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About This Guide

The purpose of this document is to provide the user with
information on how to use this IPFX product.



Accessing the report menu

The Reports are created within IPFX Manager using Crystal
Reporting Software.

Open IPFEX Reports to run reports.

Click on the Reports icon on the IPFX client menu bar to
access the reports.
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Click on the sub folder that holds the report that you want to
run.

A list of reports will display below the folder.

Double click on the report you want to run.
A filter form will appear.
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Enter the criteria for the report and press Enter.
or Click on Report in the Screen Menu Bar and Select Preview.
Your report will open in a new screen.

Note, Cisco CallManager platforms only: Some transfer
reporting functionality may not be supported when multiple
CallManagers are used in different clusters.




Accessing 3.6 Data

How to access 3.6 Data

Click the Reports button on the Toolbar to display the IPFX
Report Screen.

Click the Options button to display the drop-down menu.
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Expand all report categories

Select Use Archive (3.x)
The screen below displays.
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Browse to the location of your 3.x Archive where your
Calls.mdb and Config.mdb will be found.



Setting Up IPFX Supervisor Agent/IPFX

Administrators to access Reports

All IPFX Supervisor Agent/IPFX Administrators will have access
to the default report drive, unless the Server is placed within a
separate workgroup. If this is the case, please proceed as
follows to ensure users have access to the Report drives.

Once complete, if access is still denied, ensure that the Server
vm directory is shared.

Note The IPFX Supervisor Agent/IPFX Administrator must have
access to the IPFX SQL Database in order to run reports. If
your site has an internal firewall, IPFX Report users must have
a path on Port 1433 to access the CTServer .

In This Section

Adding Users to CT Server
Mapping a Drive




Adding Users to CT Server
On the CT Server, click on Start / Settings / Control Panel

Click on Administrative Tools / Computer Management / Local
Users and Groups / Users.

Add the User who requires access to Reporting. Ensure that
the User Name matches his/her Network Logon.

You can then enter the actual name and description this does
not have to match the Network User Name.

Enter the password of the user, or if for security reasons the
network password cannot be provided, enter a password for
him/her.

Ensure that the 'Password Never Expires' checkbox is selected
and the 'User must change password at next Logon' is not
selected.

Select create.

Setting Up IPEX Supervisor Agent/IPEX Administrators to
access Reports

Mapping a Drive




Mapping a Drive

You will need to map a drive to the CT Server\vm directory from
the Users IPFX Manager. If the password you entered in User
Manager differs from the Users Network Logon password, you
will be asked to confirm the password.

Once completed and the drive is mapped, the user will have
access to the Databases for Reports.

Setting Up IPEX Supervisor Agent/IPEX Administrators to
access Reports

Adding Users to CT Server




Running Historical Reports

To run reports from historical data (i.e. archived databases),
you need to 'map’' the database directory to the history folder
(for mapping help, see your Network Administrator).

Open your IPFX client.
Select the Report icon on the toolbar.
The IPFX Reports form will appear.

=

To change the Report directory, click on the dotted button [
The Drive/Directory form will appear.
All historical databases will be found under:

x:/VM/DB/History/lyyyymmdd (where x is the drive and
yyymmdd is the first date of data available).

Each yyyymmdd folder contains all databases relating to the
period between archives. l.e. If folder A is labelled 20000101
and folder B is labelled 20001024, then the databases in folder
A are for the period between 20000101 and 20001024.

Click OK.
The database path has now changed.



Running Reports

Run your reports as normal.
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Note Ensure you change the Report Directory back to read the
current databases once you have completed your historical
reports.
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Changing the Printer destination

To change the printer that you report prints to
Select File from your Reports menu toolbar.

Select Printer
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Filz | Report  Options  Help
Printer... | =
Exit

H-1 Calls
7-{_7 DD Reports

— Description

i

[#

E

{1 Extensions
-] Message Box
{1 Performance
[+
E
[#
E
[#

r— Lriteria

7.2 Queus Groups Source Database I[Current]
i1 Queuss
71 Site Information

£ Lo

Report Directory: [\AARLET serverVMADBY

#-{_7] Wildcard/Preferred Agert
71 Wrapup Codes

Browse to the printer you require.

Print Setup
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Trim Spanning Data

When setting Period, Times and Dates for reports, all data is
returned which in periods which fulfill the criteria.

If only contiguous periods are required, use Trim Spanning

Data in the Options menu.
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In this example, Dates are set as 05/6/2007 to 06/6/2007, and
Times are set as 20:00 to 8:00 (days displayed as Tuesday and
Wednesday).

Without Trim Spanning Data selected, the following periods
are reported:

Tuesday Wednesday

000 800 A0 0:00 2:00 20600 0:00




With Trim Spanning Data selected, the following period is
reported:

Tuesday Wednesday
000 8:00 20:00 0:00 8:00 20000 0:00




Legacy Report Templates
Legacy Report Templates are described in this section.
IPFX Reports provides two sets of report files:

= Advanced Reports: Powerful and flexible reports that lend
themselves to customized design

= Legacy Reports: Older-style reports that reproduce the
functionality of the reports from earlier versions of IPFX
software (prior to 4.3 SP4)

To choose between Advanced and Legacy
reports:

1. Click the Display Legacy Reports button in the toolbar to
toggle between Advanced and Legacy Reports folder list:
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2. Click the button again to return to the previous view.



Agent Teams

Agent teams are a way of grouping your agents for reporting.
Use Agent teams when Queues don't group them together the
way you need to when reporting.

For instance, you may have 5 Team Leaders or Supervisors
managing over 100 agents in a Call Centre environment. Those
5 Team Leaders may manage 20 people each who belong to
various Queues.

If you wanted to report on the agents performance, you would
have to run individual reports. By utilising the Agent Teams, you
can put your 20 agents into a Team, e.g.: Yellow, then run a
Team Report on the Yellow team regardless of what queue they
belong to.

This feature can also be utilised for larger Call Centres, where
there may be 100 people in one queue, and you wish to break
that Queue into Teams with the aim of enhancing staff morale
or friendly team competition.

Note If an Agent is moved to a different team, then any calls
that the agent took before they were moved will stay in the
original teams reports, any calls made to the agent after the
move will be associated with the new team.
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Team Summary - 30 minute intervals

This gives a graph and summary for a Team day by day. It
helps to show the time of day when most of the calls happen
and how quickly they are answered.

This report is often used to help the schedule/rostering time of
agent breaks.

Report Criteria
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Team Summary - Extension by Queue Report - Excel sample
Team Summary - Queue Call Type by Extension

Team Summary - Queue Call Type by Extension - Excel
sample
Team Summary - Wrap-up Code Summary

Team Summary - Wrap-up Code Summary - Excel sample
Team Summary - WrapUp Codes by Queue
Team Summary - WrapUp Codes by Queue - Excel sample




Team Summary - 30 minute intervals - Excel
sample

Team Summary - 30 Minute Intervals

Report Criteria: Dates between THO2007 and 17052007, Times between 08:00 and 77:30 Tearm = C5 New Ticket
Thursday, 17 May 2007
Humb  o1Calk:
TomlCalk
- Calk Baswe red
o | | Calk Abanckned
- - s
oo W - S WVakzmall
Team Timne Call Counts Gueaue Time Talk Time Total
Period Tobl  Awwerd  Abaces  vokemall Mivknm Marmam B e Mikam  Maknm e Talk Time
5 Newy Ticket
09:30 1 1 0 0 00:00:00 00:00:00 00:0000 00:05:05 00:05:05 00:05:05 00:05:05
10:00 1 1 0 0 00000 00000 0000 000341 00:03:11  00:03:14 00:03:11
11:00 1 1 0 0 000001 000001 0000 00:01:34 00:01:3¢  00:01:34 00:01:34
11:30 3 3 0 0 000000 00:00:01  00:0000 00:00:43 00:01:59 000118 00:03:53
12:00 5 5 0 0 0000 000151 000028 00:00:45 00:06:3  00:03:57 00:19:48
1230 1 1 0 0 000104 00:.01:04  00:01:04 00:01:45 00:01:48  00:01:48 00:0:48
13:30 1 1 0 0 000001 000001 0000 00:01:24 00:01:24  00:01:24 00:01:24
14:30 1 1 0 0 00:00:00 00:00:00 00:0000 00:00:26 00:00:28  00:00:28 00:00:28
15:00 g g 0 0 000001 00:04:55 00:01:09 00008 00:07:35  00:03:2 00:20:07
15:30 2 2 0 0 000000 00:0040  00:0005 000218 00:03:44  00:03:04 00:08:02
16:00 3 3 0 0 000003 00:00:32  00:0013 00:00:22 00:0218 000116 00:03:48
16:30 2 2 0 0 000000 00:00:05 00:0002 00:00:42 00:01:45 000114 00:02:27
17:00 1 1 0 0 00:00:00 00:00:00 00:0000 00:04:46 00:04:46  00:04:45 00:04:48
Team Totals: 24 24 0 0 00:00:00 00:04:55 00:0024 00:00:13 000735 00:02:39 011419
GRAND TOTAL: 2 2 0 0 00:00:00 00:04:58 00:0:24 00:00:13  00:07:35  00:02:3% 1419

Fage 1of 1 ATSech pt - Mersion 5.0.0700
3082007 014744 pm.



Team Summary - Extension by Queue Report

This report will help when you need information about how well
a team is doing answering different Queue calls. (Note "Talk
Time" is the time spent talking to the caller. It does not include
the time that the call was in the Queue.)

Why this report? When a team manager wants to see the total
number of calls each Queue gives the team members day by
day. Provides a Weekly Team Summary showing the
differences day by day. A Team Leader can see how busy the
Team was last Monday for example.

Report Criteria
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Calculations



Team Summary - Exbension by Queue Report

Calls Angwered Tolal number of calls answered by the person for the particular Quaus

Averaye Tdk Thine Tukal Tl spenit kg on calls divided by Calls Arswered

Team Total - Calis Answered Sum of the Cails Angwered for the paricular Team

Team Tokal - Average Talk Time Tolal Time spent Eking on calls by Agants in the Team Divided by Team Total - Calls Answerad
ueue Total - Calls Angwered Sum of the Team Totzl - Calls Angwiered for the particular Queue

Quieue Total - Average Talk Time Tolal Time spent tliking on cails Dy Agants in the Queue Divided by Queue Total - Calls Angweral
Cailly Total - Calls Answered Sum of the Quewe Total - Calis Answenad for the particular day

Daily Total - Average Talk Time Tolal Time spent Ekng on calls for the spedifiad day Divided by Dailv Total - Calls Answarec
Grand Tota - Calls Answesed Sum of Daiy Totaks - Calis Answared sk appear on the rapait

Grand Tot - Averags Talk Time Tolal Time spent Eikng on calls for the report duration Divided by Grand Total - Calis Answerag

Agent Teams

Team Summary - 30 minute intervals

Team Summary - 30 minute intervals - Excel sample
Team Summary - Extension by Queue Report - Excel sample

Team Summary - Queue Call Type by Extension

Team Summary - Queue Call Type by Extension - Excel
sample
Team Summary - Wrap-up Code Summary

Team Summary - Wrap-up Code Summary - Excel sample

Team Summary - WrapUp Codes by Queue
Team Summary - WrapUp Codes by Queue - Excel sample




Team Summary - Extension by Queue Report -
Excel sample

Team Summary - Extension by Queue Report

Report Dates between 17082007 and 1052007, Times bebween 08:00 and 17:30 Team = G5 New Ticket, Queue

Calls Answered

Queue

Thursday, 17 May 2007
8261 Mew Ticket au

8262 Exisiting Ticket au

Page 10of 1

Team Description

5 Mewy Ticket

5 Mewy Ticket

Date

Extension Agent

2247 Jody Mathesan
2250 Mlark Twvizel
2252 Andrewy Pruit

Teatn Total:
Gueue Total:

2247 Jody Mathesan
2252 Andrew Pruit

Teatn Total:

Gueue Total:

Daily Total:

Calls

Answered

15
18

19

26

Average Talk Time

HrsRnZecs

00:03::30
00083
000255

00347 v
00:03:17  iavg.)

00:03:10
00:00:37

oot davg.)

00:01:21  iavg.)

00:02:46  @v.)

ATCQued.rpt - “ersion 5.0.0700

3055007 03:29: p.m.



Team Summary - Queue Call Type by Extension

Why this report?: To get a 1 line summary for each of your
Team Members and a single line Total for all the members
together. Good for end of month figures for a Team.

Report Criteria

"] IPFX Reports (Legacy) - Team Summary - Queue Call Type by Extension [ATCall7.rpt] E]@
File Report Options Help
HSW += 22 @
= Agent Teams Description
Team Summary - 30 Minute Intervals Surnmary of Call Type Information for a Queue, Grouped by Extension
Team Summary - Extenzion by Queus Report for Each Team
iTeam Summary - Queve Call Type by Extension;
Team Summary - *Wrapup Code Summary Bilede
Team Summary - Wrapup Codes by Queus
w7 Calls Fepart Template | -
+-3 DDl Reparts
+-(C3 Extensions Source Database |SYDYOIPDT - (Current) |
+-] Meszage Box Fie . : :
port Directary: o
+-_] Performance | J
+-{13 OQueue Groups Report Title |Team Surmmary - Queue Call Type by
+-(3 Queues Period L
] b ek b
+-_7 Site Information | sl J
+-.0 ‘Wildcard/Preferred Agent [atez From |14.-"EIE.-"2EIEI? j
+ (11 Wrapup Codes To  [20/05/2007 =
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Agent Teams

Team Summary - 30 minute intervals

Team Summary - 30 minute intervals - Excel sample
Team Summary - Extension by Queue Report




Team Summary - Extension by Queue Report - Excel sample

Team Summary - Queue Call Type by Extension - Excel
sample
Team Summary - Wrap-up Code Summary

Team Summary - Wrap-up Code Summary - Excel sample
Team Summary - WrapUp Codes by Queue
Team Summary - WrapUp Codes by Queue - Excel sample




Team Summary - Queue Call Type by Extension -
Excel sample

Team Summary - Queue Call Type by Extension

Repart Crteris:— Nates hetween T40%2007 and 20052007 Times between 08:00 and T7:30, Tearm = GS New Ticket, Extension = 2282

Incaming Call Statistics Outgoing Call Setistics Dueue Call Hatistics
Edension  Gueue f Exin Count Totl  Mnmum o Madmum o Avenge count Tobl  Mnmum o Masman Avegs cont - Tohil Womum — Matimum—— Avsrags
Day Hrs Sanzzecs Hrs $nacs D Hrs diiecs Hr fnczecs Doy Hrs SAncsecs Hrs fnecs
CS Hew Ticket
2352 Anthony Pengue
2200 Crerator Cueue 00000000 000000 00:00:00 00:00:00 0 0000000 000000 00:00:00 00000 1 0 000108 O000:08 0000
2252 Anclrev Pruft 140001415 000007 000312 00010 52 0 01:2327 000000 002827 00013 0 0 000000 O0:0C:00 00020
8261 New Tickst au 00000000 000000 00:00:00 00:00:00 0 0000000 000000 00:00:00 00000 33 0 000026 002457  00:041
8262 Existing Ticket au 00000000 000000 00:00:00 00:00:00 0 0000000 000000 00:00:00 00000 1" 0 000013 00049 00004
Extenssion Totals: 140001415 00000 000312 00:01:0 52 0002327 000000 002827 0003 45 0 000013 O02457 00032
Team Tatals: 140 00:0445 00:00:0  00:03:12 00:01:01 520 01:2327 00:00:00 00:28:27 00013 4 0 000043 00:2057  00:03:2
GRAND TOTALS: 140 00:0445 00:00:0  00:03:12 00:01:01 520 01:2327 00:00:00 00:28:27 00013 4 0 000043 00:2057  00:03:2
Page 1of 1 ATCaT rpt - Mersion 5.0.0700
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Team Summary - Wrap-up Code Summary

This gives information on the calls that Teams have handled,
sorted by Wrap-up code. Wrap-up codes can be entered by
Agents when the call is taken. This allows Agents to tag calls
with, say a number representing a product that the caller was
interested in. You could then report on calls to a team by
product.

If you have a Wrap-up code for "Product X" and another for
"Product Y" then this report will tell you how many calls the
Team Handled for "Product X" and for "Product Y". Very helpful
for tracking responses to advertising campaigns.

Report Criteria

o
U IPFX Reports (Legacy) - Team Summary - Wrapup Code Summary [ATWrap2.rpt] E]@
File Report Options Help
H 4l += 214 @
=1 Agent Teams Drescription
Team Surmmary - 30 Minute [ntervals \wirapup Code Summany by Tean
Team Summary - Extenzion by Queus Report
Team Summary - Queus Call Type by Extension
iTeam Summary - Wrapup Code Summary Bt
Team Summary - Wrapup Codes by Queus
w7 Calls Fepart Template | -
+-3 DDl Reparts
@8 Extensions Source Database |SYDVOIPDT - [Cunent] -
+-] Meszage Box = : : :
port Directary: o
+-_] Performance | J
-] Queus Groups Report Title | Team Summary - Wrapup Code Summ
+-( Hueues Period L
] b ek -
-7 Site Information | slhaien
+-.0 ‘Wildcard/Preferred Agent [atez From |14.-"EIE.-"2EIEI? J
-0 Whapup Codes To [20/06/2007 s
Times From |DB:EIEI J
Ta  |17:30 =
[tem Type | J
Team |ES Mew Ticket J
Wrapup Code Summary by Team




Calculations

Team Surmmar ¥ Wrasup Code Summar ¥
(Dounk Mumber of Call: answered by the Team thet wera assigned “he particar 'Wrapup Code

Agscciatad Talk Tine Agaociatad Talk Time for Calk answsesad by ths Taam that wara acsgnad tha partizulan Wiepup Code

Associated Talk Time Permantage Percentage of Assodaled Tak Time fwr Calls awswerad Dy tre Team hat aere essgned the pariouls Wrapud Code
Awvaraqe Associated "alk Time Tetal Associatad Tak Time fer the paticuler Wrapup Code Dividad by Count

Avarage Associated Queie Tima Telal associated Quewe Time for the sartioular Wepup Code Divided by Counl

Team Total - Coant Sam of Count for the particuar Team

Team Total - Associsved Talk Time Sam of Associsted Talk Time Tor the particular Team

Team Tokal - Associated Talk Tims Pescanizqe Suim of Tolal fssodated Tak Tine Parceatags Tor the Jarbioula: Team

Team Tolal - Average Associaded Tak Time Team Total - Associated Talk Time ho” the parlicular Team Divided by Team Tatal - Counl

Taam Tolal - Avarags Awmocatad Qusus Tina Telal Aesodiatad Cusus Time for tha sarticular Taam Covided by Tean Total - Coudl

Grand "otal - Count Suim of Team Total - Cosnt

Grand otal- Aszacited Talk Tima Saim oF Team Tolal - Associaied Talk Time

Grand “ntal - Averans Assndizrad Talk Tims Terand Tzl - fenne arer Talk Timea Dwidad by Graad Toral - Cra nl

Grand Total - Average Assodipted Quess Time Tetal Assodated Queue Time Divided by Crand Total - Counl

Agent Teams
Team Summary - 30 minute intervals

Team Summary - 30 minute intervals - Excel sample

Team Summary - Extension by Queue Report

Team Summary - Extension by Queue Report - Excel sample
Team Summary - Queue Call Type by Extension

Team Summary - Queue Call Type by Extension - Excel
sample
Team Summary - Wrap-up Code Summary - Excel sample

Team Summary - WrapUp Codes by Queue
Team Summary - WrapUp Codes by Queue - Excel sample




Team Summary - Wrap-up Code Summary -

Excel sample

Team Summary - Wrapup Code Summary

Report Criteria: Dates between 1402007 and 200572007, Times between 08:00 and 17:30, Team = G5 New Ticket

Wrap Up Description - TakTime (zecs)

Wrap Up Code & Description

CS Hew Ticket
(Mot Entered ar Invalid)

Team Total:

GRAND TOTALS:
Page 10of 1

Mot Eve red or v alkl

Count

106
106

106

Associated
TalkTime
D3 HEMhsEc %

0 074758 100.0%
0 0T:47:59 100.0%

0 0T:47:59

W Mot Enkred or lwalkh  100.0%

Total: 100.5%
Average Average Associated
Associated Gueue Time
Daz H:MhZecs Archdes Rlrg Time)
Das HisMhizecs
0 000425 0 o022
0 00:04:25 0 00:00:22
0 00:04:25 0 00:00:22

ATiirapa.rpt - Sersion 5.0.0700
BRI



Team Summary - WrapUp Codes by Queue

This report is similar to the one above, but also lets you see
which Queue the calls with Wrap-up codes are coming in on.
This is most useful when an Agent Team is taking calls for more
than one Queue.

For example, you could see a lot of calls about "Product X" on
the "800 Free call Queue" and only a few on the "Product X
Support Queue" which might not be what you want.

Report Criteria

o
U IPFX Reports (Legacy) - Team Summary - Wrapup Codes by Queue [ATWrap1.rpt] E]@
File Report Options Help
H a4l += 214 @
=1 Agent Teams _ Drescription
Team Surmmary - 30 Minte Intervals Surmmary of Wiapup Codes Used, Grouped by Queue for Each Team
Team Summary - Extenzion by Queus Report
Team Summary - Queus Call Type by Extension
Team Summary - *Wrapup Code Summarny Bt
iTeam Summary - Wrapup Codes by Dueue
w7 Calls Fepart Template | -
+-3 DDl Reparts
@8 Extensions Source Database |SYDVOIPDT - [Cument] -
+-] Meszage Box = : : :
port Directary: i b
+-_] Performance | J
+-27 Queue Groups Repart Title |Team Summary - Wrapup Codes by O
+( Queues Period L
] b ek -
-7 Site Information | slhaien
+-.0 ‘Wildcard/Preferred Agent [atez From |14.-"EIE.-"2EIEI? J
-0 Whapup Codes To [20/06/2007 i
Times From |DB:EIEI J
Ta  |17:30 i
[tem Type | J
Team |ES Mew Ticket J
Queue Nurber 32618262 i
Summary of Wrapup Codes Used, Grouped by Queue for Each Team

Calculations



Team Summary - Wrapup Codes by Queue

(Count Rumber of Calls angwered Dy the Tezm that were assignad the particular Wrapup Code

Associated Talk Timea Associatac Talk Time for Calls answerad by the Team that were assigned the particular Wrapup Code

Associated Talk Time Parcanizge Associatac Talk Time that wene assigred the pasticular Wigpup Code Divided by Extansion Total - Associatad Talk Time
Average Asociated Talk Time Tokal Associatad Tak Time for e particulas Team and Queue Cividad by Counl

Extension Total - Count Sum of Count for the specified Extension

Extension Total - Associaled Talk Time Sum of Associzted Talk Time for the Specifiad Extension

Estension Total - Associated Talk Tima Percentage Team Totzl - Aszodated Talk Time for the particular Team and Queue Divided by Team Tolal - Coun

Estension Total - Average Aszodated Talk Time Extansion Totad - Total Associzted Tak Time for the particular EdensicnDivided by Extensicn Total - Associated Talk Time
Team Total - Count Sum of Extension Total - Count for the particular Team and Queause

Team Tola - Associated Talk Time Sum of Extension Total - Associated Talk Time for the particular Team and Queus

Team Total - Awerage Assaciated Talk Time Team Tokal - dssociated Talk Time for the parbicular Team and Queus Divided by Team Total - Coun
Queue Total - Count Surm of Team Tokal - Count for the particular Queus

(Quiee Total - Asenciabed Talk Time sum of Team Total - Associated Talk Time for B paicular Queus

‘Queue Total - Average Associabed Talk Time Queus Total - Associabed Talk Time for the particular Queue Divided by Quaue: Total - Coun

Grand Total - Count um of Queus Tokal - Count

Gramd Total - Associabed Talk Time Sum of Queue Total - Associated Talk Time

Graind Tutal - Averaga Associatad Talk Time Grand Total - Associatesd Talk Tima Divided by Gramd Total - Count

Agent Teams

Team Summary - 30 minute intervals

Team Summary - 30 minute intervals - Excel sample

Team Summary - Extension by Queue Report

Team Summary - Extension by Queue Report - Excel sample
Team Summary - Queue Call Type by Extension

Team Summary - Queue Call Type by Extension - Excel
sample

Team Summary - Wrap-up Code Summary
Team Summary - Wrap-up Code Summary - Excel sample
Team Summary - WrapUp Codes by Queue - Excel sample




Team Summary - WrapUp Codes by Queue -
Excel sample

Team Summary - Wrapup Codes by Queue

Report Criteria:

Team Description  Extensio

8261 Hew Ticket .au

CS Hew Ticket

2250

2247

2245

Agent

2252 Andrevy Pruitt

(Mat Ertered or Inwalid)

Extenzion Total:

Mark Twizel
(Mat Ertered or Inwalid)

Extenzion Total:

Jody Matheson
(Mat Ertered or Inwalid)

Extenzion Total:

Craig Barfoot
(Mat Ertered or Inwalid)

Extenzion Total:

Team

Gueue Total:

8262 Exisiting Ticket .au
CS Hew Ticket

2247

2252 Andrewvy Pruitt

(Mat Ertered or Inwalid)

Extenzion Total:

Jody Matheson
(Mat Ertered or Inwalid)

Extenzion Total:

Team

Gueue Total:

GRAND TOTAL:

Page 1 of 1

Count

33
33

44
44

T

T

i
1

Associated

Talk Time
Das Hrs:Mzacs

0 02Z209
0 02Z209

0 00083
0 00083

0 041726
0 041726

0 oo0i2
0 oo0i2

0 064718

0 064718

0 000325
0 000325

0 004725
0 004725

0 00:55:53

0 00:55:53

0 074N

% of Associated
Talk Time

100%
100%

100%
100%

100%
100%

100%
100%

100%
100%

100%
100%

Dates between T402007 and 200052007, Times between 08:00 and 17:30, Team = G5 New Ticket,

Average Associated

Talk Time
Das He:MhZecs

00:04:13
0 000418

00:06: 31
00:06: 31

00:05:51
00:05:51

0o:01:12
0o:01:12

0 00:05:09

0 00:05:09

00:00: 45
0 00:00:46

00:04:19
00:04:19
0 00:02:32

0 00:02:32

0 000435

ATflirap?.mpt - “rsion 5.0 0700
HERHBRHR RN



Calls

These reports deal with calls in and out of your system.

Note an important concept here is that there are 3 main types
of Calls: Incoming, Outgoing and Queue Calls.

Incoming calls are all calls to an extension EXCEPT Queue
Calls.

Outgoing calls are all the calls made by an extension, except
Callbacks (customers who have been queuing and decide to
leave a message which will hold it's position in the queue and
will deliver when an agent becomes available), which are made
by the Queue and so are treated as Queue Callback Calls.

Queue Calls are all calls to an Agent via a Queue.

=

" IPFX Reports (Legacy) - Call Pullback Report [QuetNew.rpt] =Jo&d
Fle Report Options Help

= d = 3 @

% I:l'.ﬁ._g_g_rleeams Dezcription

e 0

Call Pullback. Report
Call Trangher Surmmary
Call Type by Extenzion Summary

it Criteria
Callback Activity Report
Cradle to Grave Detal Report Report Template | -
Incoming Callz Report
Qutgoing Callz Report Source [atabase |[CU”E”t] h
[ueue Call Type by Extens?nn Report Report Directany: |Z:"~ J
Gueue Call Type by Extension Summary _
Total Call Activity Report Title |

+-_3 DD Reparts

+-_7 Extensions

+-] Meszage Box

+-_] Performance

+-.7 Queus Groups

+-1 Queuss

+-27 Site Information

+-.7 ‘Wildcard/Preferred Agent
+-_7 Wrapup Codes




Call Pullback Report

Call Pullback is a call which comes in to a Queue, the Queue
selects an agent and sends the call to the Agent's phone. If the
Agent does not answer the call in the configured time then the
call is "Pulled Back" by the Queue. The Queue checks again for
an available Agent and then re-delivers the call. The call can be
re-delivered to the same agent if that agent is the only available
person. If a call goes through a series of Pull Backs these will
be grouped together in the report.

This report is to help identify if agents are leaving their phones
and not changing their locations, or are not answering their
phone.

Report Criteria



U IPFX Reports (Legacy) - Call Pullback Report [Que6.rpt]

METX

Fle Report Options Help
HSW += 22 ©

+-_7 Agent Teams
-3 Calls

Call Transher Surmmary
Call Type by Extenzion Summary
Callback Activity Report
Cradle to Grave Detail Repart
Incoming Callz Report
Qutgoing Callz Report
Gueue Call Type by Extension Report
Gueue Call Type by Extension Summary
Toatal Call Activity

+-_3 DDl Reparts

+-_7 Extensions

+-_] Meszage Box

+-_] Performance

+-.7 Queus Groups

Diescription
Callz Pulled Back from an Extenzion

Criteria

Report Template |

Source Datapase |AKLYOIPDT - (Cunent)

Report Directary; |Z:"~

Report Title |EaII Pullback Report
Period |Last Thursday
Dates From |17/05/2007

Ta  |17/05/2007

I T T T N T N (R KR

+-00 Queuss Timez From |DB:EIEI

+-[7 Site Information 2

+-.0 ‘Wildcard/Preferred Agent ha |1?'3D

+-_7 Wrapup Codes [tem Type |
[ueue Mumber |2SDD
E stenzion |

Callz Pulled Back from an Extenzion

Calculations
Report Heading Definition

Start Time Time the Call started
Queue Details of the queue
Item Type

Extension Pulled Back From

Extension the Call was pulled back from

Queue Time Prior to Pullback

Time the Call spent ringing on the Extension before being pulled

back to the Queue - cumulative totals

Answered by Extension

The extension the Call was answered by

Total Queue

Time the Call was in queue




Calls

Call Pullback Report - Excel
sample

Call Transfer Summary

Call Transfer Summary - Excel
sample

Call Type by Extension
Summary

Call Type by Extension
Summary - Excel sample

Callback Activity Report

Callback Activity Report -
Excel sample
Cradle to Grave Detail Report

Cradle to Grave Detail Report
- Excel sample

Incoming Calls Report

Incoming Calls Report - Excel
sample

Outgoing Calls Report

Outgoing Calls Report - Excel
sample
Queue Call Type by Extension
Report

Queue Call Type by Extension
Report - Excel sample

Queue Call Type by Extension
Summary

Queue Call Type by Extension
Summary - Excel sample

Total Call Activity

Total Call Activity - Excel
sample




Call Pullback Report - Excel sample



Call Pullback Report

Report Criteria: Dates hebween TRAS2007 and TROS2007, Times betwesn 08:00 and 17:30, Queue Number = 2000
Time Clusue kem Extension Pulled Declined Clueue Time Answerad by Total GBusus
Type Back From Priorto Pullback Extension Tirne
drchude s Rirg Tine s dreciude s Rire Tine s
Hrs fIn:Zecs Hrs JIn:Ze o

Thursday, 1T May 2007

155157 2800 Cal 2954 00011 2934 00:01:57
2800 Cal 2954 00021 2934
2800 Call 2954 000031 2934
2800 Cal 2954 000041 2934
2500 Call 2954 000051 2934
2800 Cal 2954 00:01:m 2934
2800 Call 2954 0o:01:11 2934
2800 Cal 2954 00121 2934
2500 Call 2954 00131 2934
2800 Cal 2954 00:01:41 2934
2800 Call 2954 00:01:31 2934

Fage 1 of 1 Quelirpt - “ersion 5.0.0700



Call Transfer Summary

This provides a summary of the calls transferred and is grouped
by extension. It displays destination and talk time.

Report Criteria

U IPFX Reports (Legacy) - Call Transfer Summary [Transfer1.rpt] E]@
File Report Options Help

H 3 += 24 @
+-_7 Agent Teams Description

- "3 Summary of Tranzsferred Calls By E stension
Call Pullback Report

{Call Transfer Summary;
Call Type by Extenzion Summary

s Criteria

Callback Activity Report

Cradle to Grave Detail Report Report Template |

Incoming Callz Report

Outgoing Callz Fepart Source Database |.-'-‘-.KL\-’EIIF'EI1 - [Current]

[ueue Call Type by Extens?nn Report Report Directany: |Z:"~

Gueue Call Type by Extension Summary

Total Call Activity Repart Title |Call Transfer Summary
= (1 ool ngnrts Feriod |Last ek
+-_7 Extensions
+-_] Meszage Box [atez From |'I 4/05/2007

+-_] Performance
@8 Queus Groups To  |20/05/2007
+-7 Oueuss Times Fram |DB:EIEI
+-[7 Site Information 2

+-.0 ‘Wildcard/Preferred Agent i |19'45
+-_7 Wrapup Codes E stenzion |2954

I T T T N (T K

Tranzfermed To |

Summary of Tranzferred Callz By Extenzion

Calculations
Report Heading Definition
Extension Extension that transferred the Call

Transferred To Details of the extension the Call was transferred to




Count Number of calls transferred to the number

Talk Time Talk Time once the transfer was completed
Calls

Call Pullback Report
Call Pullback Report - Excel
sample

Call Transfer Summary - Excel
sample

Call Type by Extension
Summary

Call Type by Extension
Summary - Excel sample

Callback Activity Report

Callback Activity Report -
Excel sample
Cradle to Grave Detail Report

Cradle to Grave Detail Report
- Excel sample

Incoming Calls Report

Incoming Calls Report - Excel
sample
Outgoing Calls Report

Outgoing Calls Report - Excel
sample
Queue Call Type by Extension
Report

Queue Call Type by Extension
Report - Excel sample

Queue Call Type by Extension
Summary

Queue Call Type by Extension
Summary - Excel sample

Total Call Activity

Total Call Activity - Excel
sample




Call Transfer Summary - Excel sample
Call Transfer Summary

Report Criteria:  Dates hetween TAO0N2007 and 2000572007, Times between 08:00 and 19:45 Extension = 2954

Extension Transferred To Coun Total Talk
His M Sees

2854 Liana Ivanskaya

1021922657 1 00:00:23
2914 Mark Trubridge 1 aoo01a
291 Meeting Room 1 00:01:50
2958 JoBeth Speakerphone 1 000057
2881 Edl Wiod 1 000013
2891 Jesze Jackson 1 000110
Extension Total g 00:04:51
Page 1of 1 Transfer!.mpt - "wersion 5.0.0700

24052007 10:16:25 am.



Call Type by Extension Summary

This provides a summary of the Call types an extension has
handled but does not spilt the Queue calls up into individual
Queues.

The pie chart helps identify the type of call an extension is
involved with most. For example, you can confirm an extension
is making outbound calls, which they should because they
respond to sales queries and taking a few Queue calls when
the sales Queue gets busy. Or you might see that they are
taking a lot of Queue calls and have little time to respond to
sales queries.

Report Criteria



U IPFX Reports (Legacy) - Call Type by Extension Summary [Call4.rpt] E]@

File Report Options Help
H gl += 21 @
+-_7 Agent Teams Dezcription

- "3 Summary of Call Type Information Grouped by Extenzion
Call Pullback Report

Call Trangher Surmmary
Call Type by Extenzion Summary

it Criteria

Callback Activity Report

Cradle to Grave Detail Report Report Template |

Incoming Callz Report

Outgoing Cals Bepart Source Database |AKLYOIPDT - [Cunent]

[ueue Call Type by Extens?nn Report Report Directany: |Z:"~

Gueue Call Type by Extension Summary

Tatal Call Activiy Report Title |Call Type by Estension Summary
+-_3 DDl Reparts Periad e
+-_7 Extensions - | &2
+-_] Meszage Box [atez From |24.-"EIE.-"2EIEI?

+-_] Performance
4 (] Oueue Gioups To  |24/05/2007

+-7 Oueuss Times Fram |DB:EIEI
+-_7 Site Information

i N N 0 ) K O T R K

+-.0 ‘Wildcard/Preferred Agent ha |1?:3D
+-_7 Wrapup Codes E stenzion |2954
Summary of Call Type Information Grouped by Extenzion
Calculations
Report Heading Definition
Total Calls for Call Type Total Number of calls for the particular Call Type
Talk Time Total Total Time spent Talking on calls for a particular Call Type
Talk Time Maximum Time spent Talking on the longest single call for a particular Call Type
Talk Time Average Total Talk Time Divided by Total Calls For Call Type

Extension Total - Total Calls for

Call Type Sum of Total Calls for Call Type for the particular Extension

Extension Total - Total Talk Time |Sum of Total Talk Time for the particular Extension

Extension Total - Maximum Max Time spent Talking on a call for a particular Extension




Extension Total - Average

Extension Total - Total Talk Time Divided by Extension Total - Total Call
For Call Type

TOTAL - Total Calls for Call Type

Sum of Extension Total - Total Calls for Call Type

TOTAL - Total Talk Time

Sum of Extension Total - Total Talk Time

TOTAL - Maximum

Max Time spent Talking on a call for all Extensions in the Report

TOTAL - Average

Grand Total - Total Talk Time Divided by Grand Total - Total Calls For
Call Type

Calls
Call Pullback Report

Call Pullback Report - Excel
sample

Call Transfer Summary

Call Transfer Summary - Excel
sample

Call Type by Extension
Summary - Excel sample

Callback Activity Report

Callback Activity Report -
Excel sample
Cradle to Grave Detail Report

Cradle to Grave Detail Report
- Excel sample

Incoming Calls Report

Incoming Calls Report - Excel
sample
Outgoing Calls Report

Outgoing Calls Report - Excel
sample
Queue Call Type by Extension
Report

Queue Call Type by Extension
Report - Excel sample

Queue Call Type by Extension
Summary

Queue Call Type by Extension




Summary - Excel sample
Total Call Activity

Total Call Activity - Excel
sample




Call Type by Extension Summary - Excel sample

Call Type by Extension Summary

Report Criteriz:  Nates hetwean 24052007 and 24052007 Times bebween 0800 and 1730, Extension = 2054

Type of Call Total Calls TalkTime Statistics
far Calltype Totdl Taktme  Waddnum rage
Inwgred Ebandangd Hrs fAnczecs Hre #Anzecs Hre fAnzecs
2954 Liana Vine
Incaming 2 0 00ooss  Ooond 0.00:59 Type of Call- Count Number of Seconds Wi TakTine gt Tl TIne
Outgoing 2 0 000123s  0ond 00.06:17
(eue 2 0 000003  OO01? o017

_1

Iype ot Lall

Extenzion f 0 0001507 0104 000231
GRAND TOTAL: f 0 0000507  00:A0:41 00:02::
Page 1of 1

Calldrpt - \ersion 5.0.0700
J4DE007 10:20: am,



Callback Activity Report

A Callback happens when a caller who is waiting in a Queue is
offered, by way of announcement, the choice to leave a
Callback that will retain its position in the queue. This feature is
an additional module to the standard Call Centre, and will only
run if this module has been purchased. Ideal for reducing 0800
gueuing costs and/or customer queue/wait times.

If a Callback is in the queue, it will deliver to the next available
agent the receiving agent will then be given the task of calling
this person back automatically.

This report provides a good analysis of how many Callbacks
were received into the queue, whether they were saved,
deleted, rescheduled and/or the customers call was
returned/accepted.

Report Criteria



U IPFX Reports (Legacy) - Callback Activity Report [Call3.rpt]

M=%

File Report Options Help

H SW += 2 @

+-_7 Agent Teams

-3 Calls
Call Pullback Report
Call Trangher Surmmary

iCallback Activity Beport
Cradle to Grave Detail Repart
Incoming Callz Report
Qutgoing Callz Report

Toatal Call Activity
+-_3 DDl Reparts
+-_7 Extensions
+-_] Meszage Box
+-_] Performance
+-.7 Queus Groups
+-00 Queuss
+-_7 Site Information
+-.0 ‘Wildcard/Preferred Agent
+-_7 Wrapup Codes

Lizt of Callbacks Grouped by Day

Call Type by Extenzsion Summary

Gueue Call Type by Extension Report
Gueue Call Type by Extension Summary

Drescription
List of Callbacks Grouped by Day

Criteria

Report Template |

Source Datapase |SYDYOIPDT - (Current)
Report Directary; |Z:"~

Report Title |Eall|:uau:k Activity Report
Period |Last tanth

Dates From |01/04/2007

To  |30/04/2007

Timez From |DB:EIEI

Ta  |17:30

[tem Type |

[ueue Mumber |

E stenzion |

I T T T T N (R KR

Calculations

Report Heading

Definition

Start Time

Time the Call started

Queue Number

Number of the Queue

Extension Number

Extension receiving the Call

Item Type

Number Dialled

Number dialled in or Number Dialled Out

Calling Line Identification (CLID)

Telephone number of the calling party

Caller Details

Database information for caller

Time Talking

Time Spent talking on the Call




Release Type

Daily Total - Count Count of the Calls on the Specified Day

Sum of Time Talking for all the Days in the Report Divided by

Daily Total - Time Talking Time Daily Total

Daily Total - Time Talking Avg Sum of Time Talking Divided by Daily Total - Count

Sum of Time Talking for all the Days in the Report Divided by

Grand Total - Time Talking Time Grand Total

Sum of Time Talking for all the Days in the Report Divided by

Grand Total - Time Talking Avg Grand Total - Count

Calls
Call Pullback Report

Call Pullback Report - Excel
sample

Call Transfer Summary

Call Transfer Summary - Excel
sample

Call Type by Extension
Summary

Call Type by Extension
Summary - Excel sample

Callback Activity Report -
Excel sample

Cradle to Grave Detail Report

Cradle to Grave Detail Report
- Excel sample

Incoming Calls Report

Incoming Calls Report - Excel
sample

Outgoing Calls Report

Outgoing Calls Report - Excel
sample
Queue Call Type by Extension
Report

Queue Call Type by Extension
Report - Excel sample




Queue Call Type by Extension
Summary

Queue Call Type by Extension
Summary - Excel sample

Total Call Activity

Total Call Activity - Excel
sample




Callback Activity Report - Excel sample
Callback Activity Report

Report Criteria:

Humber of Callbacks

Date Tirne Hurnber
Dizlled
Monday, 16 April 2007
13:.0316
Daily Total: q (e of Calitacks)
GRAND TOTAL: q (o number of Calbacks)
Page 1 of 1

Dates betwoen 09042007 and 3000472007, Times between 08:00 and 17:30

D ate of Callback

Bueue Extenszion ften Caller
Type |dertification
2265 2220 Callback 4018555775

Tirne
Talking

Hrs flnZecs

00:00:33
00:00:33

00:00:33

Aerage Time
Talking

Hrs fnZecs

00:00:33

00:00:33
Call3.rpt - “ersion §.0.0700
24052007 10:21:a.m.



Cradle to Grave Detail Report

This report details the life of a call through all the various events
associated with it. It shows you the Caller ID and the
Transaction ID associated with the Call. Each Call Transaction
ID can have multiple associated Call IDs which show you the
events of the call from the point of view of one of the parties
involved in the Call. For example, a call between two
extensions will yield two related Call IDs associated with one
Call Transaction ID. The first will detail the events from the point
of view of the Calling Party and the second will detail the events
from the point of view of the Called Party.

Report Criteria



" IPFX Reports (Legacy) - Cradle to Grave Detail Report [CToG1.rpt] M=
Fle Report Options Help
HSL += 28 @
+-_7 Agent Teams

Diescription
=] Calls Cradle to Grave Detail Report
Call Pullback Report
Call Trangher Surmmary
Call Type by Extenzion Summary Bt
Callback Activity Report
iCradle to Grave Detal Repark Repart Template | -
Incoming Callz Report
Outgoing Cals Bepart Source Database |SYDVOIPDT - [Cunent] -
[ueue Call Type by Extens?nn Report Report Directany: |Z:"~ J
Gueue Call Type by Extension Summary
Total Call Activity Repart Title |Cradle to Grave Detail Feport
+-_3 DD Reparts Periad e =
+-_7 Extensions - | &2 J
+-] Meszage Box [atez From |24.-"EIE.-"2EIEI? j
+-_] Performance
B i To  |24/05/2007 =
+-0 Queuss Timez From |DB:EIEI j
+-[7 Site Information 2
+-.0 ‘Wildcard/Preferred Agent ha |1?'3D j
+-_7 Wrapup Codes Caller 1D | j
DHIS | =
Called Party | j

Cradle to Grave Detail Report

Calls
Call Pullback Report
Call Pullback Report - Excel sample

Call Transfer Summary

Call Transfer Summary - Excel sample

Call Type by Extension Summary

Call Type by Extension Summary - Excel sample




Callback Activity Report

Callback Activity Report - Excel sample

Cradle to Grave Detail Report - Excel sample
Incoming Calls Report

Incoming Calls Report - Excel sample

Qutgoing Calls Report

Qutgoing Calls Report - Excel sample

Queue Call Type by Extension Report

Queue Call Type by Extension Report - Excel sample
Queue Call Type by Extension Summary

Queue Call Type by Extension Summary - Excel sample
Total Call Activity

Total Call Activity - Excel sample




Cradle to Grave Detail Report - Excel sample
Cradle to Grave Detail Report

Report Criteris:  Dates hetwoen 240572007 and 28052007, Times between 00:00 and 17:30

Caller ID
Thursday, May 24, 2007

10183753080

10183267978

10183267976

4018737743

Page 1 ot

Xaction ID DHIS

45284 229 Support Menu

452829 2296 Support Menu

452839 229 Support Menu

482859 677493398

Called Party

2298 Support Menu

G261 Mew Ticket

2298 Support Menu

G261 Mew Ticket

2298 Support Menu

2298 Support Menu

2298 Support Menu

8262 Existing Ticket

8262 Existing Ticket

2298 Support Menu

8262 Existing Ticket

2298 Support Menu

8262 Existing Ticket

Event Date Time

05307 031317
20507 031317

20507 031348
20507 031418

0507 031317
205307 031318
20507 031348

20507 031418
05307 031420
205307 03163

0507 03105
205307 031038

20507 031038
205307 031038
205307 031124

20507 031148
0507 R4

205307 031224
205307 031231

20507 031300
20507 031300
205307 03134

20507 R4
20507 031148
205307 031224

205307 031231
205307 031231
20507 031300

0507 032118
05307 032120

20507 032155

Status

Ringing
Releazed

Ringing
Released

Ringing
Anzwered
Releazed

Ringing
Answered
Released

Ringing
Releazed

Ringing
Answered
Released

Ringing
Released

Ringing
Releazed

Ringing
Answered
Released

Ringing
Anzwered
Releazed
Ringing
Answered
Released

Ringing
Releazed

Ringing

Tranafer

Tertninate

Tranafer

Tranafer

First Party

2293 Support Menu

B261 Mew Ticket

8205 Wt Porta

2249 Lee Tamahari

2293 Support Menu

B203 Wt Port3

2293 Support Menu

5262 Existing Ticket

B262 Existing Ticket

B204 Wbt Fortd

B207 Wbt Port?

2293 Support Menu

B262 Existing Ticket

Calllp

152043

52643

452990

5299

it

152495

523

452640

il

524988

45299

452058

452660

4052007 102734 am.



Incoming Calls Report

This gives a detailed list of incoming calls over a definable
period. Note here that Queue calls are not regarded as
Incoming calls but as "Queue Calls" so they are not included in
this report. Calls are sorted by the start time of the call.

This is a good report to run when you need to see details on a
DDI or extension to extension call.

Report Criteria

U IPFX Reports (Legacy) - Incoming Calls Report [CallZ.rpt]

M=%

File Report Options Help
HSW += 22 @

+-_7 Agent Teams
-3 Calls
Call Pullback Report
Call Trangher Surmmary
Call Type by Extenzion Summary
Callback Activity Report
Cradle to Grave Detail Report

Dutgoing Callz Report
Gueue Call Type by Extension Report
Gueue Call Type by Extension Summary
Toatal Call Activity

+-_3 DDl Reparts

+-_7 Extensions

+-_] Meszage Box

+-_] Performance

+-.7 Queus Groups

+-00 Queuss

+-_7 Site Information

+-.0 ‘Wildcard/Preferred Agent

+-_7 Wrapup Codes

Lizt of Incoming Callz Grouped by Day

Drescription
Lizt of Incoming Call: Grouped by Day

Criteria

Repart Template | j

Source Database |SYD*JEIIF'EI1 - [Current] j

Report Directary; |Z:"~ J

Report Title lIncoming Calls Repart

Feriod |T|:u:Ia_l,l j

Dates From |24/05/2007 =
To  |24/05/2007 =

Times Fram |DB:EIEI J
To  [17:30 =

E xtension | J

[tem Type | J

DHIS |

Caller 1D |




Calculations

Report Heading

Definition

Time in Queue/Offhook

Time the call was in the personal queue before being
delivered/Time phone was offhook

Time Ringing at Extension

Time the Call spent ringing on the Extension

Time Talking

Time Spent Talking on the Call

Daily Total - Count

Count of the Calls on the Specified Day

Daily Total - Time in
Queue/Offhook Avg.

Sum of Time in Queue/Offhook Divided by Daily Total - Count

Daily Total - Time Ringing at
Extension Avg.

Sum of Time Ringing at Extension Divided by Daily Total - Count

Daily Total - Time Talking Avg.

Sum of Time Talking Divided by Daily Total - Count

Calls
Call Pullback Report

Call Pullback Report - Excel
sample

Call Transfer Summary

Call Transfer Summary - Excel

sample

Call Type by Extension
Summary

Call Type by Extension
Summary - Excel sample

Callback Activity Report

Callback Activity Report -
Excel sample
Cradle to Grave Detail Report

Cradle to Grave Detail Report
- Excel sample

Incoming Calls Report - Excel
sample
Outgoing Calls Report

Outgoing Calls Report - Excel
sample




Queue Call Type by Extension
Report

Queue Call Type by Extension
Report - Excel sample

Queue Call Type by Extension
Summary

Queue Call Type by Extension
Summary - Excel sample

Total Call Activity

Total Call Activity - Excel
sample




Incoming Calls Report - Excel sample

Incoming Calls Report
Report Criteria: Dt between 240572007 and 24052007, Times between 08:00 and 17:30
Nurnber Caller Tirne in Time Ringing Tire
SartTime  Edension  Hem Type Dilled dertification Caller Defails Court  Gueueffhock  Extension Talking  Release Type Tunk
Dags His FAnzec Days Hrs MAncZecs Dags Hrs fnzZec
Thursday, 24 May 2007
01010 240 cal 3043 00:00:00 00:00:20 000000 Vaice Mai Hancled 452826
051409 248 cal 043 00:00:00 0:00:m 00:03.02  Morml 452835
082319 820 cal (419737749 00:00:00 00:00:00 000000 Vaice Mail Hancled 452859
02258 245 cal 2249 00:00:00 00021 000000 Ahandoned 249
Daily Ttals: 4 00:00:00 00:00:42 00:09:02
Daily 00:00:00 00:00:08 00:09:02
GRAND TOTALS: 50 00000 0 00:00:42 0 00:09:02
AVERAGES: 00:00:00 00:00:08 00:09:02
Page 1of 1 Call2 gt - Vrsion B.0.0700

4062007 10:24: am.



Outgoing Calls Report

A detailed list of all Outgoing calls sorted by the time the call
started. You can choose the period this report will cover.

Note You can choose to report on Off Hook calls or not, or
include all calls. The default is All. Off Hook is the action of
lifting the handset and hanging up, without making a call.

This will show all outgoing calls and is useful for confirming
when a particular call was made, where the call went and how
long it took.

Report Criteria



" IPFX Reports (Legacy) - Outgoing Calls Report [Call1.rpt] M=

File Report Options Help
HSW += 22 ©

+-_7 Agent Teams
-3 Calls
Call Pullback Report
Call Trangher Surmmary
Call Type by Extenzion Summary

Diescription
List of Dutgoing Callz Grouped by Day

Criteria
Callback Activity Report
Cradle to Grave Detal Report Report Template | -
.Incnming Callz Hepnrl. . ety
{Dutgoing Call Feport SRR | SYDVOIPOT - (Curent) [
[ueue Call Type by Extens?nn Report Report Directany: |Z:"~ J
Gueue Call Type by Extension Summary
Tatal Call Activiy Repart Title |Outgoing Calls Feport
+-_3 DDl Reparts Periad e =
+-_7 Extensions - | &2 J
+-_] Meszage Box [atez From |24.-"EIE.-"2EIEI? J
+-_] Performance
B Ui To  |24/05/2007 =
+-00 Queuss Timez From |DB:EIEI J
+-[7 Site Information 2
+-.0 ‘Wildcard/Preferred Agent ha |1?'3D J
+-_7 Wrapup Codes [ueue Mumber | J
E stengion | J
Nurnber Dialled |
Dff Hook, (" Yex © Mo f{+ Ignore
Lizt of Outgoing Callz Grouped by Day
Calculations
Report Heading Definition

Time in Queue/Offhook

Time the call was in the personal queue before being
delivered/Time phone was offhook

Time Ringing at Extension Time the Call spent ringing on the Extension
Time Talking Time Spent Talking on the Call
Daily Total - Count Count of the Calls on the Specified Day

Daily Total - Time in
Queue/Offhook Avg.

Sum of Time in Queue/Offhook Divided by Daily Total - Count

Daily Total - Time Ringing at
Extension Avg.

Sum of Time Ringing at Extension Divided by Daily Total - Count




|Dai|y Total - Time Talking Avg. |Sum of Time Talking Divided by Daily Total - Count

Calls
Call Pullback Report

Call Pullback Report - Excel
sample

Call Transfer Summary

Call Transfer Summary - Excel
sample

Call Type by Extension
Summary

Call Type by Extension
Summary - Excel sample

Callback Activity Report

Callback Activity Report -
Excel sample
Cradle to Grave Detail Report

Cradle to Grave Detail Report
- Excel sample

Incoming Calls Report

Incoming Calls Report - Excel
sample
Outgoing Calls Report - Excel
sample
Queue Call Type by Extension
Report

Queue Call Type by Extension
Report - Excel sample

Queue Call Type by Extension
Summary

Queue Call Type by Extension
Summary - Excel sample

Total Call Activity

Total Call Activity - Excel
sample




Outgoing Calls Report - Excel sample
QOutgoing Calls Report

Dates between 24052007 and 24052007 Times between 08:00 and 1730

Report Criteria:
Humber
StartTime  Estenzion  Dialled
Thursday, 24 May 2007
0g0202 248 00399345256
0&0322 248 00399345256
080416 248 00338677030
080459 248 00738677030
080653 248 00399345256
080754 248 00399345256
08:10:55 248 00242579999
08:14.09 248 248
0g17.00 248 00399345205
081853 248 00398694368
082258 248 245
Daily Total=:
Daily
GRAND TOTALS:
AYERAGES:
Page 1 of 1

Time in
Court GueusdChioo

Days Hrs dAnzecs

000000
000000
000000
000000
000000
000000
000000
000000
000000
000000
000000

1 00:00:00
00:00:00

1 0 00:00:00
B0:00:00

Time Ringing
ot Extension

By His BnZecs

oo
oo
000000
000008
00018
onaom
o003
onaom
onaom
onao8
oo

00:02:M
00:0011

0 0%:02M
00:0011

Time
Talking

Days Hrs dAnzecs

000
00:00.00
00:00:00
0:00.00
00042
00:00:%
00:00:00
00:00.04
00:00:%
00050
00:00.0
0:02:19
00:00:0

0 00:0219
00:00:20

Release Type

Narmal
Ahandaned
Ahandaned
Ahandaned
Narmal
Narmal
Ahandaned
Narmal
Narmal
Narmal
Narmal

Trunk

452608
432511
432614
452617
432620
452623
432632

243
452632
42636

a0

Call rpt - Version 5.0.0700
HARRRI IR



Queue Call Type by Extension Report

This report provides a summary of queue calls handled by an
extension grouped by day. It is split into individual queues,
showing the type of calls an extension has handled as
Incoming, Outgoing and Queue Calls, but splits Queue calls
into the individual Queues.

Enabling overall viewing of an extensions call activity, whether it
IS Incoming, Outgoing or Queue related calls.

For instance, an agent is not logged into the queue a lot during
that day and has only taken 20 queue calls, whereas their
colleague has taken at least 200. This will show, there other call
activity throughout that time.

Report Criteria



" IPFX Reports (Legacy) - Queue Call Type by Extension Report [Call8.rpt]

M=%

Fle Report Options Help
W da + =

=H @

+-_7 Agent Teams

-3 Calls
Call Pullback Report
Call Trangher Surmmary

Diescription
[ueue Call Lizting by Extengion by Queue Grouped by Day

Call Type by Extenzion Summary
Callback Activity Report
Cradle to Grave Detail Repart

Criteria

Report Template

Incoming Callz Report
Dutgoing Callz Report

Source Datapase |SYDYOIPDT - (Current)

iHueue Call Type by Extenzion Bepart

Toatal Call Activity
+-_3 DDl Reparts
+-_7 Extensions
+-_] Meszage Box
+-_] Performance
+-.7 Queus Groups
+-00 Queuss
+-_7 Site Information
+-.0 ‘Wildcard/Preferred Agent
+-_7 Wrapup Codes

Gueue Call Type by Extension Summary

Queue Call Lizting by Extenzion by Queue Grouped by Day

o L] L

Report Directary; |Z:"~

Report Title |E!ueue Call Tupe by E stengion Report
Period |TIZIE|E|_','

Dates From |24/05/2007

To  |24/05/2007
Times Fram |DB:EIEI
Ta |17:30

[tem Type |

[ueue Mumber |

E stenzion |

T TR T TR TR T T

Calculations

Report Heading

Definition

Time in Queue

Time that the Call spent in the Queue

Time Ringing at Extension

Time that the Call spent Ringing on the Extension

Time on Hold

Time that the Call spent on Hold

Time in WrapUp

Time that the Agent took to wrap up the call after the call had been
completed

Time Talking

Time that the Agent spent talking

Total Time

Sum of Time in Queue, Time Ringing at Extension, Time on Hold, Time in
WrapUp and Time Talking




Extension Avgs - Time in
Queue

Sum of Time in Queue Divided by Total Number of Calls that rang on the
Specific Extension

Extension Avgs - Time
Ringing at Extension

Sum of Time Ringing at Extension Divided by Total Number of Calls that
rang on the Specific Extension

Extension Avgs - Time on
Hold

Sum of Time in Queue Divided by Total Number of Calls that rang on the
Specific Extension

Extension Avgs - Time in
WrapUp

Sum of Time in WrapUp Divided by Total Number of Calls that rang on the
Specific Extension

Extension Avgs - Time Talking

Sum of Time Talking Divided by Total Number of Calls that rang on the
Specific Extension

Extension Avgs - Total Time

Sum of Total Time Divided by Total Number of Calls that rang on the
Specific Extension

Queue Avgs - Time in Queue

Sum of Extension Avgs - Time in Queue Divided by Total Number of Calls
that rang on the Specific Extension

Queue Avgs - Time ringing at
Extension

Sum of Extension Avgs - Time Ringing at Extension Divided by Total
Number of Calls that rang on the Specific Extension

Queue Avgs - Time on Hold

Sum of Extension Avgs - Time in Queue Divided by Total Number of Calls
that rang on the Specific Extension

Queue Avgs - Time in WrapUp

Sum of Extension Avgs - Time in WrapUp Divided by Total Number of
Calls that rang on the Specific Extension

Queue Avgs - Time Talking

Sum of Extension Avgs - Time Talking Divided by Total Number of Calls
that rang on the Specific Extension

Queue Avgs - Total Time

Sum of Extension Avgs - Total Time Divided by Total Number of Calls that
rang on the Specific Extension

Daily Avgs - Time in Queue

Sum of Queue Avgs - Time in Queue Divided by Total Number of Calls the
rang on the Specific Extension

Daily Avgs - Time Ringing at
Extension

Sum of Queue Avgs - Time Ringing at Extension Divided by Total Number
of Calls that rang on the Specific Extension

Daily Avgs - Time on Hold

Sum of Queue Avgs - Time in Queue Divided by Total Number of Calls the
rang on the Specific Extension

Daily Avgs - Time in WrapUp

Sum of Queue Avgs - Time in WrapUp Divided by Total Number of Calls
that rang on the Specific Extension

Daily Avgs - Time Talking

Sum of Queue Avgs - Time Talking Divided by Total Number of Calls that
rang on the Specific Extension

Daily Avgs - Total Time

Sum of Queue Avgs - Total Time Divided by Total Number of Calls that
rang on the Specific Extension

Calls
Call Pullback Report

Call Pullback Report - Excel




sample

Call Transfer Summary

Call Transfer Summary - Excel
sample

Call Type by Extension
Summary

Call Type by Extension
Summary - Excel sample

Callback Activity Report

Callback Activity Report -
Excel sample
Cradle to Grave Detail Report

Cradle to Grave Detail Report
- Excel sample

Incoming Calls Report

Incoming Calls Report - Excel
sample
Outgoing Calls Report

Outgoing Calls Report - Excel
sample

Queue Call Type by Extension
Report - Excel sample

Queue Call Type by Extension
Summary

Queue Call Type by Extension
Summary - Excel sample

Total Call Activity

Total Call Activity - Excel
sample




Queue Call Type by Extension Report - Excel

sample
Queue Call Type by Extension Report

Report Criteria:  Dates between 24052007 and 240572007, Times hetween 08:00 and 1730

Timein  TimeRinging  Time On Time In Time Total
Start Time Caller ldentification Queue  atExtension  Hold Wrapup Talking Time
irciules Rlrg Time)
His i ecs His:h i secs Hiehisecs  HiMinees HiMees  HiechSees
Thursday, 24 May 2007
8261 Mewy Ticket au
2249 Lee Tamahoti
0a:11.28 043 0:00.00 O:00.07 oo 000000 o023 00:02:38
081348 1018755080 00:00:28 00:00:04 00000 000000 oeoz11 00:02:38
Extension Averages: 00014 00:00:06 00:00:04 00000 ooz 000233
QueLe Bverages. 00014 (0:00:06 00:00:04 00000 ooz 000239
8262 Exisfing Ticket au
2249 Lee Tamahoti
08:21:55 408737749 000001 O:00.07 oxoox 000000 00:00:54 00:01:21
Extension Averages: 00000 00007 00008 00000 000054 o:01:21
QueLe Sverages. 00000 00007 00008 00000 000054 o:01:21
Daily Averages: 00:00:10 00:00:06 00:00:11 00:00:00 00:01:52 000213

Page 1of 1

Release

Marmal
Marmal

Marmal

Trun

432833
432044

432853

Calle mpt - Version §.0.0700
HHNARRRRRRR AR R



Queue Call Type by Extension Summary

This report provides a summary of queue calls handled by an
extension grouped by Extension. It is split into individual
gueues, showing the type of calls an extension has handled as
Incoming, Outgoing and Queue Calls, but splits Queue calls
into the individual Queues.

Enabling overall viewing of an extensions call activity, whether it
IS Incoming, Outgoing or Queue related calls.

For instance, an agent is not logged into the queue a lot during
that day and has only taken 20 queue calls, whereas their
colleague has taken at least 200. This will show, there other call
activity throughout that time.

Report Criteria



U IPFX Reports (Legacy) - Queue Call Type by Extension Summary [Call7.rpt] E]@

File Report Options Help
H S += 22 @
+-(_] Agent Teams Drescription
urnmary of Call Type Information for & Queue Grouped by Extenzion
=+ Cals 5 f Call Type Infarmation for a Queue Grouped by Ext
Call Pullback Report
Call Trangher Surmmary
Call Type by lEf-:tensmn Summary Bt
Callback Activity Report
Cradle to Grave Detail Report Report Template | hd
Incoming Callz Report
Outgoing Cals Bepart Source Database |SYDVOIPDT - [Cunent] -
_E!ueue Call Type by Extens?nn Report . Report Directany: |Z:"~ A
iHueue Call Type by Extension Summany
T otal Call Activity Report Title |Queue Call Type by Extension Summa
+-_3 DDl Reparts Pei
i eniod Toda =
+-_7 Extensions | : J
+-_] Meszage Box [atez From |24.-"EIE.-"2EIEI? A
+-_] Performance
To 24,/06/2007
+-.7 Queus Groups | A
+-00 Queuss Timez From |DB:EIEI A
+-[7 Site Information To |_| =10
+-.0 ‘Wildcard/Preferred Agent . A
+-_7 Wrapup Codes [tem Type | A
E stengion | A
0ff Hook, (" Yex © Mo f{+ Ignore
Summary of Call Type Information for a Queue Grouped by Extenzion
Calculations
Queue Call Type by Exlension Summary
Tnecming Calls - Count Humiber of Incoming Calls for the Call Type
[:’!EEI’!"IIﬂg Calks - Total Tatal Teme spent or [I'(EIITIlﬂg Zalls
Inccming Calis - Minimam Min Time spank an an El'f.'ﬂl'l'lil'.j Call far the particular Call Type
[ﬂl:l:ﬂ'llﬂg Calls - Masimum Max Tima spenk an &n Ermmir.; Call for the pamicular Ca"T'r‘L'}G
LNCCMNg Lals - Avarage INCOMNG Lans - 1303l LiviOad Dy LRComing Laks - Lount
Cubgaing Calls - Count Mumber of Dutgeing Cals lor the Call Type
Duitgoing Calls - Totzl Tatal Tme spent or Oulgoing Cells
Cutgaing Calls - Finimum i Time spent on & Dutgoing Call for the pamicuiar Call Trpe
Cutgaing Calls— Haximum Max Time spenk on @ Outgoing Call fior the particular Call Type
Dutgaing Calls - Average Dulgoing Calls - Total Divided by Dutgoing Cas - Counl
Gueue Call - Coulk Humiber of Qusue Calls for the Call Type
Q.I&IE Call - Tatzl Taotal Teme spent or Cisaus Calk
Ciiede Call - Mindmum Min Time sgenk on & Queue Call lor the partioalar Call Ty
Q&.I&IE a2l - Masimum Max Tme spent ona IQI.DEI.IE all Tar the particular Call T‘p‘l:E




Calls
Call Pullback Report
Call Pullback Report - Excel sample

Call Transfer Summary

Call Transfer Summary - Excel sample

Call Type by Extension Summary

Call Type by Extension Summary - Excel sample
Callback Activity Report
Callback Activity Report - Excel sample

Cradle to Grave Detail Report

Cradle to Grave Detail Report - Excel sample

Incoming Calls Report

Incoming Calls Report - Excel sample
Qutgoing Calls Report

Qutgoing Calls Report - Excel sample

Queue Call Type by Extension Report

Queue Call Type by Extension Report - Excel sample

Queue Call Type by Extension Summary - Excel sample
Total Call Activity
Total Call Activity - Excel sample




Queue Call Type by Extension Summary - Excel

sample

Repart Criteria:

Extenzion Humber

2210 Justin Time
Edn 220

Extenzion Totals:

2245 Vladamir Rasputin
Edn 2245
Extension Totals:

2248 Chris Ormshy
Edn 2248

Extenzion Totals:

2249 Lee Tamahori

Edn 2248
Quese 5261
Quese 5262

Extenzion Totals:

GRAND TOTALS:
Page 1of 1

Count

= oo o

Day s fIniZecs

Queue Call Type by Extension Summary

Incoming Call Talk Time Statistics

Hinlmum— Mazimum— &verage

Hrs 3nzZecs

0 00:00:00 00:00:00 000000
0 00:00:00 00:00:00 000000

0 00:00:00 00:00:00 000000
0 00:00:00 00:00:00 000000

0 000802 000802 000902
0 000802 00:0802 000902

0 00:00:00 00:00:00 000000
0 00:00:00 00:00:00 000000
0 00:00:00 00:00:00 000000

0 00:00:00 00:00:00 000000

0 00:00:00 00:09:02 00:03:01

Count

0

0

=

=

= = =

=

Dstes bebween 24052007 and 28052007 Times between 08:00 and 17:30

Outgoing Call Talk Time Statistics

Totl Minlmum— Wazimum

D3y s MAnzzecs Hrs fn:Zecs

0 00:00:00 000000 00:00:00
0 00:00:00 000000 00:00:00

0 00:00:00 000000 00:00:00
0 00:00:00 000000 00:00:00

0 00:00:00 000000 00:00:00
0 00:00:00 000000 00:00:00

0000219 000000 00:00:50
0 00:00:00 000000 00:00:00
0 00:00:00 000000 00:00:00

0000219 000000 00:00:50

0 00:02:19 00:00:00 00:00:50

sy

00000
00000

00000
00000

00000
00000

00043
00000
00000

00043

00:00:13

Queue Call Talk Time Statistics

Count Taotil

By s fInizecs
0 0
0 0
0 0
0 0
0 0
0 0
0 0
P 0
1 0
3 0
3 0

Minimum - Mazlmum

Hr 3nzZecs

000000 000000
000000 000000

000000 000000
000000 000000

000000 000000
000000 000000

000000 000000
ooz ooz
000034 00:00:34

000034 00023

00:00:54 00:02:31

b

000
000

0000
000

000
000

00000
022
0005

05

00:01:5

Call? pt - rsion §.0.0700
LR



Total Call Activity

This provides a full overview of each call made by this
extension or queue, sorted by the time the call started. The
calls are analysed with a Release Type, which can be any on of
the following: "Normal", "Voicemail Handled", "Queue
Abandoned", "Callback - Rescheduled" or "Callback - deleted".

A "Normal" release type is an ordinary answered and completed
call.

"Voicemail Handled" is a call is answered by voicemail. Both
voicemail boxes and message boxes give this release type.

"Queue Abandoned" release types are calls which come into a
gueue and the caller hangs up before being answered.

"Callback - Rescheduled" is when an agent is offered a callback
but chooses to reschedule it.

"Callback - Deleted" happens when an agent deletes the
callback that has been presented to them.

A very detailed report for checking every call type for an
extension or a queue, particularly if there is a dispute about
what happened to a caller. For example, a caller might claim a
long answer time by an agent. This report would show the
answer time for the particular call.

Detailed queue calls i.e. track a customer complaint.
Report Criteria



U IPFX Reports (Legacy) - Total Call Activity [Call5.rpt]

M=%

File Report Options Help
HSW += 22 ©

+-_7 Agent Teams

-3 Calls
Call Pullback Report
Call Trangher Surmmary
Call Type by Extenzion Summary
Callback Activity Report
Cradle to Grave Detail Repart
Incoming Callz Report
Qutgoing Callz Report
Gueue Call Type by Extension Report
Gueue Call Type _I:u_l,l Extenszion Summarny

+-_3 DDl Reports

+-_7 Extensions

+-_] Meszage Box

+-_] Performance

+-.7 Queus Groups

+-00 Queuss

+-_7 Site Information

+-.0 ‘Wildcard/Preferred Agent
+-_7 Wrapup Codes

A Call by Call Lizting Grouped by Day

Diescription

& Call by Call Lizting Grouped by Diay

Criteria

Report Template

Source Database

Report Directary;

Report Title

Period

Dates Fraom
To

Times Fraom
To

[tem Type

Hueue Mumnber
E xtension

Call Type
Caller 1D

Releaze Tupe

|SYDVOIPDT - [Cunent]

iz

| Tatal Call Activity

|T|:u:Ia_l,l

|24/05,/2007

|24/05/2007

|02:00

117:30

T T I T N T A T 1 R

i

Calculations

Report Heading

Definition

Time in Queue/Offhook

Time the call was in the personal queue before being
delivered/Time phone was offhook

Time Ringing at Extension

Time the Call spent ringing on the Extension

Time Talking

Time Spent Talking on the Call

Daily Total - Count

Count of the Calls on the Specified Day

Daily Total - Time in
Queue/Offhook Avg.

Sum of Time in Queue/Offhook Divided by Daily Total - Count

Daily Total - Time Ringing at
Extension Avg.

Sum of Time Ringing at Extension Divided by Daily Total - Count




|Dai|y Total - Time Talking Avg. |Sum of Time Talking Divided by Daily Total - Count

Calls
Call Pullback Report

Call Pullback Report - Excel
sample

Call Transfer Summary

Call Transfer Summary - Excel
sample

Call Type by Extension
Summary

Call Type by Extension
Summary - Excel sample

Callback Activity Report

Callback Activity Report -
Excel sample
Cradle to Grave Detail Report

Cradle to Grave Detail Report
- Excel sample

Incoming Calls Report

Incoming Calls Report - Excel
sample
Outgoing Calls Report

Outgoing Calls Report - Excel
sample
Queue Call Type by Extension
Report

Queue Call Type by Extension
Report - Excel sample

Queue Call Type by Extension
Summary

Queue Call Type by Extension
Summary - Excel sample

Total Call Activity - Excel
sample




Total Call Activity - Excel sample

Repart Criteria:

Total Call Activity

Dates between 2400572007 and 240572007 Times between 08.00 and 1730

(AN Talh Tine 2verages are calovlated wsing answered calls only)

Extenzio

Start Guey
Thursday, 24 May 2007
0g0202 249 249
080322 249 249
004106 2249 2249
050459 249 249
080653 249 2249
00754 249 249
081010 210 210
081030 2210 &M
081037 2298 8203
081055 249 249
0g11.24 2298 8206
0811.25 8261 2248
081146 2298 8204
081221 8262 8262
081317 2298 8209
081348 8261 2248
051409 249 2249
051409 2248 2248
01700 249 2249
081853 249 249
082119 298 802
02155 8262 2249
082258 245 245
082258 249 249
082319 245 &M
Page 1 of 1

fem
Type

Gl
&
Gl
]
Gl
&
Gl
]
Gl
&
Gl
L
Gl
&
Gl
|
Gl
&
Gl
|
Gl
&
Gl
|
Gl

Outgoing Calls
calimys umbr Claled
Outgoing 00339345246
Outgoing 00399345246
Outgoing 00338677030
Outgoing 00738677030
Outgoing 00339345246
Outgoing 00399345246
Incaming
Incaming
Qlele
Outgoing 00242579999
Qleve
CQlele
Queve
Qlele
CQleve
Qleve
Outgoing 2248
Incaming
Outgoing 00339345205
Outgoing 00396654368
Qlete
el
Incaming
Outgoing 2245
Incaming

Incoming Calls

DDl Recslving Callsr Caller Dotalls
al Henticaton

(039933298
(039933298
(0338677030
00738677030
(039933298
(039935298
043

043
09357978
10242373399
043

043
09357978
09357978
093733080
093733080
243

043
(039935205
(0396634363
ARTRIFER]
1973744
24

M43
19737749

Daily Totals:
Daily Averages:

GRAID TOTALS:
AVERAGES:

Time in

Count
Days Hrs $n:Zecs

000000
000000
000000
000000
000000
000000
000000
000000
00044
000000
00:00x 04
000000
00003
o0
00003
000028
000000
000000
000000
000000
000036
000nm
000000
000000
000000

30000419
00:01:05

30000419
00:01:05

Time Ringing
Bueue/Offhook =t Extension

Time
Talking

by M dnczecs  Dags WnsdAnZecs

00
oo
000000
000008
00:00:18
000
000:20
000000
000000
000023
000000
o007
000000
000000
000000
000004
0000
000
000
00018
000000
o007
o00:H
00
000000

0 0%:03:0
00:00:07

0 000301
00:00:07

000009
000000
000000
000000
0002
000023
000000
000000
000000
000000
000000
oz
000000
000000
000000
iiral
00:00:04
o0&
0000368
000040
000000
000054
000000
000003
000000

0 00:16:57
00:01:32

0 00:16:57
00:01:32

Release Type Tr

Mormal
Abandoned
Abandoned
Abandoned
Mormal

Mormal
Abandoned

Yoice Ml Handed
Yoice Mal Handed
Abandoned

Yoice Mal Handed
Mormal

Yoice Mal Handed
Abandoned

Yoice Mal Handed
Mormnal

Mormal

Mormal

Mormal

Mormnal

Yoice Mal Handed
Mormal
Abandoned
Mormnal

Yoice Mal Handed

Call pt - ersion 5.0,
4052007 10:27:



DDI Reports

DDI or DID (Direct Dial In or Direct In Dial) calls are a type of
incoming call. This refers to DDI or DID calls that terminate in
the queue.

_inix]

Eile Eeport Options Help
& (& BN =N

=43 DDI Reports ;I — Description
DDl Surimary [Abandoned Callz)
DD Surnmary [Snswered Calls)

--[E] DDI Summary Report J

=-E3 itensions G
—[=] Daily Locations by Estension Report
[=] Location by Extension Feport Source Database I[Current] =]

8] Location by Extersion Summary Report Directorny: |\\AKLCTsewerWM'\DB'\ _I
[ Location Summmary

Queue by Extension Report
teszage Bow

Meszzage Box Summany LI




DDI Summary Report

This gives daily totals of the calls for a particular DDI humber,
e.g.: A Virtual Queue if in use.

Report Criteria

" IPFX Reports (Legacy) - DDI Summary Report [DDI1.rpt] =Jo&d
Fle Report Options Help
H S += 22 @
+-(_] Agent Teams Drescription
+-(] Cals Daily Tatals of DD Call Information
-3 DDI Reparts
LO1 Summary [Abandoned Callz]
DO1 Summary [Anzwered Callz) Bt
+-_7 Extensions Report Template | -
+-_] Meszage Box
@8 Performance Source Database |SYDVOIPDT - [Cunent] -
+-.7 Queus Groups = : : :
port Directary: o -
+-00 Queuss | J
-7 Site Information Report Title DD Summary Feport
+-.0 ‘Wildcard/Preferred Agent Periad e =
+-_7] Wrapup Codes i | nday J
Dates From |24/05/2007 =
To  |24/05/2007 =
Times From |'I'I:EIEI J
Ta  |11:30 =
DHIS |
Call Type | J
Show Queues (" Yex © Mo f{+ Ignore
[ueue Mumber | J
Shaw Estengionz (" Yex © Mo f{+ Ignore
E stengion |225? J
Daily Totalz of DDI Call Infermation

Calculations
Report Heading Definition
Date A line for each date a date will appear if there were calls received on that

date

Call Counts - Total Total number of Calls on the Specified DNIS and for the particular Queue




Call Counts - Ans

Total number of Answered Calls on the Specified DNIS and for the
particular Queue

Call Counts - Aband

Total number of Abandoned Calls on the Specified DNIS and for the
particular Queue

Queue Time - Min

Min Queue Time for a Call on the Specified DNIS and for the particular
Queue

Queue Time - Max

Max Queue Time for a Call on the Specified DNIS and for the particular
Queue

Queue Time - Avg

Total Queue Time Divided by Call Counts - Total on the Specified DNIS
and for the particular Queue

Ring Time - Min

Min Ring Time for a Call on the Specified DNIS and for the particular
Queue

Ring Time - Max

Max Ring Time for a Call on the Specified DNIS and for the particular
Queue

Ring Time - Avg

Total Ring Time Divided by Call Counts - Total on the Specified DNIS
and for the particular Queue

Talk Time - Min

Min Talk Time for a Call on the Specified DNIS and for the particular
Queue

Talk Time - Max

Max Talk Time for a Call on the Specified DNIS and for the particular
Queue

Talk Time - Avg

Talk Ring Time Divided by Call Counts - Total on the Specified DNIS and
for the particular Queue

DNIS Total - Call Counts - Total

Sum of Call Counts - Total for the specified DNIS

DNIS Total - Call Counts - Ans

Sum of Call Counts - Ans for the specified DNIS

DNIS Total - Call Counts -
Aband

Sum of Call Counts - Aband for the specified DNIS

DNIS Total - Queue Time - Min

Min of Queue Time - Min for the specified DNIS

DNIS Total - Queue Time - Max

Max of Queue Time - Max for the specified DNIS

DNIS Total - Queue Time - Avg

Total Queue Time Divided by DNIS Total - Call Counts - Total on the
Specified DNIS and for the particular Queue

DNIS Total - Ring Time - Min

Min of Ring Time - Min for the specified DNIS

DNIS Total - Ring Time - Max

Max of Ring Time - Max for the specified DNIS

DNIS Total - Ring Time - Avg

Total Ring Time Divided by DNIS Total - Call Counts - Total on the
Specified DNIS and for the particular Queue

DNIS Total - Talk Time - Min

Min of Talk Time - Min for the specified DNIS

DNIS Total - Talk Time - Max

Max of Talk Time - Max for the specified DNIS

DNIS Total - Talk Time - Avg

Total Talk Time Divided by DNIS Total - Call Counts - Total on the
Specified DNIS and for the particular Queue

Grand Total - Call Counts -
Total

Sum of DNIS Total - Call Counts - Total for the Report




Grand Total - Call Counts - Ans

Sum of DNIS Total - Call Counts - Ans for the Report

Grand Total - Call Counts -
Aband

Sum of DNIS Total - Call Counts - Aband for the Report

Grand Total - Queue Time -
Min

Min of Queue Time - Min for the Report

Grand Total - Queue Time -
Max

Max of Queue Time - Max for the Report

Grand Total - Queue Time -
Avg

Total Queue Time Divided by Grand Total - Call Counts - Total on the
Specified DNIS and for the particular Queue

Grand Total - Ring Time - Min

Min of Ring Time - Min for the Report

Grand Total - Ring Time - Max

Max of Ring Time - Max for the Report

Grand Total - Ring Time - Avg

Total Ring Time Divided by Grand Total - Call Counts - Total on the
Specified DNIS and for the particular Queue

Grand Total - Talk Time - Min

Min of Talk Time - Min for the Report

Grand Total - Talk Time - Max

Max of Talk Time - Max for the Report

Grand Total - Talk Time - Avg

Total Talk Time Divided by Grand Total - Call Counts - Total on the
Specified DNIS and for the particular Queue

DDI Reports

DDI Summary Report - Excel

sample
DDI Summary (Abandoned

Calls)

DDI Summary (Abandoned
Calls) - Excel sample

DDI Summary (Answered

Calls)

DDI Summary (Answered
Calls) - Excel sample




DDI Summary Report - Excel sample
DDI Summary Report

Report Criteriz: — [gtes between 240872007 and 24052007, Times between 7100 and 7130, Show Al Queuss, Show Alf
Extensions
Note: “COther ealls irclude Callbacks ard Voicemail

Date  Gueue/Esxt Call Courts Bueue Time drciules Rirg Time) Ring Tirne Talk Time
Total Byp. Abawd.  Ofer Minm  Maimam e g Mhinm  Maimm B e Mk Maknm e rae
Hr: FAnZecs Hrs Az Hrs fInZ2cs

(D01 Mot Supplied)
Thursday, 24 May 2007

2200 1 0 0 1 00:00:2 00002 00020 000000 O0:00:00 000000 00:00:00° 00:00:00  00:00:00

2298 4 0 0 4 00004 00003 000022 O0:00:00 00:00:00 00:00:00 00:00:000 00:00:00  00:00:00

8261 3 3 0 0 000 00000 000 00:00:04 00:00:09 00:00:06 00:01:38 00:05:58  00:04:08
Daily Total: 3 3 0 1 00:00:0 00003 000od4  OO:00:00 00:00:09 000002 00:00:00 00:05:58  00:04:08
LDl TOTAL: 3 3 0 1 00:00:0 00003 000ood4  OO:0C:00 00:00:09 000002 00:0000 000255 00:04:08
2253
Thursday, 24 May 2007

8261 1 1 0 0 oxot2 o000tz OO0 000003 00:00:03 00:00:03 00:00:52 000052 00:00:52
Daily Total: 1 1 0 0 ootz o000tz OO0 O0:00:03 00:00:03 00:00:03 00:00:52 000052 00:00:52
LDl TOTAL: 1 ] 0 0 ootz 0002 OO0 000003 00:00:03 00:00:03 00052 000052 00:00:52
GRAHD TOTAL: 4 4 0 1 00:00:0  00:01:2 000021 00:00:00 00:00:0%  00:00:02 00:00:00 00:05:58  00:03:18
Page 1 of 1 0011 .rpt - “ersion 5.0.0700

24052007 01:55:46 pm.



DDI Summary (Abandoned Calls)

This gives daily totals of the abandoned calls for a particular
DDI number for specific intervals, e.g. a Virtual Queue if in use.

Report Criteria

"] IPFX Reports (Legacy) - DDI Summary (Abandoned Calls) [DDI3.rpt]

M=%

DD Surnmary [Abandoned Calls];
DO Summary [Anzwered Callz)
DO1 Summary B eport

+-_7 Extensions

+-_] Meszage Box

+-_] Performance

+-.7 Queus Groups

+-00 Queuss

+-_7 Site Information

+-.0 ‘Wildcard/Preferred Agent

+-_7 Wrapup Codes

Criteria

Report Template
Source Database
Report Directary;
Report Title

Period

[atez

Timez

DMIS

Call Type

Show Queues
Hueue Mumnber
Show Extensions

E stenzion

Direct Dialled Abandoned Call Information by Queue

File Report Options Help
HSW += 22 ©
+-(_] Agent Teams Drescription
+-(] Calls Direct Dialled Abandoned Call Infarmation by Duewe
-3 DDI Reparts

| 27

|SYDVOIPDT - [Cunent] ~

g 2]

|DD| Summary [gbandoned Callz)

| Today i
From |24/05/2007 ]
To  |24/05/2007 =
From |02:00 =
To  [17:30 i

|

| |

" Yes (" No & Ignare

| |

" Yes (" No & Ignare

12238 =

Calculations

Report Heading

Definition

No of Abandoned Calls - Count

Total Number Calls Abandoned that came in on the Specified Direct Di

Number for the particular Queue

No of Abandoned Calls - % of
Abandoned Queue Calls

No of Abandoned Calls - Count Divided by Grand Total - No of

Abandoned Calls - Count




Maximum Queue Time

Maximum amount of that an Abandoned Call spent in the particular
Queue for the specified Direct Dial Number

0 to 30 - Count

Total Number of Calls that Abandoned within 30 Secs that came in on
the Specified Direct Dial Number for the particular Queue

0 to 30 - % of Queue Abandoned

0 to 30 - Count Divided by No of Abandoned Calls - Count for that
particular Queue

30 to 60 - Count

Total Number of Calls that Abandoned between 30 and 60 Secs that
came in on the Specified Direct Dial Number for the particular Queue

30 to 60 - % of Queue
Abandoned

30 to 60 - Count Divided by No of Abandoned Calls - Count for that
particular Queue

60 to 120 - Count

Total Number of Calls that Abandoned between 60 and 120 Secs that
came in on the Specified Direct Dial Number for the particular Queue

60 to 120 - % of Queue
Abandoned

60 to 120 - Count Divided by No of Abandoned Calls - Count for that
particular Queue

120 to 300 - Count

Total Number of Calls that Abandoned between 120 and 300 Secs that
came in on the Specified Direct Dial Number for the particular Queue

120 to 300 - % of Queue
Abandoned

120 to 300 - Count Divided by No of Abandoned Calls - Count for that
particular Queue

300 + - Count

Total Number of Calls that Abandoned after 300+ Secs that came in on
the Specified Direct Dial Number for the particular Queue

300 + - % of Queue Abandoned

300 + - Count Divided by No of Abandoned Calls - Count for that
particular Queue

Direct Dial Number Total - No of
Abandoned Calls - Count

Sum of No of Abandoned Calls - Count for the particular Direct Dial
Number

Direct Dial Number Total -
Maximum Queue Time

Maximum amount of that an Abandoned Call spent in the Queue

Direct Dial Number Total - 0 to 30
- Count

Sum of 0 to 30 - Count for the particular Direct Dial Number

Direct Dial Number Total - 30 to
60 - Count

Sum of 30 to 60 - Count for the particular Direct Dial Number

Direct Dial Number Total - 60 to
120 - Count

Sum of 60 to 120 - Count for the particular Direct Dial Number

Direct Dial Number Total - 120 to
300 - Count

Sum of 120 to 300 - Count for the particular Direct Dial Number

Direct Dial Number Total - 300 + -
Count

Sum of 300 + - Count for the particular Direct Dial Number

Grand Total - No of Abandoned
Calls - Count

Sum of No of Abandoned Calls - Count for the Report

Grand Total - No of Abandoned
Calls - % of Abandoned Queue
Calls

Sum of No of Abandoned Calls - % of Abandoned Queue Calls for the
Report




Grand Total - Maximum Queue |Maximum amount of that an Abandoned Call spent in the Queue
Time

Grand Total - 0 to 30 - Count Sum of 0 to 30 - Count for the Report

Grand Total - 30 to 60 - Count Sum of 30 to 60 - Count for the Report

Grand Total - 60 to 120 - Count  |Sum of 60 to 120 - Count for the Report

Grand Total - 120 to 300 - Count |Sum of 120 to 300 - Count for the Report

Grand Total - 300 + - Count Sum of 300 + - Count for the Report
DDI Reports

DDI Summary Report

DDI Summary Report - Excel
sample

DDI Summary (Abandoned
Calls) - Excel sample

DDI Summary (Answered

Calls)

DDI Summary (Answered
Calls) - Excel sample




DDI Summary (Abandoned Calls) - Excel sample
DDI Summary (Abandoned Calls)

Report Citeria— [ltes hatwean 24052007 and 240052007, Times batwean 00:00 and 1730 Show A Cueves, Show AN Extensions

Direct Oial Humber

Queue

(D01 Mot Supped)

2200 Cperatar Queus
2295 Support Menu

Direct Dial Number Total:

6262
8262 Exisfing Ticket
Direct Dial Number Total:
GRANDTOTALS:

Page 1 of 1

Humber of Abandoned

Falla

Cont % ot ToblAbrd
Qlere Cale

2 1%
2 1%

2 1%

6 100%

Wz mum
Buede Time

Hrs $n:Zecs

(nchates Firg T}

-
0010

om:

o
o

00:01:23

0030

conl  Woiluew

2

1

0%
1000%

0%

W10 60

Conl  feoruew

000
0 0%

000

Intervals of Abandoned Calls ()

0to 120

conl W ofduen

1

0%

000

1

0%

120to 300

conl ofduen

0
0

0

00%
00%

00%

0+

conl  woTlue

00
0o

0 0%

0
D083t - Mersion 4.

4062007 015



DDI Summary (Answered Calls)

This gives daily totals of the answered calls for a particular DDI
number for specific intervals, e.g. a Virtual Queue if in use.

Report Criteria

"] IPFX Reports (Legacy) - DDI Summary (Answered Calls) [DDI2.rpt]

M=%

LO1 Summary [Abandoned Callz]
DD Surnmary [Answered Calls);
DO Summary B eport

+-_7 Extensions

+-_] Meszage Box

+-_] Performance

+-.7 Queus Groups

+-00 Queuss

+-_7 Site Information

+-.0 ‘Wildcard/Preferred Agent

+-_7 Wrapup Codes

Criteria

Report Template
Source Database
Report Directary;
Report Title

Period

[atez

Timez

DMIS

Call Type

Show Queues
Hueue Mumnber
Show Extensions

E stenzion

Direct Dialled Anzwered Call Information by Queue

File Report Options Help
Sl += 2 @
+-_7 Agent Teams Dezcription
-1 Calls Direct Dialled Answered Call Infarmation by Queue
—-L3 DOl Reports

|SYDVOIPDT - [Cunent]
iz

|« [«

|DD| Summary [dnswered Callz)

| Today [~
From |24/05/2007 =
To  |24/05/2007 =
From | J
Ta | J

|

| El

" Yes (" No & Ignare

| =

" Yes (" No & Ignare

2238 =

Calculations

Report Heading

Definition

No of Answered Calls - Count

Total Number Calls Answered that came in on the Specified Direct Dial

Number for the particular Queue

No of Answered Calls - % of
Answered Queue Calls

No of Answered Calls - Count Divided by Grand Total - No of Answere(

Calls - Count




Maximum Queue Time

Maximum amount of that an Answered Call spent in the particular
Queue for the specified Direct Dial Number

0 to 30 - Count

Total Number of Calls that Answered within 30 Secs that came in on th
Specified Direct Dial Number for the particular Queue

0 to 30 - % of Queue Answered

0 to 30 - Count Divided by No of Answered Calls - Count for that
particular Queue

30 to 60 - Count

Total Number of Calls that Answered between 30 and 60 Secs that
came in on the Specified Direct Dial Number for the particular Queue

30 to 60 - % of Queue Answered

30 to 60 - Count Divided by No of Answered Calls - Count for that
particular Queue

60 to 120 - Count

Total Number of Calls that Answered between 60 and 120 Secs that
came in on the Specified Direct Dial Number for the particular Queue

60 to 120 - % of Queue
Answered

60 to 120 - Count Divided by No of Answered Calls - Count for that
particular Queue

120 to 300 - Count

Total Number of Calls that Answered between 120 and 300 Secs that
came in on the Specified Direct Dial Number for the particular Queue

120 to 300 - % of Queue
Answered

120 to 300 - Count Divided by No of Answered Calls - Count for that
particular Queue

300 + - Count

Total Number of Calls that Answered after 300+ Secs that came in on
the Specified Direct Dial Number for the particular Queue

300 + - % of Queue Answered

300 + - Count Divided by No of Answered Calls - Count for that
particular Queue

Direct Dial Number Total - No of
Answered Calls - Count

Sum of No of Answered Calls - Count for the particular Direct Dial
Number

Direct Dial Number Total -
Maximum Queue Time

Maximum amount of that an Answered Call spent in the Queue

Direct Dial Number Total - 0 to 30
- Count

Sum of 0 to 30 - Count for the particular Direct Dial Number

Direct Dial Number Total - 30 to
60 - Count

Sum of 30 to 60 - Count for the particular Direct Dial Number

Direct Dial Number Total - 60 to
120 - Count

Sum of 60 to 120 - Count for the particular Direct Dial Number

Direct Dial Number Total - 120 to
300 - Count

Sum of 120 to 300 - Count for the particular Direct Dial Number

Direct Dial Number Total - 300 + -
Count

Sum of 300 + - Count for the particular Direct Dial Number

Grand Total - No of Answered
Calls - Count

Sum of No of Answered Calls - Count for the Report

Grand Total - No of Answered
Calls - % of Answered Queue
Calls

Sum of No of Answered Calls - % of Answered Queue Calls for the
Report




Grand Total - Maximum Queue |Maximum amount of that an Answered Call spent in the Queue
Time

Grand Total - 0 to 30 - Count Sum of 0 to 30 - Count for the Report

Grand Total - 30 to 60 - Count Sum of 30 to 60 - Count for the Report

Grand Total - 60 to 120 - Count  |Sum of 60 to 120 - Count for the Report

Grand Total - 120 to 300 - Count |Sum of 120 to 300 - Count for the Report

Grand Total - 300 + - Count Sum of 300 + - Count for the Report
DDI Reports

DDI Summary Report

DDI Summary Report - Excel
sample

DDI Summary (Abandoned

Calls)

DDI Summary (Abandoned
Calls) - Excel sample

DDI Summary (Answered
Calls) - Excel sample




DDI Summary (Answered Calls) - Excel sample
DDI Summary (Answered Calls)

Report Citeriz: — [1abas hetwean 24052007 and 24052007 Show Al Quaves, Show Al Extensions

Direct Dial Number Hurnber of Answered Wi mum Intervals of Anzwered Calls (G
Quw/bwson ot s QRS o3l Wado it 120 {2010 300 e
e calk o
drclules Rlrg Thine) conl R Conl %ot Canl wotie canl %ot conl Kol
(D0l Mot Supsgled)
B261 Mew Ticket 15 Ba% (00028 15 100.0% 0 00% 0 00% 0 00% 0o0%
B262 Exisfing Ticket K] 4% (000 3 100.0% 0 00% 0 00% 0 00% 0o0%
Direct Dial Number Total: 18 0028 18 0 0 0 0
2249
B261 Mew Ticket 2 9% (00306 [T 1 800% 0 00% 1 500% 000%
Direct Dial Number Total: 2 00306 0 1 0 1 0
2252
B261 Mew Ticket 2 9% 00012 [T 1 800% 1 800% 0 00% 000%
Direct Dial Number Total: 2 oot 0 1 1 0 0
GRAND TOTALS: 2 1% 10:03:06 18 2 1 1 0
Page 1of 1 DDIE pt - Mersion 6.0

J406/2007 D1AT:



Extensions

These reports give you information sorted by extension. You
can run these reports on all extensions or select from just one
to as many as you require.

The User's Location information is detailed and summarised in
this section also. An extension Locations are "Queue", "Office",
"In A Meeting", "Do not Disturb”, "Gone Out", "Gone For The
Day", "Holiday", "Sick Leave" and "Break". The extension user
can set this Location over the phone or from their PC.

The extension reports with Location information help ensure
that Locations are being used correctly.

=lolx|

Eile Eeport Options Help

= E ARERERE=ERE

=123 Extensions ;I ~ Description
Draily Locations by Extension Fepart
Laocation by Extenzion Repart
Location by Extension Summary
=] Location Summary J — Criteria
. es?:;:g:i Extension Report Source D atabase I[Eurrent] j
[ Message Box Summany Report Directon: |\\AKLCTSBWBIWM'\DB'\ _I
[ Oiveral Meszage Box Action Summary
Qverall Meszage Box Summary

Total Meszage Bax Activity

I'_—'ID Performance LI




Daily Location by Extension Report

This is a detailed log of the Locations chosen by the user of an
extension over time. You can see when they have set
themselves in the office, in meetings, in Queue etc.

Provides detailed information of user/agent whereabouts.
Daily Locations by Extension Report

This allows you to compare the time an extension spends in a
Location. With this report you can easily see what percentage
of time is being spent in Meetings, Queues etc.

This summarises the total time extensions are logged into a
Queue or other locations by day.

Report Criteria

U IPFX Reports (Legacy) - Daily Presence by Extension Report [Extn2.rpt] B@
File Report Options Help
HId += 21 @
+-(_] Agent Teams Drescription
+-(] Calls Daily Tatals of Time Spent in a Presence Grouped by Extension
+-3 DD Reparts
=23 Extensions
iDaily Presence by Extension Report: tars
Prezence by Extension Report
Prezence by Extension Summarny Report Template | -
Presence Summary
Queue by Extension Feport Source Database |[Current] j
+-] Meszage Box = : : :
port Directary: o
+-_] Performance | J
-] Queus Groups Report Title |Draily Prezence by Extension Report
+( Queues Period L
] b ek b
+-_7 Site Information | et J
+-.0 ‘Wildcard/Preferred Agent [atez From |14.-"EIE.-"2EIEI? J
00 Wrapp Codes To [20/06/2007 =
Times From |DB:EIEI J
Ta  |17:30 =
E stengion |2EED J
Daity Totalz of Time Spent in a Prezence Grouped by Extenzion

Calculations



Report Heading

Definition

Presence

Presence state examined

Duration

Total Time in Presence state

Extensions

Daily Presence by Extension
Report - Excel sample

Location by Extension Report

Presence by Extension Report

- Excel sample

Location by Extension
Summary

Presence by Extension
Summary - Excel sample

Location Summary

Presence Summary - Excel
sample

Queue by Extension Report

Queue by Extension Report -
Excel sample




Daily Presence by Extension Report - Excel
sample

Daily Presence by Extension Report

Report Criteria:  Dates between 1402007 and 200052007, Times between 08:00 and 1730, Extension = 2560

Exdtn  Date Location Time Spert in Location
Days  His JAncec

2560 Jack Hicholson

1400552007 Office 0 11:40:30

150552007 Office 0 ossroy
Queue 0 00302
Wark Time 0 001625

160552007 Office 0 055030 =
Queue 0 035329

170552007 Office 0 041823
Queue 0 0501:m

180552007 Office 1 004525
Queue 0 071203
Extension Total 2 18:30:00

Fage 1of 1 Extn2 rpt - Wersion 5.0.0700

240572007 0232 pm.



Location by Extension Report

Providing totals on the Locations for all the extensions on which
you choose to report will enable you to see both summary
information and a pie chart for quick estimation of percentages.

This is a summary for the period the report is run, and the time
spent in each Location.

Report Criteria

] IPFX Reports (Legacy) - Presence by Extension Report [Extn1.rpt] E]@
File Report Options Help
dgi+ =200
+-(_] Agent Teams Drescription
ange of Presence Report Grouped by Extension
+-(] Cals Charige of P Report Grouped by Extensi
+-3 DD Reparts
=23 Extensions
Draily Presence by Estenzion Report Bt
iPresence by Extension Bepart;
Prezence by Extension Summarny Report Template | -
Presence Summary
Queue by Extension Feport Source Database |[Current] j
+ % EE?SBQE Baw Fieport Ditectary: iz J
+ erformance
+-{27 Queue Groups Repart Title |Presence by Extension Report
+( Queues Period L
] b w'ednesd b
+-_7 Site Information | bbbl J
+-.0 ‘Wildcard/Preferred Agent [atez From |23.-"EIE.-"2EIEI? J
00 Wrapp Codes To [23/m6/2007 =
Times From |DB:EIEI J
Ta  |17:30 =
E xtension | J
Presence | J
Change of Prezence Report Grouped by Extenzion
Calculations
Report Heading Definition
Presence Presence state examined
Start Time Time the Presence began for the Extension




End Date/Time

Time the Presence ended for the Extension

Duration

Start Time minus End Date/Time

Extension Total - Duration

Sum of Duration for the Extension

Extensions

Daily Location by Extension
Report

Daily Presence by Extension
Report - Excel sample

Presence by Extension Report

- Excel sample

Location by Extension
Summary

Presence by Extension
Summary - Excel sample

Location Summary

Presence Summary - Excel
sample

Queue by Extension Report

Queue by Extension Report -
Excel sample




Presence by Extension Report - Excel sample
Presence by Extension Report

Report Criteria: Dates between 23092007 and 23052007, Times batween 08:00 and 17:30

Start Date  Location Start Time End Dzte/Time Duration

Hrs MAn:Sec i g Hrs Mgz Days  HrsfAncZec

2460 Jack Micholson

Wednesday, 23 May 2007
Office 08:00:00 230502007 11:3347 0 0333:47

Extenszion Total 0 033347

2587 Guy Smiley
Wednesday, 23 May 2007

Otfice (g:00:00 230552007 130006 0 05:00.08
In & Meeting 13:00:06 134725 0 004722
Glueue 134728 16:3225 0 024457

Extension Total 0 08:32:25

2600 Snuagles McButtercup

Wednesday, 23 May 2007
Office 08:00:00 23/0502007 173000 0 09:30:00

Extenszion Total 0 09:30:00

Fage 1 of 1 Extn1 rpt - Version 5.0.0700
241052007 03:05; p.m.



Location by Extension Summary

In this report the agents/users time spent in each location is
shown over a period of time that you specify.

Your agents might be required to be logged in to a Queue 30
hours a week. Run this over the last week and you can confirm
that this is the way their time is being used.

Report Criteria

U IPFX Reports (Legacy) - Presence by Extension Summary [Extnd.rpt]

METX

File Report Options Help
HSW += 22 ©

+-_7 Agent Teams

Diescription
+-(] Calls Surnmary of Time Spent in a Presence Grouped by Extension
+-3 DD Reparts
=23 Extensions
Diaily Presence by Estenzion Report Bt
Prezence by Extension Report
iPresence by Extension Summary Report Template | e
Pregence Summary
Queue by Extension Feport Source Database |[Current] j
+-] Meszage Box = : : :
port Directary: o
+-_] Performance | J
+-[1 Queue Groups Heport Title |Presence by Extersion Summary
+( Queues Period L
] t Thured b
+-_7 Site Information | 28 Ees J
+-.0 ‘Wildcard/Preferred Agent [atez From |'I?.-"EIE.-"2EIEI? J
-0 Whapup Codes To [17/06/2007 =
Times From |DB:EIEI J
Ta  |17:30 =
E stengion |2EED J
Summary of Time Spent in a Prezence Grouped by Extension
Calculations
Report Heading Definition

Presence

Presence state examined

Duration

Start Time minus End Date/Time




|Extension Total - Duration |Sum of Duration for the Extension

Extensions

Daily Location by Extension
Report

Daily Presence by Extension
Report - Excel sample

Location by Extension Report

Presence by Extension Report
- Excel sample

Presence by Extension
Summary - Excel sample

Location Summary

Presence Summary - Excel
sample

Queue by Extension Report

Queue by Extension Report -
Excel sample




Presence by Extension Summary - Excel sample
Presence by Extension Summary

Report Criteria:  Dates between TR0 2007 and TH052007, Times batween 08:00 and 77:30 Extension = 2560

Edtn  Location Total Time in Location
Days  His fMIncecs

2560 Jack Hicholson

Otfice 0 04:19:23 The b Locaition cecrs
Glleue 0 0510:37

Location

Extension Total: 0 09:30:00

Fage 1of 1 Extrid.rpt - “irzion &.0.0700

24052007 03:15: p.m.



Location Summary

Providing totals on the Locations for all the extensions on which
you choose to report will enable you to see both summary
information and a column chart for quick estimation of
percentages.

This is a summary for the period the report is run, and the time
spent in each Location.

Report Criteria

U IPFX Reports (Legacy) - Presence Summary [Extn5.rpt] E]@
Fle Report Options Help
HSW += 22 ©
+-(_] Agent Teams Drescription
+-(] Calls Dverall Summary of Time Spent in a Presence
+-3 DD Reparts
=23 Extensions
Diaily Presence by Estenzion Report Bt
Prezence by Extension Report
Presence by Extension Summary Report Template | [
‘Presence Summary;
Queue by Extension Feport Source Database |[Current] j
+{] Message Box Report Directary; |Z:"~ J
+-_] Performance
+-{27 Queue Groups Repart Title |Presence Summary
+( Queues Period L
] t Thured b
+-_7 Site Information | 28 Ees J
+-.0 ‘Wildcard/Preferred Agent [atez From |'I?.-"EIE.-"2EIEI? J
00 Wrapp Codes To [17/06/2007 =
Times From |DB:EIEI J
To  [17:30 =
E xtension | J
Overall Summary of Time Spent in a Prezence
Calculations
Report Heading Definition
Presence Presence state examined




Duration Start Time minus End Date/Time

Extension Total - Duration Sum of Duration for the Extension

Extensions

Daily Location by Extension
Report

Daily Presence by Extension
Report - Excel sample

Location by Extension Report

Presence by Extension Report
- Excel sample

Location by Extension
Summary

Presence by Extension
Summary - Excel sample

Presence Summary - Excel
sample

Queue by Extension Report

Queue by Extension Report -
Excel sample




Presence Summary - Excel sample

Presence Summary

Report Criteria: Dates between THAOS2007 and THOSEZ007, Times between 08:00 and 17:30

Time in Location gecs)

G}

il

o

30}

204

100}

oK — S
Location
Location Total Time in Location
Days  Hrs MInSecs
Gone Far Day 0 09:30:00
Gaone Cut 0 093000
Orffice G 121323
QueLe 0 144037
GRAND TOTAL: T 22:00:00
FPage 1 of 1 Extr.rpt - wirzion 5.0.0700

HERRBRHRERAREY



Queue by Extension Report

This report identifies for each agent, how many calls from each
gueue they received on a daily basis.

You may have someone who logs in as an agent only when the
Queue starts to get busy. This will help make sure that Queue
calls don't take up too much of their time, stopping them from
performing their primary job function. It may also indicate a
possible need for another full time agent, and provide
documentation for this proposal.

Report Criteria

U IPFX Reports (Legacy) - Queue by Extension Report [Extn3.rpt] E]@
File Report Options Help
3 += 21 @
+-(_] Agent Teams Drescription
+-(] Calls [ueue Infarmation for an E ztension Grouped by Day
+-3 DD Reparts
=23 Extensions
Diaily Presence by Estenzion Report Bt
Prezence by Extension Report
Prezence by Extension Summarny Report Template | -
Presence Summary
iHueue by Extension B eport: Source [atabase |.-'-‘-.KL\-’EIIF'EI1 - [Eurrent] x
-] Message Box = : : i
port Directary: o
+-_] Performance | J
+-{27 Queue Groups Repart Title |Queue by Extenzsion Feport
+( Queues Period L
] b ek b
+-_7 Site Information | et J
+-.0 ‘Wildcard/Preferred Agent [atez From |14.-"EIE.-"2EIEI? J
-0 Whapup Codes To [20/06/2007 =
Times From |DB:EIEI J
Ta |17:30 =
[tem Type | J
[ueue Mumber | J
E stengion |2911 J
Queue Information for an Extenzion Grouped by Day

Calculations
Queue/Extn - Incoming Call Count Total Incoming Calls Answered on the



particular Queue/Extn

Queue/Extn - Incoming Total Total Time spent on Incoming Calls on the
particular Queue/Extn

Queue/Extn - Incoming Min Min Time spent on an Incoming Calls on the
particular Queue/Extn

Queue/Extn - Incoming Max Max Time spent on an Incoming Calls on the
particular Queue/Extn

Queue/Extn - Incoming Avg Queue/Extn - Incoming Total Divided by
Queue/Extn - Incoming Call Count

Queue/Extn - Outgoing Call Count Total Outgoing Calls Answered on the
particular Queue/Extn

Queue/Extn - Outgoing Total Total Time spent on Outgoing Calls on the
particular Queue/Extn

Queue/Extn - Outgoing Min Min Time spent on an Outgoing Calls on the
particular Queue/Extn

Queue/Extn - Outgoing Max Max Time spent on an Outgoing Calls on the
particular Queue/Extn

Queue/Extn - Outgoing Avg Queue/Extn - Outgoing Total Divided by
Queue/Extn - Outgoing Call Count

Queue/Extn - Queue Call Count Total Queue Calls Answered on the
particular Queue/Extn

Queue/Extn - Queue Total Total Time spent on Queue Calls on the
particular Queue/Extn

Queue/Extn - Queue Min Min Time spent on an Queue Calls on the
particular Queue/Extn

Queue/Extn - Queue Max Max Time spent on an Queue Calls on the
particular Queue/Extn

Queue/Extn - Queue Avg Queue/Extn - Queue Total Divided by
Queue/Extn - Queue Call Count

Extensions Totals - Incoming Call Count Sum of Queue/Extn - Incoming
Call Count for the particular Extension

Extensions Totals - Incoming Total Sum of Queue/Extn - Incoming Total
for the particular Extension

Extensions Totals - Incoming Min Min from Queue/Extn - Incoming Min



for the particular Extension

Extensions Totals - Incoming Max Max from Queue/Extn - Incoming Max
for the particular Extension

Extensions Totals - Incoming Avg Extensions Totals - Incoming Total
Divided by Extensions Totals - Incoming Call Count

Extensions Totals - Outgoing Call Count Sum of Queue/Extn - Outgoing
Call Count for the particular Extension

Extensions Totals - Outgoing Total Sum of Queue/Extn - Outgoing Total
for the particular Extension

Extensions Totals - Outgoing Min Min from Queue/Extn - Outgoing Min
for the particular Extension

Extensions Totals - Outgoing Max Max from Queue/Extn - Outgoing Max
for the particular Extension

Extensions Totals - Outgoing Avg Extensions Totals - Outgoing Total
Divided by Extensions Totals - Outgoing Call Count

Extensions Totals - Queue Call Count Sum of Queue/Extn - Queue Call
Count for the particular Extension

Extensions Totals - Queue Total Sum of Queue/Extn - Queue Total for the
particular Extension

Extensions Totals - Queue Min Min from Queue/Extn - Queue Min for the
particular Extension

Extensions Totals - Queue Max Max from Queue/Extn - Queue Max for
the particular Extension

Extensions Totals - Queue Avg Extensions Totals - Queue Total Divided
by Extensions Totals - Queue Call Count

Team Totals - Incoming Call Count Sum of Extensions Totals - Incoming
Call Count for the particular Team

Team Totals - Incoming Total Sum of Extensions Totals - Incoming Total
for the particular Team

Team Totals - Incoming Min Min from Extensions Totals - Incoming Min
for the particular Team

Team Totals - Incoming Max Max from Extensions Totals - Incoming Max
for the particular Team

Team Totals - Incoming Avg Team Totals - Incoming Total Divided by



Team Totals - Incoming Call Count

Team Totals - Outgoing Call Count Sum of Extensions Totals - Outgoing
Call Count for the particular Team

Team Totals - Outgoing Total Sum of Extensions Totals - Outgoing Total
for the particular Team

Team Totals - Outgoing Min Min from Extensions Totals - Outgoing Min
for the particular Team

Team Totals - Outgoing Max Max from Extensions Totals - Outgoing Max
for the particular Team

Team Totals - Outgoing Avg Team Totals - Outgoing Total Divided by
Team Totals - Outgoing Call Count

Team Totals - Queue Call Count Sum of Extensions Totals - Queue Call
Count for the particular Team

Team Totals - Queue Total Sum of Extensions Totals - Queue Total for the
particular Team

Team Totals - Queue Min Min from Extensions Totals - Queue Min for the
particular Team

Team Totals - Queue Max Max from Extensions Totals - Queue Max for
the particular Team

Team Totals - Queue Avg Team Totals - Queue Total Divided by Team
Totals - Queue Call Count

Grand Total - Incoming Call Count Sum of Team Totals - Incoming Call
Count

Grand Total - Incoming Total Sum of Team Totals - Incoming Total
Grand Total - Incoming Min Min from Team Totals - Incoming Min
Grand Total - Incoming Max Max from Team Totals - Incoming Max

Grand Total - Incoming Avg Grand Total - Incoming Total Divided by
Grand Total - Incoming Call Count

Grand Total - Outgoing Call Count Sum of Team Totals - Outgoing Call
Count

Grand Total - Outgoing Total Sum of Team Totals - Outgoing Total
Grand Total - Outgoing Min Min from Team Totals - Outgoing Min
Grand Total - Outgoing Max Max from Team Totals - Outgoing Max
Grand Total - Outgoing Avg Grand Total - Outgoing Total Divided by



Grand Total - Outgoing Call Count

Grand Total - Queue Call Count Sum of Team Totals - Queue Call Count
Grand Total - Queue Total Sum of Team Totals - Queue Total

Grand Total - Queue Min Min from Team Totals - Queue Min

Grand Total - Queue Max Max from Team Totals - Queue Max

Grand Total - Queue Avg Grand Total - Queue Total Divided by Grand
Total - Queue Call Count

Extensions

Daily Location by Extension Report

Daily Presence by Extension Report - Excel sample

Location by Extension Report

Presence by Extension Report - Excel sample

Location by Extension Summary
Presence by Extension Summary - Excel sample

Location Summary

Presence Summary - Excel sample

Queue by Extension Report - Excel sample




Queue by Extension Report - Excel sample
Queue by Extension Report

Report Criteria: Dates between 102007 and 20005/2007, Times between 08:00 and 17:30, Extension = 2914

Calls Anawered

D ate
Extension Agent Bueue Calls Answered Average Talk Time
Hrs $An:Zecs
Monday, 14 May 2007
2911 Tony Soprano 2900 Operstor Queue 4 00:04:09
2955 Technical Support 1 00:03:558
Agent Total: 5 000407
Daily Total: 5 0:04:07
Tuesday, 15 May 2007
2911 Tony Soprano 2900 Operstor Queue 3 Q00332
Agent Total: 3 000332
Daily Total: 3 (:03:32
Friday, 18 May 2007
2911 Tony Soprano 2900 Operstor Queue 5 00:00:21
2955 Technical Support 9 00:02:40
Agent Total: 14 00:01:51
Daily Total: 14 (:01:51
Fage 1of 1 Extri3.rpt - “werzion §.0.0700

HHHHRRRRNAR RN



Message Box

Message Boxes are used to play messages to callers. These
messages are what callers hear when calling into an
organisation's Auto Attendant or between Music on Hold while
waiting in a Queue. Note Voicemail Boxes do NOT count as
message boxes.

These reports provide information on how often each message
is played and what options callers select while in the Auto
Attendant. This information can ensure you provide easy to use
options for your customer base, as well as utilising options in
marketing/sales campaigns and viewing the response levels.

_inix]

Eile Eeport Options Help

= E ARERERE=ERE

=23 Meszage Box = = Deseription
Mezsage Box Summarny

Overall Meszage Box Action Summary
Overall Message Box Summary

C] Total Message Box Activity < Bl

=1 Perfarmance J

[H] Agent Performance Call Summary Source Database I[Current] j
Agent Performance Location Summary by Qusue Report Directory: I\\AKLCTSewerWM'\DB\ _I

Agent Performance Surmmarny
Agent Performance Summany by Queus

Team Summary - Agent Perfarmance Surnary

I'_—'ID [ueue Groups LI




Message Box Summary

This gives you action totals by message box on a day-by-day

basis.

A good report to run to find out the most or least used message
box and to keep track of day or week variations. Also a good
report to run to find out if callers are hanging up when they get

to you from an after hours message box.
Report Criteria

U IPFX Reports (Legacy) - Message Box Summary [MsgBox2.rpt]

ETX

Fle Report Options Help
H S += 22 @
+-(_] Agent Teams Drescription
+-(] Calls Surnmary of Meszage Box Information Grouped by Dap
+-3 DDl Reparts
+-_7 Extensions
=& ME_SSE'QEB':'H Criteria
iMezzage Box Summary;
Overall Meszzage Box Action Summany Report Template | -
Overall Mezzage Box Summary
Tatal Mezsage Box Activity Source Database |.-'-‘-.KL\-’EIIF'EI1 - [Eurrent] j
+-_7 Performance : :
Report Directary; o
+-.7 Queus Groups | J
-] Qusues Report Title |Message Box Summary
+-_7 Site Information :
Period Tod -
+-.0 ‘Wildcard/Preferred Agent | &2 J
+-_7 Wrapup Codes [atez From |24.-"EIE.-"2EIEI? J
To  |24/05/2007 =
Times From |DB:EIEI J
To  [17:30 |
tezzage Box Mumber | J
Summary of Mez=age Box Information Grouped by Day

Calculations

Report Heading Definition

Start Time Time the Call started




Message Box

Message Box activated

Key Pressed

Keypad number/symbol input by caller

Action Taken

Action Value

Count

Number of occurrences for all Calls

Duration Minimum

Shortest Call length

Duration Average

Average Call length

Duration Maximum

Longest Call length

Duration Total

Total Call duration

Message Box

Message Box Summary -
Excel sample

Overall Message Box Action
Summary

Overall Message Box Action
Summary - Excel sample

Overall Message Box
Summary

Overall Message Box
Summary - Excel sample

Total Message Box Activity

Total Message Box Activity -
Excel sample




Message Box Summary - Excel sample

Message Box Summary

Report Criteria: Dates between 24052007 and 240052007 Times between 08:00 and 17:30

Message Box Number &

Meserirdinn

Thursday, 24 May 2007

1 Sales

29092 QA1 for Queue 2909 (Salution Consuting)
29553 AM's Announcement for Gueue 2955 (Technical
DAYMENU (Unknown Messaneon)

Diaily Tetal:

GRAND TOTAL:

Page 1uf 1

Message
Court

Key
Pressed

Action Taken

Hangup
WM
Dial

Dial

Exdn
Hangup
MagBix
Operalor
Operalor
Staffhienu

Ation Value

2909
2243
24953

Tatil
His 1 Zecs

000013
000011
000013

44
00:00:00
000028
000019
000037
00052
00:00:39

00:05:18

00:05:18

hessage Duration Statistics
Minimum Ma:mum
Hrs 30 Zecs Hrs 30 Zecs
00.00:13 00:00:13
00000 00:00:05
000000 000002
000019 00:00:25
000000 00:00:00
000008 00:00:11
000019 00:00:19
000037 00:00:37
00.00:04 00:00:30
00000 00:00:09
00:00:00 00:00:37
00:00:00 00:00:37

Lysrage
Hrs 30 Zecs

00:00:13
00:00:03
00:00:0

00:00:21
00:00:00
00:00:09
00:00:19
00:00:37
000017
00:00:04

00:00:07

00:00:07

likg



Overall Message Box Action Summary

This shows totals of caller responses to all of the Message
boxes. You can see how many times that callers pressed a key
and what action happened as a result.

For example find out how many times callers pressed 1 to leave
an after hours message.

Report Criteria

U IPFX Reports (Legacy) - Overall Message Box Action Summary [MsgBox4.rpt] E]@
Fil= Report Options Help
HSW += 22 ©
+-(_] Agent Teams Drescription
+-(] Calls Dwerall Summary of &ctions Taken
+-3 DDl Reparts
+-_7 Extensions
=] Meszage Box Bt
Mezzage Box Summary
i0verall Meszage B ox Action Surmmany Report Template | e
Overall Mezzage Box Summary
Total Message Box Activity Source [atabase |.-'-‘-.KL\-’EIIF'EI1 - [Eurrent] x
% % Eerfnrm;nce Report Directony: |Z:"~ J
+ ueue Groups
+-{27] Queues Repart Title |Overall Message Box Action Summary
+-_7 Site Information :
Period Tod -
+-.0 ‘Wildcard/Preferred Agent | &2 J
+-_7 Wrapup Codes [atez From |24.-"EIE.-"2EIEI? J
To  |24/05/2007 =
Times From |DB:EIEI J
To  [17:30 B
tezzage Box Mumber | J
Overall Summary of Actions Taken

Calculations
Report Heading Definition
Start Time Time the Call started

Message Box Message Box activated




Key Pressed Keypad number/symbol input by caller

Action Taken

Action Value

Count Number of occurrences for all Calls
End Time Time the Call ended

Duration Total Call duration

Message Box
Message Box Summary

Message Box Summary -
Excel sample

Overall Message Box Action
Summary - Excel sample

Overall Message Box
Summary

Overall Message Box
Summary - Excel sample

Total Message Box Activity

Total Message Box Activity -
Excel sample




Overall Message Box Action Summary - Excel
sample
Overall Message Box Action Summary

Report Criteria: Dates between 240572007 and 24052007, Tines between 08:00 and 17:30

Humber of Times Action was Taken

14
12
10
]
fi
4 [ 4
2 - — —
1]
iy o & A o i L] & i
;] r@ __"&QJ +¢.~ Q\g\\h 6"'* d\-bq u"ég éé\é\ :b@
o i ¢ %‘@@ g i 2 o
Action Taken - Action WValue
Message Duration Statistics
Key Action Taken Action Yalue Message
Pressed Court Tatal Rinimum Mazimum Ayenage
Hes #lrs 2o Hrs 8 Zecs Hes #r Z2cr Hrs 8l Zecs
- Dzl 2298 14 00:00:15 00:00:00 00:00:02 00:00:m
G Dzl 25955 5 00:01:44 000014 00:00: 25 00:00:20
3 Extn 3 1 00:00:00 00:00:00 (00 00 00 00:00:00
Hanzup 4 00:00:41 00:00:08 00013 00:00:10
4 hzaBox 1 1 00:oc19 00:00:19 000019 00:00:19
- Operatar 1 000037 00:00:37 000037 00:00:37
1] Operatar 3 000052 00:00:04 000030 00:00:17
1 Staffhdenu 10 00:00:39 00:00:0m 00:00:09 000003
2 Wi 25909 4 00:00::11 00:00:0m 00:00:05 000002
GRAMDO TOTAL: 43 00:05:18 00:00:00 00:00:37 00:00:07
Fage 1of 1 futeq Booeedrpt - hzrsion 6 .0.0700

24055007 044345 pm.



Overall Message Box Summary

This gives you totals of the actions callers took in each
message box.

A good way to make sure that your menus are not confusing
callers. This report would let you see if callers were pressing
invalid keys when they come in on a particular Message Box.

Report Criteria

U IPFX Reports (Legacy) - Overall Message Box Summary [MsgBox3.rpt] E]@
File Report Options Help
HSW += 22 @
+-(_] Agent Teams Drescription
+-(] Calls Dverall Summary of Message Box Infarmation
+-3 DDl Reparts
+-_7 Extensions
=] Meszage Box Bt
Mezzage Box Summary
Overall Meszzage Box Action Summany Report Template | hd
i0verall Meszage Box Summary
Tatal Mezsage Box Activity Source Database |.-'-‘-.KL\-’EIIF'EI1 - [Eurrent] j
+-_7 Performance : :
Report Directary; o
+-.7 Queus Groups | J
-] Qusues Report Title |Overall Message Box Summary
+-_7 Site Information :
Period Last Wiesk -
+-.0 ‘Wildcard/Preferred Agent | it J
+-_7 Wrapup Codes [atez From |14.-"EIE.-"2EIEI? J
To  |20/05/2007 =
Times From |DB:EIEI J
To  [17:30 iz
tezzage Box Mumber | J
Overall Summary of Mez=age Box Information

Calculations
Report Heading Definition
Start Time Time the Call started

Message Box Message Box activated




Key Pressed Keypad number/symbol input by caller
Action Taken

Action Value

Count Number of occurrences for all Calls
Duration Minimum Shortest Call length

Duration Average Average Call length

Duration Maximum Longest Call length

Duration Total Total Call duration

Message Box
Message Box Summary

Message Box Summary -
Excel sample

Overall Message Box Action
Summary

Overall Message Box Action
Summary - Excel sample

Overall Message Box
Summary - Excel sample

Total Message Box Activity

Total Message Box Activity -
Excel sample




Overall Message Box Summary - Excel sample

Overall Message Box Summary

Report Crteria:—— (stes hetween 14052007 and 20052007 Times between 08:00 and 1730

Call Duration Stetistics
Message Box Meszage fey  ActionTaken  Action

Hurber Caurt Preszed Walna Totl Hinlium Ha:imum Ayarage
1 Sales
3 2 Edn A 000045 ooooor 000042 00:00:05
1 3 Eidn et g ooooor oooo.r o007
3 1 Edn i 000023 ooooms o000 o007
1 0 Operstor 00014 00.00:15 0:00:15 0:00:15
Message Box Total: 12 00308 (00004 (00054 0:00:15
GRAHD TOTAL: 12 00:03:08 00:0004  00:00:54 00:00:15
Page 1 of 1

Aition Taken - eflon Vilug

Humber o7 Tmes & on wis Taken

WgBondmt - Mersion §.0.0700
T40G007 044436 pm.



Total Message Box Activity

This is a list showing each time callers hear a message box and
what they did when they heard the message.

You can choose the date and the message box you want to
report on.

Note In the Action column you might see VM or VMX (Voicemail
box) as the action and a number in the Action Value field. This
means that the call was sent to a Voicemail mailbox from the
message box. The number in the Action Value column is the
Voicemail box number.

If you see VMX then the caller was dropped directly into
recording a message in the mailbox eg: no pre-recorded
message was played before the beep. When you see VM then
the caller heard a Voicemail mailbox pre recorded message first
and then left a message after the beep.

A good report to run if you are thinking of changing Audio Text
menus. You'll be able to see what Audio Text Message Boxes
are popular and what time of day callers use them.

You may have a Message Box set up to give a different option
and message in the morning from that in the afternoon. With
this report you might see that no one calls that line in the
morning so the service could be removed, or advertised to
encourage calls.

Report Criteria



U IPFX Reports (Legacy) - Total Message Box Activity [MsgBox1.rpt]

M=%

File Report Options Help
HSW += 22 @

+-_7 Agent Teams

w7 Calls

+-3 DDl Reparts

+-_7 Extensions

=] Meszage Box
Mezzage Box Summary
Overall Mezzage Box Action Summany
Overall Mezzage Box Summary
iTotal Message Box Activiy

+-_7 Performance

+-.7 Queus Groups

+-0 Queuss

+-_7 Site Information

+-.0 ‘Wildcard/Preferred Agent

+-_7 Wrapup Codes

All Mez=age Box Activity Grouped by Day

Diescription
Al Meszage Box Activity Grouped by Day

Criteria

Report Template |

|« [«

Source Datapase |AKLYOIPDT - (Cunent)
Report Directary; |Z:"~

Report Title |T|:|ta| Mezzage Box dotivity
Period |TIZIE|E|_','

Dates From |24/05/2007

To  |24/05/2007

Timez From |DB:EIEI

Ta  |17:30

tezzage Box Mumber |

O EO R T T K

Calculations
Report Heading Definition
Start Time Time the Call started
Message Box Message Box activated
Key Pressed Keypad number/symbol input by caller

Action Taken

Action Value

Count Number of occurrences for all Calls
End Time Time the Call ended

Duration Total Call duration

Message Box




Message Box Summary

Message Box Summary -
Excel sample

Overall Message Box Action
Summary

Overall Message Box Action
Summary - Excel sample

Overall Message Box
Summary

Overall Message Box
Summary - Excel sample

Total Message Box Activity -
Excel sample




Total Message Box Activity - Excel sample

Total Message Box Activity

Report Criteria: Dates between 24082007 and 24052007, Tirmes bebween 08:00 and 17:30

Meszage Box Number & ey Action Taken Action Value Call Started Call Ended
Description Preszed

Thursday, 24 May 2007

258092 QA1 for Queus 2909 (Solution 2 Wi 2909 05:26:49 05:25:54
259092 QA 1 for Queus 2909 (Solution 2 Wi 2909 05:34.27 05:34:29
DAY MENL G Dial 2955 08:38:12 08:38:31
259559 AH'= Apnouncement for Cuewe - Dial 2298 05:38:32 058:358:33
25092 Q&1 for Queus 2909 (Solution 2 Wi 2909 05:35:43 05:35:46
259092 QA 1 for Queus 2909 (Solution 2 Wi 2909 05:.42:09 054210
29559 AH'= Apnouncement for Cuewe - Dial 2298 09:00:31 09:00:32
DAY MENL Hangup 09:10:04 091015
DAY MENL G Dial 2955 09:10:30 09:10:49
29559 AH'= Apnouncement for Cuewe - Dial 2298 089:10:50 09:10:51
29559 AH'= Apnouncement for Cuewe - Dial 2298 081410 091411
DAY MENL G Dial 2955 09:17.45 09:15:06
29559 AH'= Apnouncement for Cuewe - Dial 2298 08:18.07 09:15:09
DAY MENL I Cperatar 089:18:52 09:18:22
DAY MENL I Cperatar 09:20:27 08:20:31
29559 AH'= Apnouncement for Cuewe - Dial 2298 09:36:34 09:36:35
DAY MENL G Dial 2955 10:09:35 10:08:55
29559 AH'= Apnouncement for Cuewe - Dial 2298 10:09:56 10:08:56
29559 AH'= Apnouncement for Cuewe - Dial 2298 10:12:35 10:12:36
DAY MENL 1 Statfhienu 10:55:55 10:56:00
DAY MENL I Cperatar 11:33.03 11:33:21
DAY MENL 3 Extn 3 11:51:28 11:51:28
DAY MENL G Dial 2955 11:54.46 11:55:1
29559 AH'= Apnouncement for Cuewe - Dial 2298 11:55:13 11:55:114
DAY MENL - Cperatar iS55 11:56:30
29559 AH'= Apnouncement for Cuewe - Dial 2298 120228 120229
29559 AH'= Apnouncement for Cuewe - Dial 2298 122439 12:24.40
29559 AH'= Apnouncement for Cuewe - Dial 2298 12:40:08 12:40:09
DAY MENL 1 Statfhienu 124512 12:4515
DAY MENL 1 Statfhienu 124519 12451
DAY MENL 1 Statfhienu 12:45:52 12:45:54
DAY MENL 1 Statfhienu 125210 125212
DAY MENL 1 Statfhienu 12:89:33 12:88:37
DAY MENL 1 Statfhienu 13.00:13 13.00:14
DAY MENL 1 Statfhienu 13.00:18 13:00:20
29559 AH'= Apnouncement for Cuewe - Dial 2298 13.47:19 13.47.20
DAY MENL Hangup 13.49:32 13.48:41
DAY MENL 1 Statfhienu 14:29:20 14:28:29
29559 AH'= Apnouncement for Cuewe - Dial 2298 14:54:24 14:54.26
DAY MENL 4 MagBiox 1 15:02:59 15:03:18
1 Sales Hangup 15:03:18 15:03:31
DAY MENL 1 Statfhienu 15:03:38 15:03.47
DAY MENL Hangup 16:15:25 16:15:33
Daily Total: 43 (NumberorCals )

GRAMD TOTAL: _13 i W emer of Calls )

Fage 1 of 1

Call Duration

Hrs 3 22

00:00:0:
00:00:02
00:00:14
00:00:M
000003
00:00:M
00:00:M
00:00:11
00:00:14
00:00:M
00:00:M
00:00:21
00:00:02
00:00:30
00:00:04
00:00:M
00:00:20
00:00:00
00:00:M
00:00:0:
00:00:1&
00:00:00
00:00:23
00:00:M
00:00:37
00:00:M
00:00:M
00:00:M
000003
00:00:02
00:00:02
00:00:02
00:00:04
00:00:M
00:00:02
00:00:M
00:00:04
000004
00:00:02
000014
000013
000004
000008

00:00:07  (4a)
00:00:07  (4a)

htzgBox 1 rpt - Miersion §.0.0700
4052007 04:45:32 pm.



Performance

These reports outline the performance of agents based on the
time spent on each facet of call taking.

_inix]

Eile Eeport Options Help

= E ARERERE=ERE

=423 Performance ;I — Description
Agert Performance Call Surmarny

Agent Perfarmance Location Summary by Qusue
Agent Performance Summary

Agent Perfarmance Summary by Queue — Criteria
Team Summary - Agent Performance Summary J
51 Queus Groups Source Database I[Eunent] j

Queue Group Summary - 20 Secand Intervals Report Directony: I\\.&KLCTSBWBIWM\DB _I

[ Queue Group Summary - Overall Bueus Surmmar
Queue Group Surimary - Queue Summarny
Queue Group Surimary - Queue Surmary by Day

I'_—'ID [ueues LI




Agent Performance Summary

This report gives a detailed breakdown of the amount of time an
agent spent in each facet of call taking, i.e. talk time, wrapup,
queue etc.

Report Criteria

U IPFX Reports (Legacy) - Agent Performance Summary [Perf1.rpt] E]@
Fle Report Options Help
H S += 22 @
+-(_] Agent Teams Drescription
+-(] Calls Dverall Summary of &gent Performance |nformation by Estension
+-3 DDl Reparts
+-_7 Extensions
+-] Meszage Box Bt
=] Performance
itgent Performance Surmmmany Report Template | 7
Agent Performance Summarny by Queue
Team Summary - Agent Performance Summary Source Database |SYDVOIPOT - (Curren] |
+-.7 Queus Groups = : : :
port Directary: o gt
+-0 Queuss | J
-7 Site Information Report Title |gent Performance Summary
+-.0 ‘Wildcard/Preferred Agent Periad L
] b ek hd
+-_7] Wrapup Codes | e J
Dates From |14/05/2007 =
To  |20/05/2007 ]
Times From |DB:EIEI J
To  [17:30 ]
[tem Type | J
E stenzion |2249,2248,224?,2248,2245,224 J
Overall Summary of Agent Performance Information by Extenzion
Calculations
Extn: The Extension number associated with the Agent.
Agent: Agent's name as displayed in the IPFX Directory.

The total 'Queue Time' (agent logged in) for the report period. Expressed as

Queue: D HH:MM:SS (Days Hours Minutes Seconds).

The total time the agent was logged into the queue less Talk, Work, Hold
and Wrap-up time. This figure represents agent availability for a given
period.




Idle:

Expressed as D HH:MM:SS (Days Hours Minutes Seconds).

Note A negative value can occur if the agent has made a high number of
calls in a Location other than queue.

Office:

The total time spent in the 'Office’ location for the report period. This figure
represents time the agent was in the office but not logged into the queue.
Expressed as D HH:MM:SS (Days Hours Minutes Seconds).

Talk:

The total talk time of the Agent for the nominated queue (incoming queue
calls only). Expressed as D HH:MM:SS (Days Hours Minutes Seconds).

Hold:

The total time an agent had a caller on hold for the nominated queue
(incoming queue calls only). Expressed as D HH:MM:SS (Days Hours
Minutes Seconds).

Note This figure is only available on Cisco / IPFX based systems. For NEC
and other PABXs, the hold time is included in the Talk Time.

Work:

The total time the agent has spent in Work Time for the nominated queue.
This time represents time the agent is working on queue related matters
and is unavailable to receive new calls. Expressed as D HH:MM:SS (Days
Hours Minutes Seconds).

Note Please refer to the Administrators manual for further information on
Work Time settings and options.

Wrapup:

The total time the agent has spent between call completion and the entry of
a Wrap-up code for the nominated queue. Expressed as D HH:MM:SS
(Days Hours Minutes Seconds).

Note Please refer to the Administrators manual for further information on
Wrap-up settings and options.

Other:

The total time spent in Locations other than Office, Queue and Break for
the nominated report period.

Note For a detailed break-down of this time, please refer to the Location
Specific reports under the 'Extensions' folder.

Break:

The total time spent in the Break Location for the report period.
Expressed as D HH:MM:SS (Days Hours Minutes Seconds).

Incoming:

The total call count and the Total talk time for all incoming, non queue calls
to the Agent's extension number for the report period.

Note For a detailed break-down of incoming call activity please refer to the
'Calls’ report section.

Outgoing:

The Total call count and the Total talk time for all Outgoing calls from the
Agent's extension number for the report period.

Note For a detailed break-down of outgoing call activity please refer to the
'Calls’ report section.

The call count and the talk time for all Queue Incoming calls to the Agents




extension number for the report period.
Queue:

Note For a detailed break-down of agent queue call activity, please refer to
the 'Calls' report section.

See Also

Performance

Agent Performance Summary
- Excel sample

Agent Performance Summary

by Queue

Agent Performance Summary
by Queue - Excel sample

Team Summary Agent
Performance Summary

Team Summary Agent
Performance Summary - Excel

sample




Agent Performance Summary - Excel sample

Repart Criferia:

Averages am calowlated only usiny values yeaterthan 2em.

Extn Hgert

2m Shereeta Galal
207 Sydney Server Room
208 Bl Gates

210 Justin Martin
m Larry Elizon
220 Jude Rhodes
22 Deqorsh Harcourt
230 Con Geortiou
23 Jeft Boslem
2232 Boris Cores
240 David Ahern
242 Martyn Gridey
245 Viad Vikovic
248 Chris Barclay
247 John Manzan
248 Christian Saboisky
243 Lee Tsiamis
GRAHD TOTALS:
AVERAGES:

Page 1of 1

Hueue

Aoy
0000000
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0000000
0000000
0044324
0000000
0000000
0000000
0000000
0000000
0000000
0040347
000438
1032045
0034708
0181643

5110537
016:23:12

e (i
108000

0000018

noria

02T
0004041

non0zse

0073346
0003804
ooz
0020318
0000702
D000

0001328

021726

0153822

omear

011402
118:04:53
002:28:31

Agent Performance Summary

[ffiie
00311:55
000:00:00
1055718
1 093603
2183000
0164706
1121435
0204527
1134339
2063332
000:00:00
1233000
1 00:06:59
11014346
0134020
2095833
0002952

19 2:4%:08
107:51:16

Agent Time Information ¢ vinn:z)

Talk Hold Wark

00410:06 0001614
0000018 000:00:00
0003239 0000000
0OR2721 0000056
0004016 000:00:23
0033021 0000000
0073346 0000000
000:38:04 0000000
00:00:02 0000000
0020704 0000000
000:07:02 000:00:00
001800 0000000
00340:24 0000553
0023204 0000000
0110225 0002038
006:33:02 0000231
0061349 0001552

213443 001:00:31 0 00:00:00
0 03:30:16 0 00:10:04 0

N - N

Dates between 14052007 and 20052007 Times between 08:00 and 1790 Extension =

Wrapup

L I I R R )

-

(ther

0052108
0000000
0002228
0035243
0000000
0024433
0083507
0131307
0133417
0030543
0000000
0000000
0030044
0000000
0000000
0023340
0000000

220:35:1
006:51:33

Break

000:00:00
000:00:00
000:00:00
000:00:00
000:00:00
000:00:00
000:20:38
000:00:00
000:00:00
000:00:00
000:00:00
000:00:00
000:00:00
000:00:00
0033345
000:40:30
0021030

HIT05N
0 01:46:20

phi

f3
15
18
B
1

3

18
i
il
5
43
phi

m

Calttype Information ot TobI TakTing

Inzaming

o
000:00:05
000:00:05
0030943
0000802
0024228
0031413
0001603
0001235
0003323
000:00:00
0000828
oonagar
0003031
0024313
0043706
0004148

025:11:48
0 01:26:59

B
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fig
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(utgaing

O O O O OO OO OO S S S S e e e e

i

0 01:35:4

Hue
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55 003m
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Agent Performance Summary by Queue

This report gives a detailed breakdown of the amount of time an
agent spent in each facet of call taking, and is grouped by
qgueue.

Report Criteria

] IPFX Reports (Legacy) - Agent Performance Summary by Queue [Perf2.rpt] E]@
Fle Report Options Help
HSW += 22 @
+-(_] Agent Teams Drescription
+-(] Calls tgent Performance Information Grouped by Queve
+-3 DDl Reparts
+-_7 Extensions
+-] Meszage Box Bt
-] Performance
Agent Performance Summary Report Template | -
itgent Performance Summary by Gueue
Team Summary - Agent Performance Summarny Source [atabase |5Y|:'ﬁ*'”:'||:":"I - [Bumrent] x
+-.7 Queus Groups = : : :
port Directary: o -
+-0 Queuss | J
+-[1 Site Infarmation Report Title lgent Performance Summary by Queu
+-.0 ‘Wildcard/Preferred Agent Periad L
] b ek b
+-_7] Wrapup Codes | S EEE J
Dates From |14/05/2007 =
To  |20/05/2007 =
Times From |DB:EIEI J
To  [17:30 =
[tem Type | J
Queue Murnber | J
E stenzion |222D,221 2.2211.2210,2209,220 J
Agent Performance Information Grouped by Queue
Calculations
Extn: The Extension number associated with the Agent.
Agent: Agent's name as displayed in the IPFX Directory.
Queue: The total 'Queue Time' (agent logged in) for the report period. Expressed as

D HH:MM:SS (Days Hours Minutes Seconds).

The total time the agent was logged into the queue less Talk, Work, Hold
and Wrap-up time. This figure represents agent availability for a given
period.




Idle:

Expressed as D HH:MM:SS (Days Hours Minutes Seconds).

Note A negative value can occur if the agent has made a high number of
calls in a Location other than queue.

Office:

The total time spent in the 'Office’ location for the report period. This figure
represents time the agent was in the office but not logged into the queue.
Expressed as D HH:MM:SS (Days Hours Minutes Seconds).

Talk:

The total talk time of the Agent for the nominated queue (incoming queue
calls only). Expressed as D HH:MM:SS (Days Hours Minutes Seconds).

Hold:

The total time an agent had a caller on hold for the nominated queue
(incoming queue calls only). Expressed as D HH:MM:SS (Days Hours
Minutes Seconds).

Note This figure is only available on Cisco / IPFX based systems. For NEC
and other PABXs, the hold time is included in the Talk Time.

Work:

The total time the agent has spent in Work Time for the nominated queue.
This time represents time the agent is working on queue related matters
and is unavailable to receive new calls. Expressed as D HH:MM:SS (Days
Hours Minutes Seconds).

Note Please refer to the Administrators manual for further information on
Work Time settings and options.

Wrapup:

The total time the agent has spent between call completion and the entry of
a Wrap-up code for the nominated queue. Expressed as D HH:MM:SS
(Days Hours Minutes Seconds).

Note Please refer to the Administrators manual for further information on
Wrap-up settings and options.

Other:

The total time spent in Locations other than Office, Queue and Break for
the nominated report period.

Note For a detailed break-down of this time, please refer to the Location
Specific reports under the 'Extensions' folder.

Break:

The total time spent in the Break Location for the report period.
Expressed as D HH:MM:SS (Days Hours Minutes Seconds).

Incoming:

The total call count and the Total talk time for all incoming, non queue calls
to the Agent's extension number for the report period.

Note For a detailed break-down of incoming call activity please refer to the
'Calls’ report section.

Outgoing:

The Total call count and the Total talk time for all Outgoing calls from the
Agent's extension number for the report period.

Note For a detailed break-down of outgoing call activity please refer to the
'Calls’ report section.

The call count and the talk time for all Queue Incoming calls to the Agents




extension number for the report period.
Queue:

Note For a detailed break-down of agent queue call activity, please refer to
the 'Calls' report section.

Performance

Agent Performance Summary

Agent Performance Summary
- Excel sample

Agent Performance Summary
by Queue - Excel sample

Team Summary Agent
Performance Summary

Team Summary Agent
Performance Summary - Excel

sample




Agent Performance Summary by Queue - Excel

sample

Agent Performance Summary by Queue

Report Crteria:—— [)ates hetween 14052007 andd 200572007, Times between 08:00 and 1730, Extension =

AOAA A04 0 A0LA A0A0 A0AA A0AN ANAT7 AL 000 ANA 4 AA04 A0A0 Aa000
NOTE: Gueve Avermyes am calowlated only vsing values greater than zem.

Agent Time Information i) Calitype Information  out To
Extn Hgert Queue Il (il ) [ffice Talk Hald Wark Wi apup (ther Break Incaming (utgaing
2200 Onerstor Guele
el Shereefa Galsl 282 105000 0031155 00410:06 0001614 00000000 0052108 0000000 23 00LZRH 55 0022102 T
Queue Totals: 112261 1080001 D03:11:55 00410:06 000:16:14 0 00:00:00 0 00:00:00 0 0521:08 0000000 23 0 0127H 58 002:21:02 a
QOueue Averages: 12620 108001 003:11:55 004:10:06 0 00:16:14 0 000:00:00 005:21:08 0 00:00:00 001211 002:21:02
2265 DEMO - Contact Center
206 Bl Gates 21013 00R324 1055718 000:3239 000:00.00 0 1040610 0002228 0000000 2 0000005 8000322 3
Pl Larry Elison ooooooo  o0m4n4 2183000 000:40:16 000:00:25 0 0000000 0000000 O0COGO0 15 0000502 17 0003244 0
220 Jude Rhodes 0044324 0010558 01B4T.06 0033021 000:00.00 0 0000705 0024433 0000000 19 0024228 34 0004719 §
Queue Totals: 1165537 00T:56H HTALZE 0044316 000:00:25 0 00:00:00 1041315 0030702 000:00:00 36 00250:36 60 0 01:51:54 1"
QOueue Averages: 020:26:48 0023553 113448 0013425 0 00:00:25 0 01406:37 001333 0 00:00:00 0 00:56:52 000:37:18
2269 DEMO - Onerator
206 Bl Gates 21013 11374 1055718 000:3226 000:00.00 0 0000000 0002228 0000000 2 0000005 8000322 0
240 Justin Martin gonocto  DOv2EAT 1093608 0072021 000:00:58 0 0000000 0055243 0000000 63 0030943 290044732 0
Pl Larry Elison ooooooo 00404 2183000 000:40:16 000:00:25 0 0000000 0000000 O0COGKO0 15 0000802 17 000:3214 0
Queue Totals: 1121043 1032849 SA0:0521 008:40:03 000:01:21 0 00:00:00 0 00:00:00  006:45:12 0 00:00:00 80 0 0RATSE 5 00522407 0
QOueue Averages: 1121013 009:09:36 T19:M07 002:53:21 0 00:00:40 0 000:00:00 003:07:36 0 00:00:00 0 01:05:58 0014722
Page 1uf 1 Perflmt - W

25.05/200



Team Summary Agent Performance Summary

This report gives a detailed breakdown of the amount of time an
agent spent in each facet of call taking, and is grouped by

team.
Report Criteria

] IPFX Reports (Legacy) - Team Summary - Agent Performance Summary [ATPerf2.rpt]

METX

Fle Report Options Help

+-_7 Extensions
+-] Meszage Box
-] Performance
Agent Performance Summary
Agent Performance Summarny by Queue

iTeam Summary - &gent Performance Surmmany

+-.7 Queus Groups

+-0 Queuss

+-_7 Site Information

+-.0 ‘Wildcard/Preferred Agent
+-_7 Wrapup Codes

Team Summary of Agent Performance Information

H 44l = o2 @

+-_7 Agent Teams Dezcription

-] Calls Team Summary of &gent Performance |nformation
+-_7 DDl Reports

Criteria
Report Template | j
Source Database |SYD*JEIIF'EI1 - [Current] j
Repaort Directary; |Z:"~ J
Report Title |Team Summary - Agent Performance
Period | Lazt Wesk j
Dates From |14/05/2007 ]
To  |20/05/2007 i
Times Frarn |DB:EIEI ﬂ
To  [17:30 [
[tem Type | J
Team | J
E xtension | J

Calculations

Extn: The Extension number associated with the Agent.

Agent: Agent's name as displayed in the IPFX Directory.

Queue: The total '‘Queue Time' (agent logged in) for the report period.

Expressed as D HH:MM:SS (Days Hours Minutes Seconds).

The total time the agent was logged into the queue less Talk,




Idle:

Work, Hold and Wrap-up time. This figure represents agent
availability for a given period. Expressed as D HH:MM:SS (Days
Hours Minutes Seconds). Note: A negative value can occur if the
agent has made a high number of calls in a Location other than
queue.

Office:

The total time spent in the 'Office’ location for the report period.
This figure represents time the agent was in the office but not
logged into the queue. Expressed as D HH:MM:SS (Days Hours
Minutes Seconds).

Talk:

The total talk time of the Agent for the nominated queue (incoming
gueue calls only). Expressed as D HH:MM:SS (Days Hours
Minutes Seconds).

Hold:

The total time an agent had a caller on hold for the nominated
gueue (incoming queue calls only). Expressed as D HH:MM:SS
(Days Hours Minutes Seconds).

Note: This figure is only available on Cisco / Matrix based systems.
For NEC and other PABXs, the hold time is included in the Talk
Time.

\Work:

The total time the agent has spent in Work Time for the nominated
gueue. This time represents time the agent is working on queue
related matters and is unavailable to receive new calls. Expressed
as D HH:MM:SS (Days Hours Minutes Seconds).

Note: Please refer to the Administrators manual for further
information on Work Time settings and options.

Wrapup:

The total time the agent has spent between call completion and
the entry of a Wrap-up code for the nominated queue. Expressed
as D HH:MM:SS (Days Hours Minutes Seconds).

Note: Please refer to the Administrators manual for further
information on Wrap-up settings and options.

Other:

The total time spent in Locations other than Office, Queue and
Break for the nominated report period.

Note: For a detailed break-down of this time, please refer to the
Location Specific reports under the 'Extensions'’ folder.

Break:

The total time spent in the Break Location for the report period.
Expressed as D HH:MM:SS (Days Hours Minutes Seconds).

Incoming:

The total call count and the Total talk time for all incoming, non
gueue calls to the Agent's extension number for the report period.




Note: For a detailed break-down of incoming call activity please
refer to the 'Calls’ report section.

The Total call count and the Total talk time for all Outgoing calls
from the Agent's extension number for the report period.

Outgoing: _ _ o
Note: For a detailed break-down of outgoing call activity please
refer to the 'Calls' report section.
The call count and the talk time for all Queue Incoming calls to the
Agents extension number for the report period.

Queue:

Note: For a detailed break-down of agent queue call activity,
please refer to the 'Calls' report section.

Performance

Agent Performance Summary

Agent Performance Summary

- Excel sample

Agent Performance Summary

by Queue

Agent Performance Summary

by Queue - Excel sample

Team Summary Agent

Performance Summary - Excel

sample




Team Summary Agent Performance Summary -
Excel sample

Team Summary - Agent Performance Summary

Repart Criteria:

Dates between 1402007 and 20052007, Times between 08:00 and 1730

FPlease note that if an Agent iz in nultiple Teams &l valves will be the saie except Talk Tie and Guews Talk Tie

Tean Averages are caloulated only using values greater than zem.

Extn Bigert

A-Team

42 Haninkal Smith

246 Face Peck

7 Boaco Albert Baracus
250 Hovwie Murdoch

2252 Amy Alen

Team Totals:

Team Averages:

Deadly Viner Aszassnation Squad

2344
2368

Team Totals:

Yernita Green
Julian Greig

Team Averages:

Fox Farce Five

2344
2368

Wia Wallace
Olde Yaudevilian

Team Totals:

Team Averages:

Mazyvel Smart
229 Hymie Gautier

Team Totals:

Team Averages:

GRAND TOTALS:

Page 1of 1

Husue
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Queue Groups

Queue Groups allow you to summarize information from more

than one Queue.

For instance, you may have a Sales and Service Department
each of those Departments have two or three queues that are
part of them. Instead of running all three queue reports and
manually adding together, you can group them by Queue to
Sales, then run a Queue Group Sales report, summarising that

information automatically for you.

H IPFX Reports
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Queue Group Summary - Queue Summary

This report provides a good hourly overview of queue call flow,
gueue time, abandoned queue times, talk time and Service
level for each Queue within the Queue Group run.

You might run this report to get a bottom line figure for monthly
reports on a Queue Group, or to view any abnormalities.

Report Criteria

U IPFX Reports (Legacy) - Queue Group Summary - Queue Summary [QGQue3.rpt] E]@

File Report Options Help
d3u +=20Ee

+-_7 Agent Teams

Diezcription
+-(] Calls Draily Surnmary of Hourly Call Information Grouped by Gueue for
+-3 DDl Reparts Each Quewe Group
+-_7 Extensions
+-] Meszage Box Eiftaie
+-_7 Performance
=L Queus Groups Report Template | -
Cueue Group Summary - 20 Second Intervals
Cueue Group Summary - Overall Quewe Summary Source Database |SYD"\-"EI|F'EI‘| - [Current] x
iHueue Group Suramary - Queue Surmmarng Rt Biraslon: [z, J
Cueue Group Summary - Queue Summany by Day
+-7 Queues Report Title [Queue Group Summary - Dusue Su
+-_7 Site Information :
Period Yesterd -
+-.0 ‘Wildcard/Preferred Agent | St J
+-_7 Wrapup Codes Dates From |24.-’I35.-"2DD? J
To  |24/05/2007 =
Times Fram |EIE:EIEI J
Ta  |11:00 =
[tem Type | J
Clueue Group | J
Hueue Mumber | J
Daiby Summary of Hourly Call Information Grouped by GQueue for Each Queus Group
Calculations
Report Heading Definition
Time Period Period set in Report Criteria (null periods may be unselected)
Queue Number Number of the Queue




Media Type Call, Email, Fax, TextChat or Callback

Total Calls Total Calls delivered to the Queue

Total Ans. Calls Sum of Answered Calls

Total Abn. Calls Sum of Abandoned Calls

Abn. Before Minimum Calls abandoned before minimum time limit set in Report Criteria
Abn. After Minimum Calls abandoned after minimum time limit set in Report Criteria
Other Calls Sum of Other Calls

Talk Time Minimum Shortest period spent by a Call in Talk Time

Talk Time Maximum Longest period spent by a Call in Talk Time

Talk Time Average Average period spent by Calls in Talk Time

Answered Queue Time Minimum  |Shortest period spent by an answered Call in Queue Time

Answered Queue Time Maximum |Longest period spent by an answered Call in Queue Time

Answered Queue Time Average |Average period spent by answered Calls in Queue Time

Abandoned Queue Time Minimum |Shortest period spent by an abandoned Call in Queue Time

Abandoned Queue Time Maximum |Longest period spent by an abandoned Call in Queue Time

Abandoned Queue Time Average |Average period spent by abandoned Calls in Queue Time

Average Agents Logged In Mean number of Agents logged in over the period

Rate of calls per hour over the period (e.g. one call in 15min = four

Calls Per Hour Calls per hr)
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sample

Queue Group Summary -
Queue Summary by Day

Queue Group Summary -
Queue Summary by Day -

Excel sample

Queue Group Summary -
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Queue Group Summary -
Overall Queue Summatry -
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Second Intervals

Queue Group Summary - 20
Second Intervals - Excel

sample
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Repart Criteriz:

fem  Period
Type

Tatil

{Unknown Queue Group)

Thurstiay, 24 May 2007

2295 Support Menu
CALL 000
0815

(845

09:30

(945

10:00

10:15

10:30

10:45

Queue Total:
GROUP TOTAL:
sales

Thursday, 24 May 2007

2200 Operator Queve
CALL 0330
1045

Queue Total:
GROUP TOTAL:
stpport

Thursday, 24 May 2007

8261 New Ticket au
CALL 000
(45
0330
(%45
100
1015

Queue Total:
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CALL - 000
0815
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GROUR TOTAL:
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00:00:00

(0:00:14
0:00.00
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Queue Group Summary - Queue Summary by

Day

This provides summarised information on how a Queue Group
call flow was on a daily basis. It gives a graph of performance
over the date range that you select and then a summary and

graph of calls for each day.

Identifies and tracks the number of calls answered and lost by a
Queue group over a weekly period.

Report Criteria

U IPFX Reports (Legacy) - Queue Group Summary - Queue Summary by Day [QGQue1.rpt]

METX

File Report Options Help
HSW += 22 ©

+-_7 Agent Teams

w7 Calls

+-3 DDl Reparts

+-_7 Extensions

+-] Meszage Box

+-_7 Performance

=L Queus Groups
Cueue Group Summary - 20 Second Intervals
Cueue Group Summary - Overall Quewe Summary
Clueue Group Summary - Queue Summary

iHueue Group Surmmary - Aueue Summary by D ay

+-0 Queuss

+-_7 Site Information

+-.0 ‘Wildcard/Preferred Agent
+-_7 Wrapup Codes

Hourly Queue Information Grouped by Day for Each Queue Group

Diezcription

Hourly Queve Information Growped by Day for Each Queue Group

Criteria

Report Template
Source Database
Repart Directary;
Report Title
Period

Dates

Timesz

[tem Type

Clueue Group

[lueue Mumber

|
SYDWOIPDT - [Current]
iz
|Dueue Group Summary - Queue Su
|Last bl orcday
From |21/05/2007
To  |21/05/2007
From |05:00
To [17:30

ALl
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Calculations
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Grerd Totel - 2l Sou-vs - dnswered S of Group Tetal - Sal Counts - Answeres
Garand 1ot - Call DS - Aoandonsd ST 0 Sroup Total - Cal COUNG - ADargore:
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See Also
Queue Groups

Queue Group Summary - Queue Summary

Queue Group Summary - Queue Summary - Excel sample

Queue Group Summary - Queue Summary by Day - Excel
sample
Queue Group Summary - Overall Queue Summary

Queue Group Summary - Overall Queue Summary - Excel
sample
Queue Group Summary - 20 Second Intervals

Queue Group Summary - 20 Second Intervals - Excel sample




Queue Group Summary - Queue Summary by
Day - Excel sample



Queue Group Summary - Queue Summary by Day

Repart Criteria: Dates between 27082007 and 2105/2007, Times bebtween 08:00 and 17:30

Number of calls

Calls Ananered [rate
Callz Abandoned

Call Counts Max Queued Pz ram
Period Total Anwwersd Apandansd Calls Queus
arciuder Birg Times
Hrs MInZecs
support
Manckay, 21 May 2007
05:00 2 2 1 00000 Nimkx reriaii
05:45 1 1 1 0 00 0d
09:00 1 1 1 000000 i
0815 1 1 1 00:01:11 |l.'IiI —
09:30 2 2 1 00:00:01 T T
10:15 1 1 1 00:00:01 LN .
10:30 1 1 1 0 000 AT P
11:00 2 2 1 00:00:01 -
1115 1 1 1 00000
11:45 1 1 1 00000
12:00 3 2 1 1 0000 42
Calls Arwered Hoar
1215 4 4 1 0o:01:52
calls Abardored
1230 2 1 1 1 00:04:04
12:45 1 1 1 0 00 0
Page 1of 2 0G Quel.rpt - “ersion 5.0.0700
25052007 10:04: a.m.
Call Counts Mazx Queued Pl ram
Periad Total Anywersd Apandaonsd Calls Queus
Timne
Arciudes Rirg Time)
Hrs MInZecs
1315 3 3 1 0 000
1345 1 1 1 000000
1415 3 2 1 1 00:01: 36
1430 3 3 1 0o:04:14
1500 1 1 1 00011
1515 1 1 1 000000
15:30 2 2 1 00 00 0d
15:45 2 2 1 0 000
16:45 2 2 1 0 000
17.00 1 1 1 00000
Daily Total : 42 39 3 1 000414
SROUF TOTAL: 42 39 3 1 000414
GRAND TOTAL: 49 H 9 1 00:04:14
Page 2 of 2 OGQuel.rpt - Yersion 5.0.0700

25052007 10:04: a.m.



Queue Group Summary - Overall Queue

Summary

This provides a chart of the grand total of calls delivered to
each Queue in the Queue Group. The Service Level is also
given for each Queue over a period that you choose.

(Currently the colour columns graph is not representing the
colour associated with 'Calls Answered' and 'Calls Abandoned'
this is with our Development team for correction)

Report Criteria

U IPFX Reports (Legacy) - Queue Group Summary - Overall Queue Summary [QGQue5.rpt] E]@

File Report Options Help
HSW += 22 ©

+-_7 Agent Teams
w7 Calls
+-3 DDl Reparts
+-_7 Extensions
+-] Meszage Box
+-_7 Performance
=L Queus Groups
Cueue Group Summary - 20 Second Intervals

iHueue Group Suramary - Overall Queue Surarmary

Clueue Group Summary - Queue Summary
Gueue Group Summary - Queue Summany by Day
+-0 Queuss
+-_7 Site Information
+-.0 ‘Wildcard/Preferred Agent
+-_7 Wrapup Codes

Overall Quews Summary for Each Group

Diezcription

Owerall Quewe Summary for Each Group

Criteria

Report Template
Source Database
Repart Directary;
Report Title

Period

Dates

Timesz

[tem Type

Clueue Group

| =i
\SYDWOIPO! - [Curent] v |

22 [
\Queue Group Summary - Overall
|LastWeek j

From |14/05/2007 =
To  |20/05/2007 =
From | 0800 =
To [17:30 =
=

=

Calculations
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See Also
Queue Groups

Queue Group Summary - Queue Summary

Queue Group Summary - Queue Summary - Excel sample
Queue Group Summary - Queue Summary by Day

Queue Group Summary - Queue Summary by Day - Excel
sample

Queue Group Summary - Overall Queue Summary - Excel
sample

Queue Group Summary - 20 Second Intervals
Queue Group Summary - 20 Second Intervals - Excel sample




Queue Group Summary - Overall Queue
Summary - Excel sample



Repart Criteria

Humber of Calls

Queue Group Summary - Overall Queue Summary

Dates between 14052007 and 20052007 Times bebween 08:00 and 1730

1

10

@

[

0

]

e Queue Humber

Calls &nsusred

Calls Abandaned
e Call Courts (uaue Time for Answered Calls

Tohl  dnewnd  Abandensd e Mazimum Mnimum—— Mazimum Abrage
eI
dreclules Firg Time)
Berae M. Afkr M, Hes fnZecs
Demo
225 DEMO - Contact el fi B 18 i B 00:00:00 0T:0022 000004
Gueue Group Tetal: % 6 5 1% ] 5 00:00:00 00:00:22  00:00:4
Hew 0 Test Group - Julian
2340 Prues Test Queue 10 2 1 3 4 1 00:00:00 00:00.01 0000
Gueue Group Tetal: 10 ? 1 3 4 1 00:00:00 00:00:01  00:00:0
siles
22400 Operatar Gueue a5 B 1 2 kil 2 00000 0T0241  0OO0E7
2295 Reseller Hotline au 1 i 1 i i 1 00:00:00 020000 0000.0
Gueue Group Total 9% 3B 10 | 30 H 00:00:01  00:02:41  00:00:37
slpport
G261 Mew Ticket au 133 114 3 15 1 2 000000 000455 0000
G262 Existting Ticket au 25 43 0 3 i 1 000000 0%:0826 00005
3263 P1 Emergency au [ K] I I 1 1 00:00:00 020010 00000
Gueue Group Totl: 183 160 F ] ? 2 00:00:00  00:08:26  00:0023
GRAND TOTAL: Eil] 203 1% 11 36 5 00:00:00 00:08:26 00:00:25 (g
Page 10f 2
Gueue Call Courts Bueus Time for Answered Callz
Totl dnewrsd  Abandensd ofr Masimun Mnimum - Mazimum ALuerage
e
Areles Rirg Tie)
Berre M. AfkrBn, Hrs nzZecs

Page 20f 2

CQueue Time for Abandoned Calls

Minimun— Masinum Lywrage

Arcudes Ring Time)

Hes Sy

00:00:06
00:00:06

003
00:01::

000035
00:00:35

000006
00:00:06

00:01:18
00:01:16

oo00:3t
Di:00::

000006
00:00.00

00:00:06

o0z
00000

00:02:1

000042
000000

Di:00:42

000040
000024
00:00:00

00:00:10

(00548
000825
00:00:00

00:06:48

00043
0045
00:00:00

00:01:54

00:00:06 00:06:48  00:01:01

Gueue Time for Abandoned Calls

Minimum — Mazdmun Luwrage

(rciudes Rirg Time )

Hrs fInZecs

Talk Time for Angwerad Calls Servic
Wrinum — Masmum Avrags Leve
B #InZec
000004 0%:004 000008 O3%
00:00:01 00:00:21  00:00:08 23.3%
00:00:04 00:0004  00:00:04 J6%
Bi:00:04 00:00:04  00:00:04 38.6%
000010 00:0327 000055 401%
0:00:00 0T0000  00:00:00 0%
00:00:10 00:03:27  00:00:55 40.1%
000015 00344 000501 T45%
000013 001826 000306 T54%
000119 020324 O00z20 B33%
00:00:13 00:3444 w0427 T61%
H000:01 00384 000340 62.9%

(G 0usf.rpt - \ersion :
I5MA007 09:

Talk Time for Answered Calls Servic
Winun  Mamum o Average Leve
HredInZecy

(G 0uef.rpt - \ersion ¢
L6MAR007 09:



Queue Group Summary - 20 Second Intervals

This report breaks the answer times for the Queues in the
Queue group into calls answered less than 20 seconds, 21 to
40 seconds, 41 to 60 seconds and calls answered after 60
seconds. You can quickly see if a Queue might need
adjustment or more Agents to allow faster answering times.

Run this report for a good overview of the time taken to answer
calls to by a Queue. This can also help to identify issues, and

provide Grade of Service Level strategies.

Report Criteria

U IPFX Reports (Legacy) - Queue Group Summary - 20 Second Intervals [0GSecZ.rpt] E]@

File Report Options Help
HSW += 23 ©

+-_7 Agent Teams

w7 Calls

+-3 DDl Reparts

+-_7 Extensions

+-] Meszage Box

+-_7 Performance

=L Queus Groups
iHueue Group Surmary - 20 Second Intervals
Cueue Group Summary - Overall Quewe Summary
Clueue Group Summary - Queue Summary
Gueue Group Summary - Queue Summany by Day

+-0 Queuss

+-_7 Site Information

+-.0 ‘Wildcard/Preferred Agent

+-_7 Wrapup Codes

Diezcription

Summary of Queue Callz Grouped by 20 Second Intervals for Each

[ueue Group

Criteria

Report Template
Source Database
Repart Directary;

Report Title
Period

Dates

Timesz

Clueue Group

Summary of Queue Calle Grouped by 20 Second Intervals for Each Queue Group

| =i
\SYDWOIPO! - [Curent] v |

22 [
Queue Group Summary - 20 Secon

|Last Week j

From |14/05/2007 =
To  |20/05/2007 =
From | 0800 =
To [17:30 |
=

Calculations
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Queue Group Summary - Queue Summary
Queue Group Summary - Queue Summary - Excel sample
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Queue Group Summary - Queue Summary by Day

Queue Group Summary - Queue Summary by Day - Excel
sample

Queue Group Summary - Overall Queue Summary

Queue Group Summary - Overall Queue Summary - Excel
sample

Queue Group Summary - 20 Second Intervals - Excel sample




Queue Group Summary - 20 Second Intervals -

Excel sample

Queue Group Summary - 20 Second Intervals

RepottCrteriz:  Dates hetween T405/2007 and 2000572007 Times between 08:00 and 17-30
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el
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support
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262 Existing Ticket au LX) 00526 B B BT 20 400% 4%
8263 P1 Emergency au 3 15% 000040 3 225% 1000% 0 00% 00%
GROUPTOTALS: 160 T8.8% 00:08:26 134 100.0%  83.8% ay 5o1000% 3% wg
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Queues

These reports concentrate on how well calls in the individual
Queues are handled. They focus on the time it takes to answer
calls which is an important tool in avoiding lost calls.

_inix]

Eile Eeport Options Help

= E ARERERE=ERE

=2 Queues ;I — Deszcription
Estenzion by Quesue Report

Overall Queue Surnarny
[ Queue Summary

Queue Summary - 15 Minute Intervals — Criteria

=] Queus Summary - 20 Second Intervals

Queue Summary - 30 Minute Intervals Source Database I[Cunent] j
Queus Summary by Day J Report Direchany: |'\'\.6.KLCTSBWBIWM\DB\ _I

Queue Summary by Hour
Yirtual Queue Surmmary - 30 Minute [ntervals
I'_—'ID Site Information

Adit Trail LI




Extension By Queue Report

This report identifies for each queue, how many calls each
agent received on a daily basis.

Report Criteria

U IPFX Reports (Legacy) - Extension by Queue Report [Qued.rpt] E]@
Fle Report Options Help

H S += 2B @

+-_7 Agent Teams Description

+-(] Calls Estension Information by Bueue Grouped by D ay
+-3 DDl Reparts

+-_7 Extensions
+-] Meszage Box

Criteria
+-_] Performance
+-.7 Queus Groups Report Template | -
-3 Queuss
{Extenzion by Queue Beport: Source Database |SYD'\."E||F'EI‘I - [Current] j
Overall Quewe Summany Re ; ; :
port Directony: P -
[ueue Summany _ | J
Hueue Summany - 15 Minute Intervals Report Title |Estenzion by Queue Report
Queve Surmmary - 20 Second Intervals Periad
] Last Mond
Clueue Summary - 30 Minute Intervals | LSS
Clueue Summary by Day Dates From |2'I J0552007

Queve Surnmmary by Hour
+-[[3 Site Information Ta |21"J'35""2IJD?
-1 wildcard/Prefered Agent Times Frarmn |EIE:EIEI
+-[[1 ‘wrapup Codes

O T CO O I T T K1

To [17:30

[tem Type |

Hueue Mumber |

E xtension |
Extenzion Information by Queue Grouped by Day
EXTENSION DY Yuede Rapor
Agorialls Answered T ol numbser of calls arcwered by the Agent Bha: come i o0 Te rode tpeches

Tl T spe L lalaing o Tee Cls avswwerad Ly T ags il Disl corie oo e Qe speiled diddey Ly e Agel: - Gk

Ajenit - Aerrage Talk Time Avowerer Valie
Qs - Calls Answered Total number of calls arswesed thet came non Tie Queve speafed
Qi - Boerage Tak Tima Triml Time spert 1aldng oo che Calls answered thal came in anthe Qe snecfied diddend wy the Ceoe - Cals Answered Valee
Cuily - Corls A el Tl nurnless of Lol a1 el lak care s B Gueves peiflie,
Caiky - dnrage Tk Tra Total Tima spart falang on the Calls anpesred that came in onthe Qucues specified dhided by the Delly - Calk Arswered Value

Queues



Extension By Queue Report - Excel sample
Qverall Queue Summary

Overall Queue Summary - Excel sample
Queue Summary

Queue Summary - Excel sample

Queue Summary - 15 Minute Intervals

Queue Summary - 15 Minute Intervals - Excel sample
Queue Summary - 20 Second Intervals

Queue Summary - 20 Second Intervals - Excel sample
Queue Summary - 30 Minute Intervals

Queue Summary - 30 Minute Intervals - Excel sample
Queue Summary By Day

Queue Summary By Day - Excel sample

Queue Summary by Hour
Queue Summary by Hour - Excel sample




Extension By Queue Report - Excel sample

Extension by Queue Report

Report Criteria: Dates between 21082007 and 21082007, Times between 08:00 and 7730

Calls Answered

D=te
Queus Extension Agert Calls Aerage
Answered Talk Time
Hrs MInzZecs
Monday, 21 May 2007
2265 DEMO - Contact 220 Jude Laww 1 00:01:08
Queue Total: 1 00:01:06
5261 Mewv Ticket au 247 Jaohn halkavitch 2 00:11:56
2249 Lee Tamahari 1 00010
2252 Antharny LaPaglia 17 00:0241
Queue Total: il 000329
8262 Exisiting Ticket au 2247 Johin Malkowitch 1 00:04:02
2249 Lee Tamahari 5 000329
2252 Anthory LaPaglia 1 00:00:33
Queus Total: 7 00:03:09
8263 P1 Emergency au 2249 Lee Tamsahari 1 000245
2252 Anthory LaPaglia 1 00:00:43
Queus Total: 2 00:01:46
Dizily Total: 40 000316

Fage 1 of 1

g

Qued.rpt - Wersion 5.0.0700
50602007 10:13: am.



Overall Queue Summary

This provides a chart of the grand total and GOS (Grade of
Service) for each Queue over a period that you choose.

'‘Other’

1. A call that comes in on a queue that is closed (manually or
automatically) and then gets a message box

2. A call that comes in on a queue, gets a message box as a
gueue announcement and then gets transferred somewhere
other than the original queue from the message box (NB;
currently the calls are appearing as Abandoned calls not as
other calls; this is currently will development for correction).

3. A call that comes in on a queue and gets manually picked up
by someone not logged into the queue, i.e., a supervisor, will
show as an answered call.

Queue calls = total versus answered versus abandoned.
Report Criteria



U IPFX Reports (Legacy) - Overall Queue Summary [Que5.rpt]

BEX)

File Report Options Help
HSW += 2 ©

+-_7 Agent Teams

w7 Calls

+-3 DDl Reparts

+-_7 Extensions

+-] Meszage Box

+-_] Performance

+-.7 Queus Groups

-3 Queuss
E stenzion by Queve Report
i0verall Queue Surnmang
[lueue Summary
Bueue Surmary - 15 Minute Intervals
Gueue Surmmary - 20 Second Intervals
Bueue Surnmary - 30 Minute Intervals
Clueue Summary by Day
Clueue Summarny by Hour

+-_7 Site Information

+-.0 ‘Wildcard/Preferred Agent

+-_7 Wrapup Codes

Overall Quews Summary

Diezcription

Owerall Queue Summarny

Criteria

Report Template
Source Database
Repart Directary;
Report Title

Period

Dates

Timesz

[tem Type

[lueue Mumber

SYDWOIPDT - [Current]

iz

|Overall Queue Summary

| Last bonday

From |21/05/2007

To  |21/05/2007

From |05:00

To [17:30

g O T R T 1 TR

Calculations

Report Heading

Definition

Time Period

Period set in Report Criteria (null periods may be unselected)

Queue Number

Number of the Queue

Media Type

Call, Email, Fax, TextChat or Callback

Total Calls

Total Calls delivered to the Queue

Total Ans. Calls

Sum of Answered Calls

Total Abn. Calls

Sum of Abandoned Calls

Abn. Before Minimum

Calls abandoned before minimum time limit set in Report Criteria

Abn. After Minimum

Calls abandoned after minimum time limit set in Report Criteria

Other Calls

Sum of Other Calls

Talk Time Minimum

Shortest period spent by a Call in Talk

Time

Talk Time Maximum

Longest period spent by a Call in Talk Time




Talk Time Average

Average period spent by Calls in Talk Time

Answered Queue Time Minimum

Shortest period spent by an answered Call in Queue Time

Answered Queue Time Maximum

Longest period spent by an answered Call in Queue Time

Answered Queue Time Average

Average period spent by answered Calls in Queue Time

Abandoned Queue Time Minimum

Shortest period spent by an abandoned Call in Queue Time

Abandoned Queue Time Maximum

Longest period spent by an abandoned Call in Queue Time

Abandoned Queue Time Average

Average period spent by abandoned Calls in Queue Time

Average Agents Logged In

Mean number of Agents logged in over the period

Calls Per Hour

Rate of calls per hour over the period (e.g. one call in 15min = four
Calls per hr)

Queues

Extension By Queue Report

Extension By Queue Report -
Excel sample

Overall Queue Summary -
Excel sample

Queue Summary

Queue Summary - Excel
sample

Queue Summary - 15 Minute
Intervals

Queue Summary - 15 Minute
Intervals - Excel sample

Queue Summary - 20 Second
Intervals

Queue Summary - 20 Second
Intervals - Excel sample

Queue Summary - 30 Minute
Intervals

Queue Summary - 30 Minute
Intervals - Excel sample

Queue Summary By Day

Queue Summary By Day -
Excel sample
Queue Summary by Hour




Queue Summary by Hour -
Excel sample




Overall Queue Summary - Excel sample
Overall Queue Summary

Repart Critaria:

Number of Calls

;r‘f

Dugue Number
Calls insersd

Cally Abandoned iterbivima

Bueue Call Courts

Totl Envusred Abandansd
Bewre Mn.  Afkr M,
2200 Operatar Queue 7 0 0 5
2265 DEMO - Cantact 2 1 0 1
2295 Support Menu 54 0 0 5
8261 Wew Ticket au 2000 0 2
262 Existing Ticket au 8 7 0 1
8263 P1 Emergency au 2 2 0 0
GRAND TOTAL: 105 L] ] 14
Page 1of 1

Ctwer

M

Watlmum
Ghastied

e s s pa = s

Dates between 2052007 and 200572007 Times between 08:00 and 1730

Senice Level (%)

=

=]

&

=]

[Queue Time for Angwered Calls

Mninum Waztinum

Lerage

Anclutes firg Thioe

Hes fnzZecs

000000 00:00:00
0000M 000001
000000 00:00:00
000000 00:04:14
000000 000053
000000 00:01:11

00:00:00 00:04:14

00000
om
00000
ooz
(00045
0003

00:00:H

(A

Dugue Humber

Dueue Time for Abandoned Calls

Minlinum

Hatlmum

s

rclules Firg T}

000006
007
00003
00:00:28
000404
00000

00:00:05

Hrs #InzZecs

000009
D007
0000:3
00029
000404
000000

00:04:04

000008
o007
n00:H
0024
000404
000000

w32 He

Talk Time for Angwered Callz

Minlmum

000000
00:01.08
000000
000024
000033
000043

00:00:24

Hatimum

Hes fnzZecs

000000
00:01.08
000000
NEAIA
Iz
n0z43

00:18:02

Bervic
Ly Leve
000000 00%
00:01:06 S00%
00:00:00 00%
020329 18.5%
000309 1459%
00:01:46 135%
00:03:16 62.2%
(uefi.pt - \ersion ¢

2052007 10



Queue Summary

This report breaks down to hourly intervals and provides a good
hourly overview of queue call flow, queue time, abandoned
gueue times, talk time, and Grade of Service Levels.

'Other’

1. A call that comes in on a queue that is closed (manually or
automatically) and then gets a message box

2. A call that comes in on a queue, gets a message box as a
gueue announcement and then gets transferred somewhere
other than the original queue from the message box (NB;
currently the calls are appearing as Abandoned calls not as
other calls; this is currently will development for correction).

3. A call that comes in on a queue and gets manually picked up
by someone not logged into the queue, i.e., a supervisor, will
show as an answered call.

Report Criteria



U IPFX Reports (Legacy) - Queue Summary [Que3.rpt]

M=%

Fle Report Options

+-_7 Extensions
+-] Meszage Box
+-_] Performance
+-.7 Queus Groups
-3 Queuss

+-_7 Site Information

+-_7 Wrapup Codes

E stenzion by Queve Report
Overall Quewe Summany

Gueue Surnmary - 15 Minute Intervals
Gueue Surmmary - 20 Second Intervals Periad
Bueue Surnmary - 30 Minute Intervals B
Clueue Summary by Day
Clueue Summarny by Hour

+-.0 ‘Wildcard/Preferred Agent

Criteria
Report Template
Source Database

Repart Directary;

Report Title

Dates Frarmn
To
Times Frarmn
To
[tem Type

[lueue Mumber

Daity Summary of Hourly Call Information Grouped by Queue

H il =

+-_7 Agent Teams Description

+-{ Calls Daily Surnmary of Hourly Call Information Grouped by Queue
+-[[3 DOl Reports

SYDWOIPDT - [Current]
iz

[Queue Summary

| Last bonday
|21/05/2007
|21/05/2007
|02:00

111:30

|

|

g O S T R T 1 TR 1

Calculations

Report Heading

Definition

Time Period

Period set in Report Criteria (null periods may be unselected)

Queue Number

Number of the Queue

Media Type

Call, Email, Fax, TextChat or Callback

Total Calls

Total Calls delivered to the Queue

Total Ans. Calls

Sum of Answered Calls

Total Abn. Calls

Sum of Abandoned Calls

Abn. Before Minimum

Calls abandoned before minimum time limit set in Report Criteria

Abn. After Minimum

Calls abandoned after minimum time limit set in Report Criteria

Other Calls

Sum of Other Calls

Talk Time Minimum

Shortest period spent by a Call in Talk

Time

Talk Time Maximum

Longest period spent by a Call in Talk Time




Talk Time Average

Average period spent by Calls in Talk Time

Answered Queue Time Minimum

Shortest period spent by an answered Call in Queue Time

Answered Queue Time Maximum

Longest period spent by an answered Call in Queue Time

Answered Queue Time Average

Average period spent by answered Calls in Queue Time

Abandoned Queue Time Minimum

Shortest period spent by an abandoned Call in Queue Time

Abandoned Queue Time Maximum

Longest period spent by an abandoned Call in Queue Time

Abandoned Queue Time Average

Average period spent by abandoned Calls in Queue Time

Average Agents Logged In

Mean number of Agents logged in over the period

Calls Per Hour

Rate of calls per hour over the period (e.g. one call in 15min = four
Calls per hr)

Queues

Extension By Queue Report

Extension By Queue Report -
Excel sample

Overall Queue Summary

Overall Queue Summary -
Excel sample

Queue Summary - Excel
sample

Queue Summary - 15 Minute
Intervals

Queue Summary - 15 Minute
Intervals - Excel sample

Queue Summary - 20 Second
Intervals

Queue Summary - 20 Second
Intervals - Excel sample

Queue Summary - 30 Minute
Intervals

Queue Summary - 30 Minute
Intervals - Excel sample

Queue Summary By Day

Queue Summary By Day -
Excel sample
Queue Summary by Hour




Queue Summary by Hour -
Excel sample




Queue Summary - Excel sample

Repart Criferia:

e Period

Tipe ot

Monday, 21 May 2007

2200 Operstor Queue

CALL 0300 1
1015 1
1030 1

Queue k]

2295 Sunport Menu

CALL  0%00 2
0345 2
0300 2
0315 2
0330 3
1015 1
1030 1
1100 2
1115 2
Queue 17
8261 Mew Ticket
CALL  0&00 2
0345 1
1015 1
1030 1
1100 2
1115 1
Queue b
8262 Evisting Ticket
CALL 0300 1
0330 1
Queue 2
8263 P1 Emergency
CALL 0845 1
0330 1
Queue 2
GRAND TOTAL: 1
Page 1of 1

nngred

o oo o oo oSS = oo

—a h = —a R

12

Call Satistics

tbandonsd
B n, ARl

0 1
0 1
0 1
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0 0
0 1
0 0
0 0
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0 3
0 0
0 0
0 0
0 0
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0 0
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0 0
0 0
0 0
0 0
0 0
0 0
0 6
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Mz, Gusued

i e A el

Queue Summary

Dates between 21052007 and 21052007, Times between 08:00 and 1130

Ouaue Time for Anzwered Calls
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(ueue Time for Abandoned Calls
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Mazimum

Hes fnzZecs
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Talk Time for Answered Calls

Minimum
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Bervice Level

Aistag
00:00:00 00%
00:00:00 00%
00:00:00 00%
00000 A8 00%
00:00:00 00%
00:00:00 00%
00:00:00 00%
00:00:00 00%
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00:00:00 00%
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B0:02:58 481 61.0%

(et - ersion §.0,
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Queue Summary - 15 Minute Intervals

This gives a graph and summary for a Queue or Queues day by
day. It helps to show the time of day when most of the calls
happen and how quickly they are answered. This is broken
down to 15 minute intervals.

This report is often used to help the schedule/rostering time of
agent breaks.

Report Criteria

] IPFX Reports (Legacy) - Queue Summary - 15 Minute Intervals [Sec3.rpt] E]@
Fle Report Options Help
H 34 += 21 @
+-(_] Agent Teams Descriptian
+( Calls 15 Minute Interval Queue [nformation Grouped by Day
+-3 DDl Reparts
+-_7 Extensions
+-] Meszage Box e
+-_] Performance
+-.7 Queus Groups Report Template | -
-3 Queuss
E stenzion by Queue Report Source Database |SY[:"""'DlF":'-| - [Current] j
Overall Quewe Summany Re ; ; :
port Directony: P
[ueue Summary _ | J
{lueue Summany - 15 Minute Intervals; Report Title |Dueue Surnmary - 15 Minute Inters
Queve Surmmary - 20 Second Intervals Periad
] Last Mond b
Gueve Surnmary - 30 Minute [nteryals | GHEM A J
Clueue Summary by Day Dates From |2'I J0552007 J
Clueue Summarny by Hour
+-_7 Site Information i |2”DE£2IJD? J
+-.0 ‘Wildcard/Preferred Agent Timesz From |EIE:EIEI J
+-_7 Wrapup Codes To |‘IT-":3EI J
[tem Type | J
Hueue Mumber |4,8283,825'| 2747 2746 J
15 Minute Interval Queue Information Grouped by Day

Calculations

Report Heading Definition

Time Period Period set in Report Criteria (null periods may be unselected)




Queue Number

Number of the Queue

Media Type

Call, Email, Fax, TextChat or Callback

Total Calls

Total Calls delivered to the Queue

Total Ans. Calls

Sum of Answered Calls

Total Abn. Calls

Sum of Abandoned Calls

Abn. Before Minimum

Calls abandoned before minimum time limit set in Report Criteria

Abn. After Minimum

Calls abandoned after minimum time limit set in Report Criteria

Other Calls

Sum of Other Calls

Talk Time Minimum

Shortest period spent by a Call in Talk Time

Talk Time Maximum

Longest period spent by a Call in Talk Time

Talk Time Average

Average period spent by Calls in Talk Time

Answered Queue Time Minimum

Shortest period spent by an answered Call in Queue Time

Answered Queue Time Maximum

Longest period spent by an answered Call in Queue Time

Answered Queue Time Average

Average period spent by answered Calls in Queue Time

Abandoned Queue Time Minimum

Shortest period spent by an abandoned Call in Queue Time

Abandoned Queue Time Maximum

Longest period spent by an abandoned Call in Queue Time

Abandoned Queue Time Average

Average period spent by abandoned Calls in Queue Time

Average Agents Logged In

Mean number of Agents logged in over the period

Queues

Extension By Queue Report

Extension By Queue Report -
Excel sample

Overall Queue Summary

Overall Queue Summary -
Excel sample

Queue Summary

Queue Summary - Excel
sample

Queue Summary - 15 Minute
Intervals - Excel sample

Queue Summary - 20 Second
Intervals

Queue Summary - 20 Second




Intervals - Excel sample

Queue Summary - 30 Minute
Intervals

Queue Summary - 30 Minute
Intervals - Excel sample

Queue Summary By Day

Queue Summary By Day -
Excel sample
Queue Summary by Hour

Queue Summary by Hour -
Excel sample




Queue Summary - 15 Minute Intervals - Excel
sample



Report Criteria:

Queue Summary - 15 Minute Intervals

8274, 8273,8272,82771,8270, 6264, 8263, 8267, 2747, 2746

Monday, 21 May 2007

HumberarCalk

Gusus Time
Period

8261 Hew Ticket .au

05:00
0545

Queue Totals:

Humbe T otalk

Gusue Time
Period

8263 P1 Emergency .au

0913
039:30

Queue Totals:

GRAND TOTAL:
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00:00:00 000001 000000 000024
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000000 o044 000022 00:00:24

Time Perkd I WhEh Callwa: Mak
Gueues Time  dnchudes Ring Time)
Mivimam [E L] B rae Mixmam
Hes fAnZecs
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Matknm

Hrs #nzZecy
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A e
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0oows2
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00:00:43
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Bie rage
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Dates hetween 21082007 and 217052007, Times hetween 08:00 and 17:30, Queve Mumbear =

Calk Sagwe red

Calk Abawckued

Total
Talk Time

Hrs Jnczecs

000547
000314
000024
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ooy
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000229
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oo10:19
000251
00:06: 47
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Secd.rpt - Wersion 5.0.0700
HEHHHR R R



Queue Summary - 20 Second Intervals

This is similar to the "Queue Group Summary 20 second
interval report" but for all Queues. The report breaks down the
answer times for the Queues into calls answered in less than
20 seconds, 21 to 40 seconds, 41 to 60 seconds and calls
answered after 60 seconds.

Report Criteria

U IPFX Reports (Legacy) - Queue Group Summary - 20 Second Intervals [0GSec2.rpt] E]@
File Report Options Help
H Sl += 28 @
+-(1 Agent Teams Description
+-( Calls Surmary of Queue Calls Grouped by 20 Second Intervals for Each
+-[_3 DDl Reports Queue Group
+-[_] Extensions
+-[_] Meszage Box Cierte
+-[_] Performance
| ueue Groups eport Template i
(1 QueueG Fepart Templ
{Huevue Group Summary - 20 Second |ntervals
[ueue Group Summary - Overall Queue Summary =ouice Database |SYD"-.-"EIIF'EI‘I - [Cumrent) x
[lueue Group Summary - Queue Summarny Repart Directony: |Z:'x J
[ueue Group Summary - Queue Summany by Day
+-7 Queuss Report Title |Dueue Group Summary - 20 Secan
+-[27 Site Information :
Period Last Week -
+-[27 wildcard/Preferred fgent | e J
+-[_7 Wrapup Codes [rates Fram |14.-’|35.-’2|JD? J
To  |20/05/2007 =
Times From |EIE:EIEI J
To [17.30 =
Glueue Group | J
Summary of Queue Calls Grouped by 20 Second Intervals for Each Queus Group

Calculations

Report Heading Definition

Number of Calls Answered on the Specified Queue by the particular

No. of Calls - Count
Group

No. of Calls - % of Total Queue

Calls No. of Calls - Count Divided by Grand Totals - No. of Calls - Count




Maximum Queue Time

Maximum Time a Call spent Queuing on the specified Queue,
answered by an Agent in the Particular Group

0 - 20 Sec - Count

Number of Calls Answered between 0 and 20 Sec on the Specified
Queue by the particular Group

0 - 20 Sec - % of Total Group Calls

0 - 20 Sec - Count Divided by Group Totals - 0 - 20 Sec - Count

0 - 20 Sec - % of Queue

0 - 20 Sec - Count Divided by No. of Calls - Count

21 - 40 Sec - Count

Number of Calls Answered between 21 and 40 Sec on the Specified
Queue by the particular Group

21 - 40 Sec - % of Total Group
Calls

21 - 40 Sec - Count Divided by Group Totals - 21 - 40 Sec -Count

21 - 40 Sec - % of Queue

21 - 40 Sec - Count Divided by No. of Calls - Count

41 - 60 Sec - Count

Number of Calls Answered between 41 and 60 Sec on the Specified
Queue by the particular Group

41 - 60 Sec - % of Total Group
Calls

41 - 60 Sec - Count Divided by Group Totals - 41 - 60 Sec -Count

41 - 60 Sec - % of Queue

41 - 60 Sec - Count Divided by No. of Calls - Count

60+ Sec - Count

Number of Calls Answered after 60+ Sec on the Specified Queue by
the particular Group

60+ Sec - % of Total Group Calls

60+ Sec - Count Divided by Group Totals - 60+ Sec -Count

60+ Sec - % of Queue

60+ Sec - Count Divided by No. of Calls - Count

Group Totals - No. of Calls - Count

Sum of No. of Calls - Count for particular Group

Group Totals - No. of Calls - % of
Total Queue Calls

Group Totals - No. of Calls - Count Divided by Grand Totals - No. of
Calls - Count

Group Totals - Maximum Queue
Time

Maximum Time a Call spent Queuing, answered by an Agent in the
Particular Group

Group Totals - 0 - 20 Sec - Count

Sum of 0 - 20 Sec - Count for particular Group

Group Totals - 0 - 20 Sec - % of
Total Group Calls

Group Totals - 0 - 20 Sec - Count Divided by Group Totals - 0 - 20 Se
- Count

Group Totals - 0 - 20 Sec - % of
Queue

Group Totals - 0 - 20 Sec - Count Divided by Group Totals - No. of
Calls - Count

Group Totals - 21 - 40 Sec - Count

Sum of 21 - 40 Sec - Count for particular Group

Group Totals - 21 - 40 Sec - % of
Total Group Calls

Group Totals - 21 - 40 Sec - Count Divided by Group Totals - 21 - 40
Sec - Count

Group Totals - 21 - 40 Sec - % of
Queue

Group Totals - 21 - 40 Sec - Count Divided by Group Totals - No. of
Calls - Count

Group Totals - 41 - 60 Sec - Count

Sum of 41 - 60 Sec - Count for particular Group

Group Totals - 41 - 60 Sec - % of
Total Group Calls

Group Totals - 41 - 60 Sec - Count Divided by Group Totals - 41 - 60
Sec - Count

Group Totals - 41 - 60 Sec - % of

Group Totals - 41 - 60 Sec - Count Divided by Group Totals - No. of



Queue

Calls - Count

Group Totals - 60+ Sec - Count

Sum of 60+ Sec - Count for particular Group

Group Totals - 60+ Sec - % of Total
Group Calls

Group Totals - 60+ Sec - Count Divided by Group Totals - 60+ Sec -
Count

Group Totals - 60+ Sec - % of
Queue

Group Totals - 60+ Sec - Count Divided by Group Totals - No. of Calls
- Count

Grand Totals - No. of Calls - Count

Sum of Group Totals - No. of Calls - Count

Grand Totals - No. of Calls - % of
Total Queue Calls

Sum of Group Totals - No. of Calls - Count Divided by Grand Totals -
No. of Calls - Count

Grand Totals - Maximum Queue
Time

Maximum Time a Call spent Queuing

Grand Totals - 0 - 20 Sec - Count

Sum of Group Totals - 0 - 20 Sec - Count for particular Group

Grand Totals - 0 - 20 Sec - % of
Queue

Grand Totals - 0 - 20 Sec - Count Divided by Grand Totals - No. of
Calls - Count

Grand Totals - 21 - 40 Sec - Count

Sum of Group Totals - 21 - 40 Sec - Count for particular Group

Grand Totals - 21 - 40 Sec - % of
Queue

Grand Totals - 21 - 40 Sec - Count Divided by Grand Totals - No. of
Calls - Count

Grand Totals - 41 - 60 Sec - Count

Sum of Group Totals - 41 - 60 Sec - Count for particular Group

Grand Totals - 41 - 60 Sec - % of
Queue

Grand Totals - 41 - 60 Sec - Count Divided by Grand Totals - No. of
Calls - Count

Grand Totals - 60+ Sec - Count

Sum of Group Totals - 60+ Sec - Count for particular Group

Grand Totals - 60+ Sec - % of
Queue

Grand Totals - 60+ Sec - Count Divided by Grand Totals - No. of Calls
- Count

Queues

Extension By Queue Report

Extension By Queue Report -
Excel sample

Overall Queue Summary

Overall Queue Summary -
Excel sample

Queue Summary

Queue Summary - Excel
sample

Queue Summary - 15 Minute
Intervals

Queue Summary - 15 Minute




Intervals - Excel sample

Queue Summary - 20 Second
Intervals - Excel sample

Queue Summary - 30 Minute
Intervals

Queue Summary - 30 Minute
Intervals - Excel sample

Queue Summary By Day

Queue Summary By Day -
Excel sample
Queue Summary by Hour

Queue Summary by Hour -
Excel sample




Queue Summary - 20 Second Intervals - Excel

sample

Queue Group Summary - 20 Second Intervals

RepottCrteriz:  Dates hetween T405/2007 and 2000572007 Times between 08:00 and 17-30
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Page 1of 1
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Queue Summary - 30 Minute Intervals

This gives a graph and summary for a Queue or Queues day by
day. It helps to show the time of day when most of the calls
happen and how quickly they are answered. This is broken
down to 15 minute intervals.

This report is often used to help the schedule/rostering time of
agent breaks.

Report Criteria

U IPFX Reports (Legacy) - Queue Summary - 30 Minute Intervals [Sec4.rpt] g@
Fle Report Options Help
H Sl += 28 @
+-(_] Agent Teams Drescription
+-(] Calls 30 Minute Inkerval Queue Information Grouped by Day
+-3 DDl Reparts
+-_7 Extensions
+-] Meszage Box Gt
+-_] Performance
+-.7 Queus Groups Report Template | hd
-3 Queuss
E stenzion by Queve Report Source Database |SYD"\-"EI|F'EI‘| - [Current] b
Overall Quewe Summany Fe ; : :
port Directony: P
[lueue Surmmary _ | J
Queue Surmmary - 15 Minute Intervals Report Title \Queue Summary - 30 Minute Intery
Hueue Surmmary - 20 Second Intervals Perind
: ¥ ] Last Mond b
iGHueue Summarny - 30 Minute [ntervals! | iR J
Clueue Summary by Day Dates From |2'I J0552007 J
Clueue Summarny by Hour
+-_7 Site Information Io |2'I.-’I35.-"2DD? j
+-.0 ‘Wildcard/Preferred Agent Timesz From |EIE:EIEI J
+-_7 Wrapup Codes T |‘IT-":3EI J
[tem Type | J
Queue Nurmber 3261, 8262 )
30 Minute Interval Queue Information Grouped by Day

Calculations

Report Heading Definition

Time Period Period set in Report Criteria (null periods may be unselected)




Queue Number

Number of the Queue

Media Type

Call, Email, Fax, TextChat or Callback

Total Calls

Total Calls delivered to the Queue

Total Ans. Calls

Sum of Answered Calls

Total Abn. Calls

Sum of Abandoned Calls

Abn. Before Minimum

Calls abandoned before minimum time limit set in Report Criteria

Abn. After Minimum

Calls abandoned after minimum time limit set in Report Criteria

Other Calls

Sum of Other Calls

Talk Time Minimum

Shortest period spent by a Call in Talk Time

Talk Time Maximum

Longest period spent by a Call in Talk Time

Talk Time Average

Average period spent by Calls in Talk Time

Answered Queue Time Minimum

Shortest period spent by an answered Call in Queue Time

Answered Queue Time Maximum

Longest period spent by an answered Call in Queue Time

Answered Queue Time Average

Average period spent by answered Calls in Queue Time

Abandoned Queue Time Minimum

Shortest period spent by an abandoned Call in Queue Time

Abandoned Queue Time Maximum

Longest period spent by an abandoned Call in Queue Time

Abandoned Queue Time Average

Average period spent by abandoned Calls in Queue Time

Average Agents Logged In

Mean number of Agents logged in over the period

Queues

Extension By Queue Report

Extension By Queue Report -
Excel sample

Overall Queue Summary

Overall Queue Summary -
Excel sample

Queue Summary

Queue Summary - Excel
sample

Queue Summary - 15 Minute
Intervals

Queue Summary - 15 Minute
Intervals - Excel sample

Queue Summary - 20 Second




Intervals

Queue Summary - 20 Second
Intervals - Excel sample

Queue Summary - 30 Minute
Intervals - Excel sample

Queue Summary By Day

Queue Summary By Day -
Excel sample
Queue Summary by Hour

Queue Summary by Hour -
Excel sample




Queue Summary - 30 Minute Intervals - Excel
sample



Report Criteria:

Monday, 21 May 2007

Queue Summary - 30 Minute Intervals

Dates between 21052007 and 21052007, Times between 08:00 and 17:30 Queue Number = 8267, 8262

Hmbr ot Calk
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Feriod Toml Aaswered  ALGwdon Mk m Mk im B xR Mk m
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Quene Totals: g 7 1 00:00:00  00:04:04 00:0043 00:0m:33
GRAND TOTAL: 40 37 3 00:00:00 0020814 00:00:26 00:00:24
Page 1of 4
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Queue Summary By Day

This gives a graph of the total amount of calls answered by day
for all the Queues you choose to report on. It also gives an
hourly break down for each day that the report covers.

Provides a good summary on a Queue if you are expecting
calls to increase, for example due to advertising a Product or a
freephone number that is answered by a Queue.

Report Criteria

] IPFX Reports (Legacy) - Queue Summary by Day [Que1l.rpt]

AEX)

File Report Options Help
H L += 28 @

+-_7 Agent Teams

w7 Calls

+-3 DDl Reparts

+-_7 Extensions

+-] Meszage Box

+-_] Performance

+-.7 Queus Groups

-3 Queuss
E stenzion by Queve Report
Overall Quewe Summany
[lueue Surmmary
Bueue Surmary - 15 Minute Intervals
Gueue Surmmary - 20 Second Intervals
Gueue Surmary - 30 Minute Intervals
iHueue Summary by Day
Clueue Summarny by Hour

+-_7 Site Information

+-.0 ‘Wildcard/Preferred Agent

+-_7 Wrapup Codes

Hourly Queue Information Grouped by Day

Diezcription
Hourly Queve Infarmation Growped by Cay

Criteria
Report Template | j
Source Database SYDVOIPOT - [Curent) v |
Repart Directary; |Z:'x J
Repart Title |Dueue Summary by Day
Feriod | Last bonday j
Dates From |21/05/2007 =
To  |21/05/2007 =
Times Fram |EIE:EIEI J
To [17:30 =
[tem Type | J
=

[lueue Mumber |

Calculations

Report Heading Definition

Time Period Period set in Report Criteria (null periods may be unselected)




Queue Number

Number of the Queue

Media Type

Call, Email, Fax, TextChat or Callback

Total Calls

Total Calls delivered to the Queue

Total Ans. Calls

Sum of Answered Calls

Total Abn. Calls

Sum of Abandoned Calls

Maximum Calls Queued

Highest number of Calls queued

Maximum Time In Queue

Longest period spent by a Call in a queue

Average Agents Logged In

Mean number of Agents logged in over the period

Queues

Extension By Queue Report

Extension By Queue Report -
Excel sample

Overall Queue Summary

Overall Queue Summary -
Excel sample

Queue Summary

Queue Summary - Excel
sample

Queue Summary - 15 Minute
Intervals

Queue Summary - 15 Minute
Intervals - Excel sample

Queue Summary - 20 Second
Intervals

Queue Summary - 20 Second
Intervals - Excel sample

Queue Summary - 30 Minute
Intervals

Queue Summary - 30 Minute
Intervals - Excel sample

Queue Summary By Day -
Excel sample
Queue Summary by Hour

Queue Summary by Hour -
Excel sample







Queue Summary By Day - Excel sample



Report Criteria:

Humber of calls

Period

Monday, 21 May 2007

0&:00
D&:43
09:00
0913
09:30
1013
10:30
11:00
1113
11:43

1200
1213
12:30
1243
1313
1343
1413
14:30
1500
1513
1530
1543
16:00
16:43
1700

Daily Tatal:

GRAND TOTAL:

Page 1 of 1

Total

L e R "l L R )

= k3 = k3 b2 = b3 LD B kD LD = b3 h L

54

54

Queue Summary by Day

Dates between 21052007 and 21052007 Times between 08:00 and 1730

Calls Anamered
Calls Abandoned

Call Courts
Anvwsrad Abandansd

2
1 1
1 2
1
2 1
1 1
1 1
2
1
1 1
2 1
4 1
1 1
1
3
1 1
2 2
3
1 1
1
2
2
1
2
1

40 14

40 14

Avg

Agerits
Logged In

1.0
1.0
1.0
1.7
20
20
20
20
20
18

1.0
1.0
1.0
1.2
20
20
20
20
20
20
20
20
1.0
20
20

1.5

1.5

[rate

iz Queued
Calls

B TS L Gtk R

T e Y T T T e T e e P

Ll

L]

M=z murn Gueus
Time

Arches Rlrg Timed

Hres JAnZecs

00:00:m
00:00:14
000007
oo:otm
00:00:25
00:00:09
00:00:06
00:00:m
00:00:m
00:00:06

000042
000152
00:04:04
00:00:m
00:00:m
000007
00:01:36
00:04:14
00:00:29
00:00:00
00:00:00
00:00:m
00:00:m
00:00:m
00:00:m

00:04:14

00:04:14

HumlzrotZalk

Call Arowersd

Cally Abardored

Perkel

Quet.rpt - \Werzion §.0.0700
IH052007 10:64: 3.m.



Queue Summary by Hour

This report provides a summarised comparison by hour for
each day of the week, identifying how many calls are received
between the hours of 8am to 9am for example, each day of the

week.
Report Criteria

D IPFX Reports (Legacy) - Queue Summary by Hour [Que2.rpt] E]@
File Report Options Help
HSW += 28 @
+-(_] Agent Teams Drescription
+-(] Calls D aily Queue Infarmation Grouped by Hour
+-3 DDl Reparts
+-_7 Extensions
+-] Meszage Box Eiftaie
+-_] Performance
+-.7 Queus Groups Report Template | -
-3 Queuss
E stenzion by Queve Report Source Database |-‘;"'-K|-"*"'D”:"TI - [Burrent] x
Overall Quewe Summany Fe ; : :
port Directony: o il
[lueue Surmmary _ | J
Bueue Surmary - 15 Minute Intervals Report Title Queue Summary by Hour
Gueue Surmmary - 20 Second Intervals Periad
] Tod -
Bueue Surnmary - 30 Minute Intervals | S J
Clueue Surmmary by Day Dates From |25.-’I35.-"2DD? J
iHueue Summary by Hour:
+-_7 Site Information Io |25.-’I35.-"2DD? J
+-.0 ‘Wildcard/Preferred Agent Timesz From |EIE:EIEI J
+-_7 Wrapup Codes T |‘IT-":3EI J
[tem Type | J
Hueue Mumber | J
Dailty Queue Information Grouped by Hour
Calculations
Report Heading Definition
Time Period Period set in Report Criteria (null periods may be unselected)
Queue Number Number of the Queue
Media Type Call, Email, Fax, TextChat or Callback




Total Calls

Total Calls delivered to the Queue

Total Ans. Calls

Sum of Answered Calls

Total Abn. Calls

Sum of Abandoned Calls

Maximum Calls Queued

Highest number of Calls queued

Maximum Time In Queue

Longest period spent by a Call in a queue

Average Agents Logged In

Mean number of Agents logged in over the period

Queues

Extension By Queue Report

Extension By Queue Report -
Excel sample

Overall Queue Summary

Overall Queue Summary -
Excel sample

Queue Summary

Queue Summary - Excel
sample

Queue Summary - 15 Minute
Intervals

Queue Summary - 15 Minute
Intervals - Excel sample

Queue Summary - 20 Second
Intervals

Queue Summary - 20 Second
Intervals - Excel sample

Queue Summary - 30 Minute
Intervals

Queue Summary - 30 Minute
Intervals - Excel sample

Queue Summary By Day

Queue Summary By Day -
Excel sample
Queue Summary by Hour -
Excel sample




Queue Summary by Hour - Excel sample

Queue Summary by Hour

Report Criteria:

Number of Calls

Dates between 28052007 and 250572007, Times between 08:00 and 1730

| ™5 |

Calls Answered

Calls Abandoned

D=te

Between the period of:
250552007
Period Total:

Eetween the period of:
250552007
Period Total:

Eetween the period of:
250552007
Period Total:

Eetween the period of:
250552007

GRAND TOTAL:

Fage 1 of 1

Total Callz
Calls Ansveered

08:00 and 09:00
3 2 EBT%
3 2 6%
09:00 and 10:00
11 B 55%
11 6 55%

10:00 and 11:00
2 0%
2 0%
11:00 and 12:00
1] 0%

16 & 50%

[

[l

g,

Period
Callz
Abardoned
1 33%
1 33% &
5 45%
5 45% e
2 100%
2 1Y A
%
8 5% #w

Average Agerts
Logged In

03
0.3

08
0.6

04
0.4

0o

0.4

M= mum
Queued Calls

M=z mum Gueoe
Tirne
drches Rirg Tl

Hrs fmZecs

00:00:09
00:00:09

00:00:20
00:00:20

00:00:11
00:00:11

00:00:00

00:00:20
Que?.rpt - Wersion §.0.0700
5ME2007 11:08: 3.m.



Site Information

The Site Information reports shows some of the configuration
set up of your system.

Please note, if the MAT module has been purchased, all reports
are available if not, then the Site Information Report is the only
populated report available.

_inix]

Eile Eeport Options Help

= E ARERERE=ERE

o e[ Wittual Queue Summary - 30 Minute Intervals -~
223 Site Information

EoE) Audit Trai

“~[E) DDI/DID Listing

E stenzion Configuration Report — Criteria
Bt [Eurer &
ioo[2] Wirapup Cade Listing by Folder Report Directon: |\\AKLCTSBWBIWM'\DB\ _I
=127 Wildcard/Preferred Agent

WWildcard/Preferred Agent Group by Cueue Report J
WWildoard/Preferred Agent Group Repart

=21 “Wrapup Codes LI

— Dezcription




Audit Tralil

This report details all the changes made to the System
Configuration and by whom.

This report tracks changes to the system so that if any
guestions arise as to who did what and when, there is an audit
trial for this.

The moment a user makes a change to any of the
Configuration inclusive of Location changes (based on their
User Feature Level) then the tables that support these changes
made will display in the Category and Sub Categories fields.
Please do note that the list of categories and sub categories are
only populated when configuration option itself has been
modified in any way.

Report Criteria



U IPFX Reports (Legacy) - Audit Trail [Audit1.rpt]

M=%

File Report Options Help

+-_7 Extensions
+-_] Meszage Box
+-_] Performance
+-.7 Queus Groups
+-0 Queuss

]
E stenzion Configuration B eport
Estension Listing
Speed Dial Listing
YWrapup Code Listing by Folder
+-.0 ‘Wildcard/Preferred Agent
+-_7 Wrapup Codes

Modificationz to Sy=tem Data

H 3L += 24 @

+1-[] Agent Teams Drescription

+-(] Calls Modifications to System Data
+-_7] DDl Reports

Criteria

Report Template

Source Database

Repart Directary;

Report Title

Period

Dates Frarmn
To

Times Frarmn
To

Category

SubCategony

Action

HueuehExtn

D4 Key

SYDWOIPDT - [Current]

iz

1|« [«

it Trail

| Today

|25/05/2007

|25/05/2007

|02:00

110:00

=1 0, 20 e

Below is an example of Categories and Sub Categories from
the Report Criteria based on a typical configuration.

Audio Text
CallinControl
Category
Department
Distribution Group
Extension

Holiday

PrefAgent

Queue
QueueExtension

QueueGroup
QueueltemType

Categories:




Team
Wrap Up

Access
Announcements
CalllDWildcard
CFG

Extensions

Folders

Forward

GOS

Holiday
LocationChange
LocationSettings
Main

OperatorMsg
PrefAgentExtensions
PrefAgentGroup
QueueGroups
Schedule
SetPassword
SiteSpecific
SiteSpecificCriteria
SiteSpecificField
Teams

VMEmail
VMExtension
VMExtnDetalil
VMPreferences
VMPhoneNumbers
VMSMS

Sub Categories:

Create
Delete
Edit
Retrieve

Actions:

For instance, if you wish to view all Location Changes made,
then leave the 'Category' section blank and select Location
Changes from the 'Sub Category' section.

Note: The Details field in the report is for Technicians only as it
provides a low level of logging for fault finding.

Calculations



Report Heading

Definition

Time of Event

Source Compiler

Source Application

Action

Category

Subcategory

Device Changed

Details

Site Information

Audit Trail - Excel sample
DDI / DID Listing

DDI / DID Listing - Excel
sample

Extension Configuration
Report

Extension Configuration
Report - Excel sample

Extension Listing

Extension Listing - Excel
sample

PABX Loqical Equipment
Number Listing

PABX Virtual Equipment
Number Listing

Speed Dial Listing

Speed Dial Listing - Excel
sample

Wrapup Code Listing by
Folder

Wrapup Code Listing by
Folder - Excel sample




Audit Trail - Excel sample

Repaort Criteria:

Start Time  Source PC
His M Secs

Friday, 25 May 2007

go0m  SYDYORM
81815 MELJULIANG
83006 SYDYORM
83006 SYDCHRISEO
83006 SYDDAWDO0Z
83006 SYDYORM
83006 SYDYORM
83006 SYDDEBORAH
g3007  SYDYORM
§3008  SYDYORM
83133 SYDYORM
83345 SYDDAWDOOZ
80002 SYDYORM
80623  SYDSHEREEFAG
80643  BHEMARCF
80630 SYDYORM
32010 BHEGARYM

2011 BNEGARYM
gAM  SYDYORM
82607 SYDCHRISEO
82608 SYDYORM
82612 SYDCHRISEO!
82613 SYDYORM
33915 SYDCC03
84411 MELGORAND
34412 SYDYORM
34430 SYDCC03
35331 SYDCC03
3543 SYDCCC03

Page 1of 1

Source Application  Action

Wil Manager
IPFX for Outlook
Wil Manager
IPFX for Outlook
IPFX for Outlook
Wil Manager
Wil Manager
IPFX for Outlook
Wil Manager
Wil Manager
Datastore

IPFX for Outlook
Wil Manager
PFX Consale
IPFX for Outlook
Datastore

IPFX for Outlook

IPFX for Outlook
Yoicemai Port
IPFX for Outlook
Datastore

IPFX for Outlook
Datastore

IPFX for Outlook
IPFX for Outlook
Datastore

IPFX for Outlook
IPFX for Outlook
IPFX for Outlook

Euit
Euit
Euit
Euit
Euit
Euit
Euit
Euit
Euit
Euit
Euit
Euit
Euit
Euit
Euit
Euit
Euit

Euit
Euit
Euit
Euit
Euit
Euit
Euit
Euit
Euit
Euit
Euit
Euit

Category

Extenzion
Extension
Extenszion
Extenszion
Extension
Extension
Extenszion
Extension
Extension
Extension
Extenszion
Extenszion
Extension
Extension
Extension
Extension
Extension

Extension
Extension
Extension
Extenszion
Extenszion
Extension
Extension
Extenszion
Extension
Extension
Extension
Extension

Audit Trail

Dates hetween 25052007 andd 25062007 Times between 08:00 and 10:00

Subcategory

LocationChange
LocationChange
LocationChange
LocationChange
LocationChange
LocationChange
LocationChange
LocationChange
LocationChange
LocationChange
LocationChange
LocationChange
LocationChange
LocationChange
LocationChange
LocationChange
Location3ettings

LocationChange
LocationChange
LocationChange
LocationChange
LocationChange
LocationChange
LocationChange
LocationChange
LocationChange
LocationChange
LocationChange
LocationChange

1D/ Key

L
2368
2230
2246
75
o
2250
ey
2367
2m
o
75
2252
2m
2230
2230
32

32
2252
246
246
2246
2246
2248
2367
2367
248
248
248

Details

T3R0S 0P 0PN 00 00P 2000 00% 7°2°1 %8 -
001234 0P 00T, 00 00° 2000 001 P20 °@2°-

1
1
1
1
1

ODODD202030405000000000000@30_

TP 0P0POT.00.00° 20:00:00%1 TP 2° -
TP 000700 00° 20:00: 001 T2 8-
0P340 00T 0000 20000001 7721 -

Audit! gt - Mersion §.0.0700
1505007 0151 pm.



DDI / DID Listing

This report shows the full DDI/DID number associated with an
extension, Queue or Call-In-Control number.

Run this report to find out if you are running out of Direct Dial
numbers or what numbers are available.

This is available on the NEC Platform if MAT Module has been
purchased, and the IPFX Director Platform.

Report Criteria

U IPFX Reports (Legacy) - DDI / DID Listing [Sited.rpt]

RETX

File Report Options Help
Haa += 28 @

+-_7 Agent Teams
w7 Calls
+-_3 DDl Reparts
+-_7 Extensions
+-_] Meszage Box
+-_] Performance
+-.7 Queus Groups
+-0 Queuss
=23 Site Information
Audit Trail

E stenzion Configuration B eport
Estension Listing
Speed Dial Listing
YWrapup Code Listing by Folder
+-.0 ‘Wildcard/Preferred Agent
+-_7 Wrapup Codes

Lizt of DDIJ DID Az=ignmentz

Diezcription
List of DD 4 DID Azsignments

Criteria

Report Template | j
Source Database AKLVOIPOT - (Curent) v |
Repart Directary; |Z:'x J
Report Title D01/ DID Listing

Calculations




Report Heading

Definition

DDI/DID

Day Destination

Night Destination

Description

Bin Number

Mode A Destination

Mode B Destination

Site Information
Audit Trail
Audit Trail - Excel sample

DDI / DID Listing - Excel
sample
Extension Configuration
Report

Extension Configuration
Report - Excel sample

Extension Listing

Extension Listing - Excel
sample

PABX Loqgical Equipment
Number Listing

PABX Virtual Equipment
Number Listing

Speed Dial Listing

Speed Dial Listing - Excel
sample

Wrapup Code Listing by
Folder

Wrapup Code Listing by
Folder - Excel sample




DDI / DID Listing - Excel sample

0ol DID

3570053
3571140
35711
3571132
3571143
35711
3571133
3571136
3TMaT
3571148
3571194
3740
357121
Tz
IMAG
35744
ITAA
IST1ME
mnAaT
ITAG
35749
3571760
3571761
3571762
357176
3571764
357176
3571766
ISTTET
35717ES
3571764
3573480
357341
3573442

Fage 1 of 1

Dy
Destination

2903
2330
2931
2900
2933
2954
2933
2936
2957
2958
2959
2910
2911
2912
2913
2914
2913
2916
27
2915
2919
2960
2961
2962
2963
2964
2963
2966
2967
2965
2964
2980
2951
2952

Hight
Destination

2903
2930
2931
2900
2933
2934
2933
2936
2937
2953
2939
2910
2911
2912
2913
2914
2913
2918
7
2913
2919
2960
2961
2962
2963
2964
2963
2965
2967
2963
2969
2980
2951
2952

DDI / DID Listing

Bin
Description Humber
Frank Grimes
Roy Rogers
Liza Minelii
John Cleesze
Tamara Smurfy
Hozpitable Reception
Technical Manuel
Ariel Sharan
Tombstone Arizona
Jo Speakerphone
Andresy Mulligan
Ron Marks
Tony Grurtle
Annette Bening
Michelle Yeoh
Melanie Safka
Anna Banana
Jazon Theszaly
Mitton Yaddams
Peter Gibhons
Bill Lumbergh
Michael Bottan
Samir Nagheenansjar
Bob Porter
Bob Slydel
Joanna Aniston
Teresa Gattung
Raobert Redogwel
Anne Wentworth
Tom Smykoveski
Lawrence Bader
Mitton McSwingline
Mike Judge
Mina Mecinroe

Mode A
Destination

tode B
Destination

Sited.rpt - \ersion 5.0.0700
5/0542007 02:58:31 pm.



Extension Configuration Report

This report provides a detailed list of extension configuration

options.

Warning: The Extension Configuration Report takes significant
time and resources to generate. It is recommended that this
report is run after-hours.

Report Criteria

U IPFX Reports (Legacy) - Extension Configuration Report [Site8.rpt]

ETX

File Report Options Help
H&SW += 23 @

+-_7 Agent Teams
w7 Calls
+-_3 DDl Reparts
+-_7 Extensions
+-_] Meszage Box
+-_] Performance
+-.7 Queus Groups
+-0 Queuss
=23 Site Information
Audit Trail
DOl / DID Ligting
{E stenzion Configuration Bepart;
Extension Listing
Speed Dial Listing
YWrapup Code Listing by Folder
+-.0 ‘Wildcard/Preferred Agent
+-_7 Wrapup Codes

A Detailed Listing of Extenzion Configuration Settingz

Diezcription

& Detailed Listing of Extension Configuration Settings

Criteria

Report Template
Source Database
Repart Directary;

Report Title

Extenzion
Department

Region

Feature Level
Email Delivery Type
Show In Directony

Show I Staff List

| [
| AKLVOIPOT - (Curent] o~
Iz =

|E:-:tensinn Configuration Report

0

ol bl

™ Yez © Mo ( |gnore

™ Yez © Mo (« |gnore

Calculations

‘ Report Heading

Definition




Details

Phone Numbers

Preferences

Voicemails

Mailbox

Site Information

Audit Trall

Audit Trail - Excel sample
DDI / DID Listing

DDI / DID Listing - Excel
sample

Extension Configuration
Report - Excel sample

Extension Listing

Extension Listing - Excel
sample

PABX Loqgical Equipment
Number Listing

PABX Virtual Equipment
Number Listing

Speed Dial Listing

Speed Dial Listing - Excel
sample

Wrapup Code Listing by
Folder

Wrapup Code Listing by
Folder - Excel sample




Extension Configuration Report - Excel sample

Extension Configuration Report

Report Criteria: Fxtension =0

0 Operator Operator

Details Phone Humbers
Departrnent Bzzociate
Ernail Horne/Other
Extension Type Digital Extension Mobil e
LCO Marne Office ]
Region Auckland Fager
User Feature Lavel Jzer

Preferences
Hlow ffsite Transfer (Syatem Default) Record Instructions Mo
fgto Bnzwer Enabled Mo Record Inbound Mo
At Logon Enabled Mo Record Outbound Mo
Callback Enabled Mo Record Huaue Mo
Cortinuous Msg Flayback g Register on Startup Mo
Inform BusyMo Answer e Screen Callpopup Emabled g
Force Incorming Wrapup Mo Show In Directory Mo
Force Outgoing Wrapup Mo Show I Staff List (Mot Set)
Force Guege Wrapup Mo Srnart Greeting YWes
Parzonal Bueue Ensbled g Transfer Message YWes
Guick Mail Entry e ‘Work Tirne Mone
Gueue Count 1]

Voicemails Mailrox
Can Receive (Syatem Default) Narne Recorded Mo
Delivery Type (Syatem Default) Greeting Recorded Mo

Ml Meszages Unread Messages:
cont Okkst conl GOkkst

Urgert ] ]
Marmal ] ]
Saved ] ]
Deleted ] ]
Future ] ]

Page 1 of 1 Sitef.rpt - Mersion 5.0.0700

25052007 02:59: p.m.



Extension Listing
A list of all the extensions, names and positions that are known

to the system, sorted by extension number.

A good report to use as a basis for a staff directory, this report

can be changed to suit individual company requirements

please note a charge will be applied to this service.

Report Criteria

U IPFX Reports (Legacy) - Extension Listing [Site1.rpt]

METX

Fle Report Options Help
HSW += 22 @

+-_7 Agent Teams

w7 Calls

+-_3 DDl Reparts

+-_7 Extensions

+-_] Meszage Box

+-_] Performance

+-.7 Queus Groups

+-0 Queuss

=23 Site Information
Audit Trail
DOl / DID Ligting
E stenzion Configuration B eport

Speed Dial Listing

YWrapup Code Listing by Folder
+-.0 ‘Wildcard/Preferred Agent
+-_7 Wrapup Codes

Basic Extenzion Lizting

Diezcription
Basic Extension Listing

Criteria
Report Template
Source Database

Repart Directary;

Report Title

| [Current]

iz

1|« [«

|E stension Listing

Calculations

Report Heading

Definition




Extension Number

Department

Position

Region

Mobile

Direct Dial Number

Site Information

Audit Trall

Audit Trail - Excel sample
DDI / DID Listing

DDI / DID Listing - Excel
sample
Extension Configuration
Report

Extension Configuration
Report - Excel sample

Extension Listing - Excel
sample

PABX Loqgical Equipment
Number Listing

PABX Virtual Equipment
Number Listing

Speed Dial Listing

Speed Dial Listing - Excel
sample

Wrapup Code Listing by
Folder

Wrapup Code Listing by
Folder - Excel sample




Extension Listing - Excel sample

Extenszio

0

2318
27
2318
2319
2330
2350
2352
2357
2360
2561
2364
2363
2366
2372
2373
2378
2377
2586
2587
2391
2382
2600
2601
2602

Fage 1of 1

Harme

Operatar Operatar
Jason Fleece
Simon Coweell
Reyan Phillippe
Jokin Cleese

JC Penney

Ray Rogers

Maijor hajor hajor
Tamara Smurfy
Stuart MoGruder
Andrew Huggenkiss
Tony Scoft

1. Testing

Rab Redgwel
Ken Peterzen
Chriz Knox

Elle Bendon
Morman Bates
Kriz Marshall
Logan Longhbaurne
Meun Luttballons
[ Panfa
Chandler Bing
Joey Tribbiani
Rozz Gellar

Extension Listing

Depart rent Pasition

Documentation Co-ordinator

Director
Cocumentation Team
Prank Monkesy

Sales Administrator

Site1.rpt - “ersion §.0.0700

25052007 03:04: p.m.



PABX Logical Equipment Number Listing

This is available on the IPFX for NEC Platform if MAT Module
has been purchased. It lets you see if you have free space in
your telephone system where you can add equipment for more
extensions. This will identify the type and extension number of
existing extensions.

Report Criteria

" IPFX Reports (Legacy) - PABX Logical Equipment Number Listing [Site5.rpt] =Jo&d

File Report Options Help
HSW += 22 ©

+-_7 Agent Teams Description
+-{ Calls List of Logical Equipment Murmbers by Block,
+-[[3 DOl Reports

+-_7 Extensions
+-] Meszage Box

Criteria
+-_] Performance
+-.7 Queus Groups Report Template | -
- Qusues
-2 Site Infarmation Source Database |SYDOWOIPDT - [Current] v
2 &udit Trail ; : 3
DD/ DID Listing il Q_"E':m’y ' 2 =
E stension Corfiguration Repart Repart Title |P&B, Logical Equipment Mumber L

Extension Listing
{PAB Logical Equipment Mumber Listing:
PaB Virtual Equipment Number Listing
Speed Dial Listing
YWrapup Code Listing by Folder

+-_0 ‘Wildcard/Preferred Agent

+-_7 Wrapup Codes

Lizt of Logical Equipment Numbers by Block

Calculations

Report Heading Definition

LEN

Card Type

Value

Comments




Site Information

Audit Trall

Audit Trail - Excel sample
DDI / DID Listing

DDI / DID Listing - Excel
sample
Extension Configuration
Report

Extension Configuration
Report - Excel sample

Extension Listing

Extension Listing - Excel
sample

PABX Virtual Equipment
Number Listing

Speed Dial Listing

Speed Dial Listing - Excel
sample

Wrapup Code Listing by
Folder

Wrapup Code Listing by
Folder - Excel sample




PABX Virtual Equipment Number Listing

This is available on the IPFX for NEC Platform if MAT Module
has been purchased. It is a list of the virtual extensions and lets
you see how many are used and availability.

Report Criteria

] IPFX Reports (Legacy) - PABX Virtual Equipment Number Listing [Site6.rpt]

BEX)

File Report Options Help
HSW += 22 ©

+-_7 Agent Teams

w7 Calls

+-3 DDl Reparts

+-_7 Extensions

+-] Meszage Box

+-_] Performance

+-.7 Queus Groups

+-0 Queuss

=23 Site Information
Audit Trail
DOl / DID Ligting
E stenzion Configuration B eport
Extension Listing
PaBx Logical Equipment Mumber Listing
{PAB Virtual E quiprment Number Listing
Speed Dial Listing
YWrapup Code Listing by Folder

+-_0 ‘Wildcard/Preferred Agent

+-_7 Wrapup Codes

Lizt of Virtual Equipment Numbers by Block

Diezcription
List of Yirtual Equipment Mumbers by Block,

Criteria

Report Template |

[

Source Database

\SYDOWOIPDT - [Current]

S

Repart Directary; |Z:'x

o

Report Title |F'.-’-'-.E>< Yirtual Equipment Mumber Li

Calculations

Report Heading

Definition

VEN

Card Type

Value

Comments

Site Information
Audit Trail




Audit Trail - Excel sample
DDI / DID Listing

DDI / DID Listing - Excel
sample

Extension Configuration
Report

Extension Configuration
Report - Excel sample

Extension Listing

Extension Listing - Excel
sample

PABX Loqgical Equipment
Number Listing

Speed Dial Listing

Speed Dial Listing - Excel
sample

Wrapup Code Listing by
Folder

Wrapup Code Listing by
Folder - Excel sample




Speed Dial Listing
A list of all speed dial numbers currently active in your system.

A good report to provide to staff as a reference for when they
need to look up phone speed dials.

This is available on the NEC Platform if MAT Module has been

purchased, and the IPFX Director Platform.

Report Criteria

U IPFX Reports (Legacy) - Speed Dial Listing [Site3.rpt]

METx

File Report Options Help
H 4l += 214 @

+-_7 Agent Teams

w7 Calls

+-_3 DDl Reparts

+-_7 Extensions

+-_] Meszage Box

+-_] Performance

+-.7 Queus Groups

+-0 Queuss

=23 Site Information
Audit Trail
DOl / DID Ligting
E stenzion Configuration B eport
Extension Listing

YWrapup Code Listing by Folder
+-.0 ‘Wildcard/Prefered Agent
+-_7 Wrapup Codes

Lizt of Speed Dial Codes and Their Deztination Mumbers

Diezcription

Lizt of Speed Dial Codes and Their Destination Mumbers

Criteria
Report Template
Source Database

Repart Directary;

Report Title

| =i
UKVOIPOT - [Curent) v |
Iz =

|Speed Dial Listing

Calculations

Report Heading

Definition




Speed Dial

Number

Speed Dial Description

Site Information

Audit Trall

Audit Trail - Excel sample
DDI / DID Listing

DDI / DID Listing - Excel
sample
Extension Configuration
Report

Extension Configuration
Report - Excel sample

Extension Listing

Extension Listing - Excel
sample

PABX Loqgical Equipment
Number Listing

PABX Virtual Equipment
Number Listing

Speed Dial Listing - Excel
sample

Wrapup Code Listing by
Folder

Wrapup Code Listing by
Folder - Excel sample




Speed Dial Listing - Excel sample

Speed Dial

33041
23042
33050
2303
23052
23043
33044

Fage 1 of 1

Number

07TIFI6E22T
A07E7E24443
0733194545
907360771309
07TIEE31074
0735380507
0731631467

Speed Dial Listing

Description

Luke Perry

Mattin Clunes Mokile
hark Todd

Jerry Bruckheimer kokile
Matt Hoople Mabile
Pulleyy Sheaves

Chtiz Cairns Makile

Sited.mpt - Mersion 5.0.0700
250552007 03:07:13 pm.



Wrapup Code Listing by Folder
This report will show you what wrapup codes are currently in

use under each folder.
Report Criteria

U IPFX Reports (Legacy) - Wrapup Code Listing by Folder [Site7.rpt]

B|f=%

File Report Options Help
HSW += 22 ©

+-_7 Agent Teams
w7 Calls
+-_3 DDl Reparts
+-_7 Extensions
+-_] Meszage Box
+-_] Performance
+-.7 Queus Groups
+-0 Queuss
=23 Site Information
Audit Trail
DOl / DID Ligting
E stenzion Configuration B eport
Estension Listing
Speed Dial Listing
fwrapup Code Listing by Falder
+-_7 ‘Wildcard/Preferred Agent
+-_7 Wrapup Codes

A Ligting of Wrapup Codez Grouped by Folder

Diezcription

Criteria

Report Template
Source Database
Repart Directary;

Report Title

Falder

Show Spstem Folder
Subfolder

Show Spstem Subfolder

Wriapup Code

& Ligting of Yrapup Codes Grouped by Folder

| =i

\8KLYOIPDT - [Curent] -

22 [

|Wra|:uup Code Listing by Folder

| |

™ Yez © Mo ( |gnore

| |

™ Yez © Mo ( |gnore

| |

Calculations

Report Heading

Definition

Folder

WrapUp Code




Site Information

Audit Trall

Audit Trail - Excel sample
DDI / DID Listing

DDI / DID Listing - Excel
sample
Extension Configuration
Report

Extension Configuration
Report - Excel sample

Extension Listing

Extension Listing - Excel
sample

PABX Loqgical Equipment
Number Listing

PABX Virtual Equipment
Number Listing

Speed Dial Listing

Speed Dial Listing - Excel
sample

Wrapup Code Listing by
Folder - Excel sample




Wrapup Code Listing by Folder - Excel sample

Wrapup Code Listing by Folder

Report Criteria:
Folde  Code Description

{Ho Parent) {System)

Systemn (System)
10 Merwwspaper
11 T Advert
12 Radio &dvert
13 Existing Customer
14 Test Wrapup
15 Product Test
a0 Stuck inWrap Up

Oueue (System)

Technical Support
01 Mesy Support Call
02 Fallowy Up on existing call
03 Support Guery
04 Tranzferred to anather agent
05 Tranzferred to another Department

System (System)
Customer Services
a0 Customer Inguiry

Page 1 of 1

Site?.rpt - “ersion 5.0.0700
25052007 03:08:49 p.m.



Wildcard/Preferred Agent

B IPFX Reports

File Report Options Help

=10l x|

@l HE 50

Speed Dial Listing

WWrapup Code Listing by Falder

Ea WWildcard/Preferred Agent

Wildcard/Preferred Agent Group by Queuwe Report
WWildcard/Preferred Agent Group Report
E|{:| Wrapup Codes

: Customers by Wiap Up Code

Overall ‘\Wrapup Code Summary

Overal ‘Wrapup Code Summary by Queue
Wirap Up Codes by Customer

“Wirapup Code Report

Wiapup Codes by Queus

[

— Description

— Criteria

Source Databaze

Report Directon:

I[Current] j
I'\'\AKLCTSBWBIWM\DB\ _I




Wildcard/Preferred Agent Group Report

Report Criteria

U IPFX Reports (Legacy) - Wildcard/Preferred Agent Group Report [PAGZ.rpt] E]@

File Report Options Help
HSW += 22 ©

+-_7 Agent Teams

w7 Calls

+-_3 DDl Reparts

+-_7 Extensions

+-_] Meszage Box

+-_] Performance

+-.7 Queus Groups

+-00 Queuss

+-_7 Site Information

--L3 ‘Wildcard/Preferred Agent
Wildcard/Preferred Agent Group by Queue Repart
Mildoard/Preferned Agent Group Beport:

+-_7 Wrapup Codes

Queue Information Grouped by Wildcard/Preferred Agent Group

Diezcription
[ueue Information Grouped by ‘wWildzard/Prefered Agent Group

Criteria

Report Template |

|« [«

Source Datapase AKLVOIPOT - (Cunent]

Repart Directary; |Z:'x

Report Title |Wi|dc:aru:|.-’F'referreu:I Agent Group R
Period |T|:u:I.E|_I,I

Dates From |25/05/2007

To  |25/05/2007

Times Fram |EIE:EIEI

Toe [17:30
Agent Group |
wildcard

Extenzion

T T T TR TR TR 1

|
[lueue Mumber |
|

Calculations

Report Heading Definition

Queue

Extension

WrapUp Code

WrapUp Folder

Count




Time In Queue Total

Time In Queue Average

Time Talking Total

Time Talking Total %

Time Talking Average

Time In WrapUp Total

Time In WrapUp Total %

Wildcard/Preferred Agent

Wildcard/Preferred Agent
Group Report - Excel sample

Wildcard/Preferred Agent
Group by Queue Report

Wildcard/Preferred Agent
Group by Queue Report -
Excel sample




Wildcard/Preferred Agent Group Report - Excel

sample

Repart Criteriz:

"Wildeard - Preferred Agert Group

] WaltTime

344

(o Wildeard Applied)

2900 Onerstor Queue
2900 Onerator Queve
2954 Famke Janssen

Queye Total:

2905 Soltion2 Consuting Cueve 2
2908 Soltion Canzuing
2952 Suzanne Paul

Queye Total:

2909 Solution Cansuling
2909 Soltion Canzuing
2919 Michele Yeoh

Queye Total:

2990 Dema Quewe

2953 Esmeralia Smurty
2957 Logan Langhourng
2990 Eye Quewe

Queye Total:

WILDCARD TOTAL:

[09] GA_JC_TEST - 0A Test
2900 Onerstor Queue

2900 Eye Quewe
2954 Famke Janssen 17
Queue Total: 15

WILDCARD TOTAL:

GRAND TOTAL:
Page 1of 1

Tatil

Aneersd

Call Btetistios
Bete .
0 0
0 0
0 0
0 0
5 z
5 z
0 0
Z 5
Z 5
B 0
1 1
0 0
T 1
14 B
0 0
1 0
1 0
1 0
1 8

Abandoned

Ater .

Cther

=R =]

Dates between 25052007 and 25052007 Times between 08:00 and 1730

[ueue Time for Angwered Calls

Hinimum

Hatlmum

Lerage

(Inules Rirg Thie)

0:0x00
0:0x00
000000

0:0x00
0:0x00
000000

0:0x00
00004
000004

0:0x00

0:0x00

0:0x00
000000

000000

0:0x00
0:0x00
000000

000000

00:00:00

Hes finzZecs

00:00:00
(0:00:00
(0:00:00

00:00:00
Q0:00:0
Q0:00:0

00:00:00
(00042
(00042

000020
(0:00:00
00:00:00
00:00:20

000042

(0:00:00
00:00:00
00:00:00

00:00:00

00:00:£

00:00:00
00:00.00
00:00.00

00:00:00
00:00.00
00:00.00

00:00:00
00.00:5
00.00:5

00.00.0
00:00:00
00:00:00
00.00.0

(00004

00:00:00
00:00:00
00:00:00

00:00:00

00:00:04

(ueue Time for Abandoned Calls (e

Minimum

Wildcard/Preferred Agent Group Report

ﬁi’l‘ﬂlﬂl\l’ﬂ Kuarage
(Inules Rirg The)
Hrs fnZecs
0007 000005

000004
oo
oo

00046
000006
000006

oA
00000
oA

00000
o000
00043
0o

oo

000008
00000
000008

000008

00:00:02

00011 000005
00011 000005

000019 000047
000026 000048
000026 000047

00042 00:00:30
000000 00:00:00
000042 00:00:30

000000 00:00:00
000009 00:00:09
00013 000043
000013 000042

00042 000043

00:00:06 00:00:06
000000 00:00:00
00:00:06 00:00:06

00:00:06 00:00:06

00:00:42 00:00:15

Talk Time for Anzwered Calls

Minlinum

000.0
0000
000000

000.0
0000
000000

000.0
0000
000000

0000
000:0
0000
00000

000000

000:0
0002
022

00022

00:00:00

Hasimum

Hrs #InzZecs

0000
0000
0000

0000
0000
RNy

0000
0000
oo

noto
0000
0000
00 0:03

03

0000
002
o2

o022

00:01:03

Average

00:00.0
00:00.0
(0:00:00

00:00.0
00:00.0
(0:00:00

00:00.0
00:00.0
(0:00:00

002
00:00.0
00000
00018

000009

00:00.0
002
(00022

000022

00:00:10

Service Level

00 e
00
00

00 e
ng% e
14%

00
T65%
K%

1000% e
00% e
00
TTa%

405%

00
1000% e
00% e

00% e

"y

PABZ .t - Version §.0.0

I0G/007 0312



Wildcard/Preferred Agent Group by Queue

Report
Report Criteria

] IPFX Reports (Legacy) - Wildcard/Preferred Agent Group by Queue Report [PAG1.rpt] E]@

File Report Options Help
H&SW += 23 ©

+-_7 Agent Teams

w7 Calls

+-_3 DDl Reparts

+-_7 Extensions

+-_] Meszage Box

+-_] Performance

+-.7 Queus Groups

+-00 Queuss

+-_7 Site Information

—-.3 ‘Wildcard/Preferred Agent

Mildoard/Preferned Agent Group by Bueue Report

Wildcard/Preferred Agent Group Report
+-_7 Wrapup Codes

Diezcription

Wildoard/Prefermed Agent Group Information for a Queue Grouped
by Estenzion

Criteria
Repart Template | j
Source Database |AKLVDIPD1 - [Cumrent] j
Repart Directary; |Z:'x A
Report Title ‘wiildcard/Preferred Agent Group by
Feriod |T|:u:Ia_I,I j
Dates From |25/05/2007 =
To  |25/05/2007 =
Times Fram |EIE:EIEI A
To [17:30 =
Agent Group | ﬂ
Wildcard | =
Queue Nurmber | =
E xtension | ﬂ

Wildcard/Preferred Agent Group Information for a Queue Grouped by Extenzion

Calculations

Report Heading Definition

Queue

Extension

WrapUp Code

WrapUp Folder




Count

Time In Queue Total

Time In Queue Average

Time Talking Total

Time Talking Total %

Time Talking Average

Time In WrapUp Total

Time In WrapUp Total %

Wildcard/Preferred Agent

Wildcard/Preferred Agent
Group Report
Wildcard/Preferred Agent
Group Report - Excel sample
Wildcard/Preferred Agent
Group by Queue Report -
Excel sample




Wildcard/Preferred Agent Group by Queue
Report - Excel sample

Repart Criteria:

"Wildzard - Preferred Agert Group

Em

2900 Operator Queue
(o Widcard Aplied)

2900 Eye Queue
2954 Liana Yine

Wildeard Tutal:
[09¥] QA _JC_TEST - QA& Test

2900 Eye Queue
2954 Liang Vine

Wildeard Tutal:

(QUEUE TOTAL:

2908 Solution2 Consulting
(o Widcard Aplied)

2908 Businezs Salution
2957 Suzanne Paul

Wildeard Tutal:

(QUEUE TOTAL:

2909 Solution Consulting
(o iidcard Aplied)

2908 Soltion Cansuting
2918 Michele Yeoh

Wildeard Tutal:

(QUEUE TOTAL:

2990 Demo Queue
(Mo Widcard Aplied)

2953 Tamara McSmurty

2957 Logan Longhoume

2990 Eye Queue
Wildeard Tutal:

(QUEUE TOTAL:

GRAND TOTAL:
Page 1of 1

e

Wilt Timg

5]

Tt

nered

Call Sefistics
Bt n,
0 0
0 0
0 0
0 0
1 0
1 0
1 0
0 0
5 2
5 2
5 2
0 0
1 5
1 5
1 5
§ 0
1 1
0 0
li 1
li 1
" 8

Abandaned

Ak Hn

Ctter

= =

0

0

(stes between 25052007 and 25052007, Times between 08:00 and 1730

Gueue Time for Anzwered Calls

Minimum

Hatlmum

Lierags

(Inules Rirg Thne

000000
000000

00:00:00

000000
000000

00:00.00
00:00.00

000000
000000

00:00.00
00:00:00

000000
00:00x04

000004
000004

000000
00000
000000

00:00.00
00:00:00

00:00:00

Hes finzZecs

00:00:00
00:00:00
00:00:00

(0:00:00
00:00:00
00:00:00

(0:00:00

00:00:00
000001
00000

000001

00:00:00
(00004
000004

(00004

00.00:20
00:00:00
00:00:00
00.00:20

00.00:20

00:00:20

0000
0000
0000

0000
0000
000

0000

0000
0000
000

0000

0000
000004
00004

000004

00000
000
0000
00000

RIS

D001

Bueue Time for Abandoned Calls &fer

Minimum

Wildcard/Preferred Agent Group by Queue Report

r'\'l-a':lmum Average
(Includes Rirg Time)
Hisn:zec
000007 00:00:05

00:00:04
000002

000002

00:00:06
000000

00:00:08
000002

00:00:18
00:00:08

00:00:06
00:00:08

00004
000000

00004
00004

000000
000009
000013

000009
000009

00:00:02

00041 000005
00041 000005

000008 000006
000000 000000

000008 000008
00041 000005

00048 000017
00028 000016

00028 000017
00028 00001y

00042 000030
000000 000000

00042 00:00:30
00042 000030

000000 000000
000008 00:00:08
00045 000015

00045 000012
00045 000012

00:00:42 00:00:15

Talk Time for Answered Calls

Minimum

000
000
(00000

000
0002
(00022

000022

000
000
(00000

000000

0000
000
(0000

0000:0

000
0000
0000
(00000

000000

00:00:00

Hatmum

Hrs $n:Zecs

0000
0000
(0:00:00

000
002
(0022

00022

000
00000
(00002

000002

0000
00000
(000

00.00:m

0.0
0000
000
(0:01:03

0n0t03

00:01:03

Service Level

Aubrage

0000 0 e
0000 0 e
00:00:00 0 e
0000 0 e
woon2  1000% A
o2 S0 e
o2 123 Mg
0000 0 e
oo T04% A
ool 4n1% Mg
00000 411% B4
0000 0 e
oD gm A
00000 186% (A
0000 186% (A
oon2 1000 A
oo oS00 A
0000 0 e
ooomie T M
ooomie TR M
00:00:10 0 e
PAGY rpt - ersion 5.0.(

0G0 03:A0:



Wrapup Codes
Wrap-up Codes are a way for calls to be categorised.

Wrap-up Codes are identified and set by the Supervisor/Team
Leaders and must be entered by the agent when they deal with
calls.

A typical use is to identify calls to a Sales Queue. Each time an
Agent answers a call to the Sales Queue they put in a code for
the product the caller was interested in. This enables reporting
on what product was popular with callers and the changes in
popularity after advertising campaigns or other publicity.

_inix]

Eile Eeport Options Help

= E ARERERE=ERE

[ SpeedDial Listing (] [
i Wwrapup Code Listing by Folder
“Wildcard/Freferred Agent
; WWildcard/Preferred Agent Group by Queus Report
WWildcard/Preferred Agent Group Report — Criteria
=53 “Wrapup Codes
Customers by Wrap Up Code Sourez Bt bost I[Eurrent] j
Overal wrapup Code Summany Repart Directary: |WWAKLCT serversvMADBY _I
o[ Overall Wiapup Code Summan by Queue

“Wrap Up Codes by Customer
-

WWirapup Code Report
YWrapup Codes by Queue




Overall Wrap-up Code Summary

This report identifies how many wrap-up codes were applied to
each category over a period of your choice; with a pie chart to
show relative usage. The Graph represents talk time by wrap
up code. Run this report to find out how many callers were
interested in 'Product X" and how many in "Product Y"; and the
average talk time for each category.

Report Criteria

U IPFX Reports (Legacy) - Overall Wrapup Code Summary [Wrap2.rpt]

M=%

File Report Options Help
HSW += 22 ©

+-_7 Agent Teams

w7 Calls

+-_3 DDl Reparts

+-_7 Extensions

+-_] Meszage Box

+-_] Performance

+-.7 Queus Groups

+-00 Queuss

+-_7 Site Information

+-_7 ‘Wildcard/Preferred Agent

-3 “Wrapup Codes
i0verall ‘Wrapup Code Surnmary;
Overall *wrapup Code Summary by Queue
YWrapup Code Report
YWapup Codes by Queue

Overall Wrapup Code Summary

Diezcription

Owerall “Wrapup Code Summary

Criteria

Report Template
Source Database
Repart Directary;
Report Title

Period

Dates

Timesz

[tem Type
Hueue Mumber
Falder

Call Type

| [
\SYDWOIPD! - [Curent] v |
22 [
|I:Iverall YWrapup Code Summary
| Last Thursday

From |24/05/2007

To  |24/05/2007

From |08:00

Toe [17:30

T TR T TR TR TR

Calculations




Report Heading Definition

WrapUp Code

WrapUp Folder

Count

Time In Queue Average

Time Talking Total

Time Talking Total %

Time Talking Average

Time In WrapUp Total

Time In WrapUp Total %

Wrapup Codes

Overall Wrap-up Code
Summary

Overall Wrap-up Code
Summary by Queue

Overall Wrap-up Code
Summary by Queue - Excel

sample
Wrap-up Code Report

Wrap-Up Code Report - Excel
sample

Wrap-up Codes by Queue

Wrap-up Codes by Queue -
Excel sample




Overall Wrap-up Code Summary
Overall Wrapup Code Summary

Report Criteria: Dates between 24002007 and 24/05/2007, Times between 08:00 and 1730

rap Up Description

0z Test

Nt Extersd or liwakly

Falder Wrap Up Code & Description
(Mone) (Mot Ertered or Invalic)
QueLe 022 Test

GRAND TOTALS:

Fage 1of 1

Court

442

51

Azzocizted
TalkTime

Daps HifInZecs %

0 20340 93.7%
0 0x0x3T 03%

W NotEveredorlwalkh 9974
W 022 Test 0.3%
Total: 100.0%

Average Associated HAverage Associzted

TalkTime

Dy His MIncZecs

0 000244
0 00:00:24

0 00024

Gueue Time

dreides Rirg Times
Days Hrs dIncZecs

0 0o
0 0xoo:24

0 00:00:01

Yirap2 rpt - “ersion 5.0.0700
250602007 03:19: p.m.



Overall Wrap-up Code Summary by Queue

This report shows the overall number of wrapup codes by each
gueue selected; with talk time associated with each wrapup

code.
Report Criteria

U IPFX Reports (Legacy) - Overall Wrapup Code Summary by Queue [Wrap3.rpt] E]@

File Report Options Help
HSW += 22 ©

+-_7 Agent Teams
w7 Calls
+-_3 DDl Reparts
+-_7 Extensions
+-_] Meszage Box
+-_] Performance
+-.7 Queus Groups
+-00 Queuss
+-_7 Site Information
+-_7 ‘Wildcard/Preferred Agent
-3 Wrapup Codes
Overall *rapup Code Summary

i0verall ‘Wrapup Code Summary by Duews

YWrapup Code Report
YWapup Codes by Queue

Overall Wrapup Code Summary Grouped by Queue

Diezcription

Owerall Wrapup Code Summary Grouped by Cueue

Criteria

Report Template

Source Database
Repart Directary;

Report Title

Period

Dates

Timesz

[tem Type

[lueue Mumber

| 52
\SYDWOIPO! - [Curent] v |

2 A
|I:Iverall YWiapup Code Summary by

| Last Thursday j

From |24/05/2007 =
To  |24/05/2007 it
From | 0800 =
To [17:30 &
=

=

Calculations

Report Heading Definition

WrapUp Code

WrapUp Folder




Count

Time In Queue Average

Time Talking Total

Time Talking Total %

Time Talking Average

Time In WrapUp Total

Time In WrapUp Total %

Wrapup Codes

Overall Wrap-up Code
Summary
Overall Wrap-up Code
Summary

Overall Wrap-up Code
Summary by Queue - Excel

sample
Wrap-up Code Report

Wrap-Up Code Report - Excel
sample

Wrap-up Codes by Queue

Wrap-up Codes by Queue -
Excel sample




Overall Wrap-up Code Summary by Queue -

Excel sample

Overall Wrapup Code Summary by Queue

Report Criteria: Dates between 24082007 and 240572007, Tines between 08:00 and 1730
As=zociated U of Queus
Queue ‘Wrapup Code Court Talk Time Talk Time
Dayr  Hrs MInZecs

{Ho Associated Queue)
(Mat Entered or Invalid) 403

Queye Total: 408
2200 Operator Queue
(Mot Entered or Invalid) 2
Queye Total: 2
2265 Contact Center
022 Test 9
Queye Total: g
8261 Hew Ticket
(Mot Entered or Invalid) 22
Queye Total: 2
8262 Exisiting Ticket
(Mot Entered or Invalid) 9

Queue Total: g

8263 P1 Emergency

(Mot Entered or Invalid) 1
Queye Total: 1
GRAND TOTAL: 451

Fage 1of 1

n
n

183729
183729

0007268
000726

000337
000337

M:09:32
M:09:32

001042
001042

00:00:31
00:00:31

20:09:17

100.0%

100.0%

100.0%

100.0%

100.0%

100.0%

Average Associzted
Talk Time
Dayr  Hrs MInZecs

0 000z
0 000Z44

0 000343
0 000343

0 000024
0 000024

0 0a310
0 00a310

0 001
0 001

0 00003
0 00003

& 00:02:1
‘irap3.mpt - ersion §.0.0700
5052007 0321 pm.



Wrap-up Code Report

This report displays the extensions within the chosen queue
using wrap-ups with associated talk time. Use this report to see
what wrap ups have been entered by agents.

Report Criteria

U IPFX Reports (Legacy) - Wrapup Code Report [Wrap4.rpt]

M=%

Fle Report Options

+-_7 Extensions
+-_] Meszage Box
+-_] Performance
+-.7 Queus Groups
+-00 Queuss

+-_7 Site Information

-3 Wrapup Codes

+-_7 ‘Wildcard/Preferred Agent

Overall *rapup Code Summary
Overall *wrapup Code Summary by Queue

YWrapup Codes by Queue

Daity Summary of Wrapup Codez by Folder Grouped by Extenzion

Criteria

Report Template
Source Database
Repart Directary;
Report Title

Period

Dates

Timesz

[tem Type
Hueue Mumber
E xtension
Falder

Wriapup Code
Call Type

Show [rvalid

H I =

+-_7 Agent Teams Description

+(1 Calls D aily Surnmary of Wirapup Codes by Folder Grouped by Estension
+-[[1 DOl Reports

SYDWOIPDT - [Current]
iz

1|« [«

|Wra|:uup Code Report

| Today

From |25/05/2007

To  |25/05/2007

From |08:00

Toe [17:30
|
|
22322231 ,2230,2223,2222.2
|
|
|

™ Yez © Mo ( |gnore

T T O TR TR T TR PR TR T

Calculations

Report Heading

Definition

WrapUp Code




WrapUp Folder

Count

Time In Queue Average

Time Talking Total

Time Talking Total %

Time Talking Average

Time In WrapUp Total

Time In WrapUp Total %

Wrapup Codes

Overall Wrap-up Code
Summary
Overall Wrap-up Code
Summary

Overall Wrap-up Code
Summary by Queue

Overall Wrap-up Code
Summary by Queue - Excel

sample
Wrap-Up Code Report - Excel
sample

Wrap-up Codes by Queue

Wrap-up Codes by Queue -
Excel sample




Wrap-Up Code Report - Excel sample

Report Criteria:

Extn  Folder

Friday, 25 May 2007

2201 Raj Kapoor
(Mone)
Faldar Totals

Extenzion Totals

2208 Bill Bryson
(Mone)
Faldar Totals

Extenzion Totals

2210 Ricky Martin
(Mone)
Faldar Totals

Extenzion Totals

Wirap Up Code & Description

(Mot Ertered or Invalic)

(Mot Ertered or Invalic)

(Mot Ertered or Invalic)

2221 Deborah Coddington

(Mone)
Faldar Totals

Extenzion Totals

2230 Gérard Depardieu

(Mone)
Faldar Totals
Extenzion Totals

2231 Jeff Goldblum
(Mone)
Faldar Totals

Extenzion Totals

2232 Hernando Cones

(Mone)
Faldar Totals

Extenzion Totals

DAILY TOTALS

GRAND TOTALS:

Fage 1of 1

(Mot Ertered or Invalic)

(Mot Ertered or Invalic)

(Mot Ertered or Invalic)

(Mot Ertered or Invalicl)

Court

21
2

21

14
14

14

12
12

12

57

67

-

Azsocizted
TalkTime

i3 W MInZeos

01645
01645
01645

00:00: 34
000034
00:00: 34

M:05:34
[M:05:34
[M:05:34

04612
04612

04612

01442
014:42
014:42

05307
05307
05307

00:06:11
00:06:11
00:06:11
32305 1

032305 1

Wrapup Code Report

£

8.2%
8.2%

8.2%

0.3%
0.3%

0.3%

32.3%
32.3%

32.3%

27%
27%

27%

T.2%
T.2%

T.2%

26.2%
26.2%

26.2%

30%
30%

30%
00.0%

00.0%

Dates between 250572007 and 25052007, Times between 08:00 and 17:30 Extension =

Average Associzted
TalkTime

Dags  Hrs $Anssecs

0 000411
0 000411

0 000411

0 00o0:34
0 0xo0:34

0 0xo0:34

0 oxazor
0 oxazor

0 oxazor

0 0xa31a
0 0xa31a

0 0xa31a

0 oxos0
0 oxas0

0 oxos0

0 0x0426
0 0xo4z3

0 0xo4z3

0 0xa0s3
0 0xa0:s3

0 0xa0:s3
0 00z

0 00:03:02

Average Associated
Bueue Time

drciudes Rirg Time)
Dy His MInczecs

0 000008
0 00.00ar7

0 000007

0 00:00:00
0 00:00:00

0 00:00:00

0 00:00:00
0 00:00:00

0 00:00:00

0 00:00:00
0 00:00:00

0 00:00:00

0 00:00:00
0 00:00:00

0 00:00:00

0 00:00:00
0 00:00:00

0 00:00:00

0 00:00:00
0 00:00:00

0 00:00:00
0 00:00:00

0 00:00:00

Yirape.rpt - “ersion 5.0.0700
250602007 03:26: p.m.



Wrap-up Codes by Queue

This gives totals by Agent then by Queue for each Wrap-up
Code, helping you keep track on how well the agents are doing
in entering Wrap-up codes in each Queue.

This helps to ensure that the right kind of call is coming in on
the right Queue, e.g.: you would not want sales inquiries for
"Product X" coming in on the Product Returns Queue.

Report Criteria

U IPFX Reports (Legacy) - Wrapup Codes by Queue [Wrap1.rpt] E]@

Fle Report Options Help
Hd 4 += 214 @

+-(1 Agent Teams Description
+-(] Calls Summary of Yrapup Codes Used Grouped by Queue
+-_3 DDl Reparts
+-_7 Extensions
+-_] Meszage Box B
+-_] Performance
+-.7 Queus Groups Report Template | -
+-00 Queuss
+-_7 Site Information Source Database |SYD'\-"EI|F'EI‘I - [Current] j
+-_7 ‘Wildcard/Preferred Agent Report Directory: Z A
—-{_7] Wrapup Codes _
Overal Wiapup Code Summary Repart Title |Wra|:uup Codes by Dueue
Dveral ‘wWrapup Code Summary by Qusue Periad
] Tod -
YWrapup Code Report | s J
drapup Codes by Hueue Dates Fram |25.-’I35.-"2DD? J
To  |25/05/2007 =
Times Fram |EIE:EIEI j
Te [17:30 2
[tem Type | J
Hueue Mumber | A
Estension 2246.2045.2044. 228222012 .|

Summary of Wrapup Codes Uzed Grouped by Queue




Calculations

Report Heading

Definition

WrapUp Code

WrapUp Folder

Count

Time In Queue Average

Time Talking Total

Time Talking Total %

Time Talking Average

Time In WrapUp Total

Time In WrapUp Total %

Wrapup Codes

Overall Wrap-up Code
Summary
Overall Wrap-up Code
Summary

Overall Wrap-up Code
Summary by Queue

Overall Wrap-up Code
Summary by Queue - Excel

sample
Wrap-up Code Report

Wrap-Up Code Report - Excel
sample

Wrap-up Codes by Queue -
Excel sample




Wrap-up Codes by Queue - Excel sample
Wrapup Codes by Queue

Average Associated

Talk Time
Dags  Hes PIncsecy

00:04:09
00:04:09

00:00:34
00:00:34

00:02:59
00:02:59

00:0318
00:03:18

0 000150
00:01:50

00:04:26
00:04:26

00:00:53
00:00:53

0 000zss

00:00:22
00:00:22

0 000022

Repart Criteria: Dates between 25052007 and 25052007, Times between 08:00 and 17:30, Extension =
Associated B of Extns
Extension  Agent Courit Talk Tirme Talk Tirme
Day:  Hee MIn:Zecs
{Ho Associated Queue)
22 Raj Kapoor
(Mot Entered ar Invalic) 4 00:16:36 100%
Extenzion Tatal: 4 021636 100%
2208 Bill Baldwin
(Mot Entered ar Invalic) 1 00:00: 34 100%
Extenzion Tatal: 1 000024 100%
2210 Just-in Timberlake
(Mot Entered ar Invalic) 22 01:05:46 100%
Extension Total: 22 01:05:46 100%
21 Miranda Harcourt
(Mot Entered ar Invalic) 14 00:46:12 100%
Extension Total: 14 00:46:12 100%
2230 Georgia ("Keefe
Mot Entered ar Invalic g 0 0o:14:42 100%
Extenzion Tatal: g 001442 100%
21 CIiff Huxtable
(Mot Entered ar Invalic) 12 00:53:07 100%
Extenzion Total: 12 00:53:07 100%
2232 Boris Grishenko
(Mot Entered ar Invalic) i 00:06:11 100%
Extenzion Tatal: T 000611 100%
Queue Total: Jats} 0 032308
2200 Operator Queue
22 Raj Kapoor
(Mot Entered ar Invalic) 1 00:00:22 100%
Extenzion Tatal: 1 000022 100%
Queue Total: 1 0 000022
GRAND TOTAL: 69 0 032330

Fage 1of 1

& 00:02:57
Wirap1.rpt - Wersion §.0.0700
EME007 03:30: pm.



Advanced Report Templates
Advanced Report Templates are described in this section.



Agent Performance Reports

This category comprises the following base reports with
templates noted accordingly:
= Agent Performance Report (base report)
= Agent Performance Summary
= Agent Performance Summary by Queue
= Agent Productivity Report
= Extension by Queue Report

These reports provide data on the performance of agents. The
data is based on time spent in each stage of call response.



Agent Performance Report (Sample)

Agent Performance Report

Report Criteria: Dates
Times

Graup By (3 thaximum)

Queus Number

Extension Number
2900, 3955, 8354, 8953, 8936, 2998, 2997, 299, 7995, 2993, 2992, 2991, 2989,1988, 2987, 1986, 2983, 2962, 2981, 2930, 2979, 2974, 2977,

Extension Time In Time Time In Tirng Tirne Tirne In Time In
Qusue  Available Office  Talking  OnHold  Worltime  Virapup
Thursday, T June 2001
2954 Liana Yine 0000000 0235739 0000000 0000221 00C00:00 000000 000:0000
Date Averages: 000:00:00 0235739 000:00:00 000:00:47 0 00:00:00 0 00:00:00 0 00:00:00
Date Totals: 000:00:00 02357:39  000:00:00 000:0221 0 00:00:00 0 00:00:00 0 00:0000
AVERAGES: 000:00:00 023:57:39  000:00:00 000:00:00 0 00:00:00 0 00:00:00 0 00:0000
TOTALS: 000:00:00 02357:39  000:00:00 000:0221 0 00:00:00 0 00:00:00 0 00:0000
NOTE:; - Chte Tive feds am i dhe fmad day hourminute sec  Fhe day field, i present, mpmsents a perfod of 24 huurs)

- i Avaiable i5 calowlated: Tive v Quewe - (Tine Tabiing +Tine O bl + Tive In Wapup + Tie I Woddine)

between 07/06/2007 and 07/06/2007
between 04:00 and 17:30

= Date

= 2900, 5320, 2993, 2990, 2955, 2909, 2908, 2907, 2901

2976,2974,2972,2969, 2968, 2967, 2966, 2965 , 2964, 29632962, 2961, 2960, 2959, 2958, 2957, 2956, 2955, 2954, 2953,

Time In
Cther

000:0000
0 00:00:00
0 00:00:00

0 00:00:00
0 00:00:00

- Thie: v Obher is Hhe dutal tiee the agent spent in the folowing presence states, v A Meeting, Cb bt Chstub, or Gone Ot

Page 1 of 1

Time In Incaring

Break

0000000
0 00:00:00
0 00:00:00

0 00:00:00
0 00:00:00

Calls  Talk Time

0 0000000
0 000:00:00
0 000:00:00

0 000:00:00
0 000:00:00

Incoming  Outgoing

Callz

Outigaing
Talk ime

0000000
0 00:00:00
0 00:00:00

0 00:00:00
000:00:00

IP F()

Queue
Call=

Queue
Talk Time

ooz
0 00:00:47
0 00:021

0 00:00:47
0 0002

Pert New pt - “ersion §.0.0920

[TOG/A007 02:49: p.m.



Agent Performance Report

Report Heading

Time In Queue
Time In Idle
Time In Office
Time In Talk
Time In Hold
Time In Work
Time In WrapUp

Definition

Time Spent in the Queue Location
Queue - Sum of Talk, Hold

Time Spent in the Office Location
Sum of Incoming - Time, Outgoing
Time that Customers were on Hold
Time spent in Work Time

Time spent in WrapUp

Time In Other Time spent in Locations other
Time In Break Time spent in the Break Location
Incoming - Count Total number of non Queue
Incoming - Time Total Time Spent on non Queue
Outgoing - Count Total number of Calls made
Outgoing - Time Total Time Spent on Calls
Queue - Count Total number of Queue Calls
Queue - Time Total Time Spent on Queue

About the Agent Performance Report

This report gives a detailed breakdown of the amount of time an
agent spent in each facet of call-taking.

Listed data includes Talk Time, Hold, Work Time and WrapUp
time. Presence states are also displayed: Office and Break are
shown - other states are summarised as 'Other' (further details
are available with the Agent Presence Information report).

The report is valuable for revealing how agents spend their
time, how many queue calls and direct-dial calls they take, and
how many outbound calls are made from their extension.

The report can be grouped by Date, Queues, Teams or Queue
Groups.

To create the Agent Performance Report



1. Select Agent Performance > Agent Performance Report:

1 IPFX Reports - Agent Performance Report [Perf2New.rpt] E]@
File Report Optons Help

dd = 28 @

=& .ﬂ.ge:nt Performance . Description
| igent Performance Report &gent Performance Infarmation
i Agent Productivity Report
<20 Call Activity 0
+-[] Message Box Criteria
-] Presence Information
<] Queus Performance il Lo | j
-] Site Inforrnation Source Databaze |[I:urrenl] j
-] Wildcard / Prefered Agents _
#-{2] Wraplp Codes Fepart Directony: iz A
Report Title |.f-‘-.gent Performance Report
Period |Tada}l j
Diates From |07/06/2007 =
To  |07/06/2007 =
Timesz From |EIB:DD J
To [17:30 =
Grovup By [3 maximum] |Date J
[ueue Group | J
Queue Number |29["18920,2EIEIS,EEIEID,EEIEE,ESEI J
Team | J
Extension Mumber |2EIEID,8955,8954,8953,8938,299 J
Exclude Mumbers In |
Exclude Mumbers Out |
Inehude Wirtual Queues " Yes © Mo (% lgnoe
Farmat Time [hb: mm: 2] " Yezx © Mo (% lgnore

Agent Performance Information

2. Enter the following report criteria as required:

The span of days covered by the report (Today,
Last Week etc.)

Period _ _ .
Alternatively, specify the exact date range using the
Date criterion.

Dates The date range you wish to cover in the report.

Times Select hours of the day that you wish to cover in the

report.



Group By

Queue Group

Queue Number

Team

Extension Number

Exclude Number In,
Exclude Number Out

Include Virtual Queues

Format Time

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

When running performance reports, it is often
desirable to exclude calls to certain numbers, for
example calls to the operator, to voicemail, or to
other internal extensions.

To exclude certain numbers from the report, enter a
list of numbers to be excluded. Separate the
numbers with a commayg(,). Do not include spaces in
the list.

Includes both standard and Virtual queues in the
report.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.



No - Displays time in seconds.
Ignore - (Has the same effect as selecting Yes)



Agent Performance Summary - (Sample)

Agent Performance Summary

Report Criteria: Dates
Extension = 7910,2914,2952,2354, 23582961

Extension

2910 Sally Marting
2914 Melleen Cubin
2953 Miala Jay
2954 Lyana Vet
2958 Jamie Jelozolo
2961 Carly Balloon

AVERAGES:
TOTALS:

NOTE:

Page 1of 1

hetween 26,/03,2007 and 01/04/2007

Time In Time Time In Time Time Time In Time In
Queue  Available Office  Talking  OnHold  Worktime  r=pup

0000000 0000000 B164246 0002407 0000000 0000000 0000000
0042824 0041236 12201403 0102857 0000638 0000000 0OD0:OF21
0000000 0233830 3051646 0004826 0000010 0000000 0000000
1081330 1081129 0021948 0030138 0000203 0000000 0000000
0000000 0234048 13034336 0230246 0001942 0000000 0000000
13239346 13239945 0000000 0073008 0000000 00C0000 0000000

018424 206:2%01 6014350 000:18:39  000:01:08 0 00:00:00 0 00:01:14
15134801 13145507 36072250 1221802 0002831  000:00:00 0 00:0%:H

- Cite Tie el are in the fomat day hourmivede sec (e day fedd, i present, mpresents a perod of 24 urs)
- T Avadable is calvulated: Thie I Cueae - (Tive Tabiing +Tine O b + Tine I Wbapup + e s Wonitine)
- i I Obfer i the dutal tine the agent spent ir the fullowing hoeatibes; I A Meeting, Tb Mt Chsturd, or Gore Ot

Time In
Cther

0000000
07ar1e
0004002
0001313
0093536
000000

0 04422
1043200

Time In Incoming

Break

000:00:00
000:39:48
00:39:56
0031908
000:00:00
000:00:00

001:03:0%
006:18:52

Callz

i
14

Incoming  Outgaing

Talk Time Callz
00302 10
0054730 126
000:30:18 44
000:26:22 43
010:40:00 180
(00:00:08 12
0 00:07:06 i
[RTRIA(] 515

COutgoing
Talk Time

0oo1:0a
0043838
o010
oozt
0z22xdg
oorannz

0 00:03:20
1043236

IP Fi)

Queue Bueue
Callz  Talk Time

0000000
oon0za
0000000
0000518
0000000
0000000

=S = s oo

1 000:00:25
0 000:08:10

Pert New.pt - ‘ersion 4.3.3120

DLO4/2007 0317 p.m.



Agent Performance Summary

Report Heading

Time In Queue
Time In Idle

Time In Office
Time In Talk
Time In Hold
Time In Work
Time In WrapUp
Time In Other
Time In Break
Incoming - Count
Incoming - Time
Outgoing - Count
Outgoing - Time
Queue - Count

Queue - Time

Definition

Time Spent in the Queue Location
Queue - Sum of Talk, Hold

Time Spent in the Office Location
Sum of Incoming - Time, Outgoing
Time that Customers were on Hold
Time spent in Work Time

Time spent in WrapUp

Time spent in Locations other
Time spent in the Break Location
Total number of non Queue

Total Time Spent on non Queue
Total number of Calls made

Total Time Spent on Calls

Total number of Queue Calls

Total Time Spent on Queue

About the Agent Performance Summary

This report gives a detailed breakdown of the amount of time an
agent spent in each facet of call-taking.

Listed data includes Talk Time, Hold, Work Time and WrapUp
time. Presence states are also displayed: Office and Break are
shown - other states are summarised as 'Other' (further details
are available with the Agent Presence Information report).

The report is valuable for revealing how agents spend their
time, how many queue calls and direct-dial calls they take, and
how many outbound calls are made from their extension.

The report can be grouped by date, Queues, Teams or Queue

Groups.

To create the Agent Performance Report (Agent



Performance Summary)
1. Select Agent Performance > Agent Performance Report:

E IPFX Reports (Legacy) - Agent Performance Summary [Perf1.rpt] E]@

File Report

H I =

+-[2] Calls

-] Agent Teams

+-[_] DDl Reparts
+-[_1 Extensions

+-[_] Message Box
—-[23 Performance

igent Performance S umemary

[Z1 Dueues

Agent Perfarmance Surmman by Queue
Team Summary - Agent Performance Summary
[ Queue Groups

¥
¥
+-[27 Site Information
¥
¥

(23 Wildzard/Preferred Sgent
23 wrapup Codes

Overall Summary of Agent Performance Infermation by Extension

Deszcription
Owerall Summany of Agent Performance Infarmation by E =tension

Criteria

Feport Template | j

Source Database | 2YDYOIPOT - [Current) -

Repart Directon: |Z:\ ﬂ

Fieport Title |.f-‘«gent Performance Surmmary

Period | Last "Week j

Dates From |14/05/2007 =
To  |20/05/2007 =

Times From |E|8:EIEI A
Ta  |17:30 =

Itemn Type | A

Extension |2249,2248,224?,2248,2245,224 J

2. Enter the following report criteria as required:

Period

Dates

Times

Group By

The span of days covered by the report (Today,
Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the
report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrows the scope of the report to a specific Queue



Queue Group

Queue Number

Team

Extension Number

Exclude Number In,
Exclude Number Out

Include Virtual Queues

Format Time

Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

When running performance reports, it is often
desirable to exclude calls to certain numbers, for
example calls to the operator, to voicemail, or to
other internal extensions.

To exclude certain numbers from the report, enter a
list of numbers to be excluded. Separate the
numbers with a commayg(,). Do not include spaces in
the list.

Includes both standard and Virtual queues in the
report.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Agent Performance Summary by Queue
(Sample)

Agent Performance Summary by Queue

Report Criteria: Que
Ext

Extension

2900 Operator Queue
2954 Lyana Vet

QOueue Averages:
QOueue Totals:

2909 Consulting Oueue
2914 Meleen Cubin

QOueue Averages:
QOueue Totals:

Le Number
ension

Time In
Queue

0000000

0 00:00:00
000:00:00

0000000

0 00:00:00
0 00:00:00

2990 Custome Service Queue

2910 Sally Marting
2914 Meleen Cubin
2953 Miala Jay
2961 Carly Balloon
QOueue Averages:
(ueue Totals:

AVERAGES:
TOTALS:

NOTE:

Page 1af 1

0000000
0000000
0000000
0000000
0 00:00:00
0 00:00:00

0 00:00:00
0 00:00:00

= 2300,2909,2990
= 2910,2914,2953, 2954, 2958, 2961

Time
Aailable

ooarm
0220250
0220250

0003012
0 232048
0 232048

ooar
000:06:00
000438
0003318
0230842
0 20:34:50

0 23:01:16
80737

Time In
(ffice

0000000

000:00:00
0 00:00:00

0000000

0 00:00:00
0 00:00:00

0000000
0000000
0000000
0000000
0 00:00:00
0 00:00:00

0 00:00:00
000:00:00

Time
Talking

ooran

0 00:00:44
0 01:50:21

0002857

0 00:00:50
0 00:2%:57

0000008
0000312
0001216
0001810
0 00:00:30
0 00:35:44

0 00:00:00
0 02:56:02

Time
On Hold

000:06:40

0 00:00:57
0 00:06:40

0000015

0 00:00:05
0 00:00:15

0000000
0000000
0000000
nonr42
0 00:00:33
0000742

0 00:00:37
000:14:37

Time In
Workti me

0000000

0 00:00:00
0 00:00:00

0000000

0 00:00:00
0 00:00:00

0000000
0000000
0000000
0000000
0 00:00:00
0 00:00:00

0 00:00:00
0 00:00:00

Time In
Wirzpup

0000000

0 00:00:00
0 00:00:00

0000000

0 00:00:00
0 00:00:00

0oraros
0000048
000322
0000728
0 00:0415
002444

0 00:0415
002444

- Cite Tie el are in the fomat day hourmivede sec (e day fedd, i present, mpresents a perod of 24 )
- T Avadable is calvulated: Thie I Cueae - (Tive Tabing +Tine O b + Tine I Wbapup + T s Woniine)
- i I Obfer i the dutal tine the agent spent ir the fullowing hoeatibns, I 4 Meeting, Tb Mt Chsturd, or Gore Ot

Time In
Cther

0000000

0 00:00:00
0 00:00:00

0000000

0 00:00:00
0 00:00:00

0000000
0000000
0000000
000000
0 00:00:00
0 00:00:00

0 00:00:00
0 00:00:00

Time In Incoming

Break

000:00:00

0 00:00:00
0 00:00:00

000:00:00

0 00:00:00
0 00:00:00

000:00:00
000:00:00
000:00:00
000:00:00
0 00:00:00
0 00:00:00

0 00:00:00
0 00:00:00

Callz

- o o o o

Incoming  Outgaing

Talk Time Callz
000:00:00 0
0 00:00:00 0
0 00:00:00 0
(00:00:00 0
0 00:00:00 0
0 00:00:00 0
000:00:00 0
(00:00:00 0
000:00:00 0
(00:00:00 0
0 00:00:00 0
0 00:00:00 0
0 00:00:00
0 00:00:00 ]

COutgoing
Talk Time

0000000

0 00:00:00
0 00:00:00

0000000

0 00:00:00
0 00:00:00

0000000
0000000
0000000
0000000
0 00:00:00
0 00:00:00

0 00:00:00
0 00:00:00

IP F)

Queue
Callz

130

150
150

ki

]
]

i
pii

18
n

B7

Bueue
Talk Time

ooan
0 00:00:4
0 01:50:1

0002957

0 00:00:50
0 00:2%:57

0000006
0000312
0001216
0001810
0 00:00:30
0 00:35:4

0 00:00:4
0 02:56:02

Perf New.pt - ersion 4.3.3120
IROAA007 10352 m.



Agent Performance Summary by Queue

Report Heading

Time In Queue
Time In Idle

Time In Office
Time In Talk
Time In Hold
Time In Work
Time In WrapUp
Time In Other
Time In Break
Incoming - Count
Incoming - Time
Outgoing - Count
Outgoing - Time
Queue - Count

Queue - Time

Definition

Time Spent in the Queue Location
Queue - Sum of Talk, Hold

Time Spent in the Office Location
Sum of Incoming - Time, Outgoing
Time that Customers were on Hold
Time spent in Work Time

Time spent in WrapUp

Time spent in Locations other
Time spent in the Break Location
Total number of non Queue

Total Time Spent on non Queue
Total number of Calls made

Total Time Spent on Calls

Total number of Queue Calls

Total Time Spent on Queue

About the Agent Performance Report (Agent Summary by
Queue Template)

This report gives a detailed breakdown of the amount of time an
agent spent in each facet of call-taking, and is grouped by
queue.

To create the Agent Performance Report (Agent
Summary by Queue Template):

1. Select Agent Performance > Agent Performance Report:



E IPFX Reports (Legacy) - Agent Performance Summary by Queue [Perf2.rpt]

=%

File Report Options Help
a3l +=2Ee

-] Agent Teams
+-[2] Calls
+-[_] DDl Reparts
+-[_1 Extensions
+-[_] Message Box
—-[23 Performance
Agent Performance Summary
itgent Performance Sumrmany by Queue;
Team Summary - Agent Performance Summary
+-[07 Queus Groups
+-[1 Qusues
+-[27 Site Information
+1-_] Wildcard/Prefered Agent
+-[27 “wrapup Codes

Agent Performance Information Grouped by Queue

Dezcription
Agent Performance Information Grouped by Queue

Bueus Mumber |

Criteria
Report Template | j
Source Database |SYDVOIPTT - (Current] [
Repart Directon: |Z:\ ﬂ
Fieport Title |.f-‘«gent Performance Summary by Queu
Period | Last "Week j
Dates From |14/05/2007 =
To  |20/05/2007 =
Times Frarn |E|8:EIEI J
To [17:30 =
Itemn Type | J
El

Extenzion

|222D,221 2.2211,2210,2209.220

2. Select Report Template > Agent Performance Summary

3.

by Queue.

Enter the following report criteria as required:
The span of days covered by the report (Today,

Period

Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

Dates

Times
report.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the

Causes the report to display information grouped
accorded to the selected criteria (for example by

Group By

Date, by Extension, by Queue etc.) Each specific

base report has a particular set of groupings

available.

Narrows the scope of the report to a specific Queue




Queue Group

Queue Number

Team

Extension Number

Exclude Number In,
Exclude Number Out

Include Virtual Queues

Format Time

Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

When running performance reports, it is often
desirable to exclude calls to certain numbers, for
example calls to the operator, to voicemail, or to
other internal extensions.

To exclude certain numbers from the report, enter a
list of numbers to be excluded. Separate the
numbers with a commayg(,). Do not include spaces in
the list.

Includes both standard and Virtual queues in the
report.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Agent Productivity Report (Sample)

Agent Productivity Report

Report Criteria:  (None Supplied)

Extenzion Tatal Totsl  Awerage Calls Incoming Odtgoing  Gueue Time In Time In
Calls Talk Talk Per  Calls  Calls  Calls Queue Gueue
Time Time  Hour ]
Monday, 19 February 2007
2910 Sally Matting 30000245 00035 0 2 1 0 0000000 0%
2913 Wilie Smythe 6 0000410 00042 0 4 2 0 0000000 0%
2414 Weleen Cubin 9 0012812 000%3% 0 3 g 00000000 0%
2916 Jeremy Johns 70000247 000t 0 2 5 0oooooem 0%
2919 Wichele Michael 6 0001826 000304 0 0 g 00000000 0%
2953 Winla Jay § 0000846 00006 O 4 4 00000000 0%
2954 Lyana Veto 20001724 03y A 2 13 5 00T 3%
2956 Migel Shawy 20000013 0002070 0 2 00000000 0%
2958 Jamie Jelosalo 240010128 000z A1 8 18 00000000 0%
2961 Carly Balloon 10025306 O00E1T 0 4 7 00000000 0%
2995 Way Flower 18 0004833 00023 A1 4 14 00000000 0%
Date Averages: T 000016 000:0416 0 ? 5 0 001:28:36
Date Totals: 16 0081450 HiA Hid 3 I 50072300
Tuesday, 20 February 2007
2911 Whereamath Nottin 14 0005028 0003% 1 0 14 0 0000000 0%
2913 Wilie Smythe 2 0002330 0ooto3 A 14 14 00000000 0%
2414 Weleen Cubin 66 0015803 00047 3 12 5 00000000 0%
2916 Jeremy Johns 30000214 000045 0 0 3 0ooo0oem 0%
2418 Spare Phane 2 0000030 00015 0 2 0 0 0000000 0%
2919 Wichele Michael 26 0002206 0noost 1 0 * 0 0000000 0%
2952 Siman Kingston 10 0000455 000C30 0 0 2 § 0002 4%
2953 Winla Jay 3000002330 0noodT 1 ] g 16 001354 T
2954 Lyana Veto 13 0012257 000BZ3 1 1 g 4 0065223 2%
2956 Migel Shawy 7o00om:2s  ox0xz 0 0 g 10000000 0%
2958 Jamie Jelosalo 72 0031426 000242 3 0 42 00000000 0%
2961 Carly Balloon 100 0004101 00OtOE 0 0 10 0 0000000 0%
2985 Dean Kirby 2 0000132 oo0xds 0 0 2 00000000 0%
2995 Way Flower 44 0010147 oomA 2 ] kil 00000000 0%
Date Averages: 20 0000151 000015 1 4 14 2 000:49:36
Date Totals: 2T 01424 HiA - Hid il m 29 0092819
AVERAGES: 13 0000229 0000229 1 3 ] 1 000:29:45
TOTALS: 011914 M WA 104 305 34 0185119
NOTE; - Chte Tine fekls are in the fmat day fourminee see e day fiedd, ¥ pmsent, mpmsents a perod of 24 Inars)

- Tiie Availadle i catoutated. Tiwe I Gueoe - (Tine Taling + Tive O b + e i Wapup + Tine i Workdine)

- Tiie v Cther is e dodal tive the agent spent in the follwing presene states; It A Meeting, o hbd Cisturd, or Gore (it

Page 1ot 1

Time Time
Azilable Available
ki
235715 0%
0235550 0%
223348 0%
235013 0%
234134 0%
0235014 0%
00E04d8  82%
235547 0%
225044 0%
0210054 0%
0231380 0%
0 2356:30
230034
0230832 0%
0233030 0%
220157 0%
235746 0%
0235530 0%
233754 0%
0005445 9%
mAz1d 5%
0052326 80%
235835 0%
0204002 0%
234559 0%
23582 0%
225746 0%
235720
231124
- 23:56:54
221758

Time
On Hald

100000
100000
000000
100000
100000
100000
100048
100000
100645
100000
10000
002332
007336

00n00
00x00
00n00
00n00
00x00
00000
o032
00n00
00x00
o0x00
o0z
00n00
00e00
iy

00:01:05
00:06:31

00:01:34
00:1407

Time In
o ki

000000
000000
000000
000000
000000
000000
000000
000000
000000
000000
000000

00:00:00
00:00:00

000000
000000
000000
000000
000000
000000
000000
000000
000000
000000
000000
000000
000000
000000

00:00:00
00:00:00

00:00:00
00:00:00

Time In
Wirapup

00000
00000
00000
00000
00000
00000
00000
00000
00000
00000
00000

00:00:00
00:00:00

00000
000000
00000
00000
000000
00000
00000
00000
00000
00000
00000
00000
00000
00000

00:00:00
00:00:00

00:00:00
00:00:00

Ay, Call Avg. Call Ocoup.

Handle Hande
Time  Time %
00:00:00 0%
00:00:00 0%
00:00:00 0%
00:00:00 0%
00:00:00 0%
00:00:00 0%
(0:00:44 0%
00:00:00 0%
00:00:00 0%
00:00:00 0%
00:00:00 0%
00:02:06 %
Nk HiA
00:00:00 0%
00:00:00 0%
00:00:00 0%
(0:00:00 0%
00:00:00 0%
(0:00:00 0%
000026 0%
00:00:37 0%
00:00:25 0%
(0:00.06 0%
00:00:00 0%
00:00:00 0%
00:00:00 0%
00:00:00 0%
00:00:4 %
Nk Nk
00:00:37 0%
Nk HiA

%

i

IPF)

Prod.
Y

%
"%
%

%
9%

%
%
&%
%
3%

10%
&%
17%




Agent Productivity Report

Report Heading

Extension

Total Calls

Total Talk Time
Average Talk Time
Calls Per Hour
Incoming Calls
Queue Calls
Time In Queue
Time In Queue %
Time Available
Time Available %
Time On Hold
Time In Worktime

Avg. Call Handle Time

Occup. %

Prod. %

Definition

Details of extension handling the Call

Number of Calls

Sum of Talk Time for all Calls

Total Talk Time divided by Total Calls

Calls handled by the extension per hour

Number of Incoming Calls

Number of Queue Calls

Time all Calls spent in Queue

Time all Calls spent in Queue divided by Total Calls
Time the extension was available

Time the extension was available divided by total time
Total time all Calls handled by the extension were on Hold
Time the extension was in Worktime

Sum of Call Handle Times divided by Total Calls

The total time that the user occupies the workspace: Queue Time + Office
Time + Do Not Disturb Time (PrimeTime)

The total time the phone is in use or occupied: Call Handle Time + Meetini
Time + Break Time / Total Time

About the Agent Productivity Report
This report gives a detailed breakdown of agents' productivity. It

details:

m Total calls taken by an agent

= Calls taken by the agent for a queue

m Qutbound Calls make

= Calls taken by an agent at their direct line

= Average calls per hour taken by the agent

= How long the agent spent in the queue (and as percentage)
= How long the agent was Available\ldle

= How long the agents spent on held calls



How long the agents spent in work time
How long the agents spent in WrapUp time

The average call handle time of the agent (and as
percentage)

Occupancy percentages
Productivity percentages

To create the Agent Productivity Report:
1. Select Agent Performance > Agent Productivity Report:



[ IPFX Reports - Agent Productivity Report [Perf1New.rpt] Jo&d
Fle Report Options Help
el = 2B @
=[] Agent Performance Description
" Agent Performance Report Agent Productivity Information
Agent Productivity Repart

-] Call Activity =

- [] Message Box Ciiteria

# (] Presence Information

[+ ] Queue Perfoimance Repart Template |A.gerl Productivity Report [defaull) ;I

-] Site Information

# (1 Wildcard / Preferred Agents Souce Datzpass |(Curert) ]
Repart Title |Agent Productivity Report
Peiipd | Today =
Dates From |16/05/2007 =

To  |16/05/2007 =
Times From [08:00 =
To [i730 =

Group By (3 mawimum) Date ﬂ
Queue Group [ =
Queue Number |2500 =]
Team [ A
Extension Number {i |
Inchide Virtual Queues " Yes " No (% Ignore
Format Time [hh:mm:ss) " Yes & No (" lgnore

Agent Productivity Information Y

2. Enter the following report criteria as required:

Period

The span of days covered by the report (Today, Last Week etc.)

Alternatively, specify the exact date range using the Date criterion.

Dates

Times

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the report.

Causes the report to display information grouped accorded to the

Group By

Queue Group

Narrows the scope of the report to a specific Queue Group.

selected criteria (for example by Date, by Extension, by Queue
etc.) Each specific base report has a particular set of groupings
available.




Queue Number

Team

Extension Number

Include Virtual Queues

Format Time

Narrows the scope of the report to include only the selected
Queue Number(s). Select the Queue Number(s) that you wish to
include in the report from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number with a comma
(,)- Do not include spaces in the list.

Narrow the scope of the report to the include only the selected
Team.

Narrows the scope of the report to include only certain Extensions.
Select the Extension that you wish to include in the report from the
drop-down menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all extensions
matching a pattern.

To specify multiple Extensions, separate each number with a
comma (,). Do not include spaces in the list.
Includes both standard and Virtual queues in the report.

Changes the way that time is displayed in the report:
Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Extension by Queue Report - (Sample)
A0

Extension by Queue Report IP F)

Report Criteria: Queue Number = 2300,2930

Extension Total Totdl  Average Calls Incomin Outgoing Gueus Time In Time I Time  Time Time  Timeln Timeln  Avg. Call Avg. Call Ocoup.  Prod.
Call= Talk Talk  Per g Cdls  Calls Gueue Oueue  Available Available  OnHold  Worliime  Wrepup  Hande  Handle % L]

Time Time Hour o Calls % % Time  Time %

Monday, 19 February 2007

2900 Operator Queue

2954 Lyana Yeto 50000254 000035 0 0 0 50000000 0% 0000342 0% 000048 000000 OO0C00 00044 M 0% 0%

Oueue Averages: 5 000:00:35 0000035 0 0 0 5 000:00:00 0 23:56:18 00:00:48  00:00:00  00:00:00  00:00:4 0% 0% 0%

Queue Totals: 5 000:02:54 NiA - iR 0 0 5 000:00:00 0 23:56:18 00:00:48  00:00:00  00:00:00 NeA o NAHA N

Date Averages: 5 000:00:35 000:00:00 0 0 0 5 000:00:00 0 23:56:18 00:00:48  00:00:00  00:00:00  00:00:44 [ 0%

Date Totals: 5 000:02:54 Hid - NiA 0 0 5 000:00:00 0 23:56:18 00:00:48  00:00:00  00:00:00 Nta M WA i

Tuestlay, 20 February 2001
2900 Operator Queue

2952 Simon Kingston § 00noz1z ooootr 0 0 0 § 0000000 0% 0000212 0% 000000 oOC0DO0 OOOCO0 ooOOMT o 0% 0% 0%
2954 Lyana Yeto 4 00003 oooozs 0 0 0 4 0000000 0% 00003 0% 000000 000000 OGOCO0 OoOGR2S 0% 0% 0%
Oueue Averages: 6 000:00:19 000:00:19 0 0 0 6 000:00:00 0 23:58:05 00:00:00  00:00:00  00:00:00  00:00:19 0% 0% 0%
Queue Totals; 13 000:03:50 Hid - NiA 0 0 A2 000:00:00 0 23:56:10 0B00:00  00:00:00  00:00:00 N WA N N
2990 Customer Service Oueue

2952 Simon Kingston § 0000414 OO0 0 0 0 § 0000000 0% 0000518 0% 000104 000DOD  OGOCO0 Oo0C40 0% 0% 0%
2953 Miaala Jay 16 0000946 000037 A 0 0 16 0000000 0% 000:0346 0% 000000 000000 OOOCO0 OoOGRIT O 0% 0% 0%
QOueue Averages: 12 00000:35 0000035 1 0 0 12 000:00:00 0235228 00:00:32  00:00:00  00:00:00  00:00:38 0% 0% 0%
Queue Totals; 24 000:1400 HiA - NiA 0 04 000:00:00 0 23:44:56 0RO 00:00:00  00:00:00 N WA N N
Date Averages: § 000:00:30 00k00:00 0 0 0 § 000:00:00 0 23:55:16 0000:32  00:00:00  00:00:00  0W:00:32 0 0% 0%
Date Totals: 36 000:A7:50 Hik - NiA 0 0 36 0000000 0 23:41:06 H01:04  00:00:00  00:00:00 N WA N N
AVERAGES: 8 000:00:00 00k0e:30 0 0 0 8 000:00:00 0235529 0000:37  00:00:00  00:00:00  0W:00:28 0 0% 0%
TOTALS: HO000:20:44 Hid - NiA 0 0 4 0000000 0233124 0001:52  00:00:00  00:00:00 N WA N N
NOTE:; - Chte e fiehls are in the fomat o3y ouriminade see  (the day feld, i present, mpresents a perd of 24hurs)

- Tie Availatle i5 catoulated: Thie I Gues - (Tie Tabiing + Tine Cir Ak + Thee dn Wkmpup + Tine: i Worbdine)
- Tiwe i Cther is e dodal dine the agent speat in the folluwing boeatins, In A Meeting, Cb bt Chsturd, or Goe it

Page 1of 1 Perf{ New mt - \ersion 4.3.3120
IROG00T 10:46: am.



Extension by Queue Report

Report Heading

Extension

Total Calls

Total Talk Time
Average Talk Time
Calls Per Hour
Incoming Calls
Queue Calls

Time In Queue
Time In Queue %
Time Available
Time Available %
Time On Hold
Time In Worktime
Time In WrapUp
Avg. Call Handle Time

Occup. %

Prod. %

Definition

Details of extension handling the Call

Number of Calls

Sum of Talk Time for all Calls

Total Talk Time divided by Total Calls

Calls handled by the extension per hour

Number of Incoming Calls

Number of Queue Calls

Time all Calls spent in Queue

Time all Calls spent in Queue divided by Total Calls
Time the extension was available

Time the extension was available divided by total time
Total time all Calls handled by the extension were on Hold
Time the extension was in Worktime

Time the extension was in WrapUp

Sum of Call Handle Times divided by Total Calls

The total time that the user occupies the workspace: Queue Time + Office
Time + Do Not Disturb Time (PrimeTime)

The total time the phone is in use or occupied: Call Handle Time + Meetin
Time + Break Time / Total Time

About the Agent Productivity Report (Extension by Queue

Template)

This report gives a detailed breakdown of calls each agent
received on a daily basis for each queue.

To create the Agent Productivity Report
(Extension by Queue Template):

1. Select Agent Performance > Agent Productivity Report:



E IPFX Reports (Legacy) - Team Summary - Extension by Queue Report [ATQue4.rpt]

=%

File Help

2l e

Report Options

&

Hd | o=

=
=[] Agent Teams
Tearn Summary -

30 Minute Intervals

Dezcription

iTeam Summary -

E stension by Queue Report

Estension [nformation by Gueue, Grouped by Day for Each Team

Tearn Summary -
Team Surnmary -
Tearn Summary -
Calls

DDl Reports
Extensions

Meszage Box
Performance

[ueue Groups
Queues

+1-[_] Site Information
+-[27 wildcard/Prefened Agent
+-[_] Wrapup Codes

+-(E
=
+-(E
=@
+-(E
25
=

Gueue Call Type by Extension
‘wirapup Code Surmary
wirapup Codes by Gueue

Extengion Information by Queue, Grouped by Day for Each Team

Criteria

Repart Template | j
Source Datapase | SYDVOIFOT - [Curren] |
Repart Directon: |Z:\ A
Repart Title |Team Summary - Extenzion by Queue
Periad | Laszt Thurzday j
Dates From |17/05/2007 =
To  [17/05/2007 gl
Times From |DS:DD A
To  [17:30 ]
Item Type | j
Team |E5 Mew Ticket A
Hueue Number 18251 A2e2 ﬂ

2. Select Report Template > Extension by Queue Report.

3. Enter the following report criteria as required:

Period

Dates

Times

Group By

Queue Group

The span of days covered by the report (Today,
Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the
report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrows the scope of the report to a specific Queue
Group.



Queue Number

Team

Extension Number

Include Virtual Queues

Format Time

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Includes both standard and Virtual queues in the
report.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Call Activity Reports

This category comprises the following base reports with
templates noted accordingly:
m Call Pullback Report (base report)
m Call Pullback Summary (base report)
= Call Transfer Report (base report)
= Call Type by Extension Summary (base report)
= Direct Dial Interval (base report)
= Direct Dial Interval
» DDI Reports for Abandoned Calls
= DDI Reports for Answered Calls
= Direct Dial Summary (base report)
m Total Call Activity (base report)
Total Call Activity
Incoming Calls Report
Qutgoing Calls Report
Queue Call Type by Extension Report
WrapUp Total Call Activity Report




Call Pullback Report (Sample)
Call Pullback Report

Report Criteria:  Dates

aroup By (3 maximum)

Start Time  Gueus

Tuesday, 16 January 2007
09:43:.41 28900 Cperator Queue

09:50:28 28900 Operator Queue

Date Averages:
Date Totals:

Wednesday, 17 January 2007

16:15:42 2890 Customer Service Queue
16:15:48 2890 Customer Service Queue
16:19:40 2890 Customer Service Queue
16:23.14 2890 Customer Service Queue
16:25:12 2890 Customer Service Queue
Date Averages:

Date Totals:

GRAND TOTALS:

AVERAGES:

HOTE: - Chite T fields are in e fomat  day kourminete sec  Fhe day feld, 7 present, mpmsnts a perod of 24 fowrs)
- Guewe Te Prorio Pullback includes e fnging at the exbersion

hediz
Type

Call

Call

Call
Call

Call

Call

Call

between 1540142007 and 17/01/2007

= Date

Extenszion Pulled
Back Fram

2954 Lyana Yeto
2954 Lyana Yeto
2954 Lyana Yeto
2954 Lyana Yeto

2961 Carly Ballaon
2953 Miaola Jay
2953 Miaola Jay
2953 Miaola Jay
2953 Miaola Jay
2953 Miaola Jay
2953 Miaola Jay
2953 Miaola Jay
2953 Miaola Jay
2953 Miaola Jay
2953 Miaola Jay
2953 Miaola Jay
2953 Miaola Jay
2953 Miaola Jay
2953 Miaola Jay

Declimed

Mo
Mo
Mo
Mo

Mo
Mo
Mo
Mo
Mo
Mo
Mo
Mo
Mo
Mo
Mo
Mo
Mo
Mo
Mo

Gueue
Tirne
Priar to
Fullback

00002
00:00:24
00002
00:00:24
0000015
00012

000011
00004
00:00:30
0000
000029
0000
000029
000051
00002
0003
0000
000029
00:00:40
00007
0oo:1g

0 00:00: 35
0 000903

0 000032
0ox1:145

Anzveered by
Extension

2954 Lyana Yeto

2953 Miaola Jay

2961 Carly Balloon
2961 Carly Balloon

2953 Miaola Jay

2961 Carly Balloon

2954 Lyana Yeto

IP Fi4

Tatal
Gueus

00:00:26

00:00:23
0000025
000:00:31

00:00:29

00:00:33

0o:00:34

ooma

000:00:53
0000427

000:00:45
0000318



Call Pullback Report

Report Heading Definition
Start Time Time the Call started
Queue Details of the queue
Media Type
Extension Pulled Back From Extension the Call was pulled back from

Time the Call spent ringing on the Extension before being pulled

Queue Time Prior to Pullback back to the Queue - cumulative totals

Answered by Extension The extension the Call was answered by

Total Queue Time the Call was in queue

About the Call Pullback Report

This report gives a detailed breakdown of Pullbacks; how many
call types were presented to a Queue; the extensions which
calls were delivered to; and the number of Pullbacks before a
call was answered.

If a call from a Queue is sent to an Agent but not answered,
after a certain period it is 'pulled back' to the Queue. A call may
be sent and pulled back more than once.

Pullbacks commonly occur when Agents do not answer phones
when at their desks, or do not change their Presence when
away from their desks.

The report shows:

= each call that was presented to a queue

= how many times it tried an extension before finally being
answered

= each extension that was tried

= when the call was pulled back to the queue

= the extension number who finally answered the call

= total queue time

= all call types: calls, callback, email and fax (if modules



available)

To create the Call Pullback Report
1. Select Call Activity > Call Pullback Report:

"] IPFX Reports (Legacy) - Call Pullback Report [Que6.rpt] M=%
File Report Options Help

H SW += 23 @&

-1 Agent Teams Description
=-{E3 Ca"f_ Callz Pulled Back fram an E=tenzian
Call Transter Summary
Call Type by Extension Summary Bk
Callback. Activity Feport
Cradle to Grave Detail Repaort Feport Template | -
Incoming Callz Report
Dutgaing Calls Repart source Database |AKWD|PD1 - [Current] 7
Queue Call Tupe by Extenzion Feport Fisport Diirectony: |Z:\ j
Hueue Call Tope by Extenzion Surmnmary
Tatal Call Activity Report Title |Call Pullback Repart
+-[_] DDl Reports Feriod L
[u] t Thursd -
+-[_7 Extensions | il J
+-[_] Meszage Box Dates From |1TJDEHEDD? J
+-[_7 Performance
S8 Queve Groups To  [17/08/2007 =
+-[27 Queues Times Fram |EIE:I:II:I J
+-[_] Site Information
+-[27 “wildcard/Prefened Agent e |1?'3D J
+-[_] ‘Wrapup Codes Item Type | J
Queue Number |2SDD ﬂ
Extension | ﬂ

Callz Pulled Back from an Extension

2. Enter the following report criteria as required:

The span of days covered by the report (Today,
Last Week etc.)

Period _ _ .
Alternatively, specify the exact date range using the
Date criterion.

Dates The date range you wish to cover in the report.

Times Select hours of the day that you wish to cover in the

report.



Group By

Queue Group

Queue Number

Team

Extension Number

Item or Media Type

Format Time

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Call Pullback Summary (Sample)

Call Pullback Summary

Report Criteria:  Dates

between 15/01/2007 and 1770172007

aroup By (3 maximum) = Date
Extenszion Fulled Media Gusus
Back From Type

Tuesday, 16 January 2007

2854 Lyana Veto Call
25995 May Flower Call
Date Averages:

Date Totals:

Wednesday, 17 January 2007

28953 Miaola Jay Call
28954 Lyana Veto Call
28961 Carly Balloon Call
Date Averages:

Date Totals:

AVERAGES:
GRAND TOTALS:

WOTE; - CheTwe felds are iv e fomad  day fmourminute sec e day feld, ¥ present, mpresets a pedod of 24 Rows)

28900 Operator Queue
28990 Customer Service Queue

2890 Customer Service Queue
2800 Operator Queue
2890 Customer Service Queue

- Crewe Tme Aiorto Pullbach incledes tine drging 2t the extersion

Fage 1 of 1

Total
Calls
Prezentad

s =

E=Y

e = N =

10

3
14

Calls
Presented
%

73%
25%

40%
a0%
10%

Tatal
Call=
Miz=zed

P = OO PR3

LR

&

-

Calls
Miz=zed
%

G7%
0%

100%
0%
100%

Tot=l
Call=s
Declined

- s O O

- s O O O

-

IP FiJY

Calls
Declined
%

0%
0%

0%
0%
0%

Hofnztrpt - \ersion 433120
120452007 03:0%: p.m.



Call Pullback Summary

Report Heading Definition
Extension Pulled Back From Extension the Call was pulled back from
. Type of media handled by the system: Call, Email, Fax, Text Chat
Media Type (TC) or Callback (VM)
Queue Details of the queue
Total Calls Presented Total calls presented to agent's extension
Calls Presented % Calls presented to agent divided by calls presented to all agents

Total calls pulled back from agents - unique calls, unless handled

Total Calls Missed by other agent

Calls Missed % Calls pulled back from agent divided by calls presented to agent
Total Calls Declined Total calls declined by agent
Calls Declined % Calls declined by agent divided by calls presented to agent

About the Call Pullback Summary Report

This report gives a detailed breakdown of call types presented
to each agent and how many those agents missed (for calls) or
declined (callbacks, emails and faxes).

Pullbacks commonly occur when Agents do not answer phones
when at their desks, or do not change their Presence when
away from their desks.

Should you wish to drill down on this information for detail,
please refer to the Call Pullback Report.

This report can be grouped; for example, by date, ensuring you
have the most relevant information.

To create the Call Pullback Summary Report:
1. Select Call Activity > Call Pullback Summary:



] Ipfufllepom - Call Pullback S;munary [MoAns1New.rpt] - L.:JLQI
Fle Report Options Help
dadd += 20 @
= ﬁgﬁFﬁeﬂama Description
= (3 CalActiviy Summay of Calls Pulled Back from an Extension
:J Call Pullback Report
""" Call Pullback Summary ,
| Call Transfer Report — Criara -
"' Call Type by Extension Summary
" Direct Dial Interval Report Report T emplate |[.‘al Pullback Summary [default). ;‘
| Diect Dial Summaty
"] Total Call Activty Source Database |(Curent) v
# (3 Message Box Report Directory Z\ =
+ (2 Presence Infomation i Z B
# (] Queue Perfomance Report Tile [Call Pullback Surmmary
# (3 Site Information Peri -
[ Wildcard / Prefened Agents o [Tm —l
% (5 Wrapup Codes Dales From [16/05/2007 =
To  |16/05/2007 =
Titnes From [08:00 =
To [17:30 :I
Group By (3 masimun) [Date =
Queue Group [ =
Queue Number |2500 =
Team | ;|
Estension Number [0 =]
Media Type |Cal =
Format Time (hhemmss) (" Yes © No  lgnore
Summary of Calis Pulled Back from an Extension Y

2. Enter the following report criteria as required:

The span of days covered by the report (Today,
Last Week etc.)

Period . . :
Alternatively, specify the exact date range using the
Date criterion.

Dates The date range you wish to cover in the report.

Times Select hours of the day that you wish to cover in the

report.

Causes the report to display information grouped



Group By

Queue Group

Queue Number

Team

Extension Number

Item or Media Type

Format Time

accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Call Transfer Report (Sample)
," ..
Call Transfer Summary IP F

Repon Criteria: Dates between 19/02/2007 and 23,/02/20070
Extension Transferred To Cournt Talk Time

2953 Miaola Jay

2953 Misals Jay 2990 Customer Service Quels 1 000:00:03
Extension Averages: 1 0 00:00:03
Extension Totals: 1 0 $0:00:03

2954 Lyana Veto

2954 Lyana Yeto 1021922695 1 0000144
2954 Lyana Yeto 10275412409 1 00a00m:20
2954 Lyana Yeto 2253 1 0000021
2954 Lyana Weto 2911 YWhereamath Mottin 1 000:00:23
2954 Lyana Weto 2912 Allacan Weave 2 000:00:23
2954 Lyana Weto 2916 Helena Micholzon 1 0000042
2954 Lyana Weto 29558 Jamie Jellozalo 1 0000010
2954 Lyana Weto 2976 Jo Blimey 1 0oooz2
2954 Lyana Weto 29339 Phanton Black 1 000:00:19
Extension Averages: 10 0 00:00:41
Extension Totals: 10 0 $0:06:56
2976 Jo Blimey

2976 Jo Blimey 2995 May Flower 1 0000343
Extension Averages: 1 0 00:03:43
Extension Totals: 1 0 00:03:43
2986 Scott Famous

2986 Scott Famous 95150754 1 0002555
Extension Averages: 1 0 00:29:55
Extension Totals: 1 0 $0:29:55
2995 May Flower

2995 May Floweer 1021564791 1 000:07:36
2995 May Flovwer 2936 Scoft Famous 1 0000022
Extension Averages: 2 0 00:03:59
Extension Totals: 2 0 $0:07:58
AVERAGES: 3 000314
TOTALS: 15 0 004835
NOTE: - Chte Time fells are iy Bhe fwmad  day hoorminete sec e day feld, & present, mpesents a perod off 24 hours)

Fage 1 of 1 Transter! New mpt - “erzion 4.3.3120

6032007 11:40: am.



Call Transfer Report

Report Heading Definition

Extension Extension that transferred the Call

Transferred To Details of the extension the Call was transferred to
Count Number of calls transferred to the number

Talk Time Talk Time once the transfer was completed

About the Call Transfer Report

This report gives a detailed breakdown of calls transferred. The
data is grouped by extension and displays call destination,
number of occurrences and Talk Time.

This summary report is effective in revealing patterns of call
transfers. If a call on a toll-free line is being prolonged with
transfers or if one person is receiving an inordinate amount of
internally-transferred calls, the summary will make this
information more visible.

To create the Call Transfer Report:
1. Select Call Activity > Call Transfer Report:



Format Time [hhomen:ss)

Report of Caks Transferred By Extension

" IPFX Reports - Call Transfer Report [Transfer1New.rpt] =Joed
Fle Report Options Help
HEdd += 20 @
+ ] Agent Performance ~ Description -
=@ CalAciviy Reportof Calls Translenied By Extension
_J Call Pullback Report
Call Pullback. Summary | =
'| Call Transfer Report ~ Cesia
4| I:al'lypeby Extension Summaiy
"| Diect Dial Interval Report Report Template |CdT1m Repart [defaul]. ;]
—J Direct Dial Summary
7] Total Call Activiy Source Datapase | Cunent) [=]
+ Hmage Box e : : ry E
-] Presence Information eporl Diectary !Z' —]
+- [ Queue Paiformance Repont Title [Call Transfes Report
[+ Site Information Peii =
+ ] Wildcard / Preferred Agents eigd |Todﬂ}' —]
(] Whapup Codes Dates From |16/05/2007 =
To  [16/05/2007 =
Times From |08:00 =
To |17:30 =
Group By (3 masimurn) |Extension =
Queue Group | ;l
Queue Number (2500 =|
Team | =]
Extension Number |0 [
Media Type [Incoming [
Transfened To |
Wiew Summaty " Yes C No & Ignore
Inchade Vitual Queves " Yes  No & Ignore
" Yes " No (= flgnore

2. Enter the following report criteria as required:
The span of days covered by the report (Today,

Period Last Week etc.)
Alternatively, specify the exact date range using the
Date criterion.
Dates The date range you wish to cover in the report.
Times Select hours of the day that you wish to cover in

the report.




Group By

Queue Group

Queue Number

Team

Extension Number

Item or Media Type

Transferred To

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Narrows the scope of the report to include only
calls that have been transferred to the specific,
selected, extensions.

Determines the level of detail present in the report.
Yes Provides the report as a summary. Rows



View Summary

Include Virtual Queues

Format Time

containing identical information are combined into a
single line, with a Count column to show how many
individual pieces of data each line represents.

No - Displays each piece of data on a separate
line.

Ignore (Has the same effect as selecting No).

Includes both standard and Virtual queues in the
report.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Call Type by Extension Summary (Sample)



Call Type by Extension Summary

Reporl Criteria: Dates between 13/02,/2007 and 23/02/2007
Extension = 2850,2953.2954

Anzwere Abandoned Abandored  TalkTime  TalkTime  TalkTime

Type Of Call d Before Hfter Total  Maximum  Average

Mirimum  Mini mum

2950 Beany Pollock

Incarming 18 0 13 0021920 0002348 0000743 Count of Type of
Cutgoing A 0 1 0004657 0004056 000037
Extension 4 0 T 03309 HA 0 00:03:58
Extension Totals: 4 0 14 0030648 000:28:48 HiA

2953 Miaola Jay

Incarming 8 0 50003311 0004336 00001:30 Count of Type of
Cutgaing B I 3o00m221 00007 000005

GlgLg 15 I B 0000550 0OCOZ1E QOODZI

Extension n 0 50002704 HiE 0 0001:13

Extension Totals: i1 0 16 0012112 000:1%:56 Hi

2054 Lyana Veto

Incarming 10 0 10 0002248 00007AT D0DOZAT Count of Type of
Cutgaing # I 30034304 0004535 0000526

GlgLg 7 I b 000032 0000144 000033

Extension ba) 0 18 0012504 HiE 0 00:03:46

Extension Totals: it 0 53 0041541 000:45:35 Hi

AVERAGES: i 0 0 001:05:20 HiA 0 00:02:52

TOTALS: 182 0 83 008424 000:45:35 Hik

NOTE: - Cete Tie flekis ar in the fomat  day hourminute sec e day feld, I present, epresents a perod of 24 fuurs)
- Abanduned Befom Ml i7 only cakulated for Quece Calls
- Mt Qe redated oally that were abandoned will show i the Abandured Arber M colin

Page 1of 1

409

IP Fi)

Humber of
&
Type Of Call
Humber of
B
Type Of Call
Humber of
B
Type Of Call

Call4ew.mt - Mersion 4.3.3120
IOAA007 11423 m,



Call Type by Extension Summary

Report Heading Definition
Abandoned Before Minimum gaélzt)abandoned before the minimum period (Queue Properties > Alarr
Abandoned After Minimum Calls abandoned after the minimum period
Talk Time Total Total Time spent Talking on calls for a particular Call Type
Talk Time Maximum Time spent Talking on the longest single call for a particular Call Type
Talk Time Average Total Talk Time Divided by Total Calls For Call Type

Extension Total - Total Calls for

Call Type Sum of Total Calls for Call Type for the particular Extension

Extension Total - Total Talk

Time Sum of Total Talk Time for the particular Extension

Extension Total - Maximum Max Time spent Talking on a call for a particular Extension

Extension Total - Total Talk Time Divided by Extension Total - Total Call:

Extension Total - Average For Call Type

TOTAL - Total Calls for Call Sum of Extension Total - Total Calls for Call Type

Type
TOTAL - Total Talk Time Sum of Extension Total - Total Talk Time
TOTAL - Maximum Max Time spent Talking on a call for all Extensions in the Report

Grand Total - Total Talk Time Divided by Grand Total - Total Calls For C
Type

About the Call Type by Extension Summary

This report gives a detailed breakdown of the call types an
extension is handling. Incoming (Personal Queue) calls,
Outgoing calls and Queue calls are detailed in this report.

The report does not break down Queue call data into individual
Queues. See Queue Call Type by Extension Summary.

TOTAL - Average

Note: Under the Advanced Call Centre Modules, the report
includes Queue call figures before and after the Abandoned
threshold.

To create the Call Type by Extension Summary
Report



1. Select Call Activity > Call Type by Extension Summary:

E IPFX Reports (Legacy) - Call Type by Extension Summary [Call4.rpt] E]@
File Report Options Help

H SW += 2F @

-1 Agent Teams D'escription

=@ "S Summary of Call Tupe Infarmation Grouped by Extension
Call Pullback Repart

Call Transfer Summary
Call Type by Extension Summary

Criteria

Callback. Activity Feport

Cradle to Grave Detail Repaort Feport Template | -

Incoming Callz Report

Dutgaing Calls Repart source Database |AKWD|PD1 - [Current] 7

Queue Call Tupe by Extenzion Feport Fisport Diirectony: |Z:\ J

Hueue Call Tope by Extenzion Surmnmary

Tatal Call &ctivit Repart Title |Ea|| Type by Exstenzion Summary
+-[_] DDl Reports Feriod Tod =
+-[_7 Extensions - | 205 J
+-[_] Meszage Box Dates From |24JDEHEDD? J
+-[_7 Performance
S8 Queve Groups To  |24/05/2007 =]
+-[27 Queues Times Fram |EIE:I:II:I J
+-[_] Site Information
+-[27 “wildcard/Prefened Agent e |1?'3D J
+-[_] ‘Wrapup Codes Extenzion |2E|54 =

Summary of Call Type Infermation Grouped by Extension

2. Enter the following report criteria as required:

The span of days covered by the report (Today,
Last Week etc.)

Period _ _ .
Alternatively, specify the exact date range using the
Date criterion.

Dates The date range you wish to cover in the report.

Times Select hours of the day that you wish to cover in the

report.

Causes the report to display information grouped
accorded to the selected criteria (for example by

Group By Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.



Queue Group

Queue Number

Team

Extension Number

Item or Media Type

Include Virtual Queues

Format Time

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Includes both standard and Virtual queues in the
report.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Direct Dial Interval Report (Sample)

Direct Dial Interval Report

Report Criteria: Dates

Graup By (3 taximum)

Queus Number
call Type

fugue Humber

83571153 Cust. Service 0 - Upper Horth
2990 Customer Service

Dialled Humber Averages:

Dialled Number Totals:

83571157 Cust. Service 0 - Lower Horth
2990 Customer Service

Dialled Humber Averages:

Dialled Number Totals:

83573490 Cust. Service 0 - Seuth
2990 Customer Service

Dialled Humber Averages:
Dialled Number Totals:

AVERAGES:
TOTALS:

NOTE: - ClbeThve fiedds are i the fomat day fourminate see  (the day feld, 7 present, mpmsents a perud of 24 hours)
- The Tie i Chiecie Maaiu vl Speciled i He Total mow of each sunmary section i5 He et value furd in that seebon nat a fotal of the valies ir that sectin

Page 1of 1

Time
Talking

0000010
0 00:00:10
0 00:00:10

0000024
0 00:00:29
0 00:00:29

0000013
0 00:00:13
0 00:00:13

0 00:00:47
0 00:00:52

hetween 24/05/2007 and 24/05/2007

= [ialled Mumber

= 2930
= (QUee

Time I
(ueue

ooeoom
0 00:00:1
0 00:00:1

0000000
0 00:00:00
0 00:00:00

oonoom
0 00:00:1
0 00:00:1

0 00:00:00
0 00:00:02

Time In
Bueue
Wi mum

000:00:03
HiA
000:00:03

000:00:02
HiA

0 00:00:02

000:00:03
HiA
000:00:03

HiA
000:00:03

Total Percertage Of

Callz

1
3

Al
Callz

100%
HiA
100%

100%
HiA

100%

100%
HiA
100%

HiA
100%

Mo 20
Benonds

Dol 24of0 214060 B1io120 B1to120 1212300 12110 300
Seconds Seconds Beconds Seconds feconds  Seconds  Seconds
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100%
100%

(')

0%
[
HiA
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[

D012 New. gt - Vrsion 4.3.3120
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Direct Dial Interval Report

Report Heading

Time Talking

Time in Queue
Time in Queue Maximum
Total Calls

% of all calls

0 to 30 - Count

0 to 30 - % of Queue

30 to 60 - Count

30 to 60 - % of Queue
60 to 120 - Count

60 to 120 - % of Queue
120 to 300 - Count

120 to 300 - % of Queue

300 + - Count

300 + - % of Queue

Direct Dial Number Total - No
of Abandoned Calls - Count

Direct Dial Number Total -
Maximum Queue Time

Direct Dial Number Total - 0 to
30 - Count

Direct Dial Number Total - 30 to
60 - Count

Direct Dial Number Total - 60 to
120 - Count

Direct Dial Number Total - 120

Definition

Time spent talking
Time calls spent in Queue

Maximum amount of that an Abandoned Call spent in the particular
Queue for the specified Direct Dial Number

Number of calls handled by the extension

Number of calls handled by the extension divided by calls handled by a
extensions

Total Number of Calls within 30 Secs that came in on the Specified Dire
Dial Number for the particular Queue

0 to 30 - Count Divided by No of Abandoned Calls - Count for that
particular Queue

Total Number of Calls between 30 and 60 Secs that came in on the
Specified Direct Dial Number for the particular Queue

30 to 60 - Count Divided by No of Abandoned Calls - Count for that
particular Queue

Total Number of Calls between 60 and 120 Secs that came in on the
Specified Direct Dial Number for the particular Queue

60 to 120 - Count Divided by No of Abandoned Calls - Count for that
particular Queue

Total Number of Calls between 120 and 300 Secs that came in on the
Specified Direct Dial Number for the particular Queue

120 to 300 - Count Divided by No of Abandoned Calls - Count for that
particular Queue

Total Number of Calls after 300+ Secs that came in on the Specified
Direct Dial Number for the particular Queue

300 + - Count Divided by No of Calls - Count for that particular Queue

Sum of No of Calls - Count for the particular Direct Dial Number

Maximum amount of time that an Call spent in the Queue

Sum of 0 to 30 - Count for the particular Direct Dial Number

Sum of 30 to 60 - Count for the particular Direct Dial Number

Sum of 60 to 120 - Count for the particular Direct Dial Number

Sum of 120 to 300 - Count for the particular Direct Dial Number



to 300 - Count

Direct Dial Number Total - 300

Sum of 300 + - Count for the particular Direct Dial Number
+ - Count

Grand Total - No of Calls -

Sum of No of Calls - Count for the Report
Count

Grand Total - No of Calls - % of

Queue Calls Sum of No of Calls - % of Queue Calls for the Report

.cl.;iﬁ:d Total - Maximum Queue Maximum amount of that an Call spent in the Queue
Grand Total - 0 to 30 - Count  Sum of 0 to 30 - Count for the Report
Grand Total - 30 to 60 - Count Sum of 30 to 60 - Count for the Report
Grand Total - 60 to 120 - Count Sum of 60 to 120 - Count for the Report

Grand Total - 120 to 300 -

Sum of 120 to 300 - Count for the Report
Count

Grand Total - 300 + - Count Sum of 300 + - Count for the Report

About the Direct Dial Interval Report

This report gives a detailed breakdown of calls for a particular
DDI number which are terminated before being answered.

The report summarizes how many calls have been answered or
abandoned, grouping both the answered and abandoned calls
into segments to view the number of calls answered from 0-20
seconds, 21-40 seconds, 41-60 seconds, and so on.
Abandoned Call information is provided in the same structure.

You may detail your Service Level requirement at the report
criteria prompt as end values: for 020, 21-60 and 61-120
seconds, enter 20,60,120 in the prompt.

Note: The Dialled Number field is contextual: it represents
either 'Dialled Number In' or 'Dialled Number Out' depending on
your chosen report. If you are reporting Inbound calls, the field
represents the number the customer dialled. If you are reporting
Outbound calls, the field represents the number your agents
dialled.

To create the Direct Dial Interval Report:



1. Select Call Activity > Direct Dial Interval Report:

[ IPFX Reports - Direct Dial Interval Report [DDI2New.rpt]

. Fie Report Options Help
ddu =2 2B @

=] cal

[# (] Agent Performance

Aclivily
Call Pullback Report

‘| Call Pullback Summary
*| Call Transfer Report

" Call Type by Extension Summary
" Dwect Dial Interval Report

" Dwect Dial Summary

"] Total Call Activity

[+ Message Box

[+ ] Presence Information

# [ Queue Performance

(] Site Information

[+ (] Wildcard / Prefened Agents
(L] Wrapup Codes

Description

Report of Direct Dial information by Given Interval

Criteria

Report Template |Direct Dial Interval Report (defauk) ~+ |
Source Database |[Cu|enl] LI
Report Directory: [z =
' Repot Tig [Direct Dial Interval Report
Period | Today [
| Dates From [16/05/2007 =

To  |16/05/2007 =

Times From [08:00 [
. To [17:30 =
Group By (3 maimum) |Dialed Nurnber ﬂ
| Show Queues " Yes ( No % Ignore
Queue Group | ﬂ
| Queue Number [2500 =
| Show Estensions " Yes © No @ Ignore
e | =
| Esension Number [0 =
Call Type [Incoming A
Release Type [Normal =
' Intervals (4 masimun) |
' Diled Number [
| FomatTme(hmmss) (" Yes " No

Report of Direct Dial information by Given Interval

2. Enter the following report criteria as required:

The span of days covered by the report (Today,
Last Week etc.)
Alternatively, specify the exact date range using the
Date criterion.

Period



Dates

Times

Group By

Show Queues

Queue Group

Queue Number

Show Extensions

Team

Extension Number

Call Type

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the
report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Determines whether the report will show Queues or
not.

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Determines whether the report will show
Extensions or not.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Narrows the scope of the report to include only
calls of a specific type:
Callback - callbacks

Incoming inbound calls to extensions or DDIs only
(not inbound to queues)



Release Type

Intervarls

DNIS, Dialled Number,
Dialled Number In,
Dialled Number Out,
Number Dialled

Format Time

Outgoing outbound calls from extensions or DDIs
Queue inbound calls to a queue

Narrows the scope of the report to include only
calls that ended with the selected release type:

Abandoned calls that were abandoned before
being answered

Callback-deleted callbacks that were deleted
(only available with certain IPFX modules)

Callback-rescheduled all Callbacks that were
rescheduled (only available with certain IPFX
modules).

Normal calls that were answered normally.

Voicemail Handled calls that were sent to and
handled by voicemail.

Defines time intervals for use call centre reports.
Select the time intervals that you wish to include in
the report, for example: 0-20 seconds, 21 to 40
seconds, 41 to 60 seconds, etc. The intervals
should normally correspond to your organisation's
service levels.

If left blank, the default intervals are 0-20, 21-60,
61-120, 121-300, 300+

Narrows the scope of the report to include only
calls associated with the selected DNIS.

Note: DNIS (Dialled Number Inbound Service) for
inbound calls refers to the number dialled by a
customer. For outbound calls, DNIS refers the
phone number dialled out. Select whether the
report shows inbound or outbound calls with the
Call Type criterion.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



DDI Reports for Abandoned Calls (Sample)

Rl 0
DDI Report for Abandoned Calls IP FEJ
Repon Criteria: Dates hetween 19/02/2007 and 18/02/2007
Release Tvoe = Abandonzd
fuee Nurmber Time Time In Time In Total Percertage OF Otod0 Otod0 30tof0  30to60 60tof20 E0to120 120to 300 12010300 300+ 300+
Talking Queue Queus Calls g Geconds Seeonds Seconds  Seconds Beconds Seeonds  Seconds  Seeonds Seeonds Seconds
Wi rou Calls (%) (') l ("] G
2900 Operstor Guieue 000:00:00 0oooo0s 0000003 1 1% T 100% 0 (% 0 % 0 % 0 0%
2912 Mlscan Weave 000:00:00 0oooooo  ooo0eav 2 2% 2 100% 0 0% 0 % 0 % 0 0%
2913 Whiley Smithe 000:00:00 0oooooo  0000c30 3 i 30 100% 0 0% 0 % 0 % 0 0%
2916 Helena Nichalsan 000:00:00 0oooooo  0000c:20 3 i 30 100% 0 (% 0 % 0 % 0 0%
2917 Michelle Michael 000:00:00 0ocoooo  ooo0eav 3 i 3 100% 0 (% 0 % 0 % 0 0%
2919 Samuel Birkley 000:00:00 0ooooo0  0000c:20 2 2% 2 100% 0 0% 0 % 0 % 0 0%
2950 Beany Pallok 000:00:00 0oooooo  ooooo 9 g% 9 100% 0 0% 0 % 0 % 0 0%
2951 Liz Jackolantern 000:00:00 0oooooo  0000c:20 3 i 30 100% 0 (% 0 % 0 % 0 0%
2953 Miadla Jay 000:00:00 0oooo00  0000c:20 2 2% 2 100% 0 (% 0 % 0 % 0 0%
2954 Lyana Vet 000:00:00 000000 0000c:20 4 i 4 100% 0 0% 0 % 0 % 0 0%
2956 Mligel Shavy 000:00:00 0oooooo  0000c:20 5 4% 5 100% 0 0% 0 % 0 % 0 0%
2958 Jamie Jelazolo 000:00:00 0oooooo  0000c:20 1 1% T 100% 0 (% 0 % 0 % 0 0%
2960 Andy Unizes 000:00:00 0oooo00 0000003 1 1% T 100% 0 (% 0 % 0 % 0 0%
2961 Canly Balaan 000:00:00 0oooo0o 0000028 5 4% 5 100% 0 (% 0 % 0 % 0 0%
2966 Bab Black 000:00:00 0000000 000030 2 2% 1 0% 1T % 0 % 0 % 0 0%
2972 Fabert Salar 000:00:00 0oooooo  0000c:20 3 i 30 100% 0 (% 0 % 0 % 0 0%
2974 Drean Garfield 000:00:00 0000000 0000c:20 3 i 30 100% 0 (% 0 % 0 % 0 0%
2976 Jo Blimeyy 000:00:00 000000 0000%:20 2 2% 2 100% 0 0% 0 % 0 % 0 0%
2978 lan Maker 000:00:00 0oooooo 0000018 2 2% 2 100% 0 (% 0 % 0 % 0 0%
2980 Sehwyn Jayao 000:00:00 0ooooo0  0000%:20 2 2% 2 100% 0 (% 0 % 0 % 0 0%
2931 Edna Miidleston 000:00:00 0000000 0oo0o14 1 1% T 100% 0 (% 0 % 0 % 0 0%
2933 Braoke Mel 000:00:00 0oooooo  oooooo 1 1% T 100% 0 0% 0 % 0 % 0 0%
2985 Dean Maare 000:00:00 0oooooo  0000c:20 2 2% 2 100% 0 (% 0 % 0 % 0 0%
2986 Scott Famaus 000:00:00 0ooooo0  0000c:20 4 i 4 100% 0 (% 0 % 0 % 0 0%
2987 Jahn Black 000:00:00 000000 0000016 2 2% 2 100% 0 (% 0 % 0 % 0 0%
2988 Snare 000:00:00 000000 0000%:20 1 1% T 100% 0 0% 0 % 0 % 0 0%
2931 Danny Java 000:00:00 0oooooo  0000c:20 ] &% §100% 0 (% 0 % 0 % 0 0%
2937 Ellanita Smaathty 000:00:00 000000 0000%:20 ] &% § 100% 0 (% 0 % 0 % 0 0%
2993 Snare 000:00:00 0oooooo  0000c20 1 1% T 100% 0 % 0 % 0 % 0 0%
2935 May Flower 000:00:00 0oooo00 0000038 A 2% X % 1 i 0 % 0 % 0 0%
8901 WM Partt 000:00:00 0oooo00 000000 3 i 30 100% 0 (% 0 % 0 % 0 0%
8902 WM Port2 000:00:00 0o00o00 000000 1 1% T 100% 0 (% 0 % 0 % 0 0%
8930 Canference Extensian 000:00:00 0oo0o00 000000 2 2% 2 100% 0 0% 0 % 0 % 0 0%
AVERAGES: 0 00:00:00 0 00:00:00 Hirs ] Hirs [ 0 Pais ] [ 00 ¥ [
TOTALS: 0 00:00:00 000:00:03  000:00:50 117 100% 15 A ? HiA ] HiA 0 WA 0 MR

NOTE: - Clbe e fiedds are i the fomat day fourminate see  (the day feld, 7 present, mpmsents a perud of 24 hours)
- The Tie i Chiece Maaio value Speciled i He Total mow of each sunmary section i5 He et value furd in that seehon nat a fotal of the valies i that section
Page 1of 1 D2 Mgt - “rsion 4.3.3130
IRO3E007 0:A0:p.m



Direct Dial Interval Report (Abandoned Calls
Template)

Report Heading Definition

Total Number Calls Abandoned that came in on the Specified Direct Di¢

No of Abandoned Calls - Count Number for the particular Queue

No of Abandoned Calls - % of No of Abandoned Calls - Count Divided by Grand Total - No of
Abandoned Queue Calls Abandoned Calls - Count

Maximum amount of that an Abandoned Call spent in the particular

Maximum Queue Time Queue for the specified Direct Dial Number

Total Number of Calls that Abandoned within 30 Secs that came in on tl

0to 30 - Count Specified Direct Dial Number for the particular Queue

0 to 30 - % of Queue 0 to 30 - Count Divided by No of Abandoned Calls - Count for that
Abandoned particular Queue

Total Number of Calls that Abandoned between 30 and 60 Secs that

30to 60 - Count came in on the Specified Direct Dial Number for the particular Queue

30 to 60 - % of Queue 30 to 60 - Count Divided by No of Abandoned Calls - Count for that
Abandoned particular Queue

Total Number of Calls that Abandoned between 60 and 120 Secs that

60 to 120 - Count came in on the Specified Direct Dial Number for the particular Queue

60 to 120 - % of Queue 60 to 120 - Count Divided by No of Abandoned Calls - Count for that
Abandoned particular Queue

Total Number of Calls that Abandoned between 120 and 300 Secs that

120 to 300 - Count came in on the Specified Direct Dial Number for the particular Queue

120 to 300 - % of Queue 120 to 300 - Count Divided by No of Abandoned Calls - Count for that
Abandoned particular Queue

Total Number of Calls that Abandoned after 300+ Secs that came in on

300 + - Count the Specified Direct Dial Number for the particular Queue

300 + - Count Divided by No of Abandoned Calls - Count for that

300 + - % of Queue Abandoned .
particular Queue

Direct Dial Number Total - No Sum of No of Abandoned Calls - Count for the particular Direct Dial
of Abandoned Calls - Count Number

Direct Dial Number Total -

- . Maximum amount of that an Abandoned Call spent in the Queue
Maximum Queue Time

Direct Dial Number Total - 0 to

30 - Count Sum of 0 to 30 - Count for the particular Direct Dial Number

Direct Dial Number Total - 30 to

Sum of 30 to 60 - Count for the particular Direct Dial Number
60 - Count

Direct Dial Number Total - 60 to

120 - Count Sum of 60 to 120 - Count for the particular Direct Dial Number

Direct Dial Number Total - 120



to 300 - Count Sum of 120 to 300 - Count for the particular Direct Dial Number

Direct Dial Number Total - 300

Sum of 300 + - Count for the particular Direct Dial Number
+ - Count

Grand Total - No of Abandoned

Sum of No of Abandoned Calls - Count for the Report
Calls - Count

Grand Total - No of Abandoned
Calls - % of Abandoned Queue
Calls

Sum of No of Abandoned Calls - % of Abandoned Queue Calls for the
Report

'(I';irn‘::d Total - Maximum Queue Maximum amount of that an Abandoned Call spent in the Queue
Grand Total - 0 to 30 - Count  Sum of 0 to 30 - Count for the Report
Grand Total - 30 to 60 - Count Sum of 30 to 60 - Count for the Report
Grand Total - 60 to 120 - Count Sum of 60 to 120 - Count for the Report

Grand Total - 120 to 300 -

Sum of 120 to 300 - Count for the Report
Count

Grand Total - 300 + - Count Sum of 300 + - Count for the Report

About the DDI Report (Abandoned Calls Template)

Based on the Direct Dial Interval Report, this report template
shows all abandoned calls, grouped segments to view the
number of calls abandoned from 0-20 seconds, 21-40 seconds,
41-60 seconds, and so on based on the interval level you have
set.

To create the DDI Report (Abandoned Calls

Template):
1. Select Call Activity > Direct Dial Interval Report.




[*] IPFX Reports - Direct Dial Interval Report [DDI2New.rpt] ok
- Ele Report Options Help
Hdd += 20 @
# (] Agent Performance - Desctiption ————
=0 CallAcliviy Rieport of Direct Dialinformation by Given Interval
E‘] Call Pulback Repart
""| Call Pullback Summary
" Call Transfer Report S Erlaria
""| Call Type by Extension Summary
"] Direct Dial Interval Report Report Template |DDI Report for Abandoned Calks. [=]
"] Direct Dial Summary
j Total Call Actvy Source Datapase | Cunen) [<]
# (] Message Box R oo X
# () Presence Information ep! Direchry: 2 =l
(1] Queue Performance Report Tille |DDI Report for Abandoned Calls
# [ Site Information P -
[+ () Wildcad / Preferred Agents |Tuda}l _I
(2] Wrapup Codes Dates From |16/05/2007 =
To |16/05/2007 ]|
Times From  |08:00 |
To [17.30 =
Group By (3 masinmurm) [Cal Type [=]
Show Queues i Yes " No (¢ lgnore
Queue Group | ﬂ
Queue Number 2500 =
Show Edensions " Yes O No (% Ignoe
Team | =]
Estension Number |0 =
Call Type [Incoming =
Release Type |Abandoned =
Intervals (4 masimum) |30,60,120,300
Dialled Mumber |
Format Time (hhcmm:ss) " Yes " No ( |lgnore
Report of Direct Dial information by Given Interval él

Select Report Template > DDI Report for Abandoned
Calls.

Enter the following report criteria as required:

The span of days covered by the report (Today,
Last Week etc.)

Period . . :
Alternatively, specify the exact date range using the



Dates

Times

Group By

Show Queues

Queue Group

Queue Number

Show Extensions

Team

Extension Number

Call Type

Date criterion.
The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the
report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Determines whether the report will show Queues or
not.

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Determines whether the report will show
Extensions or not.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Narrows the scope of the report to include only
calls of a specific type:

Callback - callbacks

Incoming inbound calls to extensions or DDIs only



Release Type

Intervarls

DNIS, Dialled Number,
Dialled Number In,
Dialled Number Out,
Number Dialled

(not inbound to queues)
Outgoing outbound calls from extensions or DDIs
Queue inbound calls to a queue

Narrows the scope of the report to include only
calls that ended with the selected release type:

Abandoned calls that were abandoned before
being answered

Callback-deleted callbacks that were deleted
(only available with certain IPFX modules)

Callback-rescheduled all Callbacks that were
rescheduled (only available with certain IPFX
modules).

Normal calls that were answered normally.

Voicemail Handled calls that were sent to and
handled by voicemail.

Defines time intervals for use call centre reports.
Select the time intervals that you wish to include in
the report, for example: 0-20 seconds, 21 to 40
seconds, 41 to 60 seconds, etc. The intervals
should normally correspond to your organisation's
service levels.

If left blank, the default intervals are 0-20, 21-60,
61-120, 121-300, 300+

Narrows the scope of the report to include only
calls associated with the selected DNIS.

Note: DNIS (Dialled Number Inbound Service) for
inbound calls refers to the number dialled by a
customer. For outbound calls, DNIS refers the
phone number dialled out. Select whether the
report shows inbound or outbound calls with the
Call Type criterion.



DDI Report for Answered Calls (Sample)

Rl 0
DDI Report for Answered Calls IP FEJ
Repon Criteria: Dates hetween 19/02/2007 and 18/02/2007
Release Tvoe = Normal
fuee Nurmber Time Time In Time In Total Percertage OF Otod0 Otod0 30tof0  30to60 60tof20 E0to120 120to 300 12010300 300+ 300+
Talking Queue Queus Calls g Geconds Seeonds Seconds  Seconds Beconds Seeonds  Seconds  Seeonds Seeonds Seconds
Wi rou Calls (%) (') l ("] G
2900 Operstor Guieue 0000254 nocoo4r  0000C30 5 2% 5 100% 0 (% 0 % 0 % 0 0%
2912 Mlscan Weave 0000243 0oooo00  0oo0c10 3 1% 30 100% 0 0% 0 % 0 % 0 0%
2913 Whiley Smithe 000:27:3 0oooooo  0oo0c10 ] 2% f 100% 0 0% 0 % 0 % 0 0%
2916 Helena Nichalsan 0000208 0ooooo0 0000029 3 1% 30 100% 0 (% 0 % 0 % 0 0%
2917 Michelle Michael (00:26:44 0oooooo 000002 3 1% 30 100% 0 (% 0 % 0 % 0 0%
2919 Samuel Birkley 0000947 0oooooo  0000c:20 7 2% T 100% 0 0% 0 % 0 % 0 0%
2950 Beany Pallok 000:0924 0oooooo 0000008 11 4% 1M 100% 0 0% 0 % 0 % 0 0%
2951 Liz Jackolantern 000:0913 0ooooo0 0000029 3 1% 30 100% 0 (% 0 % 0 % 0 0%
2953 Miadla Jay 000053 0oooooo  ooo0o12 4 1% 4 100% 0 (% 0 % 0 % 0 0%
2954 Lyana Vet 000:33:18 0oooooo  ooooo g I 8 100% 0 0% 0 % 0 % 0 0%
2956 Mligel Shavy 0001208 0oooooo  oooooy 10 i 9 % T 0% 0 % 0 % 0 0%
2958 Jamie Jelazolo 000:04:23 0000000 0000004 4 1% 4 100% 0 (% 0 % 0 % 0 0%
2960 Andy Unizes 001430 0000000 0000024 17 £% 17 100% 0 (% 0 % 0 % 0 0%
2961 Canly Balaan 02749 000000 0000c:20 10 ki 10 100% 0 0% 0 % 0 % 0 0%
2966 Bab Black 000:00:13 000000 000000 2 1% 2 100% 0 0% 0 % 0 % 0 0%
2972 Fabert Salar 000:30:44 ooeoooo  ooo0ot? 12 4% 12 100% 0 (% 0 % 0 % 0 0%
2974 Drean Garfield 0002138 0000000 0000013 3 1% 30 100% 0 (% 0 % 0 % 0 0%
2976 Jo Blimeyy 0025906 0oooooo 0000025 1" 4% 1M 100% 0 0% 0 % 0 % 0 0%
2978 lan Maker (004412 0ocoooo  ooo0c22 16 £% 16 100% 0 0% 0 % 0 % 0 0%
2980 Sehwyn Jayao (00:04:04 0oooo00 0000013 2 1% 2 100% 0 (% 0 % 0 % 0 0%
2931 Edna Miidleston 0001204 noooooo  ooo0eav 17 £% 17 100% 0 (% 0 % 0 % 0 0%
2933 Braoke Mel 000:00:38 0oooeoo  oooooo 1 (% T 100% 0 0% 0 % 0 % 0 0%
2985 Dean Maare 004257 0oooooo  ooooo 16 £% 16 100% 0 (% 0 % 0 % 0 0%
2986 Scott Famaus 000022 0oooooo  oooooo 1 (% T 100% 0 (% 0 % 0 % 0 0%
2987 Jahn Black 000:36:31 0oooo00 0000009 9 i 9 100% 0 (% 0 % 0 % 0 0%
2988 Snare 000:04:00 oooooem - 0000003 7 2% T 100% 0 0% 0 % 0 % 0 0%
2931 Danny Java 0004302 0oooooo  0000c:20 17 £% 17 100% 0 (% 0 % 0 % 0 0%
2937 Ellanita Smaathty 000034 0oooo00 0000029 ] 2% § 100% 0 (% 0 % 0 % 0 0%
2993 Snare 0 00:06:07 0oooo00 0000008 4 1% 4 100% 0 (% 0 % 0 % 0 0%
2935 May Flower 0000115 0oooooo  ooooo 3 1% 30 100% 0 0% 0 % 0 % 0 0%
3009 Samny King 000:4358 0oooooo  0000c:20 Y g% 2 1% 0 (% 0 % 0 % 0 0%
8901 WM Partt 000:39.46 0oooooo  oooooy 14 &% 13 8% 1 T 0 % 0 % 0 0%
8902 WM Port2 000:46:33 0oooooo  0000c30 18 f% 18 100% 0 % 0 % 0 % 0 0%
8903 WM Parta (00:04:24 0oooooo  ooooo 12 4% 12 100% 0 0% 0 % 0 % 0 0%
5904 WM Portd 0000007 0oooo00 0000003 1 (% T 100% 0 (% 0 % 0 % 0 0%
8930 Canference Extension 000010 0oooeoo  oooooo 2 1% 2 100% 0 0% 0 % 0 % 0 0%
AVERAGES: 0 00:00:00 0 00:00:00 Hirs ] Hirs [ 0 1% ] 0% 0.0 ¥ [
TOTALS: 014:36:23 000:00:42  000:00:31 10 100% it A ? HiA ] HiA 0 A 0 MR
NOTE: - ClbeThve fiedds are i the fomat day Sourminate see  (the day feld, 7 present, mpmsents a perud of 24 hours)
- The Tie i Chiecie Maaiu value Speciled i He Total mow of each sunmary section i5 He et value furd in that seehon nat a fotal of the valies ir that sectin
Page 1 of 1 DD et - “ersion .3.3120

Z6DN007 0111 pm,



Direct Dial Interval Report (Answered Calls

Template)

Report Heading

No of Answered Calls - Count

No of Answered Calls - % of
Answered Queue Calls

Maximum Queue Time
0 to 30 - Count
0 to 30 - % of Queue Answered

30 to 60 - Count

30 to 60 - % of Queue
Answered

60 to 120 - Count

60 to 120 - % of Queue
Answered

120 to 300 - Count

120 to 300 - % of Queue
Answered

300 + - Count

300 + - % of Queue Answered
Direct Dial Number Total - No
of Answered Calls - Count

Direct Dial Number Total -
Maximum Queue Time

Direct Dial Number Total - 0 to
30 - Count

Direct Dial Number Total - 30 to

60 - Count

Direct Dial Number Total - 60 to

120 - Count
Direct Dial Number Total - 120

Definition
Total Number Calls Answered that came in on the Specified Direct Dial
Number for the particular Queue

No of Answered Calls - Count Divided by Grand Total - No of Answerec
Calls - Count

Maximum amount of that an Answered Call spent in the particular
Queue for the specified Direct Dial Number

Total Number of Calls that Answered within 30 Secs that came in on the
Specified Direct Dial Number for the particular Queue

0 to 30 - Count Divided by No of Answered Calls - Count for that
particular Queue

Total Number of Calls that Answered between 30 and 60 Secs that
came in on the Specified Direct Dial Number for the particular Queue

30 to 60 - Count Divided by No of Answered Calls - Count for that
particular Queue

Total Number of Calls that Answered between 60 and 120 Secs that
came in on the Specified Direct Dial Number for the particular Queue

60 to 120 - Count Divided by No of Answered Calls - Count for that
particular Queue

Total Number of Calls that Answered between 120 and 300 Secs that
came in on the Specified Direct Dial Number for the particular Queue

120 to 300 - Count Divided by No of Answered Calls - Count for that
particular Queue

Total Number of Calls that Answered after 300+ Secs that came in on
the Specified Direct Dial Number for the particular Queue

300 + - Count Divided by No of Answered Calls - Count for that
particular Queue

Sum of No of Answered Calls - Count for the particular Direct Dial
Number

Maximum amount of that an Answered Call spent in the Queue

Sum of 0 to 30 - Count for the particular Direct Dial Number

Sum of 30 to 60 - Count for the particular Direct Dial Number

Sum of 60 to 120 - Count for the particular Direct Dial Number



to 300 - Count

Direct Dial Number Total - 300

+ - Count

Grand Total

- No of Answered

Calls - Count

Grand Total

- No of Answered

Calls - % of Answered Queue

Calls

Grand Total
Time

Grand Total -
Grand Total -
Grand Total -
Grand Total -

Count

Grand Total -

- Maximum Queue

0 to 30 - Count
30 to 60 - Count
60 to 120 - Count
120 to 300 -

300 + - Count

Sum of 120 to 300 - Count for the particular Direct Dial Number

Sum of 300 + - Count for the particular Direct Dial Number

Sum of No of Answered Calls - Count for the Report

Sum of No of Answered Calls - % of Answered Queue Calls for the
Report

Maximum amount of that an Answered Call spent in the Queue

Sum of 0 to 30 - Count for the Report
Sum of 30 to 60 - Count for the Report
Sum of 60 to 120 - Count for the Report

Sum of 120 to 300 - Count for the Report

Sum of 300 + - Count for the Report

About the Direct Dial Interval Report (Answered Calls
Template)

Based on the Direct Dial Interval Report, this report template
shows all answered calls, grouped segments to view the
number of calls answered from 0-20 seconds, 21-40 seconds,
41-60 seconds, and so on based on the interval level you have

set.

To create the Direct Dial Interval Report
(Answered Calls Template):

1. Select Call Activity > Direct Dial Interval Report:



[*] IPFX Reports - Direct Dial Interval Report [DDI2New.rpt] ok
. Fle Report Options Help
H ol = 2B @
# (] Agent Performance - Desctiption ————
= (3 CallActiviy Rieport of Direct Dialinformation by Given Interval
E‘] Call Pulback Repart
""| Call Pullback Summary
"| Call Transfer Report S Erlaria
""| Call Type by Extension Summary
" Direct Dial Interval Report Report Template |DDI Report for Answered Calls. [=]
"] Divect Dial Summary
j Total Call Actvy Source Datapase | Cunen) [<]
#-(] Message Box R rechy. i
# ] Presence Information epoit D z :‘J
# () Queue Performance Report Title |DDI Report for Answered Cals
# [ Site Information : -
[+ () Wildcad / Preferred Agents Peripd |Tuda}l —I
(2] Wrapup Codes Dates From |16/05/2007 =
To  [16/05/72007 =
Times From  |08:00 |
To [17.30 =
Group By (3 masinmurm) [Cal Type [=]
Show Queues i Yes " No (¢ lgnore
Queue Group | ﬂ
Queue Number 2500 =
Show Edensions " Yes O No (% Ignoe
Team | =]
Estension Number |0 =
Call Type [Incoming =
Release Type [Nomal ﬂ
Intervals (4 masimum) |30,60,120,300
Dislled Numbes |
Format Time (hhcmm:ss) " Yes " No ( |lgnore
Report of Direct Dial information by Given Interval él

Select Report Template > DDI Report for Answered

Calls.

Enter the following report criteria as required:

Period

The span of days covered by the report (Today,

Last Week etc.)

Alternatively, specify the exact date range using the



Dates

Times

Group By

Show Queues

Team

Extension Number

Call Type

Release Type

Date criterion.
The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the
report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Determines whether the report will show Queues or
not.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Narrows the scope of the report to include only
calls of a specific type:

Callback - callbacks

Incoming inbound calls to extensions or DDIs only
(not inbound to queues)

Outgoing outbound calls from extensions or DDIs
Queue inbound calls to a queue

Narrows the scope of the report to include only
calls that ended with the selected release type:

Abandoned calls that were abandoned before
being answered

Callback-deleted callbacks that were deleted
(only available with certain IPFX modules)

Callback-rescheduled all Callbacks that were
rescheduled (only available with certain IPFX



Intervarls

DNIS, Dialled Number,
Dialled Number In,
Dialled Number Out,
Number Dialled

Format Time

modules).
Normal calls that were answered normally.

Voicemail Handled calls that were sent to and
handled by voicemail.

Defines time intervals for use call centre reports.
Select the time intervals that you wish to include in
the report, for example: 0-20 seconds, 21 to 40
seconds, 41 to 60 seconds, etc. The intervals
should normally correspond to your organisation's
service levels.

If left blank, the default intervals are 0-20, 21-60,
61-120, 121-300, 300+

Narrows the scope of the report to include only
calls associated with the selected DNIS.

Note: DNIS (Dialled Number Inbound Service) for
inbound calls refers to the number dialled by a
customer. For outbound calls, DNIS refers the
phone number dialled out. Select whether the
report shows inbound or outbound calls with the
Call Type criterion.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



DDI Summary (Sample)

Direct Dial Summary

Reponijri[eria; [ates between 24/05/2007 and 24/05/2007

aroup By (3 maximum) = Dialled Number
Queue Number = 2930
Entenzion Tatal  Total  Total Bhn. Abn. Other Talk Time

Call:  Anz. Abn.  Before After Callz Ilinimum
Calls  Calls  Minimum  Minimum

83571153 Cust. Service Q - Upper North

2953 Miacla Jay 22 0 0 0 0 0000006
Dialled Humber Averages: 22 0 0 ] ] NiA
Dialled Humber Totals: 2 ? 0 0 ] 0 000:00:06

83573490 Cust, Service Q - South

2914 Melleen Cubin 1 1 0 0 0 0 0000029
Dialled Humber Averages: 1 1 0 0 ] ] A
Dialled Humber Totals: 1 1 0 0 ] 0 000:00:29

83573490 Cust. Service Q - South

2953 Melleen Cubin 1 1 0 0 0 0 00co013
Dialled Humber Averages: 1 1 0 0 ] ] NiA
Dialled Humber Totals: 1 1 0 0 ] 0 000:00:13
AVERAGES: 1 1 0 0 ] ] NiA
TOTALS: 4 4 0 0 ] t 000:00:06

NOTE; - Chte Tine fiekls am in the fomat day fouriminute sec  he day ek, i present, represents & pedod of 24 hours)
- A Talk Tine averages am calvulated using answerd oally oy
- Cther calls are calls wher the final destination was rof a person. e.q. After huurs messages

Page 1of 1

Talk. Time
Watimum

000010
HiA
0 00:0%10

00029
HiA
0 00:00:29

000013
NIk
0 00:0013

NIk
0 00:00:29

Talk Time
Average

0000008

000:00:08
NiA

0000028
000:00:29
NiA

0000013

000:00:13
NiA

000:00:15
NiA

[ugue Time
Minimum

0000
NiA
0 00:00:01

000000
NA

0 00:00:00

00000
NA
0 00:00:01

NiA
000:00:00

Gusue Time
WMatimum

o00m
HiA
0 00:00:1

00000
HiA

0 00:00:00

o00m
HiA
0 00:00:1

HiA
0 00:00:1

[usue Time
Ayerage

000:00:01

0 00:00:01
NiA

000:00:00
000:00:00
iR

000:00:01

0 00:00:01
NiA

0 00:00:01
NIk

Fing Time
Winimum

000:00:00
HiA
0 00:00:00

0000002
HiA

0 00:00:02

000:00:02
HiA
0 00:00:02

HiA
0 00:00:00

Ring Time
Matimum

0000000
HiA
0 00:00:00

0on0m02
HiA

0 00:00:02

0oo0m02
HiA
0 00:00:02

HiA
0 00:00:00

IPF)

Ring Time
Byerage

000000

0 00:00:00
HiA

0on0e00
0 00:00:00
HiA

0on0e00

0 00:00:00
HiA

0 00:00:00
HiA

Serice
Lewel

100%
100%
i

100%
100%
i

100%
100%
i

100%
i

FAG Mewnrpt - Mersion 4.3.4120
405007 08:38: am.



DDI Summary

Report Heading

Date
Call Counts - Total

Call Counts - Ans
Call Counts - Aband
Queue Time - Min
Queue Time - Max
Queue Time - Avg
Ring Time - Min
Ring Time - Max
Ring Time - Avg
Talk Time - Min

Talk Time - Max

Talk Time - Avg
DNIS Total - Call Counts -
Total

DNIS Total - Call Counts -
Ans

DNIS Total - Call Counts -
Aband

DNIS Total - Queue Time -
Min
DNIS Total - Queue Time -
Max

DNIS Total - Queue Time -
Avg

Definition
A line for each date a date will appear if there were calls received on that
date
Total number of Calls on the Specified DNIS and for the particular Queue

Total number of Answered Calls on the Specified DNIS and for the
particular Queue

Total number of Abandoned Calls on the Specified DNIS and for the
particular Queue

Min Queue Time for a Call on the Specified DNIS and for the particular
Queue

Max Queue Time for a Call on the Specified DNIS and for the particular
Queue

Total Queue Time Divided by Call Counts - Total on the Specified DNIS
and for the particular Queue

Min Ring Time for a Call on the Specified DNIS and for the particular
Queue

Max Ring Time for a Call on the Specified DNIS and for the particular
Queue

Total Ring Time Divided by Call Counts - Total on the Specified DNIS anc
for the particular Queue

Min Talk Time for a Call on the Specified DNIS and for the particular
Queue

Max Talk Time for a Call on the Specified DNIS and for the particular
Queue

Talk Ring Time Divided by Call Counts - Total on the Specified DNIS and
for the particular Queue

Sum of Call Counts - Total for the specified DNIS

Sum of Call Counts - Ans for the specified DNIS

Sum of Call Counts - Aband for the specified DNIS

Min of Queue Time - Min for the specified DNIS

Max of Queue Time - Max for the specified DNIS

Total Queue Time Divided by DNIS Total - Call Counts - Total on the
Specified DNIS and for the particular Queue

DNIS Total - Ring Time - Min Min of Ring Time - Min for the specified DNIS



DNIS Total - Ring Time - Max Max of Ring Time - Max for the specified DNIS

. - Total Ring Time Divided by DNIS Total - Call Counts - Total on the
DNIS Total - Ring Time - Avg Specified DNIS and for the particular Queue
DNIS Total - Talk Time - Min  Min of Talk Time - Min for the specified DNIS
DNIS Total - Talk Time - Max Max of Talk Time - Max for the specified DNIS

Total Talk Time Divided by DNIS Total - Call Counts - Total on the

DNIS Total - Talk Time - Avg Specified DNIS and for the particular Queue

Grand Total - Call Counts -

Sum of DNIS Total - Call Counts - Total for the Report
Total

Grand Total - Call Counts -

Ans Sum of DNIS Total - Call Counts - Ans for the Report

Grand Total - Call Counts -

Sum of DNIS Total - Call Counts - Aband for the Report
Aband

Grand Total - Queue Time -

Min Min of Queue Time - Min for the Report

Grand Total - Queue Time -

Max Max of Queue Time - Max for the Report

Grand Total - Queue Time -  Total Queue Time Divided by Grand Total - Call Counts - Total on the
Avg Specified DNIS and for the particular Queue

Grand Total - Ring Time - Min Min of Ring Time - Min for the Report
Grand Total - Ring Time - Max Max of Ring Time - Max for the Report

Total Ring Time Divided by Grand Total - Call Counts - Total on the

Grand Total - Ring Time - Avg Specified DNIS and for the particular Queue

Grand Total - Talk Time - Min Min of Talk Time - Min for the Report
Grand Total - Talk Time - Max Max of Talk Time - Max for the Report

Total Talk Time Divided by Grand Total - Call Counts - Total on the

Grand Total - Talk Time - Avg Specified DNIS and for the particular Queue

About the DDI Summary Report:

This report gives a detailed breakdown of calls for a particular
DDI number, e.g. a Virtual Queue (if in use).

To create the DDI Summary Report:
1. Select Call Activity > Direct Dial Summary:



"] IPFX Reports - Direct Dial Summary [DDI1New.rpt] M=) %]

File Report Options Help
ol += 2B @

#-_7 Agent Performance - Description

=i " Achivity Summary of Direct Dial Information
Call Pullback Report

" Call Pullback Summary
" Call Transter Report

] ~— Ciriteria
ﬂ Call Type by Extension Summary
| Diect Dial Interval Pepor Flepott Template | [
" iDirect Dial Summ
=) Total Call Activity Source Database | Cunent] [
+(_] Message Box Report Direchany: |Z:", A

+-[2] Presence Information
¥ D [ueue Perfformance Report Title IDilE-'Ct Dial Summary
-] Site Information
-] Wildeard / Preferned Agents
-] Wrapup Codes

Summary of Direct Dial Information Y

2. (No additional report criteria are required for this report).



Total Call Activity - Sample

N1 0
Total Call Activity IP FE3
ReponCrileria: Dates between 19/02/2007 and 21/02,/2007
Extension = 2952
Start Queue  Edenszion Meda  Call (utbaund Humber Dizled  Calling Line Caller Graop  Timeln Time Time Time Time Release
Time Number Number — Type Type Humber by Customer — entification IEETH Court  Guews/! Ringingat  Talking  OnHold In'Wrapup Type
Dizlled OffHook  Extension
Tuesday, 20 February 2007
RL2 - Y YR | Outgaing 8302 8402 ht Part2 000000 o000 000100 0C:0CROD 000 Maormal
145043 M52 2462 (Gl Outoing 2914 244 Weleen Cubin 000000 000007 000000 OO:0CR00 000000 Abandoned
145813 282 262 (Al Outgoing 2914 244 Meleen Cubin 000000 OO0CO0 0002 OO:OCRO0 000000 Mormal
15140 M5 Ml Outgoing 2940 2950 Customer Service Queve 000000 000004 0000000 OQ:0CL00 000000 Abandoned
191456 290 2462 Cal Queue 419 Samuel Birdey 0oOo:m o00n0s 000103 OO003E2 000000 Mormal
191704 290 2452 Cal QueLe 413 Samuel Birdey 000000 000006 00003 ODOC0D 000000 Mormal
182320 290 252 (Al QueLe 419 Samuel Birdey 000000 OO00O3 000035 OO:OCR0D 000000 Mormal
152432 290 252 (Al QueLe 419 Samuel Birdey 000000 OO0003 00006 OD:OCROD 000000 Mormal
160228 200 2452 (Al Queue 419 Samuel Birdey 0o0o:m o000O6 000036 OD:OCROD 000000 Mormal
160315 200 2452 Gl QueLe 413 Samuel Birdey 0o0o:02 000004 000026 ODOCOD 000000 Mormal
160354 200 2452 Cal QueLe 419 Samuel Birdey 0oOo:m 000003 000002 ODOCROD 000000 Mormal
160439 200 2452 (Al QueLe 413 Samuel Birdey 0o0o:02 000003 000002 ODOCROD 000000 Mormal
Date Averages: 12 000:00:01 000:00:05 000:00:30 000:00:32 0 00:00:00
Date Totals: 12 000:00:07 000:00:50 0 00:04:55 000:00:32 0 00:00:00
Wednesday, 21 February 2007
101442 2452 2452 Gl Incaming 1M1a2 (94860048 000000 00006 OOROS 000226 000000 Normal
102546 252 2452 Gl Outgaing 14860048 14860043 01 1 R e 1 O
10317 252 242 Gl Outgaing 14860048 14860043 000000 000010 O0OZF  OC00:00 000000 Normal
104348 2992 2462 Cal Incoming 8401 M Port 000000 oO0o02 00005 OD0C0D 000000 Mormal
104409 2452 2452 Gl Outgaing 14860048 14860043 000000 000003 OO:O406  0C.00:00 000000 Normal
104342 2452 242 Gl Outgaing 14860048 14860043 000000 000005 OOO2E  0C0000 000000 Normal
10505 252 2452 Gl Incaming 3M1a2 (94860048 000000 000003 OO:OO:E8  0C00:00 000000 Normal
105442 252 242 Gl Outgaing 13032181 130318 000000 000GD7  OOOO3E  0C00:00 000000 Normal
a4 M2 242 Gl Outgaing 8302 8902 fhl Part2 000000 o000 000134 00:0CROD 0C:O:O0 Maormal
11555 292 2452 (Al Outgoing 2940 2950 Customer Service Queve 000000 000009 0000000 OQ:0CR00 OO.00.00 Abandoned
5619 290 2452 Cal Queue 419 Samuel Birdey 000000 000009 000l ODOCROD 000020 Mormal
103 20 22 Al QueLe 2953 Wiola Jay 0o0o02  o00nO00 000000 OO:0CR00 000000 Abandoned
AN M0 242 Gl el 121315604 00000t 000002 0044 0C00:00  00001E  Normal
164042 252 2462 Cal Outoing 2914 244 Weleen Cubin 00000 OO00O6 000002 ODOCROD 000000 Mormal
Date Averages: 14 00000:01 000:00:05 000:01:42 000:02:08 000:00:19
Date Totals: 14 000:00:03 0000105 0 00:20:18 0 00:0416 0 00:00:38
AVERAGES: 13 000:00:01 000:00:05 000:01:09 000:01:36 000:00:19
TOTALS: 26 000:00:10 000:0209 000:25:13 000:04:48 000:00:38
NOTE: - e T el am in the fomiat - day ouriminute sec  [Hhe day fedl, ¥ present, mamsents 8 perbil of 24 hours)

- Al Tabl Tine averages are cakeulated wsing answered ealls oaly
- Calls with a Felease Type of Voioe el Hanoled are answerd calls where the final destination was mt a person, &.0. cally answered by an Auy Atterwiant, calls send bo an Extensions Voienal
Page 1af 1 CallSew.rpt - ersion 4.3.3120
HAA00T 0%:36: pm.




Total Call Activity - Description

Report Heading

Time in Queue/Offhook
Time Ringing at Extension
Time Talking

Daily Total - Count

Daily Total - Time in
Queue/Offhook Avg

Daily Total - Time Ringing at
Extension Avg

Daily Total - Time Talking Avg
Grand Total - Count

Grand Total - Time in
Queue/Offhook Avg

Grand Total - Time Ringing at
Extension Avg

Grand Total - Time Talking Avg

Definition

Time the was in queue / Time the phone was offhook
Time the Call spent ringing on the Extension

Time Spent Talking on the Call

Count of the Calls on the Specified Day

Sum of Time in Queue/Offhook Divided by Daily Total - Count

Sum of Time Ringing at Extension Divided by Daily Total - Count

Sum of Time Talking Divided by Daily Total - Count
Sum of Daily Total - Count for the Report

Sum of Time in Queue/Offhook for all the Days in the Report
Divided by Grand Total - Count

Sum of Time Ringing at Extension for all the Days in the Report
Divided by Grand Total - Count

Sum of Time Talking for all the Days in the Report Divided by
Grand Total - Count

About the Total Call Activity Report

This report gives a detailed breakdown of all calls handled by
an extension or a Queue, sorted by the time the call started.

The report displays the following Release Types:

= Normal: a routinely-answered call
» Voicemail Handled: a call answered by Voicemail Box or

Message Box

= Queue Abandoned: a Queued call which terminates
before being answered

m Callback--Rescheduled: an Agent is offered a callback
and chooses to reschedule it

= Callback--Deleted: an Agent deletes a callback that has
been presented to him

The report offers information on all forms of media (calls, email,



faxes, callbacks, etc.) that are handled by the system; the date
and time of the call; who answered or made the call and the
relevant call data; talk times, ring times, queue times; if the call
was handled by voicemail, abandoned or answered; the Total
Handle Time of the call; other relevant data (e.g. WrapUp codes
and notes).

Note: The Dialled Number field is contextual: it represents
either 'Dialled Number In' or 'Dialled Number Out' depending on
your chosen report. If you are reporting Inbound calls, the field
represents the number the customer dialled. If you are reporting
Outbound calls, the field represents the number your agents
dialled.

To create the Total Call Activity Report:
1. Select Call Activity > Total Call Activity:

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report

Queue Number from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.



"] IPFX Reports (Legacy) - Total Call Activity [Call5.rpt] =Joe3
File Report Options Help
H L +==2H @
-1 Agent Teams Description
=@ "S & Call by Call Listing Grouped by Diay
Call Pullback Repart
Call Transfer Summary
Call Type by Extension Summary Bk
Callback. Activity Feport
Cradle to Grave Detail Repaort Feport Template | -
Incoming Callz Report
Dutgaing Calls Repart source Database |5YDVD|PD1 - [Current] 7
Queue Call Tupe by Extenzion Feport Fisport Diirectony: |Z:\ A
Hueue Call Tope by Extenzion Surmmmary
i il Repart Title | Total Call Activity
+-[_] DDl .
Period Taod -
+-[_7 Extensions | 205 J
+-[_] Meszage Box Dates From |24JDEHEDD? J
+-[_7 Performance
S8 Queve Groups To  |24/05/2007 =]
+-[27 Queues Times Fram |DE:DD J
+-[_] Site Information
+-[27 “wildcard/Prefened Agent e |1?'3D J
+-[_] ‘Wrapup Codes Item Type | J
Queue Number | ﬂ
Extension | ﬂ
Call Type | J
Caller ID |
Releaze Type | J
A Call by Call Listing Grouped by Day

2. Enter the following report criteria as required:

The span of days covered by the report (Today,
Last Week etc.)

Period _ _ .
Alternatively, specify the exact date range using the
Date criterion.

Dates The date range you wish to cover in the report.

Times Select hours of the day that you wish to cover in

the report.

Causes the report to display information grouped
accorded to the selected criteria (for example by

Group By Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.



Queue Group

Queue Number

Team

Extension Number

Item or Media Type

Call Type

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Narrows the scope of the report to include only
calls of a specific type:

Callback - callbacks

Incoming inbound calls to extensions or DDIs only
(not inbound to queues)

Outgoing outbound calls from extensions or DDIs
Queue inbound calls to a queue

Narrows the scope of the report to include only
calls that ended with the selected release type:
Abandoned calls that were abandoned before



Release Type

Caller ID

DNIS, Dialled Number,
Dialled Number In,
Dialled Number Out,
Number Dialled

Show Notes

Show WrapUpCodes

Include Virtual Queues

Format Time

being answered

Callback-deleted callbacks that were deleted
(only available with certain IPFX modules)

Callback-rescheduled all Callbacks that were
rescheduled (only available with certain IPFX
modules).

Normal calls that were answered normally.
Voicemail Handled calls that were sent to and
handled by voicemail.

Narrows the scope of the report to include only
calls originating from a specific Caller ID (also
called CLI, Calling Line Identifier).

Narrows the scope of the report to include only
calls associated with the selected DNIS.

Note: DNIS (Dialled Number Inbound Service) for
inbound calls refers to the number dialled by a
customer. For outbound calls, DNIS refers the
phone number dialled out. Select whether the
report shows inbound or outbound calls with the
Call Type criterion.

Determines whether the report will show call notes
(entered by an extension after a call).

Yes include notes in the report

No do not include notes in the report

Ignore Show everything including Notes
Determines whether the report will show WrapUp
codes.

Yes Show WrapUp Codes in the report

No Do not show WrapUp Codes in the Report
Ignore Show everything including WrapUp Codes

Includes both standard and Virtual queues in the
report.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Total Call Activity Report (Incoming Call Activity
Template) (Sample)



Incoming Call Activity

Report Criteria:  Dates
Extension

call Type

Start Queue  Edension Media
Time  MNomber Number  Type

Monday, 26 February 2007

134543 % 298 Cdl
00N B% 98 Al
196 W% 198 G
1935 W% 198 Al

Date Averages:
Date Totals:

Tuestlay, 27 February 2007

Dad647 8% 298 Cal
0g3T2e % %8 Cdl

Date Averages:
Date Totals:

Wednesday, 28 February 2007

030207 8% %8 Cal
09302 % 98 Cdl
03543 2% 298 Cdl
100043 8% 298 Cal
1033 8% 98 G
ot B% %8 Cal
0E07 8% %8 Cal
MWy 8% %8 Al
412 8% %8 Cal
12089 8% 298 Cdl
13655 8% 298 Al
13TH W% 18 A
140248 8% 298 Cal
150628 8% %8 Cal
190230 B% 198 A
134309 8% 298 Cdl
134616 8% 298 Cal
160418 8% 298 Cal
160948 8% 298 Cal
BITH 8% 98 Al
16303 8% 298 Cdl

Date Averages:
Date Totals:

AVERAGES:
TOTALS:

Call
Type

Incoming
Incoming
Incoming
Incoming

Incoming
Incoming

Incoming
Incoming
Fcaming
Fcaming
Fcaming
Incoming
Incoming
Incoming
Incoming
Incoming
Incoming
Incoming
Incoming
Incoming
Incoming
Incoming
Incoming
Incoming
Incoming
Incoming
Incoming

between 26/02/2007 and 28/02,2007

= 2958

= Incoming

Outbaund Humber Disled  Calling Line Caller
Humber by Customer | dertification Details
Didlled

20
158 093071 292

24913 Whiley Smithe
158 093186111

158
FH158
158 (93209524
158
158 121402470
B8 121402470
158 (93135364
240
249
24913 Whiley Smithe
249
2958 Jamie Jlosalo
2958 093585500
2958 (93585500
24913 Whiley Smithe

nma 033254318
nma 033254318

20
nma
Pl 093333500
il 093333500
Pl 093333500
Pl

NOTE; - CoteTie fells are in the fomial day fouriminudesec  he day ek, i present, represents a pedod of 24 howrs)
- Al Tabh Thwe averages am calvulated using answerd oally only
- Calls with 8 Relkase Type of Voice Mail Harded am answemd calls where the final destination was rot a person, e.q. callvanswered by an Auto Attendad, calls sent to an Exdensions Voienal

Page 1ot 1

Group
Court

4
4

?
?

H
U

4
n

Time In Time
Queue/ Ringing at
(ffHook  Extension

000000 000008
000 000043
000 000002
000 020020

0 00:00:00 0 00:00:10
0 00:00:00 0 00:00:H

000 020020
0000 020020

0 00:00:00 0 00:00:20
0 00:00:00 0 00:00:40

00000 00:00:09
000 000043
00000 00:00:03
0000 000048
00000 00:0008
00000 00:0008
00000 000004
0000 000005
000 000002
000 000005
000 000048
000 020020
0000 020040
0000 020040
00:0n00 000004
00000 00:00:08
000 000002
000 020020
00000 000004
0000 00:00:09
000 020020

0 00:00:00 0 00:00:09
0 00:00:00 0 00:03:16

0 00:00:00 0 00:00:0
0 00:00:00 0 00:04:37

Time
Talking

ooz
000519
00:00:31
000000
000:02:47
0 00:08:1

000000
000000

000:00:00
000:00:00

000400
000333
000000
000000
000333
000343
oot
000038
000000
000438
000000
000000
000000
001025
00z
oo
000012
000000
000000
001454
000000

000:04:10
000:49:56

000:03:53
000:58:17

Time
On Hald

o0x00
o0n00
o0n00
o0n00

0 00:00:00
0 00:00:00

o0x00
o0n00

0 00:00:00
0 00:00:00

o0x00
o0n00
o0x00
o0n00
o0x00
o0n00
o0x00
o0x00
o0x00
o0n00
o0x00
o0x00
o0x00
o0n00
o0x00
o0x00
o0x00
o0n00
o0x00
o0x00
o0x00

0 00:00:00
0 00:00:00

0 00:00:00
0 00:00:00

Time
In Wrapup

00e00
00x00
00n00
00x00

0 00:00:00
0 00:00:00

00x00
00x00

0 00:00:00
0 00:00:00

00e00
00x00
00000
00x00
00x00
00x00
00000
00000
00x00
00x00
00000
00000
00x00
00x00
00000
00000
00x00
00x00
00000
00000
00000

0 00:00:00
0 00:00:00

0 00:00:00
0 00:00:00

IP Fi$

Release
Type

Narmal
Narmal
Narmal
Ahandoned

Ahandoned
Ahandoned

Narmal
Narmal
Ahandoned
Ahandoned
Narmal
Marmal
Narmal
Marmal
Ahandoned
Marmal
Ahandoned
Ahandoned
Ahandoned
Marmal
Narmal
Marmal
Narmal
Ahandoned
Ahandoned
Marmal
Ahandoned

Callfibew.mpt - Version 43,4120

IGO007 0348 pm.



Total Call Activity Report (Incoming Call Activity
Template)

Report Heading Definition

Time the call was in the personal queue before being delivered/Time

Time in Queue/Offhook phone was offhook

Time Ringing at Extension Time the Call spent ringing on the Extension

Time Talking Time Spent Talking on the Call

Daily Total - Count Count of the Calls on the Specified Day

Daily Total - Time in L o _
QueuelOffhook Avg. Sum of Time in Queue/Offhook Divided by Daily Total - Count

Daily Total - Time Ringing at

Extension Avg. Sum of Time Ringing at Extension Divided by Daily Total - Count

Daily Total - Time Talking Avg. Sum of Time Talking Divided by Daily Total - Count

About the Total Call Activity Report (Incoming Call Activity
Template)

Based on the Total Call Activity base report, the information is
the same, but is only for Inbound calls to an extension only (this
IS not inbound to a Queue).

To create the Total Call Activity Report
(Incoming Call Activity Template):

1. Select: Call Activity > Total Call Activity:



"] IPFX Reports - Total Call Activity [Call5New.rpt]

M= X

: File Report Options Help

d|dl[+= 280

+-[_] Agent Performance

=[] Call ctivity

" Call Pulback Repart

*| Call Pullback Summary

*| Call Transfer Report

*| Call Type by Extension Summary
*| Diirect Dial Interval Report
*| Diirect Dial Summary

*| Tokal Call Activity

+-[.] Meszage Box

=-[27 Presence Information

" Agent Presence Repaort
" Presence Report

-] Queue Perfomance

-] Site Information

-] Wildcard / Preferred Agents
-] ‘Wrapup Codes

A Call by Call Lizting Grouped by Day

— Dezcription

& Call by Call Listing Grouped by Day

— Criteria
Report Template
Source Database
Repart Directony;
Repart Title

Period

Dates

Times

Group By [3 maximum]
Hueue Group
Hueue Murnber
Team

Estenzion Murnber
tedia Type

Call Tupe

Releaze Tupe

Caller 1D

Murnber Dialled In
Murnber Dialled Dt
Show Motes

Show wrapupCodes
Show OFF Hook,

Include Wirtual Queues

Faormat Time [hh:mm; g

From
To
From

To

IInu:c:ming Call Ativity.

I[Eunent]

[2:4

k|« |«

|Inu:c:ming Call Ativity

IT::u:Ia_I,I ;!
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2. Select Report Template > Incoming Call Activity.

3. Enter the following report criteria as required:




Period

Dates

Times

Group By

Queue Group

Queue Number

Team

Extension Number

Item or Media Type

The span of days covered by the report (Today,
Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in
the report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.



Call Type

Release Type

Caller ID

DNIS, Dialled Number,
Dialled Number In,
Dialled Number Out,
Number Dialled

Show Notes

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Narrows the scope of the report to include only
calls of a specific type:

Callback - callbacks

Incoming inbound calls to extensions or DDIs only
(not inbound to queues)

Outgoing outbound calls from extensions or DDIs
Queue inbound calls to a queue

Narrows the scope of the report to include only
calls that ended with the selected release type:

Abandoned calls that were abandoned before
being answered

Callback-deleted callbacks that were deleted
(only available with certain IPFX modules)

Callback-rescheduled all Callbacks that were
rescheduled (only available with certain IPFX
modules).

Normal calls that were answered normally.

Voicemail Handled calls that were sent to and
handled by voicemail.

Narrows the scope of the report to include only
calls originating from a specific Caller ID (also
called CLI, Calling Line Identifier).

Narrows the scope of the report to include only
calls associated with the selected DNIS.

Note: DNIS (Dialled Number Inbound Service) for
inbound calls refers to the number dialled by a
customer. For outbound calls, DNIS refers the
phone number dialled out. Select whether the
report shows inbound or outbound calls with the
Call Type criterion.

Determines whether the report will show call notes
(entered by an extension after a call).

Yes include notes in the report

No do not include notes in the report

Ignore Show everything including Notes



Show WrapUpCodes

Show Off Hook

D

Include Virtual Queues

Format Time

Determines whether the report will show WrapUp
codes.

Yes Show WrapUp Codes in the report
No Do not show WrapUp Codes in the Report
Ignore Show everything including WrapUp Codes

Narrows the scope of the report to include or
exclude extensions that have gone off-hook, but
which have not made a call. NEC PABXs only.

Yes shows only extensions that went Off hook
No does not show extensions that went Off hook
Ignore shows all extension activity whether on or
off hook.

Includes both standard and Virtual queues in the
report.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Total Call Activity Report (Outgoing Call Activity)
(Sample)

N0
Repon Criteria:  Dates between 27/04/2007 and 27/04/2007
Times between 12:00 and 16:00
Extension Number = 2953
call Type = Qutgoing
St GQueue  Extension Media  Call Dialled Number — Dialled Number — Calling Line Caller Growp  Timeln Time Time Time Time Total  Release
Time  Number Mumber Type Tipe Ot In dertification Detailz Court  Gueue/ Ringingst  Talking  OnHold  In'rapup Hande Type
(ftHaok  Exdension Time
121312 253 2% Gl Outgaing B3 B3 M Location 000000 000000 000002 000000 OOOOO0  OQOC0Z N
131143 283 2% Gl Outgaing 2732 32 000000 000000 0007 000000 OO:O000  OQOCST N
132849 253 2% cal Outnaing 021607570 021607970 00000 000008 004041 000000 OC:O000 0014 N
134058 253 2% cal Outraing 2201 20 000000 000020 00020 000000  OC:O000  OCOCAD N
134739 253 2% Gl Outgaing 61 B M Access 000000 000000 0008 000000 OC:O0O0  OCOC0E N
134750 253 2% Gl Outgaing 61 B M Access 000000 000001 000037 000000 OO:O0O0 00008 N
135209 2953 2% cal Outgaing 2201 20 000000 000004 00014 000000 OC:O000  OQO11E N
143639 23 2% Gl Outgaing 00419809433 00419809453 000000 000004 0005 000000 OOO0O0  OCOCO8 N
125014 283 2% cal Outgaing 00396260365 00396260366 00000 000002 000133 000000 OC:O0O0  OQO1E N
AVERAGES: 0 0 00:00:00
TOTALS: 0 000:00:00 000:00:39 000:A5:37 0 00:00:00 000:00:00 0 00:16:16
NOTE: - Cite Tine hehdls are i the fomat day uriinetesee e day field, i pmsend, mpresents 2 perod of 24 ours)
- Al Tadk Tie averages are calbulated wsing answered ealy only
- Calls with a Refease Type of Voioe Mail Henaled are answermd calls where the fial destination was not 8 persor. &.q. oally answered by an Auto Attenoant, calls sent to an Extensions Voioemal
- Felease Tupes are as follows; (ERbmal Answered, i=hofoe Wil Henoled, Q=Abardbred, C-R=Call Bal Resehecited, C-OEGH! Bank Deleted
Page 1of 1 CallMen.mpt - Wersion 4.3.3120

DZOG007 11:20: am.



Total Call Activity Report (Outgoing Call Activity
Template)

Report Heading Definition

Time the call was in the outbound queue before being delivered/Time

Time in Queue/Offhook phone was offhook

Time Ringing at Extension Time taken to connect to called party
Time Talking Time Spent Talking on the Call
Daily Total - Count Count of the Calls on the Specified Day

Daily Total - Time in

QueuelOffhook Avg. Sum of Time in Queue/Offhook Divided by Daily Total - Count

Daily Total - Time Ringing at

Extension Avg. Sum of Time Ringing at Extension Divided by Daily Total - Count

Daily Total - Time Talking Avg. Sum of Time Talking Divided by Daily Total - Count

About the Total Call Activity Report (Outgoing Call Activity
Template)

Based on the Total Call Activity base report, the information is
the same, but is only for Outbound calls only.

To create the Total Call Activity Report
(Outgoing Call Activity Template):
1. Select Call Activity > Total Call Activity:
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2. Select Report Template > Outgoing Call Activity.

3. Enter the following report criteria as required:




Period

Dates

Times

Group By

Queue Group

Queue Number

Team

Extension Number

Item or Media Type

The span of days covered by the report (Today,
Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in
the report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.



Call Type

Release Type

Caller ID

DNIS, Dialled Number,
Dialled Number In,
Dialled Number Out,
Number Dialled

Show Notes

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Narrows the scope of the report to include only
calls of a specific type:

Callback - callbacks

Incoming inbound calls to extensions or DDIs only
(not inbound to queues)

Outgoing outbound calls from extensions or DDIs
Queue inbound calls to a queue

Narrows the scope of the report to include only
calls that ended with the selected release type:

Abandoned calls that were abandoned before
being answered

Callback-deleted callbacks that were deleted
(only available with certain IPFX modules)

Callback-rescheduled all Callbacks that were
rescheduled (only available with certain IPFX
modules).

Normal calls that were answered normally.

Voicemail Handled calls that were sent to and
handled by voicemail.

Narrows the scope of the report to include only
calls originating from a specific Caller ID (also
called CLI, Calling Line Identifier).

Narrows the scope of the report to include only
calls associated with the selected DNIS.

Note: DNIS (Dialled Number Inbound Service) for
inbound calls refers to the number dialled by a
customer. For outbound calls, DNIS refers the
phone number dialled out. Select whether the
report shows inbound or outbound calls with the
Call Type criterion.

Determines whether the report will show call notes
(entered by an extension after a call).

Yes include notes in the report

No do not include notes in the report

Ignore Show everything including Notes



Show WrapUpCodes

Show Off Hook

D

Include Virtual Queues

Format Time

Determines whether the report will show WrapUp
codes.

Yes Show WrapUp Codes in the report
No Do not show WrapUp Codes in the Report
Ignore Show everything including WrapUp Codes

Narrows the scope of the report to include or
exclude extensions that have gone off-hook, but
which have not made a call. NEC PABXs only.

Yes shows only extensions that went Off hook
No does not show extensions that went Off hook
Ignore shows all extension activity whether on or
off hook.

Includes both standard and Virtual queues in the
report.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Total Call Activity Report (Queue Call Type by
Extension Template) (Sample)



Queue Call Type by Extension Report

Report Criteria:  Dates

Extension Number

Call Type

Start Queue  Extension Media
Time Humber  Humber  Type

Tuesday, 20 February 2007

2900 Operator Queue

2952 Simen Kingston

1802256 2900 2932 Call
18:0%15 2900 2852 Call
16:0%54 2900 2852 Call
16:0439 2900 2852 Call
Extension Averages:

Extension Totals:

2954 Lyana Veto

032923 2900 2994 Cal
121349 2900 2994 Cal
140819 2000 2954 Call
143712 2000 2954 Call
1440017 2800 2954 Call
15:30:26 2900 2954 Cal

Extension Averages:
Extension Totals:

Queue Averages:
Queue Totals:

2080 Customer Service Queue
2952 Simen Kingston

191456 2990 2952 Cal
151704 2080 2952 Call
152520 2980 2452 Call
152432 2980 2452 Call

Extension Averages:
Extension Totals:

2953 Miaola Jay

142629 2980 2853 Call
143329 2980 2853 Call
143719 2980 2853 Call
143539 2990 2853 Call
143548 2990 2953 Call
14:41:35 2980 2853 Call
14433 2980 2853 Call
144349 2980 2553 Call
1446:24 2980 2853 Call
14:.46:44 2980 2853 Call
144852 2930 2853 Call
145245 2980 2853 Call
145317 2980 2953 Call

Page 1of 2

Start (Queue  Extension Media
Time Humber Humber — Type

14:56:24 2980 2553 Call
14:57:38 2980 2853 Call

Extension Averages:
Extension Totals:

Queue Averages:
Queue Totals:

Date Averages:
Date Totals:

AVERAGES:
TOTALS:

NOTE: - CateTie ffeds are in the format  day hourwinude sec  dhe day feld, i present, repesents a perod of 24 howrs)

call
Type

Gueue
Gueue
Gueue
Gusue

Gueue
Gueug
GQuele
Guele
Gueue
Cueue

Gueug
Guele
Gueue
Gueue

Gusue
Gueue
Gueug
Gueue
Gueue
Gueue
Cueue
Gueue
Gusue
Gueue
Gueug
Gueug
Guele

Call
Tupe

Gueue
Gusue

between z0/02/2007 and z0/0z/2007

= 23954,2953,2952

= Queue

Dizlled Nurnber
Out

Dizlled Nurnber
Out

- AN Tabi Thie averages am cakulated wsing answemd calls only
- Calls with a Felease Type of Voioe Wi Hardled are answered cally whem the fal destinatior was aot a persor. & 0. calls answerd by an Auto Aftendand, calls sert fo an Exensions Volemad
- Release Types are as folows; hEbmal Answered, V=ldoice Mail Handled, Q=Abandoned, C-R=Call Back fescheduled, C-Ce0all Bach Celeded

Page Zof 2

Dizlled Murnber
In

Dizlled Nurnber
In

Calling Line
Idertification

073358989
(143535555
(096366366

(093768529

[OB37EEETE
2858
0211234567
095291933

096563656
09656565

(33535656
33558655

2914
(98357759
068793977
(69595555
045759989
021658658
0274989858
02743333533
0213633858
(195686633
094514911
021315604
021922982

Calling Line
Idertification

0215315604
(45655555

Caller Group
Detzils Courd

Time In
Queue /
CffHook

00:00:01
00:00:02
00:00:01
00:00:02

4 000%:00:02
4 0 00:00:06

Jamie Jelozalo

Mellezn Cubin

Caller Group
Details Courit

00:00:20
000011
00:00:00
00:00:03
00:00:02
00:00:00

0 00:00:06
0 00:00:36

0 00:00:04
0 00:00:42

00:00:m
00:00:00
00:00:00
00:00:00

0 00:00:00
0 00:00:01

00:00:43
00:00:03
0000007
00:00:10
00:00:13
00:00:08
00:00:10
00:00:12
00:00:08
00:00:13
00:00:08
00:00:04
00:00:05

Time In
Queue !
CfHook

00:00:08
00:00:13
0 00:00:12
0 00:02:53
0 00:00:09
0 00:02:54

0 00:00:07
0 00:03:36

0 00:00:07
0 00:03:36

Time
Ringing =t
Extension

00:00:06
00:00:04
00:00:03
00:00:03

0 00:00:04
0 00:00:16

00:00:m
00:00:02
00:00:03
00:00:00
00:00:00
00:00:02

0 00:00:01
0 00:00:08

0 00:00:02
0 00:00:24

00:00:03
00:00:08
00:00:03
00:00:03%

0 00:00:04
0 00:00:17

000012
00:00:08
00:00:02
00:00:06
00:00:00
00:00:06
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:02
00:00:08

Time
Ringing =t
Extension

00:00:07
00:00:00
0 00:00:04
0 00:00:54

0 00:00:04
0 00:01:11

000:00:03
000:01:35

0 00:00:03
000:01:35

Time
Talking

00:00:36
00:00: 26
00:00:02
00:00:02

0 00:00:17
0 00:01:06

000010
00:00:2
00:00:30
00:00:00
00:00:00
00:00:30

0 00:00:25
0 00:01:3

0 00:00:21
000:02:44

00:01:03
000013
000035
000016

0 00:00:32
000:02:07

00:00:11
000218
00:00:02
000010
00:00:00
00018
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:02
00:00:03

Time
Talking

00:00:43
00:00:00

0 00:00:37
000:04:53

0 00:00:35
0 00:07:00

0 00:00:29
0 00:0%:44

0 00:00:29
000:09:44

Time
On Hold

00:00:00
00:00:00
00:00:00
00:00:00

0 00:00:00
0 00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

0 00:00:00
0 00:00:00

0 00:00:00
0 00:00:00

00:00:32
000000
000000
000000

0 00:00:32
0 00:00:32

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Time
On Hold

00:00:00
00:00:00

0 00:00:00
0 00:00:00

0 00:00:32
0 00:00:32

0 00:00:32
0 00:00:32

0 00:00:32
0 00:00:32

Time
In Whirzpup

00:00:00
00:00:00
00:00:00
00:00:00

0 00:00:00
0 00:00:00

00:00:00
00:00:00
000000
000000
000000
00:00:00

0 00:00:00
0 00:00:00

0 00:00:00
0 00:00:00

00:00:00
000000
000000
000000

0 00:00:00
0 00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

IP FEd

Total  Release
Handle Type
Time

000043 M
000032 M
000006 M
000007 M

000:03:52
000:01:28

0003t W
00004t MW
000033
Ooooos @
ooz @
000032 W

0 00:03:52
000:02:22

0 00:01:56
000:03:50

0ot4t MW
Ooeoo1sa M
000038 R
0001

0 00:03:52
000:02:57

0012 N
000233 N
00001t N
000026 M
0ons G
000130 N
oo G
oz G
0oooos &
o3 &
ooonos @
00001 N
000016 N

CalliHew mpt - version 4.3 3120

Time
In Wrapup

00:00:00
00:00:00

0 00:00:00
0 00:00:00

0 00:00:00
0 00:00:00

0 00:00:00
0 00:00:00

0 00:00:00
0 00:00:00

02052007 11:28:am

Total  Release
Hzndle Type
Time

00102 M
o3 &
000:01:56
0 00:08:40

000:01:17
000:11:37

000:00:46
0 00:15:27

000:00:46
000:15:27

Call§Mew mpt - “ersion 4.3 3120

0205/2007 11:28:am



Total Call Activity Report (Queue Call Type by
Extension Template)

Report Heading

Time in Queue

Time Ringing at Extension
Time on Hold

Time in WrapUp

Time Talking

Total Time

Extension Avgs - Time in
Queue

Extension Avgs - Time
Ringing at Extension

Extension Avgs - Time on
Hold

Extension Avgs - Time in
WrapUp

Extension Avgs - Time
Talking

Extension Avgs - Total Time

Queue Avgs - Time in Queue

Queue Avgs - Time ringing
at Extension

Queue Avgs - Time on Hold

Queue Avgs - Time in
WrapUp

Queue Avgs - Time Talking
Queue Avgs - Total Time

Daily Avgs - Time in Queue

Daily Avgs - Time Ringing at
Extension

Definition

Time that the Call spent in the Queue
Time that the Call spent Ringing on the Extension
Time that the Call spent on Hold

Time that the Agent took to wrap up the call after the call had been
completed

Time that the Agent spent talking

Sum of Time in Queue, Time Ringing at Extension, Time on Hold, Time in
WrapUp and Time Talking

Sum of Time in Queue Divided by Total Number of Calls that rang on the
Specific Extension

Sum of Time Ringing at Extension Divided by Total Number of Calls that
rang on the Specific Extension

Sum of Time in Queue Divided by Total Number of Calls that rang on the
Specific Extension

Sum of Time in WrapUp Divided by Total Number of Calls that rang on the
Specific Extension

Sum of Time Talking Divided by Total Number of Calls that rang on the
Specific Extension

Sum of Total Time Divided by Total Number of Calls that rang on the
Specific Extension

Sum of Extension Avgs - Time in Queue Divided by Total Number of Calls
that rang on the Specific Extension

Sum of Extension Avgs - Time Ringing at Extension Divided by Total
Number of Calls that rang on the Specific Extension

Sum of Extension Avgs - Time in Queue Divided by Total Number of Calls
that rang on the Specific Extension

Sum of Extension Avgs - Time in WrapUp Divided by Total Number of Call
that rang on the Specific Extension

Sum of Extension Avgs - Time Talking Divided by Total Number of Calls
that rang on the Specific Extension

Sum of Extension Avgs - Total Time Divided by Total Number of Calls that
rang on the Specific Extension

Sum of Queue Avgs - Time in Queue Divided by Total Number of Calls the
rang on the Specific Extension

Sum of Queue Avgs - Time Ringing at Extension Divided by Total Number
of Calls that rang on the Specific Extension



Sum of Queue Avgs - Time in Queue Divided by Total Number of Calls the

Daily Avgs - Time on Hold rang on the Specific Extension

Sum of Queue Avgs - Time in WrapUp Divided by Total Number of Calls

Daily Avgs - Time in WrapUp that rang on the Specific Extension

Sum of Queue Avgs - Time Talking Divided by Total Number of Calls that

Daily Avgs - Time Talking rang on the Specific Extension

Sum of Queue Avgs - Total Time Divided by Total Number of Calls that

Daily Avgs - Total Time rang on the Specific Extension

About the Queue Call Type by Extension Report

This provides a summary of the Call types an extension has
handled but does not spilt the Queue calls up into individual
Queues.

The pie chart helps identify the type of call an extension is
involved with most. For example, you can confirm an extension
is making outbound calls, which they should because they
respond to sales queries and taking a few Queue calls when
the sales Queue gets busy. Or you might see that they are
taking a lot of Queue calls and have little time to respond to
sales queries.

To create the Queue Call Type by Extension
Report:

1. Select Call Activity > Total Call Activity:



2.

3.

E IPFX Reports (Legacy) - Queue Call Type by Extension Report [Call8.rpt] E]@
File Report Options Help

H SWL += 3 @

#-[1 Agent Teams Description
-] Calls Gueue Call Listing by Extenzion by Queus Grouped by Day

Call Pullback. Report

Call Transfer Summary

Call Type by Extension Summary Bk

Callback. Activity Feport

Cradle to Grave Detail Repaort Feport Template | -

Incoming Callz Report

Dutgaing Calls Repart source Database |5YDVD|PD1 - [Current] 7

iHueve Call Tvpe by Extenzion Feport: Report Directory: |Z:\ j

Hueue Call Type by Extenzion Sumnmary

Tatal Call Activity Repart Title |Dueue Call Type by Extension Report
+-[_] DDl Reports Feriod Tod =
+-[_7 Extensions - | 205 J
+-[_] Meszage Box Dates From |24JDEHEDD? J
+-[_7 Performance
S8 Queve Groups To  |24/05/2007 =
+-[27 Queues Times Fram |DE:DD J
+-[_] Site Information
+-[27 “wildcard/Prefened Agent e |1?'3D J
+-[_] ‘Wrapup Codes Item Type | J

Queue Number | ﬂ
Extension | ﬂ

CQueue Call Listing by Extension by Queue Grouped by Day

Select Report Template > Queue Call Type by Extension
Report.

Enter the report criteria as required:

The span of days covered by the report (Today,
Last Week etc.)

Period _ _ .
Alternatively, specify the exact date range using the
Date criterion.

Dates The date range you wish to cover in the report.

Times Select hours of the day that you wish to cover in

the report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Group By Date, by Extension, by Queue etc.) Each specific




Queue Group

Queue Number

Team

Extension Number

Item or Media Type

Call Type

base report has a particular set of groupings
available.

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Narrows the scope of the report to include only
calls of a specific type:

Callback - callbacks

Incoming inbound calls to extensions or DDIs only
(not inbound to queues)

Outgoing outbound calls from extensions or DDIs
Queue inbound calls to a queue



Release Type

Caller ID

DNIS, Dialled Number,
Dialled Number In,
Dialled Number Out,
Number Dialled

Show Notes

Show WrapUpCodes

Show Off Hook

Narrows the scope of the report to include only
calls that ended with the selected release type:

Abandoned calls that were abandoned before
being answered

Callback-deleted callbacks that were deleted
(only available with certain IPFX modules)

Callback-rescheduled all Callbacks that were
rescheduled (only available with certain IPFX
modules).

Normal calls that were answered normally.

Voicemail Handled calls that were sent to and
handled by voicemail.

Narrows the scope of the report to include only
calls originating from a specific Caller ID (also
called CLI, Calling Line Identifier).

Narrows the scope of the report to include only
calls associated with the selected DNIS.

Note: DNIS (Dialled Number Inbound Service) for
inbound calls refers to the number dialled by a
customer. For outbound calls, DNIS refers the
phone number dialled out. Select whether the
report shows inbound or outbound calls with the
Call Type criterion.

Determines whether the report will show call notes
(entered by an extension after a call).

Yes include notes in the report

No do not include notes in the report

Ignore Show everything including Notes
Determines whether the report will show WrapUp
codes.

Yes Show WrapUp Codes in the report

No Do not show WrapUp Codes in the Report
Ignore Show everything including WrapUp Codes

Narrows the scope of the report to include or
exclude extensions that have gone off-hook, but
which have not made a call. NEC PABXs only.



D

Include Virtual Queues

Format Time

Yes shows only extensions that went Off hook
No does not show extensions that went Off hook
Ignore shows all extension activity whether on or
off hook.

Includes both standard and Virtual queues in the
report.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Total Call Activity Report (WrapUp Total Call
Activity Template) (Sample)

A (]
Wrapup Total Call Activity Report IP FEY
ReponCriterin: Dates between 12/02/2007 and 12,02/2007
Graup By (3 maximum) = Date,Queue
Queue Number = 2990
Extension = 953,2957,2561
call Type = (ueue
Show WraounCodes = g5
Sat  Quewe  Edension Media  Cal Dialled Nurber — Dialled Nurnber  Calling Line Caller Grawp  Timeln Time Time Time Time Tolal Relea
Time  MNomber Mumber  Type Tipe Ot h Idertification Detailz Court Quews/ Ringingst  Talking  OnHold  In'rapup Handle se
OffHaok  Exdension Time Type
Monday, 12 February 2007
2990 Dema Oueue
15029 2980 2861 Cal CQueue 2978 Jo Blimey oo0e04  O0OCO0  O0:OC00  OOOOOO O0:00:00  OOD:O4 Q
130112 2980 28961 Cal Cueue 2962 Bk Freedom 0o0o10  O0OC00  O0:OC00  OOOONOO 000000 OmODAD @
131609 2980 28%1 Gl e (196E5E655 0o0c09  O0O000  O0:OC00  OOOOOO O0:00:00  OmODDOS Q
142510 2980 2861 Cal Qe 2961 (95355555 000030 000005 00:0C:S1  ODOO:OO  OOOCeS4 000220 MW
Wranup Codes: 11 TV Advert
14275 2990 2561 Cal Cueue (33194009 oooeol oo:0o0s  00:0C:03 000000 OOtOCROS OC:O0MF MW
Wranup Codes: 12 Raclio Advert
142637 2900 261 Cal Cueue (196EG36EE 0o0z00  oo:0o02 000012 00000 OOOCC20 OO0 MW
Wrapup Codes: 13 Existing Customer
142946 2990 2561 Cal Cueue (2745445999 oooeol ooOo 000043 00O OOOOOME 0012 M
Wragun Codes: 13 Existing Custamer
143047 2900 261 Cal Cueue (148855556 oooool o0:0003  00:0C:09  ODOO:AS  OOOOCRO4  OC:OTA0 M
Wranup Codes: 12 Raclio Advert
143312 2990 2561 Gl Cueue (35655955 001 1 11 1 11
1463414 2990 2961 Cal Qe (135663666 oooeol ooOoOt o 000016 0DOOOO  OOOCRE O0OTES MW
Wrapup Codes: 12 Raclio Advert
143708 2990 2961 Cal Cueue B3579677 oooeol oo0o02 000028 00023 OOOMMME 000212 MW
Wrapup Codes: 12 Raclio Advert
14390 2990 261 Cal Qe 2961 n2402rr7 000020 O0:0C:04  00:0C:34  O0.OOOF  OOROCROE OC:OTAT M
Wrapup Codes: 11 TV Advert
15323 200 288 Gl Cueue 297 Jokn Bk oooeol  oo0o02 o 00:00:08  OO.OO:OO  OCROCROO  OC:OO1 M
(ueue Averages: 13 000:00:06 000:00:02 000:00:29 0 00:00:24 000:00:28 0 00:01:16
Gueue Totals: 13 0000120 000:00:25 000:04:24 0 00:01:34 000:03:43 0 00:11:26
Date Averages: 13 000:00:06 000:00:02 000:00:2% 000:00:24 000:00:28 0 00:01:16
Date Tatals: 13 000:01:20 000:00:25 000:04:24 0 00:01:34 000:03:43  000:11:26
AVERAGES: 13 000:00:06 000:00:02 000:00:29 0 00:00:24 000:00:28 0 00:01:16
TOTALS: 13 000:01:20 000:00:25 000:04:24 0000134 000:03:43  000:11:26

NOTE; - CateTie felds am iv the fomat ey Fourmiute sec  fhe day feld, i present, mpmsents a pernd of 24 fuurs)
- Al Tab Tine averages am catoulated wsing answeed cally only
- Calls with a Release Type of Vnice Mail Handled am answermd calls where the fral destination was o @ person. e.g. calls answered by an Auto Altendant, calls sent do an Extensiung Voivenall
- fkasy Tipes am as fulows; NERbmial Answered, V=liice Mail andled, Q=Abandoned, C-RCall Beck Rescheculed, C-0RCall Bacl Ceieded

Page 1of 1 Callfew mpt - Mersion 43,1130
10042007 03:22: pm.



Total Call Activity Report (WrapUp Total Call
Activity Template)

Report Heading

Start Time
Queue Number

Extension Number
Media Type

Call Type
Dialled Number Out

Dialled Number In

Definition

Time the Call started
Number of the Queue
Extension receiving the Call

Type of media handled by the system: Call, Email, Fax, Text Chat
(TC) or Callback (VM).

Call, Email, Fax, Text Chat (TC) or Callback (VM)
Number dialled from extension

Number dialled from outside line

Calling Line Identification (CLID) Telephone number of the calling party

Caller Details

Group Count

Time in Queue/Offhook
Time Ringing at Extension
Time Talking

Time on Hold

Time in WrapUp

Total Handle Time
Release Type

Daily Total - Count

Daily Total - Time in
Queue/Offhook Avg

Daily Total - Time Ringing at
Extension Avg

Daily Total - Time Talking Avg
Grand Total - Count

Grand Total - Time in
Queue/Offhook Avg

Grand Total - Time Ringing at
Extension Avg

Grand Total - Time Talking Avg

Database information for caller

Sum of Calls for Group

Time the Call was in queue / Time the phone was offhook
Time the Call spent ringing on the Extension

Time Spent talking on the Call

Time the Call spent on Hold

Time spent Wrapping Up the Call

Total time spent handling the Call

Count of the Calls on the Specified Day

Sum of Time in Queue/Offhook Divided by Daily Total - Count

Sum of Time Ringing at Extension Divided by Daily Total - Count

Sum of Time Talking Divided by Daily Total - Count
Sum of Daily Total - Count for the Report

Sum of Time in Queue/Offhook for all the Days in the Report
Divided by Grand Total - Count

Sum of Time Ringing at Extension for all the Days in the Report
Divided by Grand Total - Count

Sum of Time Talking for all the Days in the Report Divided by
Grand Total - Count



About the Total Call Activity Report (WrapUp Total Call
Activity Template)

This report gives a detailed breakdown of WrapUp codes in the
Total Call Activity Report format.

WrapUp codes are used to identify calls to a particular Queue
or extension and find out what type of calls are being taken -
see Wrapup Code Reports for further information.

The report offers information on all forms of media (calls, email,
faxes, callbacks, etc.) that are handled by the system; the date
and time of the call; who answered or made the call and the
relevant call data; talk times, ring times, queue times; if the call
was handled by voicemail, abandoned or answered; the Total
Handle Time of the call; along with the Wrapup Code enter and
if applicable the relevant notes entered by an extension.

To create the Total Call Activity Report (WrapUp
Total Call Activity Template):

1. Select Call Activity > Total Call Activity.
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File Report Options Help

L = 2 E @

-1 Agent Performance
=1 Call Activity
" Call Pulback Repart
*| Call Pullback Summary
*| Call Transfer Report
*| Call Type by Extension Summary
*| Diirect Dial Interval Report
*| Diirect Dial Summary
*| Tokal Call Activity
+-[.] Meszage Box
= (23 Presence Information
" Agent Presence Repaort
" Presence Report
-] Queue Perfomance
-] Site Information
-] Wildcard / Preferred Agents
w121 Wrapup Codes

A Call by Call Lizting Grouped by Day

— Dezcription

& Call by Call Listing Grouped by Day

— Criteria

Report Template

Source Database
Repart Directony;

Repart Title

Period

Dates

Times

Group By [3 maximum]
Hueue Group

Hueue Murnber

Team

Estenzion Murnber
tedia Type

Call Tupe

Releaze Tupe

Caller 1D

Murnber Dialled In
Murnber Dialled Dt
Show Motes

Show wrapupCodes
Show OFF Hook,
Include Vitual Quewes

Faormat Time [hh:mm; g

From
To
From

To

I'w'rapup Total Call Activity Report.

I[Eunent]
[2:4

k|« |«

I'w'rapup Total Call Activity Beport

ILast Mianth ;I
|01/0472007 E
|30/0472007 E
|08:00 E
[17:30 E
IDale,E!ueue A
| B
|2500 E
| B
o Ei
|l E
IE!ueue A
INu:urmaI A

ez { No % Ignore
& ez { No  Ignore
ez {7 No % Ignore
ez {7 No % Ignore
ez {7 No % Ignore

A

2. Select Report Template > WrapUp Total Call Activity

Report.




3. Enter the following criteria as required:

Period

Dates

Times

Group By

Queue Group

Queue Number

Team

Extension Number

Item or Media Type

The span of days covered by the report (Today,
Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in
the report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each

number with a comma (,). Do not include spaces in
the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-



Call Type

Release Type

Caller ID

DNIS, Dialled Number,
Dialled Number In,
Dialled Number Out,
Number Dialled

Show Notes

mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Narrows the scope of the report to include only
calls of a specific type:

Callback - callbacks

Incoming inbound calls to extensions or DDIs only
(not inbound to queues)

Outgoing outbound calls from extensions or DDIs
Queue inbound calls to a queue

Narrows the scope of the report to include only
calls that ended with the selected release type:

Abandoned calls that were abandoned before
being answered

Callback-deleted callbacks that were deleted
(only available with certain IPFX modules)

Callback-rescheduled all Callbacks that were
rescheduled (only available with certain IPFX
modules).

Normal calls that were answered normally.

Voicemail Handled calls that were sent to and
handled by voicemail.

Narrows the scope of the report to include only
calls originating from a specific Caller ID (also
called CLI, Calling Line Identifier).

Narrows the scope of the report to include only
calls associated with the selected DNIS.

Note: DNIS (Dialled Number Inbound Service) for
inbound calls refers to the number dialled by a
customer. For outbound calls, DNIS refers the
phone number dialled out. Select whether the
report shows inbound or outbound calls with the
Call Type criterion.

Determines whether the report will show call notes
(entered by an extension after a call).

Yes include notes in the report

No do not include notes in the report



Show WrapUpCodes

Show Off Hook

D

Include Virtual Queues

Format Time

Ignore Show everything including Notes

Determines whether the report will show WrapUp
codes.

Yes Show WrapUp Codes in the report
No Do not show WrapUp Codes in the Report
Ignore Show everything including WrapUp Codes

Narrows the scope of the report to include or
exclude extensions that have gone off-hook, but
which have not made a call. NEC PABXs only.

Yes shows only extensions that went Off hook
No does not show extensions that went Off hook
Ignore shows all extension activity whether on or
off hook.

Includes both standard and Virtual queues in the
report.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Total Call Activity Report (Callback Activity
Report Template) (Sample)

0%
ReponCrilel‘ia: Dates between 28/03/2007 and 28/03,2007
Queue Number = 2908
Extension Mumber = 2314
Media Type = (allback
St GQueue Extension Meda  Cal Dialled Number — Dialled Number  Calling Line Caller Growp  Timeh Time Time Time Time Total  Release
Time Hurrber  Number — Type Tipe Ot h Idertification Details Court  Queuef Ringingat Talking  OnHold  InWrapup Hande Type
DffHook - Extension Time
Wednesday, 28 March 2007
154501 2909 2914 Callback  Calkack (95556666 Abacus Lt 00052 0002 000048 00.00:00 00031 000213 N
155555 2909 2914 Callback  Calkack (48585666 Hree Makeup Ltd 00028 0ooc02 00001 000000 000006 00.00:48 C-R
160001 2909 2914 Callback  Calkoack (38596666 Mot-a-teal-company Ld O00B54  00.00:05  0C:00:09 000000 000156 00.09.04 N
164243 2909 2914 Callback  Calkack (93194000 Imadgine Ltd Oo:45  00:00:05 000009 00.0000 000000 00.01:59 C-R
164501 2909 2914 Callback  Calkack (98365366 00000 OO:00:04 000042 00.0000 000000 00.00:16 C-R
165001 2909 2914 Callback  Calkack (35596565 Wiy Mame: Ltd 00000 00003 000018 00.0000 000000 00.00:27 €D
Date Averages: 6 000:01:40 000:00:05 000:00:21 000:00:00 000:00:51 0 00:02:57
Date Totals: 6 0004000 000:00:27 000:01:47 000:00:00 0000233 0004447
AVERAGES: 6 000:01:40 000:00:05 000:00:21 000:00:00 000:00:51 0 00:02:57
TOTALS: 6 0004000 000:00:27 000:01:47 000:00:00 0000233 0004447

NOTE: - ChteTine fiekis & in the format day Fourminete sec  Hhe day feld, i present, mpresents 2 pedod of 24 uurs)
- Al Tab Tine averages are oaloulted wsing answered calls unly
- Calls with a Release Tipe of Woioe Mail Harded are answered calls where the final destination was rot @ person. e.q. cally answerd by an dudo dttendant, calls sent fo an Edensioas Voienail
- fkasy Types arm as follws, NENbmal Answered, 1'=lfoie Ml Hlndked, (=Abanduned, C-R=Call Back Resoheduted, C-CRGA Bank Chleted

Page 1of 1 CallfMew mt - ‘ersion 433120
DE0A007 1154 am,



Total Call Activity Report (Callback Activity

Template)

Report Heading

Start Time
Queue Number
Extension Number

Media Type
Call Type

Dialled Number Out

Dialled Number In

Definition

Time the Call started

Number of the Queue

Extension receiving the Call

Call, Email, Fax, Text Chat (TC) or Callback (VM)

Call Types refer to the type of call made or received at an
extension. IPFX reports on the following Call Types: Incoming,
Outgoing, Queue, Callback.

Number dialled from extension

Number dialled from outside line

Calling Line Identification (CLID) Telephone number of the calling party

Caller Details

Group Count

Time in Queue/Offhook
Time Ringing at Extension
Time Talking

Time on Hold

Time in WrapUp

Total Handle Time
Release Type

Daily Total - Count

Daily Total - Time in
Queue/Offhook Avg

Daily Total - Time Ringing at
Extension Avg

Daily Total - Time Talking Avg
Grand Total - Count

Grand Total - Time in
Queue/Offhook Avg

Grand Total - Time Ringing at
Extension Avg

Grand Total - Time Talking Avg

Database information for caller

Sum of Calls for Group

Time the Call was in queue / Time the phone was offhook
Time the Call spent ringing on the Extension

Time Spent talking on the Call

Time the Call spent on Hold

Time spent Wrapping Up the Call

Total time spent handling the Call

N=Normal Answered, V=Voice Mail Handled, Q=Abandoned, C-
R=Call Back Rescheduled, C-D=Call Back Deleted

Count of the Calls on the Specified Day

Sum of Time in Queue/Offhook Divided by Daily Total - Count

Sum of Time Ringing at Extension Divided by Daily Total - Count

Sum of Time Talking Divided by Daily Total - Count
Sum of Daily Total - Count for the Report

Sum of Time in Queue/Offhook for all the Days in the Report
Divided by Grand Total - Count

Sum of Time Ringing at Extension for all the Days in the Report
Divided by Grand Total - Count

Sum of Time Talking for all the Days in the Report Divided by
Grand Total - Count



About the Total Call Activity Report (Callback Activity
Template)

This report gives a detailed breakdown of Callback activity.
Callback message numbers that were saved, deleted,
rescheduled and returned or accepted are detailed. The report
also shows the agent and how long the call queued for. Various
grouping options are available.

CALLBACK: A caller in a Queue can be given the option of
being called back by an Agent. The caller retains their place in
the Queue, but finishes the call after leaving contact details.

To create the Total Call Activity Report (Callback
Activity Template):
1. Select Call Activity > Total Call Activity.



"] IPFX Reports (Legacy) - Callback Activity Report [Call3.rpt] M=)
File Report Options Help

H gL += 23F @

-0 Agent Teams Description
--E3 "S Lizt of Callbacks Grouped by Diay
Call Pullback Repart
Call Transfer Summary
.I:aII Type by lEf-:tension S.ummar_l,l Bk
iCallback Activity Report;
Cradle to Grave Detail Report Feport Template | -
Incoming Callz Report
Dutgaing Calls Repart source Database |5YDVD|PD1 - [Current] 7
Queue Call Tupe by Extenzion Feport Fisport Diirectony: |Z:\ A
Hueue Call Tope by Extenzion Surmnmary
Total Call Activity Repart Title |Callback &ctivity Repart
+-[_1 DDI Reports ]
+-[_7] Extensions = |La$t Haplh b
+-[_] Meszage Box Dates From |D‘l 0472007 J
+-[_7 Performance
S8 Queve Groups To  |30/04/2007 =]
+-[27 Queues Times Fram |DE:DD J
+-[_] Site Information
+-[27 “wildcard/Prefened Agent e |1?'3D J
+-[_] ‘Wrapup Codes Item Type | J
Queue Number | ﬂ
Extension | ﬂ

List of Callbacks Grouped by Day

2. Select Report Template > Callback Activity Report .

3. Enter the following report criteria as required:

The span of days covered by the report (Today,
Last Week etc.)

Period _ _ .
Alternatively, specify the exact date range using the
Date criterion.

Dates The date range you wish to cover in the report.

Times Select hours of the day that you wish to cover in

the report.

Causes the report to display information grouped
accorded to the selected criteria (for example by

Group By Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.



Queue Group

Queue Number

Team

Extension Number

Item or Media Type

Call Type

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Narrows the scope of the report to include only
calls of a specific type:
Callback - callbacks

Incoming inbound calls to extensions or DDIs only
(not inbound to queues)

Outgoing outbound calls from extensions or DDIs
Queue inbound calls to a queue

Narrows the scope of the report to include only



Release Type

Caller ID

DNIS, Dialled Number,
Dialled Number In,
Dialled Number Out,
Number Dialled

Show Notes

Show WrapUpCodes

Show Off Hook

calls that ended with the selected release type:

Abandoned calls that were abandoned before
being answered

Callback-deleted callbacks that were deleted
(only available with certain IPFX modules)

Callback-rescheduled all Callbacks that were
rescheduled (only available with certain IPFX
modules).

Normal calls that were answered normally.
Voicemail Handled calls that were sent to and
handled by voicemail.

Narrows the scope of the report to include only
calls originating from a specific Caller ID (also
called CLI, Calling Line Identifier).

Narrows the scope of the report to include only
calls associated with the selected DNIS.

Note: DNIS (Dialled Number Inbound Service) for
inbound calls refers to the number dialled by a
customer. For outbound calls, DNIS refers the
phone number dialled out. Select whether the
report shows inbound or outbound calls with the
Call Type criterion.

Determines whether the report will show call notes
(entered by an extension after a call).

Yes include notes in the report

No do not include notes in the report

Ignore Show everything including Notes
Determines whether the report will show WrapUp
codes.

Yes Show WrapUp Codes in the report

No Do not show WrapUp Codes in the Report
Ignore Show everything including WrapUp Codes

Narrows the scope of the report to include or
exclude extensions that have gone off-hook, but
which have not made a call. NEC PABXs only.

Yes shows only extensions that went Off hook



D

Include Virtual Queues

Format Time

No does not show extensions that went Off hook

Ignore shows all extension activity whether on or
off hook.

Includes both standard and Virtual queues in the
report.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Total Call Activity Report (Queue Call Type by
Extension Summary Template) (Sample)



Queue Call Type by Extension Summary

Report Criteria:  Group By (3 maxifm)
Extension Nuther

Tipe fuewe f Extenzion

2910 Sally Martin

Extn 2910 Sally Martin
Queve 2990 Customer Service Queue

Extension Averages:
Extension Totals:

2914 Melleen Cubin

Extn 2914 Melleen Cubin

Queve 2909 Canzuting Gueue
Queve 2990 Customer Service Queue
Queve 2900 Operatar Queue

Extension Averages:
Extension Totals:

2919 Samuel Birkley

Extn 2919 Samugl Birkley
Queve 2990 Customer Service Queue
Queve 2900 Operstor Queue

Extension Averages:
Extension Totals:

2953 Miaola Jay

Extn 2953 Miaola Jay
Queve 2990 Customer Service Queue
Queve 2900 Operstor Queue

Extension Averages:
Extension Totals:

2954 Lyana Veto

Extn 2954 Lyana Yeto
Queve 2900 Operstor Queue

Extension Averages:
Extension Totals:

2957 Spare Phone

Extn 2957 Spare Phane

Queve 2900 Operstor Queue

Queve 2990 Customer Service Queue
Extension Averages:

Extension Totals:

AVERAGES:

TOTALS:

NOTE:

Page 1of 1
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Ineaming Incoming
Talki Time Talk Time
Tatal  Minirnum

08:31:03 000000
000000 000000
(574 I
09:31:03 00:00:00

0%:07:00 000000
000000 000000
000000 000000
000000 000000
D0:01:43 NiA
09:07:00 00:00:00

052546 000000
000000 000000
000000 000000
MA23T MR
05:25:46 00:00:00

00743 000000
000000 000000
000000 000000
D0:02:43 NiA
A0:07:43 00:00:00

07:2:201 000000
000000 000000
00:02:46 HiA
O0T::20 00:00:00

[0:1:34 000000
000000 000000
000000 000000
Hoa0:20  NA
00:11:54 00:00:00

(574 L
174816 00:00:00

Incaming  Incoming
Talk Tirne - Talk Time
Wasimum  fuerage

00223 o002t
00:00:00 00:00:00

WA 00:02:11
00:M23 MA

(044 000H:43
(00000 00:00:00
000000 00:00:00
000000 00:00:00

WA 00:01:43
01:03:4 WA

002947 000237
00:00:00 00:00:00
00:00:00 00:00:00

WA 00:02:37
002047 MiA

010541 000243
00:00:00 00:00:00
00:00:00 00:00:00

WA 00:02:43
01:05:4 NIt

004247 000248
00:00:00 00:00:00

WA 00:02:46
004217 MR

000406 00:00:20
00:00:00 00:00:00
00:00:00 00:00:00

WA 00:00:20
00:0406 M

WA 00:00:20
01:05:4 NIt

- Chte Tie fekds am i dhe umad - day rourinivute sec e day fleld, ¥ present, rpresents 8 perud of 24 urs)

Outguing  Outgaing
Call Talk Time
Court — Total

183 05473

0 00:00:00
163 00:02:08
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B24 14:4014
0 00:00:00
0 00:00:00
0 00:00:00

624 00:01:25

24 144014

3/ 02813
0 00:00:00
0 00:00:00

168 00:01:42

168 10:28:13

/AT
0 00:00:00
0 00:00:00

185 00:02:23

185 151713

BT M:35S

0 00:00:00
607 00:02:32
607 01:35:57

139 003614
0 00:00:00
0 00:00:00

139 00:00:24

139 00:56:14

381 00:01:55
1206 00:45:26

(utgaing Outgoing Outgoing
Talk Time Talk Time Talk Time
Wiriraur Maximum — Buerage
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2 00008
3 00:00:50
3 00:0229

LRI
22 001146
2 00044
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0 000000
32 000745
PRI
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B 00043
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i
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IP F)

Busue
Talk Time
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000223 HiA

000008
o0og14
000137 ooona2
000005 000001

A 00:00:H
00:08:14 HiA
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o003

000000
000056 oooo2y
000000 00:00.00

WA 00:00:22
00:00:56 HiA

00000

000000
000218 000014
000002 000001

A 00:00:43
00218 HiA

00000

000022 00002
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Total Call Activity Report (Queue Call Type by
Extension Summary Template)

Report Heading

Queue/Extn - Incoming Call
Count

Queue/Extn - Incoming Total
Queue/Extn - Incoming Min

Queue/Extn - Incoming Max
Queue/Extn - Incoming Avg

Queue/Extn - Outgoing Call
Count

Queue/Extn - Outgoing Total
Queue/Extn - Outgoing Min
Queue/Extn - Outgoing Max

Queue/Extn - Outgoing Avg

Queue/Extn - Queue Call Count

Queue/Extn - Queue Total
Queue/Extn - Queue Min
Queue/Extn - Queue Max
Queue/Extn - Queue Avg

Extensions Totals - Incoming
Call Count

Extensions Totals - Incoming
Total

Extensions Totals - Incoming
Min
Extensions Totals - Incoming
Max

Extensions Totals - Incoming
Avg

Extensions Totals - Outgoing
Call Count

Extensions Totals - Outgoing
Total

Extensions Totals - Outgoing

Definition

Total Incoming Calls Answered on the particular Queue/Extn

Total Time spent on Incoming Calls on the particular Queue/Extn
Min Time spent on an Incoming Calls on the particular Queue/Extn
Max Time spent on an Incoming Calls on the particular Queue/Extn

Queue/Extn - Incoming Total Divided by Queue/Extn - Incoming Call
Count

Total Outgoing Calls Answered on the particular Queue/Extn

Total Time spent on Outgoing Calls on the particular Queue/Extn
Min Time spent on an Outgoing Calls on the particular Queue/Extn
Max Time spent on an Outgoing Calls on the particular Queue/Extn

Queue/Extn - Outgoing Total Divided by Queue/Extn - Outgoing Call
Count

Total Queue Calls Answered on the particular Queue/Extn

Total Time spent on Queue Calls on the particular Queue/Extn
Min Time spent on an Queue Calls on the particular Queue/Extn
Max Time spent on an Queue Calls on the particular Queue/Extn

Queue/Extn - Queue Total Divided by Queue/Extn - Queue Call Coun

Sum of Queue/Extn - Incoming Call Count for the particular Extensior

Sum of Queue/Extn - Incoming Total for the particular Extension

Min from Queue/Extn - Incoming Min for the particular Extension

Max from Queue/Extn - Incoming Max for the particular Extension

Extensions Totals - Incoming Total Divided by Extensions Totals -
Incoming Call Count

Sum of Queue/Extn - Outgoing Call Count for the particular Extensior

Sum of Queue/Extn - Outgoing Total for the particular Extension

Min from Queue/Extn - Outgoing Min for the particular Extension



Min

Extensions Totals - Outgoing
Max

Extensions Totals - Outgoing
Avg

Extensions Totals - Queue Call
Count

Extensions Totals - Queue Total
Extensions Totals - Queue Min

Extensions Totals - Queue Max
Extensions Totals - Queue Avg

Team Totals - Incoming Call
Count

Team Totals - Incoming Total
Team Totals - Incoming Min

Team Totals - Incoming Max
Team Totals - Incoming Avg

Team Totals - Outgoing Call
Count

Team Totals - Outgoing Total
Team Totals - Outgoing Min

Team Totals - Outgoing Max
Team Totals - Outgoing Avg

Team Totals - Queue Call Count
Team Totals - Queue Total
Team Totals - Queue Min

Team Totals - Queue Max

Team Totals - Queue Avg

Grand Total - Incoming Call
Count

Grand Total - Incoming Total
Grand Total - Incoming Min

Grand Total - Incoming Max

Grand Total - Incoming Avg

Max from Queue/Extn - Outgoing Max for the particular Extension

Extensions Totals - Outgoing Total Divided by Extensions Totals -
Outgoing Call Count

Sum of Queue/Extn - Queue Call Count for the particular Extension

Sum of Queue/Extn - Queue Total for the particular Extension
Min from Queue/Extn - Queue Min for the particular Extension
Max from Queue/Extn - Queue Max for the particular Extension

Extensions Totals - Queue Total Divided by Extensions Totals - Queut
Call Count

Sum of Extensions Totals - Incoming Call Count for the particular
Team

Sum of Extensions Totals - Incoming Total for the particular Team
Min from Extensions Totals - Incoming Min for the particular Team
Max from Extensions Totals - Incoming Max for the particular Team

Team Totals - Incoming Total Divided by Team Totals - Incoming Call
Count

Sum of Extensions Totals - Outgoing Call Count for the particular
Team

Sum of Extensions Totals - Outgoing Total for the particular Team
Min from Extensions Totals - Outgoing Min for the particular Team
Max from Extensions Totals - Outgoing Max for the particular Team

Team Totals - Outgoing Total Divided by Team Totals - Outgoing Call
Count

Sum of Extensions Totals - Queue Call Count for the particular Team
Sum of Extensions Totals - Queue Total for the particular Team

Min from Extensions Totals - Queue Min for the particular Team

Max from Extensions Totals - Queue Max for the particular Team

Team Totals - Queue Total Divided by Team Totals - Queue Call Cour
Sum of Team Totals - Incoming Call Count

Sum of Team Totals - Incoming Total
Min from Team Totals - Incoming Min
Max from Team Totals - Incoming Max

Grand Total - Incoming Total Divided by Grand Total - Incoming Call
Count



Grand Total - Outgoing Call Sum of Team Totals - Outgoing Call Count

Count

Grand Total - Outgoing Total Sum of Team Totals - Outgoing Total
Grand Total - Outgoing Min Min from Team Totals - Outgoing Min
Grand Total - Outgoing Max Max from Team Totals - Outgoing Max

Grand Total - Outgoing Total Divided by Grand Total - Outgoing Call

Grand Total - Outgoing Avg Count

Grand Total - Queue Call Count Sum of Team Totals - Queue Call Count

Grand Total - Queue Total Sum of Team Totals - Queue Total

Grand Total - Queue Min Min from Team Totals - Queue Min

Grand Total - Queue Max Max from Team Totals - Queue Max

Grand Total - Queue Avg Grand Total - Queue Total Divided by Grand Total - Queue Call Count

About the Total Call Activity (Queue Call Type by Extension
Summary Template)

This report gives a detailed breakdown of the kind of calls the
extension is handling. Outbound calls, Queue calls and
Personal Queue calls are detailed in this report.

The report divides Queue call data into individual Queues. Data
is displayed on multiple agents in multiple queues, showing
details about how many calls were received and/or made, and
minimum, average and maximum talk times.

To create the Total Call Activity Report (Queue
Call Type by Extension Summary Template):

1. Select Call Activity > Total Call Activity:



E IPFX Reports (Legacy) - Queue Call Type by Extension Report [Call8.rpt]

=%

File Report Options Help
dad +=2Ee

-1 Agent Teams

=[] Callz
Call Pullback. Report
Call Transfer Summary
Call Type by Extension Summary
Callback. Activity Feport
Cradle to Grave Detail Report
Incoming Callz Report
Outgoing Call: Report
iJueue Call Tupe by Extension Report:
Hueue Call Type by Extenzion Sumnmary

Dezcription

Criteria

Feport Template

Saource Databaze

Repart Directon:

Tatal Call Activity Report Title
+-[_] DDl Reports Feriod
+-[_7 Extensions -
+-[_] Meszage Box Dates From
+-[_7 Performance T
+-[1 (Queue Groups 5
+-[27 Queues Times Fram
+-[_] Site Information T
+-[27 “wildcard/Prefened Agent 2
+-[_] ‘Wrapup Codes Item Type

Queue Number

Extension

CQueue Call Listing by Extension by Queue Grouped by Day

Gueue Call Listing by Extenzion by Queus Grouped by Day

|3YDYOIPOT - [Current)
|z

b o] |«

|Dueue Call Type by Extension Repart
|Today
|24/05:/2007
|24405/2007
|08:00
[17:30

|

|

|

T N I T T K

2. Select Report Template > Queue Call Type by Extension

Report.

3. Enter the following report criteria as required:

The span of days covered by the report (Today, Last Week etc.)

Period Alternatively, specify the exact date range using the Date criterion.

Dates The date range you wish to cover in the report.

Times Select hours of the day that you wish to cover in the report.
Causes the report to display information grouped accorded to the

Group By selected criteria (for example by Date, by Extension, by Queue

Queue Group

etc.) Each specific base report has a particular set of groupings
available.

Narrows the scope of the report to a specific Queue Group.

Narrows the scope of the report to include only the selected
Queue Number(s). Select the Queue Number(s) that you wish to



Queue Number

Team

Extension Number

Item or Media Type

Call Type

Release Type

Caller ID

include in the report from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number with a comma
(,)- Do not include spaces in the list.

Narrow the scope of the report to the include only the selected
Team.

Narrows the scope of the report to include only certain
Extensions. Select the Extension that you wish to include in the
report from the drop-down menu or enter the Extension number(s)
with your keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each number with a
comma (,). Do not include spaces in the list.

Narrow the scope of the report to include only the selected
incoming queue media.

Depending on the IPFX Modules you have purchased you may be
able to include Calls, E-mails, Faxes, Text Chats and Callbacks in
the report.

Select from one of: CALL, EMAIL, FAX, TC, VM-CALLBACK.

Narrows the scope of the report to include only calls of a specific
type:
Callback - callbacks

Incoming inbound calls to extensions or DDIs only (not inbound
to queues)

Outgoing outbound calls from extensions or DDIs
Queue inbound calls to a queue

Narrows the scope of the report to include only calls that ended
with the selected release type:

Abandoned calls that were abandoned before being answered

Callback-deleted callbacks that were deleted (only available with
certain IPFX modules)

Callback-rescheduled all Callbacks that were rescheduled (only
available with certain IPFX modules).

Normal calls that were answered normally.

Voicemail Handled calls that were sent to and handled by
voicemail.

Narrows the scope of the report to include only calls originating
from a specific Caller ID (also called CLI, Calling Line Identifier).

Narrows the scope of the report to include only calls associated
with the selected DNIS.

DNIS, Dialled Number, Dialled Note: DNIS (Dialled Number Inbound Service) for inbound calls

Number In, Dialled Number
Out, Number Dialled

refers to the number dialled by a customer. For outbound calls,
DNIS refers the phone number dialled out. Select whether the
report shows inbound or outbound calls with the Call Type
criterion.

Determines whether the report will show call notes (entered by an
extension after a call).



Show Notes

Show WrapUpCodes

Show Off Hook

Include Virtual Queues

Format Time

Yes include notes in the report
No do not include notes in the report
Ignore Show everything including Notes

Determines whether the report will show WrapUp codes.
Yes Show WrapUp Codes in the report

No Do not show WrapUp Codes in the Report

Ignore Show everything including WrapUp Codes

Narrows the scope of the report to include or exclude extensions
that have gone off-hook, but which have not made a call. NEC
PABXs only.

Yes shows only extensions that went Off hook
No does not show extensions that went Off hook
Ignore shows all extension activity whether on or off hook.

Includes both standard and Virtual queues in the report.

Changes the way that time is displayed in the report:
Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Message Box Reports

This category comprises the following base reports with
templates noted accordingly:

m Total Message Box Report
= Message Box Summary

Message Boxes are used to play messages to callers when
calling into an organisation's Auto Attendant or between Music
on Hold while waiting in a Queue.

These reports provide data on how often each message is
played and what options callers select while in the Auto
Attendant. This information can help streamline calls and
monitor response levels.



Total Message Box Report (Sample)



Total Message Box Report

Repon Criteria: Dates between 19/02/2007 and 13/02,/2007
Group By (3 maximum) = Date,Message Box
Message Eox Number = DayMenu, NiteMenu
Start Message Box Hey Action Action
Tirne Preszed Taken Walue

Monday, 19 February 2007
DAYMENU

08:41:20  DAYMENU 1 StafthMenu

09:04:03  DAYMENU 1 Stafthenu

09:25:42  DAYMENU £ Dial 2955
09:29:45  DAYMENU £ Dial 2955
09:33:00  DAYMENU 5 MzoBox 2
093358 DAYMENU 5 MzgBox 2
09:33:39  DAYMENU 1 Staffhenu

101226 DAYMENU 4 MzgBox 1
10:36:10  DAYMENU 1 StafthMenu

10:46:34  DAYMENU ] Operatar

10:86:01  DAYMENU Hangup

105754 DAYMENU 2 Extn 2
115244 DAYMENU 1 Stafthenu

11:53:47  DAYMENU Hangup

123707 DAYMENU 2 Extn 2
1256:07  DAYMENU 2 Extn 2
1321:35  DAYMENU 4 MzgBox 1
134411 DAYMENU 1 StaftMenu

134453 DAYMENU 1 StafthMenu

14:06:19  DAYMENU 4 MzgBox 1

144415 DAYMENU - Operatar

145501 DAYMENU 1 Staffhdenu

1456:02  DAYMENL = Lial 2935
14:55:55  DAYMENU ] Operatar

145509  DAYMENU = Lial 2955
15:31:31  DAYMENU Hangup

16:51:08  DAYMENU - Operatar

170042 DAYMENU 2 Extn 2
Message Box Averages:

Message Box Totals:

HITEMEHU

091237 MITEMENU 1 Staffhdenu

Message Box Averages:

Message Box Totals:

Date Averages:

Date Totals:

AVERAGES:

TOTALS:

NOTE: - Clabe Tie el are iv the fomat  day foorminate sec  Fhe day feld, 7 present, mpmsents a perod off 24 howrs)
Fage 1 of 1

Court

28
28

13
2

2
2

IP

End
Tirne

05:41:32
03:04:24
09:26:02
03:29:45
09:3317
03:34:M
03:33:46
101234
10:36:21
104704
10:56:07
10:58:00
1:52:54
11:54:09
123713
12:36:10
1321:44
134414
134454
14:068:22
14:44:53
14:531
14:568:21
14:56:23
14:58:13
133153
16:51:46
17:00:4a

031248

Fe

Ouration

0ooam1z
000:00:24
0000020
0000003
nooax1?
0000003
0000007
0000003
000:00:11
0 00:00:30
0 00:00:06
0000006
00o0am10
000022
0000003
0000003
0000014
0000003
000:00:M
0000003
0 00:00:33
00o0ax10
000019
0000023
0000004
0000002
0 00:00:33
0000008

0 00:05:53
0 00:05:53

000:00:11

0 00:00:11
0 00:00:11

0 00:03:02
0 00:06:04

0 00:03:02
0 00:06:04

btz B 1 M pt - Mersion 433120

1304

f2007 02:05: p.m.



Total Message Box Report

Report Heading Definition
Start Time Time the Call started
Message Box Message Box activated
Key Pressed Keypad number/symbol input by caller
Action Taken Action taken after user input
Action Value ID assigned to the action type
Count Number of occurrences for all Calls
End Time Time the Call ended
Duration Total Call duration

About the Total Message Box Report
This report gives a detailed breakdown of Message Box activity.

The report lists information on all calls that access the Auto
Attendant\Message Box system, including the date and time,
options callers selected and destinations they were delivered
to. Data can be grouped in the report.

To create the Total Message Box Report
1. Select Message Box > Message Box report:



"] IPFX Reports - Message Box Report [MsgBox1New.rpt] M= x|

File Report Options Help
i G (=

°

+-[_] Agent Performance
[ Call ctivity
=17 Message Box
i Mezzage Box Report
i Mezzage Box Summary
=-[27 Presence Information
i Agent Prezence Report
" Presence Report
-] Queue Perfomance
+-[] Site Information
-] Wildcard / Preferred Agents
-] ‘Wrapup Codes

Mezzage Box information

Description
Mezzage Box information

Criteria

Report Template |Tc:ta| Mezzage Box Report (default). j

Source Database |[Eunent] j

Repart Directony; |ZZ"-. J

Repart Title |Tc:ta| Mezzage Box Report

Period |Last Month B2

Dates From |01/04/2007 E
To  [30/04/2007 E

Times Fram |DB:EIEI J
To 1730 =

Group By [3 maximum] |Dale,M ezzage Box J

ezzage Box Mumber |1 om J

Format Time [hh:mm:sz] (" ez O Mo % Ignore

2. Select the following report criteria as required:

Period

Dates

Times

Group By

The span of days covered by the report (Today,
Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the
report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrow the scope of the report to include only

Message Box Number information about a specific Message Box (Audio



Text). Enter the number of the Message Box.
Changes the way that time is displayed in the
report:

Format Time Yes - Displays time in hh:mm:ss format.
No - Displays time in seconds.
Ignore - (Has the same effect as selecting Yes)



Message Box Summary (Sample)
',ll.
Message Box Summary IP FE

Reponijri[eria; Dates between 13/02/2007 and 19/02,2007
Group By (3 maximum) = Date,Message Box
Wessane Rme Miwher = HiteWemi. Namen
Message Box Hey Action Action Count Duration Duration Duration Duration
Freszed  Taken Walue Mini mum Awverage Maximu Tatal

Monday, 19 February 2007

DAYMEHU

DAYMEN 0 Cperstor 2 02 0002 00030 000058
DAYMEN 1 Staffhlenu RN 14111 000009 000024 IRGRE
DAYMEN 2 Extn 2 4 000003 000006 000008 00023
DAYMENL 4 MagBox 1 RN 13111X] 000008 o014 000025
DAYMEN 5 ManBox 2 RN 13111X] RN oenea? o020
DAYMEN f Dl 2955 4 000003 IR 0020 000046
DAYMEN Haniup 3 o002 00010 oo 00030
DAYMENL - Cperstor N 131 000038 000038 0016
Message Box Averages: i WA 0000013 WA 00n00:13
Message Box Totals: 2 000001 WA 000:00:38  000:05:53
HITEMEHU

NITEMENU 1 Staffhlenu T 0 RTIRE 000014 RIRY
Message Box Averages: 1 WA 00001 WA 00k
Message Box Totals: 1 000:00:11 WA 0000001 000:00:11
Date Averages: 3 WA 0000013 WA 00000:13
Date Totals: 10 00:00:01 NA - 000:00:38  000:06:04
AVERAGES: n WA O 00:00:13 N 0 0000:13
TOTALS: B0 00:00:01 NA - 000:00:38  000:06:04

NOTE: - ClteTie felds arm i dhe fomat day Fourminede see  (the day fleld, 7 present, mpmsents a perod of 24 fuurs)

Page 1 of 1 g B2 e mt - Mersion 423120
13040007 02:09: pm.



Message Box Summary

Report Heading Definition
Start Time Time the Call started

Message Box Message Box activated

Key Pressed Keypad number/symbol input by caller
Action Taken Action taken after user input
Action Value ID assigned to the action type
Count Number of occurrences for all Calls
Duration Minimum Shortest Call length

Duration Average Average Call length

Duration Maximum Longest Call length

Duration Total Total Call duration

About the Message Box Summary

This report gives a detailed breakdown of Message Box activity.
It provides a summary of customers' selections from Auto
Attendants\Message Boxes. The data provided on these
selections can be a valuable tool to reveal customers' needs
and preferences, and how best to route calls within the
company.

This report can be grouped in any of the available groupings.

To create the Message Box Summary report:
1. Select Message Box > Message Box Summary:



E IPFX Reports (Legacy) - Message Box Summary [MsgBox2.rpt] E]@

File Report Options Help
H 3L += 28 @

+-[_1 Agent Teams
+-_] Callz

+-[_] DDl Reparts
+-[_] Extensions
—-[_] Message Box

; Criteria
itezsage Box Surnmary
Owerall Meszage Box Action Summarny Feport Template | -
Overall Meszage Box Surmary
Tatal Message Bos Activi source Database |AKWD|PD1 - [Current) j
+-[_7 Performance : 3
Report Directony: N
+-[_] Oueue Groups | J
+-07 Dueuss Repart Title |Message Box Summary
+1-[_] Site Information ;
Period Taod -
+-[27 wildcard/Prefened Agent | 205 J
+-[_] Wrapup Codes Dates From |24.-’DE;"2DD? J
To  |24/05/2007 =
Times From |DE:DD J
To [17:30 =
Meszage Eox Number | J

Summary of Message Box Information Grouped by Day

Dezcription
Summary of Meszage Box Infarmation Grouped by Day

2. Enter the following report criteria as required:

Period

Dates

Times

Group By

Message Box Number

The span of days covered by the report (Today,
Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the
report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrow the scope of the report to include only
information about a specific Message Box (Audio
Text). Enter the number of the Message Box.

Changes the way that time is displayed in the



report:
Format Time Yes - Displays time in hh:mm:ss format.
No - Displays time in seconds.
Ignore - (Has the same effect as selecting Yes)



Presence Information Reports

This category comprises the following base reports with
templates noted accordingly:
m Agent Presence Information (base report)
= Agent Presence Summary Template
= Presence Report (base report)
= Daily Presence by Extension Summary
These reports provide data sorted by extension. The User's
Presence information is detailed and summarized. Extension
presence states are "Queue", "Office", "In A Meeting", "Do not
Disturb”, "Gone Out", "Gone For The Day", "Holiday", "Sick

Leave" and "Break". The extension user can set their presence
state via phone or PC.

The extension reports with Presence information help ensure
that Presence states are being used correctly.




Agent Presence Information (Sample)
‘,l l.
Agent Presence Information IP &Y

ReponCriIeria: Dates between 26/03/2007 and 30,/03/2007
Presence (13 maximum) = 0ffice,Queus,work Time,Prime Time,In A Meeting,0n A Break,Gone Out,Sick Leave,0n Holiday,Total Duration
Extension Nuther = 2954,2953,2952

Estension [ffiize fuewe Wik Time  Prime Time  InAMegting  OnfBresk  Gome Ot Sick Leave  On Holidey Totel Ouration

2952 Siman Kingstan 1192611 000:0000 0000000 00OX0D 002618 001034 0000000 OOC00:00 00000 1203758

2953 Miscla Jay 1143823 0000000 0000000 0043342 0143139 0005858 0002000 0000000  OOCOOROD  211:2343

2954 Lyana Yeto 0021945 103185 0000000 00:0X00 000028 0031208 0001913 0000000  O0COCOD 1151728

AVERAGES: 1040847  O108:47 0000000 0013044 0050607 0014732 0004306 0000000 0O0000:00 1238302

GRAND TOTALS: M22E22 108188 000:0000 0043342 0481821 0062236 000:39:44 0000000 0000000 5233508

NOTE; - CateThie fiedds are in the fomat day hourminute sec  he dy el i presend, mpresents a perod of 24 hours)
- Erure Hat any Fresence given in te Fresenne enten el i5 rof also giver in te Obher Presence crteria fedd or data wil be duplivated

Page 1of 1 Prig{ N ot - ersion 4.3.3120
12040007 02:32; pm.



Agent Presence Information

Report Heading Definition
Extension The extension and name associated with the extension
Office Time spent in Office
Queue Time spent in Queue
Work Time Time spent in Work Time
PrimeTime Time spent in PrimeTime
In a Meeting Time spent in a Meeting
On a Break Time spent on a Break
Gone Out Time spent Out
Sick Leave Time spent on Sick Leave
On Holiday Time spent on Holiday
Total Duration Total Time spent in all above Presence states

About the Agent Presence Report

This report gives a detailed breakdown of time spent in different
Presence states for selected extensions. Totals are given for
each extension and for each Presence state.

The report shows durations for the selected presence states
(limit of 13) by agent. Break Codes may also be selected.

To create the Agent Presence Report:
1. Select Presence Information > Agent Presence Report.



" IPFX Reports - Agent Presence Report [Pres1New.rpt]

(=X

File Report Options

+-[.] Meszage Box

-] Queue Perfomance
-] Site Information

-] ‘Wrapup Codes

Prezence Information

=-[2] Presence Information

Agent Prezence Report
" Presence Report

-] Wildcard / Preferred Agents

H Gl = 2 E @
#-_7 Agent Performance Description
#-[ Call Activity Presence Information

Criteria

Report Template
Source Database
Repart Directony;
Repart Title

Period

Dates

Times

Group By [3 maximum]
Prezence (13 marimunm]
Frezence |n Other
Team

Estenzion Murnber

Faormat Time [hh:mm; g

From |01/04/2007

To  [30/04/2007

From  |02:00

To  [17:30
|EHlensiDn

|.f3.gent Presence Information [default).

4

|[Eunent]
Zh

e |«

l&gent Presence Information

|Last tonth

|foice,E!ueue,WDrk Time,Prime TimeIn
|Office

0

(" Yezx (" Mo  |gnore

i i e i i T |

2. Enter the following report criteria as required:

Period

Dates

Times

Group By

Presence

Presence in Other

The span of days covered by the report (Today, Last Week etc.)
Alternatively, specify the exact date range using the Date criterion.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the report.

Causes the report to display information grouped accorded to the
selected criteria (for example by Date, by Extension, by Queue
etc.) Each specific base report has a particular set of groupings

available.

Narrow the scope of the report to include only information about

the specific, selected Presence state.

This allows you to select what Location\Presence states you
which to make up the 'Other' column in this report.




Team

Extension

Format Time

Narrow the scope of the report to the include only the selected
Team.

Extension description

Changes the way that time is displayed in the report:
Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Agent Presence Information Report (Agent

Presence Summary Template) (Sample)
',ll.
Agent Presence Summary IP FE3

ReponCriIeria: Dates between 26,/03/2007 and 30/03,/2007
Presence (13 maximum) = 0ffice,Queus,work Time,Prime Time,In A Meeting,0n A Break,Gone Out,Sick Leave,0n Holiday,Total Duration
Extension Nuther = 2954,2953,2952

Estension [ffiize fuewe Wik Time  Prime Time  InAMegting  OnfBresk  Gome Ot Sick Leave  On Holidey Totel Ouration

2952 Siman Kingstan 1192611 000:0000 0000000 00OX0D 002618 001034 0000000 OOC00:00 00000 1203758

2953 Miscla Jay 1143823 0000000 0000000 0043342 0143139 0005858 0002000 0000000  OOCOOROD  211:2343

2954 Lyana Yeto 0021945 103185 0000000 00:0X00 000028 0031208 0001913 0000000  O0COCOD 1151728

AVERAGES: 1040847  O108:47 0000000 0013044 0050607 0014732 0004306 0000000 0O0000:00 1238302

GRAND TOTALS: M22E22 108188 000:0000 0043342 0481821 0062236 000:39:44 0000000 0000000 5233508

NOTE; - CateThie fiedds are in the fomat day hourminute sec  he dy el i presend, mpresents a perod of 24 hours)
- Erure Hat any Fresence given in te Fresenne enten el i5 rof also giver in te Obher Presence crteria fedd or data wil be duplivated

Page 1of 1 PrasTNew ot - ersion 4.3.3120
1L04E007 02:32:p.m.



Agent Presence Report (Agent Presence
Summary Template)

Report Heading

Extension
Office
Queue
Work Time
PrimeTime
In a Meeting
On a Break
Gone Out
Sick Leave
On Holiday

Total Duration

Definition

The extension and name associated with the extension
Time spent in Office

Time spent in Queue

Time spent in Work Time

Time spent in PrimeTime

Time spent in a Meeting

Time spent on a Break

Time spent Out

Time spent on Sick Leave

Time spent on Holiday

Total Time spent in all above Presence states

About the Agent Presence Summary Report

This report gives a detailed breakdown of time spent in different
Presence states for all selected extensions. Totals are given for

each Presence state.

To create the Agent Presence Report (Agent
Presence Summary Template):

1. Select Presence Information > Agent Presence Report:



" IPFX Reports - Agent Presence Report [Pres1New.rpt]

(=X

+-[.] Meszage Box
=-[2] Presence Information
Agent Prezence Report
" Presence Report
-] Queue Perfomance
-] Site Information

-] Wildcard / Preferred Agents
-] ‘Wrapup Codes

Prezence Information

File Report Options Help
ddid+=280
+-[_] Agent Performance Description
+-(_] Call ctivity Prasence Informatian

Criteria
Report Template
Source Database

Repart Directony;

Repart Title

Period

Dates Fram
To

Times Fram
To

Group By [3 maximum]
Prezence (13 marimunm]
Frezence |n Other
Team

Estenzion Murnber

Faormat Time [hh:mm; g

|.f3.gent Presence Summary [default).

|[Eunent]

Zh

e |«

|.f3.gent Presence Summary

|Last tonth

|01/04/2007

|30/04/2007

|05:00

11720

|EHlensiDn

|foice,E!ueue,WDrk Time,Prime TimeIn

|Dffice

0

(" Yezx (" Mo  |gnore

i i e i i T |

2. Select Report Template > Agent Presence Summary.

3. Enter the following report criteria as required:

Period

Dates

Times

Group By

Presence

The span of days covered by the report (Today, Last Week etc.)
Alternatively, specify the exact date range using the Date criterion.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the report.

Causes the report to display information grouped accorded to the

selected criteria (for example by Date, by Extension, by Queue
etc.) Each specific base report has a particular set of groupings

available.

Narrow the scope of the report to include only information about

the specific, selected Presence state.

This allows you to select what Location\Presence states you




Presence in Other

Team

Extension Number

Format Time

which to make up the 'Other' column in this report.

Narrow the scope of the report to the include only the selected
Team.

Narrows the scope of the report to include only certain Extensions.
Select the Extension that you wish to include in the report from the
drop-down menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all extensions
matching a pattern.

To specify multiple Extensions, separate each number with a
comma (,). Do not include spaces in the list.

Changes the way that time is displayed in the report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Presence by Extension Report (Sample)



IP F&JY

Presence by Extension Report

hetween 11/04/2007 and 11/04/2007
= Extension,Date

Report Criteria:  Dates
aGroup By (3 maximum)

Extension Mumber = 2913,2954
Presence Start Time End Time Duration
2913 Wylie Smythe
Wednesday, 11 April 2007
Ayvay On Business 110472007 O7:21:56 110452007 08 30:00 001:08:04
Ayvay On Business 110472007 08:30:00 110452007 020418 0003418
Gane out 110472007 11:59:20 110452007 11:59:21 000:00:01
Gane out 110472007 11:59:21 110402007 1430001 002:30:40
Gane out 110472007 14:30:01 110452007 14:30:03 000:00:02
Gane out 110472007 15:00:02 110452007 1600:01 000:59:59
Gane out 110472007 16:00:01 120452007 0C00:00 007:58:59
I & heeting 110472007 11:30:01 110452007 11:47:11 o110
I & heeting 110472007 11:47.20 110452007 11:.47.27 0000007
I & heeting 110472007 11:47:34 110452007 11:47:35 000:00:01
I & heeting 110472007 11:47:35 110452007 11:89:20 0001145
Office 110472007 09:04:15 110452007 11:30:01 0022543
Office 110472007 11:47:11 110452007 11:47:20 000:00:09
Office 110472007 11:47.27 110452007 11:47:34 0000007
Office 110472007 14:30:03 110452007 1500:02 000:29:59
Date Averages: 0 01:06:32
Date Totals: 0 16:38:04
Extension Averages: 0 01:06:32
Extension Totals: 0 16:38:04
2954 Lyana Veto
Wednesday, 11 April 2007
Gane Far Day 110472007 16:47.57 110452007 17.00:01 0001204
Gane Far Day 110472007 17:00:01 120452007 0C00:00 0 0E:59:59
Gane out 110472007 09:51:34 110452007 025136 0000002
Gane out 110472007 09:51:36 110452007 100641 0001505
Gane out 110472007 131301 110452007 131302 000:00:01
Gane out 110472007 131302 110452007 1330:01 0001659
Office 110472007 07:59:58 110452007 0811:19 000:11:20
Office 110472007 13:30:01 110452007 133248 0000247
on A Break 110472007 120927 110452007 1209:28 000:00:01
on A Break 110472007 120925 110452007 1310:37 001:01:09
On Halickary 110472007 O7:21:56 110452007 07:59:59 0003803
Qe 110472007 08:11:18 110452007 025134 001:40:15
QueLe 110472007 10:06:41 110452007 1209:27 0020248
QueLe 110472007 131037 110452007 131301 0000224
QueLe 110472007 133245 110452007 164757 0031509
Date Averages: 0 01:06:32
Date Totals: 0 16:38:04
Extension Averages: 0 01:06:32
Extension Totals: 0 16:38:04
AVERAGES: 0 03:19:37
TOTALS: 1 09:16:08
NOTE:; - Chde Thawe Melds am iy dhe fomat  day Foorminute sec  fhe day feld, ¥ present, mpresents a perod of 24 kows)
Fage 1 of 1 Extnz New .t - “rsion 4

130472007 D2:26: pm.




Presence by Extension Report

Report Heading Definition

Presence Presence state examined

Start Time Time the Presence began for the Extension
End Date/Time Time the Presence ended for the Extension
Duration Start Time minus End Date/Time
Extension Total - Duration Sum of Duration for the Extension

About the Presence by Extension Report

This report gives a detailed breakdown of Presence settings for
an extension. Data is shown for office hours kept, durations for
Presence settings, and timecodes for Presence state changes.

The report can be grouped by extension or by date then
extension. The View Summary option allows an overview to
more easily evaluate an agent's performance.

To create the Presence by Extension Report:
1. Select Presence Information > Presence Report:



E IPFX Reports (Legacy) - Presence by Extension Report [Extn1.rpt] Q@

File Report Options Help

H SW += 218 @

-] Agent Teams
+-[2] Calls

+-[_] DDl Reparts
—-[Z3 Extensions

Presence by Extension Feport:

Fresence Summary

Queue by Extension Report
Meszage Box

Performance

[ueue Groups

[ueuss

+-[2 Site Information

+1-_] Wildcard/Prefered Agent
+-[_] Wrapup Codes

=
+-(E
=
+-(E

Daily Presence by Estension Report

Frezence by Extension Summary

Change of Presence Report Grouped by Extension

Dezcription
Change of Prezence Report Grouped by Estension

Criteria
Report Template | j
Source Databaze |[Eurrent] j
Repart Directon: |Z:\ J
Fieport Title |Plesence by Estension Feport
Periad | Last Wednesday j
Dates From |23/05/2007 =]
To  |23/05/2007 =
Times Frarn |E|8:EIEI J
To [17:30 =]
Extenzion | J
Presence | J

2. Enter the following report criteria as required:

Period

Dates

Times

Group By

Presence

The span of days covered by the report (Today,
Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the
report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrow the scope of the report to include only
information about the specific, selected Presence
state.

Narrows the scope of the report to include only



Extension Number

View Summary

Format Time

certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Determines the level of detail present in the report.

Yes Provides the report as a summary. Rows
containing identical information are combined into a
single line, with a Count column to show how many
individual pieces of data each line represents.

No - Displays each piece of data on a separate
line.

Ignore (Has the same effect as selecting No).
Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Presence Report (Daily Presence by Extension
Template) (Sample)

Daily Presence by Extension Report IP Fi3

Repon Criteria: Dates hetween 11/04/2007 and 11/04/2007
aroup By (3 maximum) = Extension,Date
Extension Mumber = 2913,2954
Yiew Summary = Y&s

Presence Duration

2913 Wylie Smythe
Wednesday, 11 April 2007

Aweay On Buziness nnf.42.22
Gane out 011:30:41
In & Meeting 000:29.03
Office 0025558
Date Averages: 0 01:06:32
Date Totals: 0 16:38:04
Extension Averages: 0 01:06:32
Extension Totals: 0 16:38:04

2954 Lyana Veto
Wednesday, 11 April 2007

Gone For Day oov1203

Gane out 0003207

Office ooo1407

on A Break 001:01:10

On Holickary 0003803

QueLe 007:00:34

Date Averages: 0 01:06:32

Date Totals: 0 16:38:04

Extension Averages: 0 01:06:32

Extension Totals: 0 16:38:04

AVERAGES: 0 03:19:37

TOTALS: 1 09:16:08

NOTE: - Chde Thawe Moy ame iy dhe fomat  day Foormwinute s fhe day feld, ¥ present, mpresents @ perod of 29 kows)
Fage 1 of 1 Extnz New mpt - ersion 4.3.2120

130472007 02:31: pm.



Presence Report (Daily Presence by Extension
Template)

Report Heading Definition
Presence Presence state examined
Duration Total Time in Presence state

About the Presence Report (Daily Presence by Extension
Template)

This report gives a detailed breakdown of Presence settings for
an extension, summarized by day. Data is shown for office
hours kept and durations for Presence settings.

To create the Presence Report (Daily Presence
by Extension Template):

1. Select Presence Information > Presence Report:

D IPFX Reports (Legacy) - Daily Presence by Extension Report [Extn2.rpt] E]@
File Report Options Help
H ol += 28 @
+-(0 Agent Teams Dezcription
-] Calls Daily Tatals of Time Spent in a Presence Grouped by E xtenzion
+-[_7 DD Reports
—-[_] Extensions
iDaily Prezence by Extenzion Fepart Bt
Frezsence by Estension Report
Prezence by Estension Surmmary Report Template | 57
Presence Summary
GHueue by Extersion Repart Source Datahase |[':U”Ef'lt] j
+-[_] Message Box = . : :
port Directony: P
+-[_1 Performance | J
+-[Z7 Queus Groups Feport Title |Daily Presence by Extension Fepart
+-(1 Oueues Period L
[u] bl ek -
+1-[_] Site Information | et J
+-[21 wildcard/Prefened Sgent Dates From |14JDEHEDD? J
- Wrapup Codes To  [20/05/2007 =
Times From |E|8:EIEI J
To [17:30 =
Extension |25Ei|] J
Daiy Totale of Time Spent in a Prezence Grouped by Extension




2. Select Report Template > Daily Presence by Extension

3.

Report.

Enter the following report criteria as required:

Period

Dates

Times

Group By

Presence

Extension Number

View Summary

The span of days covered by the report (Today,
Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the
report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrow the scope of the report to include only
information about the specific, selected Presence
state.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Determines the level of detail present in the report.

Yes Provides the report as a summary. Rows
containing identical information are combined into a
single line, with a Count column to show how many
individual pieces of data each line represents.

No - Displays each piece of data on a separate
line.

Ignore (Has the same effect as selecting No).

Changes the way that time is displayed in the



report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)

Format Time



Queue Performance Reports

This category comprises the following base reports with
templates noted accordingly:
m Queue Call Type by Extension (base report)
= Queue Call Type by Extension Summary
= Queue Call Type by Extension Report
= Queue Interval Report (base report)
= Queue Interval Summary
= Queue Summary - 20 second intervals
m Queue Productivity Report (base report)
= Queue Productivity Report
= Queue Productivity Summary
» Queue Productivity by Day
m Queue Summary by Hour
m Queue Summary (base report)
= Queue Summary
= QOverall Queue Summary
m Queue Summary - 15 minute periods
m Queue Summary - 30 minute periods
= Top 10 Report
These reports provide data on how effectively calls in the

individual Queues are handled. The data reports time before
calls are answered and lost calls.



Queue by Extension Report (Sample)

Queue by Extension Report

ReponCriIeria: Dates between 12,03/2007 and 13/03,/2007
aroup By (3 taximum) = Date,Extension
Extension Nuther = 2354

Tipe fuewe f Extenzion Incoming  Incoming necming  ncoming Incoming  Outgeing Outgoing Outgoing Outgoing Outgoing fusue  Bueue Gueue Talk
Call Talk Time Talk Time  Talk Time Talk Time Call TalkTime  Talk Time Talk Time Talk Time Call Talk Time Time
Court Totdl Minirum  Madmum  Average Court  Total  Minimum Masimum  Average Court  Total  Minirnum

Monday, 12 Mareh 2007

2954 Lyana Veto

Exn 2354 Lyana Veto 1 00:00:32 00:00:00 00:00:32 000032 20 000742 00:00:00 00:04:34 00:00:23 1000022 000000

Queve 2900 Operstor Queue 0 00:00:00 020000 00:00:00° 00:00:00 0 00:00:00 0C:00:00 00:00:00 00:00:00 5 00:0340  00:00:10

Extension Averages: 1 00:00:32 A WA 00:00:32 2 00:00:23 WA N D000:23 6 00:00:40 NiA

Extension Totals: 1 00:00:32 00:00:00 00:00:32 Nifs 1 000742 00:00:00 00:0434  NiA 6 00:0402  00:00:00

Date Averages: 1000032 NA WA 00:00:32 20 00:00:23 g HiA 00:00:23 6 00:00:40 NI

Date Totals: 1 00:00:32 00:00:00 00:00:32 Nifs 20 00:07:42 00:00:00 00:0434 A 6 00:0402  00:00:00

Tueslay, 13 March 2007

2954 Lyana Veto

Exn 2954 Lyana Veto 1 00:01:52 000000 00152 00052 1001218 00:00:00 003712 00:06:34 0 00:00:00  0:00:00

Queve 2900 Operstor Queue 0 00:00:00 00000 00:00:00° 000000 0 00:00:00 0C:00:00 00:00:00 0C:00:00 4 00:01:30 00:00:00

Extension Averages: 1 00:01:52 NiA WA 00:01:52 1 00:06:34 WA N 0R06:34 4 00:00:23 NiA

Extension Totals: 1 00:01:52 00:00:00 00:01:52 NiAs 1011218 00:00:00 003712 NiA 4 00:01:30  00:00:00

Date Averages: 1000152 NA WA 00:01:52 1 00:06:34 Nid HiA 00:06:34 4 00:00:23 NI

Date Totals: 1 00:01:52 00:00:00 00:01:52 NiAs 10218 00:00:00 00:3742 WA 4 00:01:30  00:00:00

AVERAGES: 1000112 NA N 000152 16 00:02:35 Nt HiA 00:02:35 5 00:00:33 NiA

TOTALS: 2 00:02:24 00:00:00 00:01:52 Nifs HO0E20:00 00:00:00 00:3742 A 10 00:05:32  00:00:00

NOTE; - Chite Tie el arm i e fomad day houriinute sec  Hhe day field, i present, mepresents 8 peud of 24 ours)
Page 1of 1

fugue
Talk Time
Maxirmurn

o022
o4

HiA
00:01:54

HiA
00:01:54

000000
000043

Hi&
00:00:48
Hi&
00:00:48

HiA
00:01:54

IP Fi)

Busue
Talk Time
Hyerage

ooz
00044

00:00:40
HiA
00:00:40
KA

00000
o023

00:00:23
HiA

00:00:23
HiA

00:00:33
HiA

Call?New mt - \ersion 4.3.3120

130452007 02:48: pm.



Queue by Extension Report

Report Heading

Queue/Extn - Incoming Call
Count

Queue/Extn - Incoming Total
Queue/Extn - Incoming Min

Queue/Extn - Incoming Max
Queue/Extn - Incoming Avg

Queue/Extn - Outgoing Call
Count

Queue/Extn - Outgoing Total
Queue/Extn - Outgoing Min
Queue/Extn - Outgoing Max

Queue/Extn - Outgoing Avg

Queue/Extn - Queue Call Count

Queue/Extn - Queue Total
Queue/Extn - Queue Min
Queue/Extn - Queue Max
Queue/Extn - Queue Avg

Extensions Totals - Incoming
Call Count

Extensions Totals - Incoming
Total

Extensions Totals - Incoming
Min
Extensions Totals - Incoming
Max

Extensions Totals - Incoming
Avg

Extensions Totals - Outgoing
Call Count

Extensions Totals - Outgoing
Total

Extensions Totals - Outgoing
Min

Extensions Totals - Outgoing

Definition

Total Incoming Calls Answered on the particular Queue/Extn

Total Time spent on Incoming Calls on the particular Queue/Extn
Min Time spent on an Incoming Calls on the particular Queue/Extn
Max Time spent on an Incoming Calls on the particular Queue/Extn

Queue/Extn - Incoming Total Divided by Queue/Extn - Incoming Call
Count

Total Outgoing Calls Answered on the particular Queue/Extn

Total Time spent on Outgoing Calls on the particular Queue/Extn
Min Time spent on an Outgoing Calls on the particular Queue/Extn
Max Time spent on an Outgoing Calls on the particular Queue/Extn

Queue/Extn - Outgoing Total Divided by Queue/Extn - Outgoing Call
Count

Total Queue Calls Answered on the particular Queue/Extn

Total Time spent on Queue Calls on the particular Queue/Extn
Min Time spent on an Queue Calls on the particular Queue/Extn
Max Time spent on an Queue Calls on the particular Queue/Extn

Queue/Extn - Queue Total Divided by Queue/Extn - Queue Call Coun

Sum of Queue/Extn - Incoming Call Count for the particular Extensior

Sum of Queue/Extn - Incoming Total for the particular Extension

Min from Queue/Extn - Incoming Min for the particular Extension

Max from Queue/Extn - Incoming Max for the particular Extension

Extensions Totals - Incoming Total Divided by Extensions Totals -
Incoming Call Count

Sum of Queue/Extn - Outgoing Call Count for the particular Extensior

Sum of Queue/Extn - Outgoing Total for the particular Extension

Min from Queue/Extn - Outgoing Min for the particular Extension



Max

Extensions Totals - Outgoing
Avg

Extensions Totals - Queue Call
Count

Extensions Totals - Queue Total
Extensions Totals - Queue Min

Extensions Totals - Queue Max
Extensions Totals - Queue Avg

Team Totals - Incoming Call
Count

Team Totals - Incoming Total
Team Totals - Incoming Min

Team Totals - Incoming Max
Team Totals - Incoming Avg

Team Totals - Outgoing Call
Count

Team Totals - Outgoing Total
Team Totals - Outgoing Min

Team Totals - Outgoing Max
Team Totals - Outgoing Avg

Team Totals - Queue Call Count
Team Totals - Queue Total
Team Totals - Queue Min

Team Totals - Queue Max

Team Totals - Queue Avg

Grand Total - Incoming Call
Count

Grand Total - Incoming Total
Grand Total - Incoming Min

Grand Total - Incoming Max
Grand Total - Incoming Avg

Grand Total - Outgoing Call
Count

Max from Queue/Extn - Outgoing Max for the particular Extension

Extensions Totals - Outgoing Total Divided by Extensions Totals -
Outgoing Call Count

Sum of Queue/Extn - Queue Call Count for the particular Extension

Sum of Queue/Extn - Queue Total for the particular Extension
Min from Queue/Extn - Queue Min for the particular Extension
Max from Queue/Extn - Queue Max for the particular Extension

Extensions Totals - Queue Total Divided by Extensions Totals - Queut
Call Count

Sum of Extensions Totals - Incoming Call Count for the particular
Team

Sum of Extensions Totals - Incoming Total for the particular Team
Min from Extensions Totals - Incoming Min for the particular Team
Max from Extensions Totals - Incoming Max for the particular Team

Team Totals - Incoming Total Divided by Team Totals - Incoming Call
Count

Sum of Extensions Totals - Outgoing Call Count for the particular
Team

Sum of Extensions Totals - Outgoing Total for the particular Team
Min from Extensions Totals - Outgoing Min for the particular Team
Max from Extensions Totals - Outgoing Max for the particular Team

Team Totals - Outgoing Total Divided by Team Totals - Outgoing Call
Count

Sum of Extensions Totals - Queue Call Count for the particular Team
Sum of Extensions Totals - Queue Total for the particular Team

Min from Extensions Totals - Queue Min for the particular Team

Max from Extensions Totals - Queue Max for the particular Team

Team Totals - Queue Total Divided by Team Totals - Queue Call Cour
Sum of Team Totals - Incoming Call Count

Sum of Team Totals - Incoming Total
Min from Team Totals - Incoming Min
Max from Team Totals - Incoming Max

Grand Total - Incoming Total Divided by Grand Total - Incoming Call
Count

Sum of Team Totals - Outgoing Call Count



Grand Total - Outgoing Total Sum of Team Totals - Outgoing Total
Grand Total - Outgoing Min Min from Team Totals - Outgoing Min
Grand Total - Outgoing Max Max from Team Totals - Outgoing Max

Grand Total - Outgoing Total Divided by Grand Total - Outgoing Call

Grand Total - Outgoing Avg Count

Grand Total - Queue Call Count Sum of Team Totals - Queue Call Count

Grand Total - Queue Total Sum of Team Totals - Queue Total

Grand Total - Queue Min Min from Team Totals - Queue Min

Grand Total - Queue Max Max from Team Totals - Queue Max

Grand Total - Queue Avg Grand Total - Queue Total Divided by Grand Total - Queue Call Count

About the Queue Call Type by Extension Report

This report gives a detailed breakdown of each agent's daily
calls from each queue.

This report can reveal whether it is effective to have an agent
who logs on to a queue during busy periods, or if a full-time
agent is a more efficient solution.

To create the Queue Call Type by Extension
Report:

1. Select Queue Performance > Queue Call Type by
Extension Report:



E IPFX Reports (Legacy) - Queue by Extension Report [Extn3.rpt]

=%

File Report
H Sl =

Options  Help

2 @

+-[_1 Agent Teams

+-_] Callz
+-[_] DDl Reparts
—-[_] Extensions

Fresence by Estension Feport

Fresence Summary
iHueue by Extenzion Report:
Meszage Box

=]
+-[_] Performance
=]
-3

[ueue Groups

[Hueues
+-[27 Site Information
+1-[_] Wildcard/Preferned &gent
+-[27 Wrapup Codes

Daily Presence by Estension Report

Frezsence by Extension Summary

CQueue Information for an Extension Grouped by Day

Dezcription
Bueue Information far an E stenzsion Grouped by Day

Criteria

Report Template | j

Source Database |AKLYOIPOT - (Current) R

Report Directony: |Z:'~. A

Fieport Title |Dueue by Extenzion Report

Period | Last Week j

Dates From |14/05/2007 =
To  |20/05/2007 =]

Times Fram |DE:DD J
To [17.30 =

Item Type | J

Gueue Murnber | J

Extension |29‘| 1 J

2. Enter the following report criteria as required:

Period

Dates

Times

Group By

Queue Group

The span of days covered by the report (Today,
Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the
report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue



Queue Number

Team

Extension Number

Item or Media Type

Format Time

Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Queue Interval Report (Sample)

',l l.
Queue Interval Report IP FE3

Repon Criteria: Quele Number = 2900,2909,2930
Busue Totd Mg, Tokd s, Ins. Ins, Ins. Inz. dns. dns. Totdl fbn fbn, tbind. Hbnd, dbnd. dbnd.  fbnd.  Grade Service
Cals Agerts  Calls Call  Tmeln  0fod30  3tof0  61of20 1210300 M+ Calls dCal Tmeln D030 Miof)  Eltof20 12Mtod0 1+ OF Lewl
logged  fns. % Quewe  Seconds  Seconds  Seconds  Seeonds  Beconds fbnd. | Buewe  Seconds  Seoonds  Seconds  Beeonds  Geconds Service %

I M. o M Y

1800 Operator Dueue 4 [N T 151 S VA SN S N S O S 2 11 N S S 4 S Y IS A S S 1
1904 Conzuting Queus 0 0 i 60% 00000 GMO0% 0 0% 0 0% 0 0% 0 oO0%  44% 00000 0 0% 0 0% 0 0% 0 0% 0 O0% MWW
1990 Customer Service i 1 & 8% o4 & oBE 10 00 0 0% 0 0% M4 oo 26 1 ¥l ¥ 0 0% 00 &% W
AVERAGES: £ 1 H i WA 3 %% 0 % 1 M0 % 0 1% M MR ONA M 2 m 3% 1 M 0 0% 6% W
TOTALS: 196 NA 123 N 0004 M7 WA 1 N 3 N 1 WA 1T WA BR NI IR 4 WA B WA B WA D WA D ONA NA WA

NOTE: - CoteTiie fiekds am in the tmat day hourminede see  he day feld, ¥ present, represents 8 peud of 24 huurs)
- The Thie i Guews e valie specified in dhe Todal mow of eack summiary section is the maxiumun value fourd i that secfion riof & fodal of the valties in that section

Page 1of 1 (ug@blew rpt - Vrsion 4.3.3120
IG0G00T 01:50: pm,



Queue Interval Report

Report Heading Definition

Number of Calls Answered on the Specified Queue by the

No. of Calls - Count :
particular Group

No. of Calls - % of Total Queue

Calls No. of Calls - Count Divided by Grand Totals - No. of Calls - Count

Maximum Time a Call spent Queuing on the specified Queue,

Maximum Queue Time answered by an Agent in the Particular Group

About the Queue Interval Report

This report gives a detailed summary of activity within the
gueue based on Service Level intervals.

Total Calls received are categorised into Answered and
Abandoned within the Service Level intervals. These are
displayed as both a number and a percentage to show the
breakdown of calls answered or abandoned within the queue.

You can run this report in a summarized format, or grouped by
fiscal week (set in the report criteria prompt).

This report will show at a glance if Service Level thresholds are
achieved.

To create the Queue Interval Report:
1. Select Queue Performance > Queue Interval Report:



" IPFX Reports - Queue Interval Report [Que8Hew.rpt] E]@

File Report Options Help
i G (=

+-[_] Agent Performance

[ Call ctivity

+-[.] Meszage Box

-] Presence Information
=[] Queue Perfomance

" Queue Irterval Report
i Queue Productivity Beport
") Queue Summary
i Top 10 Report
-] Site Information
-] Wildcard / Preferred Agents
-] ‘Wrapup Codes

Queue information by interval

i Queue Call Type by Extenzsion Report

@
Description
[ueue infarmation by interval

Criteria

Report Template |E!ueue Interval Report [default]. j

Source Database |[Eunent] j

Repart Directony; |ZZ"-. ﬂ

Repart Title |I§!ueue Interval Summary

Period | Last Week j

Dates From  |07/05/2007 E
To  [13/05/2007 ]

Times Fram |DB:EIEI A
To  [17:30 ]

Group By [3 maximum] |E!ueue A

Hueue Group | A

Hueue Murnber |25EIEI A

Media Type |Cal ]

Weekdaysz |Mnnday A

Service Level Seconds |2I]

Intervals (4 maximum) |2I],EEI,1 20,300

Include Yitual Queles (" ez O Mo % Ignore

Format Time [hh:mm:sz] (" ez O Mo % Ignore

2. Enter the following report criteria as required:

Period

Dates

Times

The span of days covered by the report (Today,
Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the
report.



Group By

Queue Group

Queue Number

Item or Media Type

Weekdays

Service Level Seconds

Intervarls

Include Virtual Queues

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Defines the days used in your organisation's
working week.

Defines your organisation's Service Level, in
seconds. For example, if your service level requires
calls to be answered within 20 seconds, enter 20.

Default is set to 20.

Defines time intervals for use call centre reports.
Select the time intervals that you wish to include in
the report, for example: 0-20 seconds, 21 to 40
seconds, 41 to 60 seconds, etc. The intervals
should normally correspond to your organisation's
service levels.

If left blank, the default intervals are 0-20, 21-60,
61-120, 121-300, 300+

Includes both standard and Virtual queues in the
report.



Changes the way that time is displayed in the
report:

Format Time Yes - Displays time in hh:mm:ss format.
No - Displays time in seconds.
Ignore - (Has the same effect as selecting Yes)



Queue Interval Report (Queue Interval Report -

20 Seconds Template) (Sample)

Queue Interval Report - 20 Seconds

IP F)

Repon Criteria: Quele Number = 2900,2909,2930
Busue Total  dwg. Tohel Jns. Ins., Iz Inz. Ins., Ins. dnz. Total tbnd dbn. dbnd, dbnd, tbnd. tbrd.  fbnd.  Grade Serice
Calls Agerts  Calls Call — Time In Oto2d  Mtodd #tak0 Efiod B+ Calls Call Tmeln o2 Miodl  dftof)  Eltod0 B+ 0 Level
logged  Mns. % Ousue  Geconds  Beconds  Seconds  Seconds  Beconds ond. % Buene  Seconds  Seconds  Beeonds  Seconds  Seconds Serice W
In 118 M. L]
1800 Operator Dueue 0 LI T 1 : A A S N S 1 S A S N S A1 SV S A 1 S P S S A L i A
1904 Conzuting Queus 10 0 6 of0% om0t B00% 0 0% 0 0% 0 0% 0 0% 44% oot 0o0% 0 0% 0 0% 0 o0% 0 0% A% 1%
1990 Customer Service b4 1 #5904 48 1M 1 W00 0 0% ¥4t oo 0o0% 3 M0 0% 1ORY 13 &Y M
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NOTE: - CoteTiie fiekds am in the tmat day hourminede see  he day feld, ¥ present, represents 8 peud of 24 huurs)
- The Thie i Guews e valie specified in dhe Todal mow of eack summiary section is the maxiumun value fourd i that secfion riof & fodal of the valties in that section
Page 1of 1 (ug@bew rpt - Vrsion 4.3.3120

IG0007 0153 pm.



Queue Interval Report - 20 seconds

Report Heading Definition
Total Calls Total Calls delivered to the Queue
Avg. Agents Logged In Agent logged in time / Total Time
Total Calls Ans. Sum of Answered Calls
Ans. Call % Sum of Answered Calls / Total Calls
Ans. Time In Queue Max. Longest time an Answered Call spent in Queue
Ans. 0-20 Seconds Number and percentage of Calls Answered within 20 Seconds
Ans. 21-40 Seconds Number and percentage of Calls Answered between 21-40 Seconds
Ans. 41-60 Seconds Number and percentage of Calls Answered between 41-60 Seconds
Ans. 61-80 Seconds Number and percentage of Calls Answered between 61-80 Seconds
Ans. 81+ Seconds Number and percentage of Calls Answered after 80 Seconds

Total Calls Abnd. Sum of Abandoned Calls
Abnd. 0-20 Seconds Number and percentage of Calls Abandoned within 20 Seconds
Abnd. 21-40 Seconds Number and percentage of Calls Abandoned between 21-40 Second:
Abnd. 41-60 Seconds Number and percentage of Calls Abandoned between 41-60 Second:
Abnd. 61-80 Seconds Number and percentage of Calls Abandoned between 61-80 Second:
Abnd. 81+ Seconds Number and percentage of Calls Abandoned after 80 Seconds

Grade of Service for a Queue represents the promptness and

i 0,
Grade of Service % efficiency of the Queue's agents

The percentage of calls answered within the number of seconds an

Service Level % A .
organization aims to answer a call

About the Queue Interval Report (Queue Summary - 20
Second Intervals Template)

This report gives a detailed summary of activity within the
gueue, broken down into:

= calls answered in less than 20 seconds
m 21-40 seconds

m 41-60 seconds

= after 60 seconds.

To create the Queue Interval Report (Queue



Summary - 20 Second Intervals)
1. Select Queue Performance > Queue Interval Report:

" IPFX Reports - Queue Interval Report [Que8Hew.rpt] E]@

File Report Options Help
el +=22|0

#-_7 Agent Performance Description

#-[ Call Activity Dueue information by interval
+-[7 Message Box

-] Presence Information

=[] Queue Perfomance
i Queue Call Type by Extenzsion Report
" Queue Irterval Report Fepart Template |E!ueue Interval Summary - 20 seconds, j
i Queue Productivity Beport

Criteria

i Queue Summary Source Database |[Eunent] j
i Top 10 Report Bl : : g
port Directony; 2N e
-] Site Information | J
-7 Wildcard / Prefened Agents Report Title |Qugue Interval Summeary - 20 seconds
+-(_] Wirapup Codes Periad |Last Week j
Dates From  |07/05/2007 E
To  [13/05/2007 ]
Timesz From |DB:EIEI A
To  [17:30 ]
Group By [3 maximum] |E!ueue A
Hueue Group | A
Quzue Murnber |25EIEI A
Media Type |Cal ]
Weekdaysz |MDnday,Tuesday,Wednesday,T hurzday A
Service Level Seconds |2I]
Intervals (4 maximum) |2I],4EI,EEI,ED
Include Yitual Queles (" ez O Mo % Ignore
Format Time [hh:mm:sz] (" ez O Mo % Ignore

Queue information by interval

2. Select Report Template > Queue Summary - 20 Second
Intervals.

3. Enter the following report criteria as required:

The span of days covered by the report (Today,

i Last Week etc.
Period ast Week etc.)



Dates

Times

Group By

Queue Group

Queue Number

Item or Media Type

Weekdays

Service Level Seconds

Intervarls

Alternatively, specify the exact date range using the
Date criterion.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the
report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Defines the days used in your organisation's
working week.

Defines your organisation's Service Level, in
seconds. For example, if your service level requires
calls to be answered within 20 seconds, enter 20.

Default is set to 20.

Defines time intervals for use call centre reports.
Select the time intervals that you wish to include in
the report, for example: 0-20 seconds, 21 to 40
seconds, 41 to 60 seconds, etc. The intervals



Include Virtual Queues

Format Time

should normally correspond to your organisation's
service levels.

If left blank, the default intervals are 0-20, 21-60,
61-120, 121-300, 300+

Includes both standard and Virtual queues in the
report.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Queue Productivity Report (Sample)



Queue Productivity Report

Report Criteria: Dates

Group By (3 maximum)

[UeLe Number

Time  Queve  Media  Total
Period Mumber Type  Calls

2900 Operator Queue

0300 2900 Gal 1
1200 2900 el 1
1400 2900 Cal 2
1430 200 Gal 2
1530 2900 Cal 1
1600 2900 el 5
Queve Averages: ?
Quee Totals: 12
2955 Technical Queue

(300 2955 Cal 1
B30 25 el 2
0300 295 Cal 2
330 25 Cal 2
1000 2955 el q
1030 255 el [}
1100 255 Gal 1
1130 25 el 1
1230 25 Gal 2
1300 255 el 1
1400 2955 Gal 8
1500 2955 Cal 1
1530 255 Gal 1
1600 2955 el 3
1630 25 el 1
Queve Averages: ?
Queve Totals: ]
2990 Customer Service Queue
1400 2990 el 5
1430 290 Cal 18
1500 2990 Cal £
Queve Averages: 10
Queve Totals: ]
AVERAGES: 3
TOTALS: n

Total
Ans.
Calls

- - o oo oo oD DD OO D O D L Y~ T [ IR

e B

fns.
Calls

between 19/02/2007 and 13/02,/2007
= (UeLe
= 2900, 2955,2990

Ans. Ans.  Total Abn.  Abn. Abn.
Vithin  Within  Abn. Calls Within  Within
Service Service Calls % Service Semvice
Level Level% Lewel  Level %

o Mm% 0 0% 0 I
T 100% 0 0% 0 I
T % 0 0% 0 I
o Mm% 2 100% T 100%
T 100% 0 0% 0 I
4 100% 0 0% 0 I
1 1% AT [ (10
1 A 7 N ? NiA
o M 0 0% 0 I
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o M 0 0% 0 I
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o Mm% 0 0% 0 I
o M 0 0% 0 I
o Mm% 0 0% 0 I
o M 0 0% 0 I
o M 0 0% 0 I
o M 0 0% 0 I
o Mm% 0 0% 0 I
o Mm% 0 0% 0 I
U 0% [ 0 0%
[] NiA 0N ] HiA
o Mm% 3 O60% T A%
T 100% B 3% Iy
4 i% 1 17% T 1%
4 W 10 M i
1 WA 10 N b WA

1 41T [
18 WA 17 N WA
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Queue Productivity Report

Report Heading

Time Period

Queue Number

Media Type

Total Calls

Total Ans. Calls

Ans. Calls %

Ans. Within Service Level
Ans. Within Service Level %
total Abn. Calls

Abn Calls %

Abn Within Service Level
Abn Within Service Level %
Other Calls

Other Calls %

Grade of Service %

Maximum Calls Queued
Ans. Imm. %

Maximum Time In Queue
Talk Time
Average Talk Time

Average Agents Logged In

Calls Per Hour

Definition

Period set in Report Criteria (null periods may be unselected)
Number of the Queue

Call, Email, Fax, TextChat or Callback

Total Calls delivered to the Queue

Sum of Answered Calls

Sum of Answered Calls divided by all Calls

Calls answered before Service Level time limit set in Report Criteria
Calls answered before Service Level time limit divided by all Calls
Sum of Abandoned Calls

Sum of Abandoned Calls divided by all Calls

Calls abandoned before Service Level time limit set in Report Criteria
Calls abandoned before Service Level time limit divided by all Calls
Sum of Other Calls

Sum of Other Calls divided by all Calls

Service level set in: Queue Properties > Priority/GOS [tab]

Highest number of Calls queued

Calls delivered without interim (typically less than 5sec) divided by all
Calls

Longest period spent by a Call in a queue

The time the telephone is active in Queue or Office Presence states
Total Talk Time divided by all Calls

Mean number of Agents logged in over the period

Rate of calls per hour over the period (e.g. one call in 15min = four
Calls per hr)

About the Queue Productivity report
This report gives a detailed breakdown of Queue Performance.

This report details:

m Total calls taken within the Queue
= Total calls Answered within the Queue (with percentages)
m Total calls Answered within the Service Level detailed within



the Report Criteria and the relevant percentages

= Total Abandoned calls within the Queue and the relevant
percentages

m Total calls Abandoned within the Service Level detailed
within the Report Criteria and the relevant percentages

m Total Other calls taken these are calls that the Queue
transferred to voicemail or other destinations (with
percentages)

m Grade of Service Level as detailed within the Queue
properties configuration

= Percentage of calls that were Answered immediately
m Maximum calls that were queued at any one time

= Maximum queue time of calls

= Total Talk Time

= Average Talk Time

= Number of Average Agent Logged in

m Number of Calls taken by the Queue per hour

To create the Queue Productivity Report
1. Select Queue Performance > Queue Productivity Report:



" IPFX Reports - Queue Productivity Report [Que7New.rpt]

M=%

+-[2] Meszage Box

+-[2] Prezence Information

=27 Queue Performance
i [Jueue Call Type by Estension B eport
" Queue rterval Report
i [Jueue Productivity Report
" Queus Summary
i Top 10 Report

-] Site Information

-] Wildeard / Prefened Agents

-] Wrapup Codes

Queue informatien regarding Productivity

Criteria

Report Template
Source Database
Report Directon:
Report Title

Period

Dates

Times

Group By [3 maximum]
Surnmary Type [1 only)
Time Period

[ueue Group

[ueue Murnber

Media Type

Service Level Seconds
Include Blank Periods
Include Virtual Guewes
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2. Select the following require criteria as required:

The span of days covered by the report (Today,

Period

Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

Dates

The date range you wish to cover in the report.

Causes the report to display information grouped




Group By

Summary Type

Time Period

Queue Group

Queue Number

Item or Media Type

Service Level Seconds

Include Blank Periods

Include Virtual Queues

accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

This is to be used in conjunction with the 'View
Summary' field. Select one type of summary: Date,
Weekday, etc.

Period covered

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Defines your organisation's Service Level, in
seconds. For example, if your service level requires
calls to be answered within 20 seconds, enter 20.

Default is set to 20.
To save space, a report normally omits displaying
information about time periods in which there were

no calls. Use this criteria to force the report to
display lines for all time periods.

Yes display all periods, even those with no calls
No omit periods with no calls
Ignore (default, same as No)

Includes both standard and Virtual queues in the



View Summary

report.

Determines the level of detail present in the report.
Yes Provides the report as a summary. Rows
containing identical information are combined into a
single line, with a Count column to show how many
individual pieces of data each line represents.

No - Displays each piece of data on a separate
line.

Ignore (Has the same effect as selecting No).



Queue Productivity Report (Queue Productivity
Summary) (Sample)

Queue Productivity Summary

Report Criteria: (None Supplied)

Queue

2900 Operatar Queve
2955 Technical Gueue
2990 Customer Service

AVERAGES:
TOTALS:
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Queue Productivity Report (Queue Productivity

Summary)

Report Heading

Queue

Total Calls

Total Ans. Calls

Ans. Calls %

Ans. Within Service Level
Ans. Within Service Level %
total Abn. Calls

Abn Calls %

Abn Within Service Level
Abn Within Service Level %
Other Calls

Other Calls %

Grade of Service %

Maximum Calls Queued
Ans. Imm. %

Maximum Time In Queue
Talk Time
Average Talk Time

Average Agents Logged In

Calls Per Hour

Definition

Description of the Queue

Total Calls delivered to the Queue

Sum of Answered Calls

Sum of Answered Calls divided by all Calls

Calls answered before Service Level time limit set in Report Criteria
Calls answered before Service Level time limit divided by all Calls
Sum of Abandoned Calls

Sum of Abandoned Calls divided by all Calls

Calls abandoned before Service Level time limit set in Report Criteria
Calls abandoned before Service Level time limit divided by all Calls
Sum of Other Calls

Sum of Other Calls divided by all Calls

Service level set in: Queue Properties > Priority/GOS [tab]

Highest number of Calls queued

Calls delivered without interim (typically less than 5sec) divided by all
Calls

Longest period spent by a Call in a queue

The time the telephone is active in Queue or Office Presence states
Total Talk Time divided by all Calls

Mean number of Agents logged in over the period

Rate of calls per hour over the period (e.g. one call in 15min = four
Calls per hr)

About the Queue Productivity Report (Queue Productivity

Summary Template)

Based on the Queue Productivity Report, you can summarise
this information using the selection criteria on the report prompt.
To view all 'blank periods’ (i.e. to view all periods with or without
calls within the specified timeframe), select this in the report

prompt criteria.



To create the Queue Productivity Report:
1. Select Queue Performance > Queue Productivity:

" IPFX Reports - Queue Productivity Report [Que7New.rpt] [Z]@
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Queue informatien regarding Productivity

2. Select Report Template > Queue Productivity Summary.

3. Enter the following report criteria as required:

The span of days covered by the report (Today,
Last Week etc.)



Period

Dates

Times

Group By

Summary Type

Time Period

Queue Group

Queue Number

Item or Media Type

Service Level Seconds

Include Virtual Queues

Alternatively, specify the exact date range using the
Date criterion.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the
report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

This is to be used in conjunction with the 'View
Summary' field. Select one type of summary: Date,
Weekday, etc.

Period covered

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Defines your organisation's Service Level, in
seconds. For example, if your service level requires
calls to be answered within 20 seconds, enter 20.

Default is set to 20.

Includes both standard and Virtual queues in the



report.

Determines the level of detail present in the report.
Yes Provides the report as a summary. Rows
containing identical information are combined into a
single line, with a Count column to show how many
individual pieces of data each line represents.

No - Displays each piece of data on a separate
line.

Ignore (Has the same effect as selecting No).

View Summary

Changes the way that time is displayed in the
report:

Format Time Yes - Displays time in hh:mm:ss format.
No - Displays time in seconds.
Ignore - (Has the same effect as selecting Yes)



Queue Productivity Report (Queue Summary by
Day Template) (Sample)



Queue Productivity by Day IP FE3

Report Criteria: Queue Kumber = 2930

Time Queve  Media  Total Total Ans.  Ans. Abn.  Total Abn.  Abn. Abn. Other Other Grade of Mazimu Ans. Mazimum Talk Time  Average Average Calls

Period Number  Type Calls  Ans. Calls Vithin  Within  Abn. Calls Within  Within Calls Calls% Service mCalls Imm.  Timeln Talk Time Agents Per
Calls % Semice Service Calls X Serviee  Service % Queved % Queue Logged Hour
Level  Lewel % Level  Level % In

Tuesday, 20 February 2007

1415 2990 Cal 5 1A% 0 % 3B 2 0% 1 % 3% T 0% o010 oooott  oooot 0
1430 2990 Cal 10 4 4% 4 100% 4 4% 4 0% 2 0% 100% 0% x0ot3  0o0347 00007 140
1445 2990 Cal ] 3% 3 100% 3% 2 2% 0 % 7% T 0% 022 0o0054 000018 1 1
1500 2980 Cal 2 1A% 1 100% 1 5% 1 0% 0 0% 100% 1100%  Oo0o:04  0o:0003 000103 1 8
1515 2990 Cal 4 4 100% 3 5% 0% 0 0% 0 % 7% T 78%  0om o ox0n12 000018 1 18
Date Averages: ] F ? B5% 1 3% ? % 1 0 1% 1 3% HiA 0 00:00:33 0 00:00:33 1 3
Date Totals: H 13 MA 1 N 1 NA L] NiA 3 N N 1 WA 0000232 000:07:07 NN 16
Wednesday, 21 February 2001
145 2990 Cal 3 1% 1 100% 2 6% 1 33 0 % 9% 1100%  o0n44  Oo004t OO0 112
1415 2990 Cal 2 1 5% 1 100% 1 % 1 0% 0 0% 100% 1100% 00002 0C:00:44 000044 03
1500 2980 Cal 2 2 100% 2 100% 0% 0 0% 0 % 9% 0% 0oty Oo0002  oooood 03
1515 2990 Cal 2 2 100% 2 100% 0% 0 0% 0 0% 100% T 0% 0x0o0s  0o0047 0000 1 8
1530 2990 Cal 1 1 100% 1 100% 0% 0 0% 0 % 8% T 0% Oo0ote  0o:0004 000004 04
1545 2990 Cal 2 1 5% 1 100% 1 % 1 0% 0 0% 100% T 0%  0o0o03  0o:00:04 000004 1 8
Date Averages: ? 1 6% 1 10 4 3% 1 %% 0 0 Bi% 1 5% HiA 0 00:00:18 0 00:00:18 1 %
Date Totals: 12 $ MR L N 4 NA 3 NiA [} N N 1 NA 0000153 000:0222 NA MA@
Thursday, 22 February 2007
0300 2980 Cal 1 1 100% 1 100% 0% 0 0% 0 0% 100% T 0% 0o0ot0  0C:00:00  00:00:00 14
0345 2980 Cal J 0% 0 % 5 100% 4 80% 0 % % 0% 000030 0C:00:00  00:00:00 0
1000 2980 Cal ] 5 8% 5 100% 1% 1 7% 0 0% %% T80% Oo0otd  0o0n04 000013 0 u
1015 2990 Cal 1 1 100% 1 100% 0% 0 0% 0 0% 100% 1100% 00000 0C:00:14 000014 04
1030 2990 Cal 2 2 100% 2 100% 0% 0 0% 0 0% 100% 1100%  0o0o:00  0o:0n03 000032 03
Date Averages: 3 1% 7 10% 6 % 1 3% 0 % B 1 8% HiA 0 00:00:16 0 00:00:16 0 1
Date Totals: 15 9 NA L] N b MR 5 NiA 0 A N 1 WA 0000057 000:02H NA O NA 60
Friday, 23 February 2007
115 2990 Cal 3 1% 1 100% 2 6% 2 £7% 0 0% 100% T 0% 0ot3  0C0626 000626 01
145 2990 Cal 1 0% 0 % 1 100% 0 0% 0 % % 0% 0003 0o00:00  00:00:00 04
Date Averages: ? 1 2% 1 100 3 OI8% 1 5% 0 0% 5% L HiA - 0 00:06:26 0 00:06:26 [
Date Totals: 4 1 NA 1 N 3 NA 2 Nig 0 NA N 1 WA Q000037 000:06:26 NA O NA 16
AVERAGES: 3 P Y ? 4% 6 4% 1 b 0 o B 1 42 HiA 0 00:00:35 0 00:00:35 0 1
TOTALS: 1] HoONA b NiA H 0 NA 19 HiA ] HiA Nk 1 NA 0000232 000:18:16 WA MR N
NOTE: - Clate Tine hehds are i the thimat oy mourminete sec  the day field, i presend, mpmsents a perd of 24 huurs)

- Al Tadk T  verages are cakeulated wsing answered calls only

- Cher ealls am calls where the final destination was ot a person. e.4. After hours nessages

- Mardiier Cally Ciewed is the marima number of oalls that wem queding at any piven point in tie fur that Cuece
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Queue Productivity by Day Report (Queue
Summary by Day)

Report Heading

Time Period

Queue Number

Media Type

Total Calls

Total Ans. Calls

Ans. Calls %

Ans. Within Service Level
Ans. Within Service Level %
total Abn. Calls

Abn Calls %

Abn Within Service Level
Abn Within Service Level %
Other Calls

Other Calls %

Grade of Service %

Maximum Calls Queued
Ans. Imm. %

Maximum Time In Queue
Talk Time
Average Talk Time

Average Agents Logged In

Calls Per Hour

Definition

Period set in Report Criteria (null periods may be unselected)
Number of the Queue

Call, Email, Fax, TextChat or Callback

Total Calls delivered to the Queue

Sum of Answered Calls

Sum of Answered Calls divided by all Calls

Calls answered before Service Level time limit set in Report Criteria
Calls answered before Service Level time limit divided by all Calls
Sum of Abandoned Calls

Sum of Abandoned Calls divided by all Calls

Calls abandoned before Service Level time limit set in Report Criteria
Calls abandoned before Service Level time limit divided by all Calls
Sum of Other Calls

Sum of Other Calls divided by all Calls

Service level set in: Queue Properties > Priority/GOS [tab]

Highest number of Calls queued

Calls delivered without interim (typically less than 5sec) divided by all
Calls

Longest period spent by a Call in a queue

The time the telephone is active in Queue or Office Presence states
Total Talk Time divided by all Calls

Mean number of Agents logged in over the period

Rate of calls per hour over the period (e.g. one call in 15min = four
Calls per hr)

About the Queue Productivity Report (Queue Summary by

Day)

Based on the Queue Productivity Report, this template is
grouped by daily segments, revealing how many calls have
arrived in a queue. The data can help more efficiently allocate



agents over the week by highlighting busy and slow periods.

To create the Queue Productivity Report (Queue
Summary by Day Template):
1. Select Queue Performance > Queue Productivity Report:

E IPFX Reports (Legacy) - Queue Summary by Day [Que1.rpt] E]@
File Report Options Help

Haa +=2Ee

+-[_1 Agent Teams Description
+-(_] Calls Hourly Queue Infarmation Grouped by Day
+-[_] DDl Reparts
+-[_] Extensions
+- 1 Message Box Eifizrie
+-[_1 Performance
+-[Z] Queus Groups Report Template | 57
=11 Dueues
Extension by Queue Report source Datapase |SYDVOIPO - [Current] ]
Owerall Queue Summary Fe i : ;
part Directary: Zh ™
[Jueve Summary ) | J
Queue Summary - 15 Minute Intervals Report Title |QUEUE Summary by Day
[ueue Summary - 20 Second Interyals Period
(a] Last Mond -
Queue Summary - 30 Minute Intervals | S J
{Hueve Summary by Day: Dates From |21 /052007 ﬂ
Queue Surmmary by Hour
+-[_] Site Information Ig |21 ol ﬂ
+-[27 wildcard/Prefened Agent Times From |DB:DEI d
+-[_] ‘Wrapup Codes Ta |1F":3EI ﬂ
Item Type | A
Gueue Mumber | ﬂ

Hourly Queue Information Grouped by Day

2. Select Report Template > Queue Summary by Day.

3. Enter the following report criteria as required:

The span of days covered by the report (Today,
Last Week etc.)

Period _ _ .
Alternatively, specify the exact date range using the
Date criterion.

Dates The date range you wish to cover in the report.

Times Select hours of the day that you wish to cover in the

report.



Group By

Queue Group

Queue Number

Item or Media Type

Service Level Seconds

Include Blank Periods

Include Virtual Queues

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Defines your organisation's Service Level, in
seconds. For example, if your service level requires
calls to be answered within 20 seconds, enter 20.

Default is set to 20.
To save space, a report normally omits displaying
information about time periods in which there were

no calls. Use this criteria to force the report to
display lines for all time periods.

Yes display all periods, even those with no calls
No omit periods with no calls

Ignore (default, same as No)

Includes both standard and Virtual queues in the
report.

Determines the level of detail present in the report.

Yes Provides the report as a summary. Rows
containing identical information are combined into a



single line, with a Count column to show how many
individual pieces of data each line represents.

No - Displays each piece of data on a separate
line.

Ignore (Has the same effect as selecting No).

View Summary

Changes the way that time is displayed in the
report:

Format Time Yes - Displays time in hh:mm:ss format.
No - Displays time in seconds.
Ignore - (Has the same effect as selecting Yes)



Queue Productivity Report (Summary by Hour)
(Sample)

L
Queue Summary by Hour IP i

ReponCriIeria: Dates hetween 26/03/2007 and 30/03/2007
Times between 09:00 and 12:00
araup By (3 maximum) = Hour
sunmary Type (1 only) = Date
View Summary = Yes
Date Total  Total Ans.  Ans. fnz. Toldl  Abn. Abn Abn, Other  Grade Maximum  Ans.  Maximom  TalkTime  Awerage Awerage  Calls
Calls  Ams. Calls Within  Within  Abn. Calls Within  Within  Cther  Calls o Callz Immo Timeln Talk  Agerts  Per
Callz % %ervice Service Calls Y Bervice  Service  Calls Yo Service  OQueued L] Queue Time Logged i Hour
Lewvel  Level % Lewel  Level L

Between 09:00 and 10:00

2007-03-28 8 0 0% 0 0% 0 0% 0 0 3 100% % 1 0% 00:00:00° 000:00:00 0 4
2007-03-4 4 1 5% T 100% 0 0% 0 0 3 5% 100% 1 100% 000021 oooo021 0 5
Hour Averages: 1 0 14 0 100% [ ] [ 1 8% 100% 1 100% Ni& 0 00:00:21 0 00:00:21 0 5
Hour Totals: 1 1 HA 1 N, 0 Nk ] N4 b hi, NI, 1 N& 000:00:04 0 00:00:21 N4 NE 2
Between 10:00 and 11:00
2007-03-26 8 0 0% 0 0% 0 0% 0 0 3 100% % 1 0% 00:00:00° 000:00:00 0 ]
2007-03-27 4 3 1% 3 100% 0 0% 0 0 1 5% % 1 100% 000137 000:00:32 0 5
2007-03-28 4 0 0% 0 0% 0 0% 0 0 4 100% % 1 0% 00:00:00° 000:00:00 0 5
2007-03-4 4 1 5% T 100% 0 0% 0 0 3 %% 8% 1 100% 00:00:30° 000:00:30 0 4
2007-03-30 5 2 4% 2 100% 0 0% 0 0 3 B% 7% 1 100% 00:00:29 0000045 1 5
Hour Averages: 1 0 3% 0 100% [ ] (i 1 e 9% 1 100% Ni& 0 00:00:26 0 00:00:26 0 5
Hour Totals: n 6 HNA ] N, 0 Nk ] N4 14 hi, NI, 1 NA 000:00:49 0 00:02:36 NA NE 8
Between 11:00 and 12:00
2007-03-26 § 0 0% 0 0% 1 1% 1 1! g 9% % 1 0% 00:00:00° 000:00:00 0 9
2007-03-27 8 3 3% 3 100% 1 13% 0 0 4 0% % 1 100% 00:01:44 000:00:35 1 ]
2007-03-28 1 0 0% 0 0% 0 0% 0 0 T 100% % 1 0% 00:00:00° 00C:00:00 0 4
2007-03-4 8 0 0% 0 0% 0 0% 0 0 B 100% % 1 0% 00:00:00° 000:00:00 0 8
2007-03-30 5 0 0% 0 0% 0 0% 0 0 5 100% % 1 0% 00:00:00° 00C:00:00 0 5
Hour Averages: 2 0 10% 0 100% 0 6% ] ¥ 1 M 1% 1 100% Mi% 0 00:00:35 0 00:00:35 0 1
Hour Totals: H 3 HA 3 N, 7 Nk 1 N4 % hi, NI, 1 NA 000:00:47 0 00:01:44 N4 NiE 124
Between 12:00 and 13:00
2007-03-26 1 0 0% 0 0% 0 0% 0 0 T 100% % 1 0% 00:00:00° 000:00:00 0 4
20070327 1 0 0% 0 0% 0 0% 0 0 T 100% % 1 0% 00:00:00° 00C:00:00 0 4
2007-03-28 1 0 0% 0 0% 0 0% 0 0 1 100% % 1 0% 00:00:00° 000:00:00 0 4
2007-03-30 1 0 0% 0 0% 0 0% 0 0 T 100% % 1 0% 00:00:00° 00C:00:00 0 4
Hour Averages: 1 [ ] [ [ ] [ 1 1% ¥ 1 W% Mi& 0 00:00:00 0 00:00:00 0 4
Hour Totals: 4 0 HA ] N, 0 Nk ] NIA 4 hi, NI, 1 N& 000:00:15 0 00:00:00 NrA NE - 16
AVERAGES: 1 0 16% 0 100% [ ] * 1 % 8% 1 100% Mi% 0 00:00:28 0 00:00:28 0 ]
TOTALS: 62 0 HA 1 N, 7 Nk 1 NIA 50 hi, NI, 1 N& 000:00:4% 0 00:0441 NrA NI& D
NOTE; - Clte Thie el are in the format ey Mourminude sec e day ek, i presend, epmesents a perod o 24 hours)

- AN Tabi Tinwe averages are cakulated wsing answered calls only

- Cther oalls are oalls where the final destinatin was rt a person. e.g. After hours messages

- Marinun Cally Cueced i the maxinum number of oally that wem queuivg at any piver point in fine for that Guewe
Page 1of 1 D Nt - ersion 4.3.3120

042007 1051 am,



Queue Productivity Report (Queue Summary by

Hour Template)

Report Heading

Date

Total Calls

Total Ans. Calls

Ans. Calls %

Ans. Within Service Level
Ans. Within Service Level %
total Abn. Calls

Abn Calls %

Abn Within Service Level
Abn Within Service Level %
Other Calls

Other Calls %

Grade of Service %

Maximum Calls Queued
Ans. Imm. %

Maximum Time In Queue
Talk Time
Average Talk Time

Average Agents Logged In

Calls Per Hour

Definition

Calendar date selected

Total Calls delivered to the Queue

Sum of Answered Calls

Sum of Answered Calls divided by all Calls

Calls answered before Service Level time limit set in Report Criteria
Calls answered before Service Level time limit divided by all Calls
Sum of Abandoned Calls

Sum of Abandoned Calls divided by all Calls

Calls abandoned before Service Level time limit set in Report Criteria
Calls abandoned before Service Level time limit divided by all Calls
Sum of Other Calls

Sum of Other Calls divided by all Calls

Service level set in: Queue Properties > Priority/GOS [tab]

Highest number of Calls queued

Calls delivered without interim (typically less than 5sec) divided by all
Calls

Longest period spent by a Call in a queue

The time the telephone is active in Queue or Office Presence states
Total Talk Time divided by all Calls

Mean number of Agents logged in over the period

Rate of calls per hour over the period (e.g. one call in 15min = four
Calls per hr)

About the Queue Productivity Report (Queue Summary by

Hour Template)

Based on the Queue Productivity Report, this report gives a
detailed summary by hourly segments, revealing how many
calls have arrived in a queue. The data can help more efficiently
allocate agents over the workday or week by highlighting busy

and slow periods.



To create the Queue Productivity Report (Queue
Summary by Hour Template):

1. Select Queue Performance > Queue Productivity
Report:

D IPFX Reports (Legacy) - Queue Summary by Hour [Que2.rpt] E]@
File Report Options Help

H Sl += 23 @&

+-[_1 Agent Teams Description
+-[] Calls Daily Queve Information Grouped by Hour
+-[_] DDl Reparts
+-[_] Extensions
+- 1 Message Box Eifiarie
+-[_1 Performance
+-[Z] Queus Groups Report Template | 57
=11 Dueues
Extension by Queus Report source Database |AKLVDIF'EI‘| - [Currert] j
Overall Quewe Summary Fe g : :
part Directary: Zh ™
[Jueve Summary ) | J
Queue Summary - 15 Minute Intervals Report Title |QUEUE Summay by Hour
[ueue Summary - 20 Second Interyals Period
] Tod it
[uewe Summary - 30 Minube Interyals | =
Hueue Summary by Day Dates From |25.n"DE.n"2DD? A
i ueue Summary by Hour;
+-[_] Site Information Ig |25,"E|5."2EIEI? A
+-[27 wildcard/Prefened Agent Times From |DB:DEI j
+-[_] ‘Wrapup Codes Ta |1F":3EI A
Item Type | A
Gueue Number | A

Daily Queue Infermation Grouped by Hour

2. Select Report Template > Queue Summary by Hour.

3. Enter the following report criteria as required:

The span of days covered by the report (Today,
Last Week etc.)

Period _ _ .
Alternatively, specify the exact date range using the
Date criterion.

Dates The date range you wish to cover in the report.

Times Select hours of the day that you wish to cover in the

report.

Causes the report to display information grouped
accorded to the selected criteria (for example by



Group By

Summary Type

Time Period

Queue Group

Queue Number

Item or Media Type

Service Level Seconds

Include Blank Periods

Include Virtual Queues

Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

This is to be used in conjunction with the 'View
Summary' field. Select one type of summary: Date,
Weekday, etc.

Period covered

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Defines your organisation's Service Level, in
seconds. For example, if your service level requires
calls to be answered within 20 seconds, enter 20.

Default is set to 20.
To save space, a report normally omits displaying
information about time periods in which there were

no calls. Use this criteria to force the report to
display lines for all time periods.

Yes display all periods, even those with no calls
No omit periods with no calls
Ignore (default, same as No)

Includes both standard and Virtual queues in the
report.



View Summary

Format Time

Determines the level of detail present in the report.

Yes Provides the report as a summary. Rows
containing identical information are combined into a
single line, with a Count column to show how many
individual pieces of data each line represents.

No - Displays each piece of data on a separate
line.

Ignore (Has the same effect as selecting No).

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.
No - Displays time in seconds.
Ignore - (Has the same effect as selecting Yes)



Queue Summary Report (Sample)

Queue Summary

RE|}0I'I fQueue Humber = 7990

Time BQueve  Media Total Total Total  Abn. Abn. Other Talk Time
Period Number Type Calls  Ans.  Abn.  Before After  Calls  Minimum

Calls  Calls Minimum Minimum

Tuestay, 20 February 2001
2980 Deme Queue

Call

A5 2880 Cal 5 1 3 0 3
30 280 el 10 4 4 0 4
1445 2890 Cal g 3 5 0 5
1500 2880 Cal 2 1 1 1 0
1545 2890 Cal 4 4 0 0 0
Media Type Averages: ] 3B 0 ?
Media Type Totals: 2 i 1 12
(Queue Averages: ] K K 0 ?
(ueue Totals: P 131 1 12
Date Averages: ] 3B 0 ?
Date Tatals: P 131 1 12
AVERAGES: b KA H] 0 ?
TOTALS: FL I K 1 12
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Queue Summary Report

Report Heading Definition
Time Period Period set in Report Criteria (null periods may be unselected)
Queue Number Number of the Queue
Media Type Call, Email, Fax, TextChat or Callback
Total Calls Total Calls delivered to the Queue
Total Ans. Calls Sum of Answered Calls
Total Abn. Calls Sum of Abandoned Calls
Abn. Before Minimum Calls abandoned before minimum time limit set in Report Criteria
Abn. After Minimum Calls abandoned after minimum time limit set in Report Criteria
Other Calls Sum of Other Calls
Talk Time Minimum Shortest period spent by a Call in Talk Time
Talk Time Maximum Longest period spent by a Call in Talk Time
Talk Time Average Average period spent by Calls in Talk Time

Answered Queue Time Minimum Shortest period spent by an answered Call in Queue Time
Answered Queue Time Maximum Longest period spent by an answered Call in Queue Time
Answered Queue Time Average Average period spent by answered Calls in Queue Time

Abandoned Queue Time

Minimum Shortest period spent by an abandoned Call in Queue Time

Abapdoned Queue Time Longest period spent by an abandoned Call in Queue Time
Maximum

Abandoned Queue Time Average Average period spent by abandoned Calls in Queue Time
Average Agents Logged In Mean number of Agents logged in over the period

Rate of calls per hour over the period (e.g. one call in 15min = four

Calls Per Hour Calls per hr)

About the Queue Summary Report

This report gives a detailed summary of call flow over 15-, 30-
or 60-minute segments (selected in the report criteria prompts;
default is 30). The report provides a summary of events that
can be used for comparisons and rostering.

Data shown: Total calls taken/answered/abandoned (before and
after minimum abandon settings), maximum/minimum calls
gueued, average/maximum queue, talk/abandoned times,



Service Level, Calls per hour, average number of agents logged
in.

Tip: Select View summary in the report criteria prompt for a
total for each queue that can be used for a company
comparison. If you are managing multiple queues this is a good
overview and you can use the detail report to drill down on
information if required.

To create the Queue Summary Report:
1. Select Queue Performance > Queue Summary:

D IPFX Reports (Legacy) - Queue Summary [Que3.rpt] Q@

File Report Options Help
H SW += 28 e
+-[_1 Agent Teams Description

+-(1 Calls Daily Summary of Haurly Call Infarmation Grouped by Queus
+-[_] DDl Reparts
+-[_] Extensions

+-[_] Message Box

Criteria
+-[_1 Performance
+-[_] Oueue Groups Report Template |
—-Z3 Queues
Estersion by Queue Report Source Database |SYDVEIIF'EI'I - [Current]
:9f.‘?.r.?!!..@H.‘?.'ﬂ?.ﬁ:"mmaw Report Directory: |Z;\
[uewe Summary - 15 Minube Intervals Repart Tite |Cugue Summary
[Jueve Summary - 20 Sgcond Intervals Period |Last Manday
[uewe Summary - 30 Minube Interyals
Hueue Summary by Day Dates From |21 A05/2007

Queue S.urnmary by Haour Ta |21 052007
+-[_] Site Information

+-[27 wildcard/Prefened Agent Times From |DB:DEI
+-[_] ‘Wrapup Codes To |11:3EI

Item Type |

T T 0 T R 1 i R 1

Gueue Mumber |

Daily Summary of Hourly Call Information Grouped by Queue

2. Enter the following report criteria as required:

The span of days covered by the report (Today,
Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

Period



Dates

Times

Queue Group

Queue Number

Item or Media Type

Service Level Seconds

Include Blank Periods

Include Virtual Queues

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the
report.

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Defines your organisation's Service Level, in
seconds. For example, if your service level requires
calls to be answered within 20 seconds, enter 20.

Default is set to 20.
To save space, a report normally omits displaying
information about time periods in which there were

no calls. Use this criteria to force the report to
display lines for all time periods.

Yes display all periods, even those with no calls
No omit periods with no calls

Ignore (default, same as No)

Includes both standard and Virtual queues in the
report.

Determines the level of detail present in the report.

Yes Provides the report as a summary. Rows
containing identical information are combined into a



View Summary single line, with a Count column to show how many
individual pieces of data each line represents.

No - Displays each piece of data on a separate
line.

Ignore (Has the same effect as selecting No).
Changes the way that time is displayed in the
report:

Format Time Yes - Displays time in hh:mm:ss format.
No - Displays time in seconds.
Ignore - (Has the same effect as selecting Yes)



Queue Summary Report (Overall Queue

Summary Template) (Sample)
',l l.
Overall Queue Summary IP FE)

Repon Criteria: Dates between 23/04/2007 and 28,/04/2007
Queue Total  Total Total  Abn. Abn.  Other Talk Time Talk Time Talk Time Answered Answered  Ansvered Abandoned Abandoned Abandoned  Average Calls
Calls  Ans. Abn. Before  After  Calls Minimum Mazimum  Average Gueue Time Queue Time Queue Time GQueve Time OQueue Time GueveTime  Agents  Per
Calls  Calls Minimum Minimum Minimum ~ Mazimum  Average  Minimum  Magimum  Average Loggedln  Hour
2900 Crerstar Cueue K 9 3 0 3 12 0000000 000123 000:0024 000000 000036 00C:0C:01  OO0OO0O0 0Q0C0000 000012 I §
2909 Consuting Gueue B 0 5 0 5 10000000 00000 0000000 OOOC:O 0017 OD0CO00 00XOCOO OOCO0OO Q000028 1 8
2935 Technical Gueue 80 0 0 0 0 80 000:00:00 00:00:00 00G0C00 000001 000026 00C:00:00 OO00000 00C0000 00000 I li
2930 Customer Service i 12 A 4 17 20000000 OO:OBS7 0000057 00OCO0 000210 ODCOO04 00OCOD OOCO0O0 Q000024 1 8
AVERAGES: ? ] 1 ] ] 1 HiA WA 0 00:00:43 HiA WA 0 00:00:02 WA WA 0 00:00:24 0 1
TOTALS: 14 H n i i 95 000:00:00 0 00:06:57 HiA- 0 00:00:00 0 00:02:10 Nt D 00:00:00 0 00:00:55 WA WA 580

NOTE: - Cete Tie fiedds am in dhe fomat oy Fourminute sec  the day field, i present, represents a peod of 24 hours)
- Al Tall Tive averages are oaleulated sing answered ealy only
- Ciher oalls are cails where the firal destination was nat a person. &.q. Affer fours nessages
- Maniu Calls Guewed i the i aunber of cally that wem queding at any giver point in fine for that Guoeus

Fage 1of 1 (ugHew mt - Yersion 43,3120
DENE2007 03:19: pm,



Queue Summary Report (Overall Queue
Summary Template)

Report Heading Definition
Time Period Period set in Report Criteria (null periods may be unselected)
Queue Number Number of the Queue
Media Type Call, Email, Fax, TextChat or Callback
Total Calls Total Calls delivered to the Queue
Total Ans. Calls Sum of Answered Calls
Total Abn. Calls Sum of Abandoned Calls
Abn. Before Minimum Calls abandoned before minimum time limit set in Report Criteria
Abn. After Minimum Calls abandoned after minimum time limit set in Report Criteria
Other Calls Sum of Other Calls
Talk Time Minimum Shortest period spent by a Call in Talk Time
Talk Time Maximum Longest period spent by a Call in Talk Time
Talk Time Average Average period spent by Calls in Talk Time

Answered Queue Time Minimum Shortest period spent by an answered Call in Queue Time
Answered Queue Time Maximum Longest period spent by an answered Call in Queue Time
Answered Queue Time Average Average period spent by answered Calls in Queue Time

Abandoned Queue Time

Minimum Shortest period spent by an abandoned Call in Queue Time

Abandoned Queue Time

Maximum Longest period spent by an abandoned Call in Queue Time

Abandoned Queue Time Average Average period spent by abandoned Calls in Queue Time

Average Agents Logged In Mean number of Agents logged in over the period

About the Queue Summary Report (Overall Queue
Summary Template)

This report gives a detailed queue summary based on Service
Level intervals. The data can help more efficiently allocate
resources.

Total Calls received are categorised into Answered and
Abandoned within the Service Level intervals. These are
displayed as both a number and a percentage to show the



breakdown of calls answered or abandoned within the queue.

You can run this report in a summarized format, or grouped by
fiscal week (set in the report criteria prompt).

This report will show at a glance if Service Level thresholds are
achieved.

To create the Queue Summary Report (Overall
Queue Summary Template):

1. Select Queue Performance > Queue Summary:

D IPFX Reports (Legacy) - Overall Queue Summary [Que5.rpt] g@
File Report Options Help
H L += =2H @
-0 Agent Teams D escription
+-] Calls Dverall Queue Summary
+-[_] DDl Reparts
+-[_] Extensions
+-[_] Message Box Brios
+-[_1 Performance
+-[_] Oueue Groups Report Template | -
—-Z3 Queues
Estersion by Queue Report Source Database |SYDVEIIF'EI'I - [Current] 7
iDwerall Hueue Surmary; Report Directory: |Z:\ j
[ueve Summary )
[ueve Summary - 15 Minube Intervals Fepart Title |Dverall Queue Summary
[Jueve Summary - 20 Sgcond Intervals Period |Last Manday =
[uewe Summary - 30 Minube Interyals
Hueue Summary by Day Dates From |21 A05/2007 J
Queue Surmmary by Hour
+-[_] Site Information lo |21 {20l J
+-[27 wildcard/Prefened Agent Times From |DB:DEI J
+-[_] ‘Wrapup Codes
To 1730 =
Item Type | J
Gueue Number | J
Overall Queue Summary

2. Select Report Template > Overall Queue Summary.

3. Enter the following report criteria as required:

The span of days covered by the report (Today,
Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

Period



Dates

Times

Queue Group

Queue Number

Item or Media Type

Service Level Seconds

Include Blank Periods

Include Virtual Queues

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the
report.

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Defines your organisation's Service Level, in
seconds. For example, if your service level requires
calls to be answered within 20 seconds, enter 20.

Default is set to 20.
To save space, a report normally omits displaying
information about time periods in which there were

no calls. Use this criteria to force the report to
display lines for all time periods.

Yes display all periods, even those with no calls
No omit periods with no calls

Ignore (default, same as No)

Includes both standard and Virtual queues in the
report.

Determines the level of detail present in the report.

Yes Provides the report as a summary. Rows
containing identical information are combined into a



View Summary single line, with a Count column to show how many
individual pieces of data each line represents.

No - Displays each piece of data on a separate
line.

Ignore (Has the same effect as selecting No).
Changes the way that time is displayed in the
report:

Format Time Yes - Displays time in hh:mm:ss format.
No - Displays time in seconds.
Ignore - (Has the same effect as selecting Yes)



Queue Summary Report (Queue Summary - 15
Minute Periods Template) (Sample)

Queue Summary - 15 Minute Periods IP F.ai

Repon Criteria:  Dates between 23/04/2007 and 29/04/20070
QUeue Number = 29300

Time  Queve Media  Total  Total  Total  Abn.  Abn.  Other TalkTime TalkTime Talk Time  Answered Answered Answered  Abandoned Abandoned Abandoned Average Calls
Period Number ~ Type  Calls ~ Ans.  Abn. Before  After Calls Minimum Matimum  Average GQueue Time Gueue Time Queue Time GQueue Time QueueTime  Bueue Agents  Per

Calls  Calls Minimum Minimum Minimum ~ Matimum  Average  Minimum  Mazimum Time Logged Hour
Average In

2490 Customer Service Queue
1815 2990 cal 1 0 1 0 1 0 000000 DOOC00 QOO OCOGOD  OQODDO  DOOCOD  DOOC2E  OOOC26  ODOO6 [
100 2590 Gl 1 0 1 0 1 0 000000 DOOCOD QOO OOOROD  OQODCO  DOOCO0 DOOCZF  DOOC2T  OoO0 [
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130 290 cal 1 0 1 1 0 0 000000 DOOC00  OCOOOOD  OCOGOD  OQOODO  DOOCO0  DOCOD  OC.00:00 1 4
0330 2590 Al 1 0 1 0 1 0 000000 DOOC0D QOO OOOGOD  OQODCO  DOOCOD  DOOCED  OOOC3D 000030 1 4
345 2990 Al 2 1 1 0 1 0000007 DoOCO7  ODOOOOF  O0OGOD  OQODCO  DOOCO0  DOOCEE  OOOC3S  O0OO3 1 8
0830 290 cal 1 1 I 0 0 0000030 DOOC30  ODOOAD  OOOGOY  OQOODY  DOOCM  DOOGOD  OO0C00 000000 1 4
0345 2990 Al 3 3 I 0 0 000003 DOOEST  (DO240 O0OGOD  OQOODM  DOOCO0  DOOGOD  OO0C00 000000 112
1000 2990 Al 2 2 I 0 0 0000017 DoO049 D003 O0OGODY  OQODOS  DOOC0S  DOOGOD  OO.0C00 000000 1 8
1015 290 Al 1 0 1 0 1 0000000 DOOC00 QOO OCOGOD  OCODDO  DOOCO0  DOOC2E  OOOC2E  O0OO28 1 4
1045 2990 cal 2 1 1 0 1 0 0o0or DoOO0t ODOOODt OOOGODY  OQOODM  DOOCMM  DOOOM4  DOOCM4 ODO0M 1 8
100 290 Gl 1 1 I 0 0 0000019 D009 ODOOtS 000G OQOOAT  DOOCM DO0GOD  OO0C00 000000 1 4
Queue Averages: ? 1 il 0 1 0 HiA NiA - 0 00:0057 NiA NiA 0 00:00:04 NiA WA 0000024 1 H
Queue Taotals: % 12 il 4 1 2 000:00:00 0 00:06:57 HiA- 0000000 0 00:02:10 A 000000 000:00:45 HiA WA 14
AVERAGES: ? 1 il 0 1 ] Hid WA 0000057 Hify WA 0 00:00:04 WA A0 00:00:24 1 i
TOTALS: % 12 il 4 11 2 000:00:00 0 00:06:57 A 0 00:00:00  000:02:10 WA O 0R0R00 0 00:00:45 HiA A 14
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Queue Summary Report (Queue Summary - 15
Minute Periods Template)

Report Heading Definition
Time Period Period set in Report Criteria (null periods may be unselected)
Queue Number Number of the Queue
Media Type Call, Email, Fax, TextChat or Callback
Total Calls Total Calls delivered to the Queue
Total Ans. Calls Sum of Answered Calls
Total Abn. Calls Sum of Abandoned Calls
Abn. Before Minimum Calls abandoned before minimum time limit set in Report Criteria
Abn. After Minimum Calls abandoned after minimum time limit set in Report Criteria
Other Calls Sum of Other Calls
Talk Time Minimum Shortest period spent by a Call in Talk Time
Talk Time Maximum Longest period spent by a Call in Talk Time
Talk Time Average Average period spent by Calls in Talk Time

Answered Queue Time Minimum Shortest period spent by an answered Call in Queue Time
Answered Queue Time Maximum Longest period spent by an answered Call in Queue Time
Answered Queue Time Average Average period spent by answered Calls in Queue Time

Abandoned Queue Time

Minimum Shortest period spent by an abandoned Call in Queue Time

Abandoned Queue Time

Maximum Longest period spent by an abandoned Call in Queue Time
Abandoned Queue Time Average Average period spent by abandoned Calls in Queue Time

Average Agents Logged In Mean number of Agents logged in over the period

About the Queue Summary Report (Queue Summary - 15
minute periods Template)

This report gives a detailed summary by quarter-hour
segments, revealing how many calls have arrived in a queue.
The data can help more efficiently allocate agents over the
workday or week by highlighting busy and slow periods.

To create the Queue Summary Report (Queue



Summary - 15 Minute Periods):
1. Select Queue Performance > Queue Summary:

" IPFX Reports - Queue Summary [Que3New.rpt]

M=%

+-[2] Meszage Box
+-[2] Prezence Information
=27 Queue Performance

" Queue rterval Report

*| Queve Productivity B eport
" Queus Summary

*| Top 10 Report

-] Site Information
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-] Wrapup Codes

Summary of Queue Information
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Criteria

Report Template
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Report Directon:
Report Title
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Times
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Include Blank Periods
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2. Select Report Template > Queue Summary - 15 Minute

Periods.

3. Select the following report criteria as required:
The span of days covered by the report (Today,




Period

Dates

Times

Group By

Time Period

Queue Group

Queue Number

Item or Media Type

Service Level Seconds

Include Blank Periods

Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the
report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Period covered

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Defines your organisation's Service Level, in
seconds. For example, if your service level requires
calls to be answered within 20 seconds, enter 20.

Default is set to 20.

To save space, a report normally omits displaying
information about time periods in which there were
no calls. Use this criteria to force the report to
display lines for all time periods.



Include Virtual Queues

View Summary

Format Time

Yes display all periods, even those with no calls
No omit periods with no calls
Ignore (default, same as No)

Includes both standard and Virtual queues in the
report.
Determines the level of detail present in the report.

Yes Provides the report as a summary. Rows
containing identical information are combined into a
single line, with a Count column to show how many
individual pieces of data each line represents.

No - Displays each piece of data on a separate
line.

Ignore (Has the same effect as selecting No).
Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Queue Summary Report (Queue Summary - 30

Minute Periods Template) (Sample)

Queue Summary - 30 Minute Periods

Report Criteria:

Time

2990 Customer Service Queue

1600
1700
0500
0530
0300
0330
0300
1130
0530
0330
1000
1030
1100

Queue Averages:
Queue Totals:

Queue
Period  Number

290
290
290
290
290
290
290
290
290
290
290
290
290

AVERAGES:

TOTALS:

NOTE:

Page 1

Dates

Queue Number

Media
Type

al
al
al
al
al
al
al
cal
al
cal
al
al
]

Total
Calls

L R N ey

3

ki3

Tatal
Ans.
Calls

et T S T e R e B e R

1
12

Total
Abn.
Calls

1
1
4
B
?
0
0
1
?
0
1
1
0

H
H

H
H

between 23/04/2007 and 29/04/20070
= 2990

Abn.
Betore
Minimum

o i — I — N — R SR —

0
4

Abn.
Rfter
Minimum

Other
Calls

s DD D D S S S S e S

!

Talk Time
Minimum

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:04
00:00:13
00:00:00
000
00:00:30
0000A7
0000
000013

A

0 00:00:00

A
0 00:00:00

- Cabe Tive b5 ave i e formiat - dlay Sourmiute sec e day el 7 present, momsents a pernd of 24 hours)
- AN Tak Tine averages are oakulated wsing answered cals only

- Chher oalls are calls whem the final destination was not @ person. e, Affer hours iessages

- Mz Cals Gewed i the maniun nunder of oals that wem queing af any piven point in tie for that Queus

of 1

Talk Time
Mazimum

0000
0000
o002
000
0000
0000
(00045
0000
o000
(00657
0:01:43
000
(0:00:19

NiA

0 00:06:57

NiA
0 00:06:57

Talk Time
Average

000000
000000
000002
000000
000000
000004
000013
000000
000007
000208
000103
000001
000013

0 00:00:57
HiA

0 00:00:57
HiA

A l

i 4

i 4

000000
000000
000000
o0z10
000000
0047
000001
000000
000000
000000
000001
000001
000011

NiA

0 00:00:00

NA
0 00:00:00

Mazimum

000000
000000
000024
0210
000000
0017
oooom
000000
000000
oooom
000009
oooom
ooao

M

0 00:02:10

M
0 00:02:10

Average

000000
000000
000000
000000
000000
0017
oooom
000000
000000
oo
000005
oooom
oooo

0 00:00:04
NI

0 00:00:04
NI

I [ Abandoned Abandoned Abandoned
Queue Time GQueue Time Queue Time  Queue Time Queue Time GQueue Time

00:00:26
027
(:00:03
(:00:02
[:00:24
00:00:00
00:00:00
00:00:00
(:00:30
00:00:00
00:00:28
000014
00:00:00
NiA

0 00:00:00

A
0 00:00:00

Mazimum

000026
oo
000043
000036
000028
000000
000000
000000
000035
000000
00028
000014
000000

NI

0 00:00:45

M
0 00:00:45

Average

00.00:26
o0zt
00.00:25
o0
00.00:26
000000
000000
000000
000033
000000
00028
000014
000000
0 00:00:24
HiA

0 00:00:24
HiA



Queue Summary Report (Queue Summary - 30
Minute Periods Template)

Report Heading Definition
Time Period Period set in Report Criteria (null periods may be unselected)
Queue Number Number of the Queue
Media Type Call, Email, Fax, TextChat or Callback
Total Calls Total Calls delivered to the Queue
Total Ans. Calls Sum of Answered Calls
Total Abn. Calls Sum of Abandoned Calls
Abn. Before Minimum Calls abandoned before minimum time limit set in Report Criteria
Abn. After Minimum Calls abandoned after minimum time limit set in Report Criteria
Other Calls Sum of Other Calls
Talk Time Minimum Shortest period spent by a Call in Talk Time
Talk Time Maximum Longest period spent by a Call in Talk Time
Talk Time Average Average period spent by Calls in Talk Time

Answered Queue Time Minimum Shortest period spent by an answered Call in Queue Time
Answered Queue Time Maximum Longest period spent by an answered Call in Queue Time
Answered Queue Time Average Average period spent by answered Calls in Queue Time

Abandoned Queue Time

Minimum Shortest period spent by an abandoned Call in Queue Time

Abandoned Queue Time

Maximum Longest period spent by an abandoned Call in Queue Time
Abandoned Queue Time Average Average period spent by abandoned Calls in Queue Time

Average Agents Logged In Mean number of Agents logged in over the period

About the Queue Summary Report (Queue Summary - 30
Minute Periods Template)

This report gives a detailed summary by quarter-hour
segments, revealing how many calls have arrived in a queue.
The data can help more efficiently allocate agents over the
workday or week by highlighting busy and slow periods.

To create the Queue Summary Report (Queue



Summary - 30 Minute Periods Template):
1. Select Queue Performance > Queue Summary:

" IPFX Reports - Queue Summary [Que3New.rpt]

M=%

+-[2] Meszage Box
+-[2] Prezence Information
=27 Queue Performance

" Queue rterval Report

*| Queve Productivity B eport
" Queus Summary

*| Top 10 Report

-] Site Information

-] Wildeard / Prefened Agents
-] Wrapup Codes

Summary of Queue Information

i [Jueue Call Type by Estension B eport

Criteria

Report Template
Source Database
Report Directon:
Report Title

Period

Dates

Times

Group By [3 maximum]
Time Period

[ueue Group

[ueue Murnber

Media Type

Service Level Seconds
Include Blank Periods
Include Virtual Guewes
Yigw Summary

Farmat Time [hh:mm; sz

From
Ta
From

Ta

File Report Options Help
dadl+=28|e
#-_7 Agent Performance Description
+-(] Call Activity Surnmary of Queue Infarmation

|Dueue Surmary - 30 Minute Periods. j

|[Eurrent]
Iz

|

|Queue Summary - 20 Minute Perinds

|Last Week
|17 /0542007
[13/06/2007
0200
1720

|Dueue
0

|

12500
\Cal

w s

i o e e i

(" Mo O |gnome

" ez © Mo f [gnome

" Yez © Mo f [gnome

" ez © Mo f [gnome

2. Select Report Template > Queue Summary - 30 Minute

Periods.

3. Enter the following report criteria as required:
The span of days covered by the report (Today,




Period

Dates

Times

Group By

Time Period

Queue Group

Queue Number

Item or Media Type

Service Level Seconds

Include Blank Periods

Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the
report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Period covered

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Defines your organisation's Service Level, in
seconds. For example, if your service level requires
calls to be answered within 20 seconds, enter 20.

Default is set to 20.

To save space, a report normally omits displaying
information about time periods in which there were
no calls. Use this criteria to force the report to
display lines for all time periods.



Include Virtual Queues

View Summary

Format Time

Yes display all periods, even those with no calls
No omit periods with no calls
Ignore (default, same as No)

Includes both standard and Virtual queues in the
report.
Determines the level of detail present in the report.

Yes Provides the report as a summary. Rows
containing identical information are combined into a
single line, with a Count column to show how many
individual pieces of data each line represents.

No - Displays each piece of data on a separate
line.

Ignore (Has the same effect as selecting No).
Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Top 10 Report (Sample)

Top 10 Report

Report Criteria: (None Supplied)
Start ime Extension Queue

Top 10 Longest Available Times

20070349 08:30.00 2954 Lyana Veto 2900 Cperator Queue
20070318 08:30:00 297 Michele Michsel
20070318 08:30:00 2910 Saly Marting

Top 10 Averages:
Top 10 Totals:

Top 10 Longest Hold Times

20070348 031816 2311 Whereamath Nottin
20070348 034547 218 Samuel Hikley

Top 10 Averages:
Top 10 Totals:

Top 10 Longest Talk Times

20070319 094847 2M9 Samuel Birkley
20070319 093441 2995 May Flower
20070319 09:37:30 2911 Whereamath Nottin
20070319 093540 2953 Miaola Jay
20070319 091%20 2952 Simon Kingatan
20070319 0%:01:03 2987 John Black
20070319 091846 2911 Whereamath Nottin
20070348 02:20:19 2958 Jamie Jelosolo
20070349 0%:0%42 2950 Beany Pallock
20070319 025149 2995 May Flower

Top 10 Averages:
Top 10 Totals:

AVERAGES:
TOTALS:

Caller Details

{Unknowan Caller)
{Unknowwn Caller)
{Unknowwn Caller)

1864852
021923083

021955085
099094342
13534125
092966511
13770773
10800400600
19848552
(95254048

WM Access [B1)
18263794

NOTE: - Chte e fedds are i e thmat oy bourminede sec  fhe day el i present, mpresents & period of 24 hours)

- The Start e fiedd is in e fomad yyvwiinddd Rivrn:ss

- To get the Top 11 eoords fora giver Gueve, i the mport for that Guewe only a5 oaly the Tap 10 mooms can be fakien aomss al given puewes,
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Dialled Number

18648352
InANg

HnANg
B/THH
13394125
H»MA
13770773
10800400600
18648352
Pl

il

18263754

Duration

Time Avalable

024
023983
0239823

000:08:54
001:2%:02

Time On Hold

oonoza7
ooom:40

0 00:00:05
000:03:57

Time Talking
000:21:55
0000745
0000525
000:04:40
0000414
0000402
0000304
0000241
0000240
noom:22
0 00:05:47
0 00:57:48

P Fi3

Tap 10N it - ‘ersion 43,3120
IB03A007 0323 pam.



Top 10 Report

Report Heading Definition

Start Time Time the Call initiated

Extension Description of the extension

Queue Description of the queue

Caller Details Data available on the calling line number
Dialled Number Number dialled by the initiating line
Duration Length of the Call

About the Top 10 Report

This report gives a detailed breakdown of the Top 10 data for
the following sections:

m Top 10 Abandoned Calls Over Service Level Threshold of
[Xx] seconds

= Top 10 Answered Calls Over Service Level Threshold of
[Xx] seconds

= Top 10 Longest Agent Available Times
m Top 10 Longest Break Times

m Top 10 Longest Hold Times

= Top 10 Longest Talk Times

= Top 10 Longest Wait Time to Abandon
= Top 10 Longest Wait Time to Answer
m Top 10 Longest Work Times

= Top 10 Longest WrapUp Times

The Service Level Threshold may be set in the Criteria prompt,
for example Calls Abandoned over 20 seconds.

To create the Top 10 Report:
1. Select Queue Performance > Top 10 Report:



"] IPFX Reports - Top 10 Report [Top10New.rpt] M=) |

File Report Options Help

Haud += =B

)

+-[_] Agent Performance

[ Call Activity

+-[2] Meszage Box

+-[2] Prezence Information
=27 Queue Performance

" Queu rterval Report
i [Jueue Productivity Report
" Queus Summary
i Top 10 Report
-] Site Information
-] Wildeard / Prefened Agents
-] Wrapup Codes

Top 10 Cazez

i [Jueue Call Type by Estension B eport

Diescription
Top 10 Cazes

Criteria

Repart Template |TD|3 10 Report [default). j

Source Database |[Eurrent] j

Report Directon: |Z:\ A

Report Title |T|3|3 10 Repart

Period | Last Week j

Dates From  |07/05/2007 E|
To  |[13/05/2007 E|

Times Frarn |EIE:EIEI ﬂ
To [17:30 E|

[ueue Group | ﬂ

[ueue Murnber |25EIEI ﬂ

Team | ﬂ

Extenzion Murmber |EI ﬂ

Section |TD|3 10 Longest Talk Times ﬂ

Service Level |

Farmat Time [hb:mm:zz] " Yeg O Mo 0« |gnoe

2. Select Report Template > Top 10 Report.

3. Enter the report criteria according to the following criteria:

Period

Dates

Times

Queue Group

The span of days covered by the report (Today,
Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the
report.

Narrows the scope of the report to a specific Queue



Queue Number

Team

Extension Number

Section

Service Level Seconds

Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Enables you to select which section(s) to include in
the Top 10 report:

Top 10 Abandoned Calls over Service Level
Top 10 Answered Calls over Service Level
Top 10 Longest Agent Available Times

Top 10 Longest Agent Break Times

Top 10 Longest Hold Times

Top 10 Longest Talk Times

Top 10 Longest Wait Time to Abandon

Top 10 Longest Wait Time to Answer

Top 10 Longest Work Times

Top 10 Longest Wrap Up Times

Defines your organisation's Service Level, in

seconds. For example, if your service level requires
calls to be answered within 20 seconds, enter 20.

Default is set to 20.

Changes the way that time is displayed in the
report:



Format Time Yes - Displays time in hh:mm:ss format.
No - Displays time in seconds.
Ignore - (Has the same effect as selecting Yes)



Wildcard/Preferred Agent Reports

This category comprises the following base reports with
templates noted accordingly:
m Wildcard/Preferred Agent Group Report (base report)
» Wildcard/Preferred Agent Group Report
= Wildcard/Preferred Agent Group by Queue
A'Wildcard' is a special character (such as an asterisk or a
guestion mark) that can represent one or more characters. For

example, while '9582' refers to a single extension, '959* refers
to existing extensions between 9590 and 9599 inclusive.



Wildcard/Preferred Agent Group Report

(Sample)

Wildcard\Preferred Agent Group Report

Report Criteria:  Dates

aroup By (3 maximum)

Extension Tatal
Callz

[0287756"] Lister & Sons Supplies Ltd. - Document Enquiries

2914 Melleen Cubin 1
2954 Lyana Yeto 2
Wildeard Averages: 1
Wildeard Totals: 3

[0292756"] Professional Enquiring Services Ltd. - Document Enquiries

2918 Spare Phane 1
Wildeard Averages: 1
Wildeard Totals: 1

[0293726'] C4 Peace Corp. - Document Enquiries

2914 Melleen Cubin 1
2918 Spare Phane )
2957 Johin Black 1
Wildeard Averages: 1
Wildeard Totals: 4

[0292764'] Business Solutions Ltd. - Document Enquires

2954 Lyana Yeto 1
Wildcard Averages: 1
Wildzard Totals: 1
AVERAGES: 1
TOTALS: b

Tatal
Ans,
Calls

1
2
1
3
1

1
1

1
1
1
1
3

1
1
1

1
8

Tatal
Abn,
Callz

0
0
0
U
0

0
0

e =]

0
U
U

0
1

- e o o=

0
0
0

- e o o o

0
0

Bbn.
After

=]

0
1

Other
Calls

o 1

- o oo

]

hetween 23,/05/2007 and 23/05,/2007
= Wildcard
Abn,

Biefore
WMinimum  Minimum

Talh Time
Winimum

000:00:10
0000012

HiA
0 00:00:10

000:00:16
HiA
0 00:00:16

000017
000:00:21
0000013

HiA
0 00:00:13

000:00:15
HiA
0 00:00:15

Hid
0 00:00:10

NOTE; - Chte Tine fiekly am i the fomat o2y hoursinate see  (the day feld, i present, represents a perbd of 24 hours)

- Al Tabi T averages are calvulated using answered oalls only

- Cther cals am calls whem the final destination was mut 8 person. e 4. Arter Murs nessages
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Talk. Time
Watimum

(0040
000025
HiA

0 00:00:23

000048
HiA
000:0016

0047
o002
(00043

HiA

000:00:1

00045
HiA
000:015

HiA
000:0023

Talk Time
HAverage

0000010
0000018

000:00:15
A

0000018

000:00:16
A

0000017
00000:21
0000013
000:00:17

A

0000015

000:00:15
A

000:00:16
A

Anzwered
(Jugue Time
Winimum

000010
oo

HiA
0 00:00:01

000000
HiA
0 00:00:00

00013
oooom
00013

HiA
0 00:00:01

000000
HiA
0 00:00:00

HiA
0 00:00:00

Hnzwered
[usue Time
Watimum

00010
00.00:m

A
0 00:00:00

000000
NiA
0 00:00:00

000013
000000
000013

NiA
0 00:00:46

000000
NiA
0 00:00:00

NiA
0 00:00:13

Anzvered
(ugue Time
Bverage

000:00:10
000:00:01

0 00:00:04
HiA

000:00:00

0 00:00:00
HiA

0000013
000:00:01
0000013
0 00:00:0%

HiA

000:00:00

0 00:00:00
HiA

0 00:00:05
HiA

Abandened
Gusue Time
Minimum

0on0n00
oon0n00

HiA
0 00:00:00

on0n00
HiA
0 00:00:00

0on0n00
0000046
on0n00

HiA
0 00:00:46

on0n00
HiA
0 00:00:00

HiA
0 00:00:46

Bbandoned
[ugue Time
Iatimum

000:00:00
000:00:00

A
0 00:00:00

000:00:00
A
0 00:00:00

000:00:00
000:00:00
000:00:00

A
0 00:00:00

000:00:00
NiA
0 00:00:00

A
0 00:00:00

IP FiJ

Abandoned
(ugue Time
Buerage

000:00:00
000:00:00

0 00:00:00
HiA

000:00:00

0 00:00:00
HiA

000:00:00
0000046
000:00:00
0 00:00:46

HiA

000:00:00

0 00:00:00
HiA

0 00:00:46
HiA

Serice
Lewel

100%
100%
i

100%
100%
i

PAG Hew.rpt - Version 43,4130
IIOGR00T 0213 pm.



Wildcard/Preferred Agent Group Report

Report Heading Definition
Queue Queue description
Extension Extension description
WrapUp Code WrapUp Code description
WrapUp Folder WrapUp Folder description
Count Number of Calls
Time in Queue Total Total time spent in Queue
Time in Queue Average Total time spent in Queue divided by number of Calls
Time Talking Total Sum of Talk Time
Time Talking Total % Total Talking time divided by total Talking time in the Queue
Time Talking Average Total Talking time divided by number of Calls
Time in WrapUp Total Sum of WrapUp Time
Time in WrapUp Total % Total WrapUp time divided by total WrapUp time in the Queue

About the Wildcard/Preferred Agent Group Report

The Wildcard/Preferred Agent Reports are used to summarise
what calls have been directed to which agent; based on the
preferred agent setup.

One commonly-used variation on this template is grouping by
Queue (Queue Group drop-down list).

To create the Wildcard/Preferred Agent Group
Report

1. Select Wildcard/Preferred Agent Reports >
Wildcard/Preferred Agent Group Report



E IPFX Reports (Legacy) - Wildcard/Preferred Agent Group Report [PAGZ.rpt] E]@

File Report Options
H Gl b=
-] Agent Teams Description
+-(1 Calls Hueue Infarmation Grouped by ‘Wildeard/Preferred Agent Group
+-[_] DDl Reparts
+-[_1 Estensions
+-[_] Message Box Brios
+-[_1 Performance
+-[_] Oueue Groups Report Template | -
+- 07 Queues
- Site Information Source Database |AKLVOIPOT - [Current] |
—-[23 wildcard/Prefened Agent Feport Directory: |Z:‘\ A
Wildcard/Prefemed Sgent Group by Queue Report )
fafidcard/Prefemed Agent Group Heport Feport Title |W'i|l:|cardHF'refened Agent Group R
+-[_1 “Wrapup Codes Periad |T|:||:|a_l,.l -
Dates From |25/05/2007 =
To  |25/08/2007 =]
Times Fram |DB:DIJ J
Ta  [17:30 =
Agent Group | J
wildcard | =
Gueue Mumber | J
Extension | J
Queue Information Grouped by Wildcard/Preferred Agent Group

2. Enter the following report criteria as required:

Period

Dates

Times

Group By

Queue Group

The span of days covered by the report (Today,
Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in the
report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrows the scope of the report to a specific Queue



Queue Number

Team

Extension Number

Item or Media Type

Include Virtual Queues

Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Includes both standard and Virtual queues in the
report.



WrapUp Codes Reports

This category comprises the following base reports with
templates noted accordingly:
» WrapUp Code Report (base report)
= WrapUp Code Report
= WrapUp Codes by Queue
= WrapUp Code Summary (base report)
= QOverall WrapUp Code Summary
= QOverall WrapUp Code Summary by Queue

This report gives a detailed breakdown of WrapUp Codes
entered during a specific period.

WrapUp Codes are for categorizing calls. They are set by the
Supervisor/Team Leaders and must be entered by the agent

upon the completion of a call. Typical WrapUp Codes refer to
specific products, services or areas of inquiry.

WrapUp Code data reveals which products were popular with
callers, and can show variations in popularity after advertising
campaigns or other publicity.



WrapUp Code Report (Sample)

Wrapup Code Report

Report Criteria:  Dates
Wrapup Code

Buele Extension

Tuestlay, 20 February 2001
2900 Operatar Quele

Date Averages:
Date Totals:

2952 Siman Kingston

Wednesday, 21 February 2001
2990 Customer Service Gueus
2990 Customer Service Gueus
2990 Customer Service Gueus
2990 Customer Service Gueus
2990 Customer Service Gueus

2952 Siman Kingston
2953 Miala Jay
2953 Miala Jay
2953 Miala Jay
2956 Nigel Shaw

Date Averages:
Date Totals:

Thursday, 22 February 2007
2990 Customer Service Gueus
2990 Customer Service Gueus
2990 Customer Service Gueus

2952 Siman Kingston
2952 Siman Kingston
2953 Miala Jay
Date Averages:

Date Totals:

Friday, 23 February 2007
2990 Customer Service Gueus
2990 Customer Service Gueus

2981 Carly Balloan
2981 Carly Balloan

Date Averages:
Date Totals:

AVERAGES:
TOTALS:

NOTE:

Wirzpup Code

13 Query from Yellow Pages

10 Query from Newspaper
14 Query from Contact

15 Guery from Webste

B0 General Incuiry

80 Stuck in Wapup

10 Query from Newspaper
13 Query from Yellow Pages
15 Query from Webste

10 Query from Newspaper
13 Query from Yellaw Pages

- Al Tali e average.s are oalulated using answered calls only
- Qe T averages are caulted wsing calls that were of the Cal Tupe Chwews”

- {7 the Triokie Mt Entered” optivn was used ther all gmup 8 verages also inchude the data fron cally where no Wapup was entered (o an incomect Wiapup was enterd)

- for Guews oalls, Tiie I Clece also inchudes the Tive Riging At Exdension
- The Thie Tabing fpure also ioldes any T O Ahid for dhe arsoiated call

Page 1of 1

hetween 20/02/2007 and 23/02/2007
= 50,%80,15.14,13,12,11,10,05,04,03, 02,01

Yirapup Folder

System

System
System
System
Customer Services
System

System
System
System

System
System

- Chte Tive fedds am in dhe fomat Uy hoormindesee” (the SRy field, i present, momsents a perod of M4 hours)

Court

e R @8 ma = = La = k3

Pl = =

15

Time In
Buele
Total

0000008

0 00:00:06
0 00:00:06

0000n12
0000008
0000033
0000021
0000008
0 00:00:18
0 00:01:24

0000012
0000010
0000012
0 00:00:11
0 00:00:34

0000010
0000010
0 00:00:10
0 00:00:20

0 00:00:14
0 00:02:24

Time In
Bueue
Auerage

000:00:08

0 00:00:06
HiA

0 00:00:08
0 00:00:08
0000013
0 0000:21
000:00:08

0 00:00:11
HiA

0 00:00:08
0000010
0000012
0 00:00:0%

HiA

000:00:10
000:00:10

0 00:00:10
HiA

0 00:00:10
HiA

Time

Time

Talking Talking
Total Total %

0000026 100%

0 00:00:26
0 00:00:26

0000125
0000008
T
0010200
00nn
0 00:00:38
000:02:22

0000103
0000022
000:00:00
0 00:00:28
000:01:25

0000626
0000626
0 00:06:26
0 00:42:52

000:01:33
0 00:17:05

WA
WA

B0%
%
%
%

WA
WA

0%
0%
NiA
NiA

Timne
Talking
Awerage

000:00:26
000:00:26
HiA

0000043
000:00:08
000:00:16
000:00:00
0000002

0 00:00:18
HiA

0000032
0000022
000:00:00
0 00:00:21

HiA

000:06:26
000:06:26
000:06:26

HiA

000:01:08
HiA

IP F)

Time In
Wirzpup
Total

0 00:00:00

0 00:00:00
0 00:00:00

0000038
0 00:00:00
0001444
0000007
0000018
0 00:03:0%
0 00:15:47

0000044
0000017
000:00:18
0 00:00:27
0 00:01:20

0 00:00:00
000:00:00
0 00:00:00
0 00:00:00

0 00:01:33
0 00:17:07

Time In
Wirapup
Tatal %

%
WA
WA

¥
%
83%

%
WA
WA

%
A%
4%
HiA
HiA

%
%
WA
WA

WA
WA

Hiirap et - \ersion 4.3.3120
H3A007 0409 pm.




WrapUp Code Report

Report Heading Definition
Queue Queue description
Extension Extension description
WrapUp Code WrapUp Code description
WrapUp Folder WrapUp Folder description
Count Number of Calls
Time in Queue Total Total time spent in Queue
Time in Queue Average Total time spent in Queue divided by number of Calls
Time Talking Total Sum of Talk Time
Time Talking Total % Total Talking time divided by total Talking time in the Queue
Time Talking Average Total Talking time divided by number of Calls
Time in WrapUp Total Sum of WrapUp Time
Time in WrapUp Total % Total WrapUp time divided by total WrapUp time in the Queue

About the WrapUp Code Report
This report gives a detailed breakdown of WrapUp codes.

WrapUp codes categorise calls. They are defined by an
Administrator/Supervisor and are entered by an agent when a
call is completed.

WrapUp codes are used to identify calls to a particular Queue
or extension and find out what type of calls are being taken. For
example:

Service |Time Parts Time Marketing  |Time
Extension 1 8 00:15:45 |10 00:16:49 |2 00:09:22
Extension 2 9 00:16:12 |8 00:13:51 |2 00:03:54

m Extn Atakes eight calls for Service, ten for Parts and two
for Marketing you can see how many calls are being dealt
with, but more importantly, what types of calls are being
handled.

m Extn. 1 and Extn. 2 take approximately the same number of



calls. Extn. 1, however, seems to spend more time on
Marketing calls than Extn B Is this because Extn Ais a
better marketer, Extn 2 needs more training, or is Extn. 1
spending too much time on these calls and may require
further training?

This report details each call that comes in, the WrapUp
Code\Folder applied, along with Total and Averages of times
spent in queue, talk times and time spent in WrapUp
codes\folders.

To create the WrapUp Code Report
1. Select WrapUp Codes Reports > WrapUp Code Report

E IPFX Reports (Legacy) - Wrapup Code Report [Wrap4.rpt] Q@
File Report Options Help
H SW | += =22 @
+-0 Agent Teams Description
] Calls Daily Surnmary of Wrapup Codes by Folder Grouped by Extension
+-[_1 DD Reports
+-[_] Extensions
+-[_] Meszage Box it
+-[_7 Performance
+-[Z7 Queue Groups Report Template | -
+-[07 Queues
+-(13 Site Information Saurce Database | SYDVOIPOT - [Current] |
+-[27 wildcard/Prefened Agent Feport Directory: |Z:‘\ J
=-[_] ‘Wrapup Codes )
Oweral Wriapup Code Surmmany Repart Title |W'rapup Code Report
Oweral wWrapup Code Surmmary by Queus iz
iwrapup Code Feport S
WWrapup Codes by Queue Dates Fram |25f|:|5f2l:||:|? J
To  |25/08/2007 =
Times From |DB:DD J
To 1730 =
Item Type | J
Gueue Mumber | J
Extenzion |2232,2231 2N 222322222 J
Folder | J
YWrapup Code | J
Call Type | J
Show lnwalid (" Yez (7 Mo O |gnore
Daity Summary of Wrapup Codes by Folder Grouped by Extension




2. Enter the following report criteria as required:

Period

Dates

Times

Group By

Queue Group

Queue Number

Team

Extension Number

The span of days covered by the report (Today,
Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

The date range you wish to cover in the report.

Select hours of the day that you wish to cover in
the report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each

number with a comma (,). Do not include spaces in
the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-



Item or Media Type

Call Type

Show WrapUpCodes

Include Virtual Queues

Format Time

mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Narrows the scope of the report to include only
calls of a specific type:

Callback - callbacks

Incoming inbound calls to extensions or DDIs only
(not inbound to queues)

Outgoing outbound calls from extensions or DDIs
Queue inbound calls to a queue

Determines whether the report will show WrapUp
codes.

Yes Show WrapUp Codes in the report
No Do not show WrapUp Codes in the Report
Ignore Show everything including WrapUp Codes

Includes both standard and Virtual queues in the
report.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



WrapUp Codes by Queue (Sample)

Wrapup Code by Queue

Report Criteria:  Dates

Buele

hetween 20/02/2007 and 23/02/2007
Wrabup Code = 50,%80,15.14,13,12,11,10,05,04,03, 02,01

Extension Wirzpup Code Yirapup Folder

2900 Operator Queue
2952 Simon Kingston

2900 Operatar Quele

2952 Siman Kingston 13 Query from Yellaw Pages  System

Extension Averages:
Extension Totals:

Oueue Averages:
QOueue Totals:

2990 Customer Service Queue
2952 Simon Kingston

2990 Customer Service Queus 2952 Simon Kingston 10 Query from Newespaper — System
2990 Customer Service Queus 2952 Simon Kingston 13 Query from Yellaw Pages  System

Extension Averages:
Extension Totals:

2953 Miaola Jay

2990 Customer Service Queus 2953 Miaols Jay
2990 Customer Service Queus 2953 Miaols Jay

14 Query from Cantact System
15 Query from Webste System

2990 Customer Service Queus 2953 Miaols Jay B0 General Incuiry Customer Services
2990 Customer Service Queus 2953 Miaols Jay 80 Stuck in Wapup System
Extension Averages:

Extension Totals:

2961 Carly Balloon

2990 Customer Service Quewe 2961 Carly Balloon
2990 Customer Service Queue 2961 Carly Balloon

10 Query from Newspaper — System
13 Query from Yellaw Pages  System

Extension Averages:
Extension Totals:

QOueue Averages:
QOueue Totals:

AVERAGES:

TOTALS:

NOTE:

- Chte Tive Fedds am i dhe fomat Uy hoormindesec” the tay fiekd, i present, momsents a perod of M4 hours)
- Al Tl e average.s are oalulated using answered calls only

- Chietie Tie averages are rauted wsing cals that were of the Call Tupe Thews”

- {7 the Triokide Mt Entered” option was used ther all gmup 8 verages also include the data fron cally where no Wapup was entered (o an incomect Wiapup was enterd)
- for Guews oalls, Tiie I Clece also includes the Tive Riging At Exdension

- The Thie Tabing fpure also ioldes any Tie O Al for dhe arsoiated call

Page 1of 1

Court

e e

ry: SERE e JEEN

1

15

Time In
Buele
Total

0000008

0 00:00:06
0 00:00:06

0 00:00:06
0 00:00:06

0000024
0000010
0 00:00:17
0 00:00:34

0000008
0000051
0000021
0000008
0 00:00:22
0 00:01:24

0000x10
0000010

0 00:00:10
0 00:00:20

0 00:00:18
0 00:02:23

0 00:00:17
0 00:02:24

Time In
Bueue
Auerage

0 00:00:06

0 00:00:06
HiA

0 00:00:06
HiA

0 00:00:08
000:00:10
0 00:00:07

HiA

0 00:00:08
0000013
0 0000:21
000:00:08
0 00:00:13

HiA

0000010
000:00:10

0 00:00:10
HiA

0 00:00:10
HiA

0 00:00:10
HiA

Time

Time

Talking Talking
Total Total %

0000026 100%

0 00:00:26
0 00:00:26

0 00:00:26
0 00:00:26

0000228
0000022
000:01:25
0 00:02:50

0000008
000047
0000000
0000002
0 00:00:14
0 00:00:57

0000626
0000626

0 00:06:26
0 00:42:52

000:02:05
0 00:16:3%

0 00:01:54
0 00:A7:05

14%
82%

Timne
Talking
Awerage

000:00:26
000:00:26
HiA

000:00:26
HiA

0000037
0000022
000:00:34

HiA

000:00:08
0000012
000:00:00
000:00:02
000:00:08

HiA

000:06:26
000:06:26

000:06:26
HiA

000:01:11
HiA

000:01:08
HiA

IP F)

Time In
Wirzpup
Total

000:00:00

0 00:00:00
0 00:00:00

0 00:00:00
0 00:00:00

000022
0000017
0 00:00:50
0 00:01:3%

0 00:00:00
0001303
0000007
000:00:18
0 00:03:52
0 00:15:28

0 00:00:00
000:00:00

0 00:00:00
0 00:00:00

0 00:02:08
0 00:17:07

0 00:01:54
0 00:17:07

Time In
Wirapup
Tatal %

%
WA
WA

WA
WA

3%

WA
WA

%
7%
1%
Pl
HiA
HiA

%
%

WA
WA

WA
WA

WA
WA

Hiirap et - \ersion 4.3.3120
O30T 0412 pm



WrapUp Codes by Queue

Report Heading Definition
Queue Queue description
Extension Extension description
WrapUp Code WrapUp Code description
WrapUp Folder WrapUp Folder description
Count Number of Calls
Time in Queue Total Total time spent in Queue
Time in Queue Average Total time spent in Queue divided by number of Calls
Time Talking Total Sum of Talk Time
Time Talking Total % Total Talking time divided by total Talking time in the Queue
Time Talking Average Total Talking time divided by number of Calls
Time in WrapUp Total Sum of WrapUp Time
Time in WrapUp Total % Total WrapUp time divided by total WrapUp time in the Queue

About the WrapUp Codes by Queue

This report gives totals by Agent and by Queue for each
WrapUp Code to track how agents are entering Wrap-up codes
in each Queue.

This report shows if the right kind of call is coming in on the
right queue, e.g. a sales inquiry going to the Product Returns
queue.

To create the WrapUp Codes by Queue

1. Select WrapUp Codes Reports > WrapUp Codes by
Queue



" IPFX Reports - Wrapup Code Summary [WrapbNew.rpt] [Z]@

File Report Options Help
H Gl += 2B @
+-[_] Agent Performance Description
+- (] Call Activity Report of Wrapup Codes Assigned to Calls
+-[2] Meszage Box
+-[2] Prezence Information
+-[2] Queue Performance Biie
-] Site Information
-] Wildeard / Prefened Agents Repaort Template |Wra|:uu|:| Code Summary by Queve. j
=27 ‘Wrapup Codes
" ‘wWrapup Code Report Source Database |[Eurrent] j
Wwrapup Code Summarny Repart Directon: |Z:\ A
Report Title |Wra|:uu|:| Code Summary by Queve
Period | Last Week j
Dates From  |07/05/2007 =]
To  |[13/05/2007 =]
Times Frarn |EIE:EIEI A
To [17:30 =]
Group By [3 maximum] |Dueue A
[ueue Group | A
[ueue Murnber |25EIEI A
Team | A
Extenzion Murmber |EI A
Media Type \Cal =]
Call Type ||nu:u:uming A
Yrapup Folder ||nu:u:uming A
YWrapup Code |12 A
Show [realid Wiapups " Yez { MNo @ Ignome
Include Virtual Queues " Yeg O Mo 0« |gnoe
Farmat Time [hb:mm:zz] " Yeg O Mo 0« |gnore
Report of Wrapup Codez Az=igned to Callz

Enter the following report criteria as required:

The span of days covered by the report (Today,
Last Week etc.)

Alternatively, specify the exact date range using the
Date criterion.

Period

Dates The date range you wish to cover in the report.



Times

Group By

Queue Group

Queue Number

Team

Extension Number

Item or Media Type

Select hours of the day that you wish to cover in
the report.

Causes the report to display information grouped
accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Narrows the scope of the report to include only
calls of a specific type:

Callback - callbacks



Call Type

Show WrapUpCodes

Include Virtual Queues

Format Time

Incoming inbound calls to extensions or DDIs only
(not inbound to queues)

Outgoing outbound calls from extensions or DDIs
Queue inbound calls to a queue

Determines whether the report will show WrapUp
codes.

Yes Show WrapUp Codes in the report

No Do not show WrapUp Codes in the Report
Ignore Show everything including WrapUp Codes

Includes both standard and Virtual queues in the
report.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Overall WrapUp Code Summary (Sample)

Overall Wrapup Code Summary

Repon Criteria: Dates between 08/01/2007 and 12/01/2007

Wrapup Code Wirapup Folder Court
06 Query from Newspaper SystemiQueueiCustomer Services 5
07 Query from TV Advert SystemiQueueiCustomer Services 3
08 Query from Racio Advert SystemiQueueiCustomer Services 1
09 Query fram Yellow Pages SystemiQueueiCustomer Services 4
10 Guery from Website SystemiQueueiCustomer Services 1
99 Stuck in Wrapup System 1
AVERAGES: 3
TOTALS: 15

NOTE: - Cete Tie ey are in e fomat  day Fourminude sec” (Hhe BBy feld, i present, mpmsents a perfod of 24 hors)
- A0 Tali Tine averages are cakuladed wsing answemd oalls only
- Chiece Tine averages are cafoulated wsing cally that we of the Call Type Ciece”

Time In
Bueue
Total
0000034
0000026
0000008
0000051
0000021
0000009

0 00:00:25
0 00:02:29

Time In
(ueue
HFwerage
0000007
000:00.09
000:00.08
0000043
0000021
000:00.09

0 00:00:10
HiA

- P the Trokide Mbé Endered option was used Hen all grup averages also delude the data i calls where o Wepup was entered (oran iicomect Wiapup was entered)

- For Guewe oalls, Tie Ir Quewe also noludes the Tine Finging At Extension
- The Thie Tating fpure also diekes any Tie O Abi for the assooiated eall

Page 1of 1

Time  Time
Talking  Talking
Total Total %
Oo00es4 5%
Dooomtd 4%
0000008 1%
0000047 &%
000:00:00 (%
0000002 0%
0 00:0251 Hik
0 00:17:05 HiA

Time
Talking
Fverage
nooote?
00z
000:00.08
0000042
(00:00.00
o002

0 00:01:08
HiA

IP FiJ)

Time In
Yirzpup
Totl
0o0m:22
0000017
000:00:00
0001503
0000007
0000018

000:02:51
000:A7:07

Time In
Wirapup
Tetal %
%

%

%
8%
1%

%

HiA
HiA

ilp et - “ersion 4.3.3120
DLO53007 02:16: p.m.



Overall WrapUp Code Summary

Report Heading Definition
Queue Queue description
Extension Extension description
WrapUp Code WrapUp Code description
WrapUp Folder WrapUp Folder description
Count Number of Calls
Time in Queue Total Total time spent in Queue
Time Talking Total Sum of Talk Time
Time Talking Total % Total Talking time divided by total Talking time in the Queue
Time Talking Average Total Talking time divided by number of Calls
Time in WrapUp Total Sum of WrapUp Time
Time in WrapUp Total % Total WrapUp time divided by total WrapUp time in the Queue

About the Overall WrapUp Code Summary

WrapUp codes categorise calls. They are defined by an
Administrator/Supervisor and are entered by an agent when a
call is completed.

WrapUp codes are used to identify calls to a particular Queue
or extension and find out what type of calls are being taken.

This report summarises how many calls were applied to a
WrapUp Code\Folder, along with Total and Averages of times
spent in queue, talk times and time spent in WrapUp
codes\folders. It can be used to view what type of WrapUp
codes were utilised for a specific queue or group of extensions
for either inbound, outbound or queue related calls. This
information can be used to strategise if this is the type of calls
they wish to continue with or whether other team members
should be handling these calls.

To create the Overall WrapUp Code Summary
1. Select WrapUp Codes Reports > Overall WrapUp Code



Summary

E IPFX Reports (Legacy) - Overall Wrapup Code Summary [Wrap2.rpt] E]@
File Report Options Help
dadl+=2He
+-1 Agent Teams D escription
+-] Calls Dverall "rapup Code Summary
+-[_] DDl Reparts
+-[_1 Estensions
+-[_] Message Box Brios
+-[_1 Performance
+-[_] Oueue Groups Report Template | -
+- 07 Queues
+-[_] Site Information Source Database |SKIJD‘~"'U”:'D'I - [Current] =
+-[27 wildcard/Prefened Agent Feport Directory: |Z:‘\ j
=-[_] Wrapup Codes
i verall Wiapup Code Summar Feport Title |Dverall Wiapup Code Summary
Oweral Wrapup Code Summary by Queus Flafid
[a] Last Thursd -
Wirapup Code Report | ki
Wirapup Codes by Queue Dates From |24.f'|:|5."2|:||:|? J
To  |24/08/2007 =]
Times Fram |DB:DIJ J
Ta  [17:30 =
Item Type | J
Bueue Mumber | J
Folder | ﬂ
Call Type | J
COverall Wrapup Code Summary

2. Enter the following report criteria as required:

The span of days covered by the report (Today,
Last Week etc.)

Period _ _ .
Alternatively, specify the exact date range using the
Date criterion.

Dates The date range you wish to cover in the report.

Times Select hours of the day that you wish to cover in

the report.

Causes the report to display information grouped
accorded to the selected criteria (for example by

Group By Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.




Queue Group

Queue Number

Team

Extension Number

Item or Media Type

Call Type

Show WrapUpCodes

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Narrows the scope of the report to include only
calls of a specific type:

Callback - callbacks

Incoming inbound calls to extensions or DDIs only
(not inbound to queues)

Outgoing outbound calls from extensions or DDIs
Queue inbound calls to a queue

Determines whether the report will show WrapUp
codes.

Yes Show WrapUp Codes in the report



Include Virtual Queues

Format Time

No Do not show WrapUp Codes in the Report
Ignore Show everything including WrapUp Codes

Includes both standard and Virtual queues in the
report.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



WrapUp Code Summary by Queue (Sample)

Overall Wrapup Code Summary by Queue

Report Criteria: Queue Number = 1300,2930
Wrapup Cade = 50,80,15.14,13,12,11,10,05,04,03, 02,01
Wrapup Code Wirzpup Folder Cournt

2900 Operator Queue

13 Query fram Yellow Pages System 1
QOueue Averages: 1
(ueue Totals: 1

2990 Demo Queue

[ Mew Technical Guery SystemiQueueiTechnical Support 2
(12 Existing Technical Gueery SystemiQueueTechnical Support 1
(3 Transfer to Consuting SystemiQueueiTechnical Support 1
04 Transferred o Customer Service  SystemiQueustTechnical Supnan 2
015 Wrang Number SystemiQueueiTechnical Support 1
10 Query fram Newspaper System 16
1 Query from TV Advert System 15
12 Query fram Racio Advert System 18
13 Query fram Yellaw Pages System 14
14 Query from Cartact System 1
15 Query fram Webste System ]
80 General Inguiry SystemiCustamer Services 1
90 Stuck in Wapup System 7
QOueue Averages: 1
(ueue Totals: 9%
AVERAGES: 1
TOTALS: %

NOTE: - Cete Tie ey are in e fomat  day Fourminude sec” (Hhe BBy feld, i present, mpmsents a perfod of 24 hors)
- A0 Tali Tine averages are cakuladed wsing answemd oalls only
- Chiece Tine averages are cafoulated wsing cally that we of the Call Type Ciece”

Time In
Bueue
Total

0000006

0 00:00:06
0 00:00:06

0000008
0000006
0000006
0000008
0000006
0000118
oooot4
0000059
0000032
0000008
ooo0t12
0000043
0000037

0 00:00:38
0 00:08:08

0 00:00:35
0 00:08:14

Time I
(ueue
HFverage

0000008

0 00:00:06
HiA

0000003
0000008
0000008
0000004
0000008
0000005
oon0na?
0000003
000000
0000008
0on0n12
0000004
0000005

0 00:00:05
HiA

0 00:00:05
HiA

- P the Trokide Mbé Endered option was used Hen all grup averages also delude the data i calls where o Wepup was entered (oran iicomect Wiapup was entered)

- For Guewe oalls, Tie Ir Quewe also noludes the Tine Finging At Extension
- The Thie Tating fpure also diekes any Tie O Abi for the assooiated eall

Page 1of 1

Time  Time
Talking Talking
Total Total %
Oo00o2e  100%
0 00:00:26 HiA
0 00:00:26 HiA
(000044 1%
000:00:18 0%
000:00:18 (%
0000019 0%
000:00:18 0%
Ooo2922 4%
000033 &%
Do0Amos &%
0o0a0oe 5%
0000008 (%
000:01:00 2%
000:01:26 2%
000:01:04 2%
0 00:05:03 HiA
0 01:05:36 HiA
000:04:43 Hik
0 01:06:02 HiA

Time
Talking
HFverage

0000028
0 00:00:26
HiA

non0nz2
0000018
0000018
0000010
0000018
0000140
0on0n14
0on0na?
0000043
0000008
0000010
0000008
0000008
0 00:00:41

HiA

0 00:00:41
HiA

IP F)

Time In
Yirapup
Total

0000000

0 00:00:00
0 00:00:00

0000039
0000010
0000010
0oomz20
0000010
000003
Donsa2
0001933
000z
0000000
ooz
0000340
0oom:40

000:A7:02
003:41:23

000:15:4
003:41:23

Time In
Wirapup
Tetal %

%
HiA
HiA

0%
0%
0%

0%
3%
i}
¥

0%
£0%
)

HiA
HiA

HiA
HiA

ilpNew.rpt - “ersion 4.3.3120
IRO3A007 017 p.m,



WrapUp Code Summary by Queue

Report Heading Definition
Show Queues Determines whether the report will show Queues or not.
Show Extensions Determines whether the report will show Extensions or not.
Time in Queue Total Total time spent in Queue
Time in Queue Average Total time spent in Queue divided by number of Calls
Time Talking Total % Total Talking time divided by total Talking time in the Queue
Time Talking Average Total Talking time divided by number of Calls

Time in WrapUp Total Sum of WrapUp Time

Time in WrapUp Total % Total WrapUp time divided by total WrapUp time in the Queue

About the WrapUp Code Summary by Queue

This report gives queue totals for each WrapUp Code, helping
track which queues are receiving calls about products.

This report shows if the right kind of call is coming in on the
right queue, e.g. a sales inquiry going to the Product Returns
queue.

To create the WrapUp Code Summary by Queue

1. Select WrapUp Codes Reports > WrapUp Code
Summary by Queue



D IPFX Reports - Wrapup Code Summary [Wrap&New.rpt] E]@
File Report Options Help
H Sl = = @
-1 Agent Performance Description
+-(3 Call Activity Report of *rapup Codes Azzsigned to Calls
+-[_] Message Box
+-[_] Pressnce Infomation
+-[_] Oueue Performance Dilizgis
+-[_] Site Information
+1-[_] Wildcard / Preferred Agents Repart Template |'W'ra|:|up Code Summary by Queue. j
-2 “wrapup Codes
™ ‘wirapup Code Repart Source Datshase |[Eurrent] j
i Wirapup Code Surmmany Report Directany: |Z:'~. j
Fieport Title |W'ra|:|up Code Summary by Cueue
Period | Last week j
Dates From |07/05/2007 =
To  [12/05/2007 =]
Times Fram |DE:DD A
To [17.30 =]
Group By [3 masximum] |Dueue A
Gueue Group | A
[ueve Number |25I:II:I A
Team | A
Extension Mumber |D A
Media Type |Cal A
Call Type |Incu:|ming A
‘Wwirapup Folder |Inu:u:uming A
‘Wwiapup Code |12 A
Show reealid Wiapups (" Yes O Mo (+ Ignoe
Ihclude Virtual Queues " Yes { Mo (e Ignore
Farmat Time [hh:mnn:zz) " Yes { Mo f{+ Ignore
Report of Wrapup Codes Assigned to Calle

2. Enter the following report criteria as required:

The span of days covered by the report (Today,
Last Week etc.)

Period _ _ .
Alternatively, specify the exact date range using the
Date criterion.

Dates The date range you wish to cover in the report.

Times Select hours of the day that you wish to cover in

the report.

Causes the report to display information grouped



Group By

Queue Group

Queue Number

Team

Extension Number

Item or Media Type

Call Type

accorded to the selected criteria (for example by
Date, by Extension, by Queue etc.) Each specific
base report has a particular set of groupings
available.

Narrows the scope of the report to a specific Queue
Group.

Narrows the scope of the report to include only the
selected Queue Number(s). Select the Queue
Number(s) that you wish to include in the report
from the drop-down menu or enter the Queue
Number(s) with your keyboard.

To specify multiple Queues, separate each number
with a comma (,). Do not include spaces in the list.

Narrow the scope of the report to the include only
the selected Team.

Narrows the scope of the report to include only
certain Extensions. Select the Extension that you
wish to include in the report from the drop-down
menu or enter the Extension number(s) with your
keyboard. Wildcards can be used to select all
extensions matching a pattern.

To specify multiple Extensions, separate each
number with a comma (,). Do not include spaces in
the list.

Narrow the scope of the report to include only the
selected incoming queue media.

Depending on the IPFX Modules you have
purchased you may be able to include Calls, E-
mails, Faxes, Text Chats and Callbacks in the
report.

Select from one of: CALL, EMAIL, FAX, TC, VM-
CALLBACK.

Narrows the scope of the report to include only
calls of a specific type:

Callback - callbacks

Incoming inbound calls to extensions or DDIs only
(not inbound to queues)

Outgoing outbound calls from extensions or DDIs



Show WrapUpCodes

Include Virtual Queues

Format Time

Queue inbound calls to a queue

Determines whether the report will show WrapUp
codes.

Yes Show WrapUp Codes in the report

No Do not show WrapUp Codes in the Report
Ignore Show everything including WrapUp Codes

Includes both standard and Virtual queues in the
report.

Changes the way that time is displayed in the
report:

Yes - Displays time in hh:mm:ss format.

No - Displays time in seconds.

Ignore - (Has the same effect as selecting Yes)



Custom Templates

Custom Templates enable users to save frequently-used report
settings to quickly access tailor-made reports.

You can create your own templates to save time when
repeatedly creating reports on similar themes.
Creating a Custom Template

1. Open the Report window.

2. Select a Report Template (i.e. Call Pullback Report).



" IPFX Reports - Call Pullback Report [QuebMew.rpt]

File Report Options Help

‘Sl = 2B @

+-[_] Agent Performance
=20 Call Activity
") EalPulback P

1] Call Pullback. Summ&
) Call Trarsber Report
- Call Type by Extension Summary
] Direct Dial Irterval Report
1] Direct Dial Surmary
1] Total Call Activity

[0 Meszage Box

(23 Presence Infamation

([ Queue Performance

-2 Site Information

-2 Wildzard / Prefemed Agents

-2 Wrapup Codes

:i:
:i:
:i:

Callz Pulled Back from an Extenzion

— Dezcription
Callz Pulled Back from an Extension

— Criteria

Report Template I

I |ef |

Source Database I[Eurrent]
Report Direchany: IZZ"-.
Report Title |Ea|| Pullback Report
Period I
Dates Fram I
To I
Times Fram I
To

Group By [3 maximum]

Hueue Group

Team

Estengion Number

|
|
|
[ueue Mumber I
|
|
Media Type I

Formnat Time (hhomm: 35 " Yes " Mo (% lgnare

i i i

presented.

3. Make your criteria selections from the drop-down lists




" IPFX Reports - Call Pullback Report [QuebMew.rpt]

M= X]

File Report Options Help
H Gl = 28 @

+-[_] Agent Performance

=[] Call Activity

" Call Pullback Report

| Call Pullback Summary
| Call Transfer Report

| Call Type by Extenzion Summary
| Direct Dial Interval B eport
| Direct Dial Summary

| Total Call Activity

+-[2] Meszage Box

+-[2] Presence Information

+-[2] Queue Performance

-] Site Information

-] Wildeard / Preferned Agents
-] Wrapup Codes

Callz Pulled Back from an Extenzion

Description

Callz Pulled Back from an Extension

Criteria

Report Template
Source Databaze
Report Direchany:
Report Title

Period

Dates

Times

Group By [3 maximum]
Hueue Group

Hueue Murnber

Team

Estenzion Number

Media Type

Farmat Time (kb mnm:zz]

|Eall Pullback. Report [default).

| [Current]

|z

I |ef |

|Call Pullback Report

| Today

From  |18/05/2007

To  [18/05/2007

From {0200
To  [17:30
|Date

(" Yez & Mo ( Ignome

RN N O O T T O I I R

4. Enter a name for your Custom Template in the Report

Template drop-down list. (This name will not appear on the

report.)




"] IPFX Reports - Call Pullback Report [Que6New.rpt] M= <
File Report Options Help
d dd = ZE @
+-_] Agent Performance Description
=+ (3 Cal Activity Calls Pulled Back from an Extenzion
" Call Pullback Report
!| Call Pullback, Summary
*| Call Transfer Report il
!| Call Type by Extension Summary
‘| Diirect Dial Interval Report Repart Template |Ea|| Pullback Report [default]] j
| Direct Dial Summary [Call Pullback Report [default].
| Total Call Activity Source Database TTCurTerT] '§
+-[.] Meszage Box Re : ] y
port Directony: 2N -
2] Presence Information . | J
2] Queue Performance Repart Title |
-] Site Infarmation :
Period Tod -
-] Wildcard / Prefered Agents | = J
-] Wrapup Codes Dates From |18£EIE.-’2EIEI? ﬂ
To  [18/05/2007 =]
Times From |DB:DD ﬂ
To  [17:30 =]
Group By [3 masimum] |Date ﬂ
[ueue Group | ﬂ
(ueue Mumber |25I]D ﬂ
Team | ﬂ
Extension Mumnber |D ﬂ
Media Type |Cal =]
Farmat Time [hh:mm:zz) (" Yeg v Mo (" Ignoe
Callz Pulled Back from an Extenzion

5. Enter a title for your Custom Template in the Report Title
text box. (This title will appear on the report.)



" IPFX Reports - Call Pullback Report [QuebMew.rpt]

M= X]

File Report Options Help

H Il = =B

+-[_] Agent Performance
=[] Call Activity

" Call Pullback Report
" Call Pullback Summary
" Call Transter Repart

| Direct Dial Summary
" Toatal Call Activity
+-[2] Meszage Box

+-[2] Presence Information
+-[2] Queue Performance
-] Site Information

-] Wrapup Codes

Callz Pulled Back from an Extenzion

-] Wildeard / Preferned Agents

" Call Type by Extension Summary
| Direct Dial Interval Bepart

Description
Callz Pulled Back from an Extension

Criteria

Report Template

|Eall Pullback. Report [default).

I |ef |

g

Source Databaze |[Eurrent]
Report Direchany: |ZZ"-.
Report Title |My Feport Title
Period |Tcu:|ay 5
Dates From  |18/05/2007
To  [18/05/2007
Times Fram |EIE:DD
To  [17:30
Group By [3 maximum] |Date
Hueue Group |
Hueue Murnber |25I]D
Team |
Estenzion Number |EI
Media Type |Cal
Format Time [hby:mm:zs] (" Yes o Mo

" lgnore

i i i

Saving a Custom Template
Click the Save button on the button bar or select File > Save

from the menubar.

U IPFX Reports - Call Pullback Repo

File Report Options Help
Hyd | = |

C

-7 Anent Perfarmanre

Opening a Custom Template




1. Select the Report Template (i.e. Call Pullback Report) that
was active when you created the Custom Template.

2. Select the Custom Template name from the Report
Template drop-down list. The Custom Template details will
appear.

"] IPFX Reports - Call Pullback Report [QueéNew.rpt] M=) X
File Report Options Help
dai|+= 280
+-[_] Agent Performance Diescription
=3 Call Activity Callz Pulled Back fram an Extension
| Call Pullback Report
" Call Pullback Summary
" Call Transter Repart e
" Call Type by Extension Summary
| Direct Dial Interval Bepart Feport Template |Eall Fullback Feport [default)] j
" Direct Dial Surmmary %:I
| Tatal Call Activity Source Database |[Current] A
+-[2] Meszage Box Bl : ; ;
port Directony: Fa! -
+-[2] Presence Information _ | J
+-[] Oueue Performance Repart Title My Repart Tite
-] Site Information :
Period Tad -
-] Wildeard / Preferned Agents | e J
-] Wrapup Codes Dates From |'|8£EIE.-’2EIEI? A
To  [18/05/2007 £
Timesz From |EIE:DD A
To  [17:30 £
Group By [3 maximum] |Date A
Hueue Group | A
Hueue Mumber |25I]D A
Team | A
Extenzion Mumber |EI A
Media Type |Cal £
Farmat Time [hhomm:sz) " Yes (& Mo (7 lgnare
Callz Pulled Back from an Extension




Troubleshooting Reports

Symptom: Supervisors or Administrators are unable to generate
reports when \IPFXServer\vm\db is entered into the Report
Directory field

This problem can occur when the user's PC is unable to resolve
the name of the IPFX Server (where call statistics are stored).
The problem can be solved by adding an appropriate record for
the IPFX Server to the organisation's DNS server, or by using
the Settings Editor to replace the IPFX Server's name with its IP
address in the DB_AUDITTRAIL's DataStore key.

1.

2.

Confirm that DNS is failing to resolve the IPFX Server
name.

The organisation's network administrator will need to add
the IPFX Server name (for example IPFXServer) to their
local DNS Server on the company's domain.

This will allow Supervisors to run their reports without
having to change their Report Directory.

If it is not possible to modify the DNS Server's entries, the
IPFX Settings editor can be used to hard-code the IPFX
Server's IP address.

From the IPFX Server's desktop, select Start > Run.

Enter C:\VMLocal\Utils\SettingsEditor.exe into box that
appears and click OK:



Type the name of a program, Folder, document, or
. Internet resource, and Windows will open it For wou,

Qpen; | CAWMLocal kilsh SettingsEditor  exe w |

[ (] 4 H Zancel ][ Browse, ., ]

5. In Settings Editor window, browse to the PSCTIL.INI folder
and click on the DB _AUDITTRAIL section:

.+ IPFX Settings Editor |__||'E||'§_(|
File Edit Wiew Help
O 7 XEBy %6
= [ Root Al key Yalue

(0 -2147453646 Catalog CTSERVER

3 c ConnectionType 3

I:l CR_OBSERVER DataSource IPFHSermeriCTSERYER

[ FeatureServer Password mypassward

(1 Paserver Provider SQLOLEDE

— | | User ID 53

[ PrafileUr
=11 PSCTLIND
Application
Applications
Archive
COMFSERY
Caonsole
Databases
Datastare
DE_AUDITTRAIL
DB_CALLS
DE_CHK_SVR

|
[l
|

PSCTLINIDE _AUDITTRAIL

6. Right-click on the key DataSource in the right-side panel
and select Edit from the context menu:



IPFX Settings Editor - [B]X]
File Edit Wiew Help
D JXE ) B
= (3 Roat Al Key Yalue
[ -2147483646 Catalog CTSERVER
B3 ConnectionType 3
% (1] CR_OBSERVER Datasource [ et s e
-] FeatureServer Passward | 7 -
) filt+Enter
w10 Paserver Prowider | I |
-2 ProfileLt 7 Bt Delete  De
=[] PSCTLIMI Copy  ChHC
Application Cut Chrle
Applications Paste  Chrl4+y
Archive
CONFSERY Impart... F7
Console | Expart.. Fa
Databases '
Datastare
DE_ALDITTRAIL
DB_CALLS
L DE_CHK_SVR v € ¥
PSCTLINIDE_AUDITTRAIL : DataSource =  |PFXSERVERICTSERYER

7. Edit the key's value, replacing the name of the IPFX Server
with its IP address:



Edit Key/Value

Application: | PSCTLINI |

Section: | DE_AUDITTRAIL |
= | Datasource |
Value: | TEaEh CTSERVER |

Edit Key/Value

Application: | PSCTLINI |

Section: | DE_ALDITTRAILL |

ey | Datasource |

Value: | 10.0.0.14CTSERVER |
Click OK.

Supervisors will now be able to run reports by using the IP
address of the IPFX Server in their Report Directory field:
for example, 110.0.0.1\vm\db.



Printing reports for 8-digit extension sites

In rare instances, fields containing extension or queue numbers
may be be truncated when reports are generated for sites using
8-digit extensions.

This issue is caused by certain printer drivers; the data integrity
of the report itself is not affected.

In order to remedy this error, IPFX suggests that following steps
may be helpful:

= Check that your computer is using the latest driver for your
printer

m Consult your printer documentation about Font Substitution
and ensure that your printer is not substituting the default
Arial font

= Attempt to print the report from a different printer in your
organisation.

Troubleshooting Reports
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