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1 Overview of Reporter Licenses  
MiVoice Office Call Reporter is part of the MiVoice Office Application Suite and comes with various 
licensing levels to suit customer requirements. 
 
 

1.1 Call Logging 
Provides basic call list reporting. Reports can be run that show a list of calls that match specified criteria. 
Reports can be run over a configurable date ranges. In addition, configuration reports provide details of the 
devices programmed on the PBX. 
 
 

1.2 Call Reporting (Per Extension Licensing, Pre-requisite -> Call Logging) 
Provides enhanced reporting capability. In addition to the Call Logging features, the Call Reporter license 
can summarize reports by extension, group, time of day, DID, as well as several other call properties.  
 

Call Reporter is licensed in bands, based on the number of extensions programmed on the telephone 
system. Currently, the bands available are: 
 

¶ 16 extensions or fewer 

¶ 17 to 32 extensions 

¶ Unlimited extensions 
 
 

1.3 DND Reporting (Pre-requisite -> Call Reporting) 
Controls the historical storage of do-not-disturb status change events by the system and provides access to 
DND based columns (on Calls by Extension reports) and DND based reports (DND Time by Extension). 
This is a system-wide license.  
 
 
1.4 ACD Reporting (Per Agent Licensing, Pre-requisite -> DND Reporting) 
Controls the historical storage of ACD agent status change events by the system and provides access to 
ACD based reports.  
 
 

The table below indicates the types of report that can be created with the different reporter license variants: 
 

Feature Call 
Logging 

Call 
Reporter 

DND 
Reporting 

ACD 
Reporting 

List Reports     

Call List Reports V V O O 

Configuration Reports V V O O 

Detailed DND Status List O O V O 

Detailed ACD Status List O O O V 

Statistic Reports     

By Telephone Number O V O O 

By Device O V * O 

By Start Time O V O O 

By DID O V O O 

By Account Code O V O O 

By Trunk O V O O 

By Hunt Group O V O O 

By Agent O O O V 

 
* DND Reporting provides access to DND columns on by Device reports. 
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2 Call Lists 
 
Reports can be run that show a list of calls that match some specified criteria. A data export facility is also 
included. 
 

2.1 Call List General (Non-Segmented) 
 

"What are the specific details of all incoming and outgoing calls?" 

 
A list of all outbound and inbound calls made or received which match the filters and fields specified by the 
user. The report shows one row per call (non-segmented). 

 

 
 

 
 

 

Field Description 

Start Time The time this call started 

Answered? Was this call answered in the current call segment? 

Field 2 The descriptive information associated with the telephone number of this call segment, as defined by the MiCC 
Office Server telephone number import database 

Telephone Number The telephone number associated with this call segment, whether inbound or outbound 

First Rang The first extension / group that this call alerted for the given call segment, or the extension that made this 
outbound call 

Last Rang The last extension / group that this call alerted for the given call segment 

Ans On The extension that this call segment was answered at, if the call was answered 

User Ans On The descriptive name associated with the device that this call segment was answered at 

Finished On The extension where this call segment was completed at 

Direction The direction of this call segment, either inbound or outbound 

Call Time The total duration of the call segment including both alerting and talk time 

Call Segment The number of a call segment for calls that have been diverted, forwarded, overflowed, recalled or transferred 
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2.2 Call List General (Segmented) 

 

"What are the specific details of all incoming and outgoing calls?" 

 
A list of all outbound and inbound calls made or received which match the filters and fields specified by the 
user. The report shows the individual segments for a call. 

 
 

 
 
 

 
Field Description 

Start Time The time this call started 

Answered? Was this call answered in the current call segment? 

Field 2 The descriptive information associated with the telephone number of this call segment, as defined by the MiCC 
Office Server telephone number import database 

Telephone Number The telephone number associated with this call segment, whether inbound or outbound 

First Rang The first extension / group that this call alerted for the given call segment, or the extension that made this 
outbound call 

Last Rang The last extension / group that this call alerted for the given call segment 

Ans On The extension that this call segment was answered at, if the call was answered 

User Ans On The descriptive name associated with the device that this call segment was answered at 

Finished On The extension where this call segment was completed at 

Direction The direction of this call segment, either inbound or outbound 

Call Time The total duration of the call segment including both alerting and talk time 

Call Segment The number of a call segment for calls that have been diverted, forwarded, overflowed, recalled or transferred 
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2.3 Invalid Dialed Calls (UK Only) 
 

"Who appears to be having difficulty with outgoing calls, or is frequently having to drop outgoing calls to 
answer incoming calls?" 
 

A list of incorrectly dialed outbound calls which match the filters and fields specified by the user. An 
incorrectly dialed call is assumed to be one which was not answered and where the dialed telephone 
number is less than 10 digits long (but not a local telephone number (6 digits long)). This report format is 
useful to identify agents who are having ¨finger trouble¨ using the telephone system when making external 
calls. 
 
 

 
 
 

Field Description 

Start Time The time this call started 

Telephone Number The telephone number associated with this call segment, whether inbound or outbound 

First Rang The first extension / group that this call alerted for the given call segment, or the extension that made this 
outbound call 

User First Rang The descriptive name associated with the first extension / group that this call segment alerted 

Call Time The total duration of the call segment including both alerting and talk times 

Call Segment The number of a particular call segment for calls that have been diverted, forwarded, overflowed, recalled or 
transferred 
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2.4 Lost Calls 
 

"What calls have we lost today?" 
 

A list of unanswered inbound calls, or DID calls that rung engaged on a DID extension.  
 

 
 

 

 

Field Description 

Start The time this call started 

Contact The contact information associated with the telephone number of this call segment 

Group The hunt group the call was presented from 

CLI The telephone number associated with this call segment 

Ring The duration that this call segment spent alerting 

DID The DID/DDI digits received from the network provider 

DNIS A description against the DID number that this inbound call originated on 

Trunk The trunk line that this call originated on 
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2.5 Trunk to Trunk Calls 
 

ñHow many calls have we transferred to external parties?ò 
 

A list of calls which have been made trunk-to-trunk, that is calls which have been used to transfer the 
incoming call to an external party or trunk line. 
 
 

 
 
 

Field Description 

Start Time The time this call started 

Answered? Was this call answered in the current call segment? 

Contact The descriptive information associated with the telephone number of this call segment, as defined by the MiVoice 
Office Server telephone number import database 

Duration The total duration for this segment including ring time, hold time and talk time 

Segment The segment number of the call segment 

CLI The telephone number associated with external calls 

Trunk The trunk line that this call originated over 

Trk Name The description of the trunk line as programmed on the phone system 

TrFrom The source device if the call was transferred from another location 
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2.6 Unreturned Lost Calls 
 

External inbound un-returned lost calls where CLI was received for calls. An un-returned lost call is a call 
that was not answered or rang engaged on a DID extension, and which has not subsequently called back 
or received a return call to the calling telephone number. 
 

 
 
 
 

Field Description 

Start The time this call started 

Contact The contact name from the MiVoice Office Server telephone number import database 

CLI The telephone number associated with this call segment 

Group The hunt group that this call was presented from 

Ext The extension(s) involved in this call 

Ext Name The descriptive name(s) associated with the extension(s) 

Ring The duration that this call segment spent alerting 

DID The significant DID digits received from the network provider to identify a call originated via a particular DID 
number 

DNIS A description against the DID number that this inbound call originated on 

Trunk The trunk line that this call originated over 

Call Segment The number of a particular call segment for calls that have been diverted, forwarded, overflowed, recalled or 
transferred 
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3 Call Performance 
 
3.1 Call Performance by Day (Inbound) 
 

"How effectively are we handling and using telephony resources on a daily basis?" 
 

A list of external call performance statistics against individual days for the period and the other criteria that 
is selected. 
 

 
 
 
 

Field Description 

Start The time the call started ringing 

In The total number of inbound calls (internal and external) 

InAns The total number of inbound calls (internal and external) that were answered  

MaxRingIn The longest time an inbound call was ringing 

AvgRingIn The average amount of ring time on inbound calls 

%Ans<10s The number of calls answered within Service Level 1 as a percentage of Calls In 

% Lost<10s The number of calls lost within Service Level 1 as a percentage of Calls In 

Ans<10s The total number of inbound calls answered inside Service Level 1 

Lost<10s The total number of inbound calls lost inside Service Level 1 

Lost The total number of calls that werenôt answered 

OverOut The total number of inbound calls that overflowed to another device 

%InAns The number of inbound calls answered as a percentage of Calls In 

%Lost The number of calls lost as a percentage of Calls In 
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3.2 Service Level by Half Hour 
 

ñHow are we performing against our service levels so far today, broken down by half hour?ò 
 
A list of external call performance statistics against individual days for the period and the other criteria that is selected. 
 

 
 
 

Field Description 

Start The time period in which the call started ringing 

In The total number of calls inbound (internal and external) 

InAns The total number of inbound calls that were answered (internal and external) 

%Ans<10s The number of calls answered within Service Level 1 as a percentage of Calls In 

%Ans<20s The number of calls answered within Service Level 2 as a percentage of Calls In 

%Ans<30s The number of calls answered within Service Level 3 as a percentage of Calls In 

%Ans<40s The number of calls answered within Service Level 4 as a percentage of Calls In 

%Ans<50s The number of calls answered within Service Level 5 as a percentage of Calls In 

%Ans<120s The number of calls answered within Service Level 6 as a percentage of Calls In 

%Ans>120s The number of calls answered outside of Service Level 6 as a percentage of Calls In 

Ans<10s The total number of inbound calls answered inside Service Level 1 

Ans<20s The total number of inbound calls answered inside Service Level 2 

Ans<30s The total number of inbound calls answered inside Service Level 3 

Ans<40s The total number of inbound calls answered inside Service Level 4 

Ans<50s The total number of inbound calls answered inside Service Level 5 

Ans<120s The total number of inbound calls answered inside Service Level 6 

Ans>120s The total number of inbound calls answered outside Service Level 6 

%InAns The number of calls In Answered as a percentage of Calls In 
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3.3 Service Level by Half Hour & Day 
 

ñHow are we performing against our service levels so far this week, broken down by day and half hour?ò 
 
A list of external call performance statistics against a range of days for the period and the other criteria that is 
selected. 
 

 
 

Field Description 

Start The time period in which the call started ringing 

%Ans<10s The number of calls answered within Service Level 1 as a percentage of Calls In 

%Ans<20s The number of calls answered within Service Level 2 as a percentage of Calls In 

%Ans<30s The number of calls answered within Service Level 3 as a percentage of Calls In 

%Ans<40s The number of calls answered within Service Level 4 as a percentage of Calls In 

%Ans<50s The number of calls answered within Service Level 5 as a percentage of Calls In 

%Ans<120s The number of calls answered within Service Level 6 as a percentage of Calls In 

%Ans>120s The number of calls answered outside of Service Level 6 as a percentage of Calls In 

Ans<10s The total number of inbound calls answered inside Service Level 1 

Ans<20s The total number of inbound calls answered inside Service Level 2 

Ans<30s The total number of inbound calls answered inside Service Level 3 

Ans<40s The total number of inbound calls answered inside Service Level 4 

Ans<50s The total number of inbound calls answered inside Service Level 5 

Ans<120s The total number of inbound calls answered inside Service Level 6 

Ans>120s The total number of inbound calls answered outside Service Level 6 

%InAns The number of calls In Answered as a percentage of Calls In 
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4 Calls by Device 
 

4.1 Calls by Account Code 
 
"Can I quickly see a spread of calls performed for specific clients or against certain activities?" 
 
A list of call statistics by entered account code for calls which match the filters and fields specified by the 
user. 
 
 

 
 
 

Field Description 

Code The last account code that was entered against a call 

InExt The total number of inbound external calls 

%AllInExt The number of calls In External for the account code as a percentage of all calls In External for the report 

Out Ext The total number of outbound, external calls 

%AllOutExt The number of Calls Out External for the account code as a percentage of all Calls Out External for the report 

TotTalk The total amount of Talk Time for all calls 

AvgTalk The average talk time for all calls 

MaxRingIn The longest time an inbound call was ringing 

AvgRingIn The average time an inbound call was ringing 

AvgRingOut The average amount of ring time on outbound calls 
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4.2 Calls by DID 
 
"Can I see how effectively we are handling Direct Dial services or campaigns?" 
 

A list of inbound call statistics by DID number for calls which match the filters and fields specified by the 
user. 
 

 
 

Field Description 

DID The DID received 

DNIS Description against the DID 

InExt The total number of inbound, external calls 

%AllInExt The number of calls In External as a percentage of all calls In External for the report 

TotTalk The total amount of Talk Time for all calls 

AvgTalk The average talk time for all calls 

MaxRingIn The longest time an inbound call was ringing 

AvgRingIn The average time an inbound call was ringing 
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4.3 Calls by Extension 
 

"How active on inbound and outbound calls are users on the system?" 
 
A list of call statistics by individual extension number for calls which match the filters and fields specified by the user. 
 

 
 

Field Description 

Ext The extension number 

Ext Name The extension name 

In The total number of calls inbound (internal and external) 

InCmp The total number of inbound calls completed (internal and external) 

Out The total number of outbound calls (internal and external) 

TotTalk The total amount of talk time for all calls 

AvgTalk The average amount of talk time for all calls 

MaxRingIn The longest time an inbound call was ringing 

AvgRingIn The average time an inbound call was ringing 

AvgRingOut The average amount of ring time on outbound calls 
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4.4 Calls by Hunt Group 
 
ñCan I see breakdowns of calls taken by individual hunt groups?ò 
 
A list of inbound call statistics by hunt group rung for calls which match the filters and fields specified by the 
user. 
 

 
 

Field Description 

Group The hunt group ID 

HGrp Name The hunt group name 

In The total number of calls inbound (internal and external) 

%AllIn The number of Calls In as a percentage of all Calls In for the report 

TotTalk The total amount of talk time for all calls 

AvgTalk The average amount of talk time for all calls 

MaxRingIn The longest time an inbound call was ringing 

AvgRingIn The average amount of ring time on inbound calls 

TotRing The total ring duration for all calls 

TotRingIn The total amount of ring time on inbound calls 
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4.5 Calls by Trunk Line 
 

"How effectively are we using our telephone lines, do we have too few or too many?" 
 

A list of call statistics by individual trunk line for calls which match the filters and fields specified by the user. 
 

 
 

Field Description 

Trunk The trunk ID 

Trk Name The trunk name 

InExt The total number of inbound external calls 

%AllInExt The number of Calls In external as a percentage of all Calls In External for the report 

OutExt The total number of outbound external calls 

%AllOutExt The number of Calls Out External as a percentage of all Calls Out External for the report 

TotTalk The total amount of talk time for all calls 

AvgTalk The average amount of talk time for all calls 

MaxRingIn The longest time an inbound call was ringing 

AvgRingIn The average amount of ring time on inbound calls 

AvgRingOut The average amount of ring time on outbound calls 
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4.6 Calls by User 
 

"Can I see how much actual call activity each User is responsible for?" 
 

A list of call statistics by User for the filters and fields specified by the user. 
 

 
 

Field Description 

User The full name of the user 

In The total number of inbound calls (internal and external) 

InCmp The total number of inbound calls completed (internal and external) 

Out The total number of outbound calls (internal and external) 

OutCmp The total number of outbound calls completed (internal and external) 

TotTalk The total amount of talk time for all calls 

AvgTalk The average amount of talk time for all calls 

MaxRingIn The longest time an inbound call was ringing 

AvgRingIn The average amount of ring time on inbound calls 

AvgRingOut The average amount of ring time on outbound calls 
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4.7 Unmatched Calls by Extension 
 
"Which extension users are handling calls to/from unknown numbers, and how many calls are they 
handling?" 
 
A list of call statistics by individual extension number for calls where the number is not in any of the 
contacts directories. 
 

 
 

Field Description 

Ext The extension number 

Ext Name The extension name 

Handled The total number of calls handled (internal and external) 

NoMatch? The total number of external calls that did not match a Contact Directory record 

%NoMatch The number of calls not matched as a percentage of Calls External 
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4.8 Unmatched Calls by User 
 
"Which extension users are handling calls to/from unknown numbers, and how many calls are they 
handling?" 
 
A list of call statistics by user for calls where the number is not in any of the contacts directories. 
 

 
 

Field Description 

User The full name of the user 

Handled The total number of calls handled (internal and external) 

NoMatch? The total number of external calls that did not match a Contact Directory record 

%NoMatch The number of calls not matched as a percentage of Calls External 
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4.9 DND Time by Extension 
 

"How long are each of my extensions spending in do-not-disturb?" 
 
This report provides summarized DND status information grouped by extension name and number. 
 

 
 

Field Description 

Extension The extension number 

Extension Name The extension name 

Time In DND The total time spent in the DND state 

Avg Time In DND The average time spent in the DND state 

Longest Time In DND The longest time spent in the DND state 

Times In DND The total number of times the DND state was used 

  



MiVoice Office Call Reporter ï Report Format Samples 

23 
 

5 Calls by Number 
 
5.1 Calls by Telephone Number 

 

"Can I tell how frequently we contact the same destinations on incoming and outgoing calls?" 
 

Call statistics against the CLI received or the telephone number dialed for inbound and outbound calls 
respectively. 
 

 
 

Field Description 

Tel No The telephone number associated with this call 

Contact The contact information associated with the telephone number 

Handled The total number of calls handled 

In The total number of inbound calls completed (internal and external) 

Out The total number of outbound calls (internal and external) 

%AllIn The number of Calls In as a percentage of All Calls In for the report 

%AllOut The number of Calls Out as a percentage of All Calls Out for the report 

TotTalk The total amount of talk time for all calls 

AvgTalk The average amount of talk time for all calls 

MaxRingIn The longest time an inbound call was ringing 

AvgRingIn The average amount of ring time on inbound calls 

AvgRingOut The average amount of ring time on outbound calls 
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5.2 Calls for Service Codes 
 
"How often do staff use services such as the operator or directory enquiries?" 
 

When you run reports that have this report format, they show a list of outbound call statistics by any dialed 
3-digit telephone numbers for calls which match the filters and fields specified by the user. 
 

 
 

Field Description 

Tel No The telephone number associated with this call 

Contact The contact information associated with the telephone number 

Out The total number of outbound calls (internal and external) 

%AllOut The number of Calls Out as a percentage of All Calls Out for the report 

TotTalk The total amount of talk time for all calls 

AvgTalk The average amount of talk time for all calls 

AvgRing The average amount of time calls are ringing 

OutAns The total number of outbound calls that were answered 

 
  



MiVoice Office Call Reporter ï Report Format Samples 

25 
 

5.3 Top Dialed Numbers 
 
"Who do we call most frequently?" 
 
A list of most dialed telephone numbers which match the filters and fields specified by the user. 
 

 
 

Field Description 

Tel No The telephone number associated with this call 

Contact The contact information associated with the telephone number 

Out The total number of outbound calls (internal and external) 

%AllOut The number of Calls Out as a percentage of All Calls Out for the report 

AvgTalkOut The average talk time for outbound calls 

TotRingOut The total amount of ring time on outbound calls 

OutAns The total number of outbound calls that were answered 
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5.4 Top Received Numbers 
 
"Who calls us most frequently?" 
 
A list of inbound call statistics by CLI received which match the filters and fields specified by the user. 
 

 
 

Field Description 

Tel No The Telephone number 

Contact The contact information associated with the telephone number 

In The total number of inbound calls completed (internal and external) 

%AllIn The number of Calls In as a percentage of All Calls In for the report 

AvgTalkIn The average talk time for all inbound calls 

TotRingIn The total amount of ring time on inbound calls 

TotTalkIn The total amount of talk time on all inbound calls 

InAns The total number of inbound calls that were answered 
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6 Calls by Time 
 
6.1 Call Summary by Day 
 
"Can I compare general call statistics over several days?" 
 
A list of external call statistics against individual days for calls which match the filters and fields specified by 
the user. 
 

 
 

Field Description 

Start The time period in which the call started ringing 

In The total number of inbound calls (internal and external) 

InExt The total number of inbound external calls 

InAns The total number of inbound calls (internal and external) that were answered  

Out The total number of outbound calls (internal and external) 

TotTalk The total amount of talk time for all calls 

AvgTalk The average amount of talk time for all calls 

MaxRingIn The longest time an inbound call was ringing 

AvgRingIn The average amount of ring time on inbound calls 

Handled The total number of calls handled 

Match? The total number of external calls matched to a contact directory 

%In The number of calls inbound as a percentage of calls handled 

%Out The number of calls outbound as a percentage of calls handled 

%Match The number of calls matched as a percentage of calls external 
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6.2 Call Summary by Month 
 
ñCan I compare call statistics over several months?ò 
 
A list of outbound call statistics against individual months for calls which match the filters and fields 
specified by the user. 
 

 
 

Field Description 

Start The time period in which the call started ringing 

In The total number of inbound calls (internal and external) 

InAns The total number of inbound calls (internal and external) that were answered  

Out The total number of outbound calls (internal and external) 

OutAns The total number of outbound calls that were answered 

TotTalk The total amount of talk time for all calls 

AvgTalk The average amount of talk time for all calls 

MaxRingIn The longest time an inbound call was ringing 

AvgRingIn The average amount of ring time on inbound calls 

Handled The total number of calls handled 

Match? The total number of external calls matched to a contact directory 

%Match The number of calls matched as a percentage of calls external 

%In The number of calls inbound as a percentage of calls handled 

%Out The number of calls outbound as a percentage of calls handled 
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6.3 Call Summary by Week 
 
ñCan I compare general call statistics over several weeks?ò 
 
When you run reports that have this report format, they show a list of call statistics against individual weeks 
for calls which match the filters and fields specified by the user. 
 

 
 

Field Description 

Start The time period in which the call started ringing 

In The total number of inbound calls (internal and external) 

InAns The total number of inbound calls (internal and external) that were answered  

Out The total number of outbound calls (internal and external) 

OutAns The total number of outbound calls that were answered 

TotTalk The total amount of talk time for all calls 

AvgTalk The average amount of talk time for all calls 

MaxRingIn The longest time an inbound call was ringing 

AvgRingIn The average amount of ring time on inbound calls 

Handled The total number of calls handled 

Match? The total number of external calls matched to a contact directory 

%Match The number of calls matched as a percentage of calls external 

%In The number of calls inbound as a percentage of calls handled 

%Out The number of calls outbound as a percentage of calls handled 
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6.4 Calls by Half Hour 
 

ñCan I compare busy periods during the day?ò 

 
A list of call statistics against half hour periods for a period which match the filters and fields specified by 
the user. 
 

 
 

Field Description 

Start The time period in which the call started ringing 

In The total number of inbound calls (internal and external) 

%AllIn The number of Calls In as a percentage of all Calls In for the report 

Out The total number of outbound calls (internal and external) 

%AllOut The number of Calls Out as a percentage of All Calls Out for the report 

TotTalk The total amount of talk time for all calls 

AvgTalk The average amount of talk time for all calls 

MaxRingIn The longest time an inbound call was ringing 

AvgRingIn The average amount of ring time on inbound calls 

AvgRingOut The average amount of ring time on outbound calls 
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6.5 Calls by Half Hour & Day 
 

ñCan I compare busy periods during the day over a number of days?ò 

 
A list of call statistics against days and half hour periods which match the filters and fields specified by the 
user. 
 

 
 

Field Description 

Start The time period in which the call started ringing 

In The total number of inbound calls (internal and external) 

%AllIn The number of Calls In as a percentage of all Calls In for the report 

Out The total number of outbound calls (internal and external) 

%AllOut The number of Calls Out as a percentage of All Calls Out for the report 

TotTalk The total amount of talk time for all calls 

AvgTalk The average amount of talk time for all calls 

MaxRingIn The longest time an inbound call was ringing 

AvgRingIn The average amount of ring time on inbound calls 

AvgRingOut The average amount of ring time on outbound calls 
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7 Calls/Status by Agent 
 
7.1 ACD Status by Agent 
 
"How long are my agents spent logged in?" 
"How long are my agents spent in wrap-up or DND?" 
 
This report provides summarized ACD status information grouped by agent. 
 

 
 

Field Description 

Agent The ID of the agent 

Agent Name The name of the agent 

Total Talk Time The total time the agent spent talking on calls 

Total Hold Time The total time the agent spend with calls on hold 

Time On Duty The total time the agent spent logged in 

Last Logon Time The last time the agent logged in 

% Time In Free The % of the agentôs time spent in the free state 

% Time In Busy The % of the agentôs time spent in the busy state 

% Time In Wrapup The % of the agentôs time spent in the wrap up state 

% Time In Busy N/A The % of the agentôs time spent in the DND state 

 
 
  




















