:07:45 13:23:32
0812672020 é:f:;ﬂ::] 203110 | 022850 | 022804 | 000031 | 000015
oe2a200 | 2008 | 200733 | 035227 | 032512 | 000248 | 000015 | 002412
Subtotal 109:47:14_| 202:12:46 | 35:00:45 | 00:17:36 | 00:02:05 | 00:31:57 | 166:20:23 - 00:00:15
Grand Total

WD . WG Idie | WG Busy rmv::;-ﬂ:;mrgm s::-:::;wn I DND/FWD [ Enor Dlﬁgtgl

109:47:14 202:12:46 35:00:45 | 00:47:36 | 00:02:05 | 00:31:57 | 166:20:23 | = 00:00:15

Figure 6. This report, for a single agent, subtotals the time the agent spent in each state and
then displays a grand total in each state for the reporting period.
Report Fields
+ Start Date - Start date for these calls
* Agent - Agent’s extension number
* Logout - The total time the agent was logged off during the time period specified
* Login - The total time the agent was logged in during the time period specified
* Duration in different states while login:
* WG Idle - Time the agent was in Idle state
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*« WG Busy - Time the agent was in Busy state
* Wrap-Up - Time the agent was in wrap-up state after disconnecting from a call

* Not-Ready - Time the agent was not ready to take workgroup calls (applies to
all workgroups the agent is logged into)

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

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

Data Source

All data from tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY2,
AGENTSUMMARY1, AGENTSUMMARY2, AGENTSUMMARY3, AGENTSUMMARY4.
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1204 - Agent WG Inbound Calls Summary Report

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

Report Options

© NV A WDN -

Select a an agent.

Select one workgroup for the agent, or All

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

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

Specify whether to include empty records.

Click Run Report to run the report.

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

Single agent - WG Inbound Calls Summary Report
2555(Rod Exchange)

5333

Sf.ulnum|wnlwmp Oftered

Calls Answared Hald ‘Wrap-Up

0an122020 5313
08N 32020 5313
087252020 5333
082672020 5333
08282020 5323

00:00:13 | 00:00:13 | 00:00005 | 00:00:05

8

1 00:00:05 | 00:00:05
] 00:03:45 | 00:00:25 | 00:00:45 | 00:00:05

1

3

o
0 B E
00:00:45 | 00:00:05 3 00:00:53 | 00-00-17
00:00:31 | 00:00:31 | 000003 | 00:00:03 o
00:02:48 | D0:00:56 | DO-DDC16 | 000005 1
4

00:00:15 | 00:00:05
00:00:15 | 00:00:05

sleeces| 2

Cals | Tak [Avglak | Ring [ AvgRing | Calis | Total | Awp [ Colis | Total [ Avg [ Calls [ Total [ Avg
00:09:59 | 00:01:14 | 0000031 00:00:03 1] - - B od o
o 1
o a
o 3
o 3

L]

= o=

00:00:19 | 0000019

Subtotal

]
n
o

2 | 00:17:16 [ 00:00:47 | 00:01:40 | 00:00:04 | 4| D0:02:00 | D0:00:05 | 00:01:12 | 00:00:18

Grand Total

Calis Oftered RNA

Answered Hold Wrap-Up Reservation Connecting
Calls | Tak [AwTak | Ring |AwgRing | Calls | Total | Avg Calls | Total | Avg |cams | Total | Avg

23

0 22| 00:17:16 | 00:00:47 | 00:01:40 | 00:00:04 o | - | - 24 | 00:0200  [00:00:05| 4 |00:01:42 [00:00:18

Figure 7. The report shows inbound call summary by date for a single month.

Report Fields

Start Date - The start date for these calls
Workgroup - The workgroup’s number

Calls Offered - The number of calls sent to the agent (Call offered will not always
equal Calls RNA + Calls Answered. If the call’s exit state is "Group Member Ring No
Answer,” then the call was handled by another agent or it ended while ringing
another agent. The call is counted as RNA for this agent, but is not counted as
Offered to this agent. Otherwise, the total calls offered to all agents in the workgroup
will not add up to the total calls offered to the workgroup.)

RNA - Number of calls for which the agent was rung but did not answer
Answered - Summary statistics for answered calls:

* Calls - Number of calls answered

» Talk - Total talk time on all calls

» AvgTalk — Average talk time per call (Talk/Calls)
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* Ring - Time that all calls to this agent spent in the ring state
¢ AvgRing - Average ringing time per call (Ring/Calls)
* Hold
e Calls - Number of calls put on hold
e Total - Total time all calls spent on hold
* Avg - Average time per call spent on hold (Total/Calls)
« Wrap-Up
e Calls - Number of calls requiring wrap-up activity
* Total - Total time spent in wrap-up activities
* Avg - Avg time per call spent in wrap-up activities (Total/Calls)
* Reservation Connecting
* Calls - Number of callback calls
e Total - Total time spent in callback calls

e Avg - Avg time per call spent in callback calls (Total/Calls)

Data Source
All data from the tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY2.
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1205 - Agent WG Outbound Calls Summary Report

Description: Reports summary statistics for an agent’s outbound workgroup calls (as

opposed to direct outbound calls) for the reporting period.

Report Options

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

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

Specify whether to include empty records.

Click Run Report to run the report.

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

® N LA WDN &

Single Agent - WG Outbhound Calls Summary Report
2433(Rod 3)

5333

T — Connected Hold Wrap-Up
i Cals | Tak | AvgTalk Cals | Total | Avg cals | Total | Avg
09/16/2020 5333 1 00:00:20 | 00:00:20 0 - - 0 - -
Subtotal 1 | oo:00:20 | 00:00:20 0o | E ] — 0o | : |
Grand Total
Connected Hold ‘Wrap-Up
Calls Talk AvgTalk Calls Total Avg Calls Total Avg
1 00:00:20 00:00:20 0 - - 0

Figure 8. This report was sorted by week, and includes subtotals for each week and a grand

total for the reporting period.

Report Fields
+ Start Date - Start date for these calls
« Workgroup - The workgroup’s number
» Connected - Displays connection statistics:
* Calls - Total calls connected
» Talk - Total talk time on all calls
* AvgTalk — Average talk time per call (Talk/Calls)
¢ Hold - Displays statistics for calls put on hold:
e Calls = Number of calls put on hold
» Total - Total time all those calls spent on hold
* Avg - Average hold time per call that was put on hold (Total/Calls)
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« Wrap-Up - Displays wrap-up statistics:
e Calls - Number of calls requiring wrap-up activity
* Total - Total time spent in wrap-up activities for all calls

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

Data Source
All data from the tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY2.
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1206 - Agent Direct Calls Summary Report

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

Report Options

Select a workgroup to display agents assigned to that workgroup.

Select single, multiple, or All agents.

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

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

Specify whether to include empty records.

Click Run Report to run the report.

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

© N U A WN

Agent(s) - Direct Calls Summary Report

Direct Inbound Calls Direct Qutbound Calls
Start Date | Agent Answiered Hold M Connected Hold
Cals | Tak | Avg [Cais| Tak | Avg [Cals [ Tak | Avg [Cals | Tak | Avg [Cals | Tak | Awg
08252020 | 2626 | 1 | 00:01:29 | 00:01:28 | 0 - - 0 - - 7 | 00:02:42 | 00:0023 | 0 - -
0827/2020 | 2626 | 6 |00:01:15 00:00:2| © - o | - - 0 - 0 -
00101/2020 | 2626 | 2 | 00:00:24 | 00:00:12 | 0 0 - - 3| 00:06:36 | 00:0212| 0
Subtotal 9 | 00:03:08 [00:00:20 [ 0 | 0 [ — 10 | o00:09:12 [ 00:00:55 | o |
Grand Total
Direct Inbound Calls Direct Outbound Calis
Answered Hold M Connected Hold
Cals |  Tak | Avg Cals | Talk | Avg [cais| Tak | Avg [cCals | Tak | Avg [cCais | Tak [ Awg
| E

9 | oo:03:08 | 00:00:20 0o | : | - o [ - 10 [oo:09:18 [oo00:s5] o0 | - |

Figure 9. This report includes subtotals for each day and a grand total for the reporting
period.
Report Fields
+ Start Date - Start date for these calls
» Agent - Agent’s extension number
» Direct Inbound Calls - Displays the following call statistics:
* For Answered calls
e Calls - Total number of direct inbound calls that were answered by the agent
» Talk - Total talk time on those direct inbound calls
* Avg - Average talk time per call (Talk/Calls)
e For calls put on Hold
e Calls - Total number of direct inbound calls that were put on hold
» Talk - Total hold time on those direct inbound calls
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* Avg - Average hold time per call that was put on hold (Talk/Calls)
e For calls sent to VM
» Calls - Total number of direct inbound calls sent to voice mail
* Talk - Total time the caller was in voice mail
* Avg - Average time spent in voice mail per call that went to VM (Talk/Calls)
* Direct Outbound Calls - Displays the following call statistics:
* For Connected calls
* Calls - Total number of direct outbound calls that were connected
* Talk - Total talk time on those direct outbound calls
* Avg - Average talk time per call (Talk/Calls)
e For calls put on Hold
» Calls - Total number of connected outbound calls that were put on hold
* Talk - Total hold time on those calls
* Avg - Average hold time per call that was put on hold (Talk/Calls)

Data Source
All data from the tables AGENTSUMMARY1, AGENTSUMMARY2.
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Chapter 3: The Reports

Reserve Agent Callback Summary Report

Description: Displays summary statistics for reserve callback activity

Report Options

oA LN e

Select the workgroups/agents

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

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

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

Agent(s) - Reserve-Agent Callback Summary Report

6001(QA RED)
Reservation Reserv: ‘Connecting Talk Time:
Start Date Agent Altempis ] B [ |
Total | ODuration | AvG | RNA Total | Duration | AVG  [AgentHang Up| | oumton | A
09/09/2019| 6001(QARED) 0 1 00:00:05 | 00:00:05 0 1 000029 | 00:00:29 0 1 00:00:18 00:00:18
0%10/2019 | 6001(QA RED) 0 4 00:00:17 00-00-04 0 4 00:00:53 00:00:13 0 4 000029 00:00:07
09/16/2019 | 6001(QARED) 0 3 00.00:16 | DO:00:05 0 3 000043 | 00:00:14 o 3 00:00:32 00:00:10
Subtotal 0 8 | o00:00:38 | 00:00:04 [ 0 8 | 00:02:05 | 00:00:15 | 0 | 8 00:01:19 00:00:09
Grand Total
Reservation Ring Reservation Connecting Takk Time
Altempis. Answered
Total | Dumon | ave | Rua Total | Dumtion | avG  [agentHangup Duration | Avg
0 8 | o00:00:38 [oo00:04 [ 0 8 | 00:02:05 | 00:00:15 0 8 00:01:49 | 00:00:09

Figure 10. The report shows a summary of one workgroup’s callback activity

Report Fields

Start Date - Start date for these calls
Agent - Agent’s extension number
Attempts - The number of ringback attempts for that date
Reservation Ring - Displays the following statistics for reserved call ringbacks:
e Total - The total number of reserved call ringbacks for that date
» Duration - The total duration of incoming ringback calls for that date
e AVG - The average duration of incoming ringback calls for that date
* RNA - The number of ringback calls that were RNA for that date
Reservation Connecting
* Total — The total number of reserved calls that connected for that date
* Duration - The total duration of connected ringback calls for that date
* AVG - The average duration of connected ringback calls for that date

« Agent Hang Up - The total number of agent ringback call hangups for
that date

Answered - The total number of ringback calls that were answered for that date
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« Talk Time
¢ Duration - The total talk time duration for that date
* AVG - The average talk time duration for that date

Data Source
All data from AGENTSUMMARY1 and AgentSummary2RsvCallback
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1301 - Agent Call Volume Analysis

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

Report Options

Select the agent and the agent’s workgroups.

Choose if you want the data reported by hour of day or by day of week.

Specify a time range for the report.

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

Click Run Report to run the report.

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

oA LN

SINGLE AGENT - CALL VOLUME ANALYSIS
235 (STEVE GRIFFITH)
Hour of day | A8 Wis(s) Inbound Call [All1AG(s) Outbound Cal]  Direct inbound Call | Direct Outhound Call
07:00-08.00 | 161 | 15 | 14 | T
08:00-02.00 124 30 2 2
09001000 | 139 | 34 | 34 | 38
10000-11:00 23 14 24 15
11:001200 | 128 | a5 | 12 | 20
12:00-1300 143 42 30 20
13004400 | 175 | 45 | 2 | 2
14:00-15:00 15 13 13 *
15001600 | 0 | 0 | 3 | 4
16:00-17:00 0 0 1 3
17:00-16:00 | 0 | 0 | 0 | 1
235 (Steve Griffith)
O ANWG(s) In B ANWG({s) Out O Directin O Direct Out
320
300
250
200
o
8150
100
a0
¢ & & $ ® & o o » & & o
J R o h J B o 4 h ) ]
QP;?" @‘@' q@' V-C" éy{b' ‘P‘-{b' w\h- w\h. 6:{-@' @_\*' o
L E ) o ! E £ o i k o
& ® & & o o bel W g o N
Hour of day

Figure 11. This agent’s call volume data is displayed by hour of day in table and graph format

Report Fields

* [Report Interval] (Hour of day or Day of week) - Displays the report interval, as
specified in the report parameters

* All WGs Inbound Call - Number of inbound workgroup calls answered
* All WGs Outbound Call - Number of outbound workgroup calls made
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¢ Direct Inbound Call - Number of inbound direct calls answered
¢ Direct Outbound Call - Number of outbound direct calls made

Data Source

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

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

Report Options

oA LN

Select the agent and the agent’s workgroups.

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

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

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

SINGLE AGENT - AVERAGE WG(S) CALL HANDLING

TIME
196 (REBECCA HIRSCHFELD)

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

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

196 {Rebecca Hirschield)

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

Figure 12. This report displays average workgroup call handling time in table and graph

formats for agent extension 196.

Report Fields

[Report Interval] (Hour of day or Day of week) - Displays the report interval, as
specified in the report parameters

+ Average Workgroup Call Handling Time (In & Out) - Adds total of inbound

workgroup talk, hold, and wrap-up times and outbound workgroup connected, hold,
and wrap-up times, and divides by the total number of calls (workgroup inbound
answered calls plus workgroup outbound connected calls).
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Data Source
All data from the tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY2.
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1303 - Agent % Contribution to each WG (Inbound/
Outbound)

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

Report Options

1.

AW

Select the agent and the agent’s workgroups.

Specify a time range for the report.

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

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

Single Agent - % contribution to each WG (Inbound/Outbound)

4300
Numbers Of Calis Call Handling Duraton
WIHETELD Humber Rates Duration Rates
5122 1 "% 2 1%
5123 1 1% 3 1%
5124 1 3% N n%
5454 0 0% 0 0%
Total 3 0% o 00%

Numbers OF Calls Call Handling Duration

Figure 13. This report shows one agent’s contribution to four workgroups.

Report Fields

* Work Group - The workgroup number

Number of calls
e Number - The number of calls

* Rates - The percentage of calls for that workgroup

e Call Handling Duration

* Duration - The total talk, hold, and wrap-up time spent on workgroup calls
* Rates - The percentage of call handling duration for that workgroup
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Data Source
All data from the table AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY2
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1304 - Agent WG Call Answering Time Distribution

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

Report Options

1. Select the agent and the agent’s workgroups.

2. Specify a time range for the report.

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

4

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

Click Run Report to run the report.

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

Ul

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

Inbound Call (Distribution)
S0 %

28%

45
26%
40 24%
a5 22%
20%
30 18%
16%3
1432
b 2%
15 10%
8%
10 6%
5 . 4%
2%
i - 0%

0-120 121-240 241-360 361-480 481-600 601-720 =721
Seconds

Calls
b
0

Quthound Call (Distribution)
30 100%

0%
24 80%
70%
18 50%
50% o
2
]
12 0% ~
0%
& 20%
Z . 10%
2 [ | - =~
0-120 121-240 241-360 361-480 481-600 601-720 =721
Seconds

Figure 14. This report shows inbound call answering time and outbound call connection time
in intervals of 120 seconds, as specified in the report query.
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Graph Labels:

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

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

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

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

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

Data Source
All data from the table CDRMAIN
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1305 - Call Disposition Code Summary by Agent

Description: Shows a summary of call disposition codes, by agent, for a specified time
period.

Report Options
1. Select workgroups and agents.

2. Select the time period for the report.
3. Select which agents to include in the report.
4. Select a call direction to filter the results of the report (inbound, outbound, or both)
5. Select the disposition codes to include, and choose if you want to show the top x
codes.
Call Disposition Code S y Report
b I“{mlﬁmﬁlu-lﬁlmurn}u-lﬁl
WHxRodExchange) | 6 | 2 [ maw | 2 | B3N | | wars | | wers |
Grand Total Top 10
Ordar o Calls. %
D S g
4 3-Suppart 1 1667 % | 7%
Tots 00 1-Group
2 calls

33%

2.Help
1 calls
7%

4-Receipt
2 calls
3%

Figure 15. The report breaks down the Call disposition codes used, by percentage, for a
given period

Report Fields

Agent - The name of the agent

Total - The total calls

Disposition codes - Each Call Disposition code has its own column, with the following
data:

e Calls - The number of calls that were assigned to this Disposition code
* %- The percentage of calls that were assigned to this Disposition code
Top x — The table shows the top x Disposition codes for this time period.
Data Source
All data from CDRMAIN and DISPOSITIONCODE
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Workgroup Reports

This section describes Workgroup reports.

2101 - Workgroup Call Detail Report

Description: Reports call details for the specified workgroups. This report includes
Ring No Answer calls, and is based upon call start time.

Report Options

1. Select an agent to display the workgroups assigned to that agent.
2. Select single, multiple, or All workgroups.
3. Select one or more Disposition codes to filter the results.
4. Select an Account code to filter the results.
5. Specify a time range for the report.
6. Narrow the report to specific days of the week and a span of time (optional).
7. Click Run Report to run the report.
8. Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.
Workgroup(s) Call Detail Report
Workgroup: 5080
Inbound Calls (SLT Senvice Level Threshold)
St End | l | Duration in Diferent Cal State | stant | | _— | Ext | Sesskn | Seq
Dir.| Time Time Caiber Agert (AR | Gosws | Rirg | Tak | Hola | Ascors SLT | Duspossion |  Account Code State 1] (]
o | OBENING | OBRTER0G 1004 1003 S - 00:00:0% 001038 5 Mormal | Connected 1587108680| 1
RLFeE ] 143531
" m‘ m‘ 5050 000013000085 - 5 | ¥ . c Calback Reserved Calback 1567108683| 1
el Bt 1003 2 - looooscocozz - 0 | ¥ . i Camback| Comnected 1567108685 1
1 i) il 1004 S50 - - 000003 - s | v = E Normal ""“g‘,"""" 1567100888 | 1
Ao 004 1003 00.00.02 000111 5 |y Normal | Connected  1847TTIT4TS| 1
L e 1005 5050 - oo - S - 2 5 | v = E Cafback Resseved Calback 156T117477| 1
n %3523;9 Di‘s?g:gé! 1005 1003 - % 00:0004 0000 13 s 0 Y - L Cattack Connected 1567117479 1
" m’ m.",' 1004 1003 - - 000008000081 - 5| v - - Normal | Connected 1567121850 1
g 0%:3;1\3;9 mjﬁfzgr 1005 5050 - oo00AT 5| ¥ - - Normal Cueue 1567121853 1
e e 1001 5050 - o002z - 5 | v - : Normal Queve 1567121855 1
- %;f?‘_’,‘v',’ "'.";’:;3;“ 1001 1003 - - 00003000038 - s | v S f Normal | Connected 1867121887 1

Figure 16. This report shows calls for a single workgroup on a single day

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

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

» Agent - The agent’s extension number and name
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« Duration in Different Call State - Displays how long the call spent in different call
states:

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

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

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

* Disposition - Any Call Disposition code that were entered for this call
* Account Code - Any Account code that was entered for this call
* Type - Whether the call was a normal call or a callback call

« TRUSTID Status - If your organization deployed the TRUSTID feature, this column
will appear in the report. Red = Low trust call; Yellow = Medium trust call; Green
= High trust call. If the TRUSTID Status column is blank, then this call may have
arrived in the system during a time when TRUSTID was not enabled.

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

* Session ID - a unique number assigned by MAXCS to a call
* Seq ID - A unique number that identifies multiple records of the same call (same
Session ID)
Data Source
All data from the table CDRMAIN

Note: In release 8.6.1 there are a few scenarios where the Sequence ID can incorrectly
show as “2" instead of “1.” Typically, this error occurs when the caller answers the
callback call but hangs up without pressing a key, or when the caller presses a
key to decline the callback call.
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2102 - Callback Detail Report

Description: Reports Callback call details for the specified workgroups.

Report Options

1. Select an agent to display the workgroups assigned to that agent.
2. Select single, multiple, or All workgroups.
3. Specify a time range for the report.
4. Narrow the report to specific days of the week and a span of time (optional).
5. Click Run Report to run the report.
6. Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.
WG(s) - Callback Detail Report
Workgroup: 5353

Start Time ‘ Oaginate Tme ‘uln

1 CalBack ] | Qusue |
':"“"'l Hesmbne | [T |smm|n|smn|m |Mm|wﬂ",|m""m|w|wm|am| il W o

TOOEZ020 18.18:22| 10042020 141947

WONGZ020 18 2042 | 1OA020 14:21.06

WEO20 1820101 100RI0 141517

10082020 1421:10) 10062000 1421:08

Request WO20ZOTAD 0 Reserved 5333 1 xoas2 BO20ZET4D)

-— _— -— Tl HANOIOTAS Fasarved 000002 200016 5303 1 X LU L 200685 |

HOR0E0651

sa|lsla|e

1
Request WO220653 0 Aessved - s133 1 oxoaz0
1

-—

— W Tet Reected 1602020953 re2021005 |

Reserved 000002 000016 5333 1 . omenm s

Figure 17.

This report shows Callback data for a single workgroup

Report Fields
« Start Time - The time that the call started

* Originate Time -

* Caller ID - The Caller ID from the call

* Caller Name - The caller name from the call
» Callback

Number - The Callback phone number

Exit State

* Request - Original call requested for a callback

* RNA - Callback call failed for RNA

* Busy - Callback call failed because the destination was busy
* Succeeded - Callback call succeeded

» Callback Rejected - Callback call failed because the destination rejected the
call

¢ RSV Connecting Agent Hangup - The caller heard the prompt to press a key
to accept or reject the callback call. Before the caller could press a key, the
agent hung up.

* RSV Connecting - Reserved Callback call did not connect because of some
issue on the original caller side

Session ID - A unique number assigned by MAXCS to a call
Seq ID - A unique number that identifies multiple records of the same call
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* Mode - Reserved or blank for non-reserved callback

* Rsv Ring - The time the callback was ringing

* Rsv Connecting — The time that the callback was connected
*« Request WG - The workgroup that offered the Callback option to this caller
* Queue

» Position - The position of the call in the original queue when the call left the
workgroup queue.

¢ Duration - Time the call spent in this queue
* CB QT - The callback queue time
* Priority - The priority of the call
e Skill - The skill level assigned to the call
* CDR Session ID - The original call's session ID - this ID is used for all of this call’s
Callback calls
Data Source
All data from the table CDRMAIN

Note: In release 8.6.1 there are a few scenarios where the Sequence ID can incorrectly
show as “2” instead of “1.” Typically, this error may occur when the caller answers
the callback call but hangs up without pressing a key, or when the caller presses
a key to decline the callback call.
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2103 - Trunk Abandoned Call Detail Report

Description: Reports details of inbound trunk abandoned calls for the specified
workgroups.

The report shows inbound calls abandoned for the following cases:
* Hang up During Ring (Exit code: 32)
* Queue (Exit code: 6)
* Go to VM without Leaving Voice Message (Exit code: 15)

Report Options

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

Select single, multiple, or All workgroups.

Specify a time range for the report.

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

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

oA LDNE

@oge1-1)

WG(s) - Trunk Abandoned Call Detail Report

Workgroup: 5566(Great Group)

X Duration in Different Call State
Di Start Time End Time Caller Agent ‘Start Priority | Within SLT | Exit State Session ID Seq ID
AAIVR Queue Ring
1085503247(
in| 12006 | 0S| AEEN | 1010 1) | 00:00:08 - 00:00:09 5 Yes | HanouD | a7rersars | 1
COMMUNI) g Ring
4085503247
105312016 | 10312016 Hang up
n| 105 ! ALTIGEN | 11010vM 1) | 00:00:06 = 00:0004 5 Yes P | 1477678379 | 1
14:49:13 14:49:23 COMMUNI) During Ring
4085503247(
in| 1RY20%6 | 10812008 | armasn | PSSR | gpon0s | 000031 - 5 Yes Queue | 1477672385 | 1
COMMUNI) P
4086210547
1110122016 | 1110122016 ) Hang up
n| 43552 | 'tazsso [SARATOGA | moiM 1) | o0on0s 00:0009 5 Yes | prengh | tarrezeast | 4
4086210547(
1110122016 | 1110172016 5566(Great ' .
| isear’ | isess [sARATOBA | TGN | ononos | aoo0io - 5 Yes Queue | 1477678394 | 1
Goto VM
4086210547
1110122016 | 1110122016 5566(Great without
| Tairsy | 'taeni |SARATOGA | FGolNE | ovovos | ooone = 5 Ve | N bicel 1477678308 | 1
Message
Goto VM
1086210547(
1110122016 | 1110122016 5566(Great without
M 4sarsa | asamet [SARATOGA | Targup) - - - 5 Y85 lLeaving Voice| 477678400 | 2
Message

Figure 18. This report shows details for calls that were abandoned

Report Fields
* Dir. - The call direction (In for Inbound calls; Out for outbound calls)
+ Start Time - The time that the call started.
* End Time - The time the call ended.

Caller - Caller information.

* Agent - The name of the agent
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Duration in Different Call State - Amount of time the call spent in different call
states (in hours:minutes:seconds):

e AA/IVR - The amount of time the call spent in AA or IVR
* Queue - The amount of time the call spent in a call queue
¢ Ring - The length of time that the call rang
Start Priority - The priority number the call was first assigned
Within SLT - Whether the answering time was within the service level threshold
Exit State - The state the call was in at the time of disconnection
Session ID - A unique number assigned by MAXCS to a call
Seq ID - A unique number that identifies multiple records of the same call
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2201 - Workgroup Agent State

Description: Reports the state for specified workgroup agents.

Report Options

®NOUAE LN

Select a workgroup, then select agents assigned to that workgroup.

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

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

Specify whether to include empty records.

Click Run Report to run the report.

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

Single WG - Agent(s) State Report

5224
2555(Rod Exchange)

Date Agent Login Duration | Not Ready DND/FWD Emor
08/12/2020 2555{Rod Exchange) 022800 N Z -
08/13/2020 2555(Rod Exchange) 00:10:00
08/17/2020 2555(Rod Exchange) 11:07:00 - -

08/18/2020 2555(Rod Exchange) 2313.00 E 10:15:00
08/18/2020 2555(Rod Exchange) 24:03:00 - 24:00:00
08202020 2555(Rod Exchange) 24.03.00 - 24:00.00
082172020 2555{Rod Exchange) 24:03:00 = 24:00:00
082212020 2555(Rod Exchange) 24:02:00 - 2350:56
08/23/2020 2555(Rod Exchange) 24:01:00 - 24:00:00
081242020 2555(Rod Exchange) 23:16:00 = 224155
08/2572020 2555(Rod Exchange) 15:59.00 00:07:45 132332
08/28/2020 2555(Rod Exchange) - 00:24:12 -
09/042020 2555(Rod Exchange) a 08:40:20
09/05/2020 2555{Rod Exchange) - 09:22:41 =

Subtotal 196:26:00 18:34:58 166:20:23

Grand Total
Login Duration Not Ready DND/FWD Ermor

186:26:00 18:34:58 166:20:23

Figure 19. This report shows length of time the agent spent in various states

Report Fields

Date - Start date for the report

Agent - Agent’s extension number and name

Login Duration — The amount of time the agent was logged in

Not Ready - The amount of time the agent was in Not-Ready state
DND/FWD - The amount of time the agent’s phone was in DND/FWD state

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

Data Source

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

Description: Displays a performance summary of the specified workgroup agents.

Report Options
1.

2.
3.
4

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

Narrow the report to specific days of the week, shift time, or a span of time
(optional).

Select a group-by option.
Click Run Report to run the report.

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

Single WG - Agent(s) Performance Summary Report
5224

2555(Rod Exchange)

A1 WGs and D¥ect Calls (Inbound & Outbound) Toial | Towl Non-Call Activibes
Start Date | Agent Angwered Hold Wrap-Up. eefor Logout [ Cans Other Actvises During Login
Cails | Duration | _Avg | Calls | Duralion | Avg | Cols | Duralion | Awg | Calls | Durabion | Awg | "'me | Durdton | RNA INotReasi]  OWOFPWD | Eror

080172020 | 2555 | o . . 0 . . 0 . . o - 240000| o . . .
08022020 | 2555 | 0 0 | 0 240000 0 |
0B/0372020 2555 ] 0 o 0 24:00:00 o
08/042020 | 2585 | 0 0 ] 0 240000 0
08052020 | 2555 | 0 0 [] o 240000 0
08062020 2555 | 0 | (] ] ] 240000 0
0B/OT2020 2555 o 0 U] 0 24:00000 o
08/082020 | 2555 | 0 (] ] (] 240000 0
08/092020 | 2555 | 0 [] ] ] 240000 0
op102020 | 2555 | 0 | (] ] ] 240000 0
08112020 2555 ] 0 U] - - 0 . 240000 L]
oa22020 2855 | o | - - o & |o0o0040 | 000005 o 00:00:40 | 21:3100 | 0
08132020 2555 | 1 | 00:00:15 | 00:0015| o 1| 00:00:05 | 00:0005| o 00:00:20 | 235000 | 0
opa2020 285 | o | - - (] o | - - o | - |2e0000| o
08/152020 | 2555 | 0 0 0 0 240000 0
op1e020| 2555 | o | 0 (] - - ] - |240000| o
081772020 | 2555 | 0 [} 1| 00:00:05 | omo0.05| 0 00:00:05 | 125300 o -
08/132020 | 2555 | 0 0 0 . . 0 - | ooaroo| o 10:15:00
op192020 | 2555 | 0 0 ] ] - 0 240000
08202020 2555 | 0 | 0 0 0 0 24:00:00
08/2172020 2555 0 0 U] o 0 24:00:00
08222020 | 255 | o | 0 0 0 ] 235056
08232020 | 2555 | © [] ] ] - 0 240000
08242020 2555 | 0 | () ] . . ] - - - |oo4400| o - 224155
08/2572020 2555 ] 0 9 00:00:45 | D0:00:05 3 00:00:53 | 00:00:17 | 00:01:38 | 08:01:00 ] 00:07.45 132332
08/262020 | 2555 | 0 (] 3 | 00:00:45 | 0m00:05 | 0 - - | 000015 | 240000 | o - -
o0p/272020 | 2555 | o 0 0 . . ] - . - [2e0000] o .
08282020 | 2555 | 0 0 3| 000015 | 000005 | 1 | 00:00:19 | 00:00:19 | 00:00:34 | 240000 | © |o02412
08/2972020 2555 ] 0 o - - 0 - - - 2400000 o -
08/302020 | 2555 | 0 0 ] 0 240000 0
08/312020 | 2555 | 0 - - 0 ] . - o - . - |2¢0000] o . -

Subtotal 1 [oooo:a5foo0o:as| o0 | | 25 [ 00:02:05 [00:00:05] 4 [oocor:12[oocoocis [oo:03:32 [sar3aco0] 0 [oossr| eeanas |

Figure 20. A summary interval of “day” was specified for this report. Subtotals are given.

Report Fields

Start Date - Start date of the reporting time period

* Agent - Agent’s extension number
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« All WGs and Direct Calls (Inbound & Outbound) - Displays the number of calls
handled by an agent, the total time the agent spent on all calls, and the average
time spent per call in each of these categories:

* Answered - Calls the agent was connected to

* Hold - Calls the agent put on hold

* Wrap-Up - Calls requiring time for wrap-up activities
* Reservation Connecting - Callback calls

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

* Total Logout Duration - The total amount of time that the agent was logged out

* Non-Call Activities - Displays the total of RNA calls (agent was rung but did not
answer) for the agent and summarizes the time the agent spent in other activities
while logged in:

* Not-Ready - Amount of time in Not-Ready state
« DND/FWD - Amount of time the agent’s phone was set to DND or FWD

e Error - Amount of time the agent’s phone was in error state.

Data Source

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

Description: Reports call activity for the specified workgroup agents.

Report Options

©® NV A WDN e

Select a workgroup, then select agents assigned to that workgroup.

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

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

Specify whether to include empty records.

Click Run Report to run the report.

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

Single WG - Agent Call Activity Summary Report with % Analysis
5225

2555(Rod Exchange)

. 2 Cats 48 WGs Inbound 21l WGs Oulbound Direct Inbound Direct Outbound
wz"":mmmnk cm|x|‘r-k|m m|s|m|m‘m cm|x|m|m cm'x'm'm
081132020/ 2555| 1 [0000:15|00000s| 0 | 00w | - - 0 | nos - - 1 [1000% 000015 [oo0nts| o | oom | - -
Subtotal 1 [o0:00:15[00:00:15] 0 [0 [ . ] 0 Joo%]| - [ - 1 [100.0%]00:00:15[00:00:45] o0 [0.0% | - |
2775
AN Calls AN WGs Inbound AllWGs Outbound Direct Inbound Direct Outbound
wé‘;wummm|x|m]m cats | % | ok [avgrom | cams | % | 7ok [avgron | cas [ % [ 7ok [avgrax
08/132020|2775| 3 |oo0a42[00001s| o | oo% | - - 3 [1000% oooo42 000014 o | oo% | - - o Joow| - :
Subtotal 3 [oo:oo:azfoooo:na] o oo | - | - 3 [100.0%[oo:00:42[00:00:144] 0 oo | - [ - 0 Joox| - |
Grand Total
Al Calls A8 WGs Inbound AllWGs Oulbound Direct Inbound Direct Outbound
Total Calls | TotalTak | Avg Tak Cats [ % | Tax [avgrak | cams | % [ Tok [avgram | cams | % | 7ok [avgmam [cams [ % [ Tk [avgmak
4 | 00:00:57 | 00:00:14 o oo - | - 3 | 75.0% [00:00:42[00:00:44 1 | 25.0% [00:00:15]00:00:45] 0 | 0.0% | | -

Figure 21. This report was run on two agents in the Customer Service workgroup for the

first quarter of the year. The specified summary interval was by month.

Report Fields

Start Date - Start date for these calls

Agent - Agent’s extension number

All Calls - Data on all calls the agent was connected to in the specified time period:
» Total Calls - Total humber of calls the agent handled

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

» Avg Talk- Average talk time per call (Talk/Calls)

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

* Calls - Total calls the agent was connected to in that category during the
specified time period
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* 9% - The percentage of the agent’s calls that fall into that category ([category]
Calls/[All Calls] Calls

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

Data Source

All data from the tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY?2,
AGENTSUMMARY1, AGENTSUMMARY2.
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2204 - Workgroup Agent Call/Time Contribution %
Comparison

Description: Reports all calls, including inbound workgroup, outbound workgroup,
direct inbound and direct outbound calls, for the specified workgroup agents.

Report Options

Nowuhwhe

Select a workgroup, then select agents assigned to that workgroup.

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

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

Click Run Report to run the report.

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

Single WG - Agent Call/Time Contribution % Comparison
5225

08/13/2020

Start Date [Agent| Name [iar

All Calls All WGs Inbound All WGs Outbound Direct Inbound Direct Qutbound

Cale| % |TotalTak| % |cais| % Talk % |cals| % Talk % |cals| % Talk % |cals| % Talk %

08/12/2020 | 2686 |Exchan| 1 | 25.0% | 0000015 [263% | o | Dos < 00% [ o | oo = 0.0%

081122020 | 2775 3 |75.0% | 00:00:42 (737% | 0 | 0.0% - 00% [ 3 |100.0%| oo:oo4z [1000%| 0 | 0.0% - 00% [ o | 00% - 0.0%

Rod

100.0%| 00:00:15 |100.0%| 0 | 0.0% = 0.0%
g

Subtotal 4 |100.0%| 00-00:57 [100.0%| 0 [1000% - 100.0%| 3 |100.0%| 00:00:42 [100.0%| 1 |100.0%| 00:00:15 |100.0%| 0 |100.0% - 100.0%|

Figure 22. This report shows the contribution of a single agent over a single month

Report Fields

Start Date - Start date for these calls
Agent - Agent’s extension number
Name - Agent’s name

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

e Total Calls — Total number of calls the agent handled

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

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

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

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

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

* % - Percentage that number is of all workgroup calls that fall into that category
in the specified time period ([category] Calls/[category]<Sub Total of Calls>)
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e Talk - Agent’s total talk time in that category

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

Data Source

All data from the tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY2,
AGENTSUMMARY1, AGENTSUMMARY2
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2205 - Workgroup Inbound/Outbound Call Summary with
% Analysis

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

Report Options

1.

O PN A WN

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

Select workgroups.

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

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

Specify whether to include empty records.

Click Run Report to run the report.

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

WG(s) - Inbound/Outbound Call Summary Report with % Analysis

Inbound Calls
Date w“:;"'“ Total Answered Abandoned .
Cals Gais | % | Tak | Aw Calls | % | Cais | % | Cais | Tak | Avg
08/13/2020 | 5225 0 [} 0.0% - - [ 0.0% [ 0.0% 3 | 00:00.42 | 00:00:14 3
Subtotal 0 0 [ 00% | - [ - [ 0 [ oo% 3| 00:00:42 | 00:00:14 3

Overfiowed/Redire| ~ Connected Outbound Calls | Total WG
Calls

Grand Total

Inbound Calls
Answered Abandoned
Calls [ % [ Tak [ A Cals | % Calls % Cals [ Tak [ Avg
0 0 Joos [ - | - 0 0.0% 0o | 00% 3| o0:00:42 | v0:00:14 [ 3

Overfiowed/Redire|  Connected Outbound Calls | Total WG
Total Calls cled Calls

Figure 23. This report shows inbound and outbound calls for a workgroup during the month

of August

Report Fields

Date - Date for that these calls

* Workgroup - The Workgroup number
« Inbound Calls - Displays the workgroup’s total number of inbound calls (Total

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

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

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

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

e Calls - The number of calls abandoned in that workgroup in the specified time
period

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

¢ Overflowed/Redirected

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

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

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

e Calls - Total number of connected outbound calls for the workgroup
* Talk - Total talk time on those outbound calls
e Avg - Average talk time per outbound call (Talk/Calls)
« Total WG Calls - Total workgroup calls for the workgroup in the time period
specified
Data Source
All data from the table WGSUMMARY
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2206 - Workgroup Inbound Calls Wait Time Summary

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

Report Options
1.

© X N LA WN

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

Select workgroups.

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

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

Specify whether to include empty records.

Click Run Report to run the report.

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

WG(s) - Inbound Calls Wait Time Summary

5333(SLT:Service Level Threshold)

Answered ‘Abandoned (ABN) OverfowedRedrected
im0 oSt Fangup n Tola BN Cais
P cals | Cols | WT | AQWT | RT | AGRT G, ‘ % Qe T gy [ cate [ wr [ mowr| o | comace| omes | VT | A9
‘Active | Callback
0g/112020| 5333 | 5 | 5 | 000022 | 000004 | 00.0022[00:00:04| 5 | 1000% | 0 0 0o | o 0 0 0
oa122020) 5333 | 8 | & |o00034| 000004 |000034 (000004 & | 1000% | o0 0 o | o 0 0 0
03132020 5333 | 1 | 1 | 000005 | 000005 |0000:05|0000:05| 1 | 100.0%| o0 0 o | o 0 0 0 - -
08252020 5333 | 13 | 10 | 000040 | 00:00:04 | 000040 000004 o | 900% | 0 0 o | o 4 0 4 |ooo702| 000145
03262020 5333 | 1 | 1 | 000003 | 000003 |000003|0000:03( 1 | 1000%| o0 0 o | o - - 0 0 0 - -
0282020 5333 | 4 | 2 |oootos | 000033 | 000004 |000002| 3 | 1500% | o0 o 1 1| ooooos |o0000s| o 0 0 - -
Subtotal 32 | 27 000250 | 00:00:06 | 00:01:48 [00:00:04] 27 | 1000% | 0 0 1| 1 [ovoosooo00a] 4 0 4 [ovor02] o005
5822(CBFQ 1)(SLT:Service Level Threshold)
Answered ‘Abandoned (ABN) OverfowedRedrected
—— Lot | ST Fangup in Tl ABN Cals
P cals | Celle | WT | AGWT ) RT | AORT Quete Ring [cais| wr |agwr| Tow | camwack| omes [ YT | AT
Fotve [ Callback
081772020 5822 | 2694 | 2670 | 212358 | 000026 |000134| - | 2891 | 1007% | 18 B 0 | 21 | 000641 000018 0 0 0
oa/tei2020 5822 | 14088 | 0 - - - o o00% | o o o | o - O I I )
Sutotal [ 16983 | 2870 | 212558 | 00:00:75 |ovo134] | 2e91 [100% | 18 | 3 | 0 | 21 | 0006w [ovovo] taoss | o [ raoss | |
Grand Total
Answered ‘Abandoned (ABN) OverfowedRedrected
Total TS Hangupin Total ABN cals
"0 | cars | wr | mewr| RT | avrr Quewe ‘ wr | g
cals | % "—{ Ring calls wr | Agwr| Tota | camack | Others
Acive [ Callback
Trots_| 2097 | 212048 |ovo0zo | omosz2 | | 2918 [ooaw| 18 | 3 | 1 72| oo0oas [o000:1s] 14095 | 0| 14035 [ ootz

Figure 24. This report shows wait time data for workgroups during a period in August

Report Fields

Start Time - The start date of these calls
Workgroup - The workgroup number

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

Answered

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

« WT - Wait time for calls for that period
* Avg WT - Average wait time per call (WT/Calls) in that period

e RT - Total ring time for those answered calls
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* Avg RT - Average ring time per call
o IsSLT
» Calls - Total number of calls answered within service threshold
* 9% - Percentage of calls answered within service threshold
« Abandoned (ABN)
* Hang up in
* Queue
* Active - Number of callers who hung up while in the call queue

e Callback — Number of callback calls that were rejected by the caller or
never answered by the caller

* Ring - Number of callers who hung up while the call was ringing
» Total ABN

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

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

* Total - Total number of that workgroup’s overflowed and redirected calls in
that time period

» Callback - Total callback calls of that workgroup’s overflowed and redirected
calls in that time period

¢ Others - Number of non-Callback calls
« WT - Total wait time for those overflowed/redirected calls

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

Data Source
All data from the table WGSUMMARY
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2207 - Workgroup Inbound Call Handling Summary

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

Report Options

1.

© X N LA WN

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

Select workgroups.

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

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

Specify whether to include empty records.

Click Run Report to run the report.

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

WG(s) - call t i y
5333
Fnewered Gals Foandoned Cals
B ~ Hangup in Cais oo 102,
Cats | % | TaikTime | AvgTalk faandeTme| A9 | cals | % T P R SO D =
Acive [calbak
GB2020| 5333 | 5 | 5 |1000% 000472 | 000050 | 000%12 |0000s0| 0 |00% | 0 | 0 | o | o | o | 0 | oo | o | o
osi2p020| 5333 | 8 | 8 |1000% 000959 | 000%t4 | ooi03s | 000i1s | o |oo% | o | o | o | o | o | o oo | o |1
ositaz020| 5333 | 1 | 1 |1000% 000013 | 00:00:13 | oowis 000018 | o | 00% | o | o | o | o | o | o |owe| o |0
os2s2020| 5333 | 13 | 10 |76%% | 000415 | 00:0025 | 00500 000030 | o |oo% | o | o | o | 4 | o | & |as| o | 4
oszo020| 5333 | 1 | 1 |1000% 000031 | 000031 oowds 000045 | o | o00% | o | o | o | o | o | o |owe| o |0
ospsp020| 5333 | 4 | 2 |soo | ove24s |o00t24 | 000303 00013 | 1 (2s0%| o | o | 1| o | o | o |om| o |3
oonazoz0| 5333 | 1 | o | oo - - B Y I o o o | o | o loom| oo |1
oonsz20 533 | 1 | o loow | - - - < |1 eoew] 1 | o Jo| o | o | o om| o |1
Subtotal 51 | 27 [7ea%] ovzrss [ovevss [ ovzwes [ovwoss| 5 Jeaw] 2 | 0 | 1 | & | o | 4 [men] 0 [
5822(CBFQ 1)
Fnewered Gals Foandoned Cals
B ~ Hangup in Cais T oo 102,
Cats | % | TaikTime | AvgTalk faandeTme| A9 | cals | % T P R SO D =
Acive [calbak
Gerriz00 | 5522 | 294 | 2970 |992% | Gsar1z | owoui1| o4z 00001t | 21 | 07% | 18 | 3 | o | o | 0 | o | oo | o |z
osira020| 5922 | 14089 | o | 00% - - - Lo loow]| o | o | o |re| o |aoee 1000w o | o
Subtota | 1698 | 2670 | 16.0% | 00Tz | 00001t | oarie |ovooi] 21 o | 18 | 5 | 0 | vaow | o | e [won | o[z
Grand Total
Frewered Gals Foandoned Cals
Hangup in Calls Total
| o | o || ma (| | e @ | T2 P
T "_{ Fng | o |cotback| oters
Acive [ calloack
o | 2887 | 170% | _owos10 | 0000 |ownio | owowr | 24 o] o | 5 | 7 Taow |0 | veow [ween | 0|z

Figure 25. This report shows inbound call handling data for two workgroups. Subtotals and
grand totals are given.

Report Fields

3

Date - The date of these calls

Workgroup - The workgroup number

Total Calls - Total inbound calls for the specified workgroup in the specified time

period. Calls are then broken out into three categories:

Answered Calls

e Calls - Number of incoming calls that were answered by the workgroup
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* 9% - Percentage that number is of the total inbound workgroup calls
([Answered] # of Calls/Total # of Calls)

¢ Talk Time - Duration of talk time for the answered inbound calls

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

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

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

+ Abandoned Calls
* Calls - Number of calls that were abandoned by the caller

* 9% - Percentage that number is of the total inbound workgroup calls
([Abandoned] # of Calls/Total # of Calls)

* Hangup in Queue
* Active - Number of callers who hung up while in the call queue

e Callback - Number of callback calls that were rejected by the caller or never
answered by the caller

e Hangup in Ring - Number of callers who hung up while the call was ringing
* Overflowed/Redirected
» Calls

» Total — Total number of calls overflowed (to voice mail, to an application) or
redirected

* Callback - Number of Callback requests
* Others - Number of non-Callback Calls
* 9% - Percentage of total calls that were redirected or overflowed
* Calls of VM - Number of callers who left voice mail

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

Data Source
All data from the table WGSUMMARY
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2208 - Workgroup Outbound Call Handling Summary

Description: Reports call handling information for connected outbound calls for the

specified workgroup.

Report Options
1.

© X N LA WN

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

Select workgroups.

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

Specify a time range for the report.

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

Select a group-by option.

Specify whether to include empty records.

Click Run Report to run the report.

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

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

5225

WG(s) - Outbound Call Handling Summary Report

Date | Workgroup | 1018 %‘;’;s""‘“"l Total Talk Time | Avg Talk Time | Total Handling Time | A s | Number of Xfer
08/1372020 5225 3 00:00:42 00:00:14 00:00:42 00:00:14 0
Subtotal 3 | 00:00:42 | 00:00:14 | 00:00:42 [ o004 | 0
5333
Date Workgroup |1 2;;‘“‘1 Total Talk Time | Avg Talk Time | Total Handing Time | T | Number of Xfer
08/17/2020 5333 1 00:00:20 00:00:20 00:00:25 00:00:25 0
Subtotal 1 [ 00:00:20 [ 00:00:20 | 00:00:25 [ oomo:zs | 0
5335
Date | Workgroup | 1018 %:L""mdl Total Talk Time | Avg Talk Time | Total Handling Time | M"::ﬂ"“ | Number of Xfer
0811972020 5335 2 00:0027 00:00:13 00:00:27 00:00:13 0
082512020 5335 1 00:00.04 00:00:04 00:00:04 00:00:04 0
Subtotal 3 [ omoo3t [ oooo:t0 | oot [ oo00:to | [
Grand Total
[Total Gonnected Calls] Total Talk Time | AvgTakTime ] Total Handiing Time | Avg Handling Time.

1 0

00:01:33 |

00:00:13

| Numbr of Xfer
|

| ooozs | 00:00:14 | 0

Figure 26. This report shows data for a one-month period

Report Fields

Date - The date of these calls

Workgroup - The workgroup number

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

Total Talk Time - Total talk time on those calls

Avg Talk Time - Average talk time per outbound call (Total Talk Time/Total

Connected

Calls)

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

wrap-up
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* Avg Handling Time - Average handling time per call (Total Handling Time/Total
Connected Calls)

« Number of Xfer - Number of connected outbound calls that were transferred

Data Source
All data from the table WGSUMMARY.
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2209 - Workgroup Service Level Summary Report

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

Report Options
1.

© ® N LA WN

l WG(s) - Service Level Summary Report

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

Select workgroups.

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

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

Specify whether to include empty records.

Click Run Report to run the report.

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

5333

Wait Time > Service Level Threshold
Date | Workgroup | inbouns Ansvered Rbandoned verlowedlRedrecied _| 1013 3ervice | Anewered
Number | Percent Number | Percent Number | Percent
08112020 | 5333 5 0 0.0% ] 0.0% 0 0.0% 100.0% 100.0%
0811212020 | 5333 8 0 0.0% 0 0.0% [ 0.0% 100.0% 100.0%
081372020 5333 1 0 0.0% 0 0.0% 0 0.0% 100.0% 100.0%
0872572020 5333 13 1 7% 0 0.0% 2 15.4% 76.9% 69.2%
082672020 5333 1 0 0.0% [ 0.0% 0 0.0% 100.0% 100.0%
082812020 | 5333 4 1 25.0% 0 0.0% [ 0.0% 125.0% 75.0%
09042020 5333 1 0 0.0% 1 100.0% 0 0.0% 0.0% 0.0%
000872020 | 5333 1 0 0.0% 0 0.0% 0 0.0% 100.0% 0.0%
Subtotal 34 0 | 00% 1 | 28% 2 |  59% 91.2% 79.4%
5822(CBFQ 1)
Wait Time > Service Level Threshold
Date | Workgroup |  Inboung Answered ‘Abandoned Overflowed/Redirected T“{f;’l‘"‘* sm"g”
Number | Percent Number | Percent Number | Percent
08/17/2020 5822(CBFQ 1) 2894 -21 -0.7% 3 0.1% -76628 -2647.8% | 2748.4% 99.9%
08/18/2020 5822(CBFQ 1) 14089 0 0.0% 0 0.0% 37843 -268.6% 368.6% 0.0%
Subiotal 16883 | 4% 3| 0% A4TT_ | 674A% T74.2% 17.0%

Figure 27. This report shows calls for workgroup 450 for which the wait time was greater

than the service level threshold. The chosen time interval is weekly.

Report Fields

Date - The date of these calls
Workgroup - The workgroup number

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

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

¢« Answered

« Number - Number of such calls that were answered
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* Percent - Percentage that number is of the total number of inbound calls
([Answered] # of Calls/Inbound)

* Abandoned
* Number - Number of such calls that were abandoned by the caller

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

¢ Overflowed/Redirected
« Number - Number of such calls that were overflowed/redirected

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

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

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

Data Source
All data from the table WGSUMMARY
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2210 - Workgroup Answered Rate and Abandoned Rate

Report

Description: Gives answered rate and abandoned rate for workgroups.

Report Options

1.

O PN A WN

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

Select workgroups.

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

Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Specify an increment for wait time (from every 5 seconds to every 300 seconds).
Select a group-by option.

Click Run Report to run the report.

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

WG(s) - Answered Rate and Abandoned Rate Report

6822(CBFQ 1)

Inbound Calls
Start Date ‘"'I‘l';"“ Total Answered Calls Answered Calls within 30 Sec ‘Abandoned Calis{ >30 Sec)
Calls Cals | % Cals | % Calls | %
081142020 | 5822 | 0 0 0.0% o 0.0% 0 0.0%
08152020 | 5822 | 0 0 0.0% 0 0.0% 0 0.0%
08162020 | 5822 | 0 [ 0.0% 0 0.0% 0 0.0%
091772020 | 5822 | 2894 2057 105.6% 3057 105.6% 6 02%
08/18/2020 | 5822 14088 o 0.0% o 0.0% 0 0.0%
08192020 | 5822 | 0 o 0.0% o 0.0% 0 0.0%
087202020 | 5822 | 0 0 0.0% 0 0.0% 0 0.0%
Subtotal 16983 3057 | 18.0% 3057 | 18.0% 6 | 0.0%
Grand Total
Inbound Calls
o Answered Calls Answered Calls within 30 Sec Abandoned Calis( >30 Sec)
Calls | % cals | % Calls. | %
16983 3057 | 18.0% 3057 | 18.0% 6 | 0.0%

Figure 28. This report show details for a week in August

Report Fields

« Start Date - The start date of these calls
* Workgroup - The Workgroup number

« Inbound Calls

e Total Calls — Total inbound calls to that workgroup

* Answered Calls
» Calls - Number of calls that were answered by the workgroup.
* % - Total Answered Calls / Total Inbound Calls.

* Answered Calls within x Seconds
* Calls - Number of calls that were answered within x seconds.
* % - Answered Within x Seconds / Total Inbound Calls
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¢ Abandoned Calls (> 30 Sec)

¢ Calls - Number of calls that were abandoned by the caller and the wait time
is longer than x seconds.

* 9% - Abandoned Calls with the wait time longer than x seconds / Total
Inbound Calls

Data Source
All data from the tables WGSUMMARY and CDR Main.
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2211 -

Reserve-Agent Callback Summary

Chapter 3: The Reports

Description: Shows a summary of Reserve-Agent callbacks

Report Options

1.

AW

Select a workgroup and agent

Select an interval.

Select a time range.

Select any filter options that you want.
Click Run Report to run the report.

WG(s) - Reserve-Agent Callback Summary Report

750

Attempts CB Queue Time: 'WT+CE Queue Time
Stant Date: wWorkgIoup Reservation Time
Duration Avg
0990972019 7501 1 1 o 1 1 000034 000034 00:00:50 000050 000042 00:00:42 000132 000132
051102019 7501 4 7] 0 ] 1 000170 | 000017 | 000333 | 000053 | 000226 | 000036 | 000559 | 000129
0W162019) 7501 3 2 1 3 1 000059 000019 000305 00:01:01 000119 000026 000424 000128
Subtotal i e e e g8 | 1 ]oo0za3 | oo00:54 | oo:o7:ze | oo:00:86 | oo:oa:27 | 00:00:33 | o00:11:88 | 00:01:28
Grand Total
Requests Aemgts 'CB Queve Time T WT+CB Quewe Time
Reservation Time
Scheduled | Answered | Abandoned Total g Duration vy Duration Avg Duration A
Duration | Avg
8 £ 1 B 1 00:02;43 I 00:00;54 00:07:28 00:00:56 00:04:27 00:00;33 00:14:55 00:01:28

Figure 29. The report shows callback requests, callback attempts, callback queue time,

average wait time, and other related data

Report Fields

» Start Date - Start date for these calls
* Workgroup — The workgroup number
* Requests - Shows the following details:

* Scheduled - The number of scheduled callback requests

* Answered - The number of answered callback requests

* Abandoned - The number of callback calls that were rejected by the caller or

never answered by the caller
* Attempts - Shows the following details:
* Total - The total callback attempts
* Avg - The average number of callback attempts
e Reservation Time
* Duration - Total callback attempt duration
* Avg. - Average callback attempt duration
* CB Queue Time - Shows the following details:
e Duration - Total time spent in callback queue
* Avg - Average time spent in callback queue
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« WT - Shows the following details:
» Duration - The duration of wait time for that date
* Avg - The average wait time for that date
« WT + Call Back Queue Time - Shows the following details:
Duration — The total wait time plus call back queue time for that date

* Avg - The average of the total wait time plus call back queue time

Data Source
AgentSummary2RsvCallback
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2301 - Workgroup Inbound Answered Calls Wait Time

Description: Reports the wait time (queue time + ring time), in seconds, for answered
calls for the specified workgroup. Reports in table format and two graphs: distribution
and cumulative. This report is based upon answered calls; therefore, the report data
does not include RNA calls. The data in this report is based upon call start time.
Report Options

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

Select workgroups.

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

Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Specify an increment for wait time (from every 5 seconds to every 300 seconds).
Click Run Report to run the report.

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

© N VA WN

WG(s) - Inbound Answered Calls Wait Time

Answered Calis Wait Time (Queue + Ring) Within (seconds)
StartDate 1003l Calls ™00 3160 5150 91120 121150 151180 SE
Calls | % [cCas [ % [cCals | % [cCals | % [cals | % |cCals | % | cas| %

08/11/2020 5 5 [1000%| 0 [00% | o |o00% | o [o0o0% [ o [oox | o |o00% | 0 | 00%
08/12/2020 8 8 |1000%| o |00% | o |o0o0% | o |oo% | o |o0%| o |oo%| o |oo%
081372020 1 1 [1000%| o | o00% [ 0o |o00% [ 0 |00% | o |o00% [ 0 |00% | 0 | 00%
08/25/2020 9 9 [1000%| o |o0o% | o |oo% | o |oo% | o |oo% | 0o |o0o% | o |oo%
08/26/2020 1 1 100.0% 0 0.0% o 0.0% 0 0.0% 0 0.0% o 0.0% o 0.0%
08/28/2020 3 1 |333% | 1 |333% | 1 |333%| o |oo% | o [oo% | o |o00% | 0o |o00%

Subtotal 27 25 [926% [ 1 | 37% 1 | 37m% | o Joos | o [oo% | o Joos [ o |oo%

Figure 30. The reporting period specified is broken out by day and reported in intervals of
60 seconds.
Report Fields
» Start Date - Start date for these calls

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

* Answered Calls Wait Time (Queue + Ring) Within (seconds) - Data is broken out
into wait time, in intervals of seconds, as specified in the report. The time intervals
are column headings. Each interval has two columns:

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

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

5333(Distribution)

30 1%
o 100%
20 80% -
“
E 15 s0% 2
10 40% =
5 20%
p— Se— 0%
D-30 31-60 6190 91120 121-150 151-180 =181
Seconds
5333{Cumulative)
0 111%
2= 100%
20 80% -
»
ERE oo g
o 2
10 4% =
5 20%
0 0%
<=30 <=60 ==00 ==120 ==150 <=180 Grand Total
Seconds

Figure 31. The top graph shows the nhumber and percentage of calls answered within the
specified time periods (in increments of 60 seconds, in this case). The bottom
graph shows, cumulatively, how many and what percent of calls were answered
as the time periods progress.

Data Source
All data from the table CDRMAIN
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2302 - Workgroup Inbound Abandoned Calls Wait Time

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

Report Options

1.

© N U A WN

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

Select workgroups.

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

Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Specify an increment for wait time (from every 5 seconds to every 300 seconds).
Click Run Report to run the report.

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

WG(s) - Inbound Abandoned Calls Wait Time

5822(CBFQ 1)

Total Calls ‘Abandoned Calls Wait Time (Queue + Ring) Within (seconds)

Start Date Abandone 0-30 31-60 61-90 91-120 121-150 151-180 =181

d Calls % Calls % Calls % Calls % Calls % Calls % Calls %

08/17/2020 18 12 66.7% 6 33.3% 0 0.0% ] 0.0% 0 0.0% ] 0.0% 0 0.0%
Subtotal 18 12 66.7% [ 33.3% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0%

Figure 32. This report summarizes the wait time of abandoned calls for a workgroup during

a specified period.

Report Fields

« Start Date - Start date for these calls

* Total Calls Abandoned - Number of inbound workgroup calls abandoned in the

specified time period. This includes calls where the caller hung up while the call was
ringing and where callers hung up while the call was in the queue.

* Abandoned Calls Wait Time (Queue + Ring) Within (seconds) - Data is broken

out into wait time, in intervals of seconds, as specified in the report (for example,
calls answered in the first 30 seconds, calls answered in the second 30 seconds, and
so on). The time intervals are column headings. Each interval has two columns:

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

* 9% - The percentage that number is of the total calls abandoned in the specified
time period ([time interval] Calls/Total Calls Abandoned)
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The data is also displayed in two graphs:

5622(CBFQ 1)(Distribution)

Calls
S

o

91120 151-180
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Figure 33. The top graph shows the number and percentage of calls abandoned within the
specified time periods (in increments of 60 seconds, in this case). The bottom
graph shows, cumulatively, how many calls were abandoned as the time periods

Data

progress.

Source

All data from the table CDRMAIN
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2303 - Workgroup Inbound Overflowed/Redirected Calls
Wait Time

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

Report Options

1.

® N U A WN

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

Select workgroups.

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

Specify a time range for the report.

Narrow the report to specific days of the week and a span of time (optional).
Specify an increment for wait time (from every 5 seconds to every 300 seconds).
Click Run Report to run the report.

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

WG(s) - Inbound Overflowed/Redirected Calls Wait Time

5333

OverflowiRedirect Calls Waft Time (Queus + Ring) Within (seconds)
Starpate |18 50 030 3160 5190 51120 121150 151-180 181
Cals | % [Cals | % [Cals | % [Cals| % [Cals| % [cCals| % [Cas| %
08/25/2020 4 3 |[750% | o0 [00% | 0 [ 00% | 0 |00% | 1 [250%] 0 | 00% | 0 | 00%
Subtotal 4 3 [750% | o [ o0% 0 [ 0o% 0 [ oo% 1 [250% [ o [ oo0% 0 [ oo0%

Figure 34. This data includes data for workgroup 5333, broken out by day.

Report Fields

« Start Date - Start date for these calls
* Total Calls OV/RED - Number of inbound workgroup calls overflowed/redirected

in the specified time period

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

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

* % - The percentage that number is of the total calls overflowed/redirected in
the specified time period ([time interval] Calls/Total Calls OV/RED)
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The data is also displayed in two graphs:

5333 (Distribution)
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Figure 35. The top graph shows the number and percentage of calls that waited for the
specified time (in incremental periods of 60 seconds, in this case) before being
overflowed or redirected. The bottom graph shows the accumulation of calls that
were overflowed or redirected as the time increments progress.

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

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

Report Options

1.

® N VA WN

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

Select workgroups.

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

Narrow the report to specific days of the week and a span of time (optional).
Specify an increment of time (from every 30 seconds to every 600 seconds).
Click Run Report to run the report.

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

WG(s) - Inbound Call Handling Time

5333

Call Handling Time (Talk + Hold) Within (seconds)
;:1:;;:‘: 0-120 121-240 241-360 361-480 481-600 601-720 >721
Cals | % |Cals | % |Cals | % |Cals | % |Cals [ % |Cals | % | Cals [ %
5 100.0% 0 0.0% 0.0%

Start Date

08/11/2020
08/12/2020
08/1372020
08/25/2020
08/26/2020
08/28/2020
Subtotal

0 0
L] 75.0% 1 1 0
1 100.0% 0 0 0
9 100.0% 0 0.0% 0 0.0% o 0.0%
1 100.0% 0 0 0
3 100.0% 0 0 0
i 25 [o26% | 1 1 0

0.0%
0.0%
] 0.0%

W s o w o

olece oo o
o
ole = ase =
o
-1
®
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Figure 36. This report shows the contributions of an agent during a one-month period.

Report Fields

« Start Date - The start date for these calls

* Total Calls Answered - Number of inbound workgroup calls answered in the

specified time period
Call Handling Time (Talk + Hold) Within (seconds) — Data is broken out into

intervals of seconds, as specified in the report (for example, calls requiring less than
120 seconds, calls requiring from 121-240 seconds, and so on). The time intervals

are column headings. Each interval has two columns:

e Calls - Number of calls requiring the length of time specified in the column
heading

* % - The percentage that number is of the total calls answered in the specified

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

Data Source
All data from the table CDRMAIN
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2305

- Workgroup Outbound Call Handling Time

Description: Reports outbound call handling for all workgroup-connected calls for the

S

pecified workgroups.

Report Options

1.

® N VA WN

Select an agent, if you want only that agent’s workgroups to appear in the
workgroup selection list.
Select workgroups.
Choose how you want the data summarized (by day, week, or month).
Specify a time range for the report.
Narrow the report to specific days of the week and a span of time (optional).
Specify an increment for wait time (from every 30 seconds to every 600 seconds).
Click Run Report to run the report.
Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.
WG(S) - OUTBOUND CALL HANDLING TIME
Repart ID: 2305 System ID: DEMO S¥STEM Summary Interval Veek
Time Range: 04022007 - 0453002007 Filter Bry: Mon, Tue, Wied, Thu, Fri [07:00 - 15:00] Froup By Workgrougp

450 (Customer Service)

Total Zonnected Calls Handling Time (Talk + Hold) Within (seconcs)
Start Date call 0120 [ 1zt-z40 [EET [ ast-4a0 T =721
Cornected Calls % | Cals | % [ cals | % [ cels | 0w [ cals [ % [ cals | % | Gals | %

041022007 63 | s94% | 12 | 174% 1 1.4% 2 29% 4 | 58% | 3 | 43% | B 87%
0410582007 59 33| 858% | 11| 186% 4 6.5% i 0.0% 3 81% 0 | 00% 8 135%
0411512007 63 37 | s44% | 10| 147% 7 10.3% 2 2.9% 3| 44% | 3 | 44% B 5.5%
04£220007 &0 48 | B0O% | 14 | 175% & 7.5% 3 3.8% I 12% | 5 6.2%
041282007 10 El 20.0% 1 0.0% 0 0.0% 1 10.0% 0 | 00% 0 | 00% 0 0.0%
Sub Total 286 168 | 58.01% | 47 16.4% 13 6.3% B 2.8% 13 [ 45% | 7 [ 2.4% | 25 8.7%

Figure 37. This data reports on outbound call handling time during the month of April. It is

reported in 120-second increments.

Report Fields

« Start Date - The start date for these calls
* Total Calls Connected - Number of inbound workgroup calls connected in the
specified time period

* Connected Calls Handling Time (Talk + Hold) Within (seconds) - Data is broken
out into intervals of seconds, as specified in the query. The time intervals are column
headings. Each interval has two columns:

e Calls - Number of calls requiring the length of time specified in the column
heading

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

450 (Distribution)

Chapter 3: The Reports
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Figure 38. The first graph shows the number and percentage of outbound calls whose
handling time falls into the interval of seconds specified. The second graph shows
the call data accumulating as the time intervals pass.

Data Source

All data from the table CDRMAIN
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2306 - Workgroup Inbound Call Priority

Description: Reports inbound call statistics, sorted by call priority, for the specified
workgroups.

Report Options

1.

No v s WN

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

Select workgroups.

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

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

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

WG(s) - Inbound Call Priority

Priority Level
P1 P2 P3 P4 P5 P8 Others
Cals | % | Cals | % |cals | % [Cals | % |[Cals | % | Cals | % |cals| %
0.0% 0 0.0% 100.0% 0 0
0.0% 0 0.0% 100.0% 0 o
0.0% 0 0.0% 100.0% 0 0
0.0% L] 0.0% 100.0% 0 0.0% () 0.0%
0 0 0
[} 0 0
0 0 0

Total Calls|

08/1172020
08/12/2020
08/13/2020
08/25/2020
0812612020
08/28/2020
Subtotal

0.0% 0.0% 100.0%
0.0% 0.0% 100.0%
| 0.0% | 00% | 27 [100.0%

W@

0 0 5
0 0 8
0 0 1
0 0.0% 0 0.0% 9
0 0 1
0 0 3
0 0

efe c e c oo

~

7

Figure 39. This report shows the priority level of inbound calls to a workgroup for the month

of August. It is broken out by week.

Report Fields

e Start Date - The start date for these calls

* Total Calls Answered - Number of inbound workgroup calls connected in the

specified time period

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

e Calls - Number of calls carrying that priority

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

5333 (Distribution)
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Figure 40. The top graph shows the number of incoming calls by priority level for the

specified reporting period. The bottom graph shows a cumulative view of calls by
priority level.

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

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

Report Options

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

450 (Customer Service)

Inbound Calls Connected Total
Hour of dary Totsl Anzweerad Ahandoned OwerflowedRedrected Outhound Calls WG
Call=s Call= | % Talk Ay Calls % Callz % Callz Talk Ay Call=
07.00-08:00 116 109 94.0% 113729 0:06:23 T B.0% o 00% 26 13214 0:03:32 142
08:00-08:00 187 174 93.0% AT 3227 0:06:02 10 53% 3 1 6% 15 1:00:32 0:04:02 202
09:00-10:00 146 124 84.9% 13:35:58 (0:06:34 19 13.0% 3 21% 38 211:26 0:03:27 184
10:00-11:00 183 148 80.9% 13.09:44 0:05:20 23 126% 12 EE% 42 13254 0oz12 225
11:00-12:00 165 145 87.9% 134833 00542 13 79% 7 4.2% 45 33306 0:04:26 213
12:00-13:00 169 151 59.3% 17.33:.09 0:.07:00 15 5.9% 3 158% 26 3:25.54 0.07:55 193
13:00-14:00 180 131 728% 15:10:52 0:06:57 22 12.2% 27 15.0% 19 1:49:02 0:05:44 193
14:00-15:00 128 103 82.0% 1241:52 0ov1s 14 10.9% ] 7 0% 28 2:49:30 0:06:03 156
15:00-16:00 92 67 T28% 752118 o070z 14 15.2% 11 12.0% 25 0:50:47 oozo M7
16:00-17.00 7 45 S9.7% 52157 01054 15 19.5% 16 20.8% 5 01637 00319 82
A7:00-18:00 44 33 75.0% 511:18 0:09:26 3 6.8% i} 18.2% 13 0:24:55 0:01:55 57
Sub Total 1487 1233 $2.9% 136:41:18 0:06:39 155 10.4% 99 6.7% 285 19:26:57 0:04:05 1772

Figure 41. Data was specified to be broken out in this report by hour of day.

Report Fields

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

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

¢ Total Calls - The total inbound calls
« Answered
¢ Calls = Number of inbound calls that were answered

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

* Talk - Total talk time on calls answered in the specified time period

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

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

* Overflowed/Redirected

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

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

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

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

e Avg - Average talk time per call ([Connected Outbound Calls] Talk/[Connected
Outbound Calls] Calls)

* Total WG Calls - Total humber of all the workgroup’s calls, both inbound and
outbound, in the specified time period

The report includes two graphs:

450 (Customer Service)
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200
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LLLLLLL Ly,

07:00-08:00  0§00-0900 09001000 10:00-11:00  11:00-1200 12001300 13001400 14001500 15001600 160047:00  17:00-15:00
Hour of day

Mum ©f Inbound Call
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O Answered B Abandonded O Overflowed
110%

1nn%l

0%

B0%

40%

Percent of Inbound Call

20%

| ]

0% T T T T u T T T T 1
07:00-08:00 08:00-09:00 09:00-10:00 10:00-11:00 11:00-12:00 12:00-13:00 13:00-14:00 14:00-15.00 15:00-16:00 16:00-17:00 17:00-15.00
Hour of day

Figure 42. The first graph shows the number of inbound calls in three categories, plus
outbound calls. The second graph shows the percent of inbound calls in three
categories.

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

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

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

2. Select workgroups.
3. Choose if you want the data reported by hour of day or by day of week.
4. Specify a time range for the report.
5. Narrow the report to specific days of the week and a span of time (optional).
6. Click Run Report to run the report.
7. Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.
WG(S) - CUMULATIVE INBOUND CALLS WAIT TIME
Report (D 2305 System ID: DEMO S STEM Report Interval: Hour of day
Time Range: 040272007 - 04/30/2007 Fitter By: Maon, Tue, Wed, Thu, Fri [09:00 - 15:00] Group By Yorkgroup

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

Total Answered Abandoned (ABN) OverflowedRedirected
Hour of day Inkound Calls Callz | Wiait Tirme: | A WT Within SLT SLT % Calls Wit Time: | A WT Callz Wit Time: A WT
08:00-10:00 146 124 2:49.02 00121 124 A100.0% 18 0:41:47 0:02:11 3 0:02:30 0:00:50
10:00-11:00 183 148 w0514 00252 147 99.3% 23 1:10:59 0:03:05 12 02921 00226
11:00-12:00 165 145 6:07.26 oo2:32 145 100.0% 13 04216 00315 T 01233 0.01:47
12:00-13:00 168 151 7351 0:03:00 150 99.3% 15 0:46:05 0:03:04 3 0:25:47 0:09:35
13:00-14:00 180 13 7:06:56 00315 129 95.5% 22 0:58:36 0:02:39 ar 0:36:50 00121
14:00-15:00 128 105 6:06:43 00329 103 100.0% 14 1:10:00 0:05:00 ] 02a21 0:03:09
15:00-16:00 a2 BT 33017 00308 65 ar.0% 14 0:56:55 0:04:04 1 0:05:46 0:00:47
16:00-17.00 77 46 41536 00537 41 89.1% 15 1:21:09 0:05:24 16 01730 00105
17:00-18:00 44 33 2:20:00 0:04:14 30 a0 9% 3 0:11:26 0:03:45 i} 0:00:37 0:00:04
Sub Total 1184 350 46:59:31 0:02:58 936 98.5% 138 7:59:16 0:03:28 9% 2:45:15 0:01:43

Figure 43. Wait time in this April report on workgroup 450 is broken out by hour of day.

Report Fields

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

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

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

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

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

e Abandoned (ABN)
¢ Calls - Number of inbound calls that were abandoned by the caller
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« Wait Time - Total wait time for those abandoned calls

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

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

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

The report includes the following graphs:

450 (Customer Service)
O Answered B Abandonded O Overflowed

0:11:00
0:10:00

0:08:00:

0:06:00

Average Duration
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09:00-10:00 10:00-11:00 41:00-12:00 12:00-13:00 13:00-14:00 14:00-15:00 15:00-16:00 46:00-17:00 17:00-18:00
Hour of day

450 (Customer Service)

120%

100%

a0%

B0%

Service Level

40%

20%

0%
03:00-10:00 A0:00-11:00 11:00-12:00 42:00-13:00 13:00-14:00 14:00-15:00 15:00-16:00 A6:00-17:00 17:00-18:00
Hour of day

Figure 44. The top graph shows the average duration of incoming calls, broken out by hour
of day. The bottom graph shows the percentage of calls that met the service
level, also by hour of day.

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

Description: Reports inbound calls handling statistics for the specified workgroup.
Reports results in table format and two graphs:

e Average Talk and Handling Time Trend Analysis
* Abandon Type Analysis (in queue or in ring
Data in this report is based upon call end time, rather than call start time.

Report Options

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

Select workgroups.

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

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

No v s WN

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

WG(s) - Cumulative Inbound Call Analysis

5333
Answered Calls Abandoned Calls Ov%riipugt:gme
Hourorday | 1! » Fangup in e
Calls % Talk Time | Avg Talk |Handle Time Handle Calls % Queue Ring Calls % Queus
Active | Callback

00:00 - 01:00 0 0 0.0% 0 0.0% 0 0 0 0 0.0% 0 0 0
01:00 - 02:00 1 0 0.0% 1 [100.0% 1 0 0 0 0.0% 1 0 o
02:00 - 03:00 0 0 0.0% 0 0.0% 0 0 0 0 0.0% 0 0 0
03:00 - 04:00 0 0 0.0% 0 0.0% o 0 0 0 0.0% 0 0 o
04:00 - 0500 0 0 0.0% 0 0.0% 0 0 0 0 0.0% 0 0 0
05:00 - 06:00 0 0 0.0% 0 0.0% o 0 0 0 0.0% 0 0 o
06:00 - 0700 0 0 0.0% 0 0.0% 0 0 0 0 0.0% 0 0 0
07:00 - 08:00 0 0 0.0% 0 0.0% o 0 0 0 0.0% 0 0 o
08:00 - 09:00 0 0 0.0% 0 0.0% 0 0 0 0 0.0% 0 0 0
09:00 - 10:00 0 0 0.0% = = = = 0 0.0% o 0 0 0 0.0% 0 0 o
10:00 - 11:00 3 3 100.0%| 00:02:25 | 00:00:48 | 00:02:40 | 00:00:53 0 0.0% 0 0 0 0 0.0% 2 0 0
11:00 - 12:00 5 0 00% | 00:00:36 = 00:0051 = 1 |20.0% o 0 1 3 60.0% 2 0 o
12:00 - 13:00 1 1 100.0%| 00:00:31 | 00:00:31 | 00:00:36 | 00:00:36 0 0.0% 0 0 0 0 0.0% 0 0 0
13:00 - 1400 0 0 0.0% = = = = 0 0.0% o 0 0 0 0.0% 0 0 o
14:00 - 15200 1 1 100.0%| 00:04:16 | 00:04:16 | 00:04:21 | 00:04:21 0 0.0% 0 0 0 0 0.0% 0 0 0
15:00 - 16:00 " 10 909% | 00:06:38 | 00:00:39 | 00:07:23 | 00:00:44 1 9.1% 1 0 0 1 9.1% 3 0 o
16:00 - 1700 3 3 100.0%| 00:01:51 | 00:00:37 | 00:02:01 | 00:00:40 0 0.0% 0 0 0 0 0.0% 0 0 0
17:00 - 18:00 4 4 100.0%| 00:02:15 | 00:00:33 | 00:0225 | 00:00:36 0 0.0% o 0 0 0 0.0% 0 0 o
18:00 - 19:00 5 5 100.0%| 00:03:26 | 00:00:41 | 00:03:41 | 00:00:44 0 0.0% 0 0 0 0 0.0% 2 0 0
19:00-20:00 | 0 0 | 00% 0 | 00% 0 0 oo [oo]| o 0 0
20:00-21:00 | 0 0 | o0 0 | 00% 0 0 0| 0 |oon| o 0 0
21:00-22:00 | 0 0 | 0o% 0 | 00% 0 0 0| o |oox| o 0 0
22:00-23:00 | 0 0 | o0 0 | 00% 0 0 0| 0 |oon| o 0 0
23:00-0000 | 0 0 | 0o% - - - - 0 | 00% 0 0 0| o |oox| o 0 0

Subtotal 34 27 [79.4% | 00:21:58 [00:00:48 | 00:23:58 [00:00:53 ] 3 [ 2.8% 2 0 HENEEAED 0 0

Figure 45. This report on a single workgroup displays data by hour of the day, as specified
in the report query.
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Report Fields

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

Total Calls - Shows the total humber of inbound calls for the specified workgroup
in the specified time period

Answered Calls:
¢ Calls - Number of inbound calls that were answered

* % - Percentage those calls are of the total answered calls ([Answered Calls] # of
Calls/Total # of Calls)

¢ Talk Time - Total talk time on those answered calls

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

* Handle Time - Total handling time (talk time + hold time + wrap-up time) on
those answered calls

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

Abandoned Calls:
e Calls = Number of inbound calls that were abandoned by the caller

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

e Hangup in Queue
* Active - Number of callers who hung up while in the call queue

* Callback - Number of callback calls that were rejected by the caller or never
answered by the caller

¢ Hangup in Ring - Number of callers that hung up while the call was ringing
Overflowed/Redirected:
¢ Calls - Number of inbound calls that were overflowed/redirected

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

Total Calls in Queue - Number of calls that spent time in queue
Calls of VM - Number of callers that left voice mail

Calls of Xfer - Number of callers who were transferred
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The data is also reported in two graphs:
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Figure 46. The top graph shows average talk time and average handling time, by day of
week. The bottom graph shows where abandoned calls were when they were
abandoned.

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

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

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

Select workgroups.

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

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

No v s WN

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

WG(S) - CUMULATIVE OUTBOUND CALLS HANDLING
450 (Customer Service)
Hour of day Total Connected Calls Total Talk Time | Awg Talk Time: Total Handling Time | Awg Handling Time #of Xfer
07:00-08:00 80 0:54:26 0:00:40 1:26:15 0:01:04 o
08:00-0%:00 85 1:54:39 0:01:17 2:38:49 0:01:45 0
08:00-10:00 61 1:57:05 0:01:55 24527 0:02:42 o
10:00-11:00 61 12701 0:01:35 23438 0:02:32 0
11:00-12:00 37 1:34:08 0:02:32 22122 0:03:49 o
12:00-13:00 52 4:14:55 0:04:54 51811 0:06:07 0
13:00-14:00 36 2:06:50 0:03:31 2:58:14 0:04:57 o
14:00-15:00 20 0:40:22 0:01:20 11747 0:02:3% 0
15:00-18:00 26 3:03:31 0:07.03 34217 0:08:32 o
16:00-17:00 16 0:17:45 0:01:06 0:25:54 0:01:37 0
17:00-18:00 7 0:51:35 0:03.02 1:10:58 0:04:10 0
Sub Total 505 19:12:16 0:02:16 26:37:49 0:03:09 0

Figure 47. This report shows outbound call data for workgroup 450 for the month of
February, from 7 a.m. to 6 p.m. The report interval is hour of day.
Report Fields

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

* Total Connected Calls - Shows the total number of connected outbound calls for
the specified workgroup in the specified time period

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

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

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

« Number of Xfer - Total number of outbound calls that were transferred
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The data is also displayed in two graphs:
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Figure 48. The top graph shows number of calls per selected time period. The bottom graph
shows average talk time and average handling time.

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

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

Report Options
1.

No s WN

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

Select workgroups.

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

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

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

WG(s) - Inbound Calls ANS/ABN/OFL Analysis b

5333

z Answered Abandoned OverllowedRedirected

Hourof day  |Total Inbound C: == i = TR = == I =
0000 - 01:00 0 [ 0.0% 0 0.0% 0 0.0%
01:00-02:00 1 o 0.0% 1 100.0% 0 0.0%
02:00 - 03:00 0 0 0.0% 0 0.0% 0 0.0%
03.00- 04:00 0 0 0.0% o 0.0% 0 0.0%
04:00 - 05:00 0 0 00% 0 0.0% 0 0.0%
05.00 - 05:00 0 0 0.0% o 0.0% 0 0.0%
06:00 - 07:00 0 4 00% 0 00% 0 00%
0700 - 08:00 0 0 0.0% o 0.0% 0 0.0%
08:00 - 02:00 0 o 0.0% 0 0.0% 0 0.0%
09:00 - 10:00 0 0 0.0% 0 0.0% 0 0.0%
10:00- 11:00 3 3 100.0% 0 0.0% 0 0.0%
11:00 - 12:00 5 0 0.0% 1 20.0% 3 60.0%
12:00 - 13:00 1 1 100.0% 0 0.0% 0 0.0%
13:00 - 14:00 0 0 0.0% o 0.0% 0 0.0%
14:00 - 15:00 1 1 100.0% 0 0.0% 0 0.0%
15:00 - 16:00 il 10 90.9% 1 9.1% 1 9.1%
16:00 - 17.00 3 3 100.0% 0 0.0% 0 0.0%
17:00 - 13:00 4 4 100.0% 0 0.0% 0 0.0%
18:00 - 19:00 5 s 100.0% 0 0.0% 0 0.0%
19:00 - 20:00 0 0 0.0% ] 00% 0 0.0%
20.00- 21.00 0 o 0.0% 0 0.0% 0 0.0%
21:00- 2200 0 0 0.0% [ 0.0% 0 0.0%
22:00-22.00 0 o 0.0% 0 00% 0 0.0%
23:00 - 00:00 0 0 0.0% 0 0.0% 0 0.0%

Subtotal 34 2 [ 7ea% 3 | 2.8% 4 | 1.8%

Figure 49. The call totals shown on this report are drawn from data on a workgroup over a

year. They are reported by hour of day, as specified.

Report Fields

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

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

Answered
¢ Calls - Number of calls that were answered

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

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

¢« Overflowed/Redirected
e Calls - Number of calls that were overflowed/redirected

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

The data is also displayed in two graphs:
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Figure 50. The top graph shows the numbers of calls that were answered, abandoned, and
overflowed, by hour of day, in the specified time period. The bottom graph shows
percent of total calls that were answered, abandoned, and overflowed.

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

Description: Reports totals and percentages for workgroup inbound calls in queue.

Reports results in table format and two graphs.

Report Options
1.

No v s WN

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

Select workgroups.

Choose if you want the data reported by hour of day or by day of week.

Specify a time range for the report.

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

Click Run Report to run the report.

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

5822(CBFQ 1)

WG(s) - Total % WG Inbound Calls in Queue

Calls in Queue ‘Calis without Queue

Hour of day Total Inbound Calls e = e T -
00:00 - 01:00 [ 0 0.0% 0 100.0%
01:00-02:00 0 0 0.0% [ 100.0%
02:00 - 03:00 [} [ 0.0% 0 100.0%
03:00- 04:00 2335 (] 0.0% 2335 100.0%
04:00 - 05:00 3268 0 0.0% 3268 100.0%
05:00-06:00 a2 0 00% 21 100.0%
06:00 - 07:00 3146 0 0.0% 3146 100.0%
07:00- 08:00 219 0 0.0% 219 100.0%
08:00 - 09:00 [} 0 0.0% 0 100.0%
09:00 - 10:00 0 0 0.0% o 100.0%
10:00 - 11:00 [} [ 0.0% 0 100.0%
11:00 - 12:00 0 0 % [ 100.0%
1200- 13:00 7 3 429% 4 57.1%
13:00 - 14:00 153 12 732% 41 268%
14:00 - 15:00 605 605 100.0% 0 0.0%
15:00 - 16:00 634 620 oT8% 14 22%
16:00 - 17:00 810 802 99.0% 8 1.0%
17:00- 18:00 805 674 98.4% 1 1.6%
18:00 - 19:00 [} 0 0.0% 0 100.0%
19:00 - 20:00 0 0 0.0% [] 100.0%
20:00 - 21:00 0 [ 0.0% 0 100.0%
21:00- 22100 0 0 0.0% ] 100.0%
22:00- 23:00 [} 0 0.0% 0 100.0%
23:00- 00:00 0 0 0.0% 0 100.0%

Subtotal 16983 2815 I 16.6% 14167 | 83.4%

Figure 51. Data

Report Fields

is reported here for a 3-month period, grouped by hour of day for the
specified time period.

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

of Day

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

Calls in Queue

e Calls - Number of calls that spent time in queue

* % - Percentage that number is of the total number of inbound calls ([Calls in

Queue] # of Calls/Total Inbound Calls)
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« Calls without Queue
e Calls - Number of calls that did not have to wait in queue
* % - Percentage that number is of the total number of inbound calls ([Calls
without Queue] # of Calls/Total Inbound Calls)

The data is also displayed in two graphs:

5822(CBFQ 1)
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Figure 52. The top graph shows the number of incoming calls that spent time in queue and
those that did not. The bottom graph shows percentage of total calls that spent
time in queue and those that did not spend time in queue.

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

2313 - Average Call Handling Time

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

Report Options
1.

No s WN

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

Select workgroups.

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

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

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

WG(s) - Average Incoming Call Handling Time Analysis

5333

Hour of day Total Answiered Galls_| Total Talk Time [ Avg Talk Time | Total Handing Time Avg Handiing Time

00:00 - 01:00 o - - - -

01:00- 0200 0 - - - -

02:00 - 03:00 0

03:00 - 04:00 0

04:00 - 05:00 0

05:00 - 06:00 0

05:00 - 07.00 0

07:00 - 08:00 0

08:00 - 09:00 0

09:00 - 10:00 0 - - - -

10:00 - 11:00 3 000225 00:00:48 00:02:40 00:00:53

11:00 - 12:00 0 000036 z 00:00:51 -

12:00- 13.00 1 00:00:31 00:0031 00:00:35 00:00:35

1300 - 14:00 0 - - - -

14:00 - 15:00 1 000416 00:04:16 00:04:21 00:04:21

15:00- 16:00 10 00.06:38 00:00:39 00:07:23 00:00:44

16:00 - 17:00 3 00.01:51 00:00:37 00:02:01 00:00:40

17:00 - 18:00 4 00:02:15 00:0033 00:02:25 00:00:36

18:00 - 19.00 H 00.03.26 00:00:41 00:03:41 00.00:44

19:00 - 20:00 (] - - - -

20:00-21:00 L]

21:00- 2200 0

22.00-23.00 o

23.00 - 00:00 0 - - - -
Subtotal 27 | 00:21:58 | 00:00:48 | 00:23:58 | 00:00:53

Figure 53. This data on the Customer Service group is for he month of August . It is reported

by hour of day.

Report Fields

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

Total Answered Calls - Total inbound calls answered in the specified time interval.
Total Talk Time - Total talk time on those calls
Avg Talk Time - Average talk time per call (Total Talk Time/Total Answered Calls)

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

Avg Handling Time - Average handling time per call (Total Handling Time/Total
Answered Calls)
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The data is also displayed in graphs:

[+

20

154

104

Calis

=]

00:00 - 01200
01:00 - 02200
02:00- 0300
03:00 - 04200
04:00 - 05:00
05200 - 05200
0600 - 0700
07:00 - 08:00
08:00 - 09:00
09:00 - 10:00
1000 - 1100

|
Figure 54. The graphs show calls and average talk time / average handling time for the
reporting period, by hour of day.

Data Source
All data from the table WGSUMMARY
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2314

- Total Outbound Calls

Chapter 3: The Reports

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

Report Options

1.

No v s WN

workgroup selection list.
Select workgroups.

Specify a time range for the report.

Click Run Report to run the report.

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

Choose if you want the data reported by hour of day or by day of week.

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

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

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

WG(S) - TOTAL OUTBOUND CALLS

300 (Sales Workgroup)

Hour of day

Total Outbound Call

09:00-10:00
10:00-11:00
11:00-12:00
12:00-13:00
13:00-14:00
14:00-15:00
15:00-18:00
16:00-17:00

300 (Sales Workgroup)
60

504

40

304

Mum of Call

204

03:00-10:00 10:00-11:00 11:00-12:00 12:00-13:00 13:00-14:00

Hour of day

14:00-15:00 15:00-16:00 16:00-17:00

Figure 55. The report data shows number of outbound calls, by hour of day, for the Sales

workgroup in the time period specified.

Report Fields

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

of Day

* Total Outbound Calls - Total outbound calls connected in the specified time

interval.

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

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

Report Options
1.

No v s WN

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

Select workgroups.

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

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

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

WG(S) - TOTAL OUTBOUND CALL HANDLING TIME ANALYSIS

300 (Sales Workgroup)

Hour of day Total Connected Outgoing Calls Total Talk Time | Avg Talk Time Total Handling Time | Avg Handling Time
08:00-10:00 44 2:10:35 0:02:58 21113 0:02:58
10:00-11:00 39 1:52:21 0:02:52 1:52:21 0:02:52
11:00-12:00 13 0:20:12 0:01:33 0:20:37 0:01:35
12:00-13:00 14 0:28:55 0:02:08 0:28:55 0:02:08
13:00-14:00 15 0:55:40 0:03:42 0:55:40 0:03:42
14:00-15:00 15 0:30:35 0:0z:02 0:30:35 0:02:02
15:00-18:00 12 1:03:36 0:05:18 1:03:36 0:05:18
16:00-17:00 g 0:40:22 0:04:28 0:40:56 0:04:32
Sub Total 161 8:03:16 0:03:00 8:04:53 0:03:00

Figure 56. This report shows outbound call handling data for the Sales workgroup for a

specified period of time in May, from 9 a.m. to 5 p.m.

Report Fields

3

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

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

Total Talk Time - Total talk time on those calls

Avg Talk Time - Average talk time per call (Total Talk Time/Total Connected
Outgoing Calls)

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

Avg Handling Time - Average handling time per call (Total Handling Time/Total
Connected Outgoing Calls)
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The data is also displayed in a line graph:

300 (Sales Workygroup)
O Aug Talk B Aug Handling

Chapter 3: The Reports

0:08:00,

0:05:00

0:04:00

0:03:00

0:02:00

0:01:00:

2]
09:00-10:00

10001100 11.00012200 120001300 13001400
Hour of day

140001500 15:0016.00 16:00-17:00

Figure 57. A line graph shows average talk time and average handling time.

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

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

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

Select workgroups.

Specify a time range for the report.

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

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

o v AW

WG(S) - DAILY MAX NUMBER OF CALLS IN QUEUE

450 (Customer Service)

4350 (Customer Service) - 05/07/2007

Max Calls In Queue

%

14:30 4

09:15 4
09:30 4
09:45 4
10:00
1015 4
10:30
10:45 4
11:00 4
1115
11:30 4
14:45 4
15:00

w w
ol ]
- o

09:00
12:00
12:30
12:45
13:00
13115
13:30
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14:00
14115
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10:300 4
11:00 4
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Figure 58. This report sHows the maximum number of calls in queue for workgroup 450
during the specified reporting period, in 15-minute intervals.
Chart Data

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

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

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

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

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

Select workgroups.

Specify a time range for the report.

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

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

o v AW

WG(s) - Daily Longest Queue Time

5822(CBFQ 1)

l} 5822(CBFQ 1) - 08/17/2020

Figure 59. The report displays the longest queue time, by time of day.

Chart Data

* Longest Queue Time - The longest time a call was in queue during the given time
interval

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

Data Source
All data from the table WGRTSUMMARY
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2318 - Daily Real Time Service Level

Description: Reports the daily lowest real time service level for a workgroup, in a line
chart format.
Report Options

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

Select workgroups.

Specify a time range for the report.

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

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

o v AW

WG(s) - Daily Real Time Service Level

6223

5223 - 08/17/2020

Service Level

588 88
?g £ £ % ¥
&

oooooocvov-o;cocLffaL#ﬁﬁﬁﬁﬁﬁﬁfﬁﬁﬁlc'cooc¢o¢vooc
= = 2 = 2
RERE38R832R2A888888 SR8R8R8RERE8RSE
SrrdNonTsoHRORRDD 5o SR EOO G T AND OGS
85588333388885538388 Z2RRARANRRS
cosocscococoosogogegos ° scococcooe
228838388888838838838238 2 2388888888
SgiriNSnSyosesnrseg = GeoocrNAm@
8558888 888855838 odpoEzeveecteea2 SRSANARR
5223 - 08/18/2020
1
100%
[ 1

]

g {

3

3 60% {

5 \

3 % |

j \

0% 66 ¢ 4446480000440 e T T
cscocccocooooocoocoooccooSSSooSSSogcoooSoSSScogSSSSoog
2238883333888 R38283338R83883883838383R3338R8R383838R338:33333888
R B B e B R B B = e R R ]
SSoHNEE3300RESEBEEERECCNNONIINEEOLCERBAgR amAAEse
2289922889888 8888888882888888888888888888888882S
EREREREREREREREREREREREREREREREREREREREEERERERER
R N N I R R I R
EEcoHE 028338 E88E5 828R YYR YR RO ERRD ERSLNAAQA

Figure 60. This report shows the service level by time of day for the reporting period (two
days, in this case).
Chart Data

» Service Level - The service level during the given time interval (The Service Level
Threshold is set in MaxAdmin > Workgroup Configuration > General tab.)

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

Data Source
All data from the table WGRTSUMMARY

114 AltiReport Manual



Chapter 3: The Reports

2319 - Historical Service Level Summary Report

Description: Gives a summary of calls that did not meet the service level, breaking
them out into Answered, Abandoned, and Overflowed/Redirected categories. (The
Service Level Threshold is set in MaxAdmin in the Workgroup Configuration >
General tab.)

Report Options
1.

No v A WN

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

Select workgroups.

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

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

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

WG(s) - Historical Service Level Summary Report

5333
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Figure 61. This report on one workgroup covers the month of August. It is broken out by

day of week.

Report Fields

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

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

Calls with Wait Time > Service Level
* Answered Calls
¢« Number - Number of answered calls with queue time > service level

¢ Percent - Percentage that number is of the total number of inbound calls
([Answered Calls] # of Calls/Total Inbound Calls)

* Abandoned Calls
* Number - Number of abandoned calls with queue time > service level

* Percent - Percentage that number is of the total number of inbound calls
([Abandoned Calls] # of Calls/Total Inbound Calls)
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« Overflowed/Redirected Calls

* Number - Number of overflowed/redirected calls with queue time > service
level

e Percent - Percentage that number is of the total number of inbound calls
([Overflowed/Redirected Calls] # of Calls/Total Inbound Calls)

* Total Service Level - The percentage of calls whose queue time was within the
service level (100% - (<Total # of Calls in all 3 categories whose queue time was
greater than the service level threshold>/Total Inbound Calls)

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

The report data is also displayed in two graphs:

5333

140%
120%
100% —
80%
60%

40%

Total Service Level

20%

0%

Suniday Mnn.day Tuee:day WEHHI:EEESB‘Y
Day of week

Figure 62. The top graph shows the percentage of calls that met the Total Service Level, by
specified time interval (day of week, in this case). The bottom graph shows the
percentage of answered calls that met the Answer Service Level, by specified
time interval.

Data Source
All data from the table WGSUMMARY
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2320 - Call Disposition Code Summary Report

Description: Gives a summary of calls with Call Disposition Codes, by workgroup.

Report Options

Select the time frame.

Select which workgroups to include in the report.

Specify a date and time range.

Select the call disposition codes to include in the report.

Select a call direction to filter the results of the report (inbound, outbound, or both)

(Optional) For a “Top 10” type of table, select the top x number of codes you want
to include.

oA LN e

WG(s) - Call Disposition Code Sumn

e 1-Drsposion 1 A-VRM ok 2-Despot
Cals L Calls L Calls w5 Calls
TH 13 L] W% 4 WTT % 2 2308 % 1
Grand Total Top 10
Cirder | Disposition Code|Calls %
1 |V-Dspesition 1 4 WTT %
2 CRY ] & wnTTs 3 NIPD:I“
. 0.
g [FWWork 3 = 0 % 1 calls
4 2 Dhspcmition 2 1 TED % %
5

Figure 63. The report show a summary of Call Disposition Codes for a workgroup for a
specific time period

Report Fields

Workgroup - The workgroup involved in the calls

Total - The total number of calls for this period

Disposition codes - Each Call Disposition Code has its own column, with the following
data:

* Number of calls - The number of calls that were assigned to this Disposition code

* Percentage of calls — The percentage of calls that were assigned to this Disposition
code

Top x - The table shows the top most commonly assigned disposition codes for this time
period.

Data Source
All data from CDRMAIN and DISPOSITIONCODE
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DNIS Reports

This section describes DNIS reports.

3101 - DNIS Call Detail Report

Description: Reports call detail information for the specified DNIS number.

Report Options

Select one or more DNIS numbers.

Specify a time range for the report.

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

Select one or more Call Disposition codes to filter the results.

Select an Account code to filter the results.

Use the Filter by MaxCS DNIS Name field to winnow the list in the left pane
(optional).

No s WDNe

®

Click Run Report to run the report.

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

DNIS(s) - Call Detail Report
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Figure 64. This figure shows details for a single DNIS number over a week

Report Fields
+ Start Time - Time the call came in
* End Time - Time of disconnection
» Caller - Phone number of the caller

* Agent - The agent who was rung
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* Duration in Different Call State - Amount of time the call spent each of the
different call states (in hours:minutes:seconds)

« Start Priority - The priority number the call was first assigned

* Within SLT - Was answering time within the service level threshold, Yes or No? (The
Service Level Threshold is set in MaxAdmin > Workgroup Configuration >
General tab.)

« Disposition - Any Call Disposition code that was entered for this call
* Account Code - Any Account code that was entered for this call

« TRUSTID Status - If your organization deployed the TRUSTID feature, this column
will appear in the report. Red = Low trust call; Yellow = Medium trust call; Green
= High trust call. If the TRUSTID Status column is blank, then this call may have
arrived in the system during a time when TRUSTID was not enabled.

« Exit State - The state the call was in at the time of disconnection
* Session ID - A unique number assigned by MAXCS to a call

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

Data Source
All data from the table CDRMAIN
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3201 - DNIS Call Summary

Description: Reports call summary information for the specified DNIS number.

Search Options

oA LN e

Select one or more DNIS numbers.

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

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

Use the Filter by MaxCS DNIS Name field to winnow the list in the left pane
(optional).

Choose whether to show empty records.
Click Run Report to run the report.

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

DNIS(s) - Call Summary

14086847

Answered Gall Abangoned Gals T
Do |owig | etad Hangup in Icats ofcalis inf Calls
Call | catls | % | TalkTime | Avg Tk | Hoid Time | Avg Hoid | Calts | % T ) ah| ce. = oL 20
Active |Callback]|
140858
08/09/2020 (47577(| 20 15 75.0% | 00:14:39 | 00:00:58 it - 0 00% 0 0 1] 5 250% o 1 o
ice)
140858
08162020 (47577(| 1 | 3 |27.3%| 00:01:50 | 00:00:36 | 00:0056 | 000018 | 0 [00% | o o [ o] & |72m| 1 | 0| 3
Hice)
140868
P 47577 . "
0872372020 Free 34 23 67.6% | 00:10:41 | 00:00:27 - - 1 29% L] o 1 10 |29.4% 0 10 o
Time)
Subtotal 65 | 41 |63.1% | 00:27:10 | 00:00:39 | 00:00:56 | 00:00:01 | 1_| 15% | 0 0 | 1 [ 2 [s54%| 1 [ m [ 3
Grand Total
Answered Calls ‘Abandoned Calls Overflowed/Redirected
ey Hangup in Icats ofcails inf Cails
Calls | % TalkTime | Avg Talk |Hokd Time | Avg Hold | Calls % Queus . Calls % | VM [Queue|of Xter
‘Actve [Callback]
85 41 [631% 00:27:10 00:00:39 | 00:00:56 | 00:00:01 1 1.5% 0 I 0 1 23 35.4% 1 " 3

Figure 65. This report was run for the month of August on one DNIS number. The report

interval specified was by week. Subtotals are given per week, with a grand total
at the end.

Report Fields

Date - The start date for these calls

* DNIS - The DNIS number and description
¢ Total Calls - The total number of calls that dialed this number
« Answered Calls

* Calls - Number of calls to this DNIS number that were answered by an agent

* % - Percentage that number is of Total Calls ([Answered] # of Calls/Total
Calls)

* Talk Time - The total talk time on all answered calls for the time period
reported

e Avg Talk - Average talk time per call (Talk Time/Total Calls)
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¢ Hold Time - Total time that answered calls spent on hold
* Avg Hold - Average hold time per call (Hold Time/[Answered] # of Calls)

« Abandoned Calls (all calls with talk duration = 0 and abandon target type > 0)*
e Calls - Number of calls to this DNIS number that were abandoned by an agent

* % - Percentage that number is of Total Calls ([Abandoned] # of Calls/Total
Calls)

e Hangup in Queue - Number of calls that were abandoned while in the queue
e Active - Calls that were in the queue
* Callback - Callback calls

e Hangup in Ring - Number of calls that were abandoned during ring

* Overflowed/Redirected (all calls with talk duration = 0 and abandon target
type = 0)*

¢ Calls — Number of calls to this DNIS number that were overflowed

* % - Percentage that number is of Total Calls ([Overflowed] # of Calls/Total
Calls)

« Calls of VM - Number of callers that left voice mail (Exit states are 15, 16.)
* Calls in Queue - Number of calls that spent time in queue (Exit state is 6.)
» Calls of Xfer - Number of calls that were transferred (Exit state is 12.)

Data Source
All data from the table CDRMAIN

*Exit states of Answered, Abandoned, and Overflowed calls:
Answered: Exit states are 8, 9, 10, 11, 12, 23, 24, 25.
Abandoned: Exit state is 6.

Overflowed: Exit state is 7.
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3301 - Call Disposition Code Summary by DNIS

Description: Shows a summary of call disposition codes with a chart.

Report Options
1. Select the time frame.

2. Select which DNIS numbers to include in the report. Use Ctrl-Click to select multiple
numbers.

3. Specify a date and time range.

Select the call disposition codes to include in the report. Use Ctrl-Click to select
multiple codes.

5. Select a call direction to filter the results of the report (inbound, outbound, or both)

6. (Optional) For a “Top 10” type of table, select the top x number of codes you want
to include.

7. Choose whether to show empty records.
8. Choose whether to filter by DNIS name.
9. C(Click Run Report.

DNIS(s) - Call Disposition Code S y Report
2.Disposion 2 4NVRM 1-Disposition 1
o i Calls = Calls * Calls %
z 1 16,67 % 1 1667 % [ 0%
2 BB% 1 1867 % 1 1667 %
Grand Total Top 3
Order i %
1 |2-Dsposition 2 3 50 %)
2 |+VRM 2 333 % 1.Dispositio...
1 calls
3 |1-Despesition 1 1 1667 % 1%
Total i 100 %
2Dispositio...
3 calls
50%
4. VRM

2 calls
3%

Figure 66. The report shows a summary of three disposition codes, with a chart

Report Fields
* DNIS - The DNIS number and description
» Total - The total number of calls
» Disposition Code - Each Disposition code shows the following details:
e Calls - The number of calls that were assigned that Disposition code
* %o - The percentage of calls that were assigned that Disposition code

If you elected to show a “Top 10" type of table, you will see a pie chart illustrating the
percentage of calls for each Disposition code.

Data Source
All data from CDRMAIN and DISPOSITIONCODE
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	Description: Reports an agent’s average workgroup call handling time for inbound and outbound calls. Displays results in both table and graph formats.
	Report Options
	1. Select the agent and the agent’s workgroups.
	2. Choose if you want the data reported by hour of day or by day of week.
	3. Specify a time range for the report.
	4. Narrow the report to specific days of the week and a span of time (optional).
	5. Click Run Report to run the report.
	6. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 12. This report displays average workgroup call handling time in table and graph formats for agent extension 196.



	Report Fields
	Data Source

	1303 - Agent % Contribution to each WG (Inbound/ Outbound)
	Description: Graphs the percentage of workgroup calls answered and made by the specified agent and the percentage of time spent on those calls for each workgroup the agent belongs to.
	Report Options
	1. Select the agent and the agent’s workgroups.
	2. Specify a time range for the report.
	3. Narrow the report to specific days of the week and a span of time (optional).
	4. Click Run Report to run the report.
	5. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 13. This report shows one agent’s contribution to four workgroups.



	Report Fields
	Data Source

	1304 - Agent WG Call Answering Time Distribution
	Description: Shows how many calls an agent answered within the specified increments of seconds, and shows the percentage of calls that fall into each call- answering time period. Reports similar information for outbound calls. Displays the report res...
	Report Options
	1. Select the agent and the agent’s workgroups.
	2. Specify a time range for the report.
	3. Narrow the report to specific days of the week and a span of time (optional).
	4. Select an increment, in seconds. Here you are asking, for example, how many calls were answered within 30 seconds, how many took 31-60 seconds to answer, and so on.
	5. Click Run Report to run the report.
	6. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 14. This report shows inbound call answering time and outbound call connection time in intervals of 120 seconds, as specified in the report query.



	Graph Labels:
	Data Source

	1305 - Call Disposition Code Summary by Agent
	Report Options
	1. Select workgroups and agents.
	2. Select the time period for the report.
	3. Select which agents to include in the report.
	4. Select a call direction to filter the results of the report (inbound, outbound, or both)
	5. Select the disposition codes to include, and choose if you want to show the top x codes.
	Figure 15. The report breaks down the Call disposition codes used, by percentage, for a given period



	Report Fields
	Data Source


	Workgroup Reports
	2101 - Workgroup Call Detail Report
	Description: Reports call details for the specified workgroups. This report includes Ring No Answer calls, and is based upon call start time.
	Report Options
	1. Select an agent to display the workgroups assigned to that agent.
	2. Select single, multiple, or All workgroups.
	3. Select one or more Disposition codes to filter the results.
	4. Select an Account code to filter the results.
	5. Specify a time range for the report.
	6. Narrow the report to specific days of the week and a span of time (optional).
	7. Click Run Report to run the report.
	8. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 16. This report shows calls for a single workgroup on a single day



	Report Fields
	Data Source

	2102 - Callback Detail Report
	Description: Reports Callback call details for the specified workgroups.
	Report Options
	1. Select an agent to display the workgroups assigned to that agent.
	2. Select single, multiple, or All workgroups.
	3. Specify a time range for the report.
	4. Narrow the report to specific days of the week and a span of time (optional).
	5. Click Run Report to run the report.
	6. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 17. This report shows Callback data for a single workgroup



	Report Fields
	Data Source

	2103 - Trunk Abandoned Call Detail Report
	Description: Reports details of inbound trunk abandoned calls for the specified workgroups.
	Report Options
	1. Select an agent to display the workgroups assigned to that agent.
	2. Select single, multiple, or All workgroups.
	3. Specify a time range for the report.
	4. Narrow the report to specific days of the week and a span of time (optional).
	5. Click Run Report to run the report.
	6. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 18. This report shows details for calls that were abandoned



	Report Fields

	2201 - Workgroup Agent State
	Description: Reports the state for specified workgroup agents.
	Report Options
	1. Select a workgroup, then select agents assigned to that workgroup.
	2. Choose how you want the data summarized (by day, week, or month).
	3. Specify a time range for the report.
	4. Narrow the report to specific days of the week and a span of time (optional).
	5. Select a group-by option.
	6. Specify whether to include empty records.
	7. Click Run Report to run the report.
	8. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 19. This report shows length of time the agent spent in various states



	Report Fields
	Data Source

	2202 - Workgroup Agent Performance Summary
	Description: Displays a performance summary of the specified workgroup agents.
	Report Options
	1. Select a workgroup, then select agents assigned to that workgroup.
	2. Choose how you want the data summarized (by day, week, or month).
	3. Specify a time range for the report.
	4. Narrow the report to specific days of the week, shift time, or a span of time (optional).
	5. Select a group-by option.
	6. Click Run Report to run the report.
	7. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 20. A summary interval of “day” was specified for this report. Subtotals are given.



	Report Fields
	Data Source

	2203 - Workgroup Agent Call Activity Summary with % Analysis
	Description: Reports call activity for the specified workgroup agents.
	Report Options
	1. Select a workgroup, then select agents assigned to that workgroup.
	2. Choose how you want the data summarized (by day, week, or month).
	3. Specify a time range for the report.
	4. Narrow the report to specific days of the week and a span of time (optional).
	5. Select a group-by option.
	6. Specify whether to include empty records.
	7. Click Run Report to run the report.
	8. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 21. This report was run on two agents in the Customer Service workgroup for the first quarter of the year. The specified summary interval was by month.



	Report Fields
	Data Source

	2204 - Workgroup Agent Call/Time Contribution % Comparison
	Description: Reports all calls, including inbound workgroup, outbound workgroup, direct inbound and direct outbound calls, for the specified workgroup agents.
	Report Options
	1. Select a workgroup, then select agents assigned to that workgroup.
	2. Choose how you want the data summarized (by day, week, or month).
	3. Specify a time range for the report.
	4. Narrow the report to specific days of the week and a span of time (optional).
	5. Select a group-by option.
	6. Click Run Report to run the report.
	7. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 22. This report shows the contribution of a single agent over a single month



	Report Fields
	Data Source

	2205 - Workgroup Inbound/Outbound Call Summary with % Analysis
	Description: Reports all inbound (answered/abandoned/overflowed) calls and outbound connected calls for the specified workgroups.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose how you want the data summarized (by day, week, or month).
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Select a group-by option.
	7. Specify whether to include empty records.
	8. Click Run Report to run the report.
	9. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 23. This report shows inbound and outbound calls for a workgroup during the month of August



	Report Fields
	Data Source

	2206 - Workgroup Inbound Calls Wait Time Summary
	Description: Reports the wait time for total inbound calls, including answered, abandoned and overflowed, for the specified workgroup.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose how you want the data summarized (by day, week, or month).
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Select a group-by option.
	7. Specify whether to include empty records.
	8. Click Run Report to run the report.
	9. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 24. This report shows wait time data for workgroups during a period in August



	Report Fields
	Data Source

	2207 - Workgroup Inbound Call Handling Summary
	Description: Reports call handling for all inbound calls, including answered calls, abandoned calls and overflowed calls, for the specified workgroup.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose how you want the data summarized (by day, week, or month).
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Select a group-by option.
	7. Specify whether to include empty records.
	8. Click Run Report to run the report.
	9. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 25. This report shows inbound call handling data for two workgroups. Subtotals and grand totals are given.



	Report Fields
	Data Source

	2208 - Workgroup Outbound Call Handling Summary
	Description: Reports call handling information for connected outbound calls for the specified workgroup.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose how you want the data summarized (by day, week, or month).
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Select a group-by option.
	7. Specify whether to include empty records.
	8. Click Run Report to run the report.
	9. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 26. This report shows data for a one-month period



	Report Fields
	Data Source

	2209 - Workgroup Service Level Summary Report
	Description: Gives a summary of calls that did not meet the service level threshold. (The Service Level Threshold is set in MaxAdmin > Workgroup Configuration > General tab.)
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose how you want the data summarized (by day, week, or month).
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Select a group-by option.
	7. Specify whether to include empty records.
	8. Click Run Report to run the report.
	9. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 27. This report shows calls for workgroup 450 for which the wait time was greater than the service level threshold. The chosen time interval is weekly.



	Report Fields
	Data Source

	2210 - Workgroup Answered Rate and Abandoned Rate Report
	Description: Gives answered rate and abandoned rate for workgroups.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose how you want the data summarized (by day, week, or month).
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Specify an increment for wait time (from every 5 seconds to every 300 seconds).
	7. Select a group-by option.
	8. Click Run Report to run the report.
	9. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 28. This report show details for a week in August



	Report Fields
	Data Source

	2211 - Reserve-Agent Callback Summary
	Description: Shows a summary of Reserve-Agent callbacks
	Report Options
	1. Select a workgroup and agent
	2. Select an interval.
	3. Select a time range.
	4. Select any filter options that you want.
	5. Click Run Report to run the report.
	Figure 29. The report shows callback requests, callback attempts, callback queue time, average wait time, and other related data



	Report Fields
	Data Source

	2301 - Workgroup Inbound Answered Calls Wait Time
	Description: Reports the wait time (queue time + ring time), in seconds, for answered calls for the specified workgroup. Reports in table format and two graphs: distribution and cumulative. This report is based upon answered calls; therefore, the rep...
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose how you want the data summarized (by day, week, or month).
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Specify an increment for wait time (from every 5 seconds to every 300 seconds).
	7. Click Run Report to run the report.
	8. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 30. The reporting period specified is broken out by day and reported in intervals of 60 seconds.



	Report Fields
	Figure 31. The top graph shows the number and percentage of calls answered within the specified time periods (in increments of 60 seconds, in this case). The bottom graph shows, cumulatively, how many and what percent of calls were answered as the ti...

	Data Source

	2302 - Workgroup Inbound Abandoned Calls Wait Time
	Description: Reports total abandoned calls and abandoned call wait time (queue time + ring time) for the specified workgroup. Reports in table format and two graphs: distribution and cumulative.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose how you want the data summarized (by day, week, or month).
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Specify an increment for wait time (from every 5 seconds to every 300 seconds).
	7. Click Run Report to run the report.
	8. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 32. This report summarizes the wait time of abandoned calls for a workgroup during a specified period.



	Report Fields
	Figure 33. The top graph shows the number and percentage of calls abandoned within the specified time periods (in increments of 60 seconds, in this case). The bottom graph shows, cumulatively, how many calls were abandoned as the time periods progress.

	Data Source

	2303 - Workgroup Inbound Overflowed/Redirected Calls Wait Time
	Description: Reports inbound overflowed/redirected calls wait time statistics for the specified workgroup. Reports in table format and two graphs: distribution and cumulative.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose how you want the data summarized (by day, week, or month).
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Specify an increment for wait time (from every 5 seconds to every 300 seconds).
	7. Click Run Report to run the report.
	8. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 34. This data includes data for workgroup 5333, broken out by day.



	Report Fields
	Figure 35. The top graph shows the number and percentage of calls that waited for the specified time (in incremental periods of 60 seconds, in this case) before being overflowed or redirected. The bottom graph shows the accumulation of calls that wer...

	Data Source

	2304 - Workgroup Inbound Calls Handling Time
	Description: Reports inbound calls handling-time data for the specified workgroup. Reports in table format and two graphs: distribution and cumulative.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose how you want the data summarized (by day, week, or month).
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Specify an increment of time (from every 30 seconds to every 600 seconds).
	7. Click Run Report to run the report.
	8. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 36. This report shows the contributions of an agent during a one-month period.



	Report Fields
	Data Source

	2305 - Workgroup Outbound Call Handling Time
	Description: Reports outbound call handling for all workgroup-connected calls for the specified workgroups.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose how you want the data summarized (by day, week, or month).
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Specify an increment for wait time (from every 30 seconds to every 600 seconds).
	7. Click Run Report to run the report.
	8. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 37. This data reports on outbound call handling time during the month of April. It is reported in 120-second increments.



	Report Fields
	Figure 38. The first graph shows the number and percentage of outbound calls whose handling time falls into the interval of seconds specified. The second graph shows the call data accumulating as the time intervals pass.

	Data Source

	2306 - Workgroup Inbound Call Priority
	Description: Reports inbound call statistics, sorted by call priority, for the specified workgroups.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose how you want the data summarized (by day, week, or month).
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Click Run Report to run the report.
	7. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 39. This report shows the priority level of inbound calls to a workgroup for the month of August. It is broken out by week.



	Report Fields
	Figure 40. The top graph shows the number of incoming calls by priority level for the specified reporting period. The bottom graph shows a cumulative view of calls by priority level.

	Data Source

	2307 - Workgroup Cumulative Inbound/Outbound Calls
	Description: Reports total inbound and outbound call statistics for the specified workgroup. Reports in table and graph formats.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose if you want the data reported by hour of day or by day of week.
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Click Run Report to run the report.
	7. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 41. Data was specified to be broken out in this report by hour of day.



	Report Fields
	Figure 42. The first graph shows the number of inbound calls in three categories, plus outbound calls. The second graph shows the percent of inbound calls in three categories.

	Data Source

	2308 - Workgroup Cumulative Inbound Calls Wait Time
	Description: Reports cumulative call waiting time for all inbound calls for the specified workgroup.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose if you want the data reported by hour of day or by day of week.
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Click Run Report to run the report.
	7. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 43. Wait time in this April report on workgroup 450 is broken out by hour of day.



	Report Fields
	Figure 44. The top graph shows the average duration of incoming calls, broken out by hour of day. The bottom graph shows the percentage of calls that met the service level, also by hour of day.

	Data Source

	2309 - Workgroup Cumulative Inbound Calls Analysis
	Description: Reports inbound calls handling statistics for the specified workgroup. Reports results in table format and two graphs:
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose if you want the data reported by hour of day or by day of week.
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Click Run Report to run the report.
	7. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 45. This report on a single workgroup displays data by hour of the day, as specified in the report query.



	Report Fields
	Figure 46. The top graph shows average talk time and average handling time, by day of week. The bottom graph shows where abandoned calls were when they were abandoned.

	Data Source

	2310 - Cumulative Outbound Calls Handling
	Description: Reports statistics for outbound calls handled by the specified workgroup. Reports results in table format and two graphs.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose if you want the data reported by hour of day or by day of week.
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Click Run Report to run the report.
	7. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 47. This report shows outbound call data for workgroup 450 for the month of February, from 7 a.m. to 6 p.m. The report interval is hour of day.



	Report Fields
	Figure 48. The top graph shows number of calls per selected time period. The bottom graph shows average talk time and average handling time.

	Data Source

	2311 - Total and % Inbound Calls ANS/ABN/OFL
	Description: Reports the total number and percent of inbound calls that were answered, abandoned, overflowed/redirected. Reports results in table format and two graphs.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose if you want the data reported by hour of day or by day of week.
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Click Run Report to run the report.
	7. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 49. The call totals shown on this report are drawn from data on a workgroup over a year. They are reported by hour of day, as specified.



	Report Fields
	Figure 50. The top graph shows the numbers of calls that were answered, abandoned, and overflowed, by hour of day, in the specified time period. The bottom graph shows percent of total calls that were answered, abandoned, and overflowed.

	Data Source

	2312 - Total & % WG Inbound Calls in Queue
	Description: Reports totals and percentages for workgroup inbound calls in queue. Reports results in table format and two graphs.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose if you want the data reported by hour of day or by day of week.
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Click Run Report to run the report.
	7. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 51. Data is reported here for a 3-month period, grouped by hour of day for the specified time period.



	Report Fields
	Figure 52. The top graph shows the number of incoming calls that spent time in queue and those that did not. The bottom graph shows percentage of total calls that spent time in queue and those that did not spend time in queue.

	Data Source

	2313 - Average Call Handling Time
	Description: Reports average call handling time, including total talk time, average talk time, and total handling time for the specified workgroup. Reports in table format and one line graph.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose if you want the data reported by hour of day or by day of week.
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Click Run Report to run the report.
	7. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 53. This data on the Customer Service group is for he month of August . It is reported by hour of day.



	Report Fields
	Figure 54. The graphs show calls and average talk time / average handling time for the reporting period, by hour of day.

	Data Source

	2314 - Total Outbound Calls
	Description: Reports total outbound calls for the specified workgroup. Reports results in table format and a bar graph.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose if you want the data reported by hour of day or by day of week.
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Click Run Report to run the report.
	7. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 55. The report data shows number of outbound calls, by hour of day, for the Sales workgroup in the time period specified.



	Report Fields
	Data Source

	2315 - Total Outbound Calls Handling Time
	Description: Reports the total/average talk time and total/average handling time for outbound calls for the specified workgroup.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose if you want the data reported by hour of day or by day of week.
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Click Run Report to run the report.
	7. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 56. This report shows outbound call handling data for the Sales workgroup for a specified period of time in May, from 9 a.m. to 5 p.m.



	Report Fields
	Figure 57. A line graph shows average talk time and average handling time.

	Data Source

	2316 - Daily Max Number of Calls in Queue
	Description: Reports the daily maximum number of workgroup calls in queue, in a line chart format.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Specify a time range for the report.
	4. Narrow the report to specific days of the week and a span of time (optional).
	5. Click Run Report to run the report.
	6. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 58. This report shows the maximum number of calls in queue for workgroup 450 during the specified reporting period, in 15-minute intervals.



	Chart Data
	Data Source

	2317 - Daily Longest Queue Time
	Description: Reports the longest queue time, in minutes (and hours), for workgroup calls, in a line chart format.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Specify a time range for the report.
	4. Narrow the report to specific days of the week and a span of time (optional).
	5. Click Run Report to run the report.
	6. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 59. The report displays the longest queue time, by time of day.



	Chart Data
	Data Source

	2318 - Daily Real Time Service Level
	Description: Reports the daily lowest real time service level for a workgroup, in a line chart format.
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Specify a time range for the report.
	4. Narrow the report to specific days of the week and a span of time (optional).
	5. Click Run Report to run the report.
	6. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 60. This report shows the service level by time of day for the reporting period (two days, in this case).



	Chart Data
	Data Source

	2319 - Historical Service Level Summary Report
	Description: Gives a summary of calls that did not meet the service level, breaking them out into Answered, Abandoned, and Overflowed/Redirected categories. (The Service Level Threshold is set in MaxAdmin in the Workgroup Configuration > General tab.)
	Report Options
	1. Select an agent, if you want only that agent’s workgroups to appear in the workgroup selection list.
	2. Select workgroups.
	3. Choose if you want the data reported by hour of day or by day of week.
	4. Specify a time range for the report.
	5. Narrow the report to specific days of the week and a span of time (optional).
	6. Click Run Report to run the report.
	7. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 61. This report on one workgroup covers the month of August. It is broken out by day of week.



	Report Fields
	Figure 62. The top graph shows the percentage of calls that met the Total Service Level, by specified time interval (day of week, in this case). The bottom graph shows the percentage of answered calls that met the Answer Service Level, by specified t...

	Data Source

	2320 - Call Disposition Code Summary Report
	Report Options
	1. Select the time frame.
	2. Select which workgroups to include in the report.
	3. Specify a date and time range.
	4. Select the call disposition codes to include in the report.
	5. Select a call direction to filter the results of the report (inbound, outbound, or both)
	6. (Optional) For a “Top 10” type of table, select the top x number of codes you want to include.
	Figure 63. The report show a summary of Call Disposition Codes for a workgroup for a specific time period



	Report Fields
	Data Source


	DNIS Reports
	3101 - DNIS Call Detail Report
	Description: Reports call detail information for the specified DNIS number.
	Report Options
	1. Select one or more DNIS numbers.
	2. Specify a time range for the report.
	3. Narrow the report to specific days of the week and a span of time (optional).
	4. Select a group-by option.
	5. Select one or more Call Disposition codes to filter the results.
	6. Select an Account code to filter the results.
	7. Use the Filter by MaxCS DNIS Name field to winnow the list in the left pane (optional).
	8. Click Run Report to run the report.
	9. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 64. This figure shows details for a single DNIS number over a week



	Report Fields
	Data Source

	3201 - DNIS Call Summary
	Description: Reports call summary information for the specified DNIS number.
	Search Options
	1. Select one or more DNIS numbers.
	2. Choose how you want the data summarized (by day, week, or month).
	3. Specify a time range for the report.
	4. Narrow the report to specific days of the week and a span of time (optional).
	5. Select a group-by option.
	6. Use the Filter by MaxCS DNIS Name field to winnow the list in the left pane (optional).
	7. Choose whether to show empty records.
	8. Click Run Report to run the report.
	9. Select the export format (HTML, PDF, Excel) and whether to separate the report results into several files and/or export only specified pages.
	Figure 65. This report was run for the month of August on one DNIS number. The report interval specified was by week. Subtotals are given per week, with a grand total at the end.



	Report Fields
	Data Source

	3301 - Call Disposition Code Summary by DNIS
	Report Options
	1. Select the time frame.
	2. Select which DNIS numbers to include in the report. Use Ctrl-Click to select multiple numbers.
	3. Specify a date and time range.
	4. Select the call disposition codes to include in the report. Use Ctrl-Click to select multiple codes.
	5. Select a call direction to filter the results of the report (inbound, outbound, or both)
	6. (Optional) For a “Top 10” type of table, select the top x number of codes you want to include.
	7. Choose whether to show empty records.
	8. Choose whether to filter by DNIS name.
	9. Click Run Report.
	Figure 66. The report shows a summary of three disposition codes, with a chart
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