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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:

i 16 extensions or fewer
9 17 to 32 extensions
T 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:

ea e a a DND ACD
00QgIing Reporte Repo 0 Repo 0

List Reports

Call List Reports
Configuration Reports
Detailed DND Status List
Detailed ACD Status List
Statistic Reports

By Telephone Number
By Device

By Start Time

By DID

By Account Code

By Trunk

By Hunt Group

By Agent

o 0|ILKI<
O|0o|I<|<
0O|<|0|O
<|O|0|0

*1O

O|0|0|0|0|0|0|0
oOILKIKIKIKIKIL
O|0|0|0|0|0

<|0|0|0|0|0|0|0

* 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).

Call List General (Non-Segmented)

(25/07/2017 00:00:00 - 25/07/2017 16:05:33)

Start Ans? Contact Tel No Group LstRngExt LstRngExtName Dir Dur Segs Code
25/07/2017 08:38:57 Yes [New Contact!] 077123 456 789 9012 XAR In 00:01:.07 1
25/07/2017 09:00:51 Yes [New Contact!] 01619875612 PPOE5 9034 EXT 90883 In 00:01:30 1
Play 25/07/2017 09:00:52 Yes Garry Carter 020987 6543 21 9065 Phil Dawson Out 00:03:26 2
Play 25/07/2017 09:08:07 Yes Wayne Thompson 07845 678 9101 2002 9077 Phil Dawson In 00:00:45 2
25/07/2017 09:12:34 No [New Contact!] 07798 765 4321 PPO65 9011 EXT 9043 Out 00:00:09 1
25/07/2017 09:14:2% No [New Cantact!] 016115975321 PPO65 9082 Carrie Goldsmith ~ Out 00:00:17 1
Play 25/07/2017 09:18:17 Yes Charlie Ashton 01772 963 741 2805 9056 Rachel Crystal In 00:05:03 5
Play 25/07/2017 09:23:18 Yes [New Contact!] 077456123789 2002 9049 Sarah Short In 00:05:55 3
25/07/2017 09:29:16 Yes [New Contact!] 0161852 2587 PPO65 9068 Mark Webster In 00:01:28 1
25/07/2017 09:31:57 Ne [New Contact!] 0161761 4985 PPOE5 9031 EXT 8077 In 00:00:06 1
25/07/2017 09:35:35 Yes [New Contact!] 020 7649 854 9021 XAR In 00:00:15 1
Play 25/07/2017 09:36:23 Yes Mary Taylor 01204 845 985 9041 Carl Graham In 00:13:19 1
25/07/2017 09:36:27 Yes [New Contact!] 07712 345698 9042 XAR In 00:00:17 1

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.

Call List General (Segmented)

(25/07/2017 00:00:00 - 25/07/2017 16:10:28)

Start Ans? Contact Tel No Group Ext Ext Name Dir Dur Seg Code
25/07/2017 08:38:57 Yes [New Contact!] 077123 456 789 9012, 9045 XAR In 00:01:07 1
25/07/2017 09:00:51 Yes [New Contact!] 01619875612 XAD99 9034, 9014  EXT 9088 In 00:01:30 1
Play 25/07/2017 09:00:52 Yes Garry Carter 020987 6543 21 9065 Phil Dawscn Out 00:02:25 1
Play 25/07/2017 09:03:27 Yes [New Contact!] 07845 678 9101 9077 Phil Dawscn N/A 00:00:51 2
25/07/2017 09:08:07 No Gemma Saunders 07798 765 4321 9011 EXT 9043 In 00:00:06 1
25/07/2017 09:08:13 No [New Contact!] 016115975321 5001 9082, 9024 Carrie Goldsmith  In 00:00:00 1
Play 25/07/2017 09:08:13 Yes Gemma Saunders 01772 963 741 9006 9056 Rachel Crystal In 00-00:38 2
25/07/2017 09:12:34 No [New Contact!] 077456123789 XA085 9049 Sarah Short Qut 00:00:09 1
25/07/2017 09:14:29 No [New Contact!] 0161 852 2587 XAOES 9068 Mark Webster Out 00:00:17 1
25/07/2017 09:18:17 No Lee Hinchcliffe 01617614985 9031 EXT 9077 In 00:00:15 1
25/07/2017 09:18:32 No [New Contact!] 0207645 854 9051 9021, 9038  XAR In 00:00:00 1
Play 25/07/2017 09:18:32 Yes Lee Hinchcliffe 01204 845985 9036 9041 Carl Graham In 00:00:18 2
25/07/2017 09:18:50 No [New Contact!] 07712 345 698 5079 9042 XAR In 00:00:01 1

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.

Invalid Dialled Numbers

Invalid Dialled Numbers (18/07/2017 00:00:00 - 25/07/2017 23:59:00)

Start Ext Ext Name Dur Seg Tel No

20/07/2017 10:25:49 9003 Terry Bennadict  00:00:06 1 01776 456 897

25/07/2017 12:03:55 9067 EXT 90&7 00:00:08 1 07712 3456

25/07/2017 16:14:44 9002 Terry Bennadict  00:00:12 1 D161 987 654

25/07/2017 16:15:54 5017 Betty Smith 00:00:09 1 020123 456

25/07/2017 16:20:08 9017 Betty Smith 00:00:11 1 07823 456 78
25/07/2017 23:59:00 (5 rows)

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 r;umb;r of a particular call segment for calls that have been diverted, forwarded, overflowed, recalled or
transferre,
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2.4 Lost Calls

"What calls have we losttoday?"
A list of unanswered inbound calls, or DID calls that rung engaged on a DID extension.

Lost Calls

Lost Calls (8/8/2017 12:00:00 AM - 8/8/2017 11:59:59 PM)

Start Contact Group CLI Ring DID DNIS Trunk
8/8/2017 12:15:08 AM [New Contactl] [No CLI] 00:00:09 460-552-6478 85221
8/8/2017 3:13:10 AM [New Contactl] [No CLI] 00:00:14 460-644-6952  B5364
8/8/2017 4:21:53 AM Hank Seymore +44 758 421365 00:00:05  +44 1578123365 MAIN NUMBER 85123
8/8/2017 9:04:26 AM [New Contact!] DEE 07712 3654 00:00:01 0774653128 Charlie DDI 857859
8/8/2017 1:16:58 PM [New Contactl] 090 456 987 00:00:05 0161 457 4168 MAIN NUMBER 85753
8/8/2017 1:26:13 PM Chiristing Barker 07798 765 432 00:00:10 07768435123 MAIN NUMBER 85649
8/8/2017 1:33:44 PM Business Main DEE 0161 456 7891 00:00:00 0161 4852 123 KURT DDI 85167
8/8/2017 1:55:17 PM Christine Barker  DEE 07878 456123 00:00:30 07845123 456 MAIN NUMEBER 85749
8/8/2017 2:00:51 PM Sirnon Perry DEE 01245 987 456 00:00:04 0124 1547 325 MARCUS DDI 855963
8/8/2017 2:03:32 PM Company #1 +44 159753 852 00:00:13  +44 9654621357 SUPPORT 85348
8/8/2017 3:26:16 PM [New Contactl] 01712 345678 00:00:17 017194587123 MAIN NUMBER 85643
8/8/2017 4:05:52 PM Chad Washington +44 48044 8554 00:00:05 444 4087 456213 MAIN NUMBER 85574
8/8/2017 4:13:04 PM Morman Taylor 0161 654 3210 00:00:15 0161 4715954 MAIN NUMBER 85119
8/8/2017 4.54:41 PM Ray Winston DEE 07816 401 2534 00:00:36 078564523147 MAIN NUMBER 85111

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

AHow many

call s have wearttriaenssXoer r ed

to external

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.

Trunk to Trunk Calls

Trunk to Trunk Calls (8/8/2017 12:00:00 AM - 8/8/2017 2:57:59 PM]

Start

EBlay 8/8/2017 9:52:37 AM

Play 8/8/2017 9:58:41 AM
8/8/2017 11:21:45 AM
8/8/2017 11:23:06 AM
8/8/2017 1:30:42 PM
8/8/2017 1:46:43 PM
8/8/2017 1:55:50 PM
8/8/2017 2:16:46 PM

8/8/2017 2:52:37 PM

Ans?  Contact Dur Seg CLI

Yes  [New Contact] 00:00:28 2 ot ine pie
Yes  [New Contact] 00:00:30 2 ;;5521 %H 35, 0161
Yes [New Contact] 00:00:28 3 32%2 ggggif-

Yes  INew Contactl 00:00:56 3 s ek

No Bruce Marsden 00:00:04 2 07710 356 587

No Bruce Marsden 00:00:06 1 ggﬁ gg?;’si"r

No [New Cortact] 00:00:12 3 e

No  [New Contactl] 00:00:10 1 Sl e
Yes Percy Mobile 00:00:34 2 g%,gg?s' 85%31‘321

Trunk

84780, 84351
84132, 84017
84077, 84102
84764, 84608
84311, 84999
84215, 84345
84444, 84679
84311, 84645

84132, 84201

Trk Name

Gamma,
Gamma,
Gamma,
Gamma,
Gamma,
Gamma,
Gamma,
Gamma,

Gamma,

Gamma

Gamma

Gamma

Gamma

Gamma

Gamma

Gamma

Gamma

Gamma

TrFron

2864

(i8]
[l
[Fe]
w

G844

2855

2866

2877

2817

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.

Unreturned Lost Calls

(09/08/2017 09:00:00 - 09/08/2017 23:58:00)

Start Contact CLI Group Ext Ext Mame Ring DDI DNIS Trunk
05/08/2017 09:54:52 01394 531111 DEE 9884 Craig M 00:01:03 0161123 4567 Craig M 84111
09/08/2017 11:13:47 0201234 567 DEE 9026 Billy 00:00:20 0161123 4568 Billy C 84112
09/08/2017 13:06:43 0161 987 6543 9922 MAIN 00:00:04 0161123 4569 MAIN 84115
05/08/2017 13:53:01 +44 161 222 3333 9945 MAIN 00:00:05 0161123 4569 MAIN 84115
05/08/2017 14:03:35 0161 007 6543 9917 MAIN 00:00:04 0161123 4569 MAIN 84115
09/08/2017 14:15:52 +1 234-567-8910 9911 MAIN 00:00:18 0161123 4569 MAIM 84115

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 r;umb;r of a particular call segment for calls that have been diverted, forwarded, overflowed, recalled or
transferre

10
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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.

Call Performance By Day

(11/09/2017 00:00:00 - 17/09/2017 23:59:59)

Start In InAns  MaxRingIn  AvgRingln %Ans<10s %Lost<10s Ans<10s Lost<10s Lost OverOut %InAns lost
11/09/2017 148 82 00:03:37 00:00:10  32% 4% 48 6 15 7 55% 10%
12/09/2017 244 130 00:05:58 00:00:10  40% 5% 98 1 29 3 53% 12%
13/09/2017 385 248 00:01:33 00:00:08  49% 3% 188 13 32 30 64% 8%
14/09/2017 284 169 00:02:41 00:00:10  43% 3% 123 9 28 24 60% 10%
15/09/2017 189 127 00:07:29 00:00:10  49% 2% 93 3 16 8 67% 8%
16/09/2017 10 4 00:00:40 00:00:20  20% 0% 2 0 6 0 40% 60%
1260 760 00:07:29 00:00:11  44% 3% 552 42 126 72 60% 103

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 numberof cal l s that werendét 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

11
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3.2 Service Level by Half Hour

AHow ar e

we performing

agai n,brokerodown byshalfrhgur?coe

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

Service Level By Half Hour

MRIN0IIM T 0000
WLa /U UL Ui ulel

Start

08:30 - 09:00
09:00 - 09:30
09:30 - 10:00
10:00 - 10:30
10:30 - 11:00
11:00 - 11:30

11:30 - 12-00

0 - 18/09/2017 23:59:59)

In InAns  %Ans<10s #Ans<20s %Ans<30s %Ans<40s %Ans<50s %Ans<120s
1 1 0% 0% 100% 100% 100% 100%

23 18 T0% 78% 78% 78% 78% 78%

21 15 57% i3 P 71 71 71

9 8 67% 78% 89% 89% 89% 89%

5 z 60% 60% 60% 60% 60% 60%

4 3 75% 75% 75% 75% 75% 75%

7 5 433 57% 71% 71% 71% 71%

%Ans=>120s

Ans<10s
0

16

12

Ans<20s

1]
18
15

l evel
Ans<30s Ans<40s
1 1
18 18
15 15
8 8
7 3
3 3
5 5

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

12
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3.3 Service Level by Half Hour & Day
AHow are we perfor mi ng safgradhisweek, brakenrdows eyrdayiaré al éveabsr ?

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

Service Level By Half Hour & Day

(18/09/2017 00:00:00 - 19/09/2017 09:12:01)

Start In Infns  %Ans<10s %Ans<20s %Ans«30s %Ans<4ls %Ans<50s %Ans<120s %Ans=120s Ans<10s Ans<20s Ans<30s Ans<40s
18/09/2017 08:30 - 09:00 1 1 0% 0% 100% 100% 100% 100% 0% 0 0 1 1
18/09/2017 09:00 - 09:30 23 18 70% 78% 78% 78% 78% 78% 0% 16 18 18 18
18/09/2017 09:30 - 10:00 21 15 57% 1% 71% 71% 71% 71% 0% 12 15 15 15
18/09/2017 10:00 - 10:30 9 8 67% 78% 89% 89% 89% 89% 0% 6 7 8 8
18/09/2017 10:30 - 11:00 5 3 60% 60% 60% 60% 60% 60% 0% 3 3 3 3
18/09/2017 11:00 - 11:30 4 3 75% 75% 75% 75% 75% 75% 0% 3 3 3 3
18/09/2017 11:30 - 12:00 7 5 43% 57% 71% 71% 71% 71% 0% 3 4 5 5
18/09/2017 12:00 - 12:30 5 2 40% 40% 40% 40% 40% 40% 0% 2 2 2 2
18/09/2017 12:30 - 13:00 1 [ 27% 55% 55% 55% 55% 55% 0% 3 [ [ 6
18/09/2017 13:00 - 13:30 5 5 17% 50% 67% 67% 67% 83% 0% 1 3 4 4
18/09/2017 13:30 - 14:00 5 4 80% 80% 80% 80% 80% 80% 0% 4 4 4 4
[Flww  Joesepton ]

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

13
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4 Calls by Device
4.1 Calls by Account Code
"Can | 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.

Calls By Account Code

(11/09/2017 00:00:00 - 17/09/2017 23:50:50]

Code InExt  MAlllnExt OutExt ZAIOutExt TotTalk  Awglalk  MaxRingln  AwgRingln  AvgRingOut
[Mone] 440 S84 330 995 58:49:54 000330 000729 00-00:05 00:00:06
1234002 1 0% 0 0% 00:00:10 00:00:10  00:00:01 00:00:01 00:00:00
34700 1 0 0 0 00:03:00 00:03:00 00:00:05 00:-00:05 00:00:00
34754 2 0% 0 0% 00:08:1%  00:04:09  00:00:16 00-00:15 00:00:00
34852 0 0 1 0 00:00:4%  00:00:49  O0:00:00 00-00:00 00:00:10
34892 1 0% 0 0% 00:01:38 0000138 O0:00:17 00-00:17 00:00:00
34504 0 0 1 0 00:01:35  00:01:35 O0:00:00 00-00:00 00:00:07
345994 1 0% 0 0% 00:03:42 0000342 00:00:09 00-00:0% 00:00:00
3459959 3 1% 0 0 00:16:02  00:05:20  O0:00:15 00-00:13 00:00:00
35011 1 0% 0 0% 00:00:31 00:00:31 O0:00:16 00-00:16 00:00:00
35012 0 0 1 0 00:08:13  00:08:13  00:00:00 00-00:00 00:00:12
513 0 0% 1 0% 00:00:05  00:00:05  00:00:00 00-00:00 00:00:07
602 0 0 1 0 00:00:12  00:00:12  O0:00:00 00-00:00 00:00:08
G729 1 0% 0 0% 00:00:51 00:00:51  00:00:07 00:00:07 00:00:00
451 100% 335 100% 59:35:01  OO0c02:24 000729 00:00:06 00:00:03

Code The last account code that was entered against a call

InExt The total number of inbound external calls

%AllINnExt 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

%AIlIOutExt 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

MaxRinglin 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

14
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4.2 Calls by DID
"Can | see how effectively we are handling Direct Dial services orcampaigns?"

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

Calls By DDI

(19/09/2017 00:00:00 - 19/09/2017 11.37:18)

D0l DMIS InExt  J2AllnExt TotTalk  Awglalk  MaxRingln  AwvgRingln
0161 258 3550 MAIMN 2 135 00:02:39  00:01:4%9  00:00:24 00:00:16
0161 258 3551 WOICEMAIL 2 135 00:00:34  00:00:17  00:00:00 00:00:00
0161 258 3550 MAIMN 10 63% 00:09:57 00:02:29 00:00:36 00:00:13
0161 258 3658 TERRY DD 0 0% 00:00:38  00:00:38  00:00:00 00:00:00
0161 258 3550 DAWH DDI 1 6% 00:05:11  00:05:11 00:00:14 00:00:14
0161 258 3557 ALEX DDI 1 6% 00:02:18  00:02:18  00:00:11 00:00:11
16 100% 00:22:17  00:02:07 00:00:36 00:00:09

DID The DID received

DNIS Description against the DID

InExt The total number of inbound, external calls

%AIllINExt 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

15
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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.

Calls By Extension
{19/09/2017 00:00:00 - 19/09/2017 11:47:11)

Ext Ext Name In InCmp Out  OutCmp TotTalk  Avglalk  MaxRingln  AvgRingln  AvgRingQOut
Mark . . - -0 -

2001 Warrington 7 4 5 4 00:07:39  00:00:57  00:00:03 00:00:01 00:00:13

SO0z Army Cho 1 0 0 0 00:00:00 0000000 00:00:00 00:00:00 00:00:00

Q003 Julia Srith 0 0 3 3 00:06:50 00:02:16  00:00:00 00:00:00 00:00:11

S004 Ben Corrie 3 2 8 3 00:12:02  00:01:43 00:00:24 00:00:0% 00-00:14

Q005 Ray Parker 5 4 9 6 00:20:42 00:02:18  00:00:15 00:00:07 00-00:04

S006 Fhil Mayar 1 0 0 0 00:01:32  00:01:32 00:00:41 00:00:41 00-00:00
Christing . A - N0 -

Q007 Bretharton 1 0 2 2 00:09:01 00:04:30  00:00:13 00:00:13 00-00:12
Charles N i - - 00

2011 Tarleton 0 0 1 1 00:00:00  00:00:00 00:00:00 00:00:00 00-00:01
Rachel e - O 0o -

017 Coldsmith 3 2 7 5 00:31:4% 00:03:58  00:00:10 00:00:06 00:00:06

032 aa;rgrl;;?tha 0 0 4 4 00:00:00 0000000 00:00:00 00:00:00 00-00:02

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

16



4.4 Calls by Hunt Group

AfCan

see

breakdowns
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of

call s

taken by

i ndi

Vi

dual

A list of inbound call statistics by hunt group rung for calls which match the filters and fields specified by the

user.

Calls By Hunt Group

(18/09/2017 00:00:00 - 19/09,/2017 12:01:36]

Group

9004
Q005
900e
9011

Q00
aoo2
Q03
ooy

DEE

HGrp
Mame

Sales

WIP Sales
HR
General
Rzception
Main
Enguiries

Support

Personal
Router

In

10

28
136

155

%AlIn TotTalk

5% 00:10:48
0% 00:00:00
3% 00:03:51
4% 00:00:36
1% 00:06:22
1% 00:00:02
2% 00:27:47
143 00:30:23
0% 05:45:46
100%  OF:09:35

AvgTalk

00:03:36
00:00:00
00:01-55
00:00:05
00:06:22
00:00:02
00:09:15
00:02:10
00-03:04

00:02:56

MaxRingln
00:06:51
00:00:00
00:00: 26
00:00:09
00:00: 26
00:00:33
00:00:01
00:00:18
00:01-00

00:06:51

AvgRingln
00:00:50
00:00:00
00:00:11
00:00:05
00:00:13
00:00:17
00:00:00
00:00:06
00-00:07

00:00:12

TotRing

00:08:29
00:00:04
00:01-11

00:00:37
00:00:27
00:00:34
00:-00:04
00:03:10
00:21:40

003616

TotRingln
00:08:29
00:00:00
00:01-11
00:00:37
00:00:27
00:00:34
00:00:01
00:03:10
00:17-29

00:31:58

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

17
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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.

Calls By Trunk

(19/09/2017 00:00:00 - 19/09/2017 13:07:04)

Trunk
84301
84302
84303
84311

84312

84501

37103

Trk Mame
Gamma
Gamma
Gamma
Gamma
Gamma
321-654-0876

Link Ta Mode 01

InExt  #AlnExt OutExt ANCutExt TotTalk  Awglalk  MaxRingln

20 4% 1 3% 00:34:33  00:02:28  00:00:36
5 193 0 0% 00:17:56  00:03:35 Q0:00:20
1 4% 0 0% 00:00:04 00:00:04 00:00:35
0 (14 3 10% 00:21:00 00:07:00  0Q0:00:00
0 0% 24 TR 00:42:15 00:02:29 00000:00
1 4% 0 0% 00:00:00  00:00:00 00:00:13
0 0% 3 10% 00:00:00 00:00:00 00:00:00
27 100% 31 1005 01:55:48  00:02:13  00:00:36

AvgRingln
00-00:15
00:00:10
00:00:35
00:00:00
00:00:00
00:00:13
00:00:00

00:00:10

AvgRingQOut
00-00:24
00:00:00
00:00:00
00:00:07
00:00:11
00:00:00
00:00:02

00:00:06

Trunk The trunk ID

Trk Name The trunk name

InExt The total number of inbound external calls

%AIllINExt 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

%AIlIOUtExt 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 | 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.

Calls By User

(19/09/2017 00:00:00 - 19/09/2017 13:21:25)

User In InCmp  Out OutCmp  TotTalk  Avglalk  MaxRingln  AvgRingln  AwgRingQOut
Alan Graham 3 0 0 0 00:03:04  00:01:32  00:00:41 00:00:27 00:00:00
Bryan Pilks 6 3 11 4 00:16:12 00:01:48  00:00:24 00:00:07 00:00:11
Carl Walker 6 1 2 2 00:00:08 00:00:08 00:00:35 00:00:10 00-00:18
ﬁ::';!}r 7 5 3 2 00:16:28 00:01:38  00:00:08 00:00:04 00-00:03
ChrisMaycr & 4 3 3 00:37:46  00:05:23  00:00:10 00:00:04 00:00:07
Diavid 0 0 1 1 00:00:00 00:00:00 00:00:00  00:00:00  00:00:01
Waringtcn
Darnien
Chipwood- 5 5 10 5 00:11:25  00:01:25  00:00:09 00:00:05 00:00:03
Diavis
Graham West 7 6 4 4 00:12:32 00:01:34  00:00:13 00:00:06 00:00:01
i le 4 4 5 4 00:07:39  O0:00:57  00:00:03  00:00:03  00:00:13
Cartwright 07 :00: :00: :00: -00:

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

19
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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.

Date Range | Today 4 Filter | External Calls

M 4 |1 |of2 p M e -

Unmatched Calls By Extension
External Calls (19/09/2017 00:00:00 - 19/09,/2017

14:15:15)
Ext Ext Mame Handled MNoMatch? XNoMatch
9002 Wastngion ® 3 33%
G003 Carl Travor 2 2 100%
G004 James Srith 3 2 67%
G008 Bill Parker 2 2 1003
G013 Robert Wayne 6 1 17%
9024 e one L 1 100%
9025 Mandy . 1 1 100%
9026 Ran i 8 4 50%
0030 A 5 83%
o032 il 6 3 50%
9035 pomminic g 5 100%
[Fea  [oesepton 0]
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.

Unmatched Calls By User

From 26/02/2018 00:00:00 to 26/02/2018 15:48:04

User Handled MNoMatch %NoMatch

Alan Parker 8 1 100%

Becky Jarvis 3 2 100%

BrianWilcox 18 2 100%

Cameron Adams 21 3 100%

Carl Wiltshire 22 2 50%

Chris Bond 19 3 50%

Craig Marsh 1 0 0%

Damien Walker kil 1 20%

Davina Dawson 22 2 67%

Evelyn Srmith 27 4 67%

Francis Washington 1 0 0%

George Bretherton 7 0 0%

Harry Davenport - 1 100%

Jessica Wilson - 0 0%

Kerry Crystal 13 3 50%

Liza Brandon 12 2 67%

Fea  oesepion ]
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.

DND Time By Extension

From 26/02/2018 00:00:00 to 26/02/2018 16:02:34

Ext Ext Name TotDND  AvgDND  LngstDND  DNDCnt
8000 Max Steel 00:00:00 00:00:00 00:00:00 0
8001 EXT G002 00:00:00 00:00:00 00:00:00 0
8002 Chris Randall 01:15:11 01:15:11 01:15:11 1
8003 Kerry Smith 00:00:00 00:00:00 00:00:00 0
8004 Miel Porker 00:00:00 00:00:00 00:00:00 0
9005 Hannah Jobs 00:00:00 00:00:00 0O0:00:00 0
9006 Jarmes King 06:36:35 06:36:35 06:36:35 1
9007 Amy Bond 00:35:10  00:17:35 00:35:04 2
9008 John Phillips 06:45:19 06:45:19 06:45:19 1
Q00 Barry Scott 00:00:00 00:00:00 00:00:00 0
Q018 David Dawson 00:00:00 00:00:00 00:00:00 0
2019 Jack Crystal 02:35:56  00:51:59  01:20:05 3
8025 Samantha Bagley 01:13:18 00:18:19 00:59:16 4
Q028 Graham Hurst 00:47:44 00:47:44 00:47:44 1
8032 Steve Jones 01:31:34  01:31:34  01:31:34 1
9033 RachelWest 00:00:22 00:00:22 00:00:22 1
9037 Harry Thatcher 00:00:00 00:00:00 00:00:00 0
9040 Jarmie Archer 00:00:00 00:00:00 0O0:00:00 0
9041 Gemma Goldsmith 00:00:00 00:00:00 00:00:00 0
9044 Cirnar McDonnald 00:49:31 00:4931 004531 1
|Fed  oesepion ]

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
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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.

Calls By Telephone Number

External Calls (19/09/2017 00:00:00 - 19/09/2017

152527
TelMNe Contact Handled In Out #Allln Z2AlOut TotTalk  Awglalk  MaxRingln  AvgRingln  AwgRingOut
[Ne CLI| [New Contact!] 4 4 0 11% 0% 00:01:50 00:00:36 00:00:35 00:00:25 00:00:00
+31 4 8523657 [Mew Contact!] 4 4 0 11% 0% 00:04:58 00:02:29 00:00:31 00:00:18 00:00:00
0116 123 4567 [Mews Contact!] 1 1 0 % 0% 00:01:42 00:01:42  00:00:24 00:00:24 00:00:00
01202 987456 Business Co. 2 2 0 5% 0% 00:11:52  00:05:56  00:00:20 00:00:17 00:00:00
01204 654321 Mark Srith 2 ] 2 0% 4% 00:04:40 00:02:20 00:00:00  00:00:00  00:00:02
01244 785555 lar Plant 1 0 1 0% 2% 00:00:07 00:00:07 00:00:00 00:00:00 00:00:01
01244 321987 Chiris Winters 3 1 2 % 4% 00:09:22 00:03:07 00:00:14 00:00:14 00:00:03
01244 456123 Jererny South 1 0 1 1 2% 00:00:38 00:00:38 00:00:00 00:00:00 00:00:01
01291 788966 Graham Bond 1 1 0 3% 0% 00:20:51  00:20:51  00:00:09 00:00:08 00:00:00
0131111 2222 [Mew Contact!] 1 0 1 0% 2% 00:03:26 00:03:26 00:00:00 00:00:00 00:00:20
01442 987321 Training Co. 1 [u] 1 1 2% 00:00:36 00:00:36 00:00:00 00:00:00 00:00:11
Fea  [oeserpton ]

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

%AllIout 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.

Calls For Service Codes

Service Codes (19/09/2017 00:00:00 - 15/09/2017 16:21:33)

Tel No Contact Out BALOUt  TofTalk AvgTalk  AwgRing OutAns
192 [New Contact!] 1 100% 00:00.00 00:00:00 00:00:08 0
1 100% 00:00:00 00:00:00 000008 0

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)

%All0ut 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
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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.

Top Dialled Numbers

Cutbound External Calls (18/09/2017 00:00:00 - 19/09/2017 16:32:42)

Tel Mo Contact Out #AlOut  AvgTalkOut  TotRingOut  TofTalkOut OutAns
07713111222 [Mew Contact!] 7 13% 00:00:00 00:00:57 00:00:00 0
456 [Mew Contact!] 5 10% 00:00:00 00:00:10 00:00:00 0
07961 777888 Lisa Morton b 10% 00:00:01 00:01:26 00:00:04 1
07720 4446866 Carrie Phillis 5 10% 00:00:47 00:01.07 00:03:53 2
01244 222333 Gerry Pilkington 2 4% 00:02:05 00:00:08 00:04:10 2
01204 777959 Greg Martin 2 4% 00:02:20 00:00:04 00:04:40 2
01902 555444 [MNew Contact!] 2 4% 00:00:11 00:00:16 00:00:21 2
0161 123 4567 Charlie Gruber 1 2% 00:00:03 00:00:01 00:00:03 1
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.

Top Received Numbers

nbound External Calls (20/09,/2017 00:00:00 -
20/00/2017 23:50:50)

+41 %0 33ETT 06 [Mew Contact!] 4% 00:15:08  00:00:04 003016 2

Tel Mo Contact In #Aln Avglalkln TotRingln  TotTalkln  InAns
[Mao CLI [Mew Contact!] 11 22% 00:01:30 000348 0001639 5
+44 122456739 Business Cio. 3 6% 00:10:42  0000:01 00c32:07 3
07720 587660 Mary Parker 3 6% 00:03:14 000041 000543 3
07973 1115999 Chris Bond 2 4% 00:06:53  00:00:19 001348 2
0161 222 3333 Steve Plant 2 4% 00:02:15  00:00:16 00:04:30 2

2

2

07975 4567851 Marcus Wilcox 4% 00:00:11 00:00:23 000022 2

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

MiVoice Office Call Reporter i Report Format Samples

6.1 Call Summary by Day

"Can | 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.

Call Summary By Day

(18/09/2017 00:00:00 - 21/09,/2017 09:10:04)

Start

18/08/2017
19/08/2017
20/09/2017
21/09/2017

In

194
204
217

L

620

InExt  Infns Out  OutExt OutAns TotTalk  AvgTalk

35 135 G4 52 34 09:52:43  00:03:30
69 129 78 59 37 09:05:54  00:03:17
50 150 93 78 52 17:55:04  D0:05:19
0 3 2 2 2 00:03:34  00:00:42
154 417 237 191 125 36:57:115 00:03:12

MaxRingln
00:06:51
00:00:42
00:01:43
00:00:16

00:06:51

AvgRingln  Handled Match?

00:00:08
00:00:07
00:00:06
00:00:07

00:00:07

258
282
310
7

a57

37
73
53
1
164

%ln
75%
T2%
703
7%
72%

#0ut
25%
28%
30%
29%

28%

#Match
433
57%
A%
50%
48%

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
%0ut 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

ifiCan | compare call statistics over several mont hs?

A list of outbound call statistics against individual months for calls which match the filters and fields
specified by the user.

Call Summary By Month

101/08/2017 00:00:00 - 31/08/2017 23:58:58)

Start In InAns  Out  OutAns TofTalk  Avglalk  MaxRingin AvgRingln Handled Match? Match %In #0ut
Aug, 2017 4781 2908 1973 1100 259:31:28 00:03:53  00:36:35 00:00:09 6754 1714 565 7% 29%
4781 2908 1973 1100 259:31:28 00:03:53 00:36:35 00:00:09 6,754 1714 56% % 29%

[Fea  [oesepton ]

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

%0ut The number of calls outbound as a percentage of calls handled
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6.3 Call Summary by Week
AnCan | compare general <call statistics over sever al

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.

Call Summary By Week

(01/08/2017 00:00:00 - 31/08/2017 23:59:589)

Start In Infns  Out  OutAns TotTalk  Avglalk  MaxRingln AwgRingln Handled Match? %Match %in #0ut
06/08/2017 (Sun) 966 566 461 229 45726149 00:03:25 00:01:54 00:00:07 1427 389 57% 68%  32%
13/08/2017 {Sun) 1127  &8B 528 292 70:50:57  00:04:20 00:03:08  00:00:07 1655 468 58% 68%  32%
18/08/2017 (Fri) 1061 &40 502 276 66:46:15  00:04:22  00:15:24 00:00:12 1563 404 53% 6B%  32%
26/08/2017 (Sat) 593 400 196 120 32:13:43  00:03:43  00:36:35 00:00:12 889 219 603 78 22%
31/08/2017 (Thu) 934 614 286 183 44:13:44  00:03:19 00:01:57 00:00:07 1220 234 51% 7% 23%
4781 2908 1973 1100 259:31:28 00:03:50 00:36:35 00:00:09 6,754 1,714 56% 71% 29%

[Fea  [oesepton ]

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

%0ut The number of calls outbound as a percentage of calls handled
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6.4 Calls by Half Hour

ACan | compare busdgay?2diods during the

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

Date Range | Yesterday " Filter | [na filter) " Apply
4 |1 [af2 p Bl -

Calls By Half Hour

(20/09/2017 00:00:00 - 20/09/2017 23:50:50)

Start In #Aln Out  2AIOut TofTalk  Avglalk  MaxRingln  AwgRingln  AwvgRingOut
01:30 - 02:00 1 0% 0 154 00:00:00  00:00:00 00:01:43 00:01:43 00:00:00
08:00 - 08:30 1 0% 0 0% 00:00:02  00:00:02 00:00:01 00:00:01 00:00:00
08:30 - 09:00 5 2% 2 2% 00:04:13  00:01:03  00:00:45 00:00:11 00:00:11
09:00 - 09:30 10 5% 3 3% 00:28:06  00:02:48 00:00:38 00:00:06 00:00:06
09:30 - 10:00 23 11% 6 6% 00:54:12 00:03:23  00:00:32 00:00:06 00:00:00
10:00 - 10:30 13 54 6 (54 01-10:02  00:05:50 00:00:16 00:00:05 00:00:06
10:30 - 11:00 6 % 11 12% 00:41-:15  00:03:26 00:00:10 00:00:03 00:00:16
11:00 - 11:30 12 54 4 4% 00:39:18  00:03:34 00:00:18 00:00:06 00:00:14
11:30 - 12:00 12 54 3 3% 01-1%:0% 00:06:35 00:00:24 00:00:06 00:00:17
12:00 - 12:30 5 2% 5 5% 00:55:56 00:07:59 00:00:16 00:00:06 00:00:08
12-30 - 13:00 14 54 3 3% 00:21:30  00:02:23  00:00:15 00:00:03 00:00:03
13:00 - 13:30 13 54 2 2% 00:22:06  00:02:12 00:00:15 00:00:03 00:00:08

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

MaxRinglin 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
ACan | compare busdayqveranumiersofddys2?d ng t he

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

Calls By Half Hour & Day

(18/09/2017 00:00:00 - 21/09/2017 10:07:15)

Start In #Aln Out #AINOut TotTalk  Avglalk  MaxRingln  AwgRingln  AvgRingOut
18/09/2017 08:30 - 09:00 1 0% 0 0% 00:00:58 00:00:58 00:00:30 00:00:30 00:00:00
18/09/2017 09:00 - 09:30 23 4% 0 0% 00:28:18 00:01:34  00:00:21 00:00:03 00:00:00
18/09/2017 09:30 - 10:00 21 I 3 1% 00:50:13  00:03:20 00:00:20 00:00:06 00:00:06
18/09/2017 10:00 - 10:30 9 1% 3 1% 00:30:58  00:03:05 00:00:30 00:00:09 00:00:03
18/09/2017 10:30 - 11:00 5 1% 3 1% 00:15:37  00:03:07 00:00:23 00:00:10 00:00:03
18/09/2017 11:00 - 11:30 4 1% 3 1% 00:10:45  00:02:09  00:00:04 00:00:03 00:00:03
18/09/2017 11:30 - 12:00 7 1% 1 0% 00:10:06  00:02:01 00:00:21 00:00:06 00:00:01
18/09/2017 12:00 - 12:30 5 1% 2 1% 00:09:41  00:03:13 00:00:19 00:00:06 00:00:00
18/09/2017 12:30 - 13:00 11 2% 3 1% 00:05:48  00:00:58 00:00:19 00:00:07 00:00:03
18/09/2017 13:00 - 13:30 6 1% 3 1% 00:05:26  00:00:54  00:01:00 00:00:21 00:00:13

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.

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 agentds time spent in the free state

% Time In Busy The % of the agentds time spent in the busy state
% Time In Wrapup The % of the agentds time spent in the wrap up stat
% Time In Busy N/A The % of the agentds time spent in the DND state
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