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Introduction

Splicecom Vision is a web based application suite developed from the ground up by Splicecom to work
with the Splicecom system — and to only work with the Splicecom system. Utilising the latest AJAX
and Web 2.0 technologies, Vision has been designed to deliver business critical information, in an easy
to understand manner, wherever and whenever it's needed. Vision offers three services; Reports
(historical), Recording (capture) and Live (real-time).

Vision collects the call data from the Splicecom system and provides you with the ability to view this
live via a wallboard, historically in simple lists or analysed via graphical reports and charts. Vision will
also collect call recordings and give you the ability to listen and download these files.

Vision Call Centre is an additional aspect of the Vision software which may or not be activated on your
system. If you are not sure please refer to your system administrator for further information. This
software will help you to deliver outstanding customer services to those calling your business by
providing advanced call routing capabilities and additional user software, and give you an in-depth view
of how your Inbound Call Centre is performing.

About this manual

This manual contains all that you need to know to operate the user aspects of the Vision software when
being run in conjunction with a Splicecom system. If you require further information on Vision, please
refer to your system administrator.

Your Manager Account

This manual assumes that a Manager account has been set up for you on the Vision server. This
account will give you access to the Vision Portal which will enable you to analyse the call data collected
by the Vision server. You will require your Manager account User Name and password to log on to the
Vision portal, please refer to your system administrator for these details.

Once you have opened the Vision Portal, as described in the Vision Portal section from page 6, the
buttons at the top will give you links to the facilities you are able to access, such as Reports, Logs,
Wallboards, and so on. This list will depend on the rights given to your Manager account. All the
facilities available in the Vision Portal are explained in this manual, however if the relevant link is not
available to you please refer to your system administrator for further details.

Your Manager account will also determine the call data you have access to, this will either be for all
Users and Departments or for specific Users and Departments on your system. Plus determine whether
you can delete this data when a customer requests “the right to be forgotten”, for example.

If your Manager account has been given the Configure Managers rights you will have additional
configuration facilities available to you as explained throughout this manual.

For your information - the entire Vision server is managed and controlled by an Administrator account
that has access rights to all aspects of Vision. Please refer to your system administrator if you require
further information.

Terminology

The following describes the meaning of the terminology used on a Splicecom and Vision system which
will help you to understand the call data provided by Vision and how this is analysed in the reports.
Please refer to your System Administrator for further details on how your system is configured.

Introduction
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User

A User is an account on the Splicecom system. This account will be used in most scenarios to allow a
member of staff to use telephone functionality provided by the Splicecom system and use a telephone
handset or software. A User account will be configured with a Display Name (in most instances
matching the member of staff's name), extension number and a DDI number, if external calls are to be
directed to this User.

A User account can be assigned to a specific phone if, for example, that member of staff sits at the
same desk and uses the same phone for the majority of their working day, however, that User can log
on to other phones on the system if required. All their User settings, such as speed dials, will be
available and their calls will be redirected to the new handset. If a User account is not assigned to a
specific phone this User will be “hot desking”, in other words logging on to an available phone when in
the office and taking calls. Again, all their User settings and calls will be directed to the phone they are
logged on to.

Each User can enter their personal numbers, such as mobile number and home number, into their
account which enables colleagues to easily find these numbers on the directory and call them when
they are out of the office. When the User rings into the office from eg their mobile, the incoming
number will be matched in their User account and their User name will be displayed and stored with the
call data.

Groups

Groups are used on a system to collect together Users who have a similar job function, eg Sales Group,
or similar skill, eg French Group. So, for example, if calls to the main company number are to be shared
among the receptionists, a Group called eg Reception Grp would be created on the Splicecom system,
or if staff in a call centre were answering customer service calls, a Group called eg Cust Serv Grp would
be created, and so on.

The members of a Group can be configured to join the Group by logging in and out of the Group when
required. This is useful when a supervision may want to join a Group to help with calls during a busy
period or to allow a User to stop receiving calls when they have some administration to complete, for
example. The Users can do this via their Navigate Pro software or PCS 5xx IP Phone.

A Group is then assigned to a Department as explained below.

Departments

A Department on a Splicecom system is used to determine how calls are to be routed to a Group, for
example, the Catalogue Sales Department routes calls to the Sales Group. A Group can be assigned to
multiple Departments and a User can be assigned to multiple Groups which means a User may receive
calls for more than one Department. Each Department will have a Name, an extension number and a
DDI number, if external calls are to be directed to this Department. The Department will determine in
which order calls are presented to the members of the Group and what will happen to calls when all the
members are busy, not at their desk or gone home for the day. While a call is waiting to be answered
the caller will be placed in a queue and can be played announcements and hold music while they wait.

Wrap Up Time

A Department can be configured with a Wrap Up Time whereby, after a User has finished a call to the
Department, a certain amount time must elapse before this User can take another call. This is useful
when administration tasks need to be completed at the end of a call.

Introduction
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Contacts

The Splicecom system can store a database of contact details for external customers, suppliers,
business associates, and so on. This is called the Contacts database and each entry is called a
Contact. These Contacts can store, eg the customer’s telephone number, mobile number, company
name, address, job title and so on. These numbers will then be used by the system to match with
incoming CLI, if presented. If a match is found the Contact name is displayed on the phone receiving
the call and stored with the call data. These entries can also be utilised by a User to speed dial the
number required and again the Contact name is stored with the call data. This means that calls from,
for example, important customers can be easily identified and then how those calls were handled can
be analysed via Vision.

Caller Line Identification (CLI/CLID)

CLl is a service supplied by most phone line providers, whereby your phone number is transmitted when
you make a phone call. If a caller to your company presents their CLI with the call and this is matched
in the Contacts database (described above) this caller's name will be displayed on your phone and
stored with the call data.

Companies

Companies is a feature of the Splicecom system when the system is used by multiple businesses in an
office building. This feature enables Users, Departments and Contacts to be assigned to a Company so
that the phone directories only display the relevant User, Departments and Contacts. This also ensures
that Vision Managers only view the call data relevant to their company. If you do not share your
business premises or Splicecom system with another company then this feature will not be relevant,
otherwise please refer to your system administrator for further information.

Vision Call Centre Terminology

Agent

An Agent is a User that has been configured to operate within the Vision Call Centre software and
therefore can be monitored via the Supervisor Console, Vision Call Centre reports, wallboards and so
on.

An Agent can be logged on to a handset but not necessarily logged in as an Agent within the Call
Centre. This is controlled either via the Agent’s Auto Agent Login setting (please refer to your System
Administrator for further details) or manually via Navigate Pro. When a User is not logged on as an
Agent the User operates as a standard user of the telephone system, ie receives calls to their extension
and receive calls via Departments not configured as Queues. When the User is logged on as an Agent
the User will also receive calls via the relevant Queues.

Queues

A Queue is a Department that has been configured to operate within the Vision Call Centre software. A
Queue will be configured to distribute calls either to the longest idle Agent or to the least busy Agent
first.

Groups that will be assigned to a Department configured as a Queue are configured so that Agents join
the Group by logging in and out as required. An Agent can be logged in and out of a Group via the
Supervisor Console software. Agents can do this themselves via the Agent Portal software, as well as
via their Navigate Pro software or PCS 5xx IP Phone. However, in some configurations, this ability for
the Agent to log themselves in and out of a Group via their own handset or software may be disabled
(please refer to your system administrator for further details).

Where an Agent is receiving calls via multiple Queues, a Queue can be given a priority so that calls to
this Queue will be presented to Agents before calls to the other Queue(s).

Introduction
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Call Centre Calls

For reporting purposes a call centre call is a call that has been routed via a Queue and answered by an
Agent.

An Agent is still a User on the system and therefore can operate as a standard user of the system, ie
receive calls to their extension and make calls, if required. The User can also receive calls from a
Department not configured as a Queue. All these would be non-Call Centre calls, in that they are not
routed via a Queue and hence the Call Centre software.

Completion Codes

A Queue can be configured with Completion Codes such as “Order Taken”, “Level 1 Enquiry”, etc which
an Agent can select from the display on their Agent Portal, Navigate Pro software or PCS 58x, 57x, 56x
IP Phone. These codes are displayed during the Wrap Up time configured for the relevant Department.
The number of times these codes are selected can then be analysed via the Vision Call Centre reports.
A Completion Code can also be configured with an Extended Wrap Up Time if a particular code requires
a longer time for the Agent to complete the necessary administration.

Blacklisting

An Agent will be placed in a blacklisted state if he/she fails to answer a specified number of
consecutive calls (default 3 calls). If blacklisted the Agent will not receive any calls for a specified
amount of time (default 5 mins) unless manually put into a waiting state via the Supervisor Console.
Please note that the Agent will be blacklisted again if he/she does not answer the next call, this will
continue until the Agent answers a call. The number of consecutive unanswered calls that will blacklist
an Agent can be configured for each Queue and the amount of time an Agent will be in the Blacklist
state can be configured for each Agent.

Not Available Codes

The Vision Call Centre software can be configured with Not Available Codes such as “At Lunch”, “In a
meeting”, “Doing paperwork”, and so on. These can then be selected by Agents via their Agent Portal or
Navigate software to indicate why they are unable to take calls. Once selected this code will be
displayed in the Supervisor Console. When an Agent has selected a Not Available Code that User will
not be presented with calls via their Queue(s), however they will still receive calls via their extension
number and DDI number. A Not Available Code can also be configured to enable Do Not Disturb for
that User when the code is selected. Supervisor only Not Available Codes can also be created whereby

the code can only be selected for the Agent via the Supervisor Console.

SLA

Service Level Agreement (SLA) Levels determining how quickly a call should be answered and how long
that call should be handled can be entered within the Vision Call Centre software. These SLAs are then
used to analyse the call handling performance by the business. Please refer to your system
administrator for further details.

Supervisor Console

The Supervisor Console is a web based application that allows a Vision Manager to monitor Agents and
Queues in real-time, displaying, for example, details of an Agents current call, Login duration, number of
calls not answered, calls to a Queue waiting to be answered, and allowing the Supervisor to boost the
priority of a call. An Agent can request help via their Agent Portal or Navigate Pro software and this will
be flagged within this software enabling the supervisor of the Call Centre to respond. For further
information please refer to the Vision Call Centre Supervisor Console User Manual.

Introduction
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Agent Portal

The Agent Portal is a web based application that allows a User to monitor their own call data, log
themselves in and out of Groups and select Not Available codes. The User must be configured as an
Agent to use this software.

Navigate Pro

This software application can be run on a User’s PC either as a soft phone or as a partner to the User's
handset and allows the User to control their telephone handset via their PC and to configure their User
settings.

If the User is also an Agent, their call statistics will be displayed and he/she can log in and out of
Groups, select Not Available Codes and Completion Codes.

Web Partner

The Web Partner software is run via a web browser and partners the User’'s handset, enabling the User
to handle calls, make calls and set their User configuration via a browser.

Introduction
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Vision Portal

The Vision Portal is used to view all call logging information, listen to recordings, create reports and
reporting groups, create wallboards, create Manager accounts and set up the use of the WebPartner
application.

The Vision Portal can be accessed on a PC connected to the Vision Server via the following link:
http://[ip address of vision server]/vision eg http://10.0.4.150/vision
You will be requested to enter your User Name and password. These will be the log in details for the

Manager account set up for you on the Vision server. Please refer to your System Administrator for
further details.

Once the Vision portal is open the My Reports page will be automatically displayed with further options
available at the top.

Spl icecom Login/out My Reports Settings ~ View *
Vision
Capacity Planning Cost Analysis Call Performance Call Centre Call Logs ~
Peak Trunk Group Usage Peak Trunk Usage
Measure your overall trunk capacity by Trunk Group View data regarding how much trunk capacity you are using
on a per trunk basis
Peak Voicemail Port Usage Peak IntraModule Trunk Usage
See how busy your configured voicemailports are See how much Intra Module Trunk capacity you are using
Outgoing Call Breakdown Top Outgoing Call Users By Cost
See where your calls are going See which users are spending most on outgoing calls
Itemised Cost Report Total Cost By Account Code
Create a cost report for a user, a group of users or an A breakdown of call costs by account
account code
== s Callad Nactinati =M Mnct Fvnanciua Calle

If you have been given the rights to create Manager accounts on the Vision server the Managers option
will be available within Settings. Please refer to your system administrator for further details.

Mobility

If you have been given the rights to enable the use of the Web Partner for your colleagues the Mobility
link will be available within Settings. Please refer to your system administrator for further details.

Call Logs
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Call Logs

The Call Logs button at the top right of the Vision port will give links to four

. Status & Hist
pages that can be used to view the call data. e =R

Calls In Today

Status & History Calls Out Today
) ) o I ) ‘ Search Calls
The Status & History link within the Call Logs button will display live call
logging for the system. This page will update every 30 seconds and display
up to 30 calls. The most recent calls are displayed at the top. This data can be copied and pasted into
another document, for example, MS Excel.

Last 30 calls

Date Source Name SOLIICE Destination Name Destination Answeted By Answered by Duration Connected Cost
Number Number Number Name

2020-10-15 e . ’

13:04:34 William Liu 2012 Craig Wellborough 02085382354 00:01:52 00:01:40 0.166

fgizoo,l'?;?s Ananya Khatri 2019 Accounts 8002 2012 William Liu  00:00:40 00:00:34 0.000

2020-10-15 : :

12:56:51 London 02085382355 Ananya Khatri 2019 2019 Ananya Khatri 00:02:45 00:02:43  0.000

$2250612(?21 2 Matt Hughes 2028 William Liu 2012 2012 William Liu ~ 00:01:30 00:01:28 0.000

Date = this column will display the date and time the calls was made or received.

Source Name = this column displays for

Outgoing calls - the name of the User who made the call

Incoming calls - the name of the external contact the call has been received from (if the Source Number
has been matched in the Contacts database), the Area Code name (if the Source Number’s area code is
matched in the Area Codes list in the system database) or the name of the User ringing from a number
stored in their User configuration. If no match was found the entry in this column will be blank.

Source Number = this column will display either the extension number of the User who made the call or
the incoming CLI received with this call.

Destination Name = this column will display

Internal calls — the name of the User or Department the call was made to

Outgoing calls — the name of the external contact dialled (if the number dialled is matched in the
Contacts database).

Incoming calls - the name of the User or Department the call was made to.

Destination Number = this column will display the number dialled.

Internal calls - the extension number of the User or Department the call was made to

Outgoing calls - the external number dialled. (Please note that if the Destination Name field contains a
User Name and this field contains an external number, the User in the Destination Name field has
forwarded their calls to this number or one of their personal numbers, ie mobile/home/spare number,
has been dialled.)

Incoming calls - the extension number of the User or Department the call was made to

Answered by Number = Internal and incoming calls only. This column displays the extension number
that answered the call. If this matches the Destination Number the User has answered their own call,
otherwise this will show the extension number of the User that answered a Department call or
answered a forwarded call or picked up the call.

Call Logs
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Answered by Name = Internal and incoming calls only. This column displays the name of the User that
answered the call. If this matches the Destination Name the User has answered their own call,
otherwise this will be the User that answered a Department call or answered a forwarded call or picked

up the call.

Duration = this will show the amount of time the call was active, including ringing time.

Connected = this column will show the amount of time from the call being answered to the call ending.

Cost = this will display the cost of the call dependent on the Pricing Scheme being used.

Column

Outgoing Call

Incoming Call

Source Name

Name of User making the call

Name of Contact or User the call
was received from (if incoming CLI
matched in the database)

Source Number

Extension number of the User
making the call

Incoming CLI received with this call

Destination Name

Name of User/Department/
Contact the call was made to (if
number dialled matched in the

database)

Name of User/Department the call
was made to

Destination Number

The number dialled

Extension number of the
User/Department the call was
made to

Answered by Number

The extension number of the User
that answered the call

Answered by Name

The name of the User that
answered the call

Calls In Today

A list of the incoming external calls received today can be viewed by selecting Calls In Today from the

Call Logs button.

Today's Inbound Calls
For: All

Date & Time
2015-06-29 10:07:52 02085392100

Source

2015-06-29 10:08:10 02085392100

2015-06-29 10:09:16 07827283932

2015-06-29 10:10:54 Ocean Electronics
01727234000

2015-06-2910:11:38 Ocean Electronics
01727234000

Destination

Reception
2000

Marcus O'Rorke
2017

Adrian Deeney
2042

Emma Marks
2002

Reception

8000

Extension

Marcus O'Rorke
2017

Adrian Deeney
2042

Emma Marks
2002

Emma Marks
2002

Forwarded By

Ringing Connected Cost
00:00:02 00:00:00 0.00

00:00:04 00:01:07 0.00

00:00:02 00:00:12 0.00

00:00:03 00:00:33 0.00

00:00:04 00:00:06 0.00

The most recent call will be displayed at the bottom. If a call has been recorded the Speaker icon will
be displayed on the right hand side of the call.

Call Logs
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Date & Time The time and the date the call was received.

Source The incoming CLI received with this call, if presented. If this CLI is matched in the
Contacts database the contact name will be displayed with the number. If the area
code within the number is matched within the Area Codes list on the system the
relevant area of the country will be displayed. If the number is displayed with a User
name, this indicates that the User made the call from one of their personal numbers,
ie mobile/home/spare number. Otherwise no name will be displayed.

Destination The User or Department name and extension number that the call was routed to.

picked up the call.

Extension The User name and extension number or voicemail that answered the call. If the
entry matches the Destination the User answered their own call, otherwise this
column displays the User that answered the Department call or forwarded call or

Forwarded by | Not used

Ringing The amount of time the call was ringing before it was answered
Connected The amount of time from the call being answered to the call being ended
Cost N/A

Call Log Detail

Further details relating to a call can be viewed by selecting the call within the Date & Time column and

the following screen will be displayed.

Switch to engineering view

call

Date & Time 2020-05-27 14:36:48
Total Cost  0.000

Call Source Details

Cost Centre Mary Barnes

On Behalf Of

Trunk Modules.TrainingSIPTrunk.Virtual
Name Craig Wellborough

Number 02085382354

Cost Associated 0.000

Release Code

Connected Yes

Transfer Status No

Account Name Craig Wellborough
Account Code 3579

Back

Call Destination Details

Cost Centre Mary Barnes
On Behalf Of Mary Barnes
Trunk

Name Mary Barnes
Number 2020

Cost Associated 0.000
Release Code Normal

Call Duration 19.912

Call Connected 16.271
Queuing Time 0.006
Distributing Time  3.629
Agent Ringing Time 3.601

The times represent the total number of seconds.

Select Back to return to the calls list, or further information can be viewed by selecting Switch to

engineering view.

Call Logs
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Calls Out Today

A list of the all outgoing external calls made today can be displayed by selecting Calls Out Today from
the Call Logs button.

Today's Outbound Calls
For: All
Date & Time Source Destination Extension Forwarded By  Ringing Connected Net VAT Gross
Cost Cost

2020-05-27 Ananya Khatri Craig 00:00:02 00:04:09 0.44 0.09 0.53
16:04:52 2019 Wellborough

02085382354
2020-05-27 Vihaan Agarwal 02085382355 00:00:04 00:00:38 0.07 0.01 0.08
16:08:48 2025

The most recent call will be displayed at the bottom. If a call has been recorded the Speaker icon will
be displayed on the right hand side of the call. If a VAT value has been configured on Vision this
column will also be displayed.

Date & Time The time and the date the call was made.

Source The User and extension number making the call.

Destination The number that was dialled. If this number is matched in the Contacts database
the Contact name will also be displayed. If this field contains a User's Name and an
external number this indicates that one of the User’s personal numbers, ie
mobile/home/spare number, was dialled. Alternatively, if the User's name also
appears in the Forwarded By column this indicates that the User had forwarding set
and the call was forwarded to the number displayed.

Extension N/A

Forwarded by | If the call is listed as a result of the call being forwarded to an external number, this
column will show the User that had forwarding set and caused the call to be

forwarded.
Ringing The amount of time the call was ringing before it was answered
Connected The amount of time from the call being answered to the call being ended
Cost The cost of the call dependent on the Pricing Scheme used.

Call Logs
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Splicecom

«
P

Further details relating to a call can be viewed by selecting the call within the Date & Time column and

the following screen will be displayed.

Switch to engineering view

Call

Date & Time 2020-05-27 16:04:52
Total Cost  0.415

Connected Yes

Transfer Status No

Account Name Craig Wellborough
Account Code

Back

Call Duration 251.782
Call Connected 249.408
Queuing Time 0.016
Distributing Time 2.353
Agent Ringing Time 2.194

The times represent the total number of seconds.

Select Back to return to the calls list, or further information can be viewed by selecting Switch to

engineering view.

Call Logs
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Search Calls

The Search Calls link available via the Call Logs button will open the Call Log Search dialogue box, in
order to search for specific calls, for example, internal calls made today, calls to a specific extension, all
calls made last week, and so on. An asterisk (*) can be used as a wild card.

Call Log Search

Report Period Last Wesk W

Date (from) | |Se|ect Date
Date (to) | | Select Date
For Company: |_ v|

Time (start) |1 2:00

Time (end) |1 320

Cost Centre |

Source Mame |

Target Name |Recepti0n

Target Mumber |

Answered By Name |

Answered By Number |

Source Number | |

Account Code |

Generate Report Cancel

You can use * as a wildcard in name, number and account code fields

Report Period = select the time period for which you wish to search for calls, eg Today, This Month, last
30 days etc. If you choose Custom you will need to fill out the Date (from) and Date (to) fields.

Date (from) = used when Custom is selected in the Report Period field. This is the start date for the
time period required in your search. Click on Select Date to pick the start date required.

Date (to) = used when Custom is selected in the Report Period field. This is the end date for the time
period required in your search. Click on Select Date to pick the end date required.

For Company = if the Companies feature is being used on the Splicecom system this list box allows you
to search for calls to or from Users and Department belonging to a particular Company. Please note, if
you are a part of a Company you will only be able to search for Users and Departments belonging to
your Company.

Time (start) = to search for calls made or received within a certain time of the day enter the required
start time here. This should be entered as, eg 17:00

Time (end) = to search for calls made or received within a certain time of the day enter the required end
time here. This should be entered as, eg 20:00

Call Logs
12 Vision User Manual v1.8 1020/2



Splicecom 55

Cost Centre = this field will enable a search for all calls relating to a User or Department. Enter here a
User or Department name. When a User name is entered the resulting list will display outgoing calls
made by the User and incoming calls routed to the User, including forwarded calls, and calls answered
on behalf of a Department. For a forwarded call the Cost Centre is the User that set the forwarding.
When a Department name is entered all calls routed to the Department will be listed.

Source Name = to search for calls made by a specific User or received from a specific Contact enter
either the name of the User who made the calls or the name of the external contact the calls were
received from. (Please note the external contact’s incoming CLI must have been matched in the
Contacts database at the time of the call.)

Source Number = to search for calls made by a specific extension number or received from a specific
incoming number enter the extension number of the User who made the calls or the incoming CLI
received with the calls.

Target Name = to search for incoming calls made to a specific User or Department enter the name of
the User or Department required or to search for outgoing calls to a specific Contact enter the name
required. (Please note the number dialled must have been matched in the Contacts database at the
time of the call.)

Target Number = to search for incoming calls made to a specific extension number enter the extension
number of the User or Department required or to search for outgoing calls to a specific external number
enter the number required.

Answered by Number = to search for calls answered by a specific extension enter the extension
number that answered the calls, ie the extension number of the User that answered a Department call,
or the extension number of the User that answered a forwarded call or picked up a call.

Answered by Name = to search for calls answered by a specific User enter the User name of the
extension that answered the calls, ie the name of the User that answered a Department call, or the
name of the User that answered a forwarded call or picked up a call.

Account Code = if account coding is being used on the Splicecom system and you wish to search for
calls assigned to a specific account code enter the required account code here.

When ready select Generate Report. A list of the calls matching the criteria entered will be displayed
with the following information.

Date & Time The time and the date the call was received/made.

Source Incoming external call - the incoming CLI received with this call, if presented. If this
CLI is matched in the Contacts database the contact name will be displayed with the
number. If the area code within the number is matched within the Area Codes list on
the system the relevant area of the country will be displayed. If the number is
displayed with a User name, this indicates that the User made the call from one of
their personal numbers, ie mobile/home/spare number. Otherwise no name will be
displayed.

Outgoing external call or internal call — the User name and extension making the
call.

Call Logs
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Destination

Incoming external call or internal call - the User or Department name and extension
number that the call was routed to.

Outgoing external call - the number that was dialled. If this number is matched in
the Contacts database the Contact name will also be displayed. If this field contains
a User's Name and an external number this indicates that one of the User’s personal
numbers, ie mobile/home/spare number, was dialled. Alternatively, if the User's
name also appears in the Forwarded By column this indicates that the User had
forwarding set and the call was forwarded to the number displayed.

Extension

Incoming external call or internal call - the User name and extension number or
voicemail that answered the call. If the entry matches the Destination the User
answered their own call, otherwise this column displays the User that answered the
Department call or forwarded call or picked up the call.

Outgoing external call — not used.

If the call was recorded the log of this action will display !LeaveRecording in this
column.

Forwarded by

Outgoing external call - this column will show the User that had forwarding set and
caused the call to be forwarded to the external number.
Incoming external call or internal call — not used.

Ringing The amount of time the call was ringing before it was answered.
Connected The amount of time from the call being answered to the call being ended.
Cost Outgoing external call - the cost of the call dependent on the Pricing Scheme used.
Incoming external call or internal call — not used.
Call Status

The following icons may be displayed within the Call Logs and represent the following:

ﬂ The call was abandoned before it could be answered by the extension or voicemail

0 This call was parked

P This call was picked up from a park slot
1 This indicates the transferred leg of the call.
2 This indicates the second leg of a transferred call

Accessing Call Recordings

If you have been given the ability to view and listen to call recordings, you can do so as follows:

1  Firstly, search for the call(s) that has been recorded using Calls In Today, Calls Out Today or
Search Calls. Calls that have been recorded will be indicated by the Speaker icon displayed on
the right hand side of the call.

14
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Delete
Rec Data

Date &  Source Destination Extension Forwarded By  Ringing Connected Net VAT Gross

Time Cost Cost

2020-05-  Ananya Khatri Craig Wellborough 00:00:02 00:04:09 0.44 0.09 0.53 e

27 2019 02085382354

16:04:52

2  Click on the Speaker icon and the Recordings page for that call will be displayed.

Recordings

Date Cost  MName MNumber Target Target Extn Extn  Recording In Recording

Centre Name Number Name

2020- Ananya Ananya 2019 Craig 02085382354 OutboundRecordings

05-27 Khatri  Khatri Wellborough Il 0:19/4:08 *D

16:09:03 o

If your browser has the relevant QuickTime plug in then you will be able to listen to the recording via
your Web Browser, this will play automatically. If you do not have the QuickTime plug in installed, then

your default application for listening to .wav files will open.

Downloading a recording

In the Recordings page click on the Download icon © and following the relevant download/save

instructions of your browser.

Recording Access Log

The next time a call recording is listened to the Recording Access Log at the bottom of the screen will
display when and by whom (the relevant Manager’s email address) the recording has been listened to in

the past.

Recording Access Log

Number Target Number User Time & Date

2019 02085382354 support@bluebirdgraphics.co.uk 2020-05-28 10:42:52
2019 02085382354 ABrown 2020-05-28 11:03:01
2019 02085382354 support@bluebirdgraphics.co.uk 2020-05-27 17:19:41

Remote Address (IP) Access Method
192.168.0.45
10.0.4.23

192.168.0.45

Website Listen
Website Listen

Website Listen

The Remote Address (IP) column will display the IP address of the PC that listened to the recording. If
the number one (::1) is displayed this indicates that the recording was listened to locally on Vision

server.

Forward a recording to an email account

After listening to a recording this recording can be forwarded to an email account. Please note that this
facility must have been previously configured on your system - please refer to your system

administrator for further details.

1  Click on the speaker icon beside the relevant call.

Call Logs
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2 Within the Forward Message section, in the Email/Search field enter the email address where the
recording is to be sent.

Forward Message

Email / Search: jane@splicecom.com Send To Email

3 Click on the Send To Email button
Confirmation that the message has been sent will be displayed.
Forward Message

Email / Search: jane@splicecom.com Send To Email

Message Sent to jane(@splicecom.com

Or to send the recording to a colleague on the system,

2 Within the Email/Search field start to enter the colleague’s User name and User accounts
matching this text who have been configured with an email address will be listed.

Forward Message

Email / Search: H Send To Ema

Forward to Contact

Type Name Email

User Aaron Blisset Send Message to aaron@bluebirdgraphics.co.uk
User Alice Barker Send Message to alice@bluebirdgraphics.co.uk
User Anita Gomes Send Message to anita@bluebirdgraphics.co.uk

3 From the list displayed, beside the User required, select Send Message to [email address].
Confirmation that the message has been sent will be displayed.

Forward Message

Email / Search: |a cend To Ema

Message Sent to alice@bluebirdgraphics.co.uk

Call Logs
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A record of this action will be displayed in the Recording Access Log next time the recording is listened
to.

Recording Access Log
Number Target Number User Time & Date Remote Address (IP) Access Method

2019 02085382354 support@bluebirdgraphics.co.uk 2020-05-28 11:23:04 192.168.0.45 Emailed to alice@bluebirdgraphics.co.uk

Delete a Call Recording

If your Manager account has been given the relevant rights you will be able to delete a call recording as
follows. (If this option is not available you have not been given this ability, please refer to your system
administrator for further details.)

1  Firstly, use the Call Logs > Search Calls facility to find the call with the recording to be deleted.
2 Beside the relevant call tick the box under the Rec Column.

3 Within the Reason/Ref field enter the text required to identify this action. E

4  Select the Delete icon and OK to confirm the deletion.

Please note:

« The call information can also be deleted at the same time, tick the box under the Data column.

. Toview aregister of the recordings that have been deleted use Call Logs > Deletion History as
described in the next section.

Delete a record of a call

A record of a call can be deleted from the system when, for example, an individual requests “the right to
be forgotten”. (If this facility is not available your Manager account has not been given relevant rights,
please refer to your system administrator for further details.)

1 Firstly, use the Call Logs > Search Calls facility to find the call(s) to be deleted. Please refer to the
Search Calls section from page 12 for further information.

2 Beside the relevant call(s) tick the box under the Data Column.
If the call was also recorded (indicated by the Speaker icon) the box under the Rec column will be
automatically ticked. All legs of the call will also be selected.

3 Within the Reason/Ref field enter the text required to identify this action.

Reason / Ref | RHACcOW29234 | E
Delete
Rec Data
Date &  Source Destination Extension Forwarded By  Ringing Connected Net VAT Gross O 0O
Time Cost Cost
2020-05- Craig Main 00:00:02 00:00:00 0.00 0.00 0.00 O
01 Wellborough 8000
1539116 02085382354
2020-05- Craig Main 00:00:24 00:00:00 0.00 0.00 0.00 O
01 Wellborough 8000
15:42:25 02085382354
2020-05- Craig Ananya Khatri Ananya Khatri 00:00:02 00:00:34 0.00 0.00 0.00 [~
01 Wellborough 2019 2019
15:43:15 02085382354
2020-05- Craig Ananya Khatri LeaveRecording 00:00:01 00:00:33 0.00 0.00 0.00
01 Wellborough 2019
15143117 02085382354
2020-05- Craig Ananya Khatri Ananya Khatri 00:00:07 00:00:11 0.00 0.00 0.00 e O O
01 Wellborough 2019 2019
15:45:20 02085382354
ININLNE.  Craic Ananua Khatri Il eauaRararding ANt AROA N NN _ANN_ non M

4  Select the Delete icon and OK to confirm the deletion. E

Call Logs
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Delete all calls

To delete all the calls shown in the Search result tick the Rec and Data boxes next to the column
headings. This will automatically tick all the boxes below.

Reason/Ref |RHACcDP67234 | ﬁ
Delete
Rec Data
Date &  Source Destination Extension Forwarded By  Ringing Connected Net VAT Gross
Time Cost Cost

Untick both the boxes again, if this is not required and all the boxes below will be emptied.

Deletion History

The Deletion History facility provides a log of calls and recordings that were deleted from the system.
An asterisk (*) can be used as a wild card.

1 From the Call Logs button select Deletion History.
2 Complete the Call Deletion History form with the criteria for the call(s) to be searched for.

Call Deletion History

Call Period This Month v

Call Date (from) ‘ ‘Select Date
Call Date (to) ‘ ‘Select Date
Delete Period
Delete Date [from)‘ ‘Select Date
Delete Date (to) ‘ ‘Select Date
Delete Type All ~

Source Name

Source Number

Target Name

Reason / ref.

Generate Report H Cancel ‘

You can use * as a wildcard in name and number fields

Call Period = select the time period when the deleted call, you wish to search for, was made or
received, eg Today, This Month, last 30 days etc. If you choose Custom you can fill out the Date
(from) and Date (to) required.

Call Date (from) = used when Custom is selected in the Call Period field. This is the start date for
the time period required for your search. Click on Select Date to pick the start date required.

Call Date (to) = used when Custom is selected in the Call Period field. This is the end date for the
time period required for your search. Click on Select Date to pick the end date required.

Delete Period = select the time period when the call, you wish to search for, was deleted, eg
Today, This Month, last 30 days etc. If you choose Custom you can fill out the Date (from) and
Date (to) required.

Call Logs
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Delete Date (from) = used when Custom is selected in the Delete Period field. This is the start
date for the time period required for your search. Click on Select Date to pick the start date
required.

Delete Date (to) = used when Custom is selected in the Delete Period field. This is the end date
for the time period required for your search. Click on Select Date to pick the end date required.

Delete Type = select Recordings (to only find records of call recordings that were deleted) or
Calls (to only find records of call data that was deleted) or All (to find a record of call data and
recordings deleted).

Source Name = to search for calls made by a specific User or received from a specific Contact
enter either the name of the User who made the calls or the name of the external contact the calls
were received from (please note the external contact’s incoming CLI must have been matched in
the Contacts database at the time of the call).

Source Number = to search for calls made by a specific extension number or received from a
specific incoming number enter the extension number of the User who made the calls or the

incoming CLI received with the calls (this number must have been received at the time of the
call).

Target Name = to search for incoming calls made to a specific User or Department enter the
name of the User or Department required or to search for outgoing calls to a specific contact
enter the name required (please note the number dialled must have been matched in the
Contacts database at the time of the call).

Target Number = to search for incoming calls made to a specific extension number enter the
extension number of the User or Department required or to search for outgoing calls to a specific
external number enter the number required.

Reason / ref. = to search for records matching the text entered into the Reason / Ref field at the
time the calls and recordings were deleted.

3  When ready select Generate Report.
A list of the deletion records matching the criteria entered will be displayed with the following

information.
Deletion History
Date & Name Number Target Name Extn Deleted By Deleted Remote Record  Reason / Ref.
Time At Address Type

(IP)

2020- Craig 02085382354 Ananya Khatri support@bluebirdgraphics.co.uk 2020- 192.168.0.45 Recording RHAccCW29234
05-01 Wellborough 05-29
15:43:51 16:42:52
2020- Craig 02085382354 Ananya Khatri 2019 support@bluebirdgraphics.co.uk 2020- 192.168.0.45 Call RHAccCW29234
05-01 Wellborough 05-29
15:43:15 16:42:52
2020- Craig 02085382354 Ananya Khatri !LeaveRecording support@bluebirdgraphics.co.uk 2020- 192.168.0.45 Call RHAccCW29234
05-01 Wellborough 05-29
15:43:17 16:42:52
Date & Time The time and the date the call/recording was received/made.
Name Incoming external call - the name of the Contact the call was received from if

the incoming CLI was matched in the Contacts database. If the number is not
matched within the Contacts database but the area code within the number is
matched within the Area Codes list on the system the relevant area of the
country will be displayed. Otherwise, this will be blank.

Outgoing external call or internal call — the name of the User making the call.
If this field contains a User's Name and the Number column displays an
external number this indicates that one of the User’s personal numbers, ie
mobile/home/spare number, was dialled.

Call Logs
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Incoming external call - the incoming CLI received with this call, if presented.
Outgoing external call or internal call — the extension number of the User
making the call.

Target Name

Incoming external call or internal call - this will show the name of the User or
Department that the call was routed to.

Outgoing external call - this will show the name of the Contact that was
called, if the number dialled was matched in the Contacts database.
Otherwise this will be blank.

For a recording this will show the name of the voicemail box hosting the call
recording, ie OutboundRecordings, InboundRecordings, User or Department
name.

Extension Incoming external call or internal call - this will show the extension number of
the User that answered the call, eg the User that answered the Department
call, the User that picked up the call and so on.

Outgoing external call — not used.
If the call was recorded the log of this action will display !LeaveRecording in
this column.

Deleted By The name of the Manager, logged into the Vision portal, that instigated the
deletion.

Deleted At The time and the date the call/recording was deleted.

Remote Address (IP)

The IP address of the computer where the Vision Portal was used to delete the
call/recording.

Record Type

Call or Recording. Indicates whether the record is for the deletion of a call or a
recording.

Reason / Ref

Displays the text entered into the Reason/Ref field at the time of the deletion.

20
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Reports

The Reports section of the Vision portal will collate the call logging data and present it in a graphical
format. When you first log in the list of Reports is the default page, otherwise these can be viewed by
selecting the My Reports button at the top of the Vision portal. If the Reports are not available, your
Manager account has not been given rights to this facility, please refer to your system administrator for
further details.

123

Each report can be printed or exported in a CSV format. HHJ @
The Reports are broken down into three main areas; Capacity Planning, Cost Analysis and Call
Performance. If any of these categories are not available, you have not been given the rights to use
these reports, please refer to your system administrator for further details.
Please note that if the Call Centre reports are available, via the Call Centre button
displayed at the top of the Vision Portal, this means that Vision Call Centre is running _ .

. . Call Centre
on your system and your Manager account has been given rights to use the Call Centre
Reports. Please refer to the Vision Call Centre section from page 95.

The Reports are broken down into three main areas: Capacity Planning, Cost Analysis and Call
Performance.

Capacity Planning

Peak Trunk Group Usage Peak Trunk Usage
Measure your overall trunk capacity by Trunk Group Wiew data regarding how much trunk capacity you are using

on a per trunk basis

Peak Voicemail Port Usage Peak IntraModule Trunk Usage

See how busy your configured woicemailports are See how much Intra Module Trunk capacity you are using

£

Cost Analysis

Outgoing Call Breakdown Top Outgoing Call Users By Cost

@ See where your calls are going See which users are spending most on outgoing calls

Itemised Cost Report Total Cost By Account Code

@ Create a cost report for a user, a group of users or an account A breakdown of call costs by account

code

@ Frequently Called Destinations @ Most Expensive Calls
See which numbers are called often See where the most expensive calls were made and view who
made them
@ Forwarded Calls Cost By User @ Cost Report Filtered By Cost Centre
See which users are responsible for forwarded call costs See which cost centre was responsible for forwarded call

€osts

@ Transfered Calls By Cost @ Trunk To Trunk Calls
Evaluate the cost of calls received and then transferred See incoming calls that have been redirected externally
externally
Reports
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First And Last Calls

See when your first and last calls of the day were and
whether they were answered

Abandoned Calls Detail

See where your abandoned calls were missed. You can also
view whether these numbers called back and whether you
have called them back

b

Incoming Call Response Concise

Faster version of Incoming Call Response report with
different banding of answer times

b

Incoming Call Breakdown By Department
A breakdown of incoming traffic by departments and
reporting groups

B

Incoming Call Breakdown By Week
See how incoming call traffic varies on a week by week basis

b

Incoming Call Breakdown By User
See who was answering calls for 2 Department or Reporting
Group

b

Incoming Call Summary

See summary of incoming call traffic sorted by called entity.

b

Overview By User

See data regarding how many calls 3 user has made,
received and parked plus total time spent on calls

b

Calls Abandoned In AA
See how many calls were abandoned during Auto Attendant

B

Outgoing Call Breakdown By Day

See a breakdown of outgoing calls by day,

«
P

Splicecom

Abandoned Calls Overview
Identify which Users/Departments are losing calls

Incoming Call Response

Incoming calls to a department or group of departments
See how quickly they were answered, how many were
missed and how many went to voicemail

Incoming Call Breakdown By Hour
See overall incoming call traffic for a given period

Incoming Call Breakdown By Day
See how incoming call traffic varies on a day by day basis

Incoming Call Breakdown By Month

See how incoming call traffic varies on a month by month
basis

Incoming Call Breakdown By DDI
A breakdown of incoming traffic by DDI

Overview By Talk Time
View all calls in and out and drill down

Auto Attendant Calls Breakdown

See a breakdown of calls handled by Auto or Extended
Attendant with option to filter by DDI.

Contact Report

rReporton all calls involving a specific Selectvoice contact
entry.

Outgoing Call Breakdown By Hour

See overall outgoing call traffic for a given period

A selection of the Vision reports are displayed with a chart and a table showing an analysis of the data.
Please note that the diagrams in the Creating a Report section will display the table in order to explain
the data supplied in each column, however the charts are not displayed in order keep the number of
pages in this manual to a minimum. You can display the information relating to a pie segment or bar
within a bar chart by hovering your mouse over the required segment or bar.

Outgoing Call Breakdown

For: All

Dates: From: 2018-08-01, To: 2018-08-31 (Last Month)
Time Filter: between "00:00:00" AND '23:59:59"

Outgoing Call Breakdown by Cost -

Nationwide non-geogr
National
Type Number of Calls Total Time Net Cost VAT Total Cost

National 203 12:50:55 74,06 1481 82,88
Nationwide non-geogr 74 02:37:24 1451 290 17,42
Mobile 267 02:17:35 7364 1472 82.37
Non Geographic 43 02:32:31 543 1.08 651

s87 271825 E167.64 £3351 £201.18
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Reporting Groups

If a collection of Users and/or Departments need to be reported on these Users and Departments can
be entered into to a Reporting Group. A report or a Statistic Panel within a wallboard can then be
created using this Reporting Group.

Create a Reporting Group

1 Within the Vision Portal, from the Settings button, select Report Admin, and Settings ~
then Groups. P— >
2 Click on the Create Group button. I
3 Inthe Group Name field enter the text that will identify this Reporting Hapesseliln o
Group. D
4 Inthe Description field enter the text that will describe the usage of this Y Scheduled Reports
Reporting Group. 7 Call Aarms |
Group Name | SPDR Exhibition | Mobility
(Both the Group Name and Descrintion :
Description fields must contain some pion | Costings | Call Centre v
text for the group to be created.) | Add Group || Cancel | =
5 Select the Add Group button.
The new group will be added to the Reporting Reporting Group: SPDR Exhibition - Costings
Groups list. Owned by|support@bluebirdgraphics.co.uk v |
6 Click on the Edit button beside the new E Available to add to group.
group. (Click name to Add or tick multiple names and click Submit)
A list of the Users and Departments on the system 3 Aaron Blisset (2005)
and existing Reporting Groups will be displayed on 01 3 Alice Barker (2006)
the left hand side. [ 2 Alison Rrown (2009)

7 To add a member to the group, click on the User, Department or Reporting Group required.
This entry will move over to the right hand side of the screen, indicating that they are a member of

the group.
Alternatively, Available to add to group.
o] To add multlple members to the group select the tick (Click name to Add or tick multiple names and click Submit)

O & Aaron Blisset (2005)

boxes beside all the Users, Departments and/or -
“» Alice Barker (2006)

Reporting Groups to be added to the group. a
s Al B 2009
10  Select the Submit button (at the bottom left hand side). D;An'z:;a E:H‘Qm;)
These entries will move over to the right hand screen, T DU

indicating that they are a member of the group.

Alternatively,

11 To add all Users and/or all Departments to the group, select
the Add all Users and/or Add all Departments link at the top.
All Users and/or Departments will move over to the right
hand screen, indicating that they are a member of the group.

Add all users Add all departments

Please note:

« You will only be able to add Users and Departments specified in your Manager account’s
Permissions.

« A Reporting Group created with no Group Members will report on everyone on the system or every
User and Department that you have permission for.

« When a User Name is changed via Manager this will be automatically reflected within the Reporting
Group.

Reports
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Remove a member from a Reporting Group

Within the Group Members list on the right hand side of the Group Members.
screen (Click name to Remove or tick multiple names and click
g . Submit)
« Click on the User/Department/Reporting Group to be T i e one)
removed and this name will return to the list of the left 0 & Alison Brown (2009)
hand side, 0 & Matt Hughes (2028)
or O & Toni Mariappa (2016)
o Tick all the Users/Departments/Reporting Groups to be

removed and select the Submit button at the bottom left hand side of the screen.

Reporting Group Ownership

You will be the owner of any Reporting Group that you create, and any other Manager on your system
will own any Reporting Group they create.

The Administrator or a Manager with Configure Manager rights can create a Reporting Group for you or
another Manager on your system, by selecting this Manager from the Owned By list box.

Reporting Group: Personnel - Joe, Mark & Rachel
Owned by

admin@splicecom.com | =,
Global

sz_mlahle admin@splicecom.com
(Click na
JCarew

] r‘% ABrown
[P zﬁnﬂrwi Broam 'EEE'E'I

es and click Submit)

If your Manager account does not have Configure Manager rights you will not be given the Owned By

list box so will only be creating your own groups. These Groups can only be used and edited by you or
by the Administrator or a Manager with Configure Manager rights.

The Administrator or a Manager with Configure Manager rights can create Global Reporting Groups by
selecting this option from the Owned By list box. A Global Reporting Group can be used by you and all

Managers on your system, but can only be edited by the Administrator or a Manager with Configure
Manager rights.

Each group will be displayed with the Manager’'s name within the Creator column.

Reporting Groups

Group Name Group Description Creator Edit
Accounts Accounts admin@splicecom.com E
Exhibition costings LO 2015 JCarew B
Mars Project THE 2015 admin@splicecom.com E
Sales Sales ABrown E

Create Group

Reports
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If your Manager account does not have Configure Manager rights you will view and be able to use your
own Reporting Groups and Global Reporting Groups. You will only be able edit your own Groups.

Reporting Groups

GroupName  Group Description  Creator  Edit Reporting Group: Reception - Main reception
Customer Service Customer Service depts John Carew

. . . Only an administrator can change this group
Reception Main reception Global

A Halala & pu P 'S
Create Group

Creating a Report

Report Period
Each Report can provide data for a range of dates. This “report period”
is specified by selecting one of the options from the Report Period Report Period
field. Start Date:  [ESIEN]
. s . Yesterday ==
If Custom is chosen, within the Start Date: and End Date: fields enter End Date: This Week
the specific date range required by using the Select Date links. This Month I
For: This Year P
Report Period Last Week |
Show: Last Month  Ep
Start Date: 2018-09-12 Select Date 7 days
End Date: 2018-09-15 Select Date Call Type: 30 days
. — . 60 days
. . . . Generate Rep 20 days
Where provided, a specific time period during the day can also be —————— Custom -
specified, enter a start and end time in hhmm 24 hour format. | M) Cowan b eritria to marauicle

[ I
InTime Period |gg3n0 |to|1000 |hhmm (24hr)

Specifying the Account to report on

Each report will specify the type of account on the system that it can report on, this will be different for
each report. This is indicated by the Show: list. The account you wish to report on is entered into the
For: field and as you start to type in the name Vision will check the system database and list all the
accounts starting with the characters entered dependent on the type of account ticked beside Show:.
Therefore, ensure the type of account that you require is selected before entering the Name of the
account required. By default, all options are ticked.

For:

~ ~
Show: &» Users <% Departments "Companies &Reportmg Groups

Allow Global Reporting

If the For: is left blank the
report will analyse the call data
within the Report Period for all
the Users and Departments Show: & Users ?Companies b Reporting Groups
that you have permission for.
Beware of using this feature if you have selected a long report period, eg a year, and you have
permission for a large number of User and Departments. The report may take some time to complete
using up system resources.

For: ‘

Reports
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If the Allow Global: field is
displayed you must tick this For: ‘ |
option to confirm that you wish ]

to leave the For: field empty and Allow Global: - []
you wish all data within the Show: & Users 7C0mpanies b Reporting Groups
Report Period to be reported
on. This functionality ensures that if you have with rights to the call data for a large number of Users
and Departments you don’t accidentally report on all this data using up system resources.

Please refer to system administrator for further information.

Reporting on Internal or External calls.

Where relevant reports will give you the option to report on internal or external or both types of call.
External calls count as calls received from or made to external numbers outside of your telephone
system. Internal calls count as calls made by a User to another User or a Department on your system.

Call Type: [] Internal
External

Generate the report

After you have selected the report options as explained above click on the Generate Report
Generate Report button to run the report.

Capacity Planning Reports

If you have been given access to the Capacity Planning reports please refer to the System
Administrator for further details on how to use these reports.

Cost Analysis Reports

These reports can be used to analyse the call data collected by the system for outgoing calls to find the
total number of calls, the cost for these calls and so on.

The call costs used are dependent on the pricing plans entered on your system, please refer to your
system administrator if you require further information.

If an Uplift % and/or VAT% value have been configured on your ACcount Loae: | |
system, these will be automatically displayed when creating a Unlife % VAT %

Cost Analysis Report. These values can be amended for each -
report if required. Please refer to your system administrator ! L —

for further details.

Outgoing Call Breakdown

This report provides information on outgoing external calls for the period selected, broken down by call
type, i.e. National, International, Mobile, Non-Geographic, etc.

1  From the list of Cost Analysis reports select the Outgoing Call Breakdown report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the User or Company or Reporting Group you wish
to report on and once it appears in the list select the entry and it will be shown with this field.

Reports
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For:

Show:

Blue Bird Graphics

-~ . . _—
& Users ¥ ?Companies v B Reporting Groups ¥

Or leave this field blank to report on all outgoing calls within the Report period and select Allow
Global if this option is displayed.

4 If the Uplift % and VAT % fields are displayed amend these values if required.

5 Select the Generate Report button and the report will be displayed.

For: All

Outgoing Call Breakdown

Dates: From: 2018-08-01, To: 2018-08-31 (Last Month)
Time Filter: between "00:00:00' AND '23:59:59'

NuitAaninAa Call Dea=1-4 ! -
Destination Type Number of Calls Total Time Net Cost VAT Total Cost
National 203 12:50:35 74.08 14.81 88.88
Mationwide non-geogr 74 02:37:24 1451 2.90 17.42
Mobile 267 09:17:35 73.64 1472 B88.37
Non Geographic 43 023231 5.43 1.08 6.31
587 27:18:25 £167.64 £3351 £201.18

Report Columns

Column Name

Purpose

Destination Type

Displays the type of outbound call made, i.e. International, National, Mobile,
Non-Geographic, etc.

Number of Calls

Displays the total number of calls made within the Report Period to this

Destination Type.

Total Time Displays the total call time for these calls.

Net Cost Displays the total cost of these calls, including the Uplift if relevant, before VAT
is added.

VAT Displays the VAT cost of these calls.

Total Cost Displays the total cost of these calls after VAT has been added.

Each Destination Type within this report can be selected to display a breakdown of the calls made to

this Destination Type. Click on the link and a further report will be displayed with the relevant

breakdown.

For: All

Filtered on: Mobile

Drill Down Outgoing Calls

Dates: From: 2018-08-01, To: 2018-08-31
Time Filter: between '00:00:00° AND '23:59:59

—_— =

Number of Calls Total Time Net Cost VAT Total Cost

UK Mobile Hutchison 3G 10 01:25:57 13.89 277 16.67
UK Mobile 02 24 00:47:49 &.01 1.20 21
UK Mobile Orange 35 01:03:34 B34 1.66 10.01
UK Mobile T Mobile 2 00:09:43 125 0.25 1.50
UK Mobile Vodafone 180 05:11:45 40.30 8.06 48.36
UK National Geographic 15 00:36:31 335 0.67 402
UK Personal Numbering F 1 00:02:15 0.48 0.09 0.56

267 09:17:34 £73.60 £14.70 £88.33

Reports
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Each entry under the Destination Type column can again be selected and this will display the standard
drill-down report listing the calls counted for the selected Destination Type. Please refer to the
Standard Drill Down Report section from page 76 for further details.

Top Outgoing Call Users by Cost

This report provides information on the number of outgoing external calls made by members of staff
and the cost of those calls. The report can search for outbound calls made by all Users within a
Company or for a particular set of Users entered into a Reporting Group or for all Users.

1 From the list of Cost Analysis reports select the Top Outgoing Call Users By Cost report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the Company or Reporting Group you wish to report
on and once it appears in the list select the entry and it will be shown with this field.

For:

Show:

Sales Team

"Companies v B Reporting Groups ¥

Or leave this field blank to report on all Users within the Report period and select Allow Global if
this option is displayed.

4 If the Uplift % and VAT % fields are displayed amend these values if required.
5 Select the Generate Report button and the report will be displayed.

For: All

Top Outgoing Call Users By Cost

Dates: From: 2018-08-01, To: 2018-08-31 (Last Month)
Time Filter: between '00:00:00" AND '23:59:59"

user

Cost Owner Extension Name # Calls Net Cost VAT Total Cost

Emma Marks 2002 Emma Marks 95 19.84 3.96 23.81

Michael Smith 2003 Michael Smith 56 15.73 3.14 18.87

Rose Barrett 2004 Rose Barrett 65 15.61 3.2 18.73

Angela Collins 2001 Angela Collins EE 6.31 1.26 7.58
260 £57.49 £11.48 £ 68.99

Grand Total: £68.99
Report Columns

Column Purpose

Cost Owner Displays the User account that the cost is attributed to.

Extension Displays the extension number of the User that made the outgoing calls.

Name Displays the name of the User that made the outgoing calls.

Number of Calls

Displays the total number of outbound calls made by the User within the Report
Period.

Net Cost Displays the cost of these calls, including the Uplift if relevant, before VAT is
added.
VAT Displays the VAT cost of these calls.
Total Cost Displays the total cost of these calls after VAT has been added.
Reports
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Each entry under the Cost Owner column can be selected and this will display the standard drill-down
report listed the calls counted for the selected Cost Owner. Please refer to the Standard Drill Down
Report section from page 76 for further details.

Itemised Cost Report

This report provides a list of outbound calls made by a specific User or all Users within a specific
Company or a set of Users within a Reporting Group or by all Users. This report can also be used to
obtain a list of calls that have been assigned to a specific Account Code (for details on the account
codes configured on your system please refer to your system administrator).

1 From the list of Cost Analysis reports select the Itemised Cost Report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the User, Company or Reporting Group you wish to
report on and once it appears in the list select the entry and it will be shown with this field.

For: Emma Marks

-~ I — — -
Show: ésUsers ¥ &*Departments & ?Companies L4 #Repor‘ting Groups ¥

Or leave this field blank to list all Users making calls within the Report period and select Allow
Global if this option is displayed.

4  If you wish to obtain a list of calls made by the above User(s) that have been logged against a
specific Account Code enter this code in the Account Code field. If you wish to obtain a list of all
calls logged against a specific Account Code leave the For: field empty. Otherwise leave this field
blank.

Account Code: 3579

S

5 If the Uplift % and VAT % fields are displayed amend these values if required.
6 Select the Generate Report button and the report will be displayed.

Itemised Cost Report

For: Emma Marks
Dates: From: 2018-09-01, To: 2018-09-18 (This Month)
Time Filter: between '00:00:00° AND '23:59:59'

Emma Marks

Time For d By Cost Centre Name Extension Destination Name Number Dialled ¢ d Net Cost VAT _Gross Cost
2018-09-01 14:20:30 Emma Marks Emma Marks 2002 01642472894 00:06:15 0.19 0.03 0.23
2018-09-01 14:55:37 Emma Marks Emma Marks 2002 01827709955 00:14:12 044 0.08 0.53
2018-09-01 15:11:22 Emma Marks Emma Marks 2002 01213556955 00:01:06 0.03 0.00 0.04
2018-09-01 16:23:58 Emma Marks Emma Marks 2002 01262675577 00:01:07 0.03 0.00 0.04
2018-09-01 16:27:49 Emma Marks Emma Marks 2002 01604583473 00:00:07 0.00 0.00 0.00
2018-09-01 16:28:06 Emma Marks Emma Marks 2002 01604583473 00:00:13 0.00 0.00 0.00
2018-09-01 16:28:29 Emma Marks Emma Marks 2002 01604583473 00:00:04 0.00 0.00 0.00

ATl S SRR, RS RN RER AR e
cutouY-1/ 10424 - U1244050925 -
2018-09-17 10:55:58 Emma Marks Emma Marks 2002 01736710964 00:00:46 0.01 0.00 0.01
2018-09-17 10:57:57 Emma Marks Emma Marks 2002 01736710964 00:05:36 011 0.02 0.14
2018-09-17 12:05:51 Emma Marks Emma Marks 2002 01388730587 00:11:35 024 0.04 0.29
2018-09-17 12:28:52 Emma Marks Emma Marks 2002 01202699833 00:00:31 0.01 0.00 0.01
2018-09-18 15:01:36 Emma Marks Emma Marks 2002 02920860186 00:09:08 028 0.05 0.34

0 0 08:25:07 £16.42 £2.97 £19.76

Grand Total: £19.76
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Column

Purpose

Time

Displays the date (yyyy-mm-dd) and time (hh:mm:ss - in 24 hour format) of
the call.

Forwarded by

If the outgoing call was made as a result of a forwarded call, the User with
the forwarding set would be displayed in this column.

Cost Centre

Displays the name of the User that the cost is attributed to.

Name

Displays the name of the User that made the outgoing call. If a call is listed
because it was a result of a forwarded call to an external number this will
display the User making the original call, or if the original call came from an
external caller this field will display the name of the Contact if the number in
the Extension column is matched in the Contacts database, or if the area
code within the number is matched on the system the relevant area of the
country will be displayed, otherwise this field will be empty.

Extension

Displays the extension number of the User that made the outgoing call. If a
call is listed because it was a result of a forwarded call to an external number
this will display the extension number of the User that made the original call,
or if the original call came from an external caller this field will the display the
number presented, if received.

Destination Name

If the number in the Number Dialled column was matched in the Contacts
database the relevant Contact Name will be displayed here. If the call is
listed because it was a result of a forwarded call to an external number, the
User or Department receiving the call will be displayed.

Number Dialled

Displays the number that was dialled.

Connected Duration

Displays the total time that this call was connected.

Net Cost

Displays the cost of this call, including the Uplift if relevant, before VAT is
added.

VAT

Displays the VAT cost of this call.

Gross Cost

Displays the total cost of this call after VAT has been added.

A speaker icon displayed in the final column indicates that the call was recorded. Click on the icon to
listen to the recording. For further information please refer to the Accessing Call Recordings section

from page 14.

Further data about each call can be viewed by selecting the date and time under the Time column, this
will display the standard drill-down report. Please refer to the Standard Drill Down Report section from
page 76 for further details.

Total Cost By Account Code

This report will provide information on outgoing externals calls assigned to an Account Code. This can
be for calls made by a specific User, by a set of Users entered in a Reporting Group or for all Users. For
information on the account codes used on your system please refer to your system administration.

1 From the list of Cost Analysis reports select the Total Cost by Account Code report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the User or Reporting Group you wish to report on
and once it appears in the list select the entry and it will be shown with this field.

30
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For: Chris Spencer

~
Show: &» Users ‘Q" Reporting Groups

Or leave this field blank to report on all outgoing calls assigned to the account code below and
select Allow Global if this option is displayed.

4 Within the Account Code field enter the code required, or leave this blank to report on all Account
Codes.

Account Code: 3579

/—

5 If the Uplift % and VAT % fields are displayed amend these values if required.
6 Select the Generate Report button and the report will be displayed.

Total Cost By Account Code

For: All

Dates: 2018-09-18 (Today)

Time Filter: between '00:00:00' AND '23:59:59"

Armmms st 7~

Contact Account Code Number of Calls Total Time Net Cost VAT Total Cost
Office Refurbishment 3579 1 00:00:27 0.04 0.00 0.05
PRE Engineers - Case 5231 5231 1 00:00:25 0.04 0.00 0.05
RFT Exhibition 5792 2 00:00:47 0.08 0.01 0.09
4 00:01:39 £0.16 £0.01 £0.19

Report Columns

Column Purpose
Contact Displays the name of the Contact entry associated with the Account Code.
Account Code Displays the Account Code.

Number of Calls | Displays the number of outgoing calls made using this Account Code within the
Report Period

Total Time Displays the total call time of these outgoing calls.
Displays the cost of these calls, including the Uplift if relevant, before VAT is
Net Cost
added.
VAT Displays the VAT cost of these calls.
Total Cost Displays the total cost of these calls after VAT has been added.

Each entry under the Account Code column can be selected and this will display the standard drill-down
report listing all the calls counted for the selected Account Code. Please refer to the Standard Drill
Down Report section from page 76 for further details.

Frequently Called Destinations

This report provides a list of the numbers dialled on the system and shows how many times they were
dialled. For external calls the cost of these calls will also be displayed. This can be for calls made by a
specific User, by Users within a specific Company, a set of Users within a Reporting Group or for all
Users.

1 From the list of Cost Analysis reports select the Frequently Called Destinations report.

Reports
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2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the User, Company or Reporting Group you wish to
report on and once it appears in the list select the entry and it will be shown with this field.

For: Blue Bird Graphics

-~ . . _—
Show: & Users ¥ ?Companies v B Reporting Groups ¥

Or leave this field blank to report on all outgoing calls made within the Report period and select

Allow Global if this option is displayed.

4 Within the Call Type: option select either Internal or External or both.

Call Type: [] Internal
External

5 If the Uplift % and VAT % fields are displayed amend these values if required.
6 Select the Generate Report button and the report will be displayed.

Frequently Called Destinations
For: All
Dates: From: 2018-08-01, To: 2018-08-31 (Last Month)
Time Filter: between "00:00:00" AND '23:59:59'
T MN Cramiimsmel.. PRI L
# Times Called Number Dialled Total Connected Time Net Cost VAT Total Cost
27 02084817767 01:56:48 3.67 0.73 441
7 01392811388 00:11:37 0.36 0.07 0.43
3 084433385814 00:02:28 0.00 0.00 0.00
1 UI9ULs £ 1892 00:03:24 wiv e wiz
1 01368864472 00:01:39 0.05 0.01 0.06
269 22:45:29 £ 56.86 £10.67 £ 68.36
Grand Total: £68.36
Report Columns
Column Purpose
# Times Called Displays the number of times that the Number Dialled has been called

during the Report Period, The report is sorted by this column.

Number Dialled Displays the number dialled.

Total Connected Time | Displays the total call time for these calls.

relevant for internal calls.)

Net Cost Displays the cost of these calls, including the Uplift if relevant, before VAT
is added. (Not relevant for internal calls.)

VAT Displays the VAT cost of these calls. (Not relevant for internal calls.)

Total Cost Displays the total cost of these calls after VAT has been added. (Not

Each entry under the Number Dialled column can be selected and this will display the standard drill-
down report listing the calls counted for the selected Number Dialled. Please refer to the Standard Drill

Down Report section from page 76 for further details.
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This report produces a list of outbound calls in cost order with the most expensive at the top. This can
be for calls dialled by a set of Users within a Reporting Group, all Users within a Company or all calls.
The chart will display the top 20 most expensive calls.

Most Expensive Calls

1 From the list of Cost Analysis reports select the Most Expensive Calls report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the Company or Reporting Group you wish to report
on and once it appears in the list select the entry and it will be shown with this field.

For: Sales Team

Show: P companies ¥ B Reporting Groups ¥

Or leave this field blank to report on all calls made by all Users within the Report period and select
Allow Global if this option is displayed.

If the Uplift % and VAT % fields are displayed amend these values if required.
Select the Generate Report button and the report will be displayed.

o b~

Most Expensive Calls

For: All
Dates: From: 2018-01-01, To: 2018-09-19 (This Year)
Time Filter: between '00:00:00' AND '23:59:59"

TAarn TN mmack Cunanciua Calle

Time Forwarded By  Cost Centre Name Extension ination Name ber Dialled Duration(s) NetCost VAT  GrossCost 1
2018-08-28 15:04:00 Michael Smith  Michael Smith 2003 07624450140 00:30:55 4.81 0.96 5.77
2018-05-31 17:07:01 Rose Barrett Rose Barrett 2004 07931659330 00:30:26 4.62 0.92 5.55
2018-05-31 13:23:54 Emma Marks Emma Marks 2002 07704633383 00:18:35 2,38 0.57 3.45
2018-06-30 15:15:29 Michael Smith  Michael Smith 2003 07810613843 00:13:58 215 043 2.58
M RNSFIANT1T Mirhaal Smith Mirhaal Smith N2 N7ANRIARTIN nN-12:27 21N naz v
2018-08-07 09:08:20 Emma Marks Emma Marks 2002 01132644838 00:16:55 0.52 0.10 0.63
2018-06-08 12:33:11 Michael Smith ~ Michael Smith 2003 01536391692 00:16:44 0.51 0.10 0.62

0 0 26:40:35 £102.22 £20.04 £12273

Grand Total: £122.73

Report Columns

Column Purpose
Time Displays the date (yyyy-mm-dd) and time (hh:mm:ss — in 24 hour format) of the
call.
Forwarded by If the outgoing call was made as a result of a forwarded call, the User with the
forwarding set would be displayed in this column.
Cost Centre Displays the name of the User that the cost is attributed to.
Reports
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Name

Displays the name of the User that made the outgoing call. If a call is listed
because it was a result of a forwarded call to an external number this will
display the name of the User making the original call, or if the original call came
from an external caller this field will display the name of the Contact if the
number in the Extension column is matched in the Contacts database, or if the
area code within the number is matched on the system the relevant area of the
country will be displayed, otherwise this field will be empty.

Extension

Displays the extension number of the User that made the outgoing call. If a call
is listed because it was a result of a forwarded call to an external number this
will display the extension number of the User making the original call, or if the
original call came from an external caller this field will the display the number
presented, if received.

Destination Name

If the number in the Number Dialled column is matched in the Contacts
database the relevant Contact Name will be displayed here. If the call is listed
because it was a result of a forwarded call to an external number, the User or
Department receiving the call will be displayed.

Number Dialled

Displays the number that was dialled.

Duration (s)

Displays the total duration time of this call.

Net Cost Displays the cost of this call, including the Uplift if relevant, before VAT is
added.

VAT Displays the VAT cost of this call.

Gross Cost Displays the total cost of this call after VAT has been added.

A speaker icon displayed in the final column indicates that the call was recorded. Click on the icon to
listen to the recording. For further information please refer to the Accessing Call Recordings section

from page 14.

Further data about each call can be viewed by selecting the date and time under the Time column, this
will display the standard drill-down report for the selected call. Please refer to the Standard Drill Down
Report section from page 76 for further details.

Forwarded Calls Cost By User

This report produces a list of outbounds calls that were generated as a result of a User setting
forwarding to an external number and the cost of each call, in date and time order. This can be for a
specific User or for all calls within the Report Period.

1  From the list of Cost Analysis reports select the Forwarded Calls Cost By User report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the User you wish to report on and once it appears
in the list select the entry and it will be shown with this field.

For:

Show:

|Chris Spencer X |

~
@» Users

Or leave this field blank to report on all Users within the Report period and select Allow Global if
this option is displayed.

o b~
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If the Uplift % and VAT % fields are displayed amend these values if required.
Select the Generate Report button and the report will be displayed.
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For: Chris Spencer
Dates: 2018-09-19 (Today)
Time Filter: between "00:00:00' AND '23:59:59'

Forwarded Calls Cost By User

Datetime Forwarded By Source Name Source Number Target Name Target Number Connected Net Cost VAT Total Cost
2018-09-19 10:39:06 Chris Spencer Ananya Khatri 2019 Chris Spencer 02085382354 00:00:11 0.01  0.00 002 ®
00:00:11 £001 £0 £0.02

Report Columns

Column

Purpose

DateTime

Displays the date (yyyy-mm-dd) and time (hh:mm:ss — in 24 hour format) of the
call.

Forwarded by

Displays the name of the User that had the forwarding set and caused the call to
be forwarded.

Source Name

Displays the name of caller, if available. If the Source Number is matched in the
Contacts database the Contact’'s name will be displayed, or if the area code
within the Source Number is matched on your system database the relevant area
of the country will be displayed. If the call was made internally the name of the
User that made the call will be displayed. Otherwise this field will be blank.

Source Number

Displays the external number presented with the call or the extension number of
the User that made the call.

Target Name

Displays the name of the User or Department receiving the call.

Number Dialled

Displays the external number that was dialled as a result of the forwarding that
had been set.

Connected Displays the total time that this call was connected.

Net Cost Displays the cost of this call, including the Uplift if relevant, before VAT is added.
VAT Displays the VAT cost of this call.

Total Cost Displays the total cost of this call after VAT has been added.

A speaker icon displayed in the final column indicates that the call was recorded. Click on the icon to
listen to the recording. For further information please refer to the Accessing Call Recordings section

from page 14.

Further data about each call can be viewed by selecting the date and time under the Time column. This
will display the standard drill-down report for the selected call. Please refer to the Standard Drill Down
Report section from page 76 for further details.

Cost Report Filtered By Cost Centre

This report produces a list of calls that were forwarded to external numbers and the cost of that call.
The data will be grouped by Cost Centre and can report on a specific User or all Users.

1 From the list of Cost Analysis reports select the Cost Report Filtered by Cost Centre report.
2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

Reports
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«
o

field start to enter the name of the User you wish to report on and once it appears

Splicecom

in the list select the entry and it will be shown with this field.

For:

Show:

Andy Crown

~ -
e Users «%*Departments

Or leave this field blank to report on all Users within the Report period and select Allow Global if
this option is displayed.

4
5

If the Uplift % and VAT % fields are displayed amend these values if required.
Select the Generate Report button and the report will be displayed.

For: All
Dates: 2018-09-19 (Today)

Ananya Khatri

Cost Report Filtered By Cost Centre

Time Filter: between "00:00:00° AND '23:59:59"

Cost Centre Datetime Source Name Source Target Name Target Number Connected  NetCost VAT Total Cost
Ananya Khatri 2018-09-19 10:39:06 Ananya Khatri 2019 Chris Spencer 02085382354 00:00:11 0.01 000 0.02 M.
00:00:11 £001 £0 £0.02
Chris Spencer
Cost Centre Datetime Source Name Source Number Target Name Target Number Connected Net Cost VAT Total Cost
Chris Spencer 2018-09-1211:11:45 Chris Spencer 2021 Taron Pjad] 02085382354 00:00:05 0.00 0.00 0.01 F"‘:
Chris Spencer 2018-09-19 11:12:52 Chris Spencer 2021 Andy Crown 02085382354 00:00:02 0.00 0.00 0.00
00:00:08 £0 £0 £0.01

Andv Crown

Report Columns

Column

Purpose

Cost Centre

Displays the name of the User that the cost is attributed to.

DateTime

Displays the date (yyyy-mm-dd) and time (hh:mm:ss - in 24 hour format) of the
call.

Source Name

Displays the name of caller, if available. If the Source Number is matched in the
Contacts database the Contact’'s name will be displayed, or if the area code
within the Source Number is matched on your system database the relevant area
of the country will be displayed. If the call was made internally the name of the
User that made the call will be displayed. Otherwise this field will be blank.

Source Number

Displays the external number presented with the call or the extension number of
the User that made the call.

Target Name

Displays the name of the User or Department receiving the call.

Target Number

Displays the external number that was dialled as a result of the forwarding that
had been set.

Connected Displays the total time that this call was connected.
Net Cost Displays the cost of this call, including the Uplift if relevant, before VAT is added.
VAT Displays the VAT cost of this call.
Total Cost Displays the total cost of this call after VAT has been added.
Reports
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A speaker icon displayed in the final column indicates that the call was recorded. Click on the icon to
listen to the recording. For further information please refer to the Accessing Call Recordings section
from page 14.

Further data about each call can be viewed by selecting the date and time under the Time column. This
will display the standard drill-down report for the selected call. Please refer to the Standard Drill Down
Report section from page 76 for further details.

Transferred Calls By Cost

This report produces a list of calls that were transferred to external numbers together with the cost of
each call. This can be for calls to a specific User, to a specific Department, to a set of Users and/or
Departments within a Reporting Group or for all calls within the Report Period.

1 From the list of Cost Analysis reports select the Transferred Calls By Cost report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the User or Department or Reporting Group you
wish to report on and once it appears in the list select the entry and it will be shown with this

field.
For: |Reception |
-~ 1
Show: e» Users «¥*Departments 'ﬂ‘ Reporting Groups

Or leave this field blank to report on all calls that were transferred externally within the Report
period and select Allow Global if this option is displayed.

4 If the Uplift % and VAT % fields are displayed amend these values if required.
5 Select the Generate Report button and the report will be displayed.

Transferred Calls By Cost

For: All

Dates: 2018-09-19 (Today)

Time Filter: between "00:00:00° AND "23:59:59'

Date Time Original Target Transferred By Source Name Source Number Target Name Target Number Connected Duration NetCost VAT Total Cost ||
20128-09-19 15:55:59 Ananya Khatri Andy Crown Ananya Khatri 2019 02085382358 00:00:40 0.07 001 0.08
2018-09-19 15:5%:31 Andy Crown Chris Spencer Andy Crown 2022 Taron Pjad] 02085282354 00:00:44 0.07 001 0.09
2018-09-1916:03:15 Chris Spencer Chris Spencer Taron Pjad] 02085382354 02085382358 00:00:22 0.03 000 0.04 P!‘:

4

N1 20010 AFATAS nama Khatei Ananua Khated Taran Diadi N?N252273254 Fhris Snancar  APN2SIRIT6A Onenn=1A fa¥s} fnn falfat

Report Columns

Column Purpose

Date Time Displays the date (yyyy-mm-dd) and time (hh:mm:ss - in 24 hour format) of
the call.

Original Target For an incoming call from an external number this is the name of the User
that received the call. For an internal call this is the User that initiated the
call.

Transferred By The name of the User that answered and transferred the call.

Source Name Displays the name of caller, if available. If the Source Number is matched in
the Contacts database the Contact’s name will be displayed, or if the area
code within the Source Number is matched on your system database the
relevant area of the country will be displayed. If the call was made internally
the name of the User that made the call will be displayed. Otherwise this
field will be blank.

Reports
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Source Number Displays the external number presented with the call or the extension
number of the User that made the call.

Target Name If the number in the Target Number column is matched in the Contacts
database the Contact’s name will be displayed, or if the area code within the
Source Number is matched on your system database the relevant area of the
country will be displayed. If the Target Number is stored in a User’s personal
numbers, ie mobile/home/spare number, the User’'s name will be displayed
here.

Target Number Displays the external number that was dialled when the call was transferred.

Connected Duration | Displays the total time that this call was connected.

Net Cost Displays the cost of this call, including the Uplift if relevant, before VAT is
added.

VAT Displays the VAT cost of this call.

Total Cost Displays the total cost of this call after VAT has been added.

A speaker icon displayed in the final column indicates that the call was recorded. Click on the icon to
listen to the recording. For further information please refer to the Accessing Call Recordings section
from page 14.

For details on using the Trunk To Trunk report please refer to your system administrator for further
details.

Call Performance Reports

First and Last Calls

This report provides a list of the times of the first call, first answered, last answered and last call on the
system. This can be for incoming and outgoing external calls and/or internal calls for a specific User,
calls into a specific Department, for Users and Departments within a specific Company or for a set of
Users and/or Departments in a Reporting Group, or for all calls within the Report Period.

1 Fromthe list of Call Performance reports select the First and Last Calls report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the User, Department, Company or Reporting Group
you wish to report on and once it appears in the list select the entry and it will be shown with this

field.
For: |Supp0rt |
o -~
Show: e» Users «*"Departments f’(:ompanl'es @Reporting Groups

Or leave this field blank to report on all calls within the Report period and select Allow Global if
this option is displayed.

4 Within the Call Type: option select either Internal or External or both.

Call Type: [] Internal
External

5 Select the Generate Report button and the report will be displayed.

Reports
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First And Last Calls
For: All

Dates: From: 2018-08-01, To: 2018-08-31 (Last Month)

Date First Call In First Answered Call In First Call Out Last Call Out Last Answered Call In Last Call In

2018-08-01 08:08:16 09:33:50 08:55:28 20:44:42 20:44:33 20:44:33

2018-08-02  08:18:37 08:18:37 08:18:37 17:33:54 17:29:29 17:34:28

2018-08-03 09:05:46 09:05:46 09:17:14 17:13:57 17:22:16 17:22:16

2018-08-04

2018-08-05

2018-08-06 08:43:42 08:47:08 08:47:08 20:28:48 20:27:26 20:27:26

2018-08-07  08:08:24 09:11:54 08:08:25 17:55:22 17:04:48 17:52:39

PO1RNR-NR ng-N9-32 ng-Ng-32 Na-A4-57 17-6A650 17-29-03 17-5A60
Report Columns

Column Purpose

Date Displays the date (yyyy-mm-dd) of the call.

First Call In Displays the time of the first call to the User(s) or Department(s) on that

day.

First Answered Call In

Displays the time of the first call to the User(s) or Department(s) on that day
that was answered.

First Call Out Displays the time of the first outgoing call made by the User(s). (This is not
used for a Department.) For internal calls if the User making the call and
the User receiving the call are both being reported on this time will be the
same as the First Call In time.

Last Call Out Displays the time of the last outgoing call made by the User(s). (This is not

used for a Department.)

Last Answered Call In

Displays the time of the last call to User(s) or Department(s) on that day
that was answered.

Last Call In

Displays the time of the last call to the User(s) or Department(s) on that
day. Forinternal calls if the User making the call and the User receiving the
call are both being reported on this time will be the same as the Last Call
Out time.

The details of each call listed can be viewed by selecting the time of the call.

Date & Time Name Number Target Name Target Number Extn Extn Name Ringing Connected Cost

2018-09-02 08:35:30 07886178646 Main 8000 2002 Emma Marks 00:01:39 00:01:26  0.00

Column Purpose

Date & Time Displays the date (yyyy-mm-dd) and time (hh:mm:ss — in 24 hour format) of the
call.

Name Displays the name of caller, if available. For an inbound call, if the Number is

Reports
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matched in the Contacts database the Contact’s name will be displayed, or if the
area code within the Number is matched on your system database the relevant
area of the country will be displayed, or if a User dialled in from one of their
personal numbers, ie mobile/home/spare number, their User name will be
displayed.. For an outbound call or internal call this will be the name of the User
that made the call.
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Number For an inbound call this displays the external number presented with the call. For
an outbound call or internal call this will be the extension number of the User that
made the call.

Target Name For an inbound call this display the name of the User or Department receiving the

call. For an outbound call this will display the Contact’s name if the Target
Number is matched in the Contacts database, or if the area code within the
Target Number is matched on your system database the relevant area of the
country will be displayed. If a call has been made to a User’s personal number, ie
mobile/home/spare number, the User's name will be displayed here. For an
internal call the name of the User or Department receiving the call will be
displayed here.

Target Number | For an inbound call or internal call this displays the User or Department’s
extension number. For an outbound call this displays the external number that

was dialled.

Extn For an inbound call or internal call this displays the extension number of the User
that answered the call. Not relevant for an outbound call.

Name For an inbound call or internal call this displays the name of the User that
answered the call. Not relevant for an outbound call.

Ringing Displays the time the call was ringing before it was answered.

Connected Displays the total time that this call was connected.

Total Cost Displays the total cost of this call.

A speaker icon displayed in the final column indicates that the call was recorded. Click on the icon to
listen to the recording. For further information please refer to the Accessing Call Recordings section
from page 14.

Further data about each call can be viewed by selecting the date and time under the Date & Time
column. For further information please refer to the Calls In Today and Calls Out Today section from
page 8.

Abandoned Calls Overview

This report provides information on the number of calls that were abandoned before the call was
answered. This can be for incoming external calls and/or internal calls to a specific User, specific
Department, for all Users and Departments assigned to a specific Company, to Users and/or
Departments in a Reporting Group, or for all abandoned calls within the Report Period and will be listed
in descending order by the total number of abandoned calls.

1 From the list of Call Performance reports select the Abandoned Calls Overview report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the User, Department, Company or Reporting Group
you wish to report on and once it appears in the list select the entry and it will be shown with this

field.
For: |Supp0rt |
-~ -
Show: & Users «%*Departments ?Companl‘es @Repor‘ting Groups

Or leave this field blank to report on all incoming calls abandoned within the Report period and
select Allow Global if this option is displayed.

Reports
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4 Within the Duration Longer Than field enter the number of seconds required. This will instruct
Vision to search for all calls that have been abandoned after the number of seconds entered. Or
leave this field blank to report on all abandoned calls.

5 Within the Call Type: option select either Internal or External or both.

Call Type:

[ ] Internal
External

6 Select the Generate Report button and the report will be displayed.

For: All

Abandoned Calls Overview

Dates: From: 2018-01-01, To: 2018-09-21 (This Year)
Time Filter: between '00:00:00' AND "23:59:59'

Al _d_._ _ 8 »~ u

e G LT

[ o | o |
[ 0o | o |
[ o | 1 |
[ 0o | o |
[ 0 | o |

215

Destination Name Destination Number Total Abandoned MinTime MaxTime AvgTime Under10s 10-20s 20-30s 30-45s 45-60s Over60s
Main 8000 3043 00:00:00  00:14:19  00:01:41 214 207 g8 572
Raj Patel 2011 3 00:00:12  00:00:32  00:00:24 0 il
Chris Spencer 2021 2 00:00:06  00:00:06  00:00:06 2 o [a o
Catalogue Sales 8011 2 00:00:28  00:01:29  00:00:58 0 o I o
Emma Marks 2002 1 00:00:23  00:00:23  00:00:23 0 o N o
Anita Gomes 07723675213 1 00:00:08  00:00:08  00:00:08 1 o IEN o
3952 00:00:00  00:1419  00:01:40 M7 398 199 573

21

3

Report Columns

Column

Purpose

Destination Name

Displays the name of the User or Department receiving the calls.

Destination Number

Displays the extension of the User or Department receiving the calls, or if the
calls were routed to a User’s personal number, ie mobile/home/spare
number, this number will be displayed.

Total Abandoned

Displays the total number of calls to this User or Department that were
abandoned during the Report Period.

Minimum Time

Displays the shortest duration a call was ringing before the caller hung-up.

Maximum Time

Displays the longest duration a call was ringing before the caller hung-up.

Average Time

Displays the average duration a call was ringing before the caller hung-up
over the Report Period

Under 10 seconds

Displays the total number of calls that were abandoned after ringing for less
than 10 seconds

10 — 20 seconds

Displays the total number of calls that were abandoned after ringing between
10 and 20 seconds

20 - 30 seconds

Displays the total number of calls that were abandoned after ringing between
20 and 30 seconds

30 — 45 seconds

Displays the total number of calls that were abandoned after ringing between
30 and 45 seconds

45 - 60 seconds

Over 60 seconds

Displays the total number of calls that were abandoned after ringing between
45 and 60 seconds

Displays the total number of calls that were abandoned after ringing for more
than 60 seconds

Reports

Vision User Manual v1.8 1020/2

41




Splicecom 55

Each entry within the Destination Name column can be selected to view more detail on the abandoned
calls. This will open the Abandoned Calls Details report, an explanation of which now follows.

Abandoned Calls Detail

This report provides detailed information on calls that were abandoned before the call was answered.
Firstly, providing a summary table giving the total numbers, then a list of each abandoned call, a list of
the calls where a subsequent call from the same number to the same User or Department was not
received, a list of the calls where a subsequent call from the same number to the same User or
Department was received, and a list of the calls where a subsequent call to the same number by the
original target of the call was made. This can be for incoming external calls and/or internal calls to a
specific User, specific Department, for all Users and Departments assigned to a specific Company, to
Users and/or Departments in a Reporting Group, or for all abandoned calls within the Report Period.

1  From the list of Call Performance reports select the Abandoned Calls Detail report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the User, Department, Company or Reporting Group
you wish to report on and once it appears in the list select the entry and it will be shown with this

field.
Far: |Supp0rt |
-~ -
Show: &» Users «**Departments ?Companl‘es *Reporting Groups

Or leave this field blank to report on all incoming calls abandoned within the Report period and
select Allow Global if this option is displayed.

4 Within the Duration Longer Than field enter the number of seconds required. This will instruct
Vision to search for all calls that have been abandoned after the number of seconds entered. Or
leave this field blank to report on all abandoned calls.

5  Within the Call Type: option select either Internal or External or both.

Call Type: [] Internal
External

6 Select the Generate Report button and the report will be displayed.

Reports
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For: All

Abandoned Calls Detail

Dates: From: 2018-09-17, To: 2018-09-23 (Last Weak)
Time Filver: batween '00:00:00° AND "23:59:59°

Abandoned Calls Summary

Total Abandoned Calls Lost Abandoned Calls They Called Back We Called Back
92 8L 5 2
Total Abandoned Calls
Date Calling Mumber Calling Nama Dastination Number Dastination Mama Wait
203-03-17 080047 M&25526667 2000 Kalm om06:ne
2018-09-17 00356 01757268628 8000 haain 0x02:34
208001 T AR 6172323846 8000 Main 000006
2018-09-17 031:04 D1617234356 8000 hain 0O
BADAN 4 F AR A a s id ADETY 8000 bimim 00524
JME-0919 131524 (2OBSIRIINL Andy Crown rat =] Chnis Spencar P nan i)
20160819 16:05:37 02085382354 Taran Fiad] 02 Cnris Spencer O0E0G
2016-09-19 16:06:03 02085382354 Taron Fiadj 5000 Wain 00011
Min D0e00:02
Mol Q14017
AvE 000336
Abandoned Calls That Were Lost
Date Calling Calling Marme Destination Mumber Destination Name Walt
2015-09-17 09:00=42 01625526667 8000 Main 004
JME-0977 00ESE 01 TFSraR028 2000 Main Q0224
2015-09-17 09:26:41 01617234356 8000 Main 005
0180017 N304 1R TFI4366 B000 FAain 003
ANB-I-18 173439 WSz e EIELY ain A A
20180913 174632 DI 0EETI6ES 00K Main ax12:m
2018-08-18 17:51:50 01612339088 000 Main 00457
20 B-0541 8 1 75406 OTR06E 26450 A0 [XETY G55
Min QU2
Mz Q01417
Awg 000346
Abandoned Callers That Have Called Back In
Date Calling Nurnd Calling Nams ks Destination Mame Retried at Spoke To
2018-08-17 1237:51 01922638244 800D Main 2018-09-18 13:02:55 2005Michas! Smith)
280917132134 01 4548548 BOOD Main J018-09-18 120840 FO0Emma Marks)
2018-08-19 13:19:24 02085382354 Andy Crown 2021 hris Spencer 201 8-09-13 13:20:04 12 HAndy Crevwn)
201B-09-19 1 0537 02085382354 Tararn Pjad)| 202 Chns Spencer Z015-09-19 160625 201 Anarys Khatr) -
2018-0%19 1 &0&03 (0R%3873%4 larnnluadj BOOD Main JO018-09-79 1450625 0 WARanya Khatr) E
Abandoned Callers That We Have Called Back
Duate Calling Number Calling Mame Destinati Ly Destination Narme Retried at Called By
20180917 11:22:36 01420474239 8000 Main 2018-08-17 11:42:00 2004{A0se Barrett)
20180917 1 Z:04:08 01202689833 3000 Main 20180917 122852 2002[Emma Marks)

Report Columns

Abandoned Calls Summary

Column

Purpose

Total Abandoned Calls

Displays the total number of abandoned calls over the Report Period

Lost Abandoned Calls

Displays the number of the calls where the caller hung-up and a subsequent
call from the same number to the same User or Department was not
received and a subsequent call to the same number was not made by the
same recipient.

Reports

They Called Back

We Called Back
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Displays the number of the calls where the caller hung-up, but a subsequent
call from the same number to the same User or Department was received.

Displays the number of the calls where the caller hung-up, but a subsequent
call to the same number by the original target of the call was made.
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Total Abandoned Calls & Abandoned Calls That Were Lost

Date Displays the date (yyyy-mm-dd) and time (hh:mm:ss - in 24 hour format) of
the call.
Calling Number Displays the number presented with the call, or blank if the number was

withheld. For internal calls, this will be the extension number of the User
making the call.

Calling Name If the Calling Number is store within the Contacts database this will display
the Contact’s name, or if the area code within the Calling Number is
matched on your system database the relevant area of the country will be
displayed. If the call is from a number stored in a User’s personal numbers,
ie mobile/home/spare number, the User's name will be displayed here. For
internal calls this will be the name of the User making the call.

Destination Number Displays the extension number of the User or Department receiving the call.

Destination Name Displays the name of the User or Department receiving the call.

Wait Displays the amount of time that the caller waited before hanging-up

The summary at the bottom of each section displays the minimum, maximum and average wait time for
the calls listed.

Further data about each call can be viewed by selecting the date and time under the Date column. This
will display the standard drill-down report for the selected call. Please refer to the Standard Drill Down
Report section from page 76 for further details.

Abandoned Callers That Have Called Back In

Date & Time Displays the date (yyyy-mm-dd) and time (hh:mm:ss - in 24 hour format) of
the abandoned call.

Calling Number Displays the number presented with the call, or blank if the number was
withheld. For internal calls, this will be the extension number of the User
making the call.

Calling Name If the Calling Number is store within the Contacts database this will display
the Contact's name, or if the area code within the Calling Number is
matched on your system database the relevant area of the country will be
displayed. If the call is from a number stored in a User’s personal numbers,
ie mobile/home/spare number, the User’s name will be displayed here. For
internal calls this will be the name of the User making the call.

Destination Number Displays the extension number of the User or Department receiving the call.

Destination Name Displays the name of the User or Department receiving the call.

Retried at Displays the date and time of the subsequent call received from the same
number.

Spoke To Displays the extension number and name of the User that answered the

subsequent call.

A speaker icon displayed in the final column indicates that the subsequent call was recorded. Click on
the icon to listen to the recording. For further information please refer to the Accessing Call Recordings
section from page 14.

Further data about each abandoned call can be viewed by selecting the date and time under the Date
column and data about the subsequent call can be viewed by selecting the date and time under the
Retried At column. This will display the standard drill-down report for the selected call. Please refer to
the Standard Drill Down Report section from page 76 for further details.

Reports
44 Vision User Manual v1.8 1020/2



Splicecom 55

Abandoned Callers That We Have Called Back

Date & Time Displays the date (yyyy-mm-dd) and time (hh:mm:ss - in 24 hour format) of
the abandoned call.

Calling Number Displays the number presented with the call, or blank if the number was
withheld. Forinternal calls, this will be the extension number of the User
making the call.

Calling Name If the Calling Number is stored within the Contacts database this will display
the Contact’s name, or if the area code within the Calling Number is
matched on your system database the relevant area of the country will be
displayed. If the call is to a number stored in a User’s personal numbers, ie
mobile/home/spare number, the User’'s name will be displayed here. For
internal calls this will be the name of the User making the call.

Destination Number Displays the extension number of the User or Department receiving the call.
Destination Name Displays the name of the User or Department receiving the call.
Retried at Displays the date and time of the subsequent call that was made to the

same number.

Called by Displays the extension number and name of the User that made the
subsequent call.

A speaker icon displayed in the final column indicates that the subsequent call back was recorded.
Click on the icon to listen to the recording. For further information please refer to the Accessing Call
Recordings section from page 14.

Further data about each abandoned call can be viewed by selecting the date and time under the Date
column and data about the subsequent call back can be viewed by selecting the date and time under
the Retried At column. This will display the standard drill-down report for the selected call. Please refer
to the Standard Drill Down Report section from page 76 for further details.

Incoming Call Response

This report provides information on how incoming calls are handled at certain times of the day,
enabling comparisons with each hour of the day by giving the total number of calls received within each
hour, the maximum number of calls in a queue at any one time, the number of calls that were answered
by how quickly they were answered and how many were abandoned or routed to voicemail. This can be
for calls to a specific Department, to Users and/or Departments within a Reporting Group or for all calls
within the Report Period. (The time bands are analysed in a different method to the Incoming Call
Response Concise report.)

1 From the list of Call Performance reports select the Incoming Call Response report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the Department or Reporting Group you wish to
report on and once it appears in the list select the entry and it will be shown with this field.

For: Support

-
Show: «**Departments » Reporting Groups

Or leave this field blank to report on all calls received within the Report period and select Allow
Global if this option is displayed.

Reports
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4 Within the Call Type: option select either Internal or External or both.

Call Type: [] Internal
External

5 Select the Generate Report button and the report will be displayed.

Incoming Call Response
For: Support
Dates: From: 2018-07-27, To: 2018-09-24 (Last 60 Days)
Time Filter: between '00:00:00" AND '23:59:59’
Tnramina Call Response - Ancuwarad Falle - Quinnart
interval
<i0s an  mEENN s @ TN A
Interval Total MaxQ Ans Aban % ans Ans Aban % ans Ans Aban % ans Ans Aban % ans Ans Aban % ans Ans Aban % ans Total % Total % Total %
00:00-00:59 ] | |
01:00-01:59 | ]
02:00-02:58 ] ]
03:00-03:59 ] ] ]
04:00-04:55 ] |
DE:00-05:59 ] | |
06:00-0£:58 ] |
07:00-07:59 ] ]
os00-0853 | & L 1 1o 167 202 133 (2| o0 (23 [EIEHIEIN 2
os:00-03:53 (@41 (e0ll 0 (714 5 738 67 2 (798 [EEENETE 7
10:00-10:55 (116 1 86| 0 741 88|02 s22 {108 o oz |6l N ICTN 02
11:0011:58 [938 0 1 (85 | 4 es3 o3& 784 4119 |79 5N EH EEH 120
12001259 |94 | 1 86 3 72 [m |3 09 76 1 a0 EENEEN =
13009359 |86 1 53| 2 e 570 779 [l 7 s  EIRED =
14001459 [42000 1 (86 | 3 77 [82/]D 82 1| o 222 [ EN N 102
15009558 (43102 (78 2 [e03 |29 A 756 100 2 7e3 |G AN N 10e
1600659 (A0 1 (85| 3 766 [EElNE e38 (94 | o =47 [N IEN TN 100
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Report Columns
Column Purpose
Interval Displays the hourly time band.
Total Displays the total number of calls received.
Max Q Displays the maximum number of calls waiting in a queue at any one time
during the time band
<10 seconds - Ans Displays the number of calls that were answered in less than 10 seconds.

<10 seconds - Aban | Displays the number of calls that were abandoned after less than 10
seconds.

<10 seconds - % ans | Displays the number of calls answered in less than 10 seconds, divided by
the Total calls within that time band, expressed as a percentage.

<20 seconds - Ans Displays the number of calls answered in less than 20 seconds.

<20 seconds - Aban | Displays the number of calls abandoned after less than 20 seconds.

<20 seconds - % ans | Displays the number of calls answered in less than 20 seconds, divided by
the Total calls, expressed as a percentage.
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Displays the number of calls answered in less than 30 seconds.

<30 seconds - Aban

Displays the number of calls abandoned after less than 30 seconds.

<30 seconds - % ans

Displays the number of calls answered in less than 30 seconds, divided by
the Total calls, expressed as a percentage.

<45 seconds - Ans

Displays the number of calls answered in less than 45 seconds.

<45 seconds - Aban

Displays the number of calls abandoned after less than 45 seconds.

<45 seconds - % ans

Displays the number of calls answered in less than 45 seconds, divided by
the Total calls, expressed as a percentage.

<60 seconds - Ans

Displays the number of calls answered in less than 60 seconds.

<60 seconds - Aban

Displays the number of calls abandoned after less than 60 seconds.

<60 seconds - % ans

Displays the total number of calls answered in less than 60 seconds, divided
by the Total calls, expressed as a percentage.

Voicemail — Total

Displays the number of calls forwarded or transferred to voicemail.

Voicemail - %

Displays the number of calls routed to voicemail, divided by the Total calls,
expressed as a percentage.

Abandoned — Total

Displays the total number of calls abandoned.

Abandoned - %

Displays the total number of calls abandoned, divided by the Total calls,
expressed as a percentage.

A list of the calls that have been counted in each entry under the Total, Answered, Abandoned and
Voicemail columns can be viewed by selecting the number under the relevant column. Please refer to
the Standard Drill Down Report section from page 76 for further details.

Incoming Call Response Concise

This report provides information on how incoming calls are handled at certain times of the day,
enabling comparisons with each hour of the day by giving the total number of calls received within each
hour, the number of calls that were answered by how quickly they were answered and how many were
abandoned or routed to voicemail. This can be for calls to a specific Department or a Reporting Group
and/or via a specific DDI number or for all calls within the Report Period. (The time bands are analysed
in a different method to the Incoming Call Response report.)

1 From the list of Call Performance reports select the Incoming Call Response Concise report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the Department or Reporting Group you wish to
report on and once it appears in the list select the entry and it will be shown with this field.

For:

Show:

Support

~
«**Departments @ Reporting Groups

Or leave this field blank to report on all calls received within the Report period and select Allow
Global if this option is displayed.
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4 Within the DDI: field enter a DDI number if the report is to analyse calls received on that specific
DDI number only. (This would be useful if, for example, calls were routed to a Department via an
Auto Attendant and via a specific DDI number. This would enable calls received via the DDI to be
analysed separately.) Otherwise leave blank.

DDI:

01483254055

5 Within the Call Type: option select either Internal or External or both.

Call Type:

[ ] Internal
External

6 Select the Generate Report button and the report will be displayed.

For: Support

Incoming Call Response Concise

Dates: From: 2018-08-01, To: 2018-08-31 (Last Month)
Time Filter: between "00:00:00" AND "23:59:59"
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Report Columns
Column Purpose
Interval Displays the hourly time band.
Total Displays the total number of calls received.
<10s
Ans Displays the number of calls that were answered in less than 10 seconds (<=9.999s).
Aban Displays the number of calls that were abandoned after less than 10 seconds
(<=9.999s)
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% ans Displays the number of calls answered in less than 10 seconds (<=9.999s), divided by
the Total calls within that time band, expressed as a percentage.

10s-20s

Ans Displays the number of calls answered between 10 and 20 seconds (>=10 - <=20s).

Aban Displays the number of calls abandoned between 10 and 20 seconds (>=10 - <=20s).

% ans Displays the number of calls answered between 10 and 20 seconds (>=10 - <=20s),
divided by the Total calls, expressed as a percentage.

20s - 30s

Ans Displays the number of calls answered between 20 and 30 seconds (20.001-30s)

Aban Displays the number of calls abandoned between 20 and 30 seconds (20.001-30s).

% ans Displays the number of calls answered between 20 and 30 seconds (20.001-30s),
divided by the Total calls, expressed as a percentage.

30s - 45s

Ans Displays the number of calls answered between 30 and 45 seconds (30.001-45s).

Aban Displays the number of calls abandoned between 30 and 45 (30.001-45s).

% ans Displays the number of calls answered between 30 and 45 seconds (30.001-45s),
divided by total calls, expressed as a percentage.

45s - 60s

Ans Displays the number of calls answered between 45 and 60 seconds (45.001-60s).

Aban Displays the number of calls abandoned between 45 and 60 seconds (45.001-60s).

% ans Displays the number of calls answered between 45 and 60 seconds (45.001-60s),
divided by the Total calls, expressed as a percentage.

>60s

Ans Displays the number of calls answered after 60 seconds (>=60.001).

Aban Displays the number of calls abandoned after 60 seconds (>=60.001).

% ans Displays the number of calls answered after 60 seconds, divided by the Total calls,
expressed as a percentage (>=60.001).

Voicemail

Total Displays the number of calls forwarded or transferred to voicemail.

% Displays the number of calls forwarded or transferred to voicemail, divided by the
Total calls, expressed as a percentage.

Abandoned

Total Displays the total number of calls abandoned.

%

Displays the total number of calls abandoned, divided by the Total calls, expressed as
a percentage.

A list of the calls that have been counted in each entry under the Total, Answered, Abandoned and
Voicemail columns can be viewed by selecting the number under the relevant column. Please refer to
the Standard Drill Down Report section from page 76 for further details.
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Incoming Call Breakdown by Hour

This report provides information on how incoming calls are handled at certain times of the day,
enabling comparisons with each hour of the day by giving the total number of calls received within each
hour, the number of the calls that were answered, abandoned or routed to voicemail and how they were
handled. This can be for calls to a specific User, to a specific Department, to Users and/or
Departments within a Reporting Group or for all calls within the Report Period. This report does not
include DDI to DDI calls.

1 From the list of Call Performance reports select the Incoming Call Breakdown By Hour report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the User, Department or Reporting Group you wish
to report on and once it appears in the list select the entry and it will be shown with this field.

For:

Show:

Reception

-~ -
“» Users || «5*Departments 't' Reporting Groups

Or leave this field blank to report on all calls received within the Report period and select Allow
Global if this option is displayed.

4 Within the Call Type: option select either Internal or External or both.

Call Type:

[ ] Internal
External

5 Select the Generate Report button and the report will be displayed.
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Incoming Call Bre.

For: All
Dates: From: 2018-08
Time Filter: between

Interval #Calls

akdown By Hour
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Report Columns

Column Purpose

Interval Displays the hourly time band.

# Calls Displays the total number of calls received.

Connected

Total Displays the number of calls that were answered.
The percentage value at the bottom of this column gives the total number of calls
connected, divided by the total # Calls, expressed as a percentage.

Sub 5 sec Displays the number of calls that were answered but lasted less than 5 seconds.

Max Wait Displays the longest time that it took a call to be answered.

Avg Wait Displays the average time that it took a call to be answered.

Max Talk Displays the longest time that a call was connected.

Avg Talk Displays the average time that a call was connected.

Total Talk Displays the total time for all the connected calls.

Voicemail

Total Displays the number of calls that were answered by voicemail.
The percentage value at the bottom of this column gives the total number of calls
answered by voicemail, divided by the total # Calls, expressed as a percentage.

Max Wait Displays the longest time a caller had to wait before voicemail answered the call.
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Average Wait | Displays the average time a caller had to wait before voicemail answered the call.
Abandoned

Total Displays the number of calls where the caller hung-up before the call was answered.
The percentage value at the bottom of this column gives the total number of calls
abandoned, divided by the total # Calls, expressed as a percentage.

Max Wait Displays the longest time that a caller waited until ending the call.

Average Wait | Displays the average time that a caller waited until ending the call.

A list of the calls that have been counted in each entry under the # Calls and Total Connected,
Voicemail and Abandoned columns can be viewed by selecting the number under the relevant column.
Please refer to the Standard Drill Down Report section from page 76 for further details.

Incoming Call Breakdown by Department

This report provides information on how incoming calls are handled by each Department, giving the
total number of calls received, how many were answered, abandoned or routed to voicemail and how
they were handled. This can be for calls to a specific Department or to specific Departments within a
Reporting Group or for all calls to a Department within the Report Period.

1 From the list of Call Performance reports select the Incoming Call Breakdown By Department
report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the Department or Reporting Group you wish to
report on and once it appears in the list select the entry and it will be shown with this field.

For: Reception %

b4
Show: «**Departments # Reporting Groups

Or leave this field blank to report on all calls to Departments received within the Report period and
select Allow Global if this option is displayed.

4 Within the Call Type: option select either Internal or External or both.

Call Type: [] Internal
External

5 Select the Generate Report button and the report will be displayed.

Incoming Call Breakdown By Department
For: Customer Service

Dates: From: 2018-01-01, To: 2018-09-25 (This Year)
Time Filter: between '00:00:00' AND '23:59:59'

Rlissmmalhms Af T alla Nacv Mamacbmn A

L Voemai 1 abandoned |

Department #Calls Total sub5sec MaxWait AvgWait MaxTalk AvgTalk TotalTalk Total MaxWait AvgWait Total MaxWait AvgWait
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Catalogue Sales B R e ] 1 | 000025 | 000023 | 4 | o012 | 000037 |
Reception O e e 0 [ o000 | |5 | ooooos | oooos |
Sales Support | T T T o Jooo00 [ | 1 [ oooooo | o000 |
Service Reception O | [ T T T v [ owooos Joowoos | o | ooowo | |

1028 1015 12 00:09:14 00:01:00 01:28:02 00:06:26  109:08:34 3 00:00:23  00:00:15 10  00:01:29  00:00:22
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Column Purpose

Department Displays the name of the Department receiving the calls.

# Calls Displays the total number of calls received.

Connected

Total Displays the number of calls that were answered.

Sub 5 sec Displays the number of calls that were answered but lasted less than 5 seconds.
Max Wait Displays the longest time that it took a call to be answered.

Avg Wait Displays the average time that it took a call to be answered.

Max Talk Displays the longest time that a call was connected.

Avg Talk Displays the average time that a call was connected.

Total Talk Displays the total call time for all the calls that were answered.

Voicemail

Total Displays the number of calls that were answered by voicemail.

Max Wait Displays the longest time a caller had to wait before voicemail answered the call.
Average Wait | Displays the average time a caller had to wait before voicemail answered the call.
Abandoned

Total Displays the number of calls where the caller hung-up before the call was answered.
Max Wait Displays the longest time that a caller waited until ending the call.

Average Wait | Displays the average time that a caller waited until ending the call.

Each entry within the Department column can be selected to view the Incoming Call Breakdown By User
report which gives a list of the Users that answered the Department’s calls and how they handled those
calls. For further detail please refer to the Incoming Calls Breakdown by User section from page 58.

Incoming Call Breakdown by Day

This report provides information on how incoming calls were handled on each day within a Report
Period by giving the total number of calls received, how many were answered, abandoned or routed to
voicemail and how they were handled. This can be for calls to a specific User, a specific Department or
to Users and/or Departments within a Reporting Group. This report does not include DDI to DDI calls.

1 From the list of Call Performance reports select the Incoming Call Breakdown By Day report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the User, Department or Reporting Group you wish
to report on and once it appears in the list select the entry and it will be shown with this field.

For:

Show:

Reception %

-~ -
“»Users [¥] «#*Departments @ Reporting Groups

Or leave this field blank to report on all calls received within the Report period and select Allow
Global if this option is displayed.
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4 Within the Call Type: option select either Internal or External or both.

Call Type:

[] Internal
External

5 Select the Generate Report button and the report will be displayed.

For: All

Interval

Incoming Call Breakdown By Day

Dates: From: 2018-09-17, To: 2018-09-23 (Last Week)
Time Filter: between '00:00:00" AND '23:59:59'

Aol Dol

Abandoned All
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Report Columns

Column Purpose

Interval Displays the day of the week and the date.

# Calls Displays the total number of calls received.

Connected

Total Displays the number of calls that were answered.
The percentage value at the bottom of this column gives the total number of calls
connected, divided by the total # Calls, expressed as a percentage.

Sub 5 sec Displays the number of calls that were answered but lasted less than 5 seconds.

Max Wait Displays the longest time that it took a call to be answered.

Avg Wait Displays the average time that it took a call to be answered.

Max Talk Displays the longest time that a call was connected.

Avg Talk Displays the average time that a call was connected.

Total Talk Displays the total time for all the connected calls.

Voicemail

Total Displays the number of calls that were answered by voicemail.
The percentage value at the bottom of this column gives the total number of calls
answered by voicemail, divided by the total # Calls, expressed as a percentage.

Max Wait Displays the longest time a caller had to wait before voicemail answered the call.

Average Wait | Displays the average time a caller had to wait before voicemail answered the call.

Abandoned

Total Displays the number of calls where the caller hung-up before the call was answered.
The percentage value at the bottom of this column gives the total number of calls
abandoned, divided by the total # Calls, expressed as a percentage.

Max Wait Displays the longest time that a caller waited until ending the call.
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Average Wait | Displays the average time that a caller waited until ending the call.

All The total average wait time by all callers within the day.

Each entry within the Interval column can be selected to view the Incoming Call Breakdown By Hour
report which provides information on how the calls were spread out over the day. For further detail
please refer to the Incoming Call Breakdown by Hour section from page 50. A list of the calls that have
been counted in each entry under the # Calls, Sub 5 sec and Total Connected, Voicemail and
Abandoned columns can be viewed by selecting the number under the relevant column. Please refer to
the Standard Drill Down Report section from page 76 for further details.

Incoming Call Breakdown by Week

This report provides information on how calls were handled within each week of a Report Period by
giving the total number of calls received, how many were answered, abandoned or routed to voicemail
and how they were handled. This can be for calls to a specific User, a specific Department or to Users
and/or Departments within a Reporting Group. This report does not include DDI to DDI calls.

1  From the list of Call Performance reports select the Incoming Call Breakdown By Week report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the User, Department or Reporting Group you wish
to report on and once it appears in the list select the entry and it will be shown with this field.

For: Reception x

i o
Show: e Users «**Departments @ Reporting Groups

Or leave this field blank to report on all calls received within the Report period and select Allow
Global if this option is displayed.

4 Within the Call Type: option select either Internal or External or both.

Call Type: [] Internal
External

5 Select the Generate Report button and the report will be displayed.

Incoming Call Breakdown By Week

For: All
Dates: From: 2018-08-01, To: 2018-08-31 (Last Month)
Time Filter: between '00:00:00' AND '23:59:59'

Interval #Calls Total sub5sec MaxWait AvgWait MaxTalk AvgTalk TotalTalk Total MaxWait AvgWait Total MaxWait AvgWait
FRTTRSIRSIES | | ] | [ | [oooes [ooooi0| | ooooss [ oooon |
EPSNPUISENN [ [ [ [ [ ooosos [ooooe | | ooozss | oooons |
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1628 1130 64  00:02:18  00:00:08  00:51:08 00:03:30 67:11:57 298 00:03:03  00:00:18 200 00:02:54  00:00:16
% 69.4 18.3 123

Report Columns

‘ Column | Purpose ‘
‘ Interval | Displays the date range of the week. ‘
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# Calls Displays the total number of calls received.

Connected

Total Displays the number of calls that were answered.
The percentage value at the bottom of this column gives the total number of calls
connected, divided by the total # Calls, expressed as a percentage.

Sub5 sec Displays the number of calls that were answered but lasted less than 5 seconds.

Max Wait Displays the longest time that it took a call to be answered.

Avg Wait Displays the average time that it took a call to be answered.

Max Talk Displays the longest time that a call was connected.

Avg Talk Displays the average time that a call was connected.

Total Talk Displays the total time for all the connected calls.

Voicemail

Total Displays the number of calls that were answered by voicemail.
The percentage value at the bottom of this column gives the total number of calls
answered by voicemail, divided by the total # Calls, expressed as a percentage.

Max Wait Displays the longest time a caller had to wait before voicemail answered the call.

Average Wait | Displays the average time a caller had to wait before voicemail answered the call.

Abandoned

Total Displays the number of calls where the caller hung-up before the call was answered.
The percentage value at the bottom of this column gives the total number of calls
abandoned, divided by the total # Calls, expressed as a percentage.

Max Wait Displays the longest time that a caller waited until ending the call.

Average Wait | Displays the average time that a caller waited until ending the call.

Each entry within the Interval column can be selected to view the Incoming Call Breakdown By Day
report which provides information on how the calls were spread out over each day of the week. For
further detail please refer to the Incoming Call Breakdown by Day section from page 53.

A list of the calls that have been counted in each entry under the # Calls, Sub 5 sec and Total
Connected, Voicemail and Abandoned columns can be viewed by selecting the number under the
relevant column. Please refer to the Standard Drill Down Report section from page 76 for further

details.

Incoming Call Breakdown by Month

This report provides information on how calls were handled within each month over a specified Report
Period by giving the total number of calls received, how many were answered, abandoned or routed to
voicemail and how they were handled. This can be for calls to a specific User, a specific Department or
to Users and/or Departments within a Reporting Group. This report does not include DDI to DDI calls.

1  From the list of Call Performance reports select the Incoming Call Breakdown By Month report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the User, Department or Reporting Group you wish
to report on and once it appears in the list select the entry and it will be shown with this field.
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For: Reception x

[a ]
Show: &» Users 2‘Departments # Reporting Groups

Or leave this field blank to report on all calls received within the Report period and select Allow
Global if this option is displayed.

4 Within the Call Type: option select either Internal or External or both.

Call Type: [] Internal
External

5 Select the Generate Report button and the report will be displayed.

Incoming Call Breakdown By Month

For: All

Dates: From: 2018-01-01, To: 2018-09-25 (This Year)
Time Filter: between '00:00:00° AND '23:59:59'

Nl Dacalodaiiia

uneival

T vokcemail | bandoned |

Interval #calls Total subSsec MaxWait AvgWait MaxTalk AvgTalk TotalTalk Total MaxWait AvgWait Total MaxWait AvgWait
January 2018 ZCl R R e e 2 | o0:03:08 | 00:0045 | | 00:02:12 | 00:00:13 |
February 2018 (G CE] e e e e ] ] omozios | 00:0017 | | oo:02:47 | o0i00:13 |
March 2018 il e e R e =] | 00:03:08 | 00:00:16 | [ 00:02:27 | 00:00:18 |
April 2018 B2l e e e e e | oooz:03 | 000006 | | 00:03:03 | 00:00:19 |
May 2018 EEl e e PR e e ] ooo3:03 | 00:00:14 | | 00:02:36 | 00:00:18 |
June 2018 2 el R e e et - | oo:0z:03 | o0:0027 | | 00:03:01 | 00:00:18 |
July 2018 I Pl e R e A ] | o0:03:03 | oo0o23 | [ 000303 | 00:00:18 |
August 2018 (GEl o] R e e s - | oooz03 | oc0o8 | | oowo2:54 | 00:00:7 |
Sepamber 2018 72« [¥99T] (4" | boai |oo00s] [o0asaz| (005091 | ecisas N M M I T T

16411 10805 681 00:06:17 00:00:08  01:32:14  00:03:28  63%:41:55 3072 00:03:03  00:00:18 2541  00:03:03  00:00:16

% 5.8 187 155

Report Columns

Column Purpose

Interval Displays the month and the year.

# Calls Displays the total number of calls received.
Connected

Total Displays the number of calls that were answered.

The percentage value at the bottom of this column gives the total number of calls
connected, divided by the total # Calls, expressed as a percentage.

Sub 5 sec Displays the number of calls that were answered but lasted less than 5 seconds.
Max Wait Displays the longest time that it took a call to be answered.
Avg Wait Displays the average time that it took a call to be answered.
Max Talk Displays the longest time that a call was connected.
Avg Talk Displays the average time that a call was connected.
Total Talk Displays the total time for all the connected calls.
Voicemail
Reports
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Total Displays the number of calls that were answered by voicemail.
The percentage value at the bottom of this column gives the total number of calls
answered by voicemail, divided by the total # Calls, expressed as a percentage.

Max Wait Displays the longest time a caller had to wait before voicemail answered the call.

Average Wait | Displays the average time a caller had to wait before voicemail answered the call.
Abandoned

Total Displays the number of calls where the caller hung-up before the call was answered.
The percentage value at the bottom of this column gives the total number of calls
abandoned, divided by the total # Calls, expressed as a percentage.

Max Wait Displays the longest time that a caller waited until ending the call.

Average Wait | Displays the average time that a caller waited until ending the call.

Each entry within the Interval column can be selected to view the Incoming Call Breakdown By Day
report which provides information on how the calls were spread out over each day of the month. For
further detail please refer to the Incoming Call Breakdown by Day section from page 53.

A list of the calls that have been counted in each entry under the # Calls, Sub 5 sec and Total
Connected, Voicemail and Abandoned columns can be viewed by selecting the number under the
relevant column. Please refer to the Standard Drill Down Report section from page 76 for further
details.

Incoming Calls Breakdown by User

The report provides information on the incoming calls received by Users on the system and how the
calls were handled. This can display a list of Users that answered calls to a specific Department, Users
and/or Users receiving Department calls within a Reporting Group or all User receiving calls within the
specified Report Period.

1  From the list of Call Performance reports select the Incoming Call Breakdown By User report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the User, Department or Reporting Group you wish
to report on and once it appears in the list select the entry and it will be shown with this field.

For: Reception

~
Show: «*"Departments s Reporting Groups

Or leave this field blank to report on all Users that received calls within the Report period and
select Allow Global if this option is displayed.

4 Within the Call Type: option select either Internal or External or both.

Call Type: [] Internal
External

5 Select the Generate Report button and the report will be displayed.

Reports
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Incoming Call Breakdown By User

For: Reception

Dates: From: 2018-08-01, To: 2018-08-31 (Last Month)
Time Filter: between '00:00:00° AND '23:59:59'

Nitmhar af Calle Par llecar - Rarantinn

User

Ring Time Talk Time

User Extn Number of Calls Max Min Avg Max Min Avg
Angela Collins 2001 104 00:02:44 00:00:01 00:00:07 00:28:20 00:00:21 00:04:28
Michael Smith 2003 77 00:02:21 00:00:00 00:00:13 00:41:06 00:00:02 00:06:18
Rose Barrett 2004 52 00:00:13 00:00:00 00:00:05 00:34:55 00:00:01 00:10:03
Emma Marks 2002 45 00:01:43 00:00:01 00:00:09 00:37:30 00:00:33 00:08:06

278 00:02:44 00:00:00 00:00:08 00:41:06 00:00:01 00:06:36
Report Columns
Column Purpose
User Displays the name of the User receiving the call.
Number Displays the extension number of the User receiving the call.
Number of Calls | Displays the number of incoming calls connected to the User within the Report
Period.

Ring Time
Maximum Displays the longest time a call was ringing before being answered by the User.
Minimum Displays the shortest time a call was ringing before being answered by the User.
Average Displays the average time a call was ringing before being answered by the User.
Talk Time
Maximum Displays the longest time the User was connected to a caller.
Minimum Displays the shortest time the User was connected to a caller.
Average Displays the average time the User was connected to a caller.

A list of the calls that have been counted for each User can be viewed by selecting the User's name
under the User column. Please refer to the Standard Drill Down Report section from page 76 for further
details.

Incoming Calls Breakdown by DDI

This report provides information on incoming external calls by the DDI number receiving the call,
providing the total number of calls and details on how the calls were handled. This can be for all DDI
numbers routed to a specific User or Department, or for a specific DDI number, or all DDI numbers
receiving calls during the specified Report Period.

1 From the list of Call Performance reports select the Incoming Call Breakdown By DDI report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the User or Department you wish to report on and
once it appears in the list select the entry and it will be shown with this field.

For: Sales Support .

- ~
Show: e»Users [v] &#*Departments
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Or leave this field blank if you do not wish to specify a User or Department and select Allow
Global if this option is displayed.

4 Within the DDI: field start to enter the number of the DDI you wish to report on and once it
appears in the list select the entry and it will be shown with this field. If the above field contains a
User or Department name this list will only show the DDI numbers associated with the above User
or Department.

DDI:

01583254053 X

Or leave this field blank if you wish to search for all DDI numbers routed to the above User or
Department, or if the above field is also blank search for calls to all DDl numbers.

5 Select the Generate Report button and the report will be displayed.

For: All

DDI - Target

Incoming Call Breakdown By DDI

Dates: From: 2018-01-01, To: 2018-09-25
Time Filter: between '00:00:00" AND "23:59:59'

NitrmbhAar Af Calle DA NNT

C T ekl | anconu

#Calls Total subSsec MaxWait AvgWait MaxTalk AvgTalk TotalTalk Total MaxWait AvgWait Total MaxWait AEWait

- Main

01583254011 - Raj Patel
01583254019 - Ananya
Khatri

01583254021 - Chris
Spencer

01583254054 - Service
Reception

01583254061 - Catalogue
Sales

01583254062 - Catalogue
Sales

o T 37 ooz | oot sosean | soarar s M M I ET M CTIE
B || ovowos [ ooomoo | 5 | oooose | ovooas |
2

00:00:23 00:00:43

e ) e e O il

10686 6731 62 001025 000142 012802 000726  835:19:18 000141 0000:43 3952 00419 00:07:40
Report Columns

Column Purpose

DDI - Target Displays the DDI number and the User or Department that received the calls.

# Calls Displays the total number of calls received.

Connected

Total Displays the number of calls that were answered.

Sub 5 sec Displays the number of calls that were answered but lasted less than 5 seconds.

Max Wait Displays the longest time that it took a call to be answered.

Avg Wait Displays the average time that it took a call to be answered.

Max Talk Displays the longest time that a call was connected.

Avg Talk Displays the average time that a call was connected.

Total Talk Displays the total time for all the connected calls.

Voicemail

Total Displays the number of calls that were answered by voicemail.

Max Wait Displays the longest time a caller had to wait before voicemail answered the call.

Average Wait | Displays the average time a caller had to wait before voicemail answered the call.

Reports
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Abandoned

Total Displays the number of calls where the caller hung-up before the call was answered.
Max Wait Displays the longest time that a caller waited until ending the call.

Average Wait | Displays the average time that a caller waited until ending the call.

A list of the calls that have been counted for each DDI can be viewed by selecting the entry under the
DDI - Target column. Please refer to the Standard Drill Down Report section from page 76 for further
details.

Incoming Call Summary

This report provides a summary of the number of calls received by each User and Department and
how they were handled. This can be for a specific User, a specific Department, specific Users
and/or Departments within a Reporting Group or for all Users and Departments receiving calls
within the Report Period.

1  From the list of Call Performance reports select the Incoming Call Summary report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the User, Department or Reporting Group you wish
to report on and once it appears in the list select the entry and it will be shown with this field.

For: Reception x

i o
Show: e Users «**Departments @ Reporting Groups

Or leave this field blank to report on all Users and Departments receiving calls within the Report
period and select Allow Global if this option is displayed.

4 Within the Call Type: option select either Internal or External or both.

Call Type: [] Internal
External

5 Select the Generate Report button and the report will be displayed.

Incoming Call Summary
For: All
Dates: From: 2018-06-29, To: 2018-09-26 (Last 90 Days)
Time Filter: between '00:00:00" AND "23:59:59'
L voicemail |
Name # Calls Total % Total % Total %
2 Ananya Khatri 2
2 Andy Crown 1
2 Angela Collins 1
: Chris Spencer 17
2 Emma Marks 15
2 Michael Smith 13
2 Rose Barrett 10
a Arcounts 1
a Catalogue Sales g
) Main 6316
& Reception 702
7581 5111 67.4 2 0 2458 326
Reports
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:i = User This icon indicates the type of account receiving the call, either a User or a
- Department Department.

Name Displays the name of the User or Department receiving the call.

# Calls Displays the number of calls received.

Connected

Total Displays the number of calls that were answered.

% Displays the number of calls answered divided by the number in the # Calls
column expressed as a percentage.

Voicemail

Total Displays the number of calls that were answered by voicemail.

% Displays the number of calls routed to voicemail divided by the number in the #
Calls column expressed as a percentage.

Abandoned

Total Displays the number of calls that were ended by the caller before the call was

answered.

%

Displays the number of calls abandoned divided by the number in the # Calls
column expressed as a percentage.

A list of the calls that have been counted for each User or Department can be viewed by selecting the
entry under the Name column. Please refer to the Standard Drill Down Report section from page 76 for

further details.

Overview by Talk Time

This report provides information on the call length and connection time for incoming and outgoing calls
for each User receiving or making calls and each Department receiving calls within the Report Period.
This can be for Users and Departments within a Company or within a Reporting Group, or for all User

and Departments.

1  From the list of Call Performance reports select the Overview By Talk Time report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the User, Department, Company or Reporting Group
you wish to report on and once it appears in the list select the entry and it will be shown with this

field.
For: Customer Service b
Show: ?Companies B Reporting Groups

Or leave this field blank to report on all Users receiving or making calls and all Departments
receiving calls within the Report period and select Allow Global if this option is displayed.

4 Within the Call Type: option select either Internal or External or both.

Call Type:

[] Internal
External
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5 Select the Generate Report button and the report will be displayed.

Overview By Talk Time
For: All
Dates: From: 2018-08-01, To: 2018-08-31 (Last Month)
Time Filter: between '00:00:00' AND '23:59:59'

e A N e e N ey Y e R A Dy

User/Department Name
Inbound Outbound
Name Number Total Connect Aband VM  Max Call Length Talk Time Total Connect Unans Total Talk Time Out Total Talk Time
Main 8000 2710 1798 912 0 00:39:36 220:16:49 0 0 0 00:00:00 220:16:49
Reception 8001 254 254 0o o 00:41:06 29:52:35 0 [} 0 00:00:00 29:52:35
Emma Marks 2002 6 4 2 0 00:10:15 00:28:20 896 96 0 08:20:25 08:42:44
Rose Barrett 2004 6 6 0 0 00:18:24 00:56:27 65 65 0 05:47:16 06:43:43
Michael Smith 2003 5 5 o 0 00:09:19 00:19:11 57 57 0 05:57:14 06:16:25
Angela Collins 2001 1 1 0o 0 00:01:25 00:01:25 43 43 0 02:32:37 02:34:03
2982 2068 914 0 00:41:06  251:5847 266 266 0 22:37:32 2743218

Report Columns

Name Displays the name of the User making or receiving calls or the
Department receiving the calls.

Number Displays the extension number of the User or Department.

# Calls Displays the number of calls received.

Inbound

Total Displays the total number of calls received.

Connect Displays the number of calls answered by the User or Department.

Aband Displays the number of calls that were ended by the caller before the
call was answered.

VM Displays the number of calls that were answered by voicemail.

Max Call Length

Displays the time of the longest call handled by this User or
Department.

Talk Time Displays the total connection time for these calls.

Outbound

Total Displays the total number of calls made by this User.

Connect Displays the number of calls that were answered.

Unans Displays the number of calls were ended before the call was answered.

Total Talk Time Out

Displays the total amount of time spent on answered calls.

Total Talk Time

Displays the sum of the value in the Inbound Talk Time column added
to the value in the Outbound Total Talk Time Out column.

A list of the calls that have been counted for each User or Department can be viewed by selecting the
entry under the Name column. Please refer to the Standard Drill Down Report section from page 76 for

further details.

Reports
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This report provides in-depth information on incoming and outgoing calls for each User receiving or
making calls within the Report Period. This can be for a specific User, for Users within a Company or
within a Reporting Group or for all Users receiving and making calls within the Report Period.

1  From the list of Call Performance reports select the Overview By User report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the User, Department, Company or Reporting Group
you wish to report on and once it appears in the list select the entry and it will be shown with this

field.
For: Ananya Khatri X
~
Show: &» Users "Companies ﬁ' Reparting Groups

Or leave this field blank to report on all Users receiving or making calls within the Report period
and select Allow Global if this option is displayed.

4 Within the Call Type: option select either Internal or External or both.

Call Type:

[ ] Internal
External

5 Select the Generate Report button and the report will be displayed.

Overview By User
For: All

Dates: From: 2018-08-01, To: 2018-08-31
Time Filter: between '00:00:00' AND '23:59:59'

Name Total Total Total Total Dir Dept Picked Ans Aband VM  Talk Avg Max Avg Total Unans Talk Avg Max Calls Time

Tatal ralla

user

Inbound Outbound Dial Tone

Calls Ans  Talk calls up Time Talk Talk Ring Time  Talk Talk

|| Time Time Time Time Time  Time
Angela Collins - 2001 716 716 59:23:34 668 1 667 0 668 0 0 56:50:57 00:05:06 00:28:20 00:00:04 48 0 02:32:37 00:03:11 00:18:46 0 00:00:00
Michael Smith - 2003 597 597 68:49:52 540 5 535 0 540 0 0 62:52:38 00:06:59 00:41:06 00:00:08 57 0 05:57:14 00:06:16 00:31:56 0 00:00:00
Emma Marks - 2002 552 551 72:11:13 456 5 451 0 455 1 0 63:50:48 00:08:24 00:37:30 00:00:06 96 0 08:20:25 00:05:13 00:34:17 0 00:00:00
Rose Barrett - 2004 513 513 76:16:40 448 6 442 0 448 0 0 70:29:24 00:09:26 00:39:36 00:00:09 65 0 05:47:16 00:05:21 00:26:26 0 00:00:00

12378 (2377 276:41:19 2112 17 2095 02111 1 0 254:03:47 00:07:12 00:41:06 00:00:06 266 0 22:37:32 00:05:06 00:34:17 0 00:00:00

Report Columns

Name Displays the name and extension number of the User that received or make the
calls.

Totals Displays the total number of incoming and outgoing calls received or made by
this User.

Total Ans Displays the number of these calls that were answered.

Total Talk Time

Displays the time spent on answered calls.

internal call or externally via their DDI number.

Inbound
Total Displays the number of calls received by this User.
Dir Displays the number of calls received directly to the User's extension either via an

64
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Dept Calls Displays the number of calls received by this User via a call to a Department.

Picked Up Displays the number of calls this User answered by picking up the call either from
a Park slot or a colleague’s call via a Favourite.

Ans Displays the number of calls answered by the User.

Aban Displays the number of calls that were ended by the caller before the call was
answered.

VM Displays the number of calls that were answered by voicemail.

Talk Time Displays the total connection time for all the inbound calls.

Avg Talk Time Displays the average amount of time spent on inbound calls.

Max Talk Time Displays the longest time spent on a call.

Avg Ring Time Displays the average amount of time a caller will wait for a call to be answered.

Outbound

Total Displays the total number of calls made by this User.

Unans Displays the number of outbound calls that were not answered.

Avg Talk Time Displays the average amount of time spent on outbound calls.

Max Talk Time Displays the longest time spent on a call.

Dial Tone

Calls Displays the number of times that the User went off-hook but didn’t make a call.
(This value will only be seen when the Internal Call Type is selected.)

Time Displays the total amount time that this User was off-hook. (This value will only

be seen when the Internal Call Type is selected.)

Further information about the calls counted for each User can be displayed by select the entry under the
Name column. A further report will be created displaying the calls grouped by the calls received directly
at the User’s extension, calls received via a Department (sorted by the Department), calls picked up and
calls made by the User.

Reports
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Drill Down Users
For: Andy Crown
Dates: From: 2018-09-01, To: 2018-09-26
Time Filter: between "00:00:00° AND "23:59:59°
Filtered on: Andy Crown - 2022
Direct Calls
Date Time Name Number Target Name Target Number Answered By Name Answered By  Ringing Time Connected Time
2018-09-19 15:55:13 Ananys Khatri 2019 Andy Crown 2022 Andy Crown 2022 00:00:01 00:00:45
2018-03-19 16:12:26 Ananya Khati 2019 Andy Crown 2022 Andy Crown 2022 00:00:01 00:00:0%
2018-09-26 10:55:52 Taron Pjadj 02085382354  Andy Crown 2022 00:00:03 00:00:04
00:00:05 00:00:5&
Departmental Calls Grouped By Department
Date Time Name Number Target Name Target Mumber Answered By Name Answered By Ringing Time Connected Time
2018-08-26 11:36:17 Chriz Spencer 2021 Sales Support 2003 Andy Crown 2022 00:00:00 00:00:11
2018-09-26 11:33:20 Anarya Khatri 2019 Support 8005 Andy Crown 2022 00:00:04 20:00:17
00:00:04 00:00:28 |
Picked up Calls
Date Time Name Number Target Name Target Number Answered By Name Answered By Ringing Time Connected Time
2018-09-19 16:14:57 Taron Pjadj 02085382354  AnanyaKhawtri 2019 Andy Crown 2022 00:00:03 00:01:0% 1
2018-09-26 10:52:24 Taron Pjadj 02085382354  Ananya Khatri 2019 Andy Crown 2022 00:00:00 00:00:12 19
2018-09-26 10:54:33 Taron Pjad) 02085382354 Ananya Khati 2019 Andy Crown 2022 00:00:00 00:00:04 1™
20180819 11:02:22 Ananya Khati 2019 Chris Spencer 2021 Andy Crown 2022 00:00:03 00:00:07
2018-09-19 13:20:04 Andy Crown 02085382354  Chris Spencer 2021 Andy Crown 2022 00:00:02 00:00:08
20180819 13:221:51 Taron Pjadj 02085382354  Chriz Spencer 2021 Andy Crown 2022 00:00:02 00:00:07
00:00:10 00:01:48
Outbound Calls
Date Time MName Target Name Target Numb Call Duration Connected Time
2018-09-19 12:58:55 Andy Crown 2022 Accounts 2002 00:00:12 00:00:00
2018-09-19 12:53:23 Andy Crown 2022 5 00:00:00 00:00:00
2018-09-19 12:53:25 Andy Crown 2022 Accounts 02085382354 00:00:-11 00:00:08 %
2018-09-19 15:55:20 Andy Crown 2022 02082352358 00:00:20 00:00:00
2018-09-19 15:55:00 Andy Crown 2022 Accounts 2002 00:01:15 00:01:11
2018-09-19 16:15:03 Andy Crown 2022 0208235 00:00:20 00:00:00
2018-09-19 16:15:25 Andy Crown 2022 02085382354 00:00:25 00:00:00
2018-08-21 14:43:43 Andy Crown 2022 Ananya Khatri 2015 000013 00:00:09 1
2018-08-21 14:43:59 Andy Crown 2022 Ananya Khatri 2015 00:00-05 00:00:00
2018-09-2513:28:45 Andy Crown 2022 Accounts 2002 00:00:22 00:00:09
00:03:35 00:01:37

Direct Calls

A list of the calls that were received via the User's DDI number or internally to their extension number.

Column

Purpose

Date Time

Displays the date (yyyy-mm-dd) and time (hh:mm:ss - in 24 hour format) of
the call.

Name

Displays the name of caller, if available. If the Number is matched in the
Contacts database the Contact's name will be displayed, or if the area code
within the Number is matched on your system database the relevant area of
the country will be displayed, or if a User dialled in from one of their personal
numbers, ie mobile/home/spare number, their User name will be displayed.
For an internal call this will be the name of the User that made the call.

Number

Target Name

Displays the external number presented with the call. For an internal call this
will be the extension number of the User that made the call.

Displays the name of the User receiving the call.

Target Number

66

Displays the User’s extension number.
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Displays the name of the User that answered the call. If the call was
forwarded to or picked up by a colleague the colleague’s User name will be
displayed here.

Answered By

Displays the extension number of the User in the Answered By Name column.

Ringing Time

Displays the time the call was ringing before it was answered.

Connected

Displays the time that this call was connected.

Departmental Calls Grouped By Department
A list of the calls that were received via a Department and answered by the User (sorted by

Department).

Column Purpose

Date Time Displays the date (yyyy-mm-dd) and time (hh:mm:ss - in 24 hour format) of
the call.

Name Displays the name of caller, if available. If the Number is matched in the
Contacts database the Contact’'s name will be displayed, or if the area code
within the Number is matched on your system database the relevant area of
the country will be displayed, or if a User dialled in from one of their personal
numbers, ie mobile/home/spare number, their User name will be displayed.
For an internal call this will be the name of the User that made the call.

Number Displays the external number presented with the call. For an internal call this

will be the extension number of the User that made the call.

Target Name

Displays the name of the Department receiving the call.

Target Number

Displays the Department’s extension number.

Answered By Name

Displays the name of the User that answered the call.

Answered By

Displays the extension number of the User in the Answered By Name column.

Ringing Time

Displays the time the call was ringing before it was answered.

Connected

Displays the time that this call was connected.

Picked up Calls

A list of calls that were picked by the User either via a Park slot or via a Favourite configured for a User

account.

Column Purpose

Date Time Displays the date (yyyy-mm-dd) and time (hh:mm:ss — in 24 hour format) of
the call.

Name Displays the name of caller, if available. If the Number is matched in the
Contacts database the Contact’'s name will be displayed, or if the area code
within the Number is matched on your system database the relevant area of
the country will be displayed, or if a User dialled in from one of their personal
numbers, ie mobile/home/spare number, their User name will be displayed.
For an internal call this will be the name of the User that made the call.

Number Displays the external number presented with the call. For an internal call this
will be the extension number of the User that made the call.

Target Name Displays the name of the User receiving the call.

Target Number Displays the User’s extension number.
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Answered By Name | Displays the name of the User that picked up the call and thereby answered
the call.

Answered By Displays the extension number of the User in the Answered By Name column.

Ringing Time Displays the time the call was ringing before it was answered.

Connected Displays the time that this call was connected.

Outbound Calls
A list of the outbound calls made by the User.

Date Time Displays the date (yyyy-mm-dd) and time (hh:mm:ss - in 24 hour format) of
the call.

Name Displays the name of the User making the call.

Number Displays the User’s extension number.

Target Name If the number in the Target Number column was matched in the Contacts

database the relevant Contact Name will be displayed here. If the Target
Number is stored in a User’s personal numbers, ie mobile/home/spare
number, the User's name will be displayed here. For an internal call this will
be the name of the User or Department that was called.

Target Number Displays the number that was dialled.
Call Duration Displays the total time for this call, including ring time.
Connected Time Displays the total time that this call was connected.

A speaker icon displayed in the final column indicates that the call was recorded. Click on the icon to
listen to the recording. For further information please refer to the Accessing Call Recordings section
from page 14.

Further data about each call can be viewed by selecting the date and time under the Date Time column.
This will display the standard drill-down report for the selected call. Please refer to the Standard Drill
Down Report section from page 76 for further details.

Overview by User Concise

This report is an alternative to the Overview By User report in that it does not provide reporting on
abandoned inbound calls. Please refer to the Overview by User section from page 64 for details on how
to use this report.

Overview By User Concise
For: All
Dates: From: 2018-08-01, To: 2018-08-31
Time Filter: between '00:00:00° AND '23:59:59'
Tl ~_lIL

Inbound Outbound Dial Tone
Name Total Total Dir Dept Picked Ans VM Talk AvgTalk MaxTalk AvgRing Total Unans Talk AvgTalk MaxTalk Calls Time
Calls Calls Up ___ Time Time Time Time Time Time Time
Angela Collins - 2001 716 668 1 667 0 668 0 56:50:57 00:05:06 00:28:20  00:00:04 48 0 02:32:37 00:03:11 00:18:46 0 00:00:00
Michael Smith - 2003 597 540 S5 535 0 540 0 62:52:38 00:06:59 00:41:06  00:00:08 57 0 05:57:14 00:06:16  00:31:56 0 00:00:00
Emma Marks - 2002 5521 456 5 451 0 455 0 63:50:48 00:08:24 00:37:30  00:00:06 26 0 08:20:25 00:05:13  00:34:17 0 00:00:00
Rose Barrett - 2004 513 448 6 442 0 448 0 70:29:24 00:09:26  00:39:36  00:00:09 65 0 05:47:16 00:05:21 00:26:26 0 00:00:00
2378 2112 17 2095 02111 _0 254:03:47 00:07:12  00:41:06  00:00:06 266 0 22:37:32 00:05:06 00:34:17 0 00:00:00
Reports
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Auto Attendant Calls Breakdown

This report provides information on calls received via an Auto Attendant and how those calls were
handled. This can be for a specific DDI that routes to an Auto Attendance or for all Auto Attendants
receiving calls within the Report Period.

1 From the list of Call Performance reports select the Auto Attendant Calls Breakdown report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the DDI: field start to enter the number of the DDI you wish to report on and once it
appears in the list select the entry and it will be shown with this field. This list will only give DDIs
that route to Auto Attendants on your system.

DD 01583254000 ><

Fall Tiimas [Py ypu——

Or leave this field blank if you wish to report on all DDI numbers routed to an Auto Attendant and
select Allow Global if this option is displayed.

4 Within the Call Type: option select either Internal or External or both.

Call Type: [] Internal
External

5 Select the Generate Report button and the report will be displayed.

Auto Attendant Calls Breakdown

For: All / 01583254000

Dates: 2018-09-26 (Today)

Time Filter: between "00:00:00° AND "23:59:59'

Attendant Total Total Time In AA Avg Time In AA Max Time In AA Aban in AA Not Handled Handled
01583254000 - 1AA 3 00:00:42 00:00:07 00:00:19 1 1
] 00:00:42 00:00:07 00:00:19 1 1 4

Report Columns

Column Purpose

Attendant Displays the DDI number routing to an Auto Attendant and the name of
that Auto Attendant.

Total Displays the total number of calls received by this Auto Attendant.

Total Time in AA Displays the total time that calls were being handled by the Auto
Attendant

Average Time in AA Displays the average time that calls were being handled by the Auto
Attendant.

Maximum Time in AA | Displays the longest time that a call was being handled by the Auto
Attendant.

Abandoned in AA Displays the number of calls where the caller ended the call before the

Auto Attendant had finished handling the call.

Not Handled Displays the number of calls that were distributed by the Auto
Attendant but were not answered.

Handled Displays the number of calls that were distributed by the Auto
Attendant and were answered.
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Further information on the calls can be obtained as follows:

e Selecting the number in the Aban In AA column will open the Calls Abandoned In AA report
explained in the next section.

e Selecting the number within the Not Handled and Handled columns will give a list of the calls
counted in this category. Please refer to the Standard Drill Down Report section from page 76 for
further details.

e The Departments or Users that received and answered the calls from the Auto Attendant (in other
words the calls counted in the Handled column) can be viewed by selecting an entry within the
Attendant column. This will display the Auto Attendance Call Distribution report.

Auto Attendant Call Distribution

For: 'AA

Dates: From: 2018-09-26, To: 2018-09-26

Time Filter: between "00:00:00" AND *23:59:59"
Filtered on: 01583254000 - !AA

Distributed To Total Total Talk Time Avg Talk Time Max Talk Time
Accounts 1 00:00:30 00:00:30 00:00:30
Sales Support 1 00:00:07 00:00:07 00:00:07
Service Reception 2 00:01:38 00:00:49 00:01:13

4 00:02:15 00:00:28 00:01:13

Column Purpose
Distributed To Displays the Department or User receiving the calls from the Auto Attendant.
Total The number of calls handled by this Department or User.
Total Talk Time The total connection time for the calls.
Average Talk Time The average connection time for the calls.
Maximum Talk Time | The longest connection time for a call.

Calls Abandoned In Auto Attendant

This report provides information on calls that were abandoned before being distributed by the Auto
Attendant. This will be for all Auto Attendants.

1 From the list of Call Performance reports select the Calls Abandoned In AA report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the Call Type: option select either Internal or External or both.

Call Type: [] Internal
External

4  Select the Generate Report button and the report will be displayed.

Calls Abandoned In AA

For: All

Dates: 2018-09-26 (Today)

Time Filter: between "00:00:00" AND "23:59:59"

Attendant Total Under 10s 10-20s 20-30s 30-45s 45-60s Over 60s
2 1 1 0 1) (1] (4]
Reports
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Report Columns

Column Purpose

Attendant Displays the DDI number routing to an Auto Attendant and the name of that Auto
Attendant.

Total Displays the total number of calls abandoned before being distributed by the Auto
Attendant.

Under 10s The number of calls that were abandoned within less that 10 seconds.

10s-20s The number of calls that were abandoned within 10 to 20 seconds.

20s-30s The number of calls that were abandoned within 20 to 30 seconds.

30-45s The number of calls that were abandoned within 30 to 45 seconds.

45-60s The number of calls that were abandoned within 45 to 60 seconds.

Over 60s The number of calls that were abandoned after 60 seconds.

A list of the calls that have been counted for each Auto Attendant can be viewed by selecting the entry
under the Name column. Please refer to the Standard Drill Down Report section from page 76 for
further details.

Contact Report

This report provides information on calls to and/or from a specific external number (assuming the
incoming CLI has been received with the call) or for all calls received from and/or made to numbers
stored within a Contact on the Contacts database. This can be for calls received by or made by a
specific User, received by a specific Department, for User and/or Departments within a Reporting Group
or for all calls.

1
2

3

Reports

From the list of Call Performance reports select the Contact Report.

From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.
Within the Contact field start to enter the name of the Contact you wish to report on and once it
appears in the list select the entry and it will be shown with this field. This will report on all calls
received from and/or made to all numbers stored within the Contact’s entry on the database. If
you wish to report on just one of the Contact’'s number, for example, enter this in the Contact
Number fields below.

Contact: Taron Pjad] X

(s ]
Show: ¢» Contacts

Within the For: field start to enter the name of the User, Department or Reporting Group you wish
to report on and once it appears in the list select the entry and it will be shown with this field.

For: Reception x

-~ -
Show: e Users «%*Departments ﬁ' Reporting Groups

Or leave this field blank to report on all calls received from or made to the above Contact or the
numbers below and select Allow Global if this option is displayed.
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5 If you wish to report on calls to or from a specific number enter this into the Contact Number
fields. Up to six can be entered.

Contact Number 1 |g7723985131 « | Search for up to six numbers

Contact Number 2

Fantact Mumbar 2| |

6 From the Inbound/Outbound list box select Inbound if you wish to report on calls received from
the Contact or numbers entered above or select Outbound to report on calls made to the Contact
or numbers entered above or select Both.

7  Select the Generate Report button and the report will be displayed.

Contact Report

For: (07723985131)
Dates: 2018-09-26 (Today)
Time Filter: between "00:00:00' AND '23:59:59"

Datetime Source Name Source Number Target Name Target Number Extn Name Extn Duration Connected Total Cost
2018-09-26 15:111:13 Craig Wellborough 07723985131 Main 8000 00:00:01 00:00:00 0.00 e
2018-09-26 15:11:22 Craig Wellborough 07723985131 Chris Spencer 2021 Chris Spencer 2021 00:00:36 00:00:29 0.00 @

00:00:37 00:00:29 £0

Report Columns

DateTime Displays the date (yyyy-mm-dd) and time (hh:mm:ss — in 24 hour format) of the
call.
Source Name Displays the name of caller, if available. For an inbound call, if the Number is

matched in the Contacts database the Contact’s name will be displayed, or if the
area code within the Number is matched on your system database the relevant
area of the country will be displayed, or if a User dialled in from one of their
personal numbers, ie mobile/home/spare number, their User name will be
displayed. For an outbound call this will be the name of the User that made the
call.

Source Number | For an inbound call this displays the external number presented with the call. For
an outbound call this will be the extension number of the User that made the call.

Target Name For an inbound call this display the name of the User or Department receiving the
call. For an outbound call this will display the Contact’'s name if the Target
Number is matched in the Contacts database, or if the area code within the
Target Number is matched on your system database the relevant area of the
country will be displayed. If a call has been made to a User’s personal number, ie
mobile/home/spare number, the User's name will be displayed here.

Target Number For an inbound call this displays the User or Department’s extension number. For
an outbound call this displays the external number that was dialled.

Extension Name | For an inbound call this displays the name of the User that answered the call.
Not relevant for a outbound call.

Extension For an inbound call this displays the extension number of the User that answered
the call or ILeaveVoicemail will indicate that the call was answered by the Target
Name's voicemail, ie the User or Department’s voicemail. Not relevant for a
outbound call.

Duration Displays the total duration of the call including ringing and connected time.

Connected Displays the time that this call was connected.
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Cost For an outbound call this displays the gross cost of the call. Not relevant for
inbound calls.

® This icon indicates that the inbound call was answered.

R, This icon indicates that the inbound call was not answered.

© This icon indicates that the outbound call was answered.

© This icon indicates that the outbound call was not answered.

Further data about each call can be viewed by selecting the date and time of the call under the
DateTime column. This will display the standard drill-down report for the selected call. Please refer to
the Standard Drill Down Report section from page 76 for further details.

Outgoing Call Breakdown by Day

This report provides information on how outgoing calls were handled on each day within a Report
Period by giving the total number of calls connected and the amount of time spent on the calls. This
can be for calls made by a specific User or by Users within a Reporting Group.

1 From the list of Call Performance reports select the Outgoing Call Breakdown By Day report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the User or Reporting Group you wish to report on
and once it appears in the list select the entry and it will be shown with this field.

For: Chris Spencer X

~
Show: &» Users #Reporting Groups

Or leave this field blank to report on all outgoing calls received within the Report period and select
Allow Global if this option is displayed.

4 Within the Call Type: option select either Internal or External or both.

Call Type: [] Internal
External

5 Select the Generate Report button and the report will be displayed.

Outgoing Call Breakdown By Day
For: All
Dates: From: 2018-09-17, To: 2018-09-23 (Last Week)
Time Filter: between '00:00:00' AND ‘23:59:59'
Nk mainn~ Call Deaalrdaie Do Nass

interval

Dial Tone

Interval Calls € d Not C d Talk Time Avg Talk Time Max Talk Time Calls Time

Monday 2018-09-17 [T T o7 ooos o ooz o 00:0000
Tuesday20180013 OGN I A MGTCSS I ICCocc MNGOESS 0 000000
Wednesday 2012.0019 | SCHRN I S 0= SN ICCOs 0N MNGOSEOAM 0 | 00:00:00
Tursay 20180020 R I MG IO IGOTEO 0 000000
Friday 2018-09-21 [ T T (otHess I ooz a7 N 002827 o 00:00:00
255 38 09:32:50 00:02:18 00:44:33 0 00:00:00
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Report Columns

Column Purpose

Interval Displays the day of the week and the date.

Calls Connected | Displays the number of outgoing calls that were answered.

Not Connected Displays the number of outgoing calls that were not answered.

Connected

Talk Time Displays the total amount of time spent on the connected calls.

Avg Talk Displays the average amount of time spent on the connected calls.

Max Talk Displays the longest time that a call was connected.

Dial Tone

Calls Displays the number of times that the User(s) went off-hook but didn't make a
call. (This value will only be seen when the Internal Call Type is selected.)

Time Displays the total amount time that the User(s) was off-hook. (This value will

only be seen when the Internal Call Type is selected.)

Drill down is provided for each day listed. Click on the day required and the Outgoing Call Breakdown by
Hour report will be displayed.

Outgoing Call Breakdown by Hour

This report provides information on outgoing calls by grouping the calls by the hour of the day, enabling
comparisons with each hour, giving the total number of calls made within each hour, the number of the
calls that were answered, not answered and the time spent on the calls. This can be for callsto a
specific User, for outbound calls logged against a Department, to Users and/or calls logged against
Departments within a Reporting Group or for all outbound calls within the Report Period. Please note
that a call is logged against a Department when this has been configured for the User making the call,
for information on whether this configuration is relevant on your system please refer to your system
administrator.

1 From the list of Call Performance reports select the Outgoing Call Breakdown By Hour report.

2 From the Report Period list box select the period required or enter the specific dates needed, and
enter an In Time Period if required, as described in the Report Period section from page 25.

3 Within the For: field start to enter the name of the User, Department or Reporting Group you wish
to report on and once it appears in the list select the entry and it will be shown with this field.

For: Ananya Khatri X

~ ~
Show: e Users «#*0ut Depts @ Repaorting Groups

Or leave this field blank to report on all calls made within the Report period and select Allow
Global if this option is displayed.

4 Within the Call Type: option select either Internal or External or both.

Call Type: [] Internal
External

5 Select the Generate Report button and the report will be displayed.
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VA

Outgoing Call Breakdown By Hour
For: All
Dates: From: 2018-09-17, To: 2018-09-23
Time Filter: between '00:00:00' AND "23:59:59'
rall Draslrdaiam D A
intervai
L otconnectea
__Interval _ #Calls Total _ sub3sec __ MaxWait __ AvgWait = MaxTalk _ AvgTalk __ TotalTalk __Total __ MaxWait __ AvgWait
00:00-00:38 -+ -+ ¢ ¢ r |
01:00-01:59 N v N N
02:00-02:59 -+ r +r +r r + [ | |
03:00-03:59 3+ r r +r rr [ 1 |
04:00-04:33 <+ 1 [ | ]
05:00-05:59 (N S v N
06000659 I N S S S N R N N I
PPN [ [ [ T wewe | owew |
00859 I S S S S S S I I
eozss a0 NS IS INOGOGESN IOGOGS MGnSs oS [NOvozs0u oosesonn M N EI MR
meozss 1s [N I NOOOGENN MCGouEsN IOGSscaN MGksssN oSz I M
ieoorszs s N IS OGO INOGO002N MO OO Mozszosn I WS
seoizes  so NS I NNGESGEEN NNOGSe MANGETSH s o N T T
16:00-16:59 CR Sl S 2 S A TSP L RN O | ooooag | oooo0 |
18:00-18:59 A R ] T ooo020 | oooniaz |
N T T T Teew [
20:00-20:59 - ¢+ ¢ r [ | ]
21:00-21:58 <1 o 000010 000010 ooot<4  oootas  oooras NN ITEEEEE TN
22:00-22:59 (N v N S O .
23:00.23:59 - ¢ 1 | | |
335 264 &0 00:00:34 00:00:05 00:24:33 00:02:18 10:07:37 63 00:00:32 00:00:0%
% 788 188

Report Columns

Column Purpose

Interval Displays the hourly time band.

# Calls Displays the total number of calls made.

Connected

Total Displays the number of calls that were answered.
The percentage value at the bottom of this column gives the total number of calls
connected, divided by the total # Calls, expressed as a percentage.

Sub 5 sec Displays the number of calls that were answered but lasted less than 5 seconds.

Max Wait Displays the longest time that it took a call to be answered.

Avg Wait Displays the average time that it took a call to be answered.

Max Talk Displays the longest time that a call was connected.

Avg Talk Displays the average time that a call was connected.

Total Talk Displays the total time spent on all the connected calls.

Not Connected

Total

Max Wait

Displays the number of calls that were not answered.
The percentage value at the bottom of this column gives the total number of calls
not answered, divided by the total # Calls, expressed as a percentage.

Displays the longest time a User waited until the call was terminated before it was
answered.
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Displays the average time that Users waited until the call was terminated before it
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was answered.

A list of the calls that have been counted in each entry under the # Calls, Sub 5 sec and Total
Connected and Not Connected columns can be viewed by selecting the number under the relevant
column. Please refer to the Standard Drill Down Report section from below for further details.

Standard Drill Down Report

Where total numbers of calls are provided within a report, in most instances, these numbers can be
selected and a list of the calls counted are then presented in the following format (unless stated

otherwise).

Date & Time

2018-08-01
08:02:19

20182-N2-N1

Source

01924406431

N141233408R6A

VAT Gross
Cost

Destination Extension Forwarded By  Ringing Connected Net

Cost

Emma Marks 00:02:39 00:06:10 0.00 0.00 0.00

2002

Main
8000

Main Emma Mark an-nN2-4% 0n-16:23 non nnn non

Date & Time

2018-08-03

09:47:55 2004

L 2018-08-03

Source

Rose Barrett

Michael Smith

VAT Gross
Cost

Ringing Connected Net
Cost

Destination Extension Forwarded By

Conglomo PLC 00:00:01 00:01:02 0.03 0.00 0.03

02084817767
00:00:07 00:04:40

02084817767 0.14 0.02 017

Date & Time

Displays the date (yyyy-mm-dd) and time(hh:mm:ss — in 24 hour format) that the
calls was made or received. Further information about the call can be obtained by
selecting the entry in this column, please refer to the Calls In Today and Calls Out
Today section from page 8 for further details.

Source

Displays for:

Outbound and Internal calls - the name and extension number of the User who
made the call

Inbound calls - the number presented with the call. If the number is matched in the
Contacts database the Contact’'s name will be displayed too, or if the area code
within the Number is matched on your system database the relevant area of the
country will be displayed, or if the call was received from a User’s personal number,
eg mobile/home/spare number, the User's name will be displayed. If a number
was not presented with the call this column will be blank.

Destination

Displays for:

Outbound calls — the number dialled by the User. If the number is matched in the
Contacts database the Contact’s name will be displayed too, or if the area code
within the Number is matched on your system database the relevant area of the
country will be displayed, or if the call was made to a User’s personal number, eg
mobile/home/spare number, the User's name will be displayed.

Inbound and Internal calls - the name of the User or Department the call was made
to.

Extension

Forwarded By

76

For an inbound call or internal call this column will display the name and extension
number of the User that answered the call. Thereby displaying who answered a
call to a Department or whether the User answered his/her own call or which User
picked up the call or which User the call was forwarded to, if relevant. Alternatively,
if the call was routed to voicemail, ILeaveVoicemail will indicate that voicemail
answered the call.

If an outgoing call was made as a result of a forwarded call, the User with the
forwarding set would be displayed in this column.
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Vision User Manual v1.8 1020/2




Splicecom 55

Ringing The total time that this call was ringing before connected

Connected Displays the amount of time spent on the call from the call being answered to the
call ending

Net Cost Displays the total cost of these calls, including the Uplift if relevant, before VAT is
added.

VAT Displays the VAT cost of these calls.

Total Cost Displays the total cost of these calls after VAT has been added.

A speaker icon displayed in the final column indicates that the call was recorded. Click on the icon to

listen

to the recording. For further information please refer to the Accessing Call Recordings section

from page 14.

Scheduled Reports

The Scheduled Reports facility allows a Report to be sent as HTML to a specified email account.
Please note that the email functionality must have been previously configured on your system - please
refer to your system administrator for further details.

1

2

b

o

Reports

Within the Vision Portal, click on the Settings button and from the list | e
displayed select Report Admin and then Scheduled Reports. Managers |
Select the Add Button. H P e
The list of Reports available will be displayed. e

Select the type of Report to be sent.
The Select Scheduled Report Criteria screen will be displayed Call Alarms

Select the Report Period and, if necessary, the In Time Period required. Mobility

If the For field is displayed, enter the User or Department or Company or | cail Centre o

Reporting Group to be reported on.
Alternatively, to report on all data, if Allow Global Reporting is enabled leave

this field blank, otherwise tick Allow Global, if shown, and leave this field = —
eSame DayasitisRun *
blank. r

Complete any other fields that are available for the specific report. Previous Day

(Please note that for a Cost Analysis report the Uplift and VAT fields will The Same Week

only be available if these values have been entered on your system. Please E[E::gzz ;f;ﬁ;s |
refer to your system administrator for further details.) Previous 60 Days L
Select the options required to determine when the report is to be sent. Previous 90 Days

In the Send to: field enter the email address of where the report is to be ¥:: E::E \"{“‘e‘;‘:‘h

sent. Multiple email addresses can be entered, separated by a comma. The Previous Week

(By default, the email address configured in the Manager’s account is The Previous Month
entered here, but this can be removed if necessary.)
If the report is to be attached as a CSV and/or PDF tick these options.
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Select Scheduled Report Criteria

Report Type: Itemised Cost Report

Report Period | The Previous Month v ‘

In Time Period |0000 ‘to ‘ 2359 ‘ hhmm (24hr)

For: | SPDR Exhibition |

Allow Global: O

Show: a Users 3Dcpartments "Companies # Reporting Groups

Account Code: | ‘

Uplift % s | VAT %] 20 |
Send the report on these dates: | First Day of the Month V|
Send the report at the following time:

Send to: | clare@bluebirdgraphics.com
Attach CSV: [l

Attach PDF:

Set Scheduled Report H Cancel ‘

10  Select the Set Scheduled Report button.
The new entry will be listed in the Scheduled Reports list sorted by the Time column.

Scheduled Reports
Set up reports to be automatically emailed to you

Existing reports

Email _______[Report _____Jror _________lForPeriod ___[onDays_______[TimelEdit/Run Now
clare@bluebirdgraphics.com Itemised Cost SPDR Exhibition The Previous Month First Day of the Month 08:00 [g=3 -
Report [group]
Add

The Scheduled Report can be tested or sent immediately at any time via the Run Now . m
button. ﬂm .

The reports will be sent with the email subject as
“Vision Report for [user/department/company/reporting group selected][report name]”.

Edit a Scheduled Report

1  Within the Vision Portal, click on the Settings button and from the list displayed select Report
Admin and then Scheduled Reports.
The Scheduled Reports list will be displayed, sorted by the Time column.

2 Use the Previous Page and Next Page links to find the Scheduled Report you require, if relevant
3 Click on the Edit button beside the Schedule Report you wish to edit. E
4 Click on the Change Report link at the top right hand side, if you wish to change the Report

type.

Select Scheduled Report Criteria

Report Type: Itemised Cost Report change report
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5 Make any other changes required to the Report criteria.
6 Select Update.

Delete a Scheduled Report

1  Within the Vision Portal, click on the Settings button and from the list displayed select

Report Admin and then Scheduled Reports.

The Scheduled Reports list will be displayed, sorted by the Time column.
2 Use the Previous Page and Next Page links to find the Scheduled Report required, if relevant.
3 Click on the Edit button beside the Schedule Report to be edited. E
4  Select the Delete button at the bottom and OK to confirm the deletion.

Scheduled Report ownership

You will only be able to edit a Scheduled Report that you have created, unless you have Configure
Manager rights. The Administrator or a Manager with Configure Manager rights can edit all Scheduled
Reports. All Managers will be able to see the scheduled reports but the Edit button will only be available
on a Scheduled Report you have created, unless you have Configure Manager rights.

Existing reports

email —— lRepot ———— Jor —— rorPerios Jonbays [rime a|

clare@splicecom.com  Frequently Called Destinations  Exhibition costings [group]  The Previous Month  First Day of the Month  08:00

Jjane@splicecom.com Total Cost By Account Code Previous Day Every Day 09:00
alison@splicecom.com  Frequently Called Destinations Previous 7 Days Every Monday 09:00 E
Add

My Reports

The My Reports button will display all reports by default. However, you can

specify the reports that you use on a regular basis and highlight them as a MylRepons
favourite report. The My Reports page will then only display those favourite

reports. To access a report not in the favourites list, select the Capacity Planning or Cost Analysis or
Call Performance button to view all the reports within that category.

Create a favourite report

1 Within the Vision portal select the My Reports button to view all the reports.

2 Hoverthe mouse over the report reqwred. e — .
A gO|d S'[al' W|th a gl’een add Icon W|” appear Incoming calls to a department or group of departments. See
. h ickly th d, h dand
3  Click on the gold star. [yt

Incoming Call Response

Incoming calls to a department or group of departments. See
how quickly they were answered, how many were missed and
how many went to voicemail

This report will now be displayed permanently with a
gold star

4 Click on the My Reports button and the favourite report will be displayed within this list.
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Peak Trunk Group Usage <
Measure your overall trunk capacity by Trunk Group

Top Outgoing Call Users By Cost ¢

5
@

See which users are spending most on cutgoing calls

Total Cost By Account Code C

A breakdown of call costs by account

Most Expensive Calls C

@
@

See where the most expensive calls were made and view who
made them

Abandoned Calls Overview {
Identify which Users/Departments are losing calls

Forwarded Calls Cost By User {
See which users are responsible for forwarded call costs

@
B

Incoming Call Response <
Incoming calls to a department or group of departments. See
how quickly they were answered, how many were missed and
how many went to voicemail

b

Remove a favourite report

1 Click on the My Reports button.
2 Hover the mouse over the report to be removed.

The gold star will be display with a red delete icon. Lol S e L
3 CIle on the g0|d Star how qumgklytheywer:answered‘ hgowr:anyw:remissed. and

how many went to voicemail

The report will be removed from My Reports.

If no reports are selected as favourite reports, the My Reports page will return to the default of
displaying every report.

Quick Reports

Quick reports enable you to save regularly used criteria in a report for use again and again.

1  While creating a Report select Save these criteria to my quick reports?
2 The “Please enter a name for this report:” text box will be displayed. Enter the name you wish to
use to identify this quick report

Sawve these critéria to my quick reports?

Please enter a name for this report:
P Catalogue sales

3 Select the Generate Report button.
The report will be created and the criteria used will be saved for future use.

To use a Quick Report perform the following:

1 Select the report you wish to create.
The Quick Reports saved with this report will be displayed at the top right hand corner.

Quick Reports

£ Catalogue sales

2  Select the Quick Report required.
A report using the criteria saved in the Quick Report will be created.
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Remove a Quick Report

1  Select the report containing the Quick Report.
The Quick Reports saved with this report will be displayed at the top right hand corner
2  Click on the Remove icon & to the left of the Quick Report name and OK to confirm the deletion.

Call Alarms

If you have been given the rights to configure Call Alarms this option will be available within Settings.
This feature enables Vision to be configured to send an email in the event of an exceptional number of
calls or call duration or calls to a specific destination which might indicate the system is a target of
fraud. All outbound ISDN and SIP trunks can also be closed down at the same time to stop all
outbound calls. Please refer to your system administrator for further details.

Wallboards

A Vision Wallboard is a web page that can be displayed via a web browser on a small or large
mobile/tablet/PC screen/monitor and can be set up to display live call data to monitor Departmental or
an individual's call performance. Please note that if the Wallboards option is not available you have not
been given access to this facility, please refer to your system administrator for further details.

The number of Wallboards that can be viewed at any one time is controlled by the number of licences
available on your system. If you are presented with a message similar to the following, please refer to
your System Administrator for further details.

P http://192.168.0.32
ERROR You have exceeded the number of licenses available. You are
using 2 and have 1

Creating a Wallboard

1  Within the Vision portal, click on the View button and select Wallboards. i

Wallboards
L | ]

Wallboard List
Wallboard Name Owner Settings View

Add additional board

2 Click on Add additional board.
3 Inthe Name field enter the text that will be used to identify this wallboard.
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4  All Wallboard panels reset at 12.01 am each day, however this can be amended via the Reset

Time field. Enter the time that this wallboard should be reset in hhmm format, eg 0200.

Edit Wallboard

Name ‘Reception whb ‘

Reset Time (hhmm) ‘ 0200 ‘

‘ Update H Delete H Cancel ‘

5 Click on Update. The new wallboard will now be listed.

Wallboard List

Wallboard Mame Owner Settings View
Reception wb ABrown E

Add additional board

Design a Wallboard

1

82

Once the wallboard has been created as explained above, click on the View icon beside
the Wallboard to be constructed.

The wallboard will open but will be blank. A padlock icon is displayed at the bottom right m
hand corner of the page.

(Please note the URL of the wallboard displayed in the address bar of your browser and the
wallboard'’s reference number, eg ?wb=2.)

Click on the padlock and two additional icons will be displayed:

and borders on all the panels by selecting this icon.

Add - this icon will enable you to choose a panel to add to your wallboard.

+

E Toggle Borders - once you have designed your wallboard you can remove the title bar
E Padlock - click on this icon to lock the wallboard and changes to the design cannot be

made accidentally,

(Please note that you will only be able to unlock a wallboard if you are logged in as the Manager
that created the wallboard, a Manager account that has Configure Manager rights, or the
Administrator.)

Click on the Add icon and the Add New Panel screen will be displayed.
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Add New Panel

Select Which Panel Type You Require:

Bjém
Sigurdsson
Cutnmer
0

Qeuing Calls

Statistic Panel BLF Panel

Tihonr

scroll s

Ticker Panel

You can now decide which type of panel you wish to create.

Statistic Panel This panel will enable you to view call information, such as the number of calls
gueuing, maximum ring time and so on.

BLF Panel This panel can be used to display BLF information for specific Users and
Departments, such as busy, DND, logout and so on.

Report Panel A real time report on call information can be displayed on the wall board. Full details
of the reports available are listed in the Reports section from page 21.

Web Panel This panel will enable a web page to be displayed on the wallboard. This useful for
displaying information available on the company’s intranet or, for example, financial
information available on an external website.

Ticker Panel This enables a custom message to be displayed on the wallboard. This text can
remain static on the panel or can scroll around at a variety of speeds.

Please note that if further Panel Types are displayed, Vision Call Centre is running on your system and
your Manager account has been given rights to use these panels. Please refer to the Vision Call Centre
section from page 95 for further information.

Working with a Panel

« When you add a panel, it will appear at the top left hand side of the wallboard. (Please note that if
an existing Panel is already in this position your new Panel will appear on top of this existing Panel.
Click and drag the panel to the required position.)

« Click and drag on the panel to move it to the position required.

« Click and drag on the bottom right hand corner of the panel to resize it. (A refresh of the browser
will be required after a panel has been resized.)

« You can add as many panels as the screen presenting the wallboard can display.

Edit a Panel

1 Click on the Information icon @ at the top right of the relevant panel and the panel configuration
form will be displayed.
2 Make the changes required.
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3 Click on OK to save the changes or Cancel to discard the changes.

Delete a Panel

1 Click on the Close icon at the top left hand corner of the panel. n
2 Select OK to delete the panel or Cancel to abandon this request.

Lock a Wallboard

When the wallboard design is complete click on the Padlock icon to ensure changes are not E
made by mistake.

Statistic Panel

The Statistic Panel will enable you to view call information such as the number of calls queuing, busiest
User, average wait and so on for a Department, User or Reporting Group.

1 From the Add New Panel screen click on Statistic Panel and the panel configuration form will
appear.

Panel Type Current Queuing

For Departments =

CEEE———

Flash When Alerting m Background Background Text Colour .

Wam when value is - w Waming . Waming Text Colour .
Alert when value is - w Alert Alerting Text Colour .
Show Name Top a Gradient Effect m

Show Title Top =

Refresh Period m

2 From the Panel Type list box select one of the following statistics:

® Current Queuing
Total In

Total Abandoned

% In Voicemail
Busiest User By Calls
Busiest User By Time
Total Cost

Users in DND
Current Connected
Current Average Wait

Current Longest Wait

ime Since Last Call
Total Out

Total Out Answered
Total Out Abandoned
< Out Abandoned

% Out Answered

Total Out Connected > 30s
Unread Voicemails
Lost Abandoned Calls
Average Talk Time In
Average Talk Time Out
Total Attendant Calls
Total In And Out

Clock
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(Please note that if the Statistic Panel dialogue box gives you the ability to choose a Panel Type
Group - Standard Panels, Agent Panels or Queue Panels, Vision Call Centre is running on your
system and your Manager account has been given rights to use these panels. The panels listed
above will be available if you select Standard Panels.)

3 From the For list box select the type of entry you wish to monitor — dependent on the statistic
chosen above this will be Departments, Users or Report Groups, or a combination of the three.
Click in the Search box below the For list box.

Start to type the first few of letters of the User, Department or Report Group you wish to search
for. A list of the available options from the system database will be displayed.

Click on the User, Department or Report Group required

The following options can then be configured if required.

o b~

N o

Background Click on the coloured square beside Background to access
the Colour Panel. Click on the colour required for your panel. €3
Click on the Close icon when ready.

Background Text Click on the coloured square beside Background Text Colour to
Colour access the Colour Panel. Click on the colour required for the text on
your panel. Click on the Close icon when ready.

Flash when Alerting If alerting has been set below this option will determine whether the
panel will flash or stay static when an alert is received. Select either
Yes or No.

Warn when value is This option can be used to display the panel in a different colour to
warn, for example, if the number of calls queuing for a Department
has gone above a certain value or the number of new voicemail
messages has reached a certain value and so on.

Firstly, from the list box select < (less than) or > (greater than). Then
in the text box enter the value to be compared.

Choose Alert Sound Click on this icon to open the Choose Alert Sound dialogue box. From
I?]p the Tunes list box select the mp3 file to be played when the Warn
Ml - disabled value reaches the number specified.

|:[:] bled Click on the Play icon to hear a sample of the mp3 file. E

Ml = enable
Select Enable to assign this sound to the Warn value. (Select Disable
to remove this if required.)

This list will display the 10 pre-loaded mp3 files by default, however
custom mp3 files can be uploaded to your system, please refer to
your System Administrator for further details.

Warning Click on the coloured square beside Warning to access the Colour
Panel. Click on the colour required for the panel when the Warning
value has been reached. Click on the Close icon when ready.

Warning Text Colour Click on the coloured square beside Warning Text Colour to access
the Colour Panel. Click on the colour required for the text on your
panel when the Warning value has been reached. Click on the Close
icon when ready.
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This option can be used to display the panel in a different colour to
alert, for example, if the number of calls queuing for a Department
has gone above a certain value or the number of new voicemail
messages has reached a certain value and so on.

Firstly, from the list box select < (less than) or > (greater than). Then
in the text box enter the value to be compared.

Choose Alert Sound
Ml = disabled

D:'] = enabled

Click on this icon to open the Choose Alert Sound dialogue box. From
the Tunes list box select the mp3 file to be played when the Alert
value reaches the number specified.

Click on the Play icon to hear a sample of the mp3 file. E

Select Enable to assign this sound to the Alert value. (Select Disable
to remove this if required.)

This list will display the 10 pre-loaded mp3 files by default, however
custom mp3 files can be uploaded to your system, please refer to
your System Administrator for further details.

Alert

Click on the coloured square beside Alert to access the Colour Panel.
Click on the colour required for the panel when the Alert value has
been reached. Click on the Close icon when ready.

Alert Text Colour

Click on the coloured square beside Alert Text Colour to

access the Colour Panel. Click on the colour required for the [ ]
text on your panel when the Alert value has been reached.

Click on the Close icon when ready.

Gradient Effect

From this list select the amount of gradient shading required on the
panel. 0 =no gradient shading.

Show Name This will determine where on the panel the name of the User,
Department or Reporting Group will be displayed on the panel. Select
Top, Bottom, Left, Right or No.

Show Title This will determine where on the panel the title of the panel will be

displayed. Select Top, Bottom, Left, Right or No.

Refresh Period

This will determine the frequency, in seconds, that the tile will
refresh.

Min Duration(s)

Available with Today’s Abandoned Calls panel type. Enter the
minimum number of seconds the call is ring before it is displayed in
the panel.

Direction of Calls

Available with some panel types. Select All Calls, Outgoing Only or
Incoming Only.

Type of Call

Available with some panel types. From the list box select to display
All Calls or Internal only or External only.
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Current Queuing

For Departments

IT Support

Flash When Alerting

Wamn when value is w
Alert when value is D_'I Alert

Show Name Top
Show Title Top

Refresh Period

(type to search)

Background . Background Text Golour

Waming Waming Text Colour .

Alerting Text Golour .

Gradient Effect m

Cancel

8 Select Add when ready

x Current Queuving - M Suppo..

Current Queuing @
IT Support

Panel Reports

The following Panel Types have been enabled with the ability to create a report on the information
displayed. Double click on the panel to display the relevant report.

Total In

Total Abandoned
Total Voicemail
Total Answered

% In Answered

% In Abandoned

% In Voicemail
Busiest User by Calls
Busiest User by Time
Total Cost
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Total Out

Total Out Answered

Total Out Abandoned

% Out Abandoned

% Out Answered

Total Out Connected > 30s
Total In and Out
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Total Attendant Calls panel

When creating a Total Attendant Calls panel, the For: field must contain the same path as entered in the
Translate To field of the DDI plan entry for the relevant auto attendant or extended attendant, similar to
this example. Please refer to your System Administrator for further details.

Panel Type Total Attendant Calls =

For IAutoAttendant

(type to se

BLF Panel

A BLF Panel will display BLF information for specific Users and Departments that are added to the
panel as follows.

1 From the Add New Panel screen click on BLF Panel and the Search For Users/Departments
screen will be displayed

2 Inthe search box at the top left hand side, enter the first few letters of the User or Department
you wish to search for and the list below will populate with the entries from the system database
matching your search.

Search For Users/Departments Users/Departments you are monitoring

Aaron Blisset
Alice Barker
Alison Brown

Ananya Khatri

Andy Crown

Angela Collins

Hide logged out users . Tile size m Gradient Effect m
Show extended status .

3 Click on the name required and this entry will be added to the “Users/Departments you are
monitoring” list on the right hand side.
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Users/Departments you are monitoring

Marie Swallow

Michael Smith

Adrian Deeney

Caral Wright

Marcus O'Rorke

4  The following options can then be configured if required.

Remove an entry

To remove an entry from the “Users/Departments you are monitoring”
list, click on the relevant entry within this list and it will disappear

Hide logged out users

When a User is not logged on to their handset this User will not be
displayed within the BLF Panel.

Show extended status

Display a User’s Out of Office status.

Tile size

Choose between Small, Medium or Large.

Gradient effect

Specify the amount of gradient shading required on this panel. 0 =no
gradient effect.

5 Select Add when ready.

BLF Panel

BLF Status

The tiles within a BLF panel will display the User’s or Department’s status:

Green Available

Yellow Receiving a call

Red On a call
Blue The User has Do Not Disturb set
Grey The User is not logged on to any handset/soft phone.
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BLF Information

To This will show who the User is currently on a call to — displaying the name of the caller
or the person called (if known by the system), the number called or dialled; or whether
the user is leaving a message for a colleague (!LeaveVoicemail) or accessing their own
voicemail (!CollectVoicemail).

Messages | This will display the number of new messages that this User has received and not yet
listened to.

Report Panel

A Report Panel allows a real time report on specific call information to be displayed on a wall board.

1 From the Add New Panel screen select Report Panel, the panel configuration form will be
displayed.
2 From the Vision Report list box select the report required.

Full details on these reports are available in the Reports section from page 21. Please note that if
you are also given the ability to create a panel based on a Call Centre report, Vision Call Centre is
running on your system and your Manager account has been given rights to use these reports.
Please refer to the Vision Call Centre section from page 95.

3 From the For list box select the type of entry you wish to report on - Departments, Users or Report
Groups (depending on the type of report selected).

4  Click in the Search box below the For list box.

5 Start to type the first few of letters of the User, Department or Report Group you wish to search
for. A list of the available options from the system database will be displayed.

6 Click on the User, Department or Report Group required

7 From the Display Options list box select the style of graph required, eg Graph, Table or
Graph + Table (depending on the type of report selected).

Vision Report Incoming Call Response

For Departments

Support

Display options Graph + Table

8 Select Add when ready
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Vision Report

Report: INncoming Call Response, For Support (8002) | pate Range: Today

Incoming Call Response - Answered Calls
= Total Voicemail

— Total Abandonad
2

00:00-00:5

Interval

<10 <08 <0 <ass <os T
Interval Total Max Ans Aban % ans Ans Aban % ans Ans Aban % ans Ans Aban % ans Ans Aban % ans Ans Aban % Total % Tofal %
a ans

00:00-00:59
01:00-01:59

02:00-02:59

03:00-03:59

04:00-04:59

05:00-05:59

06:00-06:59

07:00-07:59

08:00-08:59

09:00-09:59

10:00-10:59

o058 4 1 (1 [0 100000 1 [ o [1o00.00 NN WGMGEGE 1+ o 10000 1 | 0 [00.00
12:0012:59

13:00-13:59

Web Panel

The Web Panel allows you to display a web page on a Wallboard. This useful for displaying information
available on the company’s intranet or, for example, financial information available on an external
website.

1 Fromthe Add New Panel screen click on Web Panel and the panel configuration form will appear.

2  Enter the URL for the web site required, eg http://www.splicecom.com

3 From the Refresh rate (s) list box select the frequency that you wish the web page to refresh, eg
120 seconds

Please enter the URL you require http://www.splicecom.com
Refresh rate (s) m

Cancel

4  Select Add when ready

Ticker Panel

This panel enables a custom message to be displayed on the wallboard. This text can remain static on
the panel or can scroll around at a variety of speeds.

1 From the Add New Panel screen click on Ticker Panel and the panel configuration form will
appear.
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2 Inthe Ticker Message box enter the text to be displayed within the Ticker panel.
Special characters such as quotation marks, exclamation mark, at symbol and so on are

supported.

3 The following options can then be configured if required.

Background Click on the coloured square beside Background to access the
Colour Panel. Click on the colour required for the panel. Click on the [
Close icon when ready.

Text Colour Click on the coloured square beside Text Colour to access the Colour Panel.

Click on the colour required for the text on the panel. Click on the Close icon
when ready.

Gradient Effect

Select the amount of gradient shading required on the panel. 0 = no gradient
effect.

Scroll Speed

Select the speed for the text to scroll around the panel. 0 = no scrolling (the
text will remain static on the panel).

Ticker

Target today £125K. Targéx

Managing Wallboards

Wallboard Ownership

You become the owner of any Wallboard that you create. Only you, the Administrator and a Manager
with Configure Manager rights can amend and delete the wallboard.

The Wallboard List page will only display the wallboards that you own, unless you have Configure
Manager rights. However, any Manager can open and view a wallboard that they do not own via the
Wallboard’s URL, but they will be unable to amend it.

Edit a Wallboard

Change a Wallboard name

1 Within the Vision portal, click on the View button and select Wallboards.
2  Click on the Edit icon beside the Wallboard you wish to amend. E
3 Within the Edit Wallboard page make the changes to Name as required.

Edit Wallboard

Name

Reset Time (hhmm) o200

Front Reception wb|

‘ Update H Delete H Cancel ‘

4  Select Update to save the changes, or Cancel to discard the changes

92
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Change the Wallboard reset time

All Wallboard panels reset at 12.01 am each day, however this can be amended via the Wallboard's
Settings as follows.

1 Within the Vision portal, click on the View button and select Wallboards.

2 Click on the Edit icon beside the Wallboard you wish to amend.

3 Within the Edit Wallboard page, within the Reset Time field enter the time that this wallboard
should be reset in hhmm format, eg 0200.

Edit Wallboard

Name Reception wb

Reset Time (hhmm) p200

| Update H Delete || Cancel |

4  Select Update when ready.

Copy a Wallboard

If you wish to create a wallboard based on an existing wallboard, this can be copied as follows:

1 Within the Vision portal, click on the View button and select Wallboards.

2 Within the Wallboard List page, click on the Edit icon beside the Wallboard you wish to copy.

3 Under the Copy Wallboard section, within the New Name field enter the text you wish to use as
the name for the new wallboard.

Edit Wallboard

Name Reception wb

Reset Time (hhmm)

‘ Update H Delete || Cancel |

Copy Wallboard

Name Reception wb

New Name |Service Reception wb

4 Select the Copy button.
The new wallboard will be displayed within the Wallboard List and be amended as follows.

Delete a Wallboard

1  Within the Vision portal, click on the View button and select Wallboards.
2  Click on the Edit icon beside the Wallboard you wish to delete.
3 Select Delete and OK to confirm this request.

The wallboard list will be displayed and the wallboard will be deleted.
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Viewing a Wallboard

You must have the log in details of a Manager account in order to view a wallboard. If you already have
a Manager account that you use to open the Vision portal you can use these log in details, otherwise
please refer to the system administrator for the log in information to use. Please note that the
information that you will be able to see on the wallboard will be dependent on the permissions given to
the Manager account.

There are three ways to access and view a wallboard as follows:

Via the Vision portal

1 Within the Vision portal, click on the View button and select Wallboards.
The list of wallboards that the Manager owns will be listed.

2  Click on the View icon beside the wallboard required.
The Wallboard will be displayed.

bd

Directly via a web browser

Each wallboard is given a reference number, eg wb=3, which is used to access the particular wallboard.
This number is assigned when the wallboard is created and can be seen within the URL displayed in the
address bar of the browser when the wallboard is viewed. The first wallboard to be created is given a
reference of 1 and the next 2 and so on. This reference is used to access the wallboard via a browser
on a PC connected to the Vision server using the following link:

http://lip address of the vision server]/vision/VisionLive/?wb=[wallboard no]
eg http://192.168.0.251/vision/VisionLive/?wb=1

At the log in prompt enter the relevant Manager account’s User Name and Password. If this Manager
does not own the wallboard it cannot be amended. The padlock icon will not be available.
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Vision Call Centre

If Vision Call Centre is running on your system and you have been given the relevant rights, additional
functionality will be available within the Vision portal as described in the following sections.

Building on the standard Vision Reports package, Vision Call Centre provides
36 further reports which focus on delivering the detailed and summary
information that are required to effectively measure and manage the inbound

call centre.

If the Queues, Agents, Completion Codes, Not Available codes and SLA levels

links are displayed under Settings you have been given the rights to configure | Settings

these features. Please refer to your system administrator for further details. Report Admin v I
CH

Call Centre &

Queues

Agents

Completion Codes

Mot Available Codes |
SLA Levels

Vision Call Centre
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Vision Call Centre Reports

Click on the Call Centre button to access the Call Centre reports. These will
only be available if your Manager account has been given Manage as Queue
and Manage as Agent rights for the relevant Agents and Queues you wish to
monitor. (Please refer to your system administrator for further details.)

Call Queue Completion Codes Per Agent By Queue
See a breakdown of which completion codes an agen used
ch queues they used Lhean Tor

vl wi

Queue Completion Codes Per Agent By Code

See which completion codes were used

Queue Activity
A breakdowmn of calls wo quewes and the time Laken Lo handle
them

Queue Activity Summary
Asumimary of Calls o queues and the Lime Laken 1o handle
them

Queue Traffic

Display & breakdawn of all call deLails lfor quaues induding
abandoned calls

Queuve Call Progress Summary

Asumimary of the call handing lor guewss.

Group Activity

Sae delails of calls handled by a group of agents

Agent Call Activity

Sherws cheLails of all calls adssgned o an Agenl per AgenL

Agent Utilisation
A breakdown of time in states divided ino logged in periods

Agent Not Available Time

An agent breakdown of time spant in a not available siae

Agent Group Performance

Asumimany of the performance of a group of agenls

Agent Queue Activity Summary
Aswmimary of Calls assigned Lo an agent broken down by
wihich queves they were for

Abandoned Summary

Asummary of abandoned calls Lo & queue

Agent Availability Report By Day
Campare and analyse breakdowm of how agents spent their
day

Agent Availability Report By Month
Campare and analyse breakdowm of how agent
Lirie owesr & madlh

Incoming Response SLA

A summary of ming calls o a queue and how elfectively
Lhey were answeared o abandoned againsl configurable SLA
Lirmefrarids

Incoming Call Breakdown By Day With SLA
Sae how incarming call ralfic varies on a day by day Dasis
with SLA

Incoming Call Breakdown By Month With SLA
Sae how incarming call ralfic varies on a manth by moanth
basis with SLA

Outgoing Completion Codes By Agent

See cormpletion codes lor oulgoing calls soried by agent

Queue Completion Codes By Queue
See which completion codes were used for dilferent gueuss

Queue Completion Codes Per DDI By Code

See which completion codes were used

Queue Summary by Agent
A swmimary of Call handling lor quewes, broken down by
agenl.

Queue Activity Trend
Display the number of Lasks that are allocated over a Lims
periad v idemily call trends

Queuve Traffic Summary

Display & surmmary ol all call delails for quauss inchuding
abandoned calls

Service Lewels Per Queue

Sae how many Calls were allocated and cormpleled within
service [evel Largeis.

Group Activity By Queue
See delails of calls handled by a group of agents broken
down by quene

Agent Efficiency

Sae a breakdown of Lhe elficency of agent call handiing

Agent Utilisation Summary
A summary of durstion agents have spent in particular
slales

Agent Activity

Shevws a surmmary of calls sssigned e an Agent

Agent Queue Activity
A breakdown of calls assigned Lo an agent braken down by
wihich queves they were for

Abandoned Calls

A breakdown of abandoned calls Lo a queue

Calls To Voicemail

A breakdown of calls to 2 queus thal went 1o vaicermail

Agent Availability Report By Week
Campare and analyse breakdowm of how agents spent their
Lirme over & week

Contact Response
Identify inbound call respanse perfarmance for a partioula
inbound caller

Incoming Call Breakdown By Hour With 5LA

See pverall incoming call wallic for a given periad

Incoming Call Breakdown By Week With 5LA
Sae how incarming call ralfic varies on & week by week basis
with SLA

Outgoing Completion Codes By Queue

See cormpletion codes lor oulgoing calls soried by quews

Outgoing Completion Codes By Day

Sae daily summany of oulbound completion codes,

Call Centre

The following gives detail of each Call Centre report. For information on working and managing your
reports please refer to the Reports section from page 21.
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Call Queue Completion Codes Per Agent By Queue

This report shows a breakdown of which Completion Codes were selected by an Agent for all Queues or

a specific Queue.

Call Queue Completion Codes Per Agent By Queue

For: All Queues
Dates: Last 90 Days
Time Filter: between '00:00"° AND '23:59'

Adam Houston
Support

Code Nama Total Handled AVG Handle Time Max Handle Time Total Connected Time
Gone Fishing 1 00:00.06 00:00:06 00:00:06
1 00:00:03 00:00:06 00:00:06
Bob Geddes
Support
Code Name Total Handled AVG Handle Time Max Handle Time Total Connected Time
Enguiry 1 00:03:45 00:03:46 00:03:45
Gone Fishing 12 00:01:43 00:05:16 00:20:37
Merry Christmas 5 00:03:03 00:07:24 00:15:13
18 00:02:08 00:07:24 00:39:36
Charles Huggett
Support
Code Name Total Handled AVG Handle Time Max Handle Time Total Connected Time
Enguiry 4 00:03:09 00:10:14 00:12:36
Existing lssue 5 00:06:14 00:12:56 00:31:12
Gone Fishing A 00:08:30 01:02:34 04:23:21
Merry Christmas 29 00:07:37 00:2%:48 03:40:55
69 00:05:06 01:02:34 08:48:04
Paul Southwell
Support
Code Name Total Handled AVG Handle Time Max Handle Time Total Connected Time
Enguiry 13 00:03:51 00:07:02 00:50:01
Existing lssue 10 00:04:12 00:07:47 00:41:55
Gone Fishing 11 00:02:18 00:09:09 00:25:13
Merry Christmas A1 00:04:03 00:19:52 00:44:38
New Issue i} 00:05:13 00:18:08 00:26:03
50 00:03:16 00:19:52 03:07:50
Rakesh Patel
Support
Code Nama Total Handled AVG Handle Time Max Handle Time Total Connected Time
Enquiry 2 00:09:25 00:13:42 00:18:50
Gone Fishing (] 00:02:33 00:06:51 00:15:18
8 00:05:58 00:13:42 00:34:08

Configuration Options

Report Period

Select from 10 pre-sets or Custom start date - end date

Start Date

Select date from drop down Calendar

End Date

Select date from drop down Calendar

In Time Period

Enter Start and End times in hhmm (24 hour) format

For Enter the specific Queue to be reported — auto completion, or leave
empty for all Queues
Show Queues only

Report Columns

Code Name

The Completion Code that the Agent selected.

Total Handled

The total number of times this Completion Code was selected by the
Agent at the end of calls to this Queue or all Queues.

Average Handle Time

The average time that it takes for the Agent to complete a call that
resulted in this Completion Code

Maximum Handle Time

The longest time that it took for the Agent to complete a call that
resulted in this Completion Code.

Total Connected Time

The total time that the Agent spent on calls resulting in this
Completion Code.

Vision Call Centre Reports
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Drill Down Report

No drill down facility is available for this report.

Queue Completion Codes By Queue

This report shows which completion codes were used for all Queues or for a specific Queue.

Queue Completion Codes By Queue
For: All Queues

Dates: Last 90 Days

Time Filter: between "00:00" AND '23:59"

Support
Code Name Total Handled AVG Handle Time Max Handle Time Total Connected Time

Enguiry 20 00:04:16 00:13:42 01:25:14

Merry Christmas 45 00:06:14 00:29:48 04:40:48

Existing Issue 15 00:04:52 00:12:56 01:13:07

Gone Fishing &1 00:05:19 01:02:34 05:24:34

MNew lssue 5 00:05:13 00:18:09 00:26:03

146 00:05:10 01:02:34 13:09:44
Configuration Options

Report Period Select from 10 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Enter the specific Queue to be reported on — auto completion or leave
empty for all Queues

Show Queues only

Report Columns

Code Name The Completion Codes selected at the end of calls to this Queue.

Total Handled The total number of calls in this Queue that were completed with this
Completion Code

Average Handle Time The average time that it takes for an Agent to complete a call that
resulted in this Completion Code

Maximum Handle Time The longest time that it took for an Agent to complete a call resulted in
this Completion Code

Total Connected Time The total time that Agents have spent on calls resulting in this
Completion Code

Drill Down Report

No drill down facility is available for this report.
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This report shows which completion codes were used by all Agents or by specific Agents.

Queue Completion Codes Per User By Code

For: All Agents

Dates: Last 90 Days
Time Filter: between "00:00" AND "23:59'

Charles Huggett

Code Name Queue Name Total Handled AVG Time Max Time Total Connected Time
Enguiry Support 4 00:03:09 o014 00:12:36
Existing Issue Support 5 00:06:14 00:12:56 00:31:12
Gone Fishing Support N 00:08:30 01:02:34 04:23:21
Merry Christmas Support 29 00:07:37 00:29:48 03:40:55
69 00:05:06 01:02:34 08:48:04
Paul Southwell
Code Name Queue Name Total Handled AVG Time Max Time Total Connected Time
Enguiry Support 13 00:03:51 00:07:02 00:50:01
Existing Issue Support 10 00:04:12 00:0747 00:41:55
Gone Fishing Support 11 00:02:18 00:09:09 00:25:13
Merry Christmas Support 11 00:04:03 00:19:52 00:44:38
New |ssue Support 5 00:05:13 00:18:09 00:26:03
50 00:03:16 00:19:52 03:07:50
Rakesh Patel
Code Name Queus Name Total Handled AVG Handle Time Max Handle Time Total Connected Time
Enguiry Support 2 00:09:25 00:13:42 00:18:50
Gone Fishing Support ] 00:02:33 00:08:51 00:15:18
B 00:05:59 00:13:42 00:34:08

Configuration Options

Report Period Select from 10 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Enter the specific Agent to be reported on — auto completion, or leave
empty for all Agents

Show Agents only

Report Columns

Code Name The Completion Code that the Agent selected when they completed
this call
Queue Name The name of the Queue handling the calls that resulted in this

Completion Code.

Total Handled

The total number of calls in this Queue that were completed with this
Completion Code

Average Handle Time

The average time that it takes for the Agent to complete a call that
resulted in this Completion Code

Maximum Handle Time

The longest time that it took for the Agent to complete a call that
resulted in this Completion Code

Total Connected Time

The total time that the Agent has spent on calls resulting in this
Completion Code

Drill Down Report

No drill down facility is available for this report.

Queue Completion Codes Per DDI By Code

This report shows which completion codes were used for calls received on a DDI number for all Queues

or a specific Queue.
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Code Name Queue Name

282200 - Support - [SpliceCom]=200 17001923282200

Total AVG Handle Time Max Handle Time Total C d Time

Maxmiser Config suppart

vislon Enquiry suppart

2z 001326
1 00:02:38

00:23:56
000238

002652
000238

3 00:09:50 00:23:56 00:29:30

Configuration Options

Report Period Select from 10 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Enter the specific Queue to be reported on — auto completion, or leave
empty for all Queues

Show Queues only

DDI Enter the DDI number to be reported on.

Report Columns

Code Name The Completion Code selected at the end of a call to the specific
Queue or all Queues via this DDI number.
Queue Name The name of the Queue handling the call that resulted in this

Completion Code.

Total Handled

The total number of calls handled by this Queue that resulted in this
Completion Code.

Average Handle Time

The average time taken to complete a call that resulted in this
Completion Code.

Maximum Handle Time

The longest time taken to complete a call that resulted in this
Completion Code.

Total Connected Time

The total time spent on calls resulting in this Completion Code.

Drill Down Report

No drill down facility is available for this report.
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The report provides the number of calls for a specific Queue or all Queues by day and displays how the

calls were handled.

Queue Activity

For: All Queues

Dates: This Week

Time Filter: between '00:00" AND "23: 59"

2010-01-11

Handled

Queue Name Number of Calls Total Handled Average Ring Time Average Connect Time
Support 48 26 00:00:37 00:02:53
48 26 00:00:18 00:01:26
2010-01-12
Handled
Queue Name Number of Calls Total Handled Average Ring Time Average Connect Time
Support 41 26 00:00:48 00:03:34
41 26 00:00:24 00:01:47
2010-01-13
Handled
Queue Name Number of Calls Total Handled Average Ring Time Average Connect Time
Support 45 36 00:00:30 00:02:54
45 36 00:00:15 00:01:27
2010-01-14
Handled
Queue Name Number of Calls Total Handled Average Ring Time Average Connect Time
Support 30 19 00:00:37 00:01:56
30 19 00:00:37 00:01:56

Configuration Options

Report Period

Select from 10 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Enter the specific Queue for the report — auto completion or leave empty
for all Queues

Show Queues only

Report Columns

Queue Name

The name of the Queue where the call was initially presented.

Number Of Calls

The total number of calls presented to the Queue

Total Handled

The total number of calls presented to the Queue that were then
answered by an Agent.

Average Ring Time

The average time taken for a call presented to this Queue took to be
answered by an Agent

Average Connect Time

The average time taken for a call presented to this Queue took to be
completed by an Agent

Drill Down Report

No drill down facility is available for this report.
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Queue Summary by Agent

This report provides a summary of call handling for queues, broken down by agent.
Queue Summary by Agent

For: All Queues

Dates: From: 2017-10-09, To: 2017-10-13

Time Filter: between '00:00:00" AND '23:59:59'

Agent Name Agent Number Call Presentation Count % Handled Handled Not Handled Abandoned
Charles Huggett 719 58 67.2 39 16 3
Paul Hotdesk 7778 3 100.0 3 0 0
Paul Southwell 718 51 80.4 41 7 3
Peter Cross 721 90 778 70 16 4
202 757 153 39 10

Configuration Options

Report Period Select from 11 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Enter specific Queues or Reporting Groups for report — auto completion
Show Queues & Reporting Groups

Report Columns

Agent Name
Agent Number
Call Presentation Count

Name of the Agent handling the inbound calls to the Queue
The extension number of the Agent
The number of calls presented to the Agent

% Handled The number of handled calls divided by the number of calls presented,
expressed as a percentage

Handled The number of calls presented to the Agent that were handled by the
Agent

Not Handled The number of calls presented to the Agent that were handled
elsewhere, i.e. voicemail

Abandoned

The number of calls presented to the Agent that were subsequently
abandoned before they were answered

Drill Down Report

A drill down on Agent Name is available for this report.

Agent Call Handling Summary

For: All Queues

Dates: From: 2017-10-13, To: 2017-10-13
Time Filter: between '00:00:00" AND '23:59:59"
Filtered on: Charles Huggett

Answered on First Distribution

Datetime Caller Number

Caller Name Handled By
0
Answered on Subsequent Distribution
Dateti Caller Numb Caller Name Handled By Number of Distributis
2017-10-13 09:13:086 01242621666 CTi (Worldwide) Ltd Charles Huggett 3
Abandoned

Datetime Caller Number Caller Name Number of Distributions

Answered On First Distribution

Date & Time Date (yyyy-mm-dd) & Time (hh:mm:ss - in 24 hour format) of the individual call
Caller Number The number from which the call was made (if presented)
Caller Name The name associated with the calling number (if entered on system)
Handled By The Agent who handled this call
Vision Call Centre Reports
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Answered On Subsequent Distribution

Date & Time

Date (yyyy-mm-dd) & Time (hh:mm:ss - in 24 hour format) of the
individual call

Caller Number

The number from which the call was made (if presented)

Caller Name The name associated with the calling number (if entered on the
system)
Handled By The Agent who handled this call

Number Of Distributions

The number of times this call was distributed before it was
answered by the Agent

Abandoned

Date & Time

Date (yyyy-mm-dd) & Time (hh:mm:ss - in 24 hour format) of the
individual call

Caller Number

The number from which the call was made (if presented)

Caller Name

The name associated with the calling number (if entered on the
system)

Number Of Distributions

The number of times this call was distributed before the caller
abandoned the call

Queue Activity Summary

This report provides a summary of calls handled by all Queues or a specific Queue and the time taken

to process the calls.

Queue Activity Summary
For: All Queues
Dates: Last 90 Days

Time Filter: between "00:00' AND "23:58'

Queue Name

Number of Calls

Total Handled Average Ring Time Awverage Connect Time

Support 1760

1169 00:00:28 00:02:59

Configuration Options

1760 1169 00:00:29 00:02:59

Report Period Select from 10 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Enter the specific Queue to be reported on — auto completion or leave
empty for all Queues.

Show Queues only

Report Columns

Queue Name

The name of the Queue where the call was initially presented

Number Of Calls

The total number of calls presented to the Queue

Total Handled

The total number of calls presented to the Queue that were then
answered by an Agent

Average Ring Time

The average time that a call presented to this Queue took to be
answered by an Agent

Average Connect Time

The average time that a call presented to this Queue took to be
completed by an Agent

Drill Down Report

No drill down facility is available for this report.

Vision Call Centre Reports
Vision User Manual v1.8 1020/2

103



Splicecom 55

Queue Activity Trend

This report shows the number of calls received by all Queues or a specific Queue per day and the
number handled and not handled by Agents to identify call trends.

Queue Activity Trend

For: All Queues

Dates: This Weak

Time Filter: between "00:00" AND "23: 59"

Queue Trends - All Queues

= Total Handled == Mot Handled

- o~ & =+
= = = =
= = & &
= = = =
2 s = =
1 = & &
& & & &

Date

Date Number of Calls Not Handled Total Handled
2010-01-11 48 22 26
2010-01-12 41 15 26
2010-01-13 45 o 36
2010-01-14 30 12 19
164 58 107
Configuration Options
Report Period Select from 10 pre-sets or Custom start date - end date
Start Date Select date from drop down Calendar
End Date Select date from drop down Calendar
In Time Period Enter Start and End times in hhmm (24 hour) format
For Enter the specific Queue for the report — auto completion or leave empty for
all Queues
Show Queues only
Report Columns
Date Date in yyyy-mm-dd format
Number Of Calls The total number of calls presented to the Queue
Not Handled The total number of calls presented to the Queue that were not answered by
an Agent
Total Handled The total number of calls presented to the Queue that were answered by an
Agent

Drill Down Report

No drill down facility is available for this report.
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This report shows a breakdown of all call details for queues, including abandoned calls.

Queue Traffic
For: All Queues
Dates: This Week
Time Filter: between '00:00" AND '23:59"
2010-01-11
Handled Handled
Queue Number of Not Total Average Ring Max Ring Average Max Total
Name Calls Handled Handled Time Time Time Time Time
Support 48 22 26 00:00:37 00:02:51 00:02:53 00:26:12 02:18:17
48 22 26 00:00:18 00:02:51 00:01:26 00:26:12 02:18:17
2010-01-12
Handled Handled
Queue Number of Not Total Average Ring Max Ring Average Max Total
Name Calls Handled Handled Time Time Time Time
Support 41 15 26 00:00:48 00:02:03 00:03:34 00:12:28 02:25:55
4 15 26 00:00:24 00:02:03 00:01:47 00:12:28 02:25:55
2010-01-13
Handled Handled
Queue Number of Not Total Average Ring Max Ring Average Max Total
Name Calls Handled Handled Time Time Time Time Time
Support 45 9 36 00:00:30 00:02:03 00:02:54 00:16:41 02:10:10
45 9 36 00:00:15 00:02:03 00:01:27 00:16:41 02:10:10
2010-01-14
Handled Handled
Queue Number of Not Total Average Ring Max Ring Average Max Total
Name Calls Handled Handled Time Time Time Time
Support 30 12 19 00:00:36 00:02:03 00:01:56 00:13:34 00:57:55
k) 12 13 00:00:38 00:02:03 00:01:58 00:13:34 00:57:55

Configuration Options

Report Period Select from 10 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Enter the specific Queue for the report — auto completion or leave
empty for all Queues

Show Queues only

Report Columns

Queue Name The name of the Queue where the call was initially presented
Number Of Calls The total number of calls presented to the Queue
Not Handled The total number of calls presented to the Queue that were not

answered by an Agent

Total Handled

The total number of calls presented to the Queue that were then
answered by an Agent

Average Ring Time

The average time that a call presented to this Queue took to be
answered by an Agent

Maximum Ring Time

The maximum time that a call presented to this Queue took to be
answered by an Agent

Average Connected Time

The average time that a call presented to this Queue took to be
completed by an Agent

Maximum Connected Time

The maximum time that a call presented to this Queue took to be
completed by an Agent

Total Connected Time

The total time for all call presented to this Queue to be completed by
an Agent

Drill Down Report

No drill down facility is available for this report.
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Queue Traffic Summary

This report shows a summary of all call details for queues, including abandoned calls.

Queue Traffic Summary

For: All Queues

Dates: This Week

Time Filter: between '00:00' AND "23:59"

Handled Handled
Queue Number of Net Total Average Ring Max Ring Average Connect Max Connected Total Cennected
Name Calls Handled Handled Time Time Time Time Time
Support 164 58 107 00:00:37 00:02:51 00:02:53 00:26:12 07:52:17
164 58 107 00:00:37 00:02:51 00:02:53 00:26:12 or52:17
Configuration Options

Report Period Select from 10 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Enter the specific Queue for the report — auto completion or leave
empty for all Queues

Show Queues only

Report Columns

Queue Name The name of the Queue where the call was initially presented

Number Of Calls The total number of calls presented to the Queue

Not Handled The total number of calls presented to the Queue that were not
answered by an Agent

Total Handled The total number of calls presented to the Queue that were then
answered by an Agent

Average Ring Time The average time that a call presented to this Queue took to be
answered by an Agent

Maximum Ring Time The maximum time that a call presented to this Queue took to be
answered by an Agent

Average Connected Time The average time that a call presented to this Queue took to be
completed by an Agent

Maximum Connected Time | The maximum time that a call presented to this Queue took to be
completed by an Agent

Total Connected Time The total time for all call presented to this Queue to be completed by
an Agent

Drill Down Report

No drill down facility is available for this report.

Queue Call Progress Summary

This report shows a summary of how calls were handled on a Queue by Queue basis.

Queue Call Progress Summary

For: All Queues

Dates: 2018-04-20 (Today)

Time Filter: between "00:00:00° AND '23:59:59"

Queue Queue Number of Abandoned Avg Not Answered Max Not AVE Ringing Max Ringing Inside Outside Inside Qutside
Name Numb Calls Count Answered Time Time 5LA 5LA 5LA 5LA
support 200 31 0 0.03 1 123 98 g1 N = IEEE
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Configuration Options

Report Period Select from 10 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Enter the specific Queue to be reported on — auto completion or leave empty for
all Queues

Show Queues only

Using SLA Select the SLA to compare against the call data.

Report Columns

Queue Name The name of the Queue where the call was initially presented
Queue Number The extension number of the Queue.

Number Of Calls The total number of calls presented to the Queue

Abandoned The total number of calls abandoned before the call was answered.
Avg Not Answered Count The average number of times a call was presented to another agent

before being answered. (Number of Max Not Answered calls divided
by the Number of Calls.)

Max Not Answered The maximum number of times a call was presented to another Agent
before it was answered.

Average Ringing Time The average time that a call presented to this Queue took to be
answered by an Agent.

Maximum Ringing Time The maximum time that a call presented to this Queue took to be

answered by an Agent.

Answered Time Inside SLA | The percentage number of calls that were answered within the SLA’s
Answer Target time.

Answered Time Outside The percentage number of calls that were not answered within the
SLA SLA’s Answer Target time.

Handling Time Inside SLA The percentage number of calls that were answered and completed
within the SLA’s Handle Target time.

Handling Time Outside SLA | The percentage number of calls that were answered and not
completed within the SLA’s Handle Target time.

Drill Down Report

The first drill down, by clicking on the Queue Name, displays each call and what happened to those
calls.

Datetime Caller Number Caller Name Queue Name Queue Mot count ds to |

2017-03-08 12:07:27 07583827057 Rakesh Patel Suppart 200 1 Answered 30 |

Clicking on an individual call gives further information on where the call went before it was answered.

Agent Name Agent Target Group Alerting Duration Qutcom

2017-03.08 120727 Feter Cross Eral Supportistling 13 Timed Gut
2017-03-08 12207:47 Faul Southwell 718 SupportZndLing o Answered

00:00:29
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Service Levels Per Queue

This report shows how many calls were allocated and completed within Service Level Targets.

Service Levels Per Queue

For: All Queues

Dates: This Week

Time Filter: between "00:00" AND "23:59"

2010-01-11

Handled

Queue Name Number of Calls Total Handled Average Ring Time Average Time Inside SLA Outside SLA Inside SLA Qutside SLA

Support 48 28 00:00:37 00:02:53 10000 G iocoo TN
48 26 00:00:18 00:01:26

2010-01-12

Handled
Queue Name Number of Calls Total Handled Awverage Ring Time Average Time Inside SLA Outside SLA Inside SLA Outside SLA
Support 41 28 00:00:48 00:03:34 10000 [T coco TN
41 26 00:00:24 00:01:47
2010-01-13
Handled
Queue Name Number of Calls Total Handled Average Ring Time Average Time Inside SLA Outside SLA Inside SLA OQutside SLA
Support 45 38 00:00:30 00:02:54 10000 G ccoo TN
45 ) 00:00:15 00:01:27

2010-01-14

Queus Name Number of Calls Total Handled Awerage Ring Time Average C

Handled

t Time Inside SLA Outside SLA Inside SLA Outside SLA

Support 31 20

00:00:37

00:01:58

10000 IO 10000 IO

3 20

Configuration Options

100:00:37

100:01:58

Report Period Select from 10 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Enter the specific Queue for the report — auto completion, or leave
empty for all Queues

Show Queues only

Using SLA Select the SLA, previously created, from the list.

Report Columns

Queue Name

The name of the Queue where the call was initially presented

Number Of Calls

The total number of calls presented to the Queue

Total Handled

The total number of calls presented to the Queue that were then
answered by an Agent

Average Ring Time

The average time that a call presented to this Queue took to be
answered by an Agent

Average Connected Time

The average time that a call presented to this Queue took to be
completed by an Agent

Answer Time % Inside SLA

The percentage of calls that were answered inside the pre-defined
target answer time (in seconds)

Answer Time % Outside SLA

The percentage of calls that were answered outside the pre-defined
target answer time (in seconds)

Handling Time % Inside SLA

The percentage of calls that were completed inside the pre-defined
target handle time (in seconds)

Handling Time % Outside
SLA

The percentage of calls that were completed outside the pre-defined
target handle time (in seconds)

Drill Down Report

No drill down facility is available for this report.
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This report shows details of calls handled by all Agents or by a group of Agents as specified by a

Reporting Group.

Group Activity

For: All

Dates: This Week

Time Filter: between "00:00' AND "23:59'

2010-01-11

Agent Name of Calls Handling Time ] Time Max Handle Time
Charles Huggett 00:33:31 00:04:47 00:12:56
Rax POTS 1 00:02:45 00:02:45 00:02:45
Paul Southwell 20 01:43:45 00:05:11 00:26:12
28 02:20:01 00:03:10 00:26:12
2010-01-12
Agent Name of Calls Handling Time ] Time Max Handle Time
Charles Huggett 9 00:39:05 00:04:21 00:12:21
Paul Southwell 17 01:28:02 00:05:14 00:12:28
26 02:08:07 00:03:11 00:12:28
2010-01-13
Agent Name of Calls Handling Time ] Time Max Handle Time
Charles Huggett 25 01:32:58 00:03:43 00:16:41
Paul Southwell 14 00:35:40 00:02:50 00:08:48
38 02:12:38 00:03:16 00:16:41

Configuration Options

Report Period Select from 10 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Enter the specific Reporting Group for the report — auto completion
Show Reporting Groups only

Report Columns

Agent Name Name of the Agent handling the inbound calls to the Queue
Number Of Calls Number of calls to that Queue that the Agent handled
Handling Time The total time that the Agent spent handling calls

Average Handle Time

The average time that the Agent spent handling each call

Maximum Handle Time

The longest time that the Agent spent handling a single call

Drill Down Report

No drill down facility is available for this report.
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Group Activity By Queue

This report shows details of calls handled by a group of agents broken down into queues.

Group Activity By Queue
For: All
Dates: This Week

Time Filter: between "00:00" AND "23:59'

2010-01-11

Handled

Queue Name Number of Calls Total Handled Average Ring Time Average Connect Time
Support 26 00:00:37 00:02:53
48 26 00:00:18 00:01:26
2010-01-12
Handled
Queue Name Number of Calls Total Handled Average Ring Time Average Connect Time
Support 26 00:00:48 00:03:34
41 26 00:00:24 00:01:47
2010-01-13
Handled
Queue Name Number of Calls Total Handled Average Ring Time Average Connect Time
Support 36 00:00:30 00:02:54
45 36 00:00:15 00:01:27
2010-01-14
Handled
Queue Name Number of Calls Total Handled Average Ring Time Average Connect Time
Support 20 00:00:37 00:01:59
k3l 20 00:00:37 00:01:59

Configuration Options

Report Period Select from 10 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Enter the specific Reporting Group for the report — auto completion
Show Reporting Groups only

Report Columns

Queue Name

The name of the Queue where the call was initially presented

Number Of Calls

The total number of calls presented to the Queue

Total Handled

The total number of calls presented to the Queue that were then answered
by an Agent

Average Ring Time

The average time that a call presented to this Queue took to be answered
by an Agent

Average Connected
Time

The average time that a call presented to this Queue took to be completed
by an Agent

Drill Down Report

No drill down facility is available for this report.
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This report shows all calls assigned to an Agent.

Agent Call Activity
For: All Agents
Dates: Yesterday

Time Filter: between "00:00" AND "23:59'

Charles Huggett

Date Start End Duration Queue Nama Caller Details Code Nama
2010-01-13  09:05:03 09:19:06 00:14:03  Support (PRIVATE)
2010-01-13  09:28:26 09:36:12 00:07:46  Support 07966683337 (Don Orford)
2010-01-13  09:56:20 09:57:16 00:00:56  Support 01483472089 {Guildford)
2010-01-13  10:53:25 10:55:42 00:0217  Support 01612142020 (Network Connect Ltd)
2010-01-13 1114018 111542 00:01:26  Support 08713210101 (How Much)
2010-01-13  13:31:03 133307 00:02:04  Support 011891848688 (IP Integration)
2010-01-13 13:34:42 13:35:26 00:00:44  Support O78173BETEZ (Stuart Tutton)
2010-01-13 13:35:47 13:44:33 00:08:46  Support 07817386762 (Stuart Tutton)
2010-01-13  13:48:43 13:55:53 00:06:10  Support 01483531825 (Guildford)
2010-01-13  13:56:37 13:56:44 00:00:07  Support 07870508118 (David.)
2010-01-13  13:57:10 14:01:37 00:04:27  Support 07870508118 (David.)
2010-01-13  14:18:31 14:18:38 00:01:07  Support 01283434800 (Newdigate)
2010-01-13  14:35:08 14:38:42 00:04:33  Support 07870508118 (David.)
2010-01-13  14:44:05 14:48:32 00:04:27  Support 07970508118 (David.)
2010-01-13  15:08:20 15:08:28 00:00:08  Support (PRIVATE)
2010-01-13  15:09:06 15:08:14 00:00:08  Support (PRIVATE)
2010-01-13  15:00:45 15:00:58 00:00:13  Support (PRIVATE)
2010-01-13  15:11:48 15:13:03 00:01:15  Support 07970508118 (David.)
2010-01-13  15:20:25 15:25:07 00:04:42  Support (PRIVATE)
2010-01-13  15:27:03 152713 00:00:10  Support 07970508118 (David.)
2010-01-13  15:35:06 15:38:56 00:03:50  Support OTSETTIEIEZ ()
2010-01-13  15:54:54 16:11:35 00:16:41  Support [UNAVAILABLE)
2010-01-13  16:37:32 16:43:02 00:05:30  Support 07850516821 ()
01:31:30 1]
Paul Southwell
Date Start End Duration Queue Name Caller Details Code Name
2010-01-13 14:11:56 141317 00:01:21
2010-01-13 10:15:47 10:18:57 00:03:10  Support 01527881848 (Adam Trilloe)
2010-01-13 10:45:50 10:55:39 00:0%48  Support (UNAVAILABLE)
2010-01-13 11:00:33 11:05:24 00:04:51 Support 01488554162 (Carlo Arturi)
2010-01-13 12:20:48 12:21:05 000016 Support 07817102874 (Mark Hill)
2010-01-13 12:21:13 12:24:4% 00:03:36  Support 07917102874 (Mark Hill.)
2010-01-13 12:46:58 12:49:5% 00:03:01 Support (PRIVATE)
2010-01-13 14:17:30 14:17:53 00:00:23  Support 07974455548 (Aron Hopkins)
2010-01-13 15:20:10 15:24:45 00:04:35  Support (UNAVAILABLE)
2010-01-13 15:26:30 15:26:44 000014 Support 0TS70508118 (David.)
2010-01-13 15:27:35 152747 00:00:12  Support 07870508118 (David.)
2010-01-13 15:35:54 15:36:51 00:00:57 Support 07875878624 (Jon Rooney)
2010-01-13 15:48:11 15:53:24 000513 Support (PRIVATE)
2010-01-13 174727 11828 000202 Support (UNAVAILABLE)
00:35:40 0

Configuration Options

Report Period

Select from 10 pre-sets or Custom start date - end date

Start Date

Select date from drop down Calendar

End Date

Select date from drop down Calendar

In Time Period

Enter Start and End times in hhmm (24 hour) format

For

Enter the specific Agent for the report — auto completion, or leave empty
for all Agents

Show

Agents only

Report Columns

Date Date in yyyy-mm-dd format

Start The time at which the call was answered by the Agent

End The time at which the Agent completed the call

Duration The total time taken for the call

Queue Name The name of the Queue where the call was initially presented

Caller Details Callers number (if presented) and name (if entered on Splicecom system).
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Code Name The Completion Code that the Agent selected when they completed this
call

Drill Down Report

Drill down on this report provides further information on individual calls.

Agent Call Activity

For: All Agents

Dates: Yesterday

Time Filter: between "00:00" AND "23:59"
Fittered on: 10:53:25

Date & Time Source Destination Extension Forwarded By Ringing Connected Cost
2010-01-13 10:52:05 Network Connect Support Charles Huggett 00:01:19 00:02:17  0.00
Ltd 200 718
01612142020
Date & Time Date (yyyy-mm-dd) & Time (hh:mm:ss - in 24 hour format) of the
individual call
Source Name (if entered on Splicecom system) and number (if presented) of the
caller
Destination The name associated with the number called and the number called
Extension The name associated with the extension that actually answered the call
and the number of that extension
Forwarded By The name associated with the extension that caused the call to be
forwarded and the number of that extension
Ringing The total time that this call was ringing before connected
Connected The total time that this call was connected
Cost The cost associated with this call

A further drill down on this report provides a complete call record.
call

Date & Time 2010-01-13 10:52:05
Total Cost 0.000

Call Source Details Call Destination Details

Cost Centre Support Cost Centre Support
On Behalf Of On Behalf Of Charles Huggett
Trunk Modules.Chorleywood 5100.BRI1 Trunk

MName Metwork Connect Ltd Name Support
MNumber 01612142020 MNumber 200
Cost Associated 0.000 Cost Associated 0.000
Caused Disconnect? Caused Disconnect? 1011
Connected Yes Call Duration 216.530

Transfer Status No Call Connected 137.210

Account Name Queuing Time 75.030

Account Code Distributing Time  4.290

Agent Ringing Time 3.730
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This report analyses the call handling efficiency of an Agent.
(For a summary of this information please see the Agent Group Performance report.)

Agent Efficiency
For: All Agents

Dates: From: 2020-11-17, To: 2020-11-17

Agent Call Centre Calls Other Calls Not Available (minutes)
Name Number Presented Accepted Accepted Abandoned In Out Callbacks Avg Availability Total Lunch Staff Admin
% Hand %
Carol Harvey 2002 7 5 71 2 2 0 0 3 0 1] 0
Dale Smith 2003 16 10 63 0 2 3 0 32 7 7 0
Alice Barker 2006 12 5 42 0 ] 0 0 7 0 o 1]
35 20 57 2 4 3 0 18 7 7 0

Configuration Options

Report Period Select from 10 pre-sets or Custom and specify the date range below.

Start Date Select date from drop down calendar.

End Date Select date from drop down calendar.

For Enter the specific Agent or Reporting Group to report on — auto
completion, or leave empty for all Agents.

Show Select to search for Agents only or Reporting Groups only or both.

Report Columns

Name

User name of the Agent.

Number

The Agent’s extension number.

Call Centre Calls

Presented The number of calls presented to the Agent.
If a call is presented to an Agent multiple times, each presentation will be
counted separately.

Accepted The number of calls answered by the Agent

Accepted %

The percentage of calls that were answered by the Agent compared to the
number of calls presented to the Agent.
Please note that picked up calls contribute to this percentage.

Abandoned The number of calls presented to the Agent but the caller hung up before
the Agent answered the call.
Calls abandoned before they were presented to an Agent are not included
in this report.

Other Calls

In The number of calls received by the Agent that were not calls routed via
the Call Centre, ie not to a Department configured as a Queue. This could
be calls to the Agent’s extension number or calls to a Department not
configured as a Queue.

Out The number of calls made by the Agent.

Callbacks The number of calls made by the Agent to numbers that were the source
of an abandoned call centre calls within the Report Period.

Avg Hand The average time the Agent was connected to call centre calls.
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Availability %

The time the Agent was available to take calls, expressed as a percentage
of system'’s Daily Shift Length. An Agent is considered available if their
state is not “Logged Out” or “Not Available”.

If a Daily Shift Length has not been configured on your system the column
will display a hyphen.

Not Available

Total

The total number of minutes that the Agent was in a Not Available state.
This includes the time when a Not Available Code is selected and when an
Agent is in Do Not Disturb.

<Not Available Code

name>

Each Not Available Code used by the Agents within the Report Period will
be show in a column heading. The number of minutes that the Agent was
in that particular Not Available state will be shown in that column.

Agent Utilisation

This report shows the time that Agents have spent in different states, divided into logged-in periods.

Agent Utilisation
For: All Agents

Dates: From: 2010-01-13, To: 2010-01-13

Time Filter: between '00:00" AND "23:59"

Date Agent Name Agent Number LeggedOut Loggedin Not Available Waiting Ringing Busy Wrap Up Busy Other Blacklisted
2010-01-13 Charles Huggett TS 00:09:24 00:00:00 01:00:40 13:35:41 00:02:48 01:32:58 00:08:34  01:02:58 00:00:00
2010-01-13 Paul Southwell TiB 00:07:03 00:00:00 00:00:00 14:27:4% 00:04:00 00:3%:40 00:03:41 02:00:22 00:20:00
2010-01-13 Rakesh Patel T4 00:08:11 00:00:00 00:00:00 11:21:01 00:00:00 00:00:00 00:00:00  00:00:21 00:00:00
2010-01-13 Rax POTS T4 00:06:36 00:00:00 00:00:00 14:50:58 00:05:39 00:00:00 00:00:00  00:00:00 02:10:00
2010-01-14 Charles Huggett T8 00:00:00 00:00:00 08:28:19 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
2010-01-14 Paul Southwel T8 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:0%:13 00:00:00  00:00:00 00:00:00
2010-01-14 Rakesh Patel T4 00:00:00 00:00:00 00:00:00 03:14:35 00:00:00 00:00:00 00:00:00  00:00:00 00:00:00
2010-01-14 Rax POTS T4 00:00:00 00:00:00 00:00:00 01:01:43 00:00:00 00:00:00 00:00:00  00:00:00 00:00:00

00:29:14  00:00:00 09:28:59 58:31:47 00:12:27 02:21:51 00:10:15 03:03:42 02:30:00

Configuration Options

Report Period

Select from 10 pre-sets or Custom start date - end date

Start Date

Select date from drop down Calendar

End Date

Select date from drop down Calendar

In Time Period

Enter Start and End times in hhmm (24 hour) format

For

Enter the specific Agent for the report — auto completion, or leave empty for
all Agents

Show

Agents only

Report Columns

Agent Name Name of the Agent handling the inbound calls to the Queue

Agent Number The extension number of the Agent

Logged Out The total time that the Agent was logged in, in hh:mm:ss format

Logged In The total time that the Agent was logged out, in hh:mm:ss format

Not Available The total time that the Agent was not available, in hh:mm:ss format

Waiting The total time that the Agent was waiting for calls to be presented, in
hh:mm:ss format

Ringing The total time that calls presented to the Agent were ringing before being
answered, in hh:mm:ss format

Busy The total time that the Agent was in a busy state handling calls, in hh:mm:ss
format

Wrap-Up The total time that the Agent was logged in a wrap-up state following a
completed call, in hh:mm:ss format

Busy Other The total time that the Agent was in a busy state for reasons other than calls,

in hh:mm:ss format
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Blacklisted

The total time that the Agent was blacklisted as a result of not-answering
three calls in a row that had been presented to them, in hh:mm:ss format

Drill Down Report

No drill down facility is available for this report.

Agent Utilisation Summary

This report displays a summary, identifying the duration that Agents have spent in particular states.

Agent Name Agent Number LoggedOut Loggedin NotAvailable % NA Waiting Ringing Busy Wrap Up Busy Other Blacklisted
Extn2001_on_5100 2001 10:11:41  13:48:18 00:03:29 0.42 13:43:18 00:00:04 00:00:08 00:00:40 00:00:39 00:00:00
Extn2004 2004 10:11:41  13:48:18 02:42:03 19.56 11:06:15 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
Extn2005 2005 10:11:41  13:48:18 00:00:00 0.00 13:48:18 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
Extn2006 2006 10:11:41  13:48:18 00:00:00 0.00 13:48:18 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
Extn2007 2007 10:11:41  13:48:18 00:00:00 0.00 13:48:18 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
Extn2008 2008 10:11:41  13:48:18 00:00:00 0.00 13:48:18 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
Extn2009 2009 10:11:41  13:48:18 00:00:00 0.00 13:48:18 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
Extn2010 2010 10:11:41  13:48:18 00:00:00 0.00 13:48:18 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
Extn2047_on_4100 2047 18:16:45 05:43:14 00:00:27 0.13 05:41:16 00:00:08 00:00:16 00:00:17 00:00:50 00:00:00
Johan Alfvag 2012 10:11:41  13:48:18 00:00:00 0.00 13:48:18 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
Patrick OConner 2003 10:11:41  13:48:18 00:00:00 0.00 13:48:18 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

120:13:35 143:46:14 02:45:59 140:57:13 00:00:12 00:00:24 00:00:57 00:01:29 00:00:00

Configuration Options

Report Period Select from 10 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Enter the specific Agent for the report — auto completion, or leave
empty for all Agents

Show Agents only

Report Columns

Agent Name Name of the Agent handling the inbound calls to the Queue

Agent Number The extension number of the Agent

Logged Out The total time that the Agent was logged in, in hh:mm:ss format

Logged In The total time that the Agent was logged out, in hh:mm:ss format

Not Available The total time that the Agent was not available, in hh:mm:ss format

Waiting The total time that the Agent was waiting for calls to be presented, in
hh:mm:ss format

Ringing The total time that calls presented to the Agent were ringing before
being answered, in hh:mm:ss format

Busy The total time that the Agent was in a busy state handling calls, in
hh:mm:ss format

Wrap-Up The total time that the Agent was logged in a wrap-up state following
a completed call, in hh:mm:ss format

Busy Other The total time that the Agent was in a busy state for reasons other
than calls, in hh:mm:ss format

Blacklisted The total time that the Agent was blacklisted as a result of not-

answering three calls in a row that had been presented to them, in
hh:mm:ss format

Drill Down Report

No drill down facility is available for this report.
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Agent Not Available Time

This report provides a breakdown, by Agent, of time spent in a Not Available state.

Agent Not Availble Time

For: All Agents

Dates: This Week

Time Filter: between "00:00" AND "23: 59

Charles Huggett
D Agent Number Time Not Available
2010-01-13 12:57:56 718 01:00:40
2010-01-14 05:40:56 715 30983
09:37:03
Configuration Options
Report Period Select from 10 pre-sets or Custom start date - end date
Start Date Select date from drop down Calendar
End Date Select date from drop down Calendar
In Time Period Enter Start and End times in hhmm (24 hour) format
For Enter the specific Agent for the report — auto completion, or leave
empty for all Agents
Show Agents only
Report Columns
Date & Time Date (yyyy-mm-dd) & Time (hh:mm:ss - in 24 hour format) of the
individual call
Agent Number The extension number of the Agent
Time Not Available The total time that the Agent was not available, in hh:mm:ss format

Drill Down Report

No drill down facility is available for this report.
Agent Activity

This report shows calls presented to an Agent by day.

Agent Activity

For: All Agents

Dates: On: 2015-03-09 (Today)

Time Filter: between '00:00:00' AND '23:59:59'

2015-03-09
Agent Name  Number of Calls Average Ring Time Max Ring Time Handling Time Average Handle Time Max Handle Time Inside SLA Outside SLA Inside SLA Outside SLA

Charles Huggett 5 00:00:06 00:00:10 00:14:02 00:02:48 00:07:16 000 [ECTEE oo [N
] 7 00:00:08 00:00:11 00:26:25 00:03:46 00:05:59 0.00 100.00 0.00
13 00,00:04 00:00:10 01:00:09 00.04:38 00:15:10 000 HECYTEE ooo [EETIDEN

25 00:00:05 00:00:11 01:40:36 00:04:01 00:15:10

Configuration Options

Report Period Select from 10 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Enter the specific Agent for the report — auto completion, or leave empty
for all Agents

Show Agents only

Using SLA Select the SLA, previously created, from the list.
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Report Columns

Agent Name Name of the Agent handling the inbound calls to the Queue

Number Of Calls Number of calls to that Queue that the Agent handled

Average Ring Time The average time that the presented calls took to be answered by the
Agent.

Maximum Ring Time The maximum time that a presented call took to be answered by the
Agent

Handling Time The total time that the Agent spent handling calls

Average Handle Time The average time that the Agent spent handling each call

Maximum Handle Time | The longest time that the Agent spent handling a single call

Answer Time % Inside The percentage of calls that were answered inside the pre-defined target

SLA answer time (in seconds)

Answer Time % Outside | The percentage of calls that were answered outside the pre-defined target

SLA answer time (in seconds)

Handling Time % Inside | The percentage of calls that were completed inside the pre-defined target

SLA handle time (in seconds)

Handling Time % The percentage of calls that were completed outside the pre-defined

Outside SLA target handle time (in seconds)

Drill Down Report
Drill down on this report takes you to the Agent Call Activity report.

Agent Group Performance

This report analyses the call handling efficiency of an Agent.
(Please also see the Agent Efficiency report which further expands on this data.)

Agent Group Performance

For: All Agents
Dates: From: 2018-01-05, To: 2018-01-05

Agent Mame Aband d % Handled Calls k] Average Handling Time

2 00:00:00

1] 000000

22 00:81:06

00:00:00

17 00:08:50

] 00:00:00

a 1286 3 83 00:04:32

Charles Huggatt
Extn10169

Jade Cladingboel 125
Paul Southweall

Peter Cross 133

oo oo o o
=

oW oo o o
[r-3

Zales Spare

Configuration Options

Report Period Select from 10 pre-sets or Custom and specify the date range below.

Start Date Select date from drop down calendar.

End Date Select date from drop down calendar.

For Enter the specific Agent or Reporting Group to report on — auto
completion, or leave empty for all Agents.

Show Select to search for Agents only or Reporting Groups only or both.

Report Columns

Agent Name User name of the Agent.
Abandoned The number of calls to the Agent that were abandoned before the call was
answered.
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%Handled

The number of calls answered expressed as a percentage of the number
of calls presented to the Agent.

Outgoing Calls

The number of calls made by the Agent.

Available %

The time the Agent was available to take calls, expressed as a percentage
of system'’s Daily Shift Length. An Agent is considered available if their
state is not “Logged Out” or “Not Available”.

If a Daily Shift Length has not been configured on your system the column
will display a zero.

Average Handling Time

The average time in seconds that the agent was connected to call centre
calls.

Agent Queue Activity

This report shows calls presented to an Agent, broken down into queues.

Agent Queue Activity
For: All Agents
Dates: This Week

Time Filter: between "00:00" AND "23:59'

2010-01-11

Agent Name Queue Name Number of Calls Average Ring Time age C t Time
‘Charles Huggett Support T 00:00:28 00:04:47
Paul Southwell Support 20 00:00:28 00:05:11
27 00:00:19 00:03:19
2010-01-12
Handled
Agent Name Queue Name Number of Calls Average Ring Time age C t Time
Charles Huggett Support 9 00:00:16 100:04:20
Paul Southwell Support 17 00:00:43 00:05:14
00:00:19 00:03:11
2010-01-13
Handled
Agent Name Queue Name Number of Calls Average Ring Time age C t Time
Charles Huggett Support 23 00:00:19 100:03:58
Paul Southwell Support 13 00:00:19 00:02:57
00:00:12 00:02:18
2010-01-14
Handled
Agent Name Queus Name Number of Calls Average Ring Time Average Connect Time
Paul Southwell Support 18 00:00:22 00:04:21
Rakesh Patel Support 2 00:00:17 00:01:50
20 00:00:19 00:03:05

Configuration Options

Report Period

Select from 10 pre-sets or Custom start date - end date

Start Date

Select date from drop down Calendar

End Date

Select date from drop down Calendar

In Time Period

Enter Start and End times in hhmm (24 hour) format

For

Enter the specific Agent for the report — auto completion, or leave empty for
all Agents

Show

Agents only

Report Columns

Agent Name

Name of the Agent handling the inbound calls

Queue Name

The name of the Queue where the call was initially presented

Number Of Calls

The total number of calls presented to the Agent

Average Ring Time

The average time that a call presented to this Agent took to be answered
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Average Connected The average time that a call presented to this Agent took to be completed
Time

Drill Down Report

No drill down facility is available for this report.

Agent Queue Activity Summary

This report provides a summary of calls assigned to an Agent broken down by the queues they were
destined for.

Agent Queue Activity Summary

For: All Agents

Dates: This Week

Time Filter: between "00:00" AND "23:59"

Charles Huggett
Handled

Queue Name Number of Calls Average Ring Time A ge C t Time
Support 39 00:00:20 00:04:12
39 00:00:10 00:02:06
Paul Southwell
Handled
Queus Name Number of Calls Average Ring Time A ge C t Time
Support [1:3 00:00:29 00:04:33
68 00:00:14 00:02:16
Rakesh Patel
Handled
‘Queus Name Number of Calls Average Ring Time A ge C t Time
Support 2 00:00:17 00:01:50
2 00:00:17 00:01:50

Configuration Options

Report Period Select from 10 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Enter the specific Agent for the report — auto completion, or leave empty
for all Agents

Show Agents only

Report Columns

Queue Name The name of the Queue where the calls were initially presented

Number Of Calls The total number of calls presented to the Queue

Average Ring Time The average time that a call presented to this Queue took to be
answered

Average Connected Time | The average time that a call presented to this Queue took to be
completed

Drill Down Report

No drill down facility is available for this report.
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Abandoned Calls

This report shows details of

Abandoned Calls

For: All Queues

Dates: Today

Time Filter: between "00:00" AND "23:59"

Abandoned Calls Summary

<

Splicecom™§

abandoned calls for a Queue.

Total Abandoned Calls Lost Abandoned Calls They Called Back We Called Back

g 1] 2 1
Abandoned Calls Total
Date Calling Number Calling Name Destination Number Destination Name Wait
2010-01-14 08:16:43 07824483873 200 Support 00:00:34
2010-01-14 10:05:48 01582703636 Markyate. 200 Support 00:00:30
2010-01-14 10:13:38 07824483873 200 Support 00:01:02
2010-01-14 10:18:08 01582703636 Markyate. 200 Support 00:00:28
2010-01-14 10:20:17 01488554158 Matt Harris 200 Support 00:01:16
2010-01-14 10:28:24 01534634704 Joe De Freitas 200 Support 00:00:26
2010-01-14 10:30:30 01582703636 Markyate. 200 Support 00:00:30
2010-01-14 13:19:36 704 Ros Leftliey 200 Support 00:00:03
2010-01-14 14:44:17 01155445818 Mattingham 200 Support 00:00:03
Min 00:00:03
Max 00:01:16
Avg 00:00:32
Abandoned Calls That Were Lost
Date Calling Number Calling Name Destination Number Destination Name
2010-01-14 10:05:49 01582703636 Markyate. 200 Support
2010-01-14 10:18:09 01582703636 Markyate. 200 Support
2010-01-14 10:20:17 01489554158 Matt Harris 200 Support
2010-01-14 10:28:24 01534634704 Joe De Freitas 200 Support
2010-01-14 10:30:30 01582703636 Markyate. 200 Support
2010-01-14 14:44:17 01158445818 Nottingham 200 Support
Abandoned Callers That Have Called Back In
Date Calling Number Calling Name Destination Numb Destination Name Retried at Spoke To
2010-01-14 09:16:43 07824483873 200 Support 2010-01-14 02:17:24  71B{Paul Southwell)
2010-01-14 10:13:38 07B24483873 200 Support 2010-01-14 10:18:34  71B({Paul Southwell)
Abandoned Callers That We Have Called Back
Date Calling Number Calling Name Destination Number D Name Callback Date Called By
2010-01-14 13:18:36 704 Ros Leftiey 200 Support 2010-01-14 13:50:26  720(StuartBel)

Configuration Options

Report Period Select from 10 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Enter the Queue you wish to report on. If left blank, data for all Queues
within the Report Period will be given.

Show Queues only

Duration longer than Time in seconds before call was abandoned

Report Columns
Abandoned Calls Summary

Total Abandoned Calls

The total number of abandoned calls over the Report Period

Lost Abandoned Calls

The total number of calls where the caller hung-up and have neither called
back, not have been called back, over the Report Period

They Called Back

The total number of calls where the caller hung-up, but they later called
back, over the Report Period

We Called Back

The total number of calls where the caller hung-up, but we later called
them back, over the Report Period
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Date

Date (yyyy-mm-dd) & Time (hh:mm:ss — in 24 hour format) of the
abandoned call

Calling Number

Number of the caller (if presented)

Calling Name

Name associated with the calling number (if configured on Splicecom
system)

Destination Number

The extension associated with the number called

Destination Name

The name associated with the number called

Wait(s)

The duration that the caller waited for before hanging-up

Abandoned Calls That Were Lost

Date

Date (yyyy-mm-dd) & Time (hh:mm:ss — in 24 hour format) of the
abandoned call

Calling Number

Number of the caller (if presented)

Calling Name

Name associated with the calling number (if configured in Splicecom
system)

Destination Number

The extension associated with the number called

Destination Name

The name associated with the number called

Abandoned Callers That Have Called Back In

Date

Date (yyyy-mm-dd) & Time (hh:mm:ss - in 24 hour format) of the
abandoned call

Calling Number

Number of the caller (if presented)

Calling Name

Name associated with the calling number (if configured in Splicecom
system).

Destination Number

The extension associated with the number called

Destination Name

The name associated with the number called

Retried At Date (yyyy-mm-dd) & Time (hh:mm:ss - in 24 hour format) of the call
when the original Calling Number dialled back
Spoke To Extension Number/Associated Name that the returning caller was

connected to

Abandoned Callers That We Have Called Back

Date

Date (yyyy-mm-dd) & Time (hh:mm:ss - in 24 hour format) of the
abandoned call

Calling Number

Number of the caller (if presented)

Calling Name

Name associated with the calling number (if configured in Splicecom
system)

Destination Number

The extension associated with the number called

Destination Name

The name associated with the number called

Callback Date

Date (yyyy-mm-dd) & Time (hh:mm:ss - in 24 hour format) of the call
when the original Calling Number was called back

Called By

Extension Number/Associated Name of the person who called back the
original caller

Vision Call Centre Reports
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Drill Down Report
Drill down on this report provides further information on individual calls.

Abandoned Calls

For: All Queues

Dates: Today

Time Filter: between "00:00" AND '23:59"
Filtered on: 2010-01-14 09:16:43

Date & Time Source Destination Extension Forwarded By Ringing Connected Cost

2010-01-14 09:16:43 07B24483873 gggport 00:00:34  00:00:00 0.00

Date & Time Date (yyyy-mm-dd) & Time (hh:mm:ss - in 24 hour format) of the
individual call

Source Name (if entered on Splicecom system) and number (if presented) of the
caller

Destination The name associated with the number called and the number called

Extension The name associated with the extension that actually answered the call
and the number of that extension

Forwarded By The name associated with the extension that caused the call to be
forwarded and the number of that extension

Ringing The total time that this call was ringing before connected

Connected The total time that this call was connected

Cost The cost associated with this call

A further drill down on this report provides a complete call record (see Drill Down Report entry under
Agent Call Activity for further details).

Abandoned Summary

This report shows a summary of abandoned calls on a queue-by-queue basis.

Abandoned Summary

For: All Queues

Dates: Today

Time Filter: betwaan "'00:00' AND '23:59"

Destination Name Destination Number Total Abandoned Min Time Max Time Avg Time Under10s 10- 20s 20- 30s 30- 45s 45- 60s Over60s

Support 200 ] 00:00:03 00:01:16 00:00:32 2 o IE : s
9 00:00:03 00:01:16 00:00:32 2 0 3 2 0 2

Configuration Options

Report Period Select from 10 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Enter the specific Queue for the report — auto completion, or leave empty
for all Queues

Show Queues only

Report Columns

Destination Name The name associated with the calling number (if entered on Splicecom
system)

Destination Number The number from which the call was made (if presented)

Total Abandoned The total number of calls from this name/number that were abandoned
during the Report Period

Minimum Time The shortest duration a call rang for before the caller hung-up

Vision Call Centre Reports
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Maximum Time

The longest duration a call rang for before the caller hung-up

Average Time

The average duration a call rang for before the caller hung-up over the
Report Period

Under 10 seconds

The total number of calls that were abandoned after ringing for less than 10
seconds (<=9.999s)

10 — 20 seconds

The total number of calls that were abandoned after ringing between 10
and 20 seconds (>=10 - <=20s)

20 - 30 seconds

The total number of calls that were abandoned after ringing between 20
and 30 seconds (20.001-30s)

30 — 45 seconds

The total number of calls that were abandoned after ringing between 30
and 45 seconds (30.001-45s)

45 - 60 seconds

The total number of calls that were abandoned after ringing between 45
and 60 seconds (45.001-60s)

Over 60 seconds

The total number of calls that were abandoned after ringing for more than
60 seconds (>=60.001)

Drill Down Report

Drill down on this report takes you to the Abandoned Calls report.

Calls To Voicemail

This report provides a breakdown of calls that went to voicemail on a queue-by-queue basis.

Calls To Voicemail

For: All Queues

Dates: Today

Time Filter: between '00:00' AND '23:59"

Date

Caller Name

Caller Number Target Name

2010-01-14 10:16:06
2010-01-14 13:19:38
2010-01-14 15:36:11

Joe De Freitas

Liam Kerr

01534634704
07988110027
02890379000

00:02:03
00:02:01
00:02:03

Support
Support
Support

Configuration Options

Min 00:02:01
Max 00:02:03
Avg 00:02:02

Report Period

Select from 10 pre-sets or Custom start date - end date

Start Date

Select date from drop down Calendar

End Date

Select date from drop down Calendar

In Time Period

Enter Start and End times in hhmm (24 hour) format

Report Columns

Date

Date (yyyy-mm-dd)

Caller Name

The name associated with the calling number (if entered on Splicecom
system)

Caller Number

The number from which the call was made (if presented)

Target Name

The name of the Queue where the call was initially presented

Wait The duration that the caller waited for before hanging-up

For Enter the specific Queue for the report — auto completion, or leave
empty for all Queues

Show Queues only

Drill Down Report

Drill down on this report provides further information on individual calls.

Vision Call Centre Reports
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Calls To Voicemalil

For: All Queues

Dates: Today

Time Filter: between "00:00' AND '23:59'
Fittered on: 2010-01-14 10:16:06

Date & Time Source Destination Extension Forwarded By Ringing Connected Cost
2010-01-14 10:18:08 Joe De Freitas Support ILeaveVoicemail 00:02:03 00:00:06 0.00
01534634704 200

Date & Time Date (yyyy-mm-dd) & Time (hh:mm:ss - in 24 hour format) of the
individual call

Source Name (if entered on Splicecom system) and number (if presented) of the
caller

Destination The name associated with the number called and the number called

Extension The name associated with the extension that actually answered the call
and the number of that extension

Forwarded By The name associated with the extension that caused the call to be
forwarded and the number of that extension

Ringing The total time that this call was ringing before connected

Connected The total time that this call was connected

Cost The cost associated with this call

Agent Availability Report By Day

This report shows how an Agent (or Agents) spent their day.

Agent Availability Report By Day

For: All Agents

Dates: From: 2017-09-25, To: 2017-10-01 [Last Week)
Time Filter: between '00:00:00° AND '23:59:59"

2017-09-25
Login Call Mot Available (minutes) State Duration (minutes)

Agent First _Last  First Last Total Unknown In Meeting Lunch Dev Work Lg Out Lg In Wait Ring Busy Wrap Oth Blk Help Rg
Charles Huggetr D000 23:59:59 0%c36:24 172922 | 68 (43 (1] 1] a 43 13971187 & 60 4 63 10 1]
Faul Southwell 000000 23:59:59 12:33:54 12:33:54 331 181 ar 53 a 1 14391038 1 3 o 66 0O 1]

Pater Cross OO0O0000 23:59:59 0%011:02 16:24116 54 1] (1] 54 a 27 30T X 143 4 102 0 1]
Sales Spare  DOO0:00 23:59:59 (1] 1] (1] 1] a 0 14401440 0 @ o 0o 0 1]
453 249 R 71 SeBuaTiz 9 206 8 231 10 O
2017-09-26
Login Call Mot Available (minutes) State Duration (minutes)

Agent First  last  First  Last Total Unknown In Meeting Lunch DevWork Lg Out Lg In Wait Ring Busy Wrap Dth Blk Help Rg
Charles Huggetr D0:00:00 23:59:59 0:35:56 15:17:28 178 178 [1] 1] a 0 14401217 3 ¥ 2 15 0 1]
Faul Southwell 00:00:00 23:59:59 Odc14:34 15:54:33 104 1] [1] 58 45 1 14391258 @ Xl 5005 1]

Pater Cross 0000000 23:59:59 0%00:52 171004 58 1] [1] 58 a 2 14381148 3 102 2 118 10 1]
Sales Spare  DO:00:00 23:59:5% 1] 1] 1] 1] a 1] 1440 1440 O 1] ] o0 1]
M0 178 o 17 a8 3 575750618 148 | & 18115 0
2017-09-27
Login Call Mot Available {minutes) State Duration (minutes)

Agent First  Last First Last Total Unknown In Meeting Lunch Dev Work Lg Out Lg In Wait Ring Busy Wrap Oth Blk Help Rg

Charles Huggett DO:00:00 23:59:59 0%:16:02 09:20:19 438 438 ] o a 28 1412 857 1 4 o 11 o 2

Extn10169  9:d42:08 23:59:55% ] o ] o a 593 847 B4AT7 0O 1] 4] o0 1]
Paul Southwell O0:00:00 23:59:59 10007207 16:28:05 &2 1 ] 51 a 15 1435 1168 1 48 1 147 0 1]
Pater Cross 0000000 23:59:59 09:06:37 17.06:20 57 1] (1] 57 a 17 14231123 1 131 5 108 0 1]
Sales Spare  O@d2:09 173239 (1] 1] (1] 1] a 1010 430 3%% 0 0 o 31 0 1]
557 | 449 o 108 | 0 1663 55374492 3 183 | 6 205 0 | 2

2017-09-28
Login Call Mot Available {minutes) State Duration (minutes)
Agent First  Last First Last Total Unknown In Meeting Lunch Dev Work Lg Cut Lg In Wait Ring Busy Wrap Oth Blk Help Rg

TR e CEALEA 49.4R-%% AF.ASAT A o ~ A A a ddam w44 o e
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Report Period

Select from 11 pre-sets or Custom and enter the date period below.

Start Date Select date from drop down calendar

End Date Select date from drop down calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Searches for any of the entities selected with the “Show” line.
Automatically populated.

Show Select to search for Agents only, Reporting Groups only or both.

Report Columns

Agent User name of the Agent.

First Login The time that the Agent first logged in to the system on that day
(hh:mm:ss)

Last Login The time that the Agent was last logged in to the system on that day
(hh:mm:ss)

First Call The time of the first call of the day handled by this Agent (hh:mm:ss)

Last Call The time of the last call of the day handled by this Agent (hh:mm:ss)

Not Available Total

The total time that this Agent was unavailable during the day (mins)

Not Available Unknown

The total time that this Agent was unavailable for an unknown reason
during the day (mins)

Not Available.....

The total time that this Agent was unavailable due to the stated Not
Available Code (Lunch, Meeting, etc) during the week (mins)

Log Out State Duration

The total time during the day that this Agent was Logged Out (mins)

Log In State Duration

The total time during the day that this Agent was Logged In (mins)

Wait State Duration

The total time during the day that this Agent was in a Waiting state
(mins)

Ring State Duration

The total time during the day that this Agent had calls presented and
which left in a ringing state (mins)

Busy State Duration

The total time during the day that this Agent was busy on calls (mins)

Wrap-up State Duration

The total time during the day that this Agent was in a In Wrap Up state
(mins)

Other State Duration

The total time during the day that this Agent was in a State other than
those listed (mins)

Blk State Duration

The total time during the day that this Agent was in a Call Block state
(mins)

Help Request

The number of times the Agent asked for help via their Agent Portal or
Navigate Pro software.

Vision Call Centre Reports
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Drill down on this report provides a complete record of state changes for that Agent during the day.

Agent Availability Detail
For: Paul Southwell

Dates: From: 2017-09-26, To: 2017-09-26
Time Filter: between '00:00:00' AND '23:59:59'

2017-09-26
Paul Southwell
Datetime State Duration Reason Call
00:00:00 - 08:47:11 walting 084711
08:47:11 - 08:47:16 Logged Out 00:00:05
08:47:16 - 09:14:29 walting 00:27:13
02:14:29 - 09:14:34 Ringing 00:00:05 view call
09:14:34 - 09:16:08 on call 00:01:34 view call
091608 - 09:16:23 In Wrap Up 00:0m1s view call
091623 - 09:19:02 walting 00:02:29
09:19:02 - 09:22:45 Mot Avallable 00:03:43
09:22:45

Datetime Time period during the day that the Agent was in this state (hh:mm:ss)

State Agent state during this time period

Duration The amount of time that the Agent remained in this state (hh:mm:ss)

Reason The Not Available Code selected during this time or the Completion Code
(if any) selected by the Agent while In Wrap Up.

Call Hyperlink to drill down to the call details. Only appears against Ringing, On
Call and In Wrap Up states

Call Drill Down Report

Drill down on View Call in the Call column of the Agent Availability Detail report provides the following

detail.

Agent Availability Detail
For: All Agents

Filtered on: view call

Dates: From: 2015-03-10, To: 2015-03-10
Time Filter: between '00:00:00' AND '23:59:59'

Date & Time Source Destination Extension Forwarded By Ringing Connected Net Cost VAT Gross Cost

2015-03-10 09:55:09 07866369441 Support Charles Huggett 00:00:08  00:01:26 0.00 0.00 0.00 "
200 719

Date & Time Date (yyyy-mm-dd) & Time (hh:mm:ss - in 24 hour format) of the call.

Source Name (if the number presented is matched in the Contacts database) and

number (if presented) of the caller.
Destination The name and extension number of the Queue receiving the call.
Extension The name and the extension number of the Agent that answered the call.

Forwarded By

The name and the extension number of the User that caused the call to be
forwarded to the Destination.

Ringing The total time that this call was ringing before being answered.
Connected The total time that this call was connected.

Net Cost The net cost associated with this call.

VAT The VAT amount for the cost of this call.

Gross Cost The total cost of the call.

Speaker icon

Indicates that the call was recorded.

A further drill down on Date & Time provides the standard complete call record.
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Agent Availability Report By Week

This report shows how an Agent (or Agents) spent their time over a week (or weeks).

Agent Availability Report By Week
For: All Agents

Dates: From: 2017-02-25, To: 2017-10-01
Time Fllter: between '00000:00° AND '23:59:59"

2017-09-25 - 2017-10-01

Mot Available {minutas)

State Duration (minutes)

Agent Total Unknown  In Meeting Lunch DevWork LEOQut Lgin Wait Rl_ng Busy Wrap Oth Blk HelpRg
Charles Huggett 1051 1051 o o o n 7129 5810 13 130 10 M5 10 2
Extn10169 ] 1] ] ] ] 563 847 847 1] ] 1] ] 1] i]
Faul Southwall sa0 142 a7 256 45 1% 7181 e038 ] 133 4 393 10 ]
Pater Cross 285 1] ] ZBS ] 48 7152 5F3 M 618 20 486 10 ]
Sales Spare ] 1] ] ] ] 1813 5387 5356 1] 1] 1] Ell 1] ]
1926 1243 97 541 45 3544 27698 23774 | 33 B&1 38 1M5 30 2

Configuration Options

Report Period Select from 11 pre-sets or Custom and enter the date period below.

Start Date Select date from drop down calendar

End Date Select date from drop down calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Search for any of the entities ticked within the “Show” line.
Automatically populated.

Show Select to search for Agents only, Reporting Groups only or both.

Report Columns

Agent

User name of the Agent.

Not Available Total

The total time that this Agent was unavailable during the week (mins).

Not Available Unknown

The total time that this Agent was unavailable for an unknown reason
during the week (mins)

Not Available.....

The total time that this Agent was unavailable due to the stated Not
Available Code (Lunch, Meeting, etc) during the week (mins)

Log Out State Duration

The total time during the week that this Agent was Logged Out (mins)

Log In State Duration

The total time during the week that this Agent was Logged In (mins)

Wait State Duration

The total time during the week that this Agent was in a Waiting state
(mins)

Ring State Duration

The total time during the week that this Agent had calls presented
which left in a ringing state (mins)

Busy State Duration

The total time during the week that this Agent was busy on calls
(mins)

Wrap State Duration

The total time during the week that this Agent was in a In Wrap Up
state (mins)

Other State Duration

The total time during the week that this Agent was in a state other
than those listed (mins)

Blk State Duration

The total time during the week that this Agent was in a Call Block state
(mins)

Help Request

The number of times the Agent requested help via their Agent Portal
or Navigate Pro software.

Drill Down Report

Drill down on this report takes you to the Agent Availability Report by Day for that Agent.

Vision Call Centre Reports
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Agent Availability Report By Month

This report shows how an Agent (or Agents) spent their time over a month (or months).

Agent Availability Report By Month
For: All Agents

Dates: From: 2017-09-01, To: 2017-09-30
Time Fllter: between '00:00:00° AND 23:59:59"

2017-09-01 - 2017-09-30

Mot Available (minutes) State Duration {minutasy

Agent Total Unknown Im Out of the Lunch Booked Dev LE Lgin Wait Ring Busy Wrap Oth Blk Help
Meeting Office Holiday Work  Out || Rq

Charlas 3450 2985 0 1] 1] 465 1} 114 21486 16949 42 591 30 356 70 2

Huggett

Extn 10169 ] 4] ] 1] 1] i] 1] 1967 8113 &113 0 0 4] o o 1]
Faul Southwell 3081 1139 654 15 1108 i] 166 57 31623 25704 35 679 94 1990 37 1]
Pater Cross 2338 789 1] 1] 1015 538 1} 106 33014 26362 39 2200 &7 1990 20 1}
Sales Spare 1] [+] 1] 1] 1] ] 1} 4044 20436 20027 0 0 0 Mz 0 1}
8865  4M3 654 15 N 1001 166 62B8 114672 97255 W 3470 151 4648127 2

Configuration Options

Report Period Select from 11 pre-sets or Custom and select the date period below.

Start Date Select date from drop down calendar

End Date Select date from drop down calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Searches for any of the entities ticked within the “Show:” line.
Automatically populated.

Show Select to search for Agents only, Reporting Groups only or both.

Report Columns

Agent

User name of the Agent.

Not Available Total

The total time that this Agent was unavailable during the month (mins)

Not Available Unknown

The total time that this Agent was unavailable for an unknown reason
during the month (mins)

Not Available.....

The total time that this Agent was unavailable due to the stated Not
Available Code (Lunch, Meeting, etc) during the month (mins)

Log Out State Duration

The total time during the month that this Agent was Logged Out
(mins)

Log In State Duration

The total time during the month that this Agent was Logged In (mins)

Wait State Duration

The total time during the month that this Agent was in a Waiting state
(mins)

Ring State Duration

The total time during the month that this Agent had calls presented
which left in a ringing state (mins)

Busy State Duration

The total time during the month that this Agent was busy on calls
(mins)

Wrap-up State Duration

The total time during the month that this Agent was in a In Wrap Up
state (mins)

Other State Duration

The total time during the month that this Agent was in a state other
than those listed (mins)

Black List State Duration

The total time during the month that this Agent was in a Call Blocked
state (mins)

Drill Down Report
Drill down on this report takes you to the Agent Availability Report by Day for that Agent.
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This report shows inbound call response performance for specific inbound callers.

Contact Response
For: (01923287705)

Dates: From: 2015-01-01, To: 2015-03-10 (This Year)
Time Filter: between "00:00:00' AND '23:59:59'

e e ] Volcemall ] Abandoned | AnswerTime% | _Handling Time %

«
o

#Calls Total sub 5sec Max Wait AvgWait Max Talk Avg Talk Total Talk Total Max Wait Avg Wait Total Max Wait A!gWall Insido SLA_ Outside SLA_Inside SLA o-mmsu
4 - e e Ol Joo0ee0] | | oo00008 | 00:00:04 KX 100.00
a 17000003 00:00.03 00:00.06 00.00:03 000006 0 00.00.00 000000 2 oooo:oa 50,0008

Configuration Options

Report Period

Select from 11 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Searches for any of the entities that appear on the “Show” line
Show Automatically populated. Un-checking the box alongside each entry

means that these search results will not be included in the “For” box

Number 1to 6

Allows calls from up to six numbers to be searched for

Using SLA

Allows search to be performed against an existing SLA

Report Columns

No. Of Calls

The total number of calls from this Contact

Connected — Total

The total number of calls from this Contact that were connected

Connected — Sub-5
Seconds

The total number of calls from this Contact that were connected and
under 5 secs in duration

Connected — Max Wait

The maximum time that the presented calls took to be answered

Connected — Average
Wait

The average time that a presented call took to be answered

Connected — Max Talk

The maximum time that a presented call was connected

Connected — Average
Talk

The average time that a presented call was connected

Connected — Total Talk

The total time that the presented calls were connected

Voicemail — Total

The total number of calls from this Contact that went to voicemail

Voicemail — Max Wait

The maximum time that a call to voicemail took to be connected

Voicemail — Average
Wait

The average time that a call to voicemail took to be connected

Abandoned — Total

The total number of calls from this Contact that were abandoned

Abandoned — Max Wait

The maximum time that it took for a call to be abandoned

Abandoned — Average
Wait

The average time that it took for a call to be abandoned

Answer Time - % Inside | The percentage of calls that were answered inside the pre-defined
SLA target answer time (in seconds)

Answer Time - % The percentage of calls that were answered outside the pre-defined
Outside SLA target answer time (in seconds)

Handling Time - % The percentage of calls that were completed inside the pre-defined
Inside SLA target handle time (in seconds)

Handling Time - % The percentage of calls that were completed outside the pre-defined
Outside SLA target handle time (in seconds)

Drill Down Report

A drill down on # Calls provides further information on the calls.

Vision Call Centre Reports
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Contact Response
For: (01923287705)

Dates: From: 2015-01-01, To: 2015-03-10

Splicecom g

Time Filter: between "00:00:00° AND "23:59:59'

Filtered on: 4
Date & Time Source

2015-02-16 13:04:34 Watford
01923287705

2015-02-16 13:52:08 Watford
01923287705

2015-02-23 10:58:11  Watford

01923287705

2015-02-24 10:22:23 Watford
01923287705

Destination Extension Forwarded By Ringing Connected Net Cost VAT Gross Cost
Main Lisa Marie 00:00:02  00:00:00 000 000 0.00

700 704

Main 00:00:08  00:00:00 000 000 000

700

Main Lisa Marie 00:00:03  00:00:06 000 000 0.00 A
700 704 >
Busy User 00:00:00  00:00:00 000 000 000

724

Date & Time Date (yyyy-mm-dd) & Time (hh:mm:ss — in 24 hour format) of the
individual call

Source Name (if entered on Splicecom system) and number (if presented) of the
caller

Destination The name associated with the number called and the number called

Extension The name associated with the extension that actually answered the call

and the number of that extension

Forwarded By

The name associated with the extension that caused the call to be
forwarded and the number of that extension

Ringing The total time that this call was ringing before connected

Connected The total time that this call was connected

Net Cost The net cost associated with this call

VAT The VAT associated with the call (percentage specified in the Vision
Admin portal)

Gross Cost The gross cost associated with this call.

The speaker icon in the final column indicated that the call was recorded.

A further drill down on Date & Time provides the standard complete call record.
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Incoming Response SLA

This report provides a summary of inbound calls to a queue and how effectively they were handled -
answered or abandoned - against configurable time bands, defined through Service Level Agreements.

Incoming Response SLA

For: Support
Dates: Last Month

Time Filter: between '00:00:00' AND '23:59:59"

<10(s) <20(s) o <s) <50(s) L >50(s) | Voicemail | Abandoned |

Interval __ Total Ans Aban %ans Ans Aban %ans Ans Aban %ans Ans Aban %ans Ans Aban %ans Total % Total %
00:00-00:59 ) | I | | | |
01:00-01:59 = = . B | | | |
02:00-02:59 EIE = B | | ] |
03:00-03:59 | | I | | | |
04:00-0459 [ 1 0 0 000 0 [0 000 NOMNFMNGOGN o 1 0.0 [N TN NN I ICXCTH EE EITXCT
05:00-05:50 EE Bl | | | |
06:00-06:59 i ] ) | EEni—— | | | |
07:00-07:59 EHIE = B | | | |
08:000859 | Z 0 2 000 0 2 [ooo NONMMEZNEGGGN o 2 o000 [N I NI NENGEE PN ESE
09:00-0959 [ 81 3 1 492 (20 [ 2 (4754 [SEIEMEAEGN 30 4 e3o3 NN EENENENEEEEN
10.00-10:50 B 3 | 3 (370 [25/1'5 [30.86 (SGHINSNNEEEA 0 10 4815 [NEN I EEECN BEN EXD EEH EEZEN
11:00-11:50 (104 7 0 673 (32 | 6 |s077 EEINEENEEEN 7 15 4519 NN A ENESDEREE
12001250 81 4 10 440 (22 14 2418 [SEIESNENEE] 2 20 4615 DN A ENEEGIEREGE
13.00-13:5¢ 58 7 4 1207 24 5 413 BEIEENBEGN o 7 sz NN ESEZEOEREEE
14:00-14:50 87 5 3 575 (27 | 7 /3103 EOlENESEE 47 11 sq02 NN EFETOOEAAEEIEAEZ
15.00-15:56 | 85 |9 3 947 (41 | 5 (4316 [SINEINIEEEE s2 12 s474 NV IENEED EA RS
16:00-16:50 72 12 4 1667 31 | 6 4306 [HESNSEEE 43 15 so72 [N RO ENEEEA R
17:00-1750 |49 2 0 408 |6 2 1224 EEINENESEE 1« & 2857 PO EIEEEERERD
18001856 1 0 0 o000 (0 |1 [ooco NONMNENEGGGN o 1 oo0 NN NI ENED
19:00-1959 3 0 0 000 ©0 | 0 o000 NONNSENGGGN o 3 o000 NN EE DT EENE T
20:0020:5 [ 4 (0 0 000 [0 0 [ooo NOMMSMNGGON o 1 0.0 NN NN RO NI ICYCTH R ETTXT
21:00-21:59 EEEE B | | ] |
22:00-22:59 ENEE== R | | | |
23:00-23:59 { | | | I | | | |

711 52 30 237 55 330 104 353 111 32 38 177 149

Configuration Options

Report Period

Select from 11 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Searches for any of the entities that appear on the “Show” line

Show Automatically populated. Un-checking the box alongside each entry means

that these search results will not be included in the “For” box

Duration longer than

Time in seconds of call. Only calls longer than will be searched for and listed
in the resultant Report

Call Type

Tick boxes for Internal and/or External calls

Using SLA

Allows search to be performed against an existing SLA

Report Columns

Interval

Time band divided into hourly segments

Total

Total number of calls during each hourly time band

<aa seconds - Ans

The total number of calls answered in less than aa seconds during each
hourly time band

<aa seconds - Aban

The total number of calls abandoned in less than aa seconds during each
hourly time band

<aa seconds - % ans

The total number of calls answered in less than aa seconds, divided by total
calls and expressed as a percentage, during each hourly time band

<bb seconds - Ans

The total number of calls answered in less than bb seconds during each
hourly time band

Vision Call Centre Reports
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<bb seconds - Aban

The total number of calls abandoned in less than bb seconds during each
hourly time band

<bb seconds - % ans

The total number of calls answered in less than bb seconds, divided by total
calls and expressed as a percentage, during each hourly time band

<cc seconds - Ans

The total number of calls answered in less than cc seconds during each
hourly time band

<cc seconds - Aban

The total number of calls abandoned in less than cc seconds during each
hourly time band

<cc seconds - % ans

The total number of calls answered in less than cc seconds, divided by total
calls and expressed as a percentage, during each hourly time band

<dd seconds - Ans

The total number of calls answered in less than dd seconds during each
hourly time band

<dd seconds - Aban

The total number of calls abandoned in less than dd seconds during each
hourly time band

<dd seconds - % ans

The total number of calls answered in less than dd seconds, divided by total
calls and expressed as a percentage, during each hourly time band

<ee seconds - Ans

The total number of calls answered in less than ee seconds during each
hourly time band

<ee seconds - Aban

The total number of calls abandoned in less than ee seconds during each
hourly time band

<ee seconds - % ans

The total number of calls answered in less than ee seconds, divided by total
calls and expressed as a percentage, during each hourly time band

>ee seconds - Ans

The total number of calls answered after ee seconds, or longer, during each
hourly time band

>ee seconds - Aban

The total number of calls abandoned after ee seconds, or longer, during
each hourly time band

>ee seconds - % ans

The total number of calls answered after ee seconds, or longer, divided by
total calls and expressed as a percentage, during each hourly time band

Voicemail — Total

The total number of calls forwarded or transferred to voicemail, during each
hourly time band

Voicemail - %

The total number of calls forwarded or transferred to voicemail, divided by
total calls and expressed as a percentage, during each hourly time band

Abandoned - Total

The total number of calls abandoned during each hourly time band

Abandoned - %

The total number of calls abandoned, divided by total calls and expressed
as a percentage, during each hourly time band

Please Note: The values for aa, bb, cc, etc. are all defined by the SLA levels selected.

Incoming Response SLA Drill Down Report

Drill down on the Total column of the Incoming Response SLA report provides the following detail.

Incoming Response SLA

For: All Queues

Dates: From: 2015-03-06 07:00:00, To: 2015-03-06 07:59:59
Time Filter: between '00:00:00° AND *23:59:59'

Filtered on: 07:00:00-07:59:59

Date & Time Source
2015-03-06 07:27:31 07852532269

2015-03-06 07:30:48 07852532269

Destination Extension Forwarded By Ringing Connected Net Cost VAT Gross Cost
Support 00:00:19  00:00:00 000 0.00 000

200

Support 00:00:20  00:00:00 000 0.00 000

200

Date & Time | Date (yyyy-mm-dd) & Time (hh:mm:ss - in 24 hour format) of the individual call
Source Name (if entered on Splicecom system) and number (if presented) of the caller
Destination The name associated with the number called and the number called
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Extension The name associated with the extension that actually answered the call and the
number of that extension

Forwarded By | The name associated with the extension that caused the call to be forwarded and
the number of that extension

Ringing The total time that this call was ringing before connected

Connected The total time that this call was connected

Net Cost The net cost associated with this call

VAT The VAT associated with the call (percentage specified in the Vision Admin
portal)

Gross Cost The gross cost associated with this call.

The speaker icon in the final column indicates that the call was recorded.

A further drill down on Date & Time provides the standard complete call record.

Incoming Call Breakdown By Hour With SLA

This report provides a summary of inbound calls to a queue broken down on an hourly basis. Also
shows how many calls were answered and handled within management-defined SLAs.

Incoming Call Breakdown By Hour With SLA

For: All Queues
Dates: 2018-04-17 (Today)
Time Filter: between '00:00:00" AND '23:59:59'

™ oot | amcones | Answersa | Handiea% |
Interval # Total <5 Max Avg Max Avg Total Total Max Avg  Total Inside Outside Max Avg  Inside Outside Inside Outside
ﬂ_i Walt Wait Talk Talk Talk | ] Walt Wait | ] SLA SLA ﬂﬂiiii
EEZRE e | | | e [ [ e e |
ovooorss | [ I I B s BN . .
czovozss | [N I I [ S s B .
caopoxss || N I I T B
oconosss || N I I I T B
osionosss | | I I S — T B
oeooosss | N I I I N — T B
orovorss || N I I T B
osovosss || N I [ I T B
oso0osss 2| G 00 o0 s o o IO ) N TTN oo RV oo |
tooorass 4 [N O 00060 000 peanaE aased 6o N T I oo RN o0 TN eer |
oo s | o [N NN A s oo s ez I o I 5jouous [ECLB o0 TN o0 |
tzoorzse |2 (120 0 A6660E 0000H B00s 6661 bvzbs I o I o B oo T w00 IETH
tsoorase |3 (120 0 06660 0060 poii poosss pxess I T T Ml © B oo [T o0 KETH
veoorass [ [N I I I O O O I B
1soorsss [ [N I A A A N I —
tscoress | [N I A I ] ) N Y N B N .
vroorzss | | I A I ] ) N Y I B N .
tsootass | [N I I I N Y O — B
isonross [ [N I A A O O I —
soovacss || N I B N .
rovarss || N I I B N .
2zovzzss | | N I I B
ruovaxss | | N S N .
20 13 0 00:00:44 00:00:11 00:20:26 00:08:13 01:47:08 1 00:03:03 00:03:03 ] 2 4 00:01:49 00:00:42

Configuration Options

Report Period Select from 11 pre-sets or Custom and select the date period below.

Start Date Select date from drop down calendar

End Date Select date from drop down calendar

In Time Period | Enter Start and End times in hhmm (24 hour) format

For Specify the Queue you wish to search for or leave blank to report on all Queues
Automatically populated.

Show Search for Queues only.

Call Type Select whether to report on internal or external calls or both.

Using SLA Select the SLA to compare against the call data.
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Interval

The start and end time of each hour within the Time Period.

# Calls

Total number of calls during the hour.

Connected — Total

The total number of calls that were successfully connected during the
hour.

Connected — Sub-5
Seconds

The total number of calls that were successfully connected, but lasted less
than 5 seconds, during the hour.

Connected — Max
Wait

The longest time that it took a call to be answered during the hour.

Connected — Average
Wait

The average time that it took a call to be answered during the hour.

Connected — Max
Talk

The longest time that a call was connected during the hour.

Connected — Average
Talk

The average time that a call was connected during the hour.

Connected — Total
Talk

The total time that all calls were connected during the hour.

Voicemail — Total

The number of calls that were forwarded or transferred to voicemail during
the hour.

Voicemail — Max
Wait

The longest time that it took for a call to be forwarded or transferred to
voicemail during the hour.

Voicemail — Average
Wait

The average time that it took for a call to be forwarded or transferred to
voicemail during the hour.

Abandoned - Total

The total number of calls where the caller hung-up during the hour.

Abandoned - Inside
SLA

The number of calls that were ended by the caller before the call was
answered within the SLA's Answer Target time.

Abandoned — Outside
SLA

The number of calls that were ended by the caller before the call was
answered after the SLA's Answer Target time.

Abandoned — Max
Wait

The longest time that it took for a caller to hang-up before the call was
answered during the hour.

Abandoned - The average time that it took for a caller to hang-up before the call was
Average Wait answered during the hour.

Answer Time - % The percentage of calls that were answered within the SLA’s Answer
Inside SLA Target time.

Answer Time - % The percentage of calls that were answered after the SLA's Answer Target
Outside SLA time.

Handling Time - % The percentage of calls that were answered and completed within the
Inside SLA SLA’s Handle Target time.

Handling Time - % The percentage of calls that were answered and not completed within the
Outside SLA SLA’s Handle Target time.

Incoming Call Breakdown By Hour With SLA Drill Down Report

Drill down on the No. of Calls, Total Connected, Total Voicemail or Total Abandoned column provides

the following detail.

Incoming Call Breakdown By Hour With SLA

For: All Queues

Dates: From: 2015-01-01, To: 2015-03-10
Time Filter: between '00:00:00' AND '23:59:59'

Filtered on: 08:00:00-08:59:59
Date & Time Source

2015-01-27 08:59.56 Tim Glynn
07734023621

2015-02-19 08:59:48  Basingstoke
01256391000

134

Destination Extension Forwarded By Ringing Connected Net Cost VAT Gross Cost
Support Peter Cross 00.00:14  00:21:06 000 000 000 »
200 721 ®
Support Peter Cross 00:00:02  00:04:02 000 000 0.00

200 721
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Date & Time Date (yyyy-mm-dd) & Time (hh:mm:ss - in 24 hour format) of the call.

Source Name (if the number presented is matched in the Contacts database) and
number (if presented) of the caller.

Destination The name and extension number of the Queue receiving the call.

Extension The name and the extension number of the Agent that answered the call.

Forwarded By The name and the extension number of the User that caused the call to be
forwarded to the Destination.

Ringing The total time that this call was ringing before being answered.

Connected The total time that this call was connected.

Net Cost The net cost associated with this call.

VAT The VAT amount for the cost of this call.

Gross Cost The total cost of the call.

Speaker icon Indicates that the call was recorded.

A further drill down on Date & Time provides the standard complete call record.

Incoming Call Breakdown By Day With SLA

This report provides a summary of inbound calls to a queue broken down on a daily basis. Also shows
how many calls were answered and handled within management-defined SLAs.

Incoming Call Breakdown By Day With SLA

For: Support
Dates: From: 2017-09-25, To: 2017-10-01 (Last Week)
Time Filter: between '00:00:00° AND '23:59:59"

Interval # Total <=5  Max Avg Max Avg Total Total Max Avg Total Inside Outside Max Avg  Inside Quiside Inside Qutside
Calls sec  Walt Walt Talk Talk Talk Walt  Walt SLA SLA Walt  Walt SLA SLA  SLA  SLA

vonday zo17-0325 o SN NG G2 BTG G0 650558 G52s01 I (TR EXIRT I
Tuesaay 20170926 5 --------MM-
wesnesday 20170927 |40, [N I (G226 OO (G255:56 G055 GS:03:E N 2
Thursday 2017-05-25 |38 [N N FGHEG [OOO (GHSH GOSN GRS I ¢
Friday 2017.05-2 a7 N N TGS OO (5SS OGN GSHiNG I IR

206 166 2 00:02:39 DO:O0:12 00:29:56 00:05:16 14:37.07 8 00:03:03 00:02:24 7 25 00:02:44 00:00:45

Configuration Options

Report Period Select from 11 pre-sets or Custom and select the date period below.

Start Date Select date from drop down calendar

End Date Select date from drop down calendar

In Time Period | Enter Start and End times in hhmm (24 hour) format

For Specify the Queue you wish to search for or leave blank to report on all Queues.
Automatically populated.

Show Search for Queues only.

Call Type Select whether to report on internal or external calls or both.

Using SLA Select the SLA to compare against the call data.

Report Columns

Interval Each day and date within the Report Period.

# Calls Total number of calls during the day.

Connected — Total The total number of calls that were successfully connected during the day.
Connected — Sub-5 The total number of calls that were successfully connected, but lasted less
Seconds than 5 seconds, during the day.

Connected — Max The longest time that it took a call to be answered during the day.

Wait
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Connected — Average
Wait

The average time that it took a call to be answered during the day.

Connected — Max
Talk

The longest time that a single call was connected during the day.

Connected — Average
Talk

The average time that a call was connected during the day.

Connected — Total
Talk

The total time that all calls were connected during the day.

Voicemail — Total

The number of calls that were forwarded or transferred to voicemail during
the day.

Voicemail — Max
Wait

The longest time that it took for a call to be forwarded or transferred to
voicemail during the day.

Voicemail — Average
Wait

The average time that it took for a call to be forwarded or transferred to
voicemail during the day.

Abandoned - Total

The total number of calls where the caller hung-up during the day.

Abandoned - Inside
SLA

The number of calls that were ended by the caller before the call was
answered within the SLA's Answer Target time.

Abandoned — Outside
SLA

The number of calls that were ended by the caller before the call was
answered after the SLA's Answer Target time.

Abandoned — Max
Wait

The longest time that it took for a caller to hang-up before the call was
answered during the day.

Abandoned - The average time that it took for a caller to hang-up before the call was
Average Wait answered during the day.

Answer Time - % The percentage of calls that were answered within the SLA’s Answer
Inside SLA Target time.

Answer Time - % The percentage of calls that were answered after the SLA's Answer Target
Outside SLA time.

Handling Time - % The percentage of calls that were answered and completed within the
Inside SLA SLA’s Handle Target time.

Handling Time - % The percentage of calls that were answered and not completed within the
Outside SLA SLA’s Handle Target time.

Incoming Call Breakdown By Day With SLA Drill Down Report

Drill down on the Interval column produces the Incoming Call Breakdown By Hour With SLA Drill Down

Report.

Drill down on the No. of Calls, Total Connected, Total Voicemail or Total Abandoned column provides

the following detail.

Incoming Call Breakdown By Day With SLA

For: All Queues

Dates: From: 2015-01-02, To: 2015-01-02

Time Filter: between '00:00:00' AND '23:59:59'

Filtered on: 3
Date & Time Source Destination Extension Forwarded By Ringing Connected Net Cost VAT Gross Cost
2015-01-02 10:19:39  Knebworth Support 00:00:05 00:00:00 000 000 000
01438213413 200
2015-01-02 11:49:51 07973826815 Support Paul Southwell 00:00:18  00:00:25 000 000 000 o3
200 718
2015-01-02 11:50:53 07973826815 Support Paul Southwell 00:00:47 00:16:06 000 000 000 ”
200 718
Date & Time Date (yyyy-mm-dd) & Time (hh:mm:ss - in 24 hour format) of the call.
Source Name (if the number presented is matched in the Contacts database) and
number (if presented) of the caller.
Destination The name and extension number of the Queue receiving the call.
Extension The name and the extension number of the Agent that answered the call.
Vision Call Centre Reports
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Forwarded By The name and the extension number of the User that caused the call to be
forwarded to the Destination.

Ringing The total time that this call was ringing before being answered.

Connected The total time that this call was connected.

Net Cost The net cost associated with this call.

VAT The VAT amount for the cost of this call.

Gross Cost The total cost of the call.

Speaker icon Indicates that the call was recorded.

A further drill down on Date & Time provides the standard complete call record.

Incoming Call Breakdown By Week With SLA

This report provides a summary of inbound calls to a queue broken down on a weekly basis. Also
shows how many calls were answered and handled within management-defined SLAs.

Incoming Call Breakdown By Week With SLA
For: All Queues

Dates: From: 2017-09-25, To: 2017-10-01 (Last Week)
Time Filter: between '00:00:00" AND '23:59:59'

] Velcemall Abandaned Handled %
Interval # Total =5 Max Avg Max Avg Total Total Max Avg Total Inside Outside Max Avg Inside Ourside Inside Outside

Calls sec  Walt Wailt Talk Talk Talk Walt Walt SLA SLA Walt Walt SLA SLA SLA SLA

7 I

206 166 2 00:02:39 00:00:13 O0:29:56 00:05:16 14:37.07 8 00:03:03 0002:25 32 7 25 0010244 00:00:

2017-09-24 10 2017-09-20

Configuration Options

Report Period Select from 11 pre-sets or Custom and select the date period below.

Start Date Select date from drop down calendar

End Date Select date from drop down calendar

In Time Period | Enter Start and End times in hhmm (24 hour) format

For Specify the Queue you wish to search for or leave blank to report on all Queues.
Automatically populated.

Show Search for Queues only.

Call Type Select whether to report on internal or external calls or both.

Using SLA Select the SLA to compare against the call data.

Report Columns

Interval The start and end date of each week within the Report Period.

# Calls Total number of calls during the week.

Connected — Total The total number of calls that were successfully connected during the
week.

Connected - Sub-5 The total number of calls that were successfully connected, but lasted less

Seconds than 5 seconds, during the week.

Connected — Max The longest time that it took a call to be answered during the week.

Wait

Copnected - Average | The average time that it took a call to be answered during the week.
\évc?r:tnected - Max The longest time that a single call was connected during the week.
-IC—ilrll(nected - Average | The average time that a call was connected during the week.
-lc-i:rEnected - Total The total time that all calls were connected during the week.
Ta
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Voicemail — Total The number of calls that were forwarded or transferred to voicemail during
the week.

Voicemail — Max The longest time that it took for a call to be forwarded or transferred to

Wait voicemail during the week.

Voicemail — Average | The average time that it took for a call to be forwarded or transferred to

Wait voicemail during the week.

Abandoned — Total The total number of calls where the caller hung-up during the week.

Abandoned - Inside | The number of calls that were ended by the caller before the call was

SLA answered within the SLA’s Answer Target time.

Abandoned — Outside | The number of calls that were ended by the caller before the call was

SLA answered after the SLA’s Answer Target time.

Abandoned — Max The longest time that it took for a caller to hang-up before the call was

Wait answered during the week.

Abandoned - The average time that it took for a caller to hang-up before the call was

Average Wait answered during the week.

Answer Time - % The percentage of calls that were answered within the SLA’s Answer

Inside SLA Target time.

Answer Time - % The percentage of calls that were answered after the SLA’s Answer Target

Outside SLA time.

Handling Time - % The percentage of calls that were answered and completed within the

Inside SLA SLA’s Handle Target time.

Handling Time - % The percentage of calls that were answered and not completed within the

Outside SLA SLA’s Handle Target time.

Incoming Call Breakdown By Week With SLA Drill Down Report

Drill down on the Interval column produces the Incoming Call Breakdown By Day With SLA Drill Down
Report.

Drill down on the No. of Calls, Total Connected, Total Voicemail or Total Abandoned column provides
the following detail.

Incoming Call Breakdown By Week With SLA

For: All Queues

Dates: From: 2019-09-09, To: 2019-09-15

Time Filter: between "00:00:00° AND "23:59:59'
Filtered on: 25 / # Calls / External

Date & Time Source Destination Extension Forwarded By  Ringing Connected Net Cost VAT Gross Cost

2019-09-09 Roger Capel Customer Sales Carol Harvey 00:00:02 00:00:00 0.00 0.00 0.00

10:58:05 02085382354 8001 2002

2019-09-09 Roger Capel Trade Sales Dale Smith 00:00:03 00:00:01 0.00 0.00 0.00

10:58:14 02085382354 8002 2003

2019-09-10 Roger Capel Trade Sales Carol Harvey 00:00:03 00:00:01 0.00 0.00 0.00

11:37:49 02085382354 8002 2002

Date & Time Date (yyyy-mm-dd) & Time (hh:mm:ss - in 24 hour format) of the call.

Source Name (if the number presented is matched in the Contacts database) and
number (if presented) of the caller.

Destination The name and extension number of the Queue receiving the call.

Extension The name and the extension number of the Agent that answered the call.

Forwarded By The name and the extension number of the User that caused the call to be
forwarded to the Destination.

Ringing The total time that this call was ringing before being answered.

Connected The total time that this call was connected.

Net Cost The net cost associated with this call.

VAT The VAT amount for the cost of this call.
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Gross Cost The total cost of the call.
Speaker icon Indicates that the call was recorded.

A further drill down on Date & Time provides the standard complete call record.

Incoming Call Breakdown By Month With SLA

This report provides a summary of inbound calls to a queue broken down on a monthly basis. Also
shows how many calls were answered and handled within management-defined SLAs.

Incoming Call Breakdown By Month With SLA
For: All Queues

Dates: From: 2017-09-25, To: 2017-10-01 (Last Week)
Time Filter: between '00:00:00" AND '23:59:59'

T Volcemall | abandoned | Answered% | andlea |
Interval # Total <5 Max Avg Max Avg  Total Total Max Avg Total Inside Outside Max Avg  Inside Qutside Inside Outside

Calls sec  Walc Walt Talk Talk Talk Walt Wailt SLA SLA Walt ‘Walt SLA S5LA SLA SLA

September 2017

206 166 2 00:02:39 00:00:13 00:29:56 00:05:16 14:37.07 8 00:03:03 00:02:25 32 Tl 25 0000244 00:00:

Configuration Options

Report Period Select from 11 pre-sets or Custom and select the date period below.

Start Date Select date from drop down calendar

End Date Select date from drop down calendar

In Time Period | Enter Start and End times in hhmm (24 hour) format

For Specify the Queue you wish to search for or leave blank to report on all Queues.
Automatically populated.

Show Search for Queues only.

Call Type Select whether to report on internal or external calls or both.

Using SLA Select the SLA to compare against the call data.

Report Columns

Interval Each month within the Report Period.

# Calls Total number of calls during the month.

Connected - Total The total number of calls that were successfully connected during the
month.

Connected — Sub-5 The total number of calls that were successfully connected, but lasted less

Seconds than 5 seconds, during the month.

Connected — Max The longest time that it took a call to be answered during the month.

Wait

Connected — Average | The average time that it took a call to be answered during the month.
Wait
Connected — Max The longest time that a single call was connected during the month.
Talk
Connected — Average | The average time that a call was connected during the month.
Talk

Connected — Total The total time that all calls were connected during the month.

Talk

Voicemail — Total The number of calls that were forwarded or transferred to voicemail during
the month.

Voicemail — Max The longest time that it took for a call to be forwarded or transferred to

Wait voicemail during the month.

Voicemail — Average | The average time that it took for a call to be forwarded or transferred to

Wait voicemail during the month.
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Abandoned - Total

The total number of calls where the caller hung up during the month.

SLA

Abandoned - Inside

The number of calls that were ended by the caller before the call was
answered within the SLA’s Answer Target time.

SLA

Abandoned — Outside

The number of calls that were ended by the caller before the call was
answered after the SLA’s Answer Target time.

Abandoned — Max

The longest time that it took for a caller to hang-up before the call was

Wait answered during the month.
Abandoned - The average time that it took for a caller to hang-up before the call was
Average Wait answered during the month.

Inside SLA

Answer Time - %

The percentage of calls that were answered within the SLA’s Answer
Target time.

Outside SLA

Answer Time - %

The percentage of calls that were answered after the SLA’s Answer Target
time.

Inside SLA

Handling Time - %

The percentage of calls that were answered and completed within the
SLA’s Handle Target time.

Outside SLA

Handling Time - %

The percentage of calls that were answered and not completed within the
SLA’s Handle Target time.

Incoming Call Breakdown By Month With SLA Drill Down Report

Drill down on the Interval column produces the Incoming Call Breakdown By Day With SLA Drill Down

Report.

Drill down on the No. of Calls, Total Connected, Total Voicemail or Total Abandoned column provides
the following detail.

For: All Queues

Incoming Call Breakdown By Month With SLA

Dates: From: 2019-09-01, To: 2019-09-30
Time Filter: between '00:00:00" AND '23:59:59"
Filtered on: 25 / # Calls / External

Date & Time Source Destination Extension Forwarded By  Ringing Connected NetCost VAT Gross Cost

2019-09-09 Roger Capel Customer 5ales Carol Harvey 00:00:02 00:00:00 0.00 0.00 0.00

10:58:05 02085382354 8001 2002

2019-09-09 Roger Capel Trade Sales Dale Smith 00:00:03 00:00:01 0.00 0.00 0.00

10:58:14 02085382354 8002 2003

2019-09-10 Roger Capel Trade Sales Carol Harvey 00:00:03 00:00:01 0.00 0.00 0.00

11:37:49 02085382354 8002 2002

Date & Time Date (yyyy-mm-dd) & Time (hh:mm:ss - in 24 hour format) of the call.

Source Name (if the number presented is matched in the Contacts database) and number
(if presented) of the caller.

Destination The name and extension number of the Queue receiving the call.

Extension The name and the extension number of the Agent that answered the call.

Forwarded By

Then

forwarded to the Destination.

ame and the extension number of the User that caused the call to be

Ringing The total time that this call was ringing before being answered.
Connected The total time that this call was connected.

Net Cost The net cost associated with this call.

VAT The VAT amount for the cost of this call.

Gross Cost The total cost of the call.

Speaker icon

Indicates that the call was recorded.

A further drill down on Date & Time provides the standard complete call record.
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This report identifies the range and number of outcomes/Completion Codes that have been used after
completing outbound calls for a Department/Queue over a period of time.

Outgoing Completion Codes By Queue

For: All Queues

Dates: Today
Time Filter: between "00:00:00" AND '23:59:59"
Support

Code Mame Total Hi d AVG Handle Time Max Handle Time Total Connected Time
Callback Meadad 2 00:00:10 00:00:15 00:00:20
Level 1 Enquiry 4 00:00:08 00:00:11 00:00:28
Sale Made 8 00:00:12 00:00:32 00:01:37
Support Call 4 00:00:08 00:00:12 00:00:32

18 00:00:09 00:00:32 00:02:55

Configuration Options

Report Period Select from 11 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Enter the specific Queue for the report — auto completion, or
leave empty for all Queues

Show Queues only

Report Columns

Code Name

The Completion Code that the Agent selected when they
completed this call

Total Handled

The total number of calls in this Queue that were completed
with this Completion Code

Average Handle Time

The average time that it takes for an Agent to complete a call
that resulted in this Completion Code

Maximum Handle Time

The longest time that it took for an Agent to complete a call
resulted in this Completion Code

Total Connected Time

The total time that Agents have spent on calls resulting in this
Completion Code

Drill Down Report

No drill down facility is available for this report.
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Outgoing Completion Codes By Agent

This report identifies the range and number of outcomes/Completion Codes that have been entered by
an individual Agent upon completing outbound calls on behalf of a Department/Queue over a definable
time period.

Outgoing Completion Codes By Agent
For: All Agents

Dates: Today

Time Filter: between "00:00:00' AND "23:59:59"

John Smith
Code Name Queue Name Total Handled AVG Handle Time Max Handle Time Total Connected Time

Callback Needed Support 1 00:00:15 00:00:15 00:00:15

Level 1 Enquiry Support B 00:00:08 00:00:11 00:00:18

Sale Made Support 4 00:00:13 00:00:19 00:00:50

Support Call Support 2 09:00:10 00:00:92 00:00:20

a 00:00:11 00:00:18 00:01:43
Configuration Options

Report Period Select from 11 pre-sets or Custom start date - end date

Start Date Select date from drop down Calendar

End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Enter the specific Queue for the report — auto completion, or
leave empty for all Queues

Show Queues only

Report Columns

Code Name The Completion Code that the Agent selected when they
completed this call

Queue Name The name of the Queue/Department associated with the
outbound calls

Total Handled The total number of calls in this Queue that were completed
with this Completion Code

Average Handle Time The average time that it takes for an Agent to complete a call

that resulted in this Completion Code

Maximum Handle Time | The longest time that it took for an Agent to complete a call
resulted in this Completion Code

Total Connected Time The total time that Agents have spent on calls resulting in this
Completion Code

Drill Down Report

No drill down facility is available for this report.

Outgoing Completion Codes By Day

This report shows a daily summary of completion codes used on outbound calls:

Queue Name Agent Name Code Name Total
Outbound Sales Kerry O'Connar Callback 12

Configuration Options

Report Period Select from 11 pre-sets or Custom start date - end date
Start Date Select date from drop down Calendar
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End Date Select date from drop down Calendar

In Time Period Enter Start and End times in hhmm (24 hour) format

For Enter the specific Queue for the report — auto completion, or
leave empty for all Queues

Show Queues only

Report Columns

Queue Name The name of the Queue/Department associated with the
outbound calls

Agent Name The name of the Agent that made the call.

Code Name The Completion Code that the Agent selected when they
completed this call

Total Handled The total number of calls in this Queue that were completed
with this Completion Code

Drill Down Report

No drill down facility is available for this report.
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Vision Call Centre Wallboard Panels

If your system is running Vision Call Centre and your Manager account that has been given Manage as
Agent and Manage as Queue rights you will be given three additional Panels to choose from when
creating a wallboard — Agent Panel, Calls Queuing and Agents in Queue.

Add New Panel

Select Which Panel Type You Require:

Biém
Sigurdsson

Cusomee
Services
0

Queuing Calls

Statistic Panel BLF Panel Report Panel

Ticker Panel Agent Panel Calls Queuing Agents in Queue

Cancel

Agent Panel

This panel will display real time and historical call data for the Agent selected. This is the same
information that is displayed within the Agent Detail pane of the Supervisor Console. Please refer to the
Vision Call Centre Supervisor Console User manual for further details.

Agent Detai - Tom Loach

Tom Loach 2008 Agent Breakdown - Today Group Membership o

Logged In At ¥ Tele sales
11:25:08 (00:47.05 ago) On Call 00:01:16

First Call Last Call W otner Calls 00:00:03

10:07:15 12:07:39 B Loggedin 00:00:00

Call Rate  Answered NotAns. . Logged Out 00:28:50

127 1 0(0) Ringing 00:00:17

Current Call . Waiting 11:41:18

B nwrapUp 00:00:30
State State Duration
Waiting 00:04:25

Calls Queuing Panel

This panel will display a list of calls currently waiting to be answered either for all Queues that the
Manager has been given permission to manager or for the selected Queue. This is the same
information that is displayed within the Queuing Calls pane of the Supervisor Console. Please refer to
the Vision Call Centre Supervisor Console User manual for further details.

Queueing Calls - Catalogue Sales

Name Number For Agent Queue Time Priority (i ]

Highland Ltd 02085382355 Catalogue Sales (2001) 2008 00:00:24 0
Sophie Elton 2035 Catalogue Sales (8001) 00:00:19 0

Vision Call Centre Wallboards
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Agents in Queue

This panel displays a list of the Agents receiving calls for the selected Queue, and displays their current
state and call details. This is the same information that is displayed within the Agents pane of the
Supervisor Console. Please refer to the Vision Call Centre Supervisor Console User manual for further
details.

Agent List - Calalogue Sales

Name State State ... On Call To On Call For CallRate LastA... LoginDur. Login Ti.
Alice Barker Waiting 00:00:23 008 136:39°56 141:36:50 12:57:29
Jax Govind Waiting 00:00:13 0.00 330:08:49 151:44:31 02:49:48

Josh Carew 2033 OtherCalls  00:00:36 0.00 137:36:13 00:0559 10:28:20
Logged Out  331:17:33 0.00 NIA 15:15:25
= lETE T 00:03:48 0.00 329:50:50 1514431 02:49:48
OnC 00:00:20 Highland Ltd Catalogue Sales 20.99 00:03:43 00:05:43 10:28:36

If required the panel can be configured to hide any Agents that are not logged in, by selecting the Hide
Logged Out Agents field as show in this graphic.

Call Centre Agents in Queue Panel

Select a Queue to Monitor (leave blank for all gueues)

Hide Logged Out Agents %4

Sales

The standard wallboard panels will provide the ability to display additional data relating to Agents and
Queues as follows.

Statistic Panel

When you create a Statistic Panel you will be given three Panel Type groups to choose from.

Panel Type # Standard Panels

For Agent Panels

Queue Panels
(type to search)

Standard Panels

This option will provide the panels available with standard Vision as described in the Wallboards
section from page 81.

Agent Panels (® Agent State - Alice Barker
Agent State @

This option provides the ability to create panels displaying data for a specific Alice Barker

agent, such as whether he/she is logged in, call rate, on call to, etc. Please note

that the Agent Logged In panel will update every 10 seconds. On Call

(00:01:29)

Vision Call Centre Wallboards
Vision User Manual v1.8 1020/2 145



Splicecom g

Queue Panels Cals Queuing - Catalogue Saks
Calls Queuing

This option provides the ability to create panels displaying statistic for a Catalogue Sales

specific queue, such as number of calls in, number of calls answered, calls

answered within a SLA, etc. If the Answered Within SLA, Answered Outside

SLA, Handled Inside SLA and Handled Outside SLA panels are chosen a list box

will appear to enable you to select the SLA required.

Some panels will be able to display data for a Reporting Group. To set up these groups, please refer to
the Reporting Groups section from page 23 for further details.

Report Panel

When creating a Report Panel, you will also be able to select one of the Call Centre Reports as
described in the Vision Call Centre Reports section from page 96.
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Abandoned Calls Detail report, 42
Abandoned Calls Overview report, 40
Abandoned Calls report, 120
Abandoned Summary report, 122
Account Codes, 29, 30
Administrator, 1
Agent, 3
Agent Activity report, 116
Agent Availability Report By Day report, 124
Agent Availability Report By Month report, 128
Agent Availability Report By Week report, 127
Agent Call Activity report, 111
Agent Call Efficiency report, 113
Agent Group Performance report, 117
Agent Not Available Time report, 116
Agent Panel, 144
Agent Panels, 145
Agent Portal, 5
Agent Queue Activity report, 118
Agent Queue Activity Summary report, 119
Agent Utilisation report, 114
Agent Utilisation Summary report, 115
Agents in Queue panel, 145
alarms, 81
Allow Global Reporting, 25
Auto Agent Login, 3
Auto Attendant Calls Breakdown report, 69
AutoAttendant wallboard panel, 88
blacklisting, 4
BLF Panel, 88
Call Alarms, 81
call centre, 95
reports, 96
wallboards, 144
call data, 1
call deletion, 1
call logs, 7
call status, 14
Calls In Today, 8
Calls Out Today, 10
Search Calls, 12
Status & History, 7
Call Performance reports, 22
Call Queue Completion Codes Per Agent By Queue
report, 97
call recording
accessing call recordings, 14
delete a call, 17
delete a recording, 17
deletion history, 17
download a recording, 15
forward a recording to an email account, 15
Recording Access Log, 15
call status, 14
Caller Line Identification, 3
Calls Abandoned In Auto Attendant report, 70
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Calls In Today, 8
call log details, 9

Calls Out Today, 10
call log details, 11

Calls Queuing Pane, 144

Calls To Voicemail report, 123

Capacity Planning reports, 21

CLI, 3

Completion Codes, 4

Configure Managers right, 1

Contact Report, 71

Contact Response report, 129

Contacts, 3

Cost Analysis reports, 21

Cost Report Filtered By Cost Centre report, 35

delete a call, 17

delete a call recording, 17

Deletion History, 17

Departments, 2

download a recording, 15

Extended Wrap Up Time, 4

First and Last Calls report, 38

forward a recording to an email account, 15

Forwarded Calls Cost By User report, 34

Frequently Called Destinations report, 31

Global Reporting Groups, 24

Group Activity By Queue report, 110

Group Activity report, 109

Groups, 2

Incoming Call Breakdown by Day report, 53

Incoming Call Breakdown By Day With SLA report,
135

Incoming Call Breakdown by Department report,
52

Incoming Call Breakdown by Hour report, 50

Incoming Call Breakdown By Hour With SLA
report, 133

Incoming Call Breakdown by Month report, 56

Incoming Call Breakdown By Month With SLA
report, 139

Incoming Call Breakdown by Week report, 55

Incoming Call Breakdown By Week With SLA
report, 137

Incoming Call Response Concise report, 47

Incoming Call Response report, 45

Incoming Call Summary report, 61

Incoming Calls Breakdown by DDI report, 59

Incoming Calls Breakdown by User report, 58

Incoming Response SLA report, 131

Itemised Cost Report, 29

manager account, 1

Managers, 6

Mobility, 6

Most Expensive Calls report, 33

My Reports, 79

Navigate Pro, 5
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Not Available Codes, 4
Outgoing Call Breakdown by Day report, 73
Outgoing Call Breakdown by Hour report, 74
Outgoing Call Breakdown report, 26
Outgoing Completion Codes By Agent report, 142
Outgoing Completion Codes By Day report, 142
Outgoing Completion Codes By Queue report, 141
Overview by Talk Time report, 62
Overview by User Concise report, 68
Overview by User report, 64
permissions, 1
Queue Activity report, 101
Queue Activity Summary report, 103
Queue Activity Trend report, 104
Queue Call Progress report, 106
Queue Completion Codes By Queue report, 98
Queue Completion Codes Per Agent By Code
report, 99
Queue Completion Codes Per DDI By Code report,
99
Queue Panels, 146
Queue Summary by Agent report, 102
Queue Traffic report, 105
Queue Traffic Summary report, 106
Queues, 3
Quick Reports, 80
Recording Access Log, 15
Report Panel, 90, 146
Reporting Groups, 23
Global groups, 24
Owned by, 24
ownership, 24
Reports, 21, 96
Abandoned Calls Detail, 42
Abandoned Calls Overview, 40
Allow Global reporting, 25
Auto Attendant Calls Breakdown, 69
call centre reports, 96
Call Performance reports, 22
Calls Abandoned In Auto Attendant, 70
Capacity Planning reports, 21
Contact Report, 71
Cost Analysis reports, 21
Cost Report Filtered By Cost Centre, 35
First and Last Calls, 38
Forwarded Calls Cost By User, 34
Frequently Called Destinations, 31
Incoming Call Breakdown, 52
Incoming Call Breakdown by Day, 53
Incoming Call Breakdown by Hour, 50
Incoming Call Breakdown by Month, 56
Incoming Call Breakdown by Week, 55
Incoming Call Response, 45
Incoming Call Response Concise, 47
Incoming Call Summary, 61
Incoming Calls Breakdown by DDI, 59
Incoming Calls Breakdown by User, 58
ltemised Cost Report, 29
Most Expensive Calls, 33
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My Reports, 79
Outgoing Call Breakdown, 26
Outgoing Call Breakdown by Day, 73
Outgoing Call Breakdown by Hour, 74
Overview by Talk Time, 62
Overview by User, 64
Overview by User Concise, 68
Quick Reports, 80
Reporting Groups, 23
Scheduled Reports, 77
Top Outgoing Call Users by Cost, 28
Total Cost by Account Code, 30
Transferred Calls by Cost, 37
Trunk to Trunk, 38
wallboard panels, 87
Scheduled Reports, 77
Search Calls, 12
Service Level Agreement, 4
Service Levels Per Queue report, 108
SLA, 4
Statistic Panel, 84, 145
Status & History, 7
Supervisor Console, 4
Ticker Panel, 91
Top Outgoing Call Users by Cost report, 28
Total Cost by Account Code Report, 30
Transferred Calls by Cost report, 37
Trunk to Trunk report, 38
User, 2
Vision Call Centre, 1
Vision Portal, 6
call logs, 7
Managers, 6
Reports, 21
Wallboards, 81
Wallboards, 81, 144
Add icon, 82
Agent in Queue panel, 145
Agent Panel, 144
Agent Panels, 145
AutoAttendant panel, 88
BLF information, 90
BLF Panel, 88
BLF status, 89
call centre, 144
Calls Queuing Pane, 144
copy a wallboard, 93
delete a panel, 84
delete a wallboard, 93
edit a panel, 83
edit a wallboard, 92
licensing, 81
lock a wallboard, 84
ownership, 92
Padlock icon, 82
panel reports, 87
Queue Panels, 146
Report Panel, 90, 146
reset time, 93
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Statistic Panel, 84, 145 Web Panel, 91
Ticker Panel, 91 Web Partner, 5, 6
Toggle Borders icon, 82 Mobility, 6
view a wallboard, 94 Wrap Up Time, 2
Web Panel, 91
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