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Chapter 1: Using AltiReport - Service Hub

CHAPTER

Using AltiReport - Service Hub

AltiReport is a Web-based reporting application that can generate 45 detailed reports,
according to agent, workgroup, and DNIS. Both report summaries and analyses are
available.

Call detail records (CDR) are an important source of information for call centers running
PBX systems. 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 might see occasional slight variances from one report to another.

Beginning with Release 9.0, you can open AltiReport from within the Service Hub if your
AltiReport is deployed in Service Hub integration mode. Refer to the Service Hub guide
for details.

You can log in as an Admin 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.
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AltiReport Administration

The Administration screens are available only to users with administrative rights. The
administrative main menu includes the following functions:

Figure 1. AltiReport administrator menu options

CDR Database Registration

AltiReport 9.0.1.300

A www.aligen.com

| HomePage | Lognhane: acmin | _Rok: SwerAGWR |
CDR Database Registration > List All Databases

ration
Dalabase Dalabase Server [P Dalabase Server Dalabase Name on the Z
el L Pt g Dalahase UserAccount 3 Stalus Acton
DemoSystem 1061183 s MO R EXTERMAL COR  Comneced

Figure 2. CDR Database Registration > List All Databases
When integrating with Service Hub, AltiReport obtains CDR Database Registration

details from the Altigen Service Hub. You can view the Database Description and Status
fields if you are a Company Admin.
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Chapter 1: Using AltiReport - Service Hub

AltiWare (MAXCS) Registration

/‘ AltiReport 9.0.1.300

; ‘wew altigen.com
ALTIGEN
EBuMUEATION

HomePage | Login Name: admin | Role: Super Admin

- = MAXCS Registration -> List All MAXCS Systems

CDR Datab: jistrati System fi System IP Address CDR Database MAXCS Manager Exiension Action
MAXCS mm Demo System 10.61.0.30 Demo System 302 [ Edit]
User Management

Mail Server Configuration

Backup and Restore

Activity Logging

Log Configurat

Figure 3. AltiWare Registration > List All AltiWare (MAXCS) Systems
When integrating with Service Hub, AltiReport obtains MaxCS registration details from

the Service Hub. You can view the System Description, Manager Extension, and Action
fields if you are a Company Admin.

User Management

AltiReport 9.0.1.300
www altigen com
ALTIGEN
ESwcaTo
Home Page | Login Name: admin | Role: Super Admin
User Management -> List All Users
N :
CDR Database Registration Login Name: First Name Last Name Title Email Address Department Name  MAXCS Assigned Action
MAXCS Registration barbara@altitest20.com Barbara Tyler Technical Writer  bbissinger@altigen.com ;rﬁ:gcttamem Demo System [ Edit]
= tonylesi@aligencom  Ton Lis Product Specialit tonylest@aligencom | o0t Demo System [Edit]
Mail Server Configuration ) Y i Management =
VP Product Product
Backup and Restore shirey@altitest20.com  Shirley Lee Mm’ge;e a qatest0 @altitest20. com M’m:gemm Demo System [Edit]
Activity Logging
& & Upgrade User
Log Configuration [Upgrade User ]

Figure 4. User Management > List All Users

The administrator can view Service Hub users assigned with AltiReport application
privilege using the User Management window.

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.
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Mail Server Configuration

When integrating with Service Hub, the AltiReport Server Name (Mail Server Name) and
the Web Server or Tomcat TCP Port (Mail Server Port) can be configured by the Reseller
Admin. These settings are read-only for Company Admins. Sender Email Address,
Outgoing Mail Server, STMP Account information and Send Test Message fields can be
configured by the Company Admin.

AltiReport 9.0.1.300

“werwe altigen.com

Home Pags | _Login Name: admin | _Role:_Super Admin
CDR Database Registration AlliReport Server Hame (DNS name or [P address) 69175103 8
MAXCS Registration \Weh Server or Tomcat TCP Port £
User Management
_— . Sender Email Address AlliReport@aligen com
Culgoing Mail (SMTP) Server smip ofice385 com
Backup and Restore
; SMTP Server Requires Authentication Yes
ety Lopging SMTP Account Name senviceplan@alligen.com
Log Configuration
Send Test Message to fhis Email Address idai@altigen.com

Figure 5. Mail Server Configuration Window

AltiReport 9.0.1.300

warse_aligan. com

Mail Server Configuration

'CDR Database Registration AltiReport Server Name (DMNS name or IP address) 69.175.103.6
MAXCS Registration
ot S o Tomeat 0P B
S
‘Mail Server Configuration
Sender Email Address AltiReport@altigen.com
'smtp.office365. com
N
it E 2 STARTTLS
e
SMTP Account Name serviceplan@altigen com
L —
Send Test Message 1o this Email Address jdai@altigen_.com
Update

Figure 6. Mail Server Configuration Edit Window

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.
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Chapter 1: Using AltiReport - Service Hub

AltiReport 9.0.1.300

W aitigen.com

Home Page | Login Name: admin | Role: Super Admin

Mail Server Configuration

‘Configuration
CDR Database Registration AlliReport Server Name (DNS name or IP address) 68.175.103.6
MAXCS Registration
et Server or Tomeal TCP Port
User Management
Mail Server Configuration e
o Sender Email Address AltiRepori@altigen.com
Activity Logging smip.office365.com
= Oulgoing Mail (SMTP) Server
Log Configuration SN J STARTTLS
SMTP Server Requires Authentication
SMTP Account Name serviceplan@altigen.com
e
Send Test Message to this Email Address jdai@altigen.com
Update

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.

This tab is hidden from Company Admin users but can be viewed by Reseller Admins.

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 9.0.1.300

wialigen.cam

Hlome Page | _Login Name: admin | _Role: Super Admin
Backup and Restore

‘CDR Database Fegistration

T Restore
User Management

Mail Server Confguration

Backup and Restore:

Actity Logging

Log Configuration

Figure 7. Backup and Restore window
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When you click Backup, a File Download dialog box opens. Either open the AltiReport
backup file (AltiReportYEAR/MONTH/DAY.zip) or save the file.

AltiReport 9.0.1.300
‘wearwe altigen com

[ t52n com | (Server Time: 0317/2021)

[ attireport20210317.acflg ~ ~ Show all x

Figure 8. AltiReport Back Up

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.

Log Configuration

This tab is hidden from Company Admin users but can be viewed by Reseller Admins.

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

AltiReport 9.0.1.300

wwaltigen.com

HomePage | LoginName: admin | Role: Super Admin

Log Configuration

COR Database Registration

m— Dowiatoge]| Downicad |
User Management

Mail Server Configuration

Backup and Restore

Activity Logging

Log Configuration

Figure 9. Log Configuration

Activity Logging

The system supports Activity Logging to record User and Admin activity such as the
launch and close of AltiReport, configuration changes, and session errors.

viii  AltiReport- Service Hub Manual



Chapter 1: Using AltiReport - Service Hub

» Action - Triggered action or event
« Date - Date when the activity occurred
« Initiator - User who initiated the action or triggered the event
* Privilege - The privilege level that is required in order to view this activity entry
» Description - A description of the activity
¢ View Details - Shows the configuration data that was changed
These fields are displayed in View Details:
e Old Data - JSON data prior to the changes
* New Data - JSON data after the changes were made

Logging in to Run Reports

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

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

The User Information window openswhen 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.

Home Page ick (DEMO SYSTEM)

User information

User D hitylet

Firsthame Barbara

Lasthame Tyler

Title: Technical Writer
Departmert Mame Product Management
Email htyletE@aticen.com
Permigzion DEMO SYSTEM

[Edit]

Query preference

Query preference QuICk(DEMO SYSTEM)
[ Edit ] ~

-l

Figure 10. 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 11. 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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Chapter 1: Using AltiReport - Service Hub

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(s) State
2202 - Agent(s) Performance Summary
2203 - Agent Call Activity Summary with % Analysis
2204 - Agent Call/Time Contribution % Comparison
2205 - Inbound/Outbound Call Summary with % Analysis
2206 - Inbound Calls Wait Time Summary
2207 - Inbound Calls Handling Summary
2208 - Outbound Calls Handling Summary
2209 - Service Level Summary Report
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 12. 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 13. Report results in PDF format
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B3 Microsoft Excel - report1206.xls [BEE
i3] Ble Edt vew Insert Fomat Tools Data Window Hep Adobe PDF Type aq e v o @ X
G10 v A4
Al B [c[p[EF 6 [H] © UK L [M[N] o [PTaffs[ T [ v W x § z [aAa[fAc] AD [AE[AfAGAH] A Al AR [AL[ AM
; Agent(s) - Direct Calls Summary Report
7 Report ID: 1206 System ID: Demo System Summary interval: Day .
z Time range: 09/16/2007 - 09/22/2007 Filter By: Mon, Tue Wed Thu,Fri Group by Agent
L4
5 100(Front Desk)
? Direct Inbound Calls Direct Outbound Calls
T Start Date | Agent Answered Hold VM Connected Hold
T Calls Talk Avg Calls Talk Avg Calls Talk Avg Calls Talk Avg Calls Talk Avg
T 09/17/2007 | 100 30 | 00:44:50 | 00:01:29| 18 | 00:02:48 | 00:00:09 [ 11 00:03:52 | 00:00:21 11 00:18:37 | 00:01:41 0 - -
I 09/18/2007 | 100 4 00:33:32 | 00:00:49 ( 15 | 00:00:53 | 00:00:03 | 10 |00:04:35| 00:00:27 | 36 | 00:58:04 | 00:01:36 1 00:02:01 | 00:02:01
T 00/19/2007 | 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 0 - -
Z Subtotal X | 95 [ 01:27:01 | 00:00:54 | 42 | 00:04:01| 00:00:05 [ 53 |00:14:00 | 00,00:15| 59 I'I1:3EI:1L 00:01:31 1 00:02:01 | 00:02:01
By Wy o B N L W e g Do e ———————- O o L N T P

Figure 14. 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.

~ HomePage | LognName ga | Role User | Querypreference: Step by

Agent Report Waorkgroup Report
Detail 3
Summary ’

I ' o e e

1302 Average WG Call Handling Time Analysis

1303 % © 1o each WG

1304 WG Call Handling Time Distribution

Figure 15. Selecting a report
2. If you're using the step-by-step query preference, the following panel opens:

Home Page e: barbara | FRole User | @ ce: Step by step

Report » 1202-Agent(s]) - All WG= and Direct Call Activity Summary Report = Information (Select Alliware)

User ID harbara

Report ID 1202

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

“ersion 20

Report Description Agent(=) - Activity summary of all workgroup calls and direct calls

Ahare Demo System

Mext

3. Select the MAXCS system that you want to query, and click Next.
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4. 1In the Set Parameters screen (shown in the figure below), set the parameters for
the report, including the Summary interval, Time Range, Filter By, and Output
(Group by and Show empty records) options.

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

Quick (Demo Svstem} Logout [}

barbara |

HomePage | Lot

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

(Demo System) Set parameters

Eclectiineaoerl G Summary interval | Day ¥

List from warkgroup: | 300(Sales Waorkgroup) =l Time range
T percd +] [week =]
304(Bill Maret)
Ds(at v S — ) E—
309(Eill Meadows)
3 2(Matt Nielson) Filter by
g}gggﬁlséyl:jjmgn) r Sun Mon Tue Wed Thu Fri Sat
31B(Bill Butt) RE e wes e EEEEE

75l Glau)
318{James Coucoulas) I~ Time From: |00 =] |00 'I Tor |00 :IUU =

313(Eric Garcia)

329(Robert Silos) Output

340(Mark Sexauer)

342{Michael Curry's IP Ext) Sl © sgent " ete
347 (Renee Long) Showy empty recards O

351(Melissa Fleming)
362(Marco Carelli)
3B4{Marcio MobileExt) |

Run Report

Figure 16. Set report parameters

5. Click the Run Report button.

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).

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

Report > 1202-Agenti(s) - All WG= and Direct Call Activity Summary Report = Export report

Total Page count: 9

Export Setting

Export Format HTML ~

[ Separate to files

Page count per =ingle file:

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

From: To:

| Browse HTML on web | | Export to local | | Add to favorites

Figure 17. Export settings
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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
EI?repnrtlZDZjage_l_B.htﬂl i HTML Document KB Mo 405KB  98% 9/18/2007 11:46 AM
iEj report1202_page_4 &.html HTML Document 1I0KE Mo 457KE 9B8% 9/13/2007 11:46 AM
fELI report1202_page_7_9.himl HTML Document 10KE Mo 349KB 9B8% 9/18/2007 11:46 AM

Figure 18. 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:

Web Print.

Q< 1(Page:1-3) 2 3 >> GotoFile |1 ")

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

Figure 19. Select a file to view the page range contained in that file

Lets you export and/or browse in HTML a single page or a range of pages. Specify
the page or page range in the From and To drop-down lists. To save your specified
pages, click Export to local. To view the specified pages in HTML, click Browse
HTML on web.

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

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

report dialog box appears:
Add favorite report

Report ID 1202

Report Mame Agent(s) - Al WGs and Direct Call Activity Summary Report
Name |Give the report an identifiable name |
Description [Type a description of ine report here. |

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

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

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

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

Add favonte report

Report ID 1202
Report Name Agent(s) - AllWGs and Direct Call Activity Summary Report

Name | |

Description | |

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

T

* Recurrent
Start Date: (9/17/2007

" paity Every|1 ¥ | Days

Sun Mon Tue Wed Thu Fri Sat
™ Weekly Every| 1 ¥ | Weeks rP"rrrrr

" Day|1 | Month
- Monthly Every 1 % | monthe First day of the month
. Last day of the month
Send Reportat | & ¥ || 30 v
Send Report to: (Use ", to separate email addresses)

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

Figure 20. Add favorite report dialog box with scheduling options

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 ) -
o (ziE Agent(s) - Al WGs and Direct Call Activity o emwe
b Summary Report
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Running a Favorite Report Manually

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

Edit link

Click th [ — [ — 1+ I viiorkgroup Report 1~ I onis Report |-
IC e

N List all favorite reports
link to

Name Report ID Report Type Scheduled Actm’
run the -

Tech Support Weekhy 1201 ’;Ei?;gi; R‘:::Iu:\:tcs FERTREIE not scheduled Edit Remove
report

Figure 21. 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:

EXPO“ Setling (Total Page count:  2)

Export Format HTML
[~ Separate to files Page count per single file:

¥ Export the specified " singlepage  * A Range of Pages

page(s) From: To:

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

IV Export via email

(U=ze "' to separate email
addresses)

[ BrowseHTMLonweb | | Export |

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

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

Printing HTML Reports

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

—P | Web Print... Tuesday, May 28, 2

AGENT(S) - ALL WGS PERF

This opens a new Web window.

AltiReport- Service Hub Manual xvii



| Pine. | 2] | G\ (3 [WOORA =] | HideMargins | riose AltiReport

ent(s) - 411 WGs and Direct Call Activity Summary Eeport Page 1of 14
v

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

196 (Rebecca Hirschfeld)
Total| Total Hoarg Al Gs Inboun: Al Gs DutBound Direct Inbound Direct Outboun:
Start Date | Agent | Call Tak Tak Calls % Tak AurgTalk | Calls K3 Tak AugTalk |Calls K3 Tak AwgTalk |Calls k3 Tak ForgTalk
00142007 ] 21 12608 | 00406 1| A2a4 | 11438 | 00645 -] 6% | 00544 0:00:57 o 0.0% - 4 19.0% | 005:99 | 0:01:27
DANE2007 06 29 14010 | 00410 6 667 106:30 00400 4 6T7% 00525 00121 3 1z 6% | 0:04:52 00137 A2 02323 02323
O5£2007 ] 23 1:09:30 | 0:03:01 14 | 609% | 05856 00412 4 A74% | 00608 | 0:01:32 o 0.0% - 21.7% | 026 | 0:00:53
OVZ22007 06 z 11421 | 00322 6 TZFE 0613 00408 -] 27T3% 00808 0:01:21 o 0.0% 0% -

k3 5 o

] 25 3

0vz0/007 | 108 G25% 00322 | 00040 0.0% - 12.5% | 00454 | 0:04:59
Sub Totsl 5:44:48 | 103:31 | 99 |e02% | 4:32:37 | 0:04:37 25.5% | 0:26:47 | 0:01:09 3.1% | 00452 | 001:37 | 11| 11.2% |0:38:32 | 0:03:30

] - onill

Figure 22. Web Print window

01430 |0014a | > [260% | 00823 | 00511

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.

Important: Before using the Web Print feature, make sure the Print background
colors and images option is checked in Internet Explorer. Otherwise, the
report generated will display and print in black and white.
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Chapter 2: The Reports

CHAPTER

The Reports

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

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
6. Select a workgroup to display agents assigned to that workgroup.
7. Select single, multiple, or All agents.
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8. Specify a time range for the report.

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

10. Click Run Report to run the report.

11. 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

1002

Time Stamp | Agent | Activity Type | Workgroup | NotReady Duration |  Logout Duration | Reason
08/29/2019 14:20:51 1002 Logout 8100 - -

08/29/2019 15:08:32 1002 Unstaff ‘ Al - -
08/30/2019 11:42:25 1002 Login | 8100 - 21:21:34 -
08/30/2019 11:46:57 1002 Logout ‘ 8100 - - ‘ 96 (Network Broken)
08/30/2019 11:46:57 1002 Unstaff Al - -
08/30/2019 11:47:20 1002 Login ‘ 8100 - 0:00:23 ‘

98 (System Forced)

Figure 23. 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:
* Unstaff — Agent is logged out as a virtual extension
* Login - Agent is logged in to a workgroup
e 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)

* 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.

Select one or more Disposition codes to filter the results.

Select an Account code to filter the results.

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.

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

All

1 (test1)

2 (test2)

3 (test3)

4 (testd)

5 (tes5)

Output

Group by ® pooal

Figure 24. Report criteria specifying all workgroups and all Disposition codes

Report Fields

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

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

WG - The number of the workgroup

Duration in Different Call States - 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
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* Hold - Time spent on hold after talking with an agent starts
e Rec - For how long the call was recorded
Start Priority - The priority this call had when it came in.

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

Call 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 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: 1002
Qutbound Calls
Start End Duralier: in Dilarsat Coll Stsle | stan Dsposition Exit Sassion
De| Time Time Target WG [ARTVR | Gusve | Ring | Tak | Hod [Record | SIT|  Cote Account Code State o [0
083072019 | 08302010 g o ;
LT el ey 1004 . - 00,0010 000008 - . 5 | ¥ . . Connected | 1567122309
08302019 08302010
ot "y NE3e | 114827 1001 - - - 000003000048 - - 5|y - - Connected | 1567122310 3
o 08302019 08302019 1 Goto VM wih - 2
o] O oy 1004 - - - oooors - - - 5|y Vaies Masiage | 1587122312 1
07302019 08302010
ow “yran1s | 19,4430 5050 s00| - ooorm - - - - s | ¥ - - Reserved Camack 1567122315 1
| 0302019 04302019 J 3 i
O Jiaa53 | 114509 Lo Lood [ - 000002000014 - . ¢ | ¥ - - Conmectes | 1567122318 1
08302019 | D&302018
1o Lty b ot 1003 8100, - |000014000008000006 - | - | 5 | ¥ - - Conmected | 1567122322 1
083072019 | 08302019 ’ . ;
oWl "2 | 1o00e 5050 2100| - 000040 - . - . s | ¥ . . Reserved Calback| 1987122328 1
08302019 | 08302010
owt "y 3e | 114052 1003 noo| - - 000002000012 - - 0| - = Connected | 1567122329 1
08302019 | 08302010 : FEA P
ou " ae | Y5y 5050 8100| - (000045 - . - . 5|y . . Reserved Calback| 1567122332 1
02302019 08002019
Out *y es2s | 195837 1003 800| - - 000001000011 - - o | ¥ - - Connected | 1567122335 1
inbound Calls (SLT Service Level Threshoid)
it End Duration in vferent Cal State T stan Dpostion Exit Session  [Seq]
D] Time Tima Catler WG [AATvR] Oueve | Ring | Tak [ Hold [Recoe | ar Code Account Code State [ [1+]
08302019 | 08302019 5 g
] Byl et 1004 . - 00.00.02 000004000012 - 5 | ¥ . : Transter | 1567122310 1

Figure 25. Report 1102 showing details for one agent’s calls

Data Source
All data from the table CDRMain
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Agent Performance Summary

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

Report Options

© NV A WDN -

206 (Georgette George)

Select a workgroup to display agents assigned to that workgroup.

Select single, multiple, or All agents.

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

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

Specify whether to include empty records.

Click Run Report to run the report.

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

AGENT(S) - ALL WGS PERFORMANCE SUMMARY REPORT

05/18/2007
05/23/2007
05/24/2007
05/25/2007

All'WGs and Direct Calls (Inbound & Qutbound) Total MNon-Call Activities
Start Date Agent Answered | Hold ‘ Wrap-Up Performing Callz | Other Activities During Login
Cals | Duraton | Awg | Cals | Duration | Avg | Cals | Duration | Avg Time RNA [ NotReady | DNDFWD [ Error
05/16/2007 206 11 2:04:57 0:11:21 1 0:01:13 0:01:13 0 - - 2:06:10 0 - -
05172007 206 2 0:01:27 0:00:43 - - 0:01:27

208
208
206
206

0:06:24
1:34:43
0:42:45

0:06:24 0:03:12
1:33:21 0:10:22
0:41:54 0:08:22

(=t

0:01:22 0:01:22
0:00:55 0:00:27

)

tn
ole oo aa

= oo e
sle oo ea

Sub Total 2

@

4:28:03 0:0%:14 0:03:30 0:00:52 4:31:33

Figure 26. This report was run on agent extension 329 for a 2-week time period, Wed. - Fri.,

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

Report Fields

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

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

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

Total Performing Time - The total amount of time the agent spent in the above
activities in the specified time period
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* 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
e Error - The amount of time the agent’s phone was in error state.

Data Source

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

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

Re

© NV A WDN -

Regport IC: 1202
Time Range: 05101 /2007 - 05731 2007

port 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.

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

System C: DEMO SYSTEM
Filter By: hon, Tue, Wed, Thu, Fri

Summary Interval: Week
Group By, Agent

309 (Dan White)
Total|  Total Avy Al YWiGs Inbound AlWGs OutBound Direct Inkbound Direct Outhound
Start Date |Agent | Call | Talk ‘ Tak [Cals] % [ Tak [aveTak [Cals] % [ Tak  [avaTak [Cals] % [ Tak  [awoTak [Cals] % [ Tak [avgTak
050172007 | 308 105 | 53505 | 00311 | 31 |285% 13720 | 00308 | 21 |200% | 10700 | 00311 | 48 | 457% | 22827 00305 | 5 |48%|0:2217 | 00427
05/06/2007 | 309 | 178 | 9.28:34 00311 | 46 |258% |1:40:46 | 0:0211 | 54 |303% | 330:33 | 00353 | 68 |37.4% | 3:30:44 | 00311 | 12 |67% |0:47.31 | 00357
05132007 | 308 (159 | 7.37.41 00252 | 56 |352% 22257 | 00233 | ¢ |255% | 1:4914 | 00239 [ 80 37.7% | 32354 00323 | 2 [1.3% |0:01:36 | 0.00:43
05/20/2007 | 308 151 | 90335 00335 | 47 |314% 1:30:46 | 0:01:55 | 34 |225%  356:49 | 0OT01 | 68 45.0% | 331:39 Q0306 | 2 |1.3% 0.0221 | 0.01:10
05/27/2007 | 308 | 23 | 1:2521 00342 | 14 |608% 03104 | 0:0213 | 3 [130% | 02403 | 00801 [ 6 264% | 03014 @050z | 0 |00%| - -
Sub Total 616 | 33:11:16 | 0:03:13 | 194 | 31.5% | 7:42:53 | 0:02:23 [ 153 | 24.8% | 10:49:40 | 0:04:14 | 248 | 40.3% | 13:24:58 | 0:03:14 | 21 [ 3.4% [ 1:43:45 | 0:03:30
315 (Patty Foley)
Total Total g AWz Inbound AllviGs QuiBound Direct Inbhound Direct Cuthound
Start Date | Agert ‘ Cal ‘ Talk Tak [Cals| % [Tak [ AvoTak [Cals[ % [Talk [ AvgTalk [Cals| % [ Tak [AvgTak [Cals| % [ Tak [ AvgTalk
0SM1/2007 | M5 | 46 | 53408 | 0OTIS | O |00% | - - 0 [o0% 19 |413% | 23629 | 00814 | 27 |587% | 257:39 | DOE34
0562007 | 315 | BS | 40850 00349 | 0 |00% 0 |00% 38 |585% | 25415 | 00435 | 27 | 41.5% |1:14:35 | 0:0z4S
0SA32007 | 315 | 98 | 54803 00333 | 0 |00% 0 |00% 44 | 449% | 25511 | 00%S8 | 54 |551% | 25252 | 00312
D5GE02007 | 315 | 42 | 32057 00447 | 0 |00% 0 |00% 25 |59.5% | 20807 | 00509 | 17 | 405% | 111:50 | 00413
05627/2007 | 35 | 10 | 0:37:59 00347 | 0 |00% 0 |00% 4 |40.0% | 01428 | 00337 | B |60.0% |0:233 | 00355
Sub Total 261 | 19:20:57 | 00428 | 0 | 0.0% 0 |0.0% 130 | 49.8% | 10:49:30 | 0:0459 | 131 | 50.2% | 8:40:27 | 0:03:58
Grand Total
Total Total Fits) All'WGE Inbound AllYWiEs OutBound Direct Inbound Direct Outbound
Call | Tak Tak [Cals [ % [ Tak [avotek |Cais| % [ Tak [ AveTek [Cals] % [ Tek [ AvgTak [cCals[ % | Talk [ AvgTak
877 | 52:1:13 | 0:03:36 | 194 [ 22.1% | 7:42:53 | 0:02:23 | 153 [ 17.9% | 10:49:40 | 0:0414 | 378 | 43.4% | 2401428 | 0:03:50 | 152 [ 47.3% | 9:54012 | 0:03:54

Figure 27. This report is grouped by agent. It subtotals each agent’s call activity, then gives

a grand total for all agents.

Report Fields

Start Date - Start date for the report

Agent - Agent’s extension number

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

Avg Talk - Average talk time per call (Total Talk/Total Calls)
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« All agents’ calls are then broken out into categories: All WGs Inbound, All WGs
Outbound, Direct Inbound, Direct Outbound. “All WGs” means every workgroup the
agent is a member of and refers to calls that come in through a workgroup as
opposed to calls that come in directly to the extension. Each category displays the
following:

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

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

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

Report Options

© NV A WDN -

Select a workgroup to display agents assigned to that workgroup.

Select single, multiple, or All agents.

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

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

Specify whether to include empty records.

Click Run Report to run the report.

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

AGENT(S) - STATE SUMMARY REPORT

Report ID: 1203 System O; DEMO SYSTEM Summary Irterval Day
Time Range: 05/29:2007 - 05/30/2007 Filter Bry: Tue, Vied Group By: Agert

196 (Rebecca Hirschfeld)

Durstion in different state while logon
Start Date Agent Logott Logon WG Idle WG Busy Wyrap-Up | Mot-Resdy DNDFWD Error Direct Call Duration

052972007 196 181217 54743 1.21:25 0:07:42 00801 410:35 0:23:58
05/30/2007 196 24:00:00

Sub Total 42:12:7 5:47:43 1:21:25 0:07:42 0:08:01 4:10:35 - 0:23:58

Lo A PPN S ‘__Q‘\.'\_\_r N ghee, ,x’ gl A et 2 AT P . .4

T

& i PNt T i T e St — e

717 (Jesse Woodrow)

Duration in different state while logon

Start Date ‘ Agent ‘ Logoff Logon WG Il WG Busy Wirap-Up hlot-Ready DNDAAD Error Direct Call Durstion
035/29/2007 7 24:00:00 - - - - - - -
05/30/2007 717 24:00:00

Sub Total A5:00:00

Grand Total
Durstion in different statewhile logon .
Logoft ‘ Logon WG |clle WG Busy Wirap-Up Mot-Reacly DNDRAD Error Direct Call Duration

602:32:16 21:27:44 9:09:56 3:09:02 :51:27 BATAT - 0:00:02 2:13:28

Figure 28. This report, grouped by agent, subtotals the time each agent spent in each state

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

Report Fields

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

« WG Idle - Time the agent was in Idle state

* WG Busy - Time the agent was in Busy state

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

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

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

Data Source

All data from tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY2,
AGENTSUMMARY1, AGENTSUMMARY2, AGENTSUMMARY3, AGENTSUMMARY4.
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Chapter 2: The Reports

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 workgroup to display agents assigned to that workgroup.

Select single, multiple, or All agents.

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

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

Specify whether to include empty records.

Click Run Report to run the report.

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

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

Report D: 1204 System I0: DEMO SYSTEM Summaty Interval: Month
Titme Range: 01012007 - 034312007 Fittet By: Mon, Tue, Wed, Thu, Fri Group By: Workoroug

450 (Customer Service)

Answered Hald Wrap-Up
Start Date ‘ WG ‘ Calls Offered RM& | Calls Talk B Talk Ringy LevgRing Calls Total Ay Calls Total Ay
0104 42007 450 326 9 324 39:5%:29 0:06:38 0:27:04 Ce00:05 73 20353 0014 am T41:54 0:01:32
02104 2007 450 236 4 234 25:52:49 0:08:38 0757 Ce00:04 32 04417 0:01:23 219 45543 0:01:21
0301 42007 450 310 1) 307 30:24:50 0:05:56 0:2318 0:00:04 58 1:47:00 0:01:50 286 63517 0:01:22
Sub Total 472 13 365 92:11:08 0:06:23 1:08:1% 0004 163 43510 §:01:41 306 19:12:54 §:01:25

Figure 29. Monthly summaries were selected as a report parameter for this first-quarter

reporting period.

Report Fields

Start Date - Start date for the report
WG - The workgroup’s humber

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)

* Ring - Time that all calls to this agent spent in the ring state

¢ AvgRing - Average ringing time per call (Ring/Calls)
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* Hold
e Calls = Number of calls put on hold
* Total - Total time all calls spent on hold
* Avg - Average time per call spent on hold (Total/Calls)
« Wrap-Up
* Calls - Number of calls requiring wrap-up activity
e Total - Total time spent in wrap-up activities
e Avg - Avg time per call spent in wrap-up activities (Total/Calls)
Data Source
All data from the tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY?2.
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1205 -

Chapter 2: The Reports

Agent WG Outbound Calls Summary Report

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

Report Options

® NV A WDN -

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.

SINGLE AGENT - WG OUTBOUND CALLS SUMMARY REPORT
215 (DAN WHITE)
Report ID: 1205 Syztem ID: DEMO SwSTEM Summary Interval: Week
Time Range: 0401 22007 - 04/30/2007 Fitter By: Mon, Tue, Wied, Thu Group By Time
0410112007 - 0410712007
Connectecd Holcl Wirap-Up
Start Date ‘ WG Calls Talk Ay Calls Tatal Ay Calls Total By
0401 /2007 450 14 1:17:08 0:05:30 1 0:11:50 0:11:50 25 0:32:53 0:01:18
Sub Total 14 1:17:09 0:05:30 1 0:11:50 0:11:50 25 :32:53 0:01:18
0410812007 - 0411412007
Connected Haoldd Wirap-Lp
Start Date ‘ WG Calls Talk By Calls Total By Calls Total By
040872007 450 4 0:07:47 0:01:56 o - - 6 0:10:00 0:01:40
Sub Total 4 0:07:47 0:01:56 0 {3 0:10:00 :01:40
R L e Sesgy g B Teecr- e}
L S = = el i s - e, A= = == S|
Grand Total
Zonnected Hald Wrap-Up
calls | Talk [ Avg cals | Total [ Ave Calls | Total [ Avg
39 2:36:21 B:0%00 1 B:11:50 0:11:50 57 1:16:14 0:01:20

Figure 30. This report was sorted by week, and includes subtotals for each week and a grand

total for the reporting period.

Report Fields
« Start Date - Start date for the report
* WG - The workgroup’s number
* Connected - Displays connection statistics:

Calls - Total calls connected

Talk - Total talk time on all calls

Avg - Average talk time per call (Talk/Calls)
» Hold - Displays statistics for calls put on hold:

Calls — Number of calls put on hold

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

* Calls - Number of calls requiring wrap-up activity

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

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

Data Source
All data from the tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY2.
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Chapter 2: The Reports

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

1. Select a workgroup to display agents assigned to that workgroup.
2. Select single, multiple, or All agents.
3. Choose how you want the data summarized (by day, week, or month).
4. Specify a time range for the report.
5. Narrow the report to specific days of the week and a span of time (optional).
6. Select a group-by option.
7. Specify whether to include empty records.
8. Click Run Report to run the report.
9. Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.
AGENT(S) - DIRECT CALLS SUMMARY REPORT
Report IC: 1206 System |0 DEMO SYSTEM Summary Interval Day
Time Range: 05/2002007 - 05/26/2007 Filter By: Mon, Tue, Wed, Thu, Fri Group By: Time
051212007
Direct Inbound Calls Direct Cuthound Calls
Start Date Agent Anzwered Hold W Connected Hold
Calls Talk By Calls ‘ Talk | Avy | Calls Talk Ay Calls Talk Avg Calls Talk Avy
05i21/2007 205 7 03357 0:04:51 u] - - 2 0:01:22 00041 7 0:30:24 0:01:47 1 0:00:43 0:00:43
054212007 215 1 0:03:33 0:03:33 a - - 1 0:00:26 0:00:26 1 0:00:42 0:00:42 o - -
05021/2007 235 1 00247 00247 0 - - 2 0:00:39 o019 ] - - ] - -
Sub Total 9 030217 0:04:28 0 5 w02:27 :00:29 18 #:31:06 w01:43 1 00:43 0:00:43
0512212007
Direct Inhound Calls Direct Outhound Calls
Start Date Agert Anzwered Hold Wi Connected Hold
Calle | Tak | Ave [ cals [ Tak Avg | Cale [ Tak | Ava [Cals [ Tak [ avg [cals [ Tak [ awvg
0552202007 205 4 1633 0:04:05 1 0002 0:00:02 4 moz1z 00033 12 mE51:33 00417 a

S SEZART o, el e, |

D e LBt 00 L 00200 | e AR, gaeany

=

e A T e e

- e T

s . T Uy
Grand Total -
Direct Inkound Calls Direct Outhound Calls
Ansvvered Haolid i Connected Haolid
Cals | Tk [ avg Cals | Tak | Avg Calz | Tak | Avy Cls | Tak | avg Cals | Tak | Avg
a1 3:13:20 0:04:06 5 0:00:43 | 0:00:08 17 0:07:30 | 0:00:26 73 5:00:06 | 0:0%06 3 0:01:58 | 0:00:39

Figure 31. This report, sorted by date, includes subtotals for each day and a grand total for

the reporting period.

Report Fields

« Start Date - Start date for the report
* Agent - Agent’s extension number
* Direct Inbound Calls - Displays the following call statistics:
* For Answered calls
» 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
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* Calls - Total number of direct inbound calls that were put on hold
* Talk - Total hold time on those direct inbound calls
* Avg - Average hold time per call that was put on hold (Talk/Calls)
* For calls sent to VM
» Calls - Total number of direct inbound calls sent to voice mail
e 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 2: The Reports

1207 - Reserve Agent Callback Summary Report

Description: Displays summary statistics for reserve callback activity

Report Options

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.

oA LN e

Agent(s) - Reserve-Agent Callback Summary Report

6001(QA RED)
Reservation Resen: ‘Connecting Tailk Time:
Start Date Agent Altempis i St [ |
Total | ODuration | AvG | RNA Total | Duration | AVG  [AgentHang Up| | oumtion | Avg
09/09/2019| 6001(QA RED) o 1 00:00:05 00-00:05 0 1 000029 00:00:29 0 1 000018 00:00:18
031072019 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 | 00:00:05 0 3 00:00.43 | 000014 o 3 00:00:32 00:00:10
Subtotal 0 8 | 00:00:38 [ 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
Attempts Answered
Total | Duaten | avc | RNa Total | Duration | AvG  [AgentHang up Duraton | Avg
0 8 | o0:00:38 [ oo:00:04 [ 0 8 | 00:02:06 | 00:00:15 0 8 00:01:49 |  00:00:09

Figure 32. The report shows a summary of one workgroup’s callback activity

Report Fields

« Start Date - Start date for the report

* Agent - Agent’s extension number

* Attempts - The number of ringback attempts for that date

* Reservation Ring - Displays the following statistics for reserved call ringbacks:
¢ Total - The total number of reserved call ringbacks for that date
* Duration - The total duration of incoming ringback calls for that date
*« 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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Chapter 2: The Reports

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

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.
SINGLE AGENT - CALL VOLUME ANALYSIS
235 (STEVE GRIFFITH)
Hour of day AlNWGES) Inbound Call [A1WS(s) Outhound Call|  Direct Inbound Call Direct Quthaound Call
07:00-08:00 161 15 14 7
043:00-03:00 124 30 21 22
09:00-10:00 139 34 34 38
10:00-11:00 23 14 24 15
11:00-12:00 126 45 12 20
12:00-13:00 143 42 30 20
13:00-14:00 175 45 27 32
14:00-15:00 13 13 13 25
15:00-16:00 o o 3 4
16:00-17:00 ul ul 1 3
17:00-18:00 o o 1] 1
233 (Steve Griffith)
O Al WG{s) In B Al'WG(s) Out O Direct In O Direct Out
320
3004
2504
2004
2
S 150

£ £ £ £ £ £ £ ] o 5 £
& & S N i) o o K K & S
0& 0& U’S w\ w,g,- anjl W\u w,fa 0',3’ 0":\ w&
o N N N o N N N o o N
& o & WO o NS wD i R o <X
Hour of day

Figure 33. This agent’s call volume data is displayed by hour of day in table and graph format

Report Fields

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

All WG(s) Outbound Calls - Number of outbound workgroup calls made
¢ Direct Inbound Calls - Number of inbound direct calls answered

« Direct Outbound Calls - Number of outbound direct calls made

Data Source

All data from the tables AGENTPERWGSUMMARY1, AGENTPERWGSUMMARY?2,
AGENTSUMMARY1, AGENTSUMMARY2.
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Chapter 2: The Reports

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 34. 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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Chapter 2: The Reports

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)
312 (JASON SHAW)

Number of Calls Duration

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

| 450 (Customer Service)
3 (0:05:59)

Figure 35. Agent 312 belongs to the Sales workgroup and the Customer Service workgroup.
The pie graphs (color-coded) show the agent’s contribution to each workgroup.

Report Fields

* Number of calls - The number of inbound workgroup calls answered plus the

number of outbound workgroup calls connected

workgroup calls

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

xlii

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 36. 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 humber 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 the time period for the report.

2. Select which agents to include in the report.

3. Select a call direction to filter the results of the report (inbound, outbound, or both)
4. Select the disposition codes to include, and choose if you want to show the top x

codes.
Call Disposition Code Summary Report
2.Disposition 2 3Work 2 VRM -Disposition
4 1 1
Agent Total e
Calls % Calls % Calls % Calls ) Calls %
E001{QA RED) 16 4 16% B 4% 3 12% 2 8% 1 4%
6003 3 4 16% o 0% 2 B% 0 0% o 0%
BO0ZOA GREEN) 1 1 4% 0 0% ] 0% 0 0% o 0%
6101 2 0 0% 1 4% L 0% 1 4% o 0%
Grand Total Top 10
Order D) %
1 2-Dwsposition 2 9| B% 1 Dispositio.
g [FWerk 7] 26% qypy  calls
= 3 calls %
ong 12%
El 5| 20% 2 Dispositio...
9 calls
4 4-VRM 3| 12% a%
& |1-Disposition 1 1 4%
" Sdong
Tatal 24 100 % % calls

W%

I Wark
7 calls
%

Figure 37. 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:

* 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 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: 5050

Inbound Calls (SLT Service Level Threshold)

P =t T Duration n Diferend Cal State Tstan | | | _— | Exit | Sesson | Seq
Dr| Tme Time Cater Agent |mm[m|m|mimpwm|8ﬂmm Account Code State )
n 05-4);4)?;9 ni“zg;’zg:g 1004 1003 . - 00:00:0% 00 1035 5 Y . Normal Connected 1567108680 1
R 050 000013000055 - 5 Caiback Reserved Calback 1567108683 1
el Bt 1003 - looooscocozz - 0 Camback| Comnected 1567108685 1
1 i) il 1004 5080 - 000003 - 5 Normal | HIR0 DU 157100005 | 1
Ao 1004 1003 00.00,02,00.01:11 5 Normal | Connected 1587117478 1
2 L il et 1005 5050 - 000 - 5 Catback Reserved Calback 1567117477 1
gl B i 1005 1003 - joooondcaooty - 0 Comack | Comnected 1567117479 1
R e 1004 1003 < ooo0s0omes - s Wormal | Connected  1567121850) 1
i | M | DA 1008 050 - o004t 5 Nomsl | Ouveve  15aTi21283| 1
e 1001 050 - ez - 5 Normal Quevs  156T121855| 1
| IO | 00T 1001 1003 - looooo3co0oss - 5 Normal | Connected 1567121857| 1

Figure 38. 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

Duration in Different Call States - Displays how long the call spent in different
call states:
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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
* Rec - For how long the call was recorded

e 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 Call Disposition code that were 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 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.

xlvi AltiReport - Service Hub Manual



2102 - Callback Detail Report

Chapter 2: The Reports

Description: Reports Callback call details for the specified workgroups.

Report Options

oA LN e

Specify a time range for the report.

Click Run Report to run the report.

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

WG(s) - Callback Detail Report

Workgroup: 412(TSO Callback)

Select an agent to display the workgroups assigned to that agent.
Select single, multiple, or All workgroups.

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

CallBack

Queue

Start Time CallerD | Caller Name [~ |Exnsme| sosson D | sear | REEE NG o T o | P | sk R
08/03/2015 09:12:31 TSUEI Request | 1437198739 | 0 457 o |oootse| s 0 |1437108738
08/03/2015 09:12:31 | 4 TSUEI | 5“"‘;“’ 1437198739 1 457 0 000237 5 0 1437198752
08/032015 09:28:25 TSUEI Request | 1437198754| 0 457 o |ooooss| 5 0 |1437198754
08/03/2015 09:28:25| TSUEL [ Succeede 1437198754 1 457 0 000137 | 5 0 1437198762
08/06/2015 08:33.08 NE AL":NT" Request | 1437199507 0 457 1 |ooneso| 4 0 [1437190507
0810672015 08:33:08 | womammnn | NEATLENTA g SUcceed® 4457190507 | 1 457 1 oooen1| 4 0 1437199518
08/06/2015 15:34:44 WESTEL Request | 1437198696 | 0 457 o |oooz01| 4 0 [1437199696
08/06/2015 15:34:44| W0 it | WESTEL | i i 5""“:9“ 1437199686 1 457 0 4 o |1437199699
08/0722015 10:38:02 P orinam Request | 1437199987 | 0 457 o |oo0221| 5 0 [1437190087
0810712015 10:38:02| Wy | ALFR | SUCC2ede| 1437190087 | 1 457 o oo1422| 5 0 [1437199991
08/1412015 09:11:11 Smms Techn Request | 1439530453 | 0 457 o |ooot3s| 3 0 [1439530453

08/14/2015 09:11:11 | o

Srms Techn |

Target
Rejected 1439530453

457

1439530457

Figure 39. This report shows Callback data for a single workgroup over a 2-week period

Report Fields
+ Start Time - The time that the call started
* Caller ID - The Caller ID from the call
* Caller Name - The caller name from the call

« Callback

e Number - The Callback phone number

+ Exit State
* Requested - Original call requested for a callback

* RNA - Callback call failed for RNA
* Busy - Callback call failed because the destination was busy
» Callback Rejected - Callback call failed because the destination rejected the

call
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* 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
* 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

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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Chapter 2: The Reports

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.

oA LDNE

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.

(Page: 1-1)

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 40. This report shows details for calls that were abandoned

Report Fields

Direction - 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

AltiReport - Service Hub Manual
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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
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2201 - Workgroup Agent(s) State

Chapter 2: The Reports

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

Report Options

®NOUAE LN

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
300 (SALES WORKGROUP)

312 (Jason Shaw)

Start Date

Agent

Legin Duratien

Mot-Ready

DNDIFWD

Error

05/06/2007
051312007
05/20/2007

312 (Jasen Shaw)
312 (Jason Shaw)
312 (Ja=zon Shaw)

0:23:00
0:05:00
5:35.00

0:03:35
1:.05:15

Sub Total

6:03:00

1:08:50

329 (Georgette George)

Start Date

Agent

Legin Duration

DND/FWD

Error

05/01/2007
05/06/2007
05M13i2007
05/20/2007
05/27/2007

329 (Georgette George)
329 (Georgette George)
329 (Georgette George)
329 (Georgette George)
329 (Georgette George)

26:09:00
26:39:00
20:32:00
20:16:00
3:01:00

Not-Ready

0:02:49
0:03:58
0:04:33
0:04:43
0:00:10

Sub Total

96:37:00

0:16:13

Grand Total

Login Duration

102:40:00

Figure 41.

Not-Ready

DND/FWD
1:08:50

0:16:13

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

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

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

Report Fields
« Start 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(s) Performance Summary

Description: Displays a performance summary of the specified workgroup agent(s).
Report Options
1. Select a workgroup, then select agent(s) assigned to that workgroup.

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

R

Narrow the report to specific days of the week, shift time, or 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 o w

SINGLE WG - AGENT(S) PERFORMANCE SUMMARY REPORT
450 (CUSTOMER SERVICE)

205 (Jester Hairston)
Wiorkgroup and Direct Calls (Inbound & Outbound) Total Tatal Non-Call Activities
Start Date Agent Answered Hald Wrap-Up Logout Performing | Calls | Other Activities During Login
Calls | Total Avg | Calls [ Total | Avg [Cals [ Total Avg Duralion Time: RNA [ Not-Ready | DNDPWD [ Eror

050772007 | 205 | 3% | 21505 | 00351 | 3 | 00230 | 00050 | 35 | 05747 | O0:01:38 | 1452 F14:52 0 1:40:43 - -
05/08/2007 | 205 | 39 | 20313 | 00308 | 3 | 0:04:30 | 0:01:30 | 27 | 04440 | 0:01:39 | 25223 25223 0 Z05:22 - 0:00:01
05092007 | 205 | 30 | 22359 | 00447 | 2 | 00143 | 00051 | 29 O041:26 | 0:01:25 | 30708 307:08 0 204:29 - -
05M0/2007 | 205 | S0 | 32822 | 00410 | 1| 00011 | 00011 | 50 | 0:2548 | 0:00:30 | %5351 F53:51 0 207:29
051172007 | 205 | 20 | 1:4228 | 00507 | 4 | 0:0258 | 00044 | 18 02447 00122 | 21043 21013 0 259:45 - -

Sub Total 174 [ 11:53:07 [ 00405 [ 13 [ 0:11:52 [ 0:00:54 [ 150 [ 31328 | 0013 15:18:27 0 10:57:48 - 0:00:01

Figure 42. A summary interval of “day” was specified for this report. The report is grouped
by agent. Subtotals and grand totals are given.
Report Fields
« Start Date - Start date of the reporting time period
* Agent - Agent’s extension number

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

* Answered - Calls the agent was connected to
* Hold - Calls the agent put on hold
* Wrap-Up - Calls requiring time for wrap-up activities
* Total Logout Duration - The total amount of time that the agent was logged out

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

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

¢ Not-Ready - Amount of time in Not-Ready state
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Chapter 2: The Reports

« DND/FWD - Amount of time the agent’s phone was set to DND or FWD
* Error - Amount of time the agent’s phone was in error state.

Data Source

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

Analysis

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

Report Options

©® NV A WDN e

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.

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

SINGLE WG - AGENT CALL ACTIVITY SUMMARY REPORT WITH % ANALYSIS
450 (CUSTOMER SERVICE)

System ID: DEMO S STEM

Report ID: 2203

Time Range: 01/01/2007 - 03/31/2007

01/01/2007 - 01/31/2007

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

‘Summary Interval: Month
Group By: Time

All Calls Workgroup Inbound Workgroup Outbound Direct Inbound Direct Outbound
StartDate |Agent [Cals] Tak | Awg [Calk] % [ Tak | Awg [Calk] % [ Tak | Avg [cale] % [ Tak | Avg [cale[ % [ Tak | Awg
010112007 | 196 | 405 | 231821 | 0:03:27 | 213 | 52.6% | 18:55:07 | 0:05:19 | 140 | 34.6% | 2:49:35 | 0:01:12 | 34 | 8.4% | 0:48:15 | 0:01:26 | 15 | 4.4% | 0:44:24 | 0:02:28
010112007 | 205 | 437 | 37:52:44 | 0:05:12 | 226 | 51.7% | 26:49:50 | 0:07:07 | 14 | 3.2% | 0:12:55 | 0:00:55 | 71 | 16.2% | 4:33:00 | 0:03:50 | 126 | 28.8% | 6:16:59 | 0:02:59
Sub Total 842 | 61:11:05 | 0:04:21 | 439 | 52.1% | 45:44:57 | 0:06:15 | 154 | 18.3% | 3:02:30 | 0:01:11 | 105 [12.6% | 5:22:15 | 0:03:04 | 144 | 17.1% | 7:01:23 | 0:02:55

02/01/2007 - 02/28/2007

All Calls ‘Workgroup Inbound ‘Workgroup Outbound Direct Inbound Direct Outbound
StartDate |Agent|cals] Tak | Avg [cale] % | Tak | Awg [cale] % | Tak | Avg |cale[ % | Tak | Avg [cale[ % | Tak | Avg
02/01/2007 | 196 | 401 | 23:49:28 | 0:03:33 | 223 | 55.6% | 19:03:20 | 0:05:07 | 136 | 33.9% | 2:32:36 | 0:01:07 | 30 | 7.5% | 1:3%:08 | 0:03:48 | 12 | 3.0% | 0:34:24 | 0:02:52
02/01/2007 | 205 | 266 | 27:24:30 | 0:06:10 | 137 | 51.5% | 17:12:11 | 0:07:32 | 57 | 21.4% | 4:43:32 | 0:04:58 | 41 | 154% | 3:03:44 | 0:04:28 | 31 [11.7% | 2:25:03 | 0:04:40
Sub Total B67 | 51:13:58 | 0:04:36 | 360 | 54.0% | 36:45:31 | 0:06:02 | 193 | 28.9% | 7:16:08 | 0:02:15 | 71 [10.6% | 4:42:52 | 0:03:50 | 43 | 6.4% | 2:59:27 | 0:04:10
03/01/2007 - 03/31/2007
All Calls ‘Workgroup Inbound ‘Workgroup Outbound Direct Inbound Direct Outbound
StartDate |Agent|[cals] Tak [ Avg [cals] % [ Tak [ Avg [cals] % [ Tak | Avg [cals| % [ Tak [ Avg [cals| % | Tak [ Avg
030172007 | 195 | 285 [15:06:12 [ 0:03:10 [ 163 [ 57.2% | 13:14:28 | 0:04:52 [ 109 [ 38.2% | 127:51 | 0:00:48 | 7 | 2.5% | 0:09:13 [0:01:19] 6 | 2.1% | 0:14:40 | 0:02:28
03/01/2007 | 205 | 396 | 38:12:30 | 0:05:47 | 175 | 44.2% | 21:28:49 | 0:07:21 93 | 23.5% 6:09:12 | 0:03:58 | 60 [15.2% | 5:45:11 | 0:05:45 | 68 |17.2% | 4:49:18 |0:04:15
013/01/2007 | 208 | 272 | 22:49:04 [0:08:02 | 0 | 0.0% - - 0 [00% | - - | 91 |335% 80314 |0:05:18 | 181 | 66.5% | 14:45:50 | 0:04:53
Sub Total 953 | 76:07:46 | 0:04:47 | 338 [ 35.5% | 34:43:47 [ 0:06:09 | 202 | 21.2% | 7:37:03 | 0:02:45 [ 158 [ 16.6% | 13:57:38 | 0:05:18 | 255 | 26.8% | 19:49:48 [ 0:04:39
Grand Total
All Calls ‘Workgroup Inbound Workgroup Outbound Direct Inbound Direct Outbound
Cal [ Tak | Tak [cals| % [ Tak [ Avg [Cals] % | Tak | Avg [Cals] % | Tak | Avg [Cals[ % [ Tak | Avg
2452 | 188:32:49 | 0:04:35 | 1137 | 46.2% | 116:43:45 | 0:06:09 | 549 | 22.3% | 17:55:41 | 0:01:57 | 334 [ 13.6% | 24:02:45 | 0:04:19 | 442 | 18.0% | 29:50:38 | 0:04:03

Figure 43. This report was run on two agents in the Customer Service workgroup for the
first quarter of the year. The specified summary interval was by month.

Report Fields

« Start Date - Start date for the report
* Agent - Agent’s extension number

« All Calls - Data on all calls the agent was connected to in the specified time period:

liv AltiReport - Service Hub Manual

Calls — Total number of calls the agent handled
Talk — Total talk time on all that agent’s calls
Avg - Average talk time per call (Talk/Calls)




Chapter 2: The Reports

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

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

* 9% - The percentage of the agent’s calls that fall into that category ([category]
Calls/[All Calls] Calls

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

Data Source

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

AltiReport - Service Hub Manual Iv



2204 - Workgroup Agent Call/Time Contribution %
Comparison

Ivi

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

Report Options

© NV AEWDN e

Select a group-by option.

Click Run Report to run the report.

Specify whether to include empty records.

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

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

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

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

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

01/01/2007 - 01/31/2007

All Callg

Workgroup Inbound

Workgroup OutBound

Dirgct Inbound

Dirgct Outbound

cale[ % [ Tak | %

cal] % [ Tak | %

calg] % [ Tak [ %

calg] % [ Tak [ %

cale] % [ Tak [ %

Start Date [Agent| Name
o007 196 | Heoecea
Hirzchfe

01/01/2007 205

Jester Hairston

450 | 41.9% (26:07:28(34.7%
637 | 58.1% (49:14:24) 65.3%

244 | 43.0% (21:24:38|37.4%
324 | 57.0% [35:53:28|62.6%

158 | 91.9% (3:01:12)93.3%
14 | B.1% [0:12:55) 6.7%

39 [32.8% |0:57:13[15.5%
80 |67.2% |5:12:35|84.5%

18 | 7.6% |0:44:24| 8.5%
219 |92.4% |7:55:25(91.5%

Sub Total

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

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

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

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

237 |100.0% 8:39:49(100.0%)

02/01/2007 - 02/28/2007

02/01/2007 205

Jester Hairston

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

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

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

All Calls Workgroup Inbound Workgroup OutBound Direct Inbound Direct Outbound
Start Date [agent]  Mame  [Cals] % [ Tak [ % [cal] % [ Tak | % [cals] % [ Tak [ % |cals] % [ Tak [ % [als] % [ Tak [ %
02/01/2007| 196 :i':;c!:: 483 | 48.3% (2522:17| 42.3% | 278 | 54.3% (22:21:39) 46.4% [ 151 | £3.4% |3:05:20| 32.6% | 35 |39.2% |1:58:11|33.6% | 21 |38.9% 0.57:07|27.1%

58 |60.8% |3:53:43|66.4%

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

Sub Total

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

512 |100.0%|45:14:28(100.0%)|

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

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

54 [100.0% 3:30:36(100.0%|

03/01/2007 - 03/31/2007

All Calls

Workgroup Inbound

Workgroup OutBound

Direct Inbound

Direct Outbound

cals[ % [ Tak [ %

cals[ % [ Tak [ %

cals[ % [ Tak [ %

cals[ % [Tak [ %

cals] % [ Tak | %

Start Date |Agent] Name
oam2007| 195 | evecea
Hirschfe

034012007 205

Jester Hairston

358 | 37.9% (20:23:56( 28.3%
604 |62.1% |51:42:58 71.7%

223 | 42.1% [18:03:42|37.3%
307 | 57.9% [30:24:50(62.7%

122 | 48.4% [1:43:15/19.3%
130 | 51.6% (7:12:59|80.7%

17 [16.0% |0:22:18| 4.7%
B89 |B84.0% |7:28:49(95.3%

6 | T1% |[0:14:40) 3.6%
78 |92.9% 6:36:20| 96.4%

Sub Total

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

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

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

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

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

Figure 44. This report compares the contributions of agents 196 and 205 for the first
quarter of the year.

Report Fields

« Start Date - Start date for the report

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

« Talk - Total talk time on all that agent’s calls

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

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

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>)

e Talk - Agent’s total talk time in that category
* 9% - Percentage that duration is of total workgroup talk time in that category
in the specified time period ([category] Talk/[category]<Sub Total of Talk>)
Data Source

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

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.

O PN A WN

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

410 (IT Workgroup)

Inbound Calls Connected Total

Start Time ‘Workgroup Total Answered Overflowed/Redirected Qutbound Calls WG

Calls | Calle % Talk Avg Calls % Calls % Calis Talk Avg Calls

05/01/2007 410 2 1 50.0% 0:00:35 | 0:00:35 1 50.0% 0 0.0% 1€ | o2saz | woraz | 17
05/06/2007 410 0 0 0.0% - - 0 0.0% 0 0.0% 13 | 0:34:43 | 00240 | 13
051372007 410 z 2 100.0% 0:00:3% 0:00:1% 0 0.0% 0 0.0% 9 0:10:0% 0:01:07 "
05/20/2007 410 3 1 33.3% 0:00:07 0:00:07 1 33.3% 1 333% 12 0:22:54 0:01:54 15
05/27/2007 410 0 0 0.0% - - 0 0.0% 0 0.0% 2 0:02:45 0:01:23 2
7 4 57.1% 0:01:21 0:00:20 2 28.6% 1 14.3% 51 1:36:05 0:01:53 58

Sub Total

Figure 45. This report shows inbound and outbound calls to the IT workgroup during the
month of May, displayed in one-week intervals.
Report Fields
« Start Date - Start date for the report
* Workgroup - Workgroup’s number

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

¢ Answered

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

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

e 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. 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.

© X N LA 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) - Inbound Calls Wait Time Summary

457(TS Operations)(SLT:Service Level Threshold)

Total Answered ‘Abandoned (ABN) Overflowed/Redirected
start Time [#09%hnboung 1sSLT Hangup in Tolal ABN Calls
up [cays | Calls | wT Avg WT RT AvgRT - wr Avg WT
‘ | | Calls | % [oueue[Ring [Calls| wr | AvgWT | Total [ Callback | Others |
08/072015| 457 | 16 | 14 |00:16:58 | 00:.01:12 |00:01:39 | 00:0007 [ 13 [s28%| 1 | 0 1 | 00:08:18 | 00:08:18 | 2 1 1 [oo0z21| 000221
08/092015| 457 | 1 0 - - - - o [oo%| o | 0| o - - 1 0 1
08/102015| 457 | 26 | 20 | 0059:38 | 000258 |00:01:18 | 00:0003 | 16 |B0.0% | & | 0 | & |ooi501| 000230 | 0 0 0
08/412015| 457 | 18 | 17 | 00:14:10 | 00:00:50 |00:01:50 | 000006 | 15 [882% | 1 | o | 1 |oo1157 | oo1157 | o 0 0 - -
08122015 457 | 25 | 24 |0126:38 | 000336 |00:01:51 00:00:04 | 14 [583%| 0 | o0 [ o - - 1 0 1 |o003:14 | 000314
08/132015| 457 | 20 | 20 | 005303 000149 |00:0148 | 0020003 [ 23 |793% [ 0o | o | © 0 0 0 - -
08142015 457 | 42 | 37 | 003709 00:01:00 |00:0332 | 000005 | 34 [919%| o | o | o - - 5 1 5 |00:03:02 | o0:00:36
08/472015| 457 | 25 | 24 | 003135 | 00.01:18 |00:02:49 | 000005 | 20 [B33% | 1 | o | 1 |0026:1| 00:26:11 0 0 0 - -
08/182015| 457 | 33 | 26 | 005348 | 000204 |00:01:52 000004 | 20 |768% | 5 | 0 [ 5 |ooi142| ooo0220 | 2 0 2 |oo:00:55 | oo:o0:27
08/192015| 457 | 33 | 26 | 001126 000026 |00:03:9 | 00:0007 | 26 [1000%| 1 | 0 | 1 |o0:0624 | 000624 | 9 3 6 |o007:35 | oo01:16
08202015 457 | 39 | 34 | 004325 0001:16 |00:0323 | 00:00:05 | 29 [853%| 4 | 1 5 | 00:18:19 | 00:03:38 | 0 0 0 - -
08212015 457 | 35 | 28 | o0110:18 | 000230 |00:02:46 | 000004 | 22 [786%| 2 | o | 2 |oo0s4s | ov0324 | 6 1 5 |o001:52 ]| oo0:22
Subtotal 322 | 279 [07:58:10 ] 00:01:42 [00:25:07 ] 00:00:05 [ 232 [832% | 21 | 1 | 22 Jor45:40] o00:04:48 [ 27 [ 6 | 21 [oo:19:00] 00:00:54
Grand Total
Total Answered Abandoned (ABN) Overflowed/Redirected
Inbound Is SLT Hangup in Total ABN Calls
cali | iCa T bl BT | AR IGols [ % [oueve| Ring [Cals [ W [ Avewr | Toll [Caback] omes | ' | "7
322 279 | or:se:10 | oo:01:42  foo:2s:07] oow00:0s | 232 Jesan] 21 [ 1 22| 014540 | 00:04:48 27| 6 [ 21 [oo:1z:o00] oo:00:54

Figure 46. This report shows wait time data for workgroup 457 during a period in August

Report Fields
» Start Time - Start date for the report
* Workgroup - The workgroup’s humber

* 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

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

* Callback - Total number of Callback requests answered in that workgroup
in the specified time period
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» Others - Total number of non-Callback calls answered in that workgroup in
the specified time period

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

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

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

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

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

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

Data Source
All data from the table WGSUMMARY
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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. 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.

© X N LA 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) - Inbound Call Handling Summary

4444
Answered Calls Abandoned Calls Overflowed/Redirected
Workgr| Total - Calls of | o2
Date | "oup | Calls | cais | % | TakTime | AvgTalk }-{andle Time| A0 | caiis | % Hanoupii) e [ o VM %a"s in
landle Queue[ Ring | Total [Callback] Others | eue
08/09/2015 | 4444 9 5 |556% 000023 | 000004 | 000039 | 000007 ( 2 |222%| 2 0 2 0 2 222% | 0 3
09/13/2015 | 4444 1 0 0.0% - - - - 0 0.0% 0 0 1 0 1 100.0% 0 0
Subtotal 10 5 |50.0% | 00:00:23 [00:00:04 | 00:00:39 [o00:00:07 [ 2 [20.0% ] 2 0 3 0 3 |3s0.0% | o 3
5656
_ e Answered Calls Abandoned Calls Overflowed/Redirected —— Total
oate |"G0p” | Galls | cats | % | TakTime | Avg Talk Fandle Timel (A9 | Galls | 9 [ IoduPin c IR
andle Queue| Ring | Total [caliback[ Others | Ueus
08/02/2015| 5656 | 26 14 |538%  01:5314 | 00.08:05 | 01:53:54 | 00:08:08 | 12 |462% | 5 7 0 0 0 0.0% 0 14
08/09/2015 5656 4 2 |500% 01:51:47 | 00:55:53  01:53.00 005630 [ 1 250% | 1 0 1 0 1 250% | o0 1
08/16/2015| 5656 | 56 6 [107%  00:114:09 | 00:02:21 | 00:14:12 | 00:0222 [ 8 | 143% | 5 3 42 0 42 | 750% | B 9
0812312015 5656 1 1 100.0% 00:0001 | 000001 000001 000001 | O  00% | O 0 0 0 0 0.0% 0 0
09/06/2015 | 5656 8 0 |o00% - - - - 1 125% | 0 1 8 1 7 875% | 0 1
09/13/2015| 5656 | 35 14 | 40.0% 00:01:33 | 00:00:06 00:02:08  00:00:09 | 6 17.1%| O 6 15 0 15 | 429% | 4 1
Subtotal 130 37 [28.5% | 04:00:44 | 00:06:30 | 04:03:15 [o00:06:34 [ 28 [21.5% [ 11 [ 17 66 1 65 | 50.0% | 10 26
Grand Total
Answered Calls Abandoned Calls Overflowed/Redirected casof | Totat Cae
[EHEIS| oy % Talk Time | AvgTalk |Handle Time |AvgHandle| Calls % borgup i'? Calls % ?ﬂf‘ ix‘gueﬁe
Queue | Ring Total |Callback| Others.
140 42 30.0% | 04:01:07 | 00:05:44 | 04:03:54 [ 00:05:48 | 30 [214% [ 13 [ 17 60 | 1 [ es | asex 10 29

Figure 47. This report shows inbound call handling data for workgroup 4444 and 5656 in
weekly intervals. Subtotals and grand totals are given.
Report Fields
» Start Time - Start date for the report
* Workgroup - Workgroup’s extension number

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

< Answered Calls
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# of calls - Number of incoming calls that were answered by the workgroup

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

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

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

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

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

Abandoned Calls

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

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

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

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

Overflowed/Redirected

Total - Total humber of calls overflowed (to voice mail, to an application) or
redirected

Callback — Number of Callback requests
Others — Number of non-Callback Calls

% of Calls — Percentage of total calls that were redirected or overflowed

Num of VM - Number of callers who left voice mail

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

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

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

Report Options
1.

450 (Customer Service)

© 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) - OUTBOUND CALL HANDLING SUMMARY
REPORT

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

Sub Total 178 10:02:35 0:03:23 13:56:00 0:04:41 0

Figure 48. This data is displayed in weekly intervals for a one-month period

Report Fields

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

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

Total Talk Time - Total talk time on those calls

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

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

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

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

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. 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.
WG(S) - SERVICE LEVEL SUMMARY REPORT
Report ID: 2209 System ID: DEMO SYSTEM Report Interval: Wisek
Time Range: 040172007 - 04/30/2007 Fitter By [09:00 - 18:00] Froup By: Warkgroup

450 (Customer Service)

Wit Time = Service Level Threshold Total Answer

Start Time Wiorkgroup Inkyounc Anzwered ‘ Apandaned | OwverflowedRedrected Service Service
# of Call % of Cal ‘ # of Call % of Cal | # of Call % of Cal Lewvel Level
04i0172007 430 293 4 1.3% o 0.0% o 0.0% 95.7% T38%
04082007 450 266 1) 0.0% 1 0.4% 1) 0.0% 99.6% 83.6%
044152007 430 345 4 1.2% o 0.0% o 0.0% 95.8% 75 7%
04/22/2007 450 237 el 21% 1) 0.0% 1) 0.0% 97 9% 84.0%
04/29i2007 430 46 1 2.2% o 0.0% o 0.0% 97 8% B9 6%
Sub Total 1193 14 1.2% 1 1% 0 0.0% 98.7% T8.5%

Figure 49. This report shows calls for workgroup 450 for which the wait time was greater
than the service level threshold. The chosen time interval is weekly.
Report Fields
« Start Time - Start date for the report
* Workgroup - Workgroup number

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

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

« Answered
e # of Calls - Number of such calls that were answered

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

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

AltiReport - Service Hub Manual Ixv



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

* Overflowed/Redirected
e # of Calls - Number of such calls that were overflowed/redirected

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

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

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

Data Source
All data from the table WGSUMMARY
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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 |

457(TS Operations)
Inbound Calls
Start Date "'“"I;“"‘ Total Answered Calls Answered Calls in 10 Sec Abandoned Calls( >10 Sec)
Calis Calls % Calls % Calls %

01/082017 | 457 0 0 0.0% 0 0.0% 0 0.0%
01/09/2017 | 457 20 18 90.0% 1 55.0% 1 5.0%
01102017 457 18 13 72.2% 5 278% 1 56%
01A1/2017 | 457 26 19 73.1% 9 34.6% 2 7.7%
01122017 457 24 17 70.8% 9 37.5% 0 0.0%
01132017 | 457 32 0 0.0% 0 0.0% 0 0.0%
01142017 | 457 0 0 0.0% 0 0.0% 0 0.0%

Subtotal 120 67 55.8% 34 28.3% 4 3.3%

Report Fields

Start Date - Start date for the report

Workgroup - The Workgroup number

Total Inbound Calls - Total inbound calls to that workgroup.
Answered Calls

* Total Answered Calls — Number of calls that were answered by the
workgroup.

* Total Answered Calls % - Total Answered Calls / Total Inbound Calls.
Answered Calls

« Answered Within x Seconds — Number of calls that were answered within x
seconds.

« Answered Within x Seconds % - Answered Within x Seconds / Total
Inbound Calls

AltiReport - Service Hub Manual Ixvii



< Abandoned Calls

* Abandoned Calls (> x Sec) — Number of calls that were abandoned by the
caller and the wait time is longer than x seconds.

+ Abandoned Calls (> x Sec) % - 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

Description: Shows a summary of Reserve-Agent callbacks

Report Options

1. Select a workgroup.

Select an interval.

Select a time range.

Select any filter options that you want.

AW

Click Run Report to run the report.

WG(s) - Reserve-Agent

75M
Requests Attempits
ot Scheduled | Answened | Abandonsad Total A --E

Figure 50. The report shows callback requests, Eallback ati?empts, caII.back queué time,
average wait time, and other related data
Report Fields
« Start Date - Start date for the report
* 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 abandoned callback requests
* Attempts - Shows the following details:
* Total - The total callback attempts
* Average - The average number of callback attempts
* Reservation Time -
* Duration - Total callback attempt duration
* Avg - Average callback attempt duration

CB Queue Time - Shows the following details:
+ Duration - Total time spent in callback queue
* Avg - Average time spent in callback queue
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* Wait Time - 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.

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.
WG(S) -INBOUND ANSWERED CALLS WAIT TIME
Report I0: 2301 System ID: DEMO Sy STEM Summary Interval: Day
Time Range: 050772007 - 054 1,2007 Fitter By: hon, Tue, Wed, Thu, Fri [07:00 - 18:00] Graup By: Workgroug
450 (Customer Service)
Taotal Answered Calls Wait Time (Queue + Ring) Within (seconds)
Start Dats call 060 | &1-120 IEFEEEETET 4300 | a0i-3E0 | =361
srvasred Calls % | cals | % [ cals [ w [ cals [ w [ cals [ ow [ cas [ owm [ cas [ %
057 2007 B9 38 25.1% B 5.7% 2 29% 3 4.3% 4 5.8% 4 5.8% 12 17.4%
05/05/2007 65 36 95.4% 7 105% 6 9.2% 1 1.5% 2 3% 2 31% 11 16.9%
05m9/2007 29 34 ST 6% 6 102% B 5.5% 4 6.5% 2 3.4% a 0.0% g 13.6%
05M0/2007 55 22 40.0% 7 127% 5 91% 5 91% 2 36% 3 5.5% 11 20.0%
0501172007 49 22 44.9% 1 20% 4 5.2% 3 1% 4 8.2% 4 5.2% 11 22.4%
Sub Total 2497 152 51.2% 21 9.1% 22 T.4% 16 5.4% 14 4.7% 13 4.4% 53 17.8%

Figure 51. The one-week reporting period specified is broken out by day and reported in
intervals of 60 seconds.
Report Fields
« Start Date - Start date for the report

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

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

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

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

450 (Distribution)
67%

200
B0%
150 0%
2 0%
g1 0%
= 20%
10%
o || [ | — — -
0-60 61-120 121-180 181-240 241-300 301-360 >361
Seconds

450 (Cumulative)

300 101%
250 s
2 : I I I il
T 150 3
100 40% 3
50 20%
e <=60 <=120 <=180 <=240 <=300 <=360 Total =
Seconds

Figure 52. The top graph shows the number and percentage of calls answered within the
specified time periods (in increments of 60 seconds, in this case). The bottom
graph shows, cumulatively, how many and what percent of calls were answered
as the time periods progress.

Data Source
All data from the table CDRMAIN
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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.
WG(S) - INBOUND ABANDONED CALLS WAIT TIME
Report ID: 2302 System 0: DEMO SYSTEM Summary Interval: Day
Time Range: 050772007 - 054 1/2007 Fitter By: hon, Tue, Wed, Thu, Fri [07:00 - 18:00] Group By: Workgrougp

450 (Customer Service)

Total Abandoned Calls Wil Time (Gueue + Ring) Within (seconds)
Start Date Call -0 | 61120 [ dztds0 | Ast-za0 [ e300 | so1360 | =361
spandoned | Calls % |cals [ % [ Cals [ % [oals [ % [cale [ w [cas [ % [cals [ s

050772007 12 3 0% | 3 | m0% | 1 8.3% 0 0.0% 0 0.0% 1 8.3% D
05/5/2007 8 2 0% | 3 | Wss | A 125% 0 0.0% 2 0% | D 0.0% 0 00%
050972007 6 2 3% | 1 167% | 1 167% 1 167% | 0 0.0% 1 167% | 0 00%
051072007 9 2 22% | 1 1% | 0 00% 0 00% 0 0.0% 2 | =2 | 4| M4%
051172007 5 3 B00% |0 0.0% 0 0.0% 1 200% | 0 0.0% 0 0.0% 1 20.0%
Sub Total 0 12| 300% | 8 20.0% 3 7.5% 2 5.0% 2 5.0% [ 100% | 9 | 22.5%

Figure 53. This report summarizes the wait time of abandoned calls during a specified one-
week period, broken out by day.
Report Fields
« Start Date - Start date for the report

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

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

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

* % - The percentage that number is of the total calls abandoned in the specified
time period ([time interval] Calls/Total Calls Abandoned)
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The data is also displayed in two graphs:
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Figure 54. The top graph shows the number and percentage of calls abandoned within the
specified time periods (in increments of 60 seconds, in this case). The bottom
graph shows, cumulatively, how many calls were abandoned as the time periods
progress.

Data Source
All data from the table CDRMAIN
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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.
WG(S) - INBOUND OVERFLOWED/REDIRECTED CALLS WAIT TIME
Report I0: 2303 System ID: DEMO SYSTEM Summary Interval: Day
Time Range: 050772007 - 054172007 Fitter By: Mon, Tue, Wied, Thu, Fri [07:00 - 18:00] Group By: Workaroup

450 (Customer Service)

Total Overflow/Redirect Calls YWait Time (Queus + Ring) YWithin
Start Date Call 050 I 61-120 [ 121480 [ 181240 | 241300 | ao1as0 | =361
OVRED [ Cals [ % [ Cals | % | Cals [ % | cCals [ % [ Cals [ % [ cals [ % [cals [ %

D507/2007 2 0 0.0% 0 0.0% 0 | 00% | 0 | 00% | 0 | 00% | 0 | 00% | 2 100.0%
050872007 4 2 50.0% 1 250% 0 | 00% | 0 | 00% | 0 00% | 0 | 00% | 1 25.0%
050972007 1 1 100.0% 0 00% 0 | o0% | 0 [ 00% | 0 00% | 0 | 00% | O 0.0%
0S4 072007 1 11 100.0% 0 00% 0 | 00% | 0 | 00% | 0 00% | 0 | 00% | O 0.0%
0541142007 1 0 0.0% 0 0.0% 0 00% | 0 | 00% | 0 00% | 0 | o00% | 1 100.0%
Sub Total 19 14 13.1% 1 5.3% 0 | 00% | 0 | 00% | 0 | 00% | o | 00% | 4 21.1%

Figure 55. This data covers a one-week time period for workgroup 450, broken out by day.

Report Fields
« Start Date - Start date for the report

* Total Calls OV/RED - Number of inbound workgroup calls overflowed/redirected
in the specified time period

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

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:
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0 105%

15 80%
@ B0% E
@ 10 3
e 0% 2

o 20%

0 I 0%

0-60 61-120 121-180 181-240 241-300 301-360 =361
Seconds

450 (Cumulative)

20 105%

15 B0%
w B0% E
T 10 @
o 40% 2

& 20%

0 0%

<=60 <=120 <=180 ==240 <=300 <=360 Total
Seconds

Figure 56. The top graph shows the number and percentage of calls that waited for the
specified time (in incremental periods of 60 seconds, in this case) before being
overflowed or redirected. The bottom graph shows the accumulation of calls that
were overflowed or redirected as the time increments progress.

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

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

Report Options

1.

workgroup selection list.

® N VA WN

Select workgroups.

Specify a time range for the report.

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

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

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

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

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).

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

Report ID: 2204
Time Range: 04/01/2007 - 04/1 442007

04101/2007 - 04/07/2007

System ID: DEMO SYSTEM
Filter By: Mon, Tue, Wed, Thu, Fri [07:00 - 158:00]

Sumtmary Interval: Week
Group By: Time

Start Date

& gent Mame

All Calls

Warkgroup Inbound

Wiarkgroup OutBound

Direct Inbound

Direct Cwthound

calis] % [ Tak | %

cals] % [ Tak | %

calls] % [ Tak [ %

Cals] % [ Tak [ %

lcalis] % [ Tak | %

04/01/2007| 215
04/01/2007| 235

Dan ¥White
Stewe Griffith

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

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

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

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

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

Sub Total

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

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

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

35 [100.0% [402:12 [100.0%

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

0410812

007 -

0411412007

Start Date

S cent Mame

All Calls

Warkgroup Inbound

Wiorkgroup OutBound

Direct Inbound

Direct Cutbound

calis] % [ Tak | %

callz] % | Tak | %

calls] % | Tak | %

callz] % [ Tak [ %

calis] % [ Tak [ %

04/08/2007| 215
04/08/2007| 235

Dan White
Steve Griffith

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

43 | 36.4% |B:14:29 |39.5%
75 |B3.6% 93351 |B05%

4 25.0% (00747 | 7.0%
12 | 75.0% 1:42:43 93.0%

B | 353% [10:49| B2%
11 |B47% 2:4318 93.8%

T 304% |0:44:28|423%
16 |B96% 1:00:37 57 7%

Sub Total

AT4 100.0% 22:18:02 100.0%

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

16 100.0% 1:50:30 [100.0%

17 [100.0% |2:54:07 [108.0%

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

Figure 57. This report shows the contributions of two agents to the Customer Service
workgroup during a two-week period of time.

Report Fields
« Start Date - Start date for the report

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

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

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

Data

heading

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

Source

All data from the table CDRMAIN
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Calls — Number of calls requiring the length of time specified in the column

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

Ixxvii



2305 - Workgroup Outbound Call Handling Time

Ixxviii

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

Report Options

1.

® N VA WN

450 (Customer Service)

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

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

reported in 120-second increments.

Report Fields

+ Start Date - Start date for the report

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

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

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

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

450 (Distribution)

Chapter 2: The Reports
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Figure 59. 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. 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.

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) - INBOUND CALL PRIORITY

450 (Customer Service)

Tatal Priarity Level
Start Date call Pl I F2 | F3 | P4 | PS5 | F5 [ Others
Anwsered Calls 5 | Cals | % | cals [ % [ Cals | % [ Cals [ % [ Cals [ % [ cals | %

0410272007 277 1 04% | 1 04% | 2 07% | 10 | 36% | 263 94.9% ] 00% | 0 0.0%
0410872007 279 1 04% 0 0o% |1 0.4% 1 04% | 276 58.9% i 00% | 0 00%
04152007 3% 0 00% | 0 00% | 2 06% | 11 | 33% | 323 96.1% 0 00% | 0 00%
044222007 268 i 00% 0 0o% | 0 0.0% ] 22% | 263 97.8% i 00% | 0 00%
041292007 49 0 00% |0 00% |0 0.0% 0 00% | 49 100.0% 0 0.0% | 0 00%
sub Total 1210 2 0.2% 1 0.1% 5 0.8 | 28 | 23% | 1174 97.0% [ 0.0% [] 0.0%

Figure 60. This report shows the priority level of inbound calls to the Customer Service
workgroup for the month of April. It is broken out by week.
Report Fields
- Start Date - Start date for the report

» Total Calls Answered - Number of inbound workgroup calls connected in the
specified time period

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

* Calls = Number of calls carrying that priority

* % - The percentage that number is of the total calls answered in the specified
time period ([priority level] Calls/Total Calls Answered)
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The data is also reported in two graphs:
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Figure 61. 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 62. Data was specified to be broken out in this report by hour of day.

Report Fields

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

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

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

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

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

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

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

* Overflowed/Redirected

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

* % - 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)

O Answered B Abandonded O Querflowed O QutBound
200

150

LLLLLLLLe..

07.00-08:00  02:00-08:00  09:00-10:00 10:00-11:00 11:00-1200 12001300 13001400 14001500 15001600 16001700 17001800
Hour of day

Mum Of Inbound Call
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B Answered B Abandonded O Overflowed
110%

100%1
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B0%

40%

Percent of Inbound Call

20%

L ]

1% ; :
07:00-03:00  0800-0300  09:00-10:00 100041100 1:00-1200 12001300 13001400 14001500 15001600 1001700 17:00-1300
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Figure 63. The first graph shows the nhumber 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 64. 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)

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

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

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

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

* Overflowed/Redirected
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:
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O Answered B Abandonded O Overflowed
0:11:00

0:10:00

0:08:00:

0:06:00

Average Duration

0200 r__’_,_’-"’
ol :
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
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Service Level

40%
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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
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Figure 65. 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

IXXXVi

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

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

450 (Customer Service)

System IO DEMO SYSTEM
Fitter By: Mon, Tue, Wed, Thu, Fri [07:00 - 15:00]

Report Interval: Day of week
Group By: Workgroup

Total Answered Calls Ahandaned Callz OverflowedRedirected Tatal # b3

Day of week | #of | #of [ % of Talk Ay Handle Ay #of [ %of | HangupIn | Hangup in #of % of Calzin | of | of
Cals | Calls [ AVG Time Talk Time Handle [Calls | Awvg GlLeue Ring Calls Callz Gueue | %M | Xfer

hdonday B37 | 541 | 84.9% 565919 0619 | 710654 00753 [ 64 10.0% &1 3 32 50 365 16 | 50
Tuesday 893 | 781 | B69% | 854259 | 00645 | 10555345 00805 [ 95 | 106% a7 & 23 26 580 4 | 76
Wednesday | 914 | 787 | 864% 963712 | 00721 | M504 | 00846 | 112 | 123% 108 4 15 16 55 & @
Thursday 863 | 744 | BE2% | 970SE | 0TS0 | 1144536 00915 [ 89 | 10.3% 84 £l 30 35 258 18 | &7
Friclary 763 | 671 | 87.8% 812544 | 00716 | 972018 00842 | 75 9.8% 70 B 17 22 456 11 | B8
Sub Total 4076 | 3524 | 86.5% | 420:56:10 | 0710 | 50177 | 00835 | 435 | 10.7% o 25 117 2.9 2510 | 57 | 331

Figure 66. This first quarter report on the Customer Service workgroup displays data by day

of week, as specified in the report query.

Report Fields

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

e Total # of Calls - Shows the total number of inbound calls for the specified
workgroup in the specified time period

« Answered Calls:
« # of Calls - Number of inbound calls that were answered

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

¢ Talk Time - Total talk time on those answered calls

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

¢ Handle Time - Total handling time (talk time + hold time + wrap-up time) on
those answered calls
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* Avg Handle - Average handling time per call ([Answered Calls] Handle Time/
[Answered Calls] # of Calls)

* Abandoned Calls:
« # of Calls - Number of inbound calls that were abandoned by the caller

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

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

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

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

e # of VM - Number of callers that left voice mail
« # of Xfer - Number of callers who were transferred
The data is also reported in two graphs:

4350 (Customer Service)

O Avg Talk B Avg Handling
0:11:00

:10:00
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//_”\4 b
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00200

Average Talk and Handling Time Trend Analysis

"]
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Day of week
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O In Queue B Inring
120

100

a0

0]

40

Abandon Type Analysis

20

Monday Tuesday Wiednesday Thursday Fridary
Day of week

Figure 67. 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

Ixxxviii

Description: Reports statistics for outbound calls handled by the specified workgroup.
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.

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 68. 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)

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

The data is also displayed in two graphs:
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Figure 69. The top graph shows number of calls per selected time period. The bottom graph
shows average talk time and average handling time.

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

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

Report Options

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

Select 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.

No s WN

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

300 (Sales Workgroup)
Total Inbound Answered Call Call Overflowed/Redirected Call
Hour of day Cals #of Call % of Call # of Call % of Call #of Call % of Call
08:00-10:00 78 53 67.9% 14 17.9% 11 14.1%
10:00-11:00 71 36 50.7% Iz 31.0% 13 18.3%
11:00-12:00 85 45 576% 2z 2589% 14 16.5%
12:00-13:00 64 38 59.4% 12 18.8% 14 21.9%
13:00-14:00 58 4 70.7% 4 6.9% 13 22.4%
14:00-15:00 37 22 559.5% 9 24.3% 3 16.2%
15:00-18:00 28 18 B643% o 25.0% B 107%
16:00-17:00 14 £ 28.6% 5 35.7% 5 357%
Sub Total 435 261 60.0% 95 21.8% 79 18.2%

Figure 70. The call totals shown on this report are drawn from data on the Sales workgroup
for the month of March. They are reported by hour of day, as specified.
Report Fields

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

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

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

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

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

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

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

The data is also displayed in two graphs:

300 (Sales Workgroup)
B Answered B Abandonded O Qverflowed
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Mum of Call
8
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Figure 71. 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

XCii

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

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

Select 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) - TOTAL % WG INBOUND CALLS IN QUEUE

450 (Customer Service)

Total Inbound Calls in Queue Calls without Queue
Hour of day Calls #of Call % of Call # of Call % of Call
07.00-08:00 148 82 56.2% 64 43.8%
08:00-05:00 27 151 69.6% 66 30.4%
05:00-10:00 165 114 69.1% 51 30.9%
10:00-11:00 184 136 73.59% 48 26.1%
11.00-12:00 182 148 76.0% 48 24.0%
12:00-13:00 203 148 72.5% 55 271%
13:00-14:00 171 142 83.0% 29 17.0%
14:00-15:00 110 85 77.3% 25 227%
15:00-16:00 L 50 64.9% 27 35.1%
156:00-17:00 46 30 65.2% 16 348%
Sub Total 1511 1084 71.7% 427 28.3%

Figure 72. Data is reported here for the month of March, grouped by hour of day for the
specified time period.
Report Fields

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

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

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

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

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

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

The data is also displayed in two graphs:
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Figure 73. The top graph shows the number of incoming calls that spent time in queue and
those that did not. The bottom graph shows percentage of total calls that spent
time in queue and those that did not spend time in queue.

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

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

Report Options

1.

No s WN

450 (Customer Service)

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

Hour of day Total Answered Calls Total Talk Time | Avg Talk Time Total Handling Time | Avg Handling Time
08:00-10:00 124 13:35:58 0:06:34 16:28:29 0:07:58
10:00-11:00 148 13:08:44 0:05:20 16:34:36 0:06:43
11:00-12:00 145 13:48:33 0:05:42 17:05:15 0:07.04
12:00-13:00 151 17:38:09 0:07:00 20:52:38 0:0817
13:00-14:00 131 15:10:52 0.06:57 185425 0:08:39
14:00-15:00 105 12:41:52 0:07:15 15:07:25 0:08:38
15:00-16:00 67 7:52:19 0:07:02 9:18:09 0:08:19
16:00-17:00 46 8:21:37 0:10:54 10:21:10 0:13:30
Sub Total 917 102:20:04 0:06:41 124:42:07 0:08:09

Figure 74. This data on the Customer Service group is from the month of April from 9 a.m.

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

Report Fields

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

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

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

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

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

The data is also displayed in a line graph:
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Figure 75. A line graph shows average talk time and average handling time for the reporting
period, by hour of day.

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

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

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

Select 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.

No v s WN

WG(S) - TOTAL OUTBOUND CALLS

300 (Sales Workgroup)

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

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 14:00-15:00 15:00-16:00 18:00-17:00
Hour of day

Figure 76. 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

xcvi  AltiReport - Service Hub Manual



Chapter 2: The Reports

2315 - Total Outbound Calls Handling Time

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

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

Select 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) - 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 77. 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

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

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

¢ Total Talk Time - Total talk time on those calls

* Average Talk Time - Average talk time per call (Total Talk Time/Total Connected
Outgoing Calls)

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

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

The data is also displayed in a line graph:
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Figure 78. 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)
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Figure 79. This report sHows the maximum number of calls in queue for workgroup 450
during the specified reporting period, in 15-minute intervals.
Report Fields

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

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

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

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

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

Select 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.

o v AW

Select the export format (HTML, PDF, Excel) and whether to separate the report
results into several files and/or export only specified pages.
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I;igure 80. The report displays the longest queue time, by time of day.

Report Fields

* Longest Queue Time - The longest time a call was in queue during the given time
interval

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

Data Source
All data from the table WGRTSUMMARY
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2318 - Daily Real Time Service Level

Description: Reports the daily lowest real time service level for a workgroup, in a line
chart format.
Report Options

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

Select 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 A WLN

WG(S) - DAILY REAL TIME SERVICE LEVEL

450 (Customer Service)
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Time-of-Day

Figure 81. This report shows the service level by time of day for the reporting period (one
day, in this case).
Report Fields

* Service Level - The service level during the given time interval (The Service Level
Threshold is set in MaxAdmin > Workgroup Configuration > General tab.)

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

Data Source
All data from the table WGRTSUMMARY
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2319 - Historical Service Level Summary Report

cii

Description: Gives a summary of calls that did not meet the service level, breaking
them out into Answered, Abandoned, and Overflowed/Redirected categories. (The
Service Level Threshold is set in MaxAdmin > Workgroup Configuration > General
tab.)

Report Options

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

2. Select 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) - HISTORICAL SERVICE LEVEL SUMMARY REPORT
Report IDx 2318 System ID: DEMO SYSTEM Report Interval Day of week
Time Range: 04/01/2007 - 04/30/2007 Filter By: [09:00 - 15:00] Group By: Workgroup

450 (Customer Service)

Callz with Queue Time = Service Level Total Anzuver
Total Inbound Anzwered Call Abandaned Call OwerflowedRedirected Call Setwice Service
Davy of week Calls # of Call % of Call # ot Call % of Call #of Call %% of Call Lewvel Lewvel
Sunday 5 0 00% 0 00% o 0.0% 100.0% 00%
hdoncay 282 3 11% 0 0.0% o 0.0% 98.9% T8.4%
Tuesday 216 2 09% 1} 0.0% a 0.0% 99.1% 79.2%
Wednesday 245 2 08% 0 00% o 0.0% 95.2% T25%
Thursday 261 [} 23% 1 04% o 0.0% 97 3% 79.3%
Fickay 177 1 0E% 0 0.0% o 0.0% 99.4% 88.7%
Saturday 4 0 0.0% 0 0.0% 1] 0.0% 100.0% 0.0%
Sub Total 1193 14 1.2% 1 0.1% [ 0.0% 98.7% 78.5%

Figure 82. This report on the Customer Service workgroup covers the month of April. It is
broken out by day of week.
Report Fields

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

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

* Calls with Queue Time > Service Level
* Answered Calls
e # of Calls - Number of answered calls with queue time > service level

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

* Abandoned Calls
e # of Calls - Number of abandoned calls with queue time > service level

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

e # of Calls - Number of overflowed/redirected calls with queue time > service
level

* 9% of Calls - 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)

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

The report data is also displayed in two graphs:

450 (Customer Service)

B Answered B Abandonded O Qverflowed
20

o

MNum of Call
=

c [ ] = =

Sunday Monday Tuesday Wedhesday Thursday Friday Saturcay
Day of week

450 (Customer Service)

B Answered B Abandonded O Qverflowed
10%:

&%

B%

4%

Percent of Total

2%

0%t k
Sunday Monday Tuesday Wednesday Thursday Friday Saturday
Day of week

Figure 83. 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

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.
WG(s) - Call Disposition Code Summary Report
Total 1-Disposion 1 4VRM FWork 2-Desposition 2 long &
Cals | % Cals | % cas | % Gl | = Cals | %
7501 12 D D R | Tesn 1| Teew
Grand Total Top 10
[Grder |Disposit 0
13 sb‘g 1 ?09;»

4.VRM
4 calls
%

Figure 84. 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 nhumber of calls for this period

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

e 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

civ AltiReport - Service Hub Manual



Chapter 2: The Reports

DNIS Reports

This section describes DNIS reports.

3101 - DNIS Call Detail Report

Description: Reports call detail information for the specified DNIS number.

Report Options

No s WDNe

®

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).

Click Run Report to run the report.

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

DNIS(s) - Call Detail Report

DO04EE05844014
Duration in Deflevent Call Staby
Start Emd Agent Starl | Within
Teena: Time: by AAWVR | Oueve | Ring Talk Hoid | Record |Prorty| SLT
RO 1RT T1 D4R

Figure 85. This figure shows details for a single DNIS number for a single day

Report Fields

DNIS - The DNIS number and description
Start Time - Time the call came in

End Time - Time of disconnection

Caller - Phone number of the caller
Agent - The agent who was rung

Duration in Different Call States - Amount of time the call spent in different call
states (in hours:minutes:seconds):

* AA/IVR
* Queue
* Ring

* Talk
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¢ Hold
* Record
Start Priority - The priority number the call was first assigned

Within SLT - Was answering time within the service level threshold, Yes or No?
(The Service Level Threshold is set in MaxAdmin > Workgroup Configuration >
General tab.)

Disposition Code - 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 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

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.

oA LN e

DNIS(S) CALL SUMMARY

0410172007 - 04/07/2007

Total

Answered

Abandoned Calls

Crverfloveed

#

#of

DNIS Start Date # of % of Talk Ay Holdd Ly #of | %of | HangsIn Hangs In #of % of of | Calls | of
Callz Callz Callz Time Talk ‘ Time Hald Calls | Calls Qe Ring Calls Callz WM | In@ | Hfer
5683 04/01/2007 53 15 283% | 04834 | 00314 | 00015 | 0:00:03 1 1.8% 1 a a7 698% | 11 1 7
Sub Total 53 15 28.3% | 0:48:34 | 003014 | 000015 | 0000203 1 1.9% 1 [ 37 69.8% 11 1 7
A e gt et sl A e . e B Bl e, 4 e A et e e, gt
b e s e e e e SN O e et P petmam e TN e o e P At
Total Answeered Ahandoned Abandoned Type Crwerfloweed # #of #
#of % of Talk Ay Hald Ly #of % of Hangs In Hangs In #of % of of Calls of
Calls Calls Calls Time Talk ‘ Time ‘ Haldd Calls Calls CuELE Ring Calls Calls Wi | In@ Hfer
ATH 65 38.2% 3:59:54 031 :01:08 0:00:03 4 2.4% 4 [ 1 59.4% 43 L “

Figure 86. This report was run for the month of April on DNIS 583. The report interval

specified was by week. Subtotals are given per week, with a grand total at the
end.

Report Fields

DNIS - The DNIS number and description
Start Date - The date the call started

Total Calls - The total number of calls that dialed this number, broken out into three
categories:

* Answered (all calls with talk duration > 0)*
e # of Calls - Number of calls to this DNIS number that were answered by an

agent

* 9% of Calls - Percentage that number is of Total Calls ([Answered] # of Calls/
Total Calls)

e Talk Time — The total talk time on all answered calls for the time period
reported

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

AltiReport - Service Hub Manual cvii



¢ Hold Time - Total time that answered calls spent on hold
* Avg Hold - Average hold time per call (Hold Time/[Answered] # of Calls)
* Abandoned (all calls with talk duration = 0 and abandon target type > 0)*

e # of Calls - Number of calls to this DNIS number that were abandoned by an
agent

* 9% of Calls - Percentage that number is of Total Calls ([Abandoned] # of Calls/
Total Calls)

¢ Hangs in Queue - Number of calls that were abandoned while in queue
e Hangs in Ring - Number of calls that were abandoned during ring

* Overflowed (all calls with talk duration = 0 and abandon target type = 0)*
» # of Calls - Number of calls to this DNIS number that were overflowed

* 9% of Calls - Percentage that number is of Total Calls ([Overflowed] # of Calls/
Total Calls)

e # of VM - Number of callers that left voice mail (Exit states are 15, 16.)
* # of Calls in Queue - Number of calls that spent time in queue (Exit state is 6.)
» # 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)

(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.

DNIS(s) - Call Disposition Code S y Report
2.Disposion 2 4NVRM 1-Disposition 1
o i Calls = Calls * Calls %
z 1 1667 % 1 1867 % ] 0%
2 3333% 1 18,67 % 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 E 100 %4
2Dispositio...
3 calls
50%
4. VRM

2 calls
3%
Figure 87. 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
* 9% - 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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