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Overview

Introduction

ACD Report Server is an End User call management tool that provides:
e Real-time Call Reporting

e Cradle to Grave Reporting

e Call Logging

ACD Report Server is also an ideal tool for Dealers in monitoring and debugging the initial setup of the

telephony environment.

ACD Report Server supports integration with Panasonic TDA PBXs (KX-TDA 100, KX-TDA 200 and KX-
TDA 600) via CSTA interface.

This section covers the following topics:

e Who Can Use ACD Report Server?

e ACD Report Server Key Features

e ACD Report Server Benefits

e ACD Report Server Architecture

e  General Features

e  Monitoring Features

e Reporting Features

Who Can Use the ACD Report Server?

e Any IT personnel from both small and medium corporations
e Any manager that is in charge with infrastructure costs management

e Any Dealer involved in monitoring and debugging the setup of telephony environment

ACD Report Server Key Features

e Unique solution in the market that integrates with TDA Panasonic PBX series (KX-TDA 100, KX-TDA
200, KX-TDA 600) via CSTA interface

e  Multi-Client/ Server architecture built under Windows OS
e 100% GUI monitoring and reporting features

e  Export reports in portable formats like PDF, Word, Excel, HTML, Lotus, CSV, TSV and XML
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e E-mail reports to the desired recipients
e Designed for 7-days and 24 hours availability

e Monitor in real-time the ACD operational status of the PBX system by analyzing the tree view window

with extensions and call status, and counters that are displayed on the screen lively

ACD Report Server Benefits

Affordable solution and easy to use interface

Increase the efficiency of decision making process

e Increase the organization flexibility and reduce the operational costs

e Analyze the call traffic helping IT stuff identify different trends

e Help the labor cost management

e Identify frequently dialed numbers

e  Save costs by recognize either unused or faulty extension and CO lines
e Assess telephone answer times for individuals and groups

e Track incoming calls via caller ID information

e Agent monitor by Agent ID
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ACD Report Server Architecture

ACD Report Server consists of the following components:

e ACD Report Client (PC)

e KX- NCV200 (ACD Report Server + Voice Processing System)

KX-HCV200
(ACD Report Server
+ Voice Processing System)

LAN

Performance Graphs i E i [ eeee—

| “""""" ACD Reports

“ACD Monitor
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General Features

ACD Groups Information
ACD Report Server collects all the information about the ACD groups defined on TDA PBX. All the past call

processing is done according to the information gathered from the TDA PBX.

Extension Information

ACD Report Server collects all the information about the Extensions defined on TDA PBX and their
allocation to different ACD groups. All the past call processing is done according to the information gathered
from the TDA PBX.

Agent Information

For each Agent an unique ID number can be defined. The Agent logs in the system using the ID number and

a password. This feature allows you to exactly monitor Agent activity and efficiency.

Customer Information

The ACD Report Server allows user to manage the customer information associated with the associated
Caller ID lines.

The user can:
e Add a new Customer and specific Caller ID and/or Caller Name for easy identification of incoming calls

e Remove an existing Customer

e Modify the Customer information (i.e. First, Middle, Last Name and Caller ID)

Monitoring Features

Real-time Call Information
ACD Report Server presents the following information categories:
e  Status of each extension (idle, busy, etc.)
e Type of the call (incoming, outgoing, internal)

e The phone numbers for each party involved in the call
ACD Report Server manages the following type of counters and timers:

e Active Counters

e  Cumulative Counters
e Peak Counters

e Active Timers

e  Cumulative Timers
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User has access to real-time counters and timers, such as:
e Total Incoming Calls (Active Counter) — displays the total number of the incoming calls currently being
handled by the system

e Outgoing Calls (Active Counter) — displays the number of the outgoing calls currently being handled by

the system

e Waiting Calls (Active Counter) — displays the total number of calls (ACD and Non ACD) that are

currently waiting

e Lost ACD Calls (Cumulative Counter) — displays the total number of ACD Calls that have been lost
since the beginning of the session

e Total Incoming Calls (Cumulative Counter) - displays the total number of the incoming calls handled by

the system since the beginning of the session

e Call Duration (Active Timer) — displays the total time spent in the system from the moment the call
entered until it exits the system

e Call Time (Active Timer) — the duration of the call current state (the display name is according to the

current call state)
e Talk Time for ACD Call (Cumulative Timer) - the length of time the call was in conversation with Agents

e Total Waiting Time for ACD Call (Cumulative Timer) - the length of time the call waited in the ACD

Queue and rang at Agent

e Talk Time for Outgoing Call (Cumulative Timer), and more.
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Performance Graphs

ACD Report Server presents real-time custom or predefined performance graphs based on the system

counters.
ACD Report Server allows the user to inspect the Extensions or the Agents, ACD Groups, and System.

The user can customize each type of graph (e.g. chart type, chart title, fonts, colors).

Call information storing and retrieval

All information regarding the call traffic is stored into ACD Report Server Database.

The user can inspect the log information.

Reporting Features

Call Traffic Activity
ACD Report Server allows the user to easily view the traffic reports based on different criteria, such as:
e Phone extensions
e PBXline/ Dialed number
e Call duration
e Customer Name
e Lostcalls
e Incoming calls for ACD
e  Queue time
e Overflow calls
e No Answered calls
e Time range
e Type of the call (incoming, outgoing, internal)

e AgentID

Reports

The user can View, Print and Drill down on Reports for in-depth analysis using different filter criteria.

The reports can be exported in different portable formats like PDF, Word, Excel, HTML, Lotus, CSV, TSV
and XML.

On every report a personalized logo picture can be set.
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Filter and export information

ACD Report Server allows the user to select the desired information to be exported in CSV format for further

call analysis using specialized wizard.

Pre-defined Report Templates
ACD Report Server comes with a set of pre-defined report templates for quick generation, as follows:
e CO Call Report
e  System Report
e Group Report
e Agent Report
e AgentID based Report
The following attributes can be specified to instantiate the report template:
e Advanced Filtering using specialized wizard
e Fields to be included in the report
e Date Range Selector
e Report Format Selector

e Paper Format

Client Software Installation Manual 11
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ACD Report Server Getting Started

Introduction

This section covers the following topics:

Important Notes

Knows issues and limitations

Host Requirements

ACD Report Server Initialize

Installation Procedure

Settings for ACD Report Server

Important Notes

Install and uninstall ACD Report Client while running Windows logged-in with Administrator privileges.

Please contact your IT Manager for more information.

On Windows XP Professional SP2, the ACD Report Client opens three TCP/IP ports: 135, 5238 and
5239. The Windows Firewall is automatically configured accordingly by the ACD Client application
installation process.

ACD Report Client uses the following TCP/IP ports: 135(epmap), 5238-5240. These ports must not be
blocked by other applications that run on the same computer.

Multiple ACD Report Client can be installed in the company network using the same license provided

Recommendation (for the dealers): Regarding the PBX settings for Groups - Overflow No Answer. All

the Groups with no Overflow destination should have Overflow Time = None.

The maximum number of Clients that can be connected simultaneously to the KX-NCV200(ACD Report

Server) is 3.

When you change the PBX connected to the LAN, initialize all the data in the Client database of KX-
NCV200. Refer to the Installation Manual of VVoice Processing System for the procedure.

The KX-NCV200 does not support doorphone.

Call information is accumulated in Server even though no Client is connecting to Server. When a Client
connects to Server, the Client will receive all call information, which it has not received yet from Server.
After the Client completes receiving the call information, its starting process will be finished. And the
Client application will be ready for users to use. Due to this reason, at the following cases, it will take

long time to start Client because there will be a lot of call information that Client has to receive.

e When Client has not connected to Server for long time.
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e When the large amount of calls is on PBX even though it has not been so long time since Client

connected to Server last time.

To make Client start faster, it is highly recommended that Client connects to Server often, or Client

keeps connecting to Server during the term, which the amount of calls is large in of a day.

When a Client connects to Server, if the Client has not connected to Server for more than 2 days, the
Client will receive call information which is older than last 2 days from Server even after the Client
opens. Due to this mechanism, it takes time to receive all call information and display the entire call
history or create reports with entire call information. So when NCV200 is used in the environment that a
large amount of calls are, it is highly recommended that Client is connecting to Server all the time or

Client connects to Server short periodically.

Knows issues and limitations

General

After configuring any settings regarding 3.Group, 4.Extension, 10. CO&Incoming Call on the PBX side
close the TDA Maintenance Console and then press the Restart button from ACD Client Application for

changes take effect.

ACD Report Client Installation

There is no uninstalling option from Start | Programs | Panasonic, neither from Program
Files\Panasonic\... The application can be uninstalled only from Start | Settings | Control Panel |

Add/Remove Programs.

Customer Data and Agents Data

The Agents Data defined inside the ACD Report Server and any changes performed on the Agents

Data do not affect the Extension names defined in PBX.

When Agents’ hames are modified, changes will not be updated in ACD tree until those Agents will log

in using the new name.

The Agent Data can not be edited while the Agent logs in an extension.

ACD Monitor

Only for TDA version 3.0, in case of a three party conference, when the initiator of the conference
hangs up (the other parties are in the talking state) the call info is incomplete — the log for that call will

be recorded until the initiator of the conference hangs up.
For timers, the threshold unit measure is seconds no matter of which Timers Format option is enabled.
The Busy Overflow is not counted as Overflow counter.

The call can not be monitored if its overflowed destination is an extension that does not belong to any

groups.
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The call through DISA will be counted when it is received.

Performance Graphs

Custom Performance Graphs titles are not changed according to the monitored item. The title can be
changed at step 5 of the wizard or double click an existing graph and change the title from Graph Title
in the Other tab.

ACD Reports

Call Log

The Print window from Report Viewer doesn’t allow selecting the printer.

The Report Viewer window is modal (you cannot switch to ACD Report Client main window before the

Report Viewer is closed)

Even if the date format is changed (Configuration| Date and Time Settings) when you create a report
the default date format will be used (MM/DD/YYYY)

Scheduled reports: the default email report format is PDF document. To send the report in other format

be sure that the Export data in option is checked and the desired report format is selected

When a report is exported as Word for Windows document (.doc) the Distribution Graph's legend
doesn't display the colored lines (only their names) — Crystal Reports issue

When the reports are exported as Text or Paginated Text documents the first (and last) characters

aren’t displayed. To avoid this increase characters per inch value when prompted

If the Forward mode is set to FWD All (Call from CO) for an extension there will be no information
regarding that extension, ACD Report Server will monitor only the extension that is set up to receive the

forwarded calls.

For time-related Lookup fields (e.g. Talk Time), no matter of Timers Format options value, you must

enter the total number of seconds you are searching for

Host Requirements

The minimum requirements for ACD Client Application Windows host:

Operating System — Microsoft Windows 2000 Professional (Service Pack 4 and later), Windows XP

Professional (Service Pack 2), Windows XP Home Edition (Service Pack2)
CPU - Celeron at 1 GHz

RAM - 256 MB

HDD — 2 GB free disk space

VIDEO — 1024x768

LAN—-10Base T

The recommended requirements for ACD Client Application Windows host:
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Operating System —Windows XP Professional (Service Pack 2), Windows XP Home Edition (Service
Pack?2)

CPU - Pentium IV at 1.6 GHz or greater
RAM - 512M or greater

HDD — 5GB free disk space

VIDEO - 1280x1024

LAN — 10 Base T or greater
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Installation Procedure

To install the ACD Report server Client application

1. Double-click the ACD_Report_Server.exe on the installation CD to start the ACD Client Application
installer application. Wait for the ACD Report Server Install Shield Wizard to launch.

Installshield Wizard

Preparing to Install...
ALCD Report Server Setup iz preparing the Installs hield

‘wéizard, which will guide pou through the program setup
procesz, Pleaze wait,

Configuring 'Windows Inztaller

e

Cancel

2. The ACD Report Server Install Shield Wizard is displayed

Installshield Wizard x|

Welcome to the InstallShield Wizard for ACD
Report Server

The InztallShield® wizard will ingtall AC0 Report Server on
wour computer. To continue, click Hest.

¢ Biack I Mext » I Cancel
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3. Click the Next button. The License Agreement screen will appear

Installshield Wizard

Licenze Agreement 3 iRk
Plzaze read the following licenze agreement carafully. I .

Presz the PAGE DOWH key to gee the rest of the agreement.

End-Uszer License Aareement ﬂ

THIS IS & LEGAL AGREEMEMT BETWEER vOU AWND PANASONIC
COMMUMICATIONS CO., LTD. AND PANASONIC COMSUMER ELECTROMICS
COMPANY [COLLECTIVELY CALLED "PANASOMIC!)WITH RESPECT TO YOUR USE
OF F-NCY200 ACD Repart Client ["SOFT'WARE"]. CAREFULLY READ ALL THE
TERMS &WD COMDITIONS OF THIS AGREEMEMNT PRIOR TO INSTALLING THE
SOFTWARE. INSTALLING THE SOFTWARE INDICATES YOUR ACCEPTARNCE OF
THESE TERMS AND CONDITIOMS.

=
Do wow accept all the terms of the preceding Licenze Agreement’? IF you chooze Mo, the
zetup will close, Toinstall ACD Report Server. you must accept this agreement,

|mstall5hisld

¢ Back Tes Mo

4. Read the License Agreement and if you agree click on the Yes button

5. The Destination Folder screen appears

InstallShield Wizard N x|
Choose Destination Location ‘ 4" :
Select folder where Setup will install files. '

Setup will inztall ACD Repart Server in the following folder.

To install ta this folder, click Mest. Ta install to a different folder, click Browse and zelect
another folder.

" Destination Folder

C:\Program FileshPanazonichaCh Report Servert, Browse... |

Iefallzhield

< Back I Mext » I Cancel |

6.
C:\Program Files\Panasonic\ACD Report Server)

Client Software Installation Manual
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7. Click the Next button. The wizard starts to install the ACD Client Application components

Setup Status

ACD Report Server Setup iz performing the reguested operationz.

W alidating install

-

InztallShield

Cancel

8. Wait until the wizard informs you that the installation is completed

InstallShield Wizard

InztallShield Wizard Complete

Setup hasz finizhed installing ACD Repart Server an your
camputer.

¢ Biack I Finizh I [Earzel

9. Click on the Finish button to close the install wizard

10. Now you have the application installed on your computer and ready to be used.

NOTE: For more details on how to use ACD Client Application, please refer to ACD
Report Server User’s Guide section or browse the specific topics in the ACD Report
Server Windows Help System.
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To repair the ACD Report server Client application

1. Go to Start> Settings> Control Panel >Add or Remove Programs

2. Select from the list ACD Report Server and click on the Change/Remove button

ﬁrﬁfl ALCD Report Server

re For support information,

Ta change this program of remove it from wour computer, dick Change/Remove, hangeRemaye

3. Enable the Repair option and click on the Next button

{+ Repair
@ Reinztall all program features inztalled by the previous setup.

4. The Repair procedure is now completed.

To uninstall the ACD Report server Client application

1. Go to Start> Settings> Control Panel >Add or Remove Programs

2. Select from the list ACD Report Server and click on the Change/Remove button

ﬁrﬁfl ALCD Report Server

re For support information,

Ta change this program of remove it from wour computer, dick Change/Remove, hange/Remave

3. Enable the Remove option and click on the Next button

{* Remove

@ Remove all inztalled features.

4. Confirm the uninstalling by clicking on the OK button

Confirm Uninstall | x|

Do ol wank to completely remove the selected application and all of its Features?

Ik I Cancel |
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5. The wizard informs you when the uninstalling is completed

Installshield Wizard

Maintenance Complete

|nztallShield Wizard has finished performing maintenance
operations on ACO Repart Server.

< Back | Finizh I Eancel |

NOTE: After you uninstall the ACD Report server Client application the folder and data
files will remain at the chosen path during the installation. If you do not need these files
you can delete them manually.
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Settings for ACD Report Server

Connecting the PBX to the LAN
Set the IP address for the PBX. Refer to the Installation Manual of the PBX for the procedure.

Configuring the IP for Voice Processing System/ ACD Report Server

Refer to the Installation Manual of Voice Processing System for the hardware connection of KX-NCV200
and PC.

1.
2.

@ Fleaze enter TCRAAR Settings for TWa/MOY Device,

3.

Inside the KX-TVA/NCV Maintenance console go to Utility> LAN Settings

Enable Use the following IP address and fill in the necessary information

LAM Settings

O Obtain an IP address automatically

X

= () |ze the following IP address:
IP Address: I 192 . 168 . 168 . 133
Subnet Mazk: I 285 0 255 0255 . 0
Default Gateway: I 192 . 168 . 163 . 254

Click on the OK button.

Configuring the PBX - Setting the Dial Information (CTI) Number
NOTE: This PBX setting is needed for the ACD Report Server in NCV Agent Mode.

1. Inside the KX-TDA maintenance console go to: 2.System > 6.Numbering Plan > 1. Main>Features

2. Scroll down the Feature list and go to number 65. Dial Information (CTI) and type the desired number.
Fd Extension PIM Set § Cancel *739
ES Dial Informedion (CTH *734
66 Broadoasting Opersation *32

3. Click on the Apply button to save the change.
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Start the ACD Report server Client application

1. Run ACD Report server Client application from Start | Programs | Panasonic | ACD Report Server |

ACD Report Client. The ACD Report Server Log In dialog will be displayed

ACD Report Server Log-In J

Panasonic

——Please enter Spstem Manager credentialz

Idzer narme: IS_I,Istem b anager

FPazzward: ﬁ

Server Location | k. I Carnicel

2. Enter the Password and click OK. The ACD Report Server main window is displayed. The default
Password is 1234.

Note that you can change the server location at every login by clicking on the Server Location button,
before specifying the password. Inside the Server Location window specify the server address and port
number of the Voice Processing System.

x

Server Machine: |-I 32168111 Part; I-I 0001
Chooze an option;
™ Clear the Client database

i+ Do not clear the Cliert databaze

k. I Cancel

When you change the PBX, the Database Clear has to be selected here. Otherwise, KX-
NCV200 operates incorrectly as the old data still remains. You do not have to clear the
Database when only the IP address of the PBX changes. The default port is 10001.
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Connect the ACD Report Server to the PBX
Before using the ACD report Server you need to connect the ACD Report Server to the PBX. Follow the

steps below:

1. Startthe ACD Report Server. At first, the ACD Report Server is not connected to the PBX. Go to
Configuration> Configuration Settings. The default password is 1234. From Current System State the

PBX Connection field is Disconnected.

Configuration Settings

Current System State

MCW200 Server State: Connected d Bestart |
PE= Connection: IDiscu:unneu:ted 0
D atabaze Server: |Fiunning (]
D atabaze Path: IE:HPngram Filez"FanazonichACD Report
PB* Setup
FE Connection: IF Address: | 192 168 . 0 . 1

Port: |33333 Apply settings

Server Setup

Server Connectian pork: |1 o

|l

Apply settings

2. Type the IP Address of the PBX inside the corresponding field and click on the Apply settings button.

3. The ACD Report server Client application will restart
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4. Open the ACD Report server Client application and go to Configuration> Configuration Settings. The
default password is 1234. From Current System State the PBX Connection field should by Connected
indicating that the ACD Report Server application is connected to the PBX.

Configuration Settings

Current System State
MCY200 Server State; [ Bestart |
PE: Connection: IEDnnected [
D atabaze Server: |F|unning [
Dratabaze Path: IE:"\F'ru:ugram Filez\PanazonichaCD Report
PEB# Setup
PB Connectian: IP Address: | 192 . 168 . 168 . 28

Part: |33333 2pply zettings

Server Setup

Server Connectian port: |1 om

Apply zettings

Ed

NOTE: The default port is 10001 for Server Connection, and 33333 for PBX Connection.
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Agent Setting
The ACD Report Server presents the user with the option of giving each Agent an unique ID number which
will be used to monitor the Agent’s activity. The ID number associated with an Agent must first be defined

inside the Agents Data section. However, this feature is optionally and the user can select the ACD Report
Server operation mode.

Inside the Configuration Settings section the Agent Setting fields:

e Extension Mode — if the Extension Mode is selected the ACD Report Server monitors each extension
activity

e NCV Agent Mode — if the NCV Agent Mode is selected the ACD Report Server monitors each Agent
activity. The Agents have to log in using their Agent ID and password defined inside the Agents Data

section, for further information please consult ACD Report Server User’s Guide

Click on the related Apply Settings button to save a change in this field.

——Aaent Setting

™ Extenzion mode

{* NCW Agent mode

Compulzon agent logout zetting

™ Specify the logout time:  at |121|:”:|1|:”:| AW == every day

NOTE: When the Agent Setting is changed:
e From Extension Mode to NCV Agent Mode — the ACD Report Server logs out all the Agents and then
the ACD Report Server application is restarted.

e From NCV Agent Mode to Extension Mode — the ACD Report Server logs out all the Agents the ACD
Report Server application is restarted and all the physically connected extensions are available, each

extension to its corresponding group(s).

NOTE:

When the ACD Report Server is in the NCV Agent Mode, an Agent can also log out from
a Group dialing *7360, but an Agent cannot log into a Group dialing *7361.

Enable Last Extension Log-out — refer to the Manual of the PBX for details.

When the ACD Report Server is in the Extension Mode an extension can log in using
*7361 and can log out using *7360.
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Agent Log in

NOTE: When the ACD Report Server is in the NCV Agent mode the Agents log in using
their Agent ID and password. See the procedure below.

To log in an Agent has to dial the following numbers:

CTI + Login + Agent ID + Password + Group No
Dial No

Information

Number

e CTI Dial Information number — see the Setting CTl number section
e Login No —the Log in No is “1”

e Agent ID — each Agent has an unique 4 digits code set inside the Agents Data section (for further

information see the ACD Report Server User’'s Guide)

e Password — each Agents has a password (for further information see the ACD Report Server User’s
Guide)

e Group No — the group number the Agent wants to log in

After an Agent is logged in, the Agent will hear a confirmation sound. If the Agent fails to login he will hear a

reorder tone.

To log out an Agent has to dial the following:

CTI + Logout + Agent ID + Password + Group No
Dial No

Information

Number

e CTI Dial Information number — see the Setting CTl number section
e Logout No — the Log out No is “0”

e Agent ID — each Agent has an unique 4 digits code set inside the Agents Data section (for further

information see the ACD Report Server User’'s Guide)

e Password — each Agents has a password (for further information see the ACD Report Server)

Group No — the group number the Agent wants to log out

After an Agent is logged out, the Agent will hear a confirmation sound. If the Agent fails to logout he will hear

a reorder tone.

NOTE:

When an Agent logs out from the system, the Agent has to use the same extension as
the one that the Agent used for login.

An Agent can log in using only one extension.
You cannot use *(All) while dialing a Group No.
The Agents cannot log in a PS Ring Group.
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ACD Report Client Initialize

1. Run ACD Report Client from Start | Programs | Panasonic | ACD Report Server | ACD Report Client.
The ACD Report Server Log In dialog will be displayed

ACD Report Server Log-In

Panasonic

—Please enter Sustem b anager credentials

IJzer name: ISystem M anager

FPazzward: ﬁ

Server Location | k. I Carnicel

2. Enter the Password and click OK. The ACD Report Client main window is displayed. The default
Password is 1234.

Note that you can change the server location at every login by clicking on the Server Location button,
before specifying the password. Inside the Server Location window specify the server address and port

number of the Voice Processing System. The default port is 10001.

x

Server Machine: |-I 32168111 Part; I-I 0001

Chooze an option;
™ Clear the Client database

i+ Do not clear the Cliert databaze

k. I Cancel

Inside the Server Location window you have to choose:

e Clear the Client database — use this option when you change the PBX

e Do not clear the Client database — this is the default option
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Client Application User’s Guide

Introduction

This section covers the following topics:

e Starting the Client Application

e Client Application Main Window

e  Configuring the Basic Settings

e Managing the Configuration Settings

¢ Managing Customer Data

¢ Managing Agent Data

e  Monitoring the ACD

e Generating Reports

e CalllLog
e AgentlLog
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Starting the Client Application

To start the Client application:

1. Run ACD Report Server from Start | Programs | Panasonic | ACD Report Server | ACD Report Client.

The ACD Report ServerLog In dialog will be displayed

ACD Report Server Log-In J

Panasonic

——Please enter System Manager credentialz

Idzer narme: IS_I,Istem b anager

FPazzward: ﬁ

Server Location | k. I Carnicel

2. Enter the Password and click OK. The ACD Report Client main window is displayed. The default
Password is 1234.

Note that you can change the server location at every login by clicking on the Server Location button,
before specifying the password. Inside the Server Location window specify the server address and port

number.

x

Server Machine: |-I 32168111 Part; I-I 0001

Chooze an option;
™ Clear the Client database

i+ Do not clear the Cliert databaze

k. I Cancel

When you change the PBX, the Database Clear has to be selected here. Otherwise, KX-
NCV200 operates incorrectly as the old data still remains. You do not have to clear the
Database when only the IP address of the PBX changes. The default Server port is
10001.
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Client Application Main Window

Overview

After you logged-in with ACD Report Server, the main window opens like presented below.

& ACD Report Server - [ACD Monitor System ] i ]
“ & Rl Edt  View Window Help — (=] x| |
R il ACD Monitor System
Configuration
Layout ‘ Chooge Fields | Reset Counters ‘ Beanange Counters | (@
System Data
ACD [=-E5 ACD System B s
Q Queue
i Grupl
i GrupZ
=@l Grup3
28 Grupt
& Grups
£ Grupe
a? GHup7
& Grupell

8 Grups12
5 Grups13

Current Incoming Calls

callLag

g

Agent Log B

Current Outgoing Calls

Ready | [ um 15:54:05 %

By keeping the Views window opened, you can easily access the main sections of the application.

In the Views window you have the following sections, which can be accessed from the main menu:

e Configuration — allows you to configure general settings regarding monitoring and reporting
parameters, the database maintenance and server settings

e System Data — allows you to manage customer information centralized in the internal database and the

Agents Data
e ACD - allows you to:

e  Monitor important parameters relating to PBX performance in real time using Counters and
Performance Graphs

e Generate various types of custom reports on the ACD activity

e View the Call Log information
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NOTE: Restart the Server and the Client when you change the PBX settings. Restart the

e View the Agent Log information

Client when you turn the KX-NCV200 OFF and then ON.

Main Menu

The options available from Client application Main Menu are:

File Menu

Menu Options

Change Password

Change Configuration
Password

Change Agent Setting
Level2 Password

Change Agent Setting
Level3 Password

Change Logo

Exit

Edit Menu

Menu Options
Cut
Copy

Paste

Description

Allows the user to change the login password (Client Settings). Please
be careful that you cannot connect to the Client if the login password is

lost.

Allows the user to change the password for the Configuration Settings

window (Server Settings)

Allows the user to change the level 2 password for the Agents data
section (Client Settings). The Agent Setting Level2 password allows
you to see the Agents data but you cannot modify the Agents Data.

For more details see The Agents Data Access Levels

Allows the user to change the level 3 password for the Agents data
section (Client Settings). The Agent Setting Level3 password allows
you to see the Agents data and you can modify the Agents Data.

For more details see The Agents Data Access Levels

Allows the user to change the logo picture on the reports (Client
Settings)

Allows the user to exit and close the application

Description
Delete the current selection but save it to clipboard
Copy to clipboard the current selection

Copy to the current location the information existing in clipboard
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View Menu

Menu Options
Status Bar

Monitor Counters Bar

Goto Configuration

System Data

ACD
Views
Previous
Next

Window Menu

Menu Options
Cascade
Tile

The names of the opened
windows

Windows...
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Basic Settings

Configuration
Settings

Customer Data

Agent Data

ACD Monitor

Performance
Graph

ACD Reports

Call Log

Agent Log

Description

Description
Show/ Hide Status Bar

Show/ Hide Status list when ACD Monitor pane
is displayed

Open the Basic Settings window (see the
Configuring the Basic Settings section)

Open the Configuration window (see the
Managing the Configuration Settings window
section)

Open the ACD Customers window (see the
Viewing/Modifying Customer Information
section)

Open the Agent Data window (see the
Managing Agents Data section)

Open the ACD Monitor System window (see the
ACD Monitor System section)

Open the Performance Graphs window (see the
Performance Graphs section)

Open the ACD Reports window
(see ACD Reports section)

Open the Call Log window
(see the Viewing Call log Information section)

Open the Agent Log window
(see the Viewing Agent Log Information section)

Show/ Hide the Views window

Navigate between the opened windows

Cascade all opened windows

Arrange all opened windows in Tile mode

You can see a list with the opened windows, in their opening order

Opens a window where you can see the opened windows and
perform actions such as Activate, Close, Minimize, and arrange
(Cascade, Tile Horizontally, Tile Vertically)



Help Menu

Menu Option

ACD Report Server
Help Contents

Index

Search

Enable all tips

About ACD Report
Server ...

Description

Open the ACD Report Server Help window with the Contents section in
the left pane

Opens the ACD Report Server Help with the Index

Opens the ACD Report Server Help with the Search section, allowing you
to lookup for a particular term

Enables all tips

Opens the About ACD Report Server window
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Configuring the Basic Settings

To access the Basic Settings window click the Basic Settings button in Views>Configuration or choose

from the main menu View>Go to>Configuration>Basic Settings.

Basic Settings

— Date and Time Setting Timers Format Optiohs ?

Date Farmat. DD /MM b @+ Seconds  [ss]

T Minutes [rrrre:s5]

Time Farmat: 12 hours o  Haours [hh:mm:ss]

— Counters reset time of ewvery day — Email Server for Reports
At IDB: 00:00 4M == Every day Server Mame: PCD Reparts
o 25

-~ Other ACD Setiing e |
‘ Abandoned Call Thieshold Time: 10 sec ‘ e |Manager
— Databasze maintenance Password: | xxxxxx

Server Data |
Llient D ata |

Ermail address: |rep0rts@companyname.com

Apply |

Here you can set, according to your preferences, the following items:
e Date and Time Settings — allows you to select the format you want the time information to be displayed
(for example, the Ring Time field in the ACD>Call Log section)

e Counters reset time of every day — specify the time you want the counters from the ACD Monitor

window to be reset every day (Client Settings)

e  Other ACD Settings — specify the Abandoned Call Threshold Time (an incoming call is abandoned if it

exits the system before the Threshold Time expires)
e Timers Format Options — select the time measurements units used in the system

e Email Server for Reports — set the SMTP mail server information, which will be used to automatically e-
mail the scheduled reports, set in the ACD Reports section. In order for the scheduled reports e-mailing

feature to work properly with all e-mail servers, all the following settings must be provided:

e Server Name — the name or the IP address of the SMTP server where the manager holds an email

account (e.g. smtp.communications.com)

e Port — the port number used by the e-mail server to send mails (by default, and generally used -
port number 25). Do not modify the default value (25) if you are not sure that the server uses

another port for SMTP messages

e Account — the name of the mail account
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Password — the password of the mail account

Email Address — the mail address of the current account (e.g. support@communications.com)

e Database maintenance:

e The Server Data button— performs the operations of back-up or restore the Server Database

Database Server Maintenance x|

Select operation:

Select Path:

{* Backup databaze
" Festore databaze

C:\Program FileshPanazonichdCD Rep | I

(] Cancel |

Server Data operations:

1.

NOTE:

Server Data Backup database

To perform the Server Backup database operation check the Backup database option and select
the path. The Client Software is restarted and a back-up file is created at the chosen destination.
The following files are created at the chosen destination (the default path is C:\Program
Files\Panasonic\ACD Report Server\Backup):

e .agents — the database file with Agents data (only for Agent Mode)
e .config — contains the Server settings
Server Data Restore database

The Server Restore operation allows you to restore previously saved database and settings. To
perform the Server Restore database operation check the Restore database option and select the

path for the Server Database you wish to restore.

The calls information stored in the Server cannot be backed up or restored.
The database can not be restored if the file “.config” is missing.
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e The Client Data button — performs the operations of compact and back-up or restore the Client

Database

Database Client Maintenance 5[

Select operation;
* Backup database

"~ Restare database
Select Path:
II::'xF'ru:ugram Filez'\PanazonichaCh Rep |

Cancel |

Client Data operations:

1. Client Data Backup database:

To perform the Server Backup database operation check the Backup database option and select
the path. The Client Software is restarted and a back-up file is created at the chosen destination.
The following files are created at the chosen destination (the default path is C:\Program
Files\Panasonic\ACD Report Server\Backup):
e counterssave.bck — contains counters values
e default.bck — contains Client settings
¢ KME-CMS-BK.mdb — the Client database (details about all the calls)
e ncvlibrarysave.bck - contains the offset of data from the Server

2. Client Data Restore database:
The Client Restore operation allows you to restore previously saved database and settings. To

perform the Client Restore database operation check the Restore database option and select the

path for the Client Database you wish to restore.
To set the Date Format choose from the dropdown list in the Date and Time Settings section between:

e DD/MMIYYYY
e MM/DD/YYYY
e YYYY/MM/DD

To set the Time Format choose from the dropdown list in the Date and Time Settings section between the

12 hours and 24 hours format.
To set the Timers Format select one of the following from the Timers Format Options:

e Seconds (sS)
e  Minutes (mm:ss)

e Hours (hh:mm:ss)
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To set the Counters reset time of every day specify the time you want the counters to be reset everyday.

To set the Abandoned Call Threshold Time insert the number of seconds to prescript when a call is

abandoned or when it is not.
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Managing the Configuration Settings

To access the Configuration Settings window click the Configuration Settings button in

Views>Configuration or choose from the main menu View>Go to>Configuration>Configuration Settings.

1. To access the Configuration Settings you must first insert the password. The Configuration Settings

password is different from the password that opens the ACD Reports Server or the passwords from
Agent Data. The default password is 1234.

Insert password x|

Pazsword required:

|xxxx
k. I Cancel

To change the password from the main menu: File > Change Configuration Password
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2. Now, the Configuration Settings window is displayed.

onfiguration Settings

Current System State

NCW200 Server State: IEDnnected d Bestart |
PE Connection: |Cu:unneu:teu:| (-
Database Server: IHunning .
[ratabase Path: IC:\F‘nglam Files'PanazonicACD Report
PEH Setup
FE Connection: IP Address: | 192 . 162 . 1ER . 27

Fart: |33333 Apply settings

Server Setup
Server Connection port: |1 oo

Agent Setting

Apply zettings

E

™ Extension mode
& NCY Agent mode

Compulson agent logout zetting

[ Specify the logaut time;  at l12:DD:DDAI'v1 fﬂ gvery day

Apply settingsl

Server update

Update file path: Select |

|Ipdate I

[atabase store penod

1 week Rl
& 1 month HDD szpace iz 15 GB.

™ Custom period: | "'I Apply settingsl

— Client Debug Log Settings

¥ Debuglog [~ C5T&:Functions Lag
[~ C5T&Log [~ CSTA:Debug Log
™ ROSE Log [T C5T4:Decods Log

Apply $etting$|

— Semver Debug Log Settings

¥ TCF/AP Iv Emor Log

¥ Agent DE ¥ Detsiled Debug Lag
¥ RawCSTADE

Apply settingsl
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The Current System State fields:
e NCV200 Server State — shows the state of the NCV200 Server

e PBX Connection — shows the state of the PBX Connection (when the Server is connected to the PBX
this field should be Connected)

e Database Server — shows the state of the Server Database
e Database Path — shows the path for the Client Database
You can restart the Server using the Restart button.

The PBX Setup fields:

e |P Address — specify the IP address of the PBX

e Port — specify the port number of the PBX (for more details regarding TCP/IP connection, please

consult your Dealer)
Click on the related Apply Settings button to save a change in this field.

The Server Setup allows you to change the Server port number. Click on the related Apply Settings button

to save a change in this field.

The Server Update allows you to update the ACD Reports Server. The Client Software is closed and the
Server restarts automatically. Select the update file path and click on the related Update button to update
the ACD Report Server.

The Database store period allows you to choose the period of time the Server database information is

stored:
e 1week
e 1 month

e  Custom period — choose from the dropdown list the number of Days, Months, Years and type the

desired number or choose to store the Server database information on an Unlimited period of time
Click on the related Apply Settings button to save a change in this field.

NOTE: Please make the ACD Client application connect to the Server at least once
within the chosen period.

The Client Debug Log Settings:

e Debug Log - information about monitoring process and Server communication
e CSTA Log - logs information about CSTA protocol decoding

e ROSE Log - logs information about ACSE protocol decoding

e CSTA: Functions Log — detailed information about CSTA processing

e CSTA: Debug Log - detailed information about CSTA processing

e CSTA Decode Log — logs all decoded CSTA messages
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The Server Debug Log Settings:

e TCP/IP —logs socket and TCP/IP information

e Agent DB — logs information about Agent DB and Agent Mode processing
e Raw CSTA DB - logs CSTA processing of Server

e Error Log — logs application errors

e Detailed Debug Log — logs detailed information about Clients communications and all server

activities.
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The Agent Setting

The ACD Report Server presents the user with the option of giving each Agent an unique ID number which
will be used to monitor the Agent’s activity. The ID number associated with an Agent must first be defined
inside the Agents Data section. However, this feature is optionally and the user can select the ACD Report

Server operation mode.

NOTE: The change Extension Mode to NCV Agent Mode or the change NVC Agent Mode
to Extension Mode should be done only on initial setup of the system, not when the
system is working.

The Agent Setting fields:

e Extension Mode — if the Extension Mode is selected you can not see the Agent ID inside the ACD

Report Server sections

e NCV Agent Mode — if the NCV Agent Mode is selected, it is possible to see the Agent ID as a field

inside the ACD Report Server sections.
Click on the related Apply Settings button to save a change in this field.

NOTE: When the Agent Setting is changed from Extension Mode to NCV Agent Mode
the ACD Report Server logs out all the Agents and then the ACD Client application is
closed.

When the Agent Setting is changed from NCV Agent Mode to Extension Mode the ACD
Report Server logs out all the Agents and the ACD Report Server application is closed
and all the physically connected extensions are logged in to the corresponding

group(s).

The Compulsory Agent logout setting:

When the NCV Agent Mode is selected it is possible to perform compulsory logout operation for all the
Agents.

e Enable Specify the logout time option and select the time — all Agents will be logged out at the specified

time everyday.

——Aaent Setting

™ Extenzion mode

{* NCW Agent mode

Compulzon agent logout zetting

™ Specify the logout time:  at |121|:”:|1|:”:| AW == every day

While NCV200 is working with Agent mode and Compulsory Agent Logout setting is
enabled, extension will be forced to logout in the following cases.

1. When pass the time of Compulsory Agent Logout setting.
2. Extension status is changed from Out Of Service (OUS) into In Service(INS).

Client Software Installation Manual



Viewing/Modifying Customer Information

Overview

The Customer Data section allows the System Manager to register new customers in the database, as well

as to modify/delete their data.

The Customer History section provides information about all calls handled for each customer in the

database.

This section contains information about the main operations you can perform on Customers data in the
internal database:

e Adding/Removing a Customer from the database

¢ Viewing/Modifying Customer information

e Viewing all past calls information for a particular Customer

To access the ACD Customers window click on the Customer Data button in the Views >System Data

window, or choose from the main menu View>Go to>System Data>Customer Data.

Caller Info : Ilyssa Fradin Bl
B % Irnport Export 7

Harme | caller ID

a Fradin 1000
& Babara Melissa Gordon 1001
& Darragh Kelly 1002
& patrick John Nolan 1003
gJoseph Michael Rye 1004
& kwaku Ankomah 1005
& 10 Martin 1006
& (harles Edwards 1007
8 pavid Bedella 1008
& Flavia Masetto 1009
& Emily Steven-Daly 1010
& Martin McDougall 1011
5 tioah Margetts 1012
& 10e Hanley 1013
& karl sheils 1014
9 <00 Hee Ding 1015

Properties | Histary |

Caller ID: 1000 Caller Mame: llyzza Fradin

Firzt Mame: |”.'r'Ssa Middle Mame: Last Mame: Fradin
<< Prev | et >> | Initial Date: [03/06/2005 01:4650PM  Update Date: (05/08/2005 01:46:50 P Apply |

Here you can see a list with all the customers in the database, identified by Name and Caller ID.
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In the table below you can see the main operations you can perform on the Customer information:

Item
The E Add Customer button
The Delete Customer button

The

The

b} 2215 Import button

4

e Export button

Customer Properties

History

The

i

<4 Prew .
Previous

button

The

Mest >

i

Next button

Initial Date

Update Date

The

'

apply Apply button

To add a new customer:

1.
2.
3.

To remove a customer select the customer from the list and click the

The type of data you should import is columnar data, which contains one or more of the following fields:

Description

You can choose to add a new customer or to duplicate an
existing one

Allows you to remove an existing Customer from the
database by selecting the Customer from the list and then
clicking the Delete Customer button

Allows you to import the Customer data from a specified
source — see the procedure description below

Allows you to export the Customer data and save it to a
specified destination file — see the procedure description
below

Set/modify the Customer data
See all calls information for the selected Customer

Allows you to move up one position in the Customers list

Allows you to move down one position in the Customers list
Displays the date the Customer was added to the database
for the first time

Displays the date on which the Customer data was updated
the last time

Used to save the changes made to a particular Customer
data

Click the Add Customer button and choose from Add New Customer or Duplicate Customer

Fill in the Customer information

Click the Apply button

Delete button.

Caller ID, Caller Name, First Name, Middle Name and Last Name. See the procedure below.

To import Customer data:

1.

Click the Import button. The Select Source dialog box will be displayed. The supported formats are:

mdb (Microsoft Access Database), xIs (Microsoft Excel File), csv (Comma Separated Values), dsn

(Data Source), and dbf (Act Contacts Database)

Select from the Source Type dropdown list the file type you want to import the data from

Click the Browse button. The Open dialog box appears

Browse and select the file containing the data to be imported
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5. Click Open to open the file and exit the dialog box. You are now in the Select source window again

6. Click the Next button to continue the procedure. The Choose Fields window opens. Here you can see a
list with the information source fields (Source Table) which can be mapped to the desired internal
database fields by dragging them to the Mapped Fields in the Current Mapping section. By default if
inside the source file a filed name corresponds to an existing field inside the Customer Data window,

the two fields will be mapped together.
7. Click the Finish button to perform operation
Example

In this example you will see how to import customer information from an mdb file, inside the Customer Data

window.

1. Click the Import button. The Select Source dialog box will be displayed

x

=l =00 -l | Microsoft Access Data Base (“mdb)

Saurce file Browse |

< Back Next = Cancel

2. Browse and select the source file
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3. Inthe Table view select the information you wish to import from the source file: customers

Table View

TCalStatus

4. Click the OK button.

&7 select Source
Wicrosoft Access Data Bass (- mdb) ~|

D-KME-CMS DB b '
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5.

Click the Next button to continue the procedure. The Choose Fields window opens. By default if inside

the source file a filed name corresponds to an existing field inside the Customer Data window, the two

fields will be mapped together.

Source Table Cument Mapping
Source Fields - Mapped Ficlds | Destination Fields |
Address Caller_Id Caller_Id
AltPhone Caller_Mame Caller_Mame
Birth_Date FirstName FirstMame
Business_Address LastMame LastMName
Business_AltPhone MiddleMame MiddleMName

Business_City
Business_Courtry_Id
Business_Email
Business_Fax
Business_Mobile
Business_Phone
Business_State
Business_Web

Business_Zip
Caller_Id -
4| | »

IText

]

« Back I Finish I Cancel

6.

If you wish to import inside the Caller ID field the Business_Phone field from the source file, simply
select the Business_Phone from the Source Fields and drag it to the Mapped Fields column to the
Caller ID field from the Destination Fields column

& Choose Fields

Source Table

Current Mapping

Buginess_City
Business_Country_|d
Buzinezs Email
Buzinezs Fax
Buzinezs Mobile

Buzinezs State
Buzinezs “Web

Buzinezs Jip
Caller_Id -
4| | »

Source Fieldsz - Mapped Fields | Destination Fields |
Address Caller_Id Caller_Id

AltPhone Caller_Hame Caller_Hame
Birth_Date FiratM ame FirstH ame

Buziness Addiess LaztM ame LaztMame

Buzinezs AlPhone i tdiddleM ame MiddleM ame

ITe:-:t

|

< Back I Firish I Cancel

7.

Now, click on the Finish button to complete the operation
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To export Customer data to a file:

1. Click the Export button. The Save as dialog box appears

2. Select the file where you want to save the information

3. Type the desired file name, the file type is csv(comma separated values)
4. Click the Save button to perform operation

The files with the format of csv(comma separated values) are easily viewed and managed with applications

for data in columnar format, for example applications for spreadsheets or databases.
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Viewing/ Modifying Customer Data

By clicking the Customer Properties tab you can view/modify the Customer information.
The Customer Properties:

e Caller ID - displays the customer phone number

e Caller Name - if you fill in for a customer the Caller Name, when the Caller Name is received from the

CO, the customer is recognized by its Caller Name
e First Name — the customer first name
¢ Middle Name - the customer middle name
e Last Name — the customer last name

Cuztomer Properties | History I

Ealler |0: |-I oma1z7 LCaller Marne: PDSEF'h Rye
Eirst Mame: PUSEDh Middle Mame: |Michael Last Name, ||:|5JE
<< Prev | Nest > Initial Ot ate: |31 A07/2006 11:02:004M  Update Date: |31 20742006 11:09.22 &M py I

Modifying the Customer information:

1. Select the Customer Properties tab
Select the desired Customer from the list

Modify the Customer Properties

A 0N

Click on the Apply button to save the change.

Viewing History

To see the information about all calls of the selected Customer click the History tab.
Lost calls are marked in red.

You can select the call information you want to see by clicking the Field Chooser button and select from the
list in the Select visible fields window one or more of the following call parameters:

e Call Log ID — every call the system handles receives an ID number

e Date/Time — displays the date and time the call arrived in the ACD Queue or the Agent

e Completion Time — the time the call was completed

e Customer —displays the full customer name (First, Middle and Last)

e Caller ID — displays the customer phone number

e Caller Name - available only if it is received from the CO

e Incoming/Outgoing — type of the call

e  Status —displays the call status:

e ACD
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e NonACD

e LostACD

e Abandoned

Dialed Number — the number the customer dialed

DDI/DID/MSN - the DDI/DID/MSN data (number) from the public exchange (CO)
DNIS — Dialed Number Identification Service

ANI — Automatic Number Identification

Trunk — CO line number used for that call

Talk Time — the length of time the call was in conversation with Agents

Wait Time — the length of time the call waited in the ACD Queue and rang at Agent (Queue Time +

Ring Time)

Hold Time - the length of time a call was placed on hold by the Agent

Ring Time - the length of time the Agent extension has rang while the call has been left unanswered
Queue Time — the period of time spent waiting in the ACD Queue

Call Duration — the total time spent in the system from the moment the call entered until it exits the

system
Number of Overflowed — the number of times the call was transferred because of overflow
Number of No Answered — the number of times the call was not answered

Number of Transferred — the number of times one Agent transferred the call to another extension
(Agent) or ICD Group

Number of Conference — a conference is a call with at least 3 participants. Number of Conference

increases every time when a call changes from 2 to 3 participants.
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Managing Agents Data

NOTE:
This feature is available only in NCV Agent Mode.

The Agent Data can not be edited while the Agent logs in an extension. The Agent has
to log out before editing the data.

This section provides you with information about the main operations you can perform on an Agent:

e Adding a new Agent
e Removing an existing one

e  Setting/modifying the Agent data

To access the Agent Data window click the Agent Data button from Views>System Data or choose from

the main menu View>Go to>System Data>Agent Data.

1. To access the Agent Data you must first insert the password. The default password is 1234.

Insert password x|

Pazsword required:

|xxxx

] I Cancel |

2. Now, the Agent Data window is displayed.

Agent ID : Keith Roberts '
3 X Impart | Export | R

Name | AgentID | [
5 Lex 1234
%7 Colin Edwards 1000

% David Dramon 1002
# Mike Wragon 1003
1004
1005
%} Anne Marlyeen 1006
7 Joanne Fisher 1007

L #iKeith Roberts
% Mathaniel Lion 1009
Agent Name: |Lex Password | s
Agent ID: 1234 Confirm password | e
<< Prev | Next >3 | Initial Date: [30/12/1899 12:00:00 AM  Update Date: | 30/12/1893 12:00:00 AM

For each Agent the following fields are available:

e Agent Name — the complete Agent Name (max. 20 characters)
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e Agent ID — each Agent has an unique 4 digits code (0-9)

e Password — each Agent has a password of 4 digits (0-9)

e Confirm password — when adding a new agent or changing the Agent password you need to retype

the password in this field

NOTE: During the NCV Agent Mode (see the Agent Setting section) an Agent logs in the
system using the Agent ID and the password.

In the table below you can see the main operations you can perform on the Agent information:

Item
The = Add Agent button
ot

The Delete Agent button
<t P .

The e Previous

button
MHext »»

The L Next button

The M Import button
The m Export button

apply

The Apply button

To add a new Agent:

Description

You can choose to add a new Agent or to duplicate an
existing one. The default Agent ID is 9999.

Allows you to remove an existing Agent from the database
by selecting the Agent from the list and then clicking the
Delete Agent button

Allows you to move up one position in the Agents list

Allows you to move down one position in the Agents list
Allows you to import the Agent data from a specified source
— see the procedure description below

Allows you to export the Agent data and save it to a
specified destination file — see the procedure description
below

Used to save the changes made to a particular Agent data

1. Click the Add Agent button and choose from Add New Agent or Duplicate Agent

2. Fillin the Agent information

3. Click the Apply button

To remove an Agent select the Agent from the list and click the
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To export Agents data to a file:

1. Click the Export button. The Save as dialog box appears

Sawve in: Jesktop

= My Documents

5; My Computer

J My Network Places
() WinXP

File name: |agents Save

Save as type: ICS‘u" Files (" .cav) j Cancel

A

2. Select the file where you want to save the information

3. Type the desired file name, the file type is csv(comma separated values)

4. Click the Save button to perform operation

The files with the format of csv(comma separated values) are easily viewed and managed with applications

for data in columnar format, for example applications for spreadsheets or databases.

To import Agents data:

1. Click the Import button. The Open dialog box will be displayed. The supported formats are: csv

(Comma Separated Values)
2. Select the file type you want to import

3. Click the Open to perform the operation

NOTE: The imported file contains Agent Name, Agent ID and password. If same Agent
ID exists on the server side and only the Agent Name is different, that item not be

imported.
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The Agents Data Access Levels
The Agents Data provides the user with 2 access levels delimitated by passwords:
e Agent Setting Level 2: Allows you to see the Agents data but you cannot modify the Agents Data. You

can change this password from the main menu: File>Change Agent Setting Level2 Password and follow

the steps bellow:

1. Type the old password. The default password is 1234.
2. Type the new password

3. Retype the new password

4. Click on the Ok button

1!

EER

0ld pazzwiord:

EEEE

EEE

Mew pazswaord: I

Confirm new paszword;

ok I Cancel

You can see in the picture below that the Agent Data fields are not available to be modified.

Agent ID : Anne Marlyeen ]
» Irnpart | Export | bl

MName | Agent ID |
L 4 1234

1000

1002

1003

1004

1007
[ keith Roberts 1008

Agent Name: | Anne Marlyeen Password |*==*=‘
AgentID; | 1005 Confirm password |’“"“‘

e | Plext >3 | Tnitial Date: |30/12/1899 12:00:00 AM  Update Date: [30/12/1899 12:00:00 AM B

e Agent Setting Level 3: Allows you to see the Agents data and you can modify the Agents Data. You
can change this password from the main menu: File>Change Agent Setting Level3 Password and see

the steps above. The default password is 1234.
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Monitoring the ACD

Overview
ACD section provides tools for analyzing the call center performance and productivity through both real-time

and historical information including:
e Real-time counters - enable call center management to streamline call log operations and you can
make decisions such as re-assignments of the Agents to achieve the optimum call center performance.

e Performance graphs - real-time statistics and comparative graphs (custom or predefined) on

Agents/Groups/System performance and status.

e  Statistical reports — you can generate different custom reports by choosing the items you want to

analyze, the period of time the report will be generated and adding it to a schedule

e Call Log information - a detailed history of each call that enters the system: who was the caller, whether

and how long the caller waited in queue, call duration, etc.

e Agent Log information - a history of each Agent log-in/out date and time, the time spent in each of the

four possible states (ldle, Busy, Break (Out Of Service), Wrapup) and handled calls information.
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ACD Monitor System

ACD Monitor System allows you to monitor in real-time the ACD operational status of the PBX system.

By analyzing counters that will be displayed on the screen lively, you can make decisions such as re-

assignments of the Agents to achieve the optimum call center performance.

To access the ACD Monitor window click on the ACD Monitor button from the Views>ACD window, or

choose from the main menu View>Go to>ACD> ACD Monitor:

& ACD Report Server - [ACD Monitor System ] =100 x|

|| & Fie Edi view Window Help

EET)

WiEws

il ACD Monitor System

Configuration |

Layout Choose Fields ‘

System Data

Reset Counters | BRearnange Counters ‘ ?

El-£5 ACD System
ﬂ Queue
: i Grupl
i Grup2
- Grup3
o8 Grups
- Grups
; i Grupt
Fi Grup?
i Grupsll
Fi Grupal2
i Grupdl3

Brgs =

10

Current Incoming Calls

fgert Log

BigE =

Current Outgoing Calls

Ready

| | e | [1sst0s g

The table below describes the main operations you can perform on ACD Monitor System:

Iltem

The Leio | Layout
button

The Chooze Fields |Choose
Fields button

The Bezet Counters |Reset

Counters button

Client Software Installation Manual

Description

Allows you to view and configure the available counters and timers
for the selected item in the ACD System list

Allows you to choose the visible fields inside the Monitor Counters
Bar for the selected item in the ACD System list.

See the Monitor Counters Bar subsection.

Allows you to reset all the counters

NOTE: If you execute 'Reset Counters' when there are
calls on the system, some counters might show an
invalid value. (e.g. System Cumulative Counter: Lost
ACD Calls (%))



Item Description

The Fearrange Counters Allows you to rearrange the displayed counters

Rearrange Counters button

The ACD Report Server manages the following type of counters and timers: Active Counters, Cumulative

Counters, Peak counters, Active Timers and Cumulative Timers.

User has access to real-time counters and timers, such as:

e Total Incoming Calls (Active Counter) — displays the total number of incoming calls currently being
handled by the system

e Outgoing Calls (Active Counter) — displays the number of outgoing calls that are currently being

handled by the system

. Waiting Calls (Active Counter) — displays the total number of calls (ACD and Non ACD) that are

currently waiting

e Lost ACD Calls (Cumulative Counter) — displays the total number of lost ACD calls handled by the

system since the beginning of the session

e Total Incoming Calls (Cumulative Counter) — displays the total number of incoming calls handled by

the system since the beginning of the session

e Outgoing Calls (Cumulative Counter) — displays the total number of outgoing calls handled by the

system since the beginning of the session

e Call Duration (Active Timer) — displays the currently status of the call (ACD, Non ACD, Outgoing etc.)

and the total time spent in the system from the moment the call entered until it exits the system

e Talk Time for ACD Call (Cumulative Timer) — displays the length of time the call was in conversation

with Agents

e Total Waiting Time for ACD Call (Cumulative Timer) — displays the length of time the call waited in the

ACD Queue and rang at Agent, and more.

Call Status

In the ACD Monitor window you can see a tree view icons that provide you with an easy understanding of
the real-time call handling status in the system.

e ACD System — provides real-time monitoring of calls being handled by the system

e ACD Group — provides real-time monitoring of calls being handled by the selected Group

e ACD Agent — provides real-time monitoring of calls being handled by the selected Agent

e Queue — provides real-time monitoring of calls currently waiting in the ACD Queue. It allows you to
monitor both current and statistical data of the calls being held in the ACD Queue, as well as detailed
information on queuing status for each ACD Group. The information given will help you shorten the

average waiting time by controlling the number of Agents for each ACD Group
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By clicking on the icons in the tree view window you can see:
e The System status:
° Eﬂ - System offline
o & System online
e The agents logged-in for each group and their status:
™
o M _pysy

e B _jge

(o]

. M Break, Out of Service

[l

e L _wrapup

e Call status:

o & - Off Hook

. G;D - Talking — outgoing call
. ﬁé: - Talking — incoming call
. '1?1 - Ringing (Ringback)

. @ - Alerting

) |ﬁ. - Conference

° % - Hold

=
. + - Disconnected

NOTE:

During the NCV Agent Mode only the logged in Agents are visible inside the tree, during
the Extension Mode only the physically connected extensions logged-in the ACD
Groups are visible inside the tree.

When you call a Group the group number is not displayed in the ACD Tree.
The calls waiting in the Queue have the “Hold” icon.
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Working with Counters
The Call Counters and Timers, which you can see on the right side of the ACD Monitor window, provide the
statistics of various important parameters relating to the general performance for the selected item in the

tree.

This feature allows you to real-time monitor the activity of each component of your system (the ACD System,

ACD Group, logged-in Agent, and Queue)
For the selected item in the tree window you can see two important counters by default.

The timers will be displayed using the time format set in the Basic Settings

Adding Counters

To add a counter to the right side of the ACD Monitoring window click on the ® icon in the upper-right
corner of a counter and the new counter will appear behind that counter. Now, click on the Rearrange

Counters button to rearrange the displayed counters.

You can configure the new counter according to your needs, see below the procedure.

Configuring Counters

To configure a particular counter, click on the &£ icon in the upper-right corner of that counter or select the
Layout button. The Select and Configure Counter window will be displayed, where you can select the

desired counter type from a list and optionally set:

Select and Configure Counter ... : k|

Available Fields

M arne || Genersl | Colars | Fonts I
=-5E1 Active Counters : .
-~ & Cunent Incoming Calls Display Name: Current Incoming Calls
#* Current ACD Calls
& Current Incoming Mon ACD calls Threshold: l—jgﬁjjz
- &® Waiting Calls el
A" Waiting ACD Calls
A Waiting ACD Calls In Queus |-
- % Active Answered Calls Threshold Actions)
.. i
oo i s, s>
- 4 Log Out Agents ™ Flash Main ‘indow

=-$f Cumulative Counters
- & Total Incorming Calls
& Incaming ACD Callz
- % |ncoming Mon ACD Callls |j

K I Cancel Apply

e In General>Display Name type the name of the counter that will be displayed

e In General>Threshold specify a threshold value to receive alarm signs (for example when too many

calls have been lost)

¢ In General>Threshold Action choose an audible alarm by Play a Wave or/and a visual alert by Flash

Main Window, when the threshold value is over-passed
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e In Colors section you can set:

e The text color for the selected counter when the threshold value is over-passed — by clicking on the
Threshold Color section and selecting the desired color from the color palette. You can restore at
any time the default settings by clicking on the Reset Defaults button

e The text color for the selected color in the normal case by clicking on the Normal Color section and
selecting the desired color from the color palette The background color for the selected counter by

clicking on the Background Color section and selecting the desired color from the color palette

General Colors |Fu:unts I

Threzhold Color ]
Marmal Calar E Hs Y

B ackground Color

Sample Test

Sample Threshold Test

Rezet Defaultz |

L

e In Fonts section you can choose the font style and size for the text that will be displayed for the selected
counter

General | Colors ~ Fonts |
Title Font

Faont; Font ztyle: Size:

|Tahu:uma j |Hegular j |.-’-'-.ut|:| sizej

Sample
| AaBbCcDdEeFf
Yalue Font
Font: Fort style: Size:

Tahoma j IHeguIar j j
Sample
- AaBbCcDdEeFf

To close a counter click onthe  icon in the upper-right corner of the counter.
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Monitor Counters Bar

Inside the ACD Monitor window, go to the main menu View and enable Monitor Counters Bar.

Now you have access to all the available counters and timers depending on the selected item inside the
ACD tree (ACD System, Queue, Group or Agent).

pEST Chocn Feids

ACD Monitor System

= &0 Sycten -

] q Qe

=1 S Ceatwwer Serace

16

£ 0354395005 (ID=654

B Frsshatey (o412
& e

12 0354993008 (ID=630
- i ]

o9 o339 500 (IDeaD)

[ &

[ 1

B 00sa95001 D=2

X

¥, 4

& Actve Counbien !

Obgect Tots! Incomng ACD Calls  Tolal Flediscted ACD Cals (Oveiflowed] | Tetsl Radeected ACD Cials (Nt angwesed)) Toll Inee Fledisclad ACD Cally
Cushamee Saomoe 7 T 7 ]

5 Dverbiees n a L1 iz

SalEi L] 1 4 i

Toch Suppes 1] 1] 1] [

15 Qivprlges 1 1 1 [

[F1Y L] 4 L] T

DEW 1 i i &

AL 1 1 1 1

poc 1 1 1 L[]

1] | i

The table below describes the buttons available in the Monitor Counters bar (depending on the selected item

inside the ACD tree):

Iltem

5 ;
The . * Active Counters

Counters button

The = Cumulative Counters |

Cumulative Counters button

%5 Peak Enunterslpeak

The
Counters button

The -1 Active T'merslActive

Timers button

The - Cumulative Tlmersl

Cumulative Timers button

|Active

Description

Click this button to view the available active counters in the Monitor
Counters Bar

Click this button to view the available cumulative counters in the
Monitor Counters Bar

Click this button to view the available peak counters in the Monitor
Counters Bar

Click this button to view the available active timers in the Monitor
Counters Bar

Click this button to view the available cumulative timers in the
Monitor Counters Bar
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To choose the Monitor Counters Bar information fields to be displayed:
1. Enable Monitor Counters Bar from the View Menu
2. Select the desired item to monitor inside the ACD tree (ACD System, Queue, Group or Agent)

3. Click on the Choose Fields button

Select visible fields k|

Fields -

Total Incoming ACD Calls

Total Redirected ACD Calls [Owverflowed]

+ Taotal Redirected ACD Callz [Mot angweres

Total Incoming Redirected ACD Callz

Total Incoming Mon ACD Callz

Dverflowed ACD Callz Ll

" Mot Answered ACD Callz

Anzwered Direct ACD Callz

Total Logt ACD Callz

Total ACD Calls Lost In Queue =
| 3

=

]9 I Cancel |

All the available fields are described inside the Appendix: Counters and Timers
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Performance Graphs

This section allows you to see different real-time statistics and comparative graphs (custom or predefined)

on Agents/Groups/System performance and status.

To access the Performance Graphs window click on the Performance Graphs button in Views>ACD

window or choose from the main menu View>Go to>ACD>Performance Graphs

Performance Graphs

Hew | Delete |

Agents Status

Ml aurice Lewis

John Martin

Fhill Marrison

Alice Paner

Sean O'Brian

Chriz Hartan

All Agents Busy

Last 2 minutes

. Idle . Blusy . irapllp . Bireak |:| Ot of . LogQut

Seniice

Predefined Performance Graph
To add a new predefined performance graph:

1. Click the New button
2. Choose the Predefined Performance Graph option and click the Next button
3. Choose the desired graph from the list in the Available Graphs section:

e Horizontal Bar — Agents Status — this graph will display in real-time the agents status using

horizontal bars

e Vertical Bar — Evolution Agent — this graph will display in real-time the evolution of one agent

using vertical bar
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e Vertical Bar Percentage Stacked — Instant Agents — this graph will display in real-time for the

selected agents the percentage of time for each status

e Vertical Bar Percentage Stacked — Evolution Item — this graph will display in real-time the
percentage of ACD Calls, Non ACD Calls, Outgoing calls and Lost calls for a selected item
(System, group, agent or queue)

4. Make the settings for the graph you have chosen on step 3 (see the procedures below)

5. Click the Finish button
To make the settings for the Horizontal Bar — Agents Status graph:

1. Select the Agent(s) you want to monitor from the list in Monitor Data section

— Monitar Data

Agent ﬂ
George Stuart

Maurice Lewis

John kartin

Phill M arrizon

Alice Parker LI

NOTE: The maximum number of Agents that can be monitored inside a Performance
Graph is 10.

2. Set the time division using the Display Time Separator bar or by specifying the number of minutes

I L ! 2 minutes

|: Dizplay Time Separator

3. Select the colors for each Agent state (ldle, Busy, Wrapup, Break, Out of Service, Log Out) by clicking
on the appropriate field and choosing the color from the color palette

— Colars
Idle: [— T
Bz [ —
wiapllp: [—
Breal: i T
Out of Service: Ii
Log Out; Ii —
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To make the settings for the Vertical Bar — Evolution Agent graph:

1. Select the Agent(s) you want to monitor from the list in Monitor Data section

2. For the selected Agent choose from the dropdown list containing the ACD Group(s) he is assigned to,

the ACD Group within you want to monitor the Agent activity

Agent
Bgent Mame: Agent Group:
Judith W alker ~| | Repai Dept

3. Choose the type of the counter you want to monitor from the Counter Category dropdown list

4. Choose the counter from the Counter Name dropdown list

— Counter

Counter Category:
|.t'-‘«c:tive Counters j

Counter Marne:
| Tatal Incoming Callz j

5. Set the time division using the Display Time Separator bar or by specifying the number of minutes

6. Click on the Fonts Color tab and select for each item in the Property dropdown list the font type, font

style and font size in the appropriate fields

Maonitar Data  Fonts-Colors | I:Ithersl

— Fonts
Froperty:
| Tile -
Faont: Fant style: Size:
| el Black < |Reguar RAE -
Sample
aAbBcBdDeFgG

7. Select from the Colors section the items you want to be displayed in your graph
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8. For each selected item on the previous step choose the color to be displayed by clicking on the

appropriate field and choose the color from the color palette

— Calarz

V' Chart
[~ Title
™ Footrote
™ Legend
™ Plat

Sernes 1 j

L

9. Click on the Others tab and enable the Show Legend option if you want a legend to be displayed in your

graph, and choose its Placement

— Legend
v Show legend
Placement
" Top {= Bottam
O Left  Cormer
" Right

10. Optionally, you can set for each Property item in the Borders section the border Style and Width

— Borders
Property:
| Chart j
Shyle: width:

| Single Line j |1

11. Optionally, you can set the Show Graph Title option to display the Agent name and the ACD Group you

have chosen at steps 1 and 2

Other Information

v Show Graph Title
Graph Title: }-’-‘«gent: George Stuart

12. Optionally, you can set the Show Additional Description option to display the counter name you have

chosen at step 4

v Show Additional Description

Additional Total Incaorning Calls
D escription:
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To make the settings for the Vertical Bar Percentage Stacked — Instant Agents graph:

1. Select the Agent(s) you want to monitor from the list in Monitor Data section

2. For the selected Agent choose from the dropdown list containing the ACD Group(s) he is assigned to,

the ACD Group within you want to monitor the Agent activity

Camilla Burtan
[ Patrick 0'Connar
Julia Dickenzaon
[ Faith Marrizon
Steve Wilzon

David Cargzso
M1 kdarke Bollael:

— Agents
Agent | Group ;I
Sean Mebrall b arketing & Sales

Accounting & Payment
Aocounting & Payment
Accaunting & Payment
Accounting & Papment
Accounting & Papment
Fepair Dept.

Renair Neant

4

=1

3. Click on the Fonts Color tab and select for each item in the Property dropdown list the font type, font

style and font size in the appropriate fields

Maritor Data  Fonts-Colors | Others |

— Fonts
Froperty:
| Title -
Font: Font style: Size:
| irial Black j | Regular j | 12 j
Sample
aAbBcBdDeFqgG

4. Select from the Colors section the items you want to be displayed in your graph
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5. For each selected item on the previous step choose the color to be displayed by clicking on the

appropriate field and choose the color from the color palette

— Calarz

V' Chart
[~ Title
™ Footrote
™ Legend
™ Plat

Sernes 1 j

L

6. Click on the Others tab and enable the Show Legend option if you want a legend to be displayed in your

graph, and choose its Placement

— Legend
v Show legend
Placement
" Top & Battom

= Left " Carmer
" Right

7. Optionally, you can set for each Property item in the Borders section the border Style and Width

— Borders
Property:
| Chart j
Shyle: width:

| Single Line j |1

8. Optionally, you can set the Show Graph Title option to display the Agent name and the ACD Group you

have chosen at steps 1 and 2

Other Information

v Show Graph Title
Graph Title: }-’-‘«gent: George Stuart

9. Optionally, you can set the Show Additional Description option to display the counter name you have

chosen at step 4

v Show Additional Description

Additional Total Incaorning Calls
D escription:
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10. Optionally, you can change the refresh time for the graph

Fiefresh Time: |2 zeconds

To make the settings for the Vertical Bar Percentage Stacked — Evolution Item graph:

1. Select the type of the item you want to monitor from the Item Type dropdown list

2. Select the item to be monitored in the Item Name field, according to the selection made on step 1. If you

want to monitor an Agent, you will have to select the Agent Group

— Data

[tem Type:

[ter Marme:

BT - |

| Sales

k]

Agent Group:

3. Set the time division using the Display Time Separator bar or by specifying the number of minutes in the

corresponding field

4. Follow from step 6 from Vertical Bar — Evolution Agent
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Custom Performance Graph
To add a new custom performance graph:

1. Click the New button

2. Choose the Custom Performance Graph option and click the Next button

" Predefined Perfarmance Graph

By zelecting thiz option you will be able to generate the folowing twpes of graphs:
Horizontal Bar - Agents Status, Yertical Bar - Evolution &gent, Yertical B ar
Percentage Stacked - Instant Agents, Wertical Bar Percentage Stacked -

E volution [tern.

{* Custom Perfarmance Graph

By zelecting thiz option you will be able to generate Custom Perfarmance Graphs.
Cuzstom Performance Graphz may contain multiple combinations of monitored items
[e.0. groups, agentz] and counters.

3. Choose, according to your preferences, between:

e  Monitor Single Item — the graph will display multiple counters or timer evolution for a single item (which

you will select on step 5 and 6 between System, Queue, Agent and Group)

e  Monitor Multiple Items — the graph will display single counter or timer evolution for multiple items (which
you will select on step 5 and 6 between Agents and Groups)

e  Monitor Multiple Items (Multiple Counters) — the graph will display multiple counters or timers evolution

for multiple items (which you will select on step 5 and 6 between Agents and Groups)

{* Manitar Single [tem

Dizplay multiple counters or bimers evalution in a graphical form far a sinagle
item [System, Queue, zelected Agent or Graup).

" Monitar Multiple lkems

Diigplay single counter ar timer evolution in a graphical form for multiple items
[Agents or Groups).

" Maonitor Multiple ltems [Muliiple Counters)

Digplay multiple counters or timers evolution in a graphical form far multiple
itemz [Agentz or Groups].

4. Click the Next button

5. Select from the dropdown list the type of item to be monitored
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6. Select from the list the item to be monitored
7. Select from the dropdown list the type of the counter/timer to be monitored (Active, Cumulative or Peak)
8. Select the counter(s) you want to monitor
9. Click the Next button
10. Select the type of chart according to your needs — you can see a preview for each type of chart
available in the list by selecting it

Type af Chart: Freview:

Line - 20 [Evolution]

Line - 30 [Evolution]

Yertical Bar - 20

ertical Bar - 30
Fie
Step - 2D

11.
12.
13.

14.
15.

16.

17.
18.

Markers - 20 [Inztant)
Markers - 30 [Inztant]

Description:

Compares values acrozs categones. 3-0 vizual effect.

Click the Next button
Choose the font, font style and font size in Fonts section for each item in the Property field

In Colors section, choose (optionally) the color of each item to be displayed (Chart, Title, Footnote,

Legend, Plot) by checking it and then clicking on the desired color in the color palette
Click the Next button

In Legend section select the Show legend option if you want a legend to be displayed in your graph

area, and choose its placement

In Other Information section you can enable/disable the Show Graph Title and Show Additional

Description options and type the text to be displayed in the corresponding fields
Set the Refresh Time by typing the number of seconds you want the data to be refreshed

Click the Finish button

To modify an existing performance graph double click the graph and the settings window will be

displayed

To remove a performance graph select the graph and press the Delete button or press the Delete key

from the keyboard.

NOTE:
The last Performance Graph cannot be deleted.
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Note:

When the ACD Report Server is in the Extension Mode (see The Agent Setting section), inside the

Performance graphs window, for both Predefined Performance Graphs and Custom Performance Graphs

inside the Agents field you can see the Agents extensions. See below an example picture.

Predefined Performance Graph x|

Available Graphsa:

Horizontal Bar - Agentz Status
Wertical Bar - Evolution Agent
“erhical Bar Percentage Stacked - Instant Agents
Wertical Bar Percentage Stacked - Evolution [tem

Properties |

— Monitar Data

Agert
201
202

When the ACD Report Server is in the NCV Agent Mode( see The Agent Setting section), inside the
Performance graphs window, for both Predefined Performance Graphs and Custom Performance Graphs
inside the Agents field you can see the Agents names (defined in the Agents Data window). See below an

example picture.

Predefined Performance Graph x|

Available Graphsa:

Horizontal Bar - Agentz Status
Wertical Bar - Evolution Agent
“erhical Bar Percentage Stacked - Instant Agents
Wertical Bar Percentage Stacked - Evolution [tem

Properties |

— Monitar Data

Agent
David Dramon
Mike Wragon

NOTE:
When the Server is disconnected, check the network and restart the Client.
In Agent Mode only the logged-in Agents are displayed.

In Agent Mode, if the Agent is logout or the Agent name is changed the graph settings
need to be set again.
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Generating Reports

ACD Reports

The ACD Reports provides various call statistics for the requested time period.
The reporting feature of ACD Client application allows generating multiple types of custom reports.

If desired, you can schedule a number of reports for automatic printing. In addition to the automatic printing,
it is also possible to print out the desired report whenever is required.

To access the ACD Reports window click on the ACD Reports button in the Views>ACD window, or from
the main menu View>Go to>ACD>ACD Reports.

ACDReports

Lreate Report | Show Beport Froperties | Show Scheduled Reports | ?

(3 CO Call Report

E System Report

ﬂ Group Report

_ﬁ_ Aagent Report

@ AagentiD hased Repart

Change Logol

You can choose from a list of report types from the ACD Reports window, which you can customize

according to the information you need to achieve:
e CO Call Report — lists all calls monitored from either all CO trunks or a group of trunks identified by the
same DDI/DID/MSN during a user selected time period

e System Report — provides summary information accumulated on the user selected time period

regarding all Agents activity; information is grouped according to the selected time division. ).

e Group Report — provides information accumulated on the user selected time period regarding all
Agents activity for the user specified ACD Group(s).

e Agent Report - provides information accumulated on the user selected time period for the user

selected Agent(s). The report displays information about each incoming call handled by every Agent.
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For each extension the report contains the information for each group that it is assigned to. The

information is grouped according to the selected time division.
e Agent ID based Report - provides the summary information for the user specified Agents accumulated
during the user specified time period. The Agent ID Based Report is only available in the NCV Agent
Mode.
Generating a report

To generate a report follow the steps bellow:

1. Select the report from the reports list

2. Choose the report settings: the information fields, the filtering criteria, date selection, paper format, etc.

. Create Fepart
3. Click on the oeheteg Create Report button.
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You can show/ hide the Report Properties control area by clicking on the specific button. The Report

Properties area is

presented below.

ACD Reports

Lreate Report |

Hide Beport Froperties |

(% COCall Report
E System Report
ﬁ Group Repaort
-
-
A
L

Ly

Aagent Repart
AgentID based Repart

F

Change Logol

—C0 Call Log Report

tom CO krunk accumulated on the given time

@ \C0 Call Log Report provides all call log information
etiod,

| Filter... I | Field Chooser I

Time division : " Hour (% Day

" wisek " Manth

" Mo time division

—Report date selection
" Today " This week & This month
" Custom Interval

Start Date(Time: |19/06/2006 ~ |

. =
|11.09.32 A =4

End Drate|Time:

|19,fos,fzonf. j |11:09:32 At <=

™| chart off

—Paper Format

Letter j

Paper Size:

Orientation: | Portrait j

You can also show/ hide the Scheduled Reports control area by clicking on the specific button. The

Scheduled Reports area is presented below.

ACD Reports

Lreate Report |

Hide Repart Properties |

C lepork
Sysbemn Repork
Group Report
Aogent Report
AgentID based Report

BRIy M

Change LogoI

—C0 Call Log Report

rom CO trunk accumulated on the given time

@ {20 Call Log Report provides all call log information
etiod,

Filker... Field Chooser

Time division : " Hour

{* Day ' Mo time division

 wiesk 7 Manth

—Report date selection
" Taday  This week {* This month
" Cuskom Interval

Skark DiatefTime: |D3.I'DB,|’2006 j

= =]
|1c.02.54r An =4

Show Scheduled Reports |

Hide Scheduled Reports |

£dd Ta Schedule | Delete S chedule |

—Schedule Options

" Hourly at minute

' Daily at time
Sunday j at kime

" Weekly

at I riinuke
een |z
[0imzi54 am =
|10:02:54 A =

" Custorn Interval: every |3

I Hours j

™ Frintat | Hone

-
|10:02:54 am ==

" &

¥ Export data in

|C:'|,D0cuments and Settings|Adminis! =

™ send report to mail |

End Date|Time;

™| Chiart off

—Paper Format

Letter j

Paper Size: Orientation: | Portrait j

This section covers the following topics:

1. CO Call Report

2. System Report

3. Group Report

* Double Click On Schedule List Item to edit
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Report: | scheduled Info | Destir|
|03,|’l38,|’2006 j |10:02:54 ) j €3 Group Repart Export report ta file daily at 10:02:5...  C:\Doc
4 | 2]
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4. Agent Report
5. AgentID based Report
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CO Call Report

Description

CO Call Report lists all calls monitored from either all CO trunks or a group of trunks identified by the same

DDI/DID/MSN during a user selected time period (based on the information from Call Log — CO Based).

ACD Reports

Create Report |

Hide Beport Properties |

0 Call Repork
wsbern Report

2
=
% Group Report [
8
m

tm

Agent Repork
anentID based Report

F

— 0 Call Log Report

Time division ;

rom C0 krunk accumulated on Ehe given time

0 Call Log Report provides all call log information
eriod,

Filter. .. |

i Hour % Day
O wesk T Manth

Field Chooser |

™ Mo time division

Choosing report fields

1. Select the CO Call Report from the left pane reports list

2. Click the Field Chooser button. A Field Chooser window will be displayed (for Portrait orientation the

maximum number of Chosen fields is 7 and for Landscape is 9)

Report Call Log Field Chooser

|20 CallLog Fields

E|

Fieldz

Date/Time
Trurnk,

P Statuz

Call Duration
Ring Time

‘ Caller Id

Caller Mame
OcallLogld

[ Completion Time
O Customer

O Incoming/Outgoing
O Dialed Mumber

O boIDID SN
Flreire

Mumber of chozen fields: I 7

Cancel |

3. Enable or disable the fields, use the arrows to change the fields order
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78

ANI — Automatic Number Identification

Call Duration — the total time spent in the system from the moment the call entered until it exits the

system

Call Log Id — every call the system handles receives an ID number

Caller Id — the customer phone number

Caller Name - available only if it is received from the CO

Completion Time — the moment of time the call was ended

Customer — displays the full customer name (First, Middle and Last)

Date/Time — displays the date and time the call arrived in the ACD Queue or the Agent
DDI/DID/MSN - the DDI/DID/MSN data (number) from the public exchange (CO)
Dialed Number — the number the customer dialed

DNIS — Dialed Number Identification Service

Hold Time — the total time a call was placed on hold by the Agent
Incoming/Outgoing — type of call

Number of Overflowed — the number of times the call was transferred because of overflow. Overflow

Queuing Busy is not supported.

Number of Conference — a conference is a call with at least 3 participants. Number of Conference

increases every time when a call changes from 2 to 3 participants.
Number of No Answered — the number of times the call wasn't answered

Number of Transferred — the number of times the call was transferred from one Agent to another

extension (Agent) or ICD Group

Queue Time — the period of time spent waiting in the ACD Queue

Ring Time — the length of time the Agent extension has rang while the call has been left unanswered
Status — displays the call status (ACD, Non ACD, Lost ACD, Abandoned, Out)

Talk Time — the length of time the call was in conversation with Agents

Trunk — the CO line number

Wait Time — the length of time the call waited in the ACD Queue and rang at Agent (Queue Time +

Ring Time) used for that call

Click on the OK button to save the configuration.
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Filtering the report information
The filtering criteria are displayed on the first page of the report.

1. Select the CO Call Report from the left pane reports list
2. Click the Filter... button. The Call Advanced Filter window will be displayed

3. Select the desired filtering criteria. Select one or more parameters according to your needs.
Call Advanced Filter x

I Aapritx [ Burt Livingatone -
™ aCD Groups: oA =

I Esansins L

I™ Ring Time [s) v
™ ‘wiak Time 5]

I Tak Time (¢ i -
™ Hold Time (=] X
I Coll Shatus is: -

2 122

Mest > Cancel | Hew |

e Agents — select the desired agents in the dropdown list. In this case you will see in your report the

information only for the calls handled by the selected agents

e ACD Groups - select the desired groups from the dropdown list. In this case you will see in your report

the information related on the calls handled by the specified ACD Groups

e Extensions — select the desired extension from the dropdown list. In this case your report will provide

information on the calls handled only by the specified extension

e Ring Time(s) is — select a condition for this parameter (for example — choose from the dropdown list
Greater and type a value — 20 for example. In this case you get the information on the calls that rang for

more than 20 seconds).
e Wait Time(s) is — select a condition for this parameter
e Talk Time(s) is — select a condition for this parameter
e Hold Time(s) is — select a condition for this parameter

e Call Status is — select the type of the call status you want to filter with
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4. Click on the Next button to see the additional filtering criteria

Call Advanced Filter Additional N ) |

[ Custamer iz

[ Caller 1D is:

|

|

[ Caller Mame is: |
[~ CO (Trunk] is: |
|

|

[ Dialed rumber is:

[~ DDIDIDAMSN is:

[ Transferred is: LT s
[~ Conference iz £ Ho 0 Yes
[ Mo dnswer is: ) Hig ey
[~ Incoming/Outgoing is: = ([utgoing € [neoming

< Back I Finizh I Cancel | Help

e Customer is —fill-in with the desired customer name (the Customer Name stored in the internal
database, set in the Customer Data section)

e Caller ID is —fill-in with the appropriate information of the desired customer (the Caller ID stored in the

internal database, set in the Customer Data section)
e Caller Name is —fill in with the desired Caller Name
e  CO (Trunk) is — fill-in with the desired trunk number (CO line number used for that call)
e Dialed number is - fill-in with the desired number (the number the customer dialed)
e DDI/DID/MSN is — the DDI/DID/MSN data (number) from the public exchange (CO)
e Transferred is — select Yes or No
e Conference is — select Yes or No
e No Answer is — select Yes or No
e Incoming/Outgoing is — select the type of call

5. Click the Finish button to save your configuration
Time division
No time division/ Hour/ Day/ Week/ Month

Time range

Today/ This week/This month/Custom Interval

80 Client Software Installation Manual



Report sample

Calls iy 30 Frirt at: 247072006 01:50:21 PM
nasonic Callz out 36 Fericd:  01A0T/Z006 12:00:00 AM - 31072006 11:52:00 P
CO CALL LOG REPORT
(310712006
DATE / TIME TRUNK STATUS CALL DURATION RING TIME INCOMING/OUTGO! WAIT TIME
NG

310772006 06 30:06F IV f ACD 237 0:09 Incoming 0:09
310702006 06:30:27PN 3 ACD 225 0:57 Incoraing 0:37
3LA0TI2006 06:30:20F 3 Lost ACD 237 0:26 Incoring 0:32
31072006 06:30:36F W 4 ACD 225 0:06 Incoming 0:09
310772006 06:30:42F W 16 ACD 1:53 0:12 Incorming 0:18
3LATI2006 06:30:45F 7 ACD 240 0:07 Incoraing 0:20
31072006 06:30:42F I 24 Hon ACD 2:00 200 Incoming 2:00
310772006 06:30:50F T 25 Hon ACD 2:00 200 Incoring 2:00
3LA07TI2006 06:30:33FM 26 Hon ACD 200 200 Incoring 200
31072006 06:30:56F W 27 Hon ACD 2:00 200 Incoming 2:00
310772006 06:31:00F 1T 28 Hon ACD 1:59 1:59 Incoming 1:59
3LA7TI2006 06:31 02PN 29 Hon ACD 200 200 Incoraing 200
31072006 06:31:05F W 30 Hon ACD 2:00 200 Incorning 2:00
310772006 06:31:09F T 31 Hon ACD 1:59 1:39 Incoming 1:59
3L072006 06:31:12PM 32 Hon ACD 200 200 Incoruing 200
31072006 06:31:14F W 33 Hon ACD 2:00 1:59 Incorming 1:59
310772006 06:31:16F N 9 ACD 1:38 0:09 Incoming 0:12
3LA072006 06:31:17PM 34 Hon ACD 200 200 Incoruing 200
310772006 06:31:20PM g LCD 231 0:13 Incoraing 0:20
310772006 0631 :41FI 2 ACD 234 0:09 Incoming 0:09
31072006 06:31 41 PII 10 ACD 147 0:12 Incoraing 0:12
3LA7TI2006 06:31 42PN 42 Hon ACD 200 200 Incoraing 200
31072006 0631 :44F W 1 ACD 2:08 0:05 Incoming 0:05
310772006 0631 :49F 1 43 Hon ACD 2:00 200 Incoring 2:00
3LA0TI2006 06:31:536FM 13 LCD 201 0:26 Incoring 0:26
31072006 06:31:58F W 40 Hon ACD 2:00 200 Incoming 2:00
31072006 06:32:04F W 15 ACD 0:16 0:12 Incorming 0:12
3LITI2006 06:32:00F 12 ACD 143 0:08 Incoraing 008

Client Software Installation Manual

81



Note:

When the ACD Report Server is in the Extension Mode (see The Agent Setting section), inside the Call

Advanced Filter, in the Agents field nothing will appear

x
v Agents: j
[~ ACD Groups:
I™ Estensions:
™ Ring Time [s] is: and li
I~ “wait Time (5] ; ad [
I~ Talk Time s)is: | and |
I~ Hold Time (s) s = and |
™ Call Status is: -

< Back I Mext » I Cancel | Help |

When the ACD Report Server is in the NCV Agent Mode (see The Agent Setting section), inside the Call
Log Advanced Filter, in the Agents field you can see the Agents names (defined in the Agents Data

window).
Call Advanced Filter L x|
vV Agents: ™ Llex j
™ ACD Groups:
[” Colin Edwards
" Edensions: [” David Dramaon
I~ Mike Wragon
I Ring Time (g)is: I Dan Denegen and
I Anne Marysen
I~ Wait Time {s)is: T and
™ Talk Time (s)is: N | and |
™ Hold Time (g)ie: i | and |
™ Call Status is: v
< Back Next > Cancel Help
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System Report
Description

System Report provides summary information accumulated on the user selected time period regarding all

Agents activity; information is grouped according to the selected time division.

ACD Reports

Create Repart | Hide Bepart Properties |

{3 CO Call Report ~ 3ystem Repart

I Zystem Report = iS';.fstem Report provides summary informakion

ﬁ Group Repork P> Fccumulated on the given Lime period,

i_ fgent Report

M AgentID based Report
v Filker: |Custu:umer Service j
Time division : { Hour £ Day ™ Mo time division

" week  Manth

Fields list

e Incoming ACD Calls — the total number of ACD calls delivered to all the Agents
e Answered Calls — the total number of ACD calls that were answered by all the Agents

e Not Answered ACD Calls - the total number of calls that were transferred to the No Answer
destination

e Overflowed ACD Calls — the total number of calls that were delivered to the Overflow No Answer

destination due to an overflow no answer condition

e Lost ACD Calls —the total number of ACD Calls that were lost

Chart description

The pie chart is based on the percentages of the number of Incoming ACD Calls in each group from Total

Incoming ACD calls on all groups.
The percentage for one Group is calculated using the following formula:

(Incoming ACD Calls to the Group)*100/(Total Incoming ACD Calls to all Groups)

Filtering the report information
The filtering criteria are displayed on the first page of the report.

1. Select the System Report from the left pane reports list

Client Software Installation Manual

83



2. Enable the Filter checkbox and choose from the dropdown list the desired ACD Group(s)
Time division
No time division/ Hour/ Day/ Week/ Month

Time range

Today/ This week/This month/Custom Interval

Report sample

(Calls in 20 Pritat: T6/2006  6:21:44PM
Panasomc Lost calls 13 Pericd:  7/1/2006 12:00:00AM - 7312006 11:59:00PM
Filtered by :

Groups: Grup2 Grup3
SYSTEM LOG REPORT

Group activity - Incoming ACD Calls

W Grup2 450%
B Gup3 55.0%

Total:  1000%

Incoming ACD Calls: 20 Overflowed ACD Calls 5
Answered Calls 3 Lost ACD Calls 13
Mot Answered ACD Calls 7
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Group Report
Description

Agent Group Report provides information accumulated on the user selected time period regarding all Agents
activity for the user specified ACD Group(s).

ACD Reports

Create Repart | Hide Bepart Properties |

@ 0 Call Repart —ACD Group Report

Z Zystem Peport - iaroup Report provides information accumulaked on

ﬁ Group Report !_ﬂ he given time period for a specific AC0 Group,

i_ fgent Report

i_ &gentID based Report
[V Filter: | Customer Service B
Time division : € Hour £~ Day ™ Mo time division

& week  Manth

Fields list

e Incoming ACD Calls — total number of ACD calls delivered to the Group
e Answered Calls — total number of ACD calls that were answered by all the Agents within that Group

e Not Answered ACD Calls - the total number of calls for that Group that were transferred to the No

Answer destination

e Overflowed ACD Calls — the total number of calls for that Group that were delivered to the Overflow

No Answer destination due to an overflow no answer condition

e Lost ACD Calls - the total number of ACD Calls for that Group that were lost

Filtering the report information
The filtering criteria are displayed on the first page of the report.

1. Select the System Report from the left pane reports list

2. Enable the Filter checkbox and choose from the dropdown list the desired ACD Group(s)

Chart description

The pie chart is based on the percentages of the number of Incoming ACD Calls in each group from Total

Incoming ACD Calls on all groups.

The percentage for one Group is calculated using the following formula:
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(Incoming ACD Calls to the Group)*100/(Total Incoming ACD Calls to all Groups)

Time division
No time division/ Hour/ Day/ Week/ Month

Time range

Today/ This week/This month/Custom Interval

Report sample

nasoni

Priat at: 24072006 01:32:25 PM
Feried: 010772006 12:00:00 AN - 31072006 11:59:00 PM

Calls in 152
Lost calls 22
Filtered By

Grroups: Customer Service Sales ADDMIN

GROUP LOG REPORT

Groups activity - Total incoming calls

Sales ADMIN

Customer Service
124

B Sales 13 8E6%
B ADMIN 15 9.9%
[ customer Service 124 B1.6%

Total: 152 100.0%

GROUP NAME : Customer Service

31072006

[ncommng ACD Calls:
Answered Calls
Mot Answered ACD Calls

)

124
103
0

Owerflowed ACD Calls
Lost ACD Calls

GROUP NAME : Sales

(

210772006

Incomung ACD Calls: 13
Answered Calls 13
Mot Answered ACD Calls Other 0

)
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Agent Report

Description

Agent Report provides information accumulated on the user selected time period for the user selected
Agent(s). The report displays information about each incoming call handled by every Agent. For each
extension the report contains the information for each group that it is assigned to. The information is

grouped according to the selected time division.

ACD Reports

Create Report | Hide Beport Froperties |

O Call Report —Agent Report

X System Report gent Report provides information accumulated on
€} Group Report m he given time period for & specific Agent,

[l

n

(2]
n

tm

Agent Repork
AentID hased Repaork

ﬁ

Time division @ ¢ Hour (% Day £ Mo time division
" week  © Manth

NOTE: The Login date of the Agent must be included in the selected time range for
correct reporting. Please login/logout Agent on group(s) at least once per day for Agent
Reports to be consistent.

Fields list

For each Agent, the report will contain the following fields (for all groups that Agent is assigned to):

e Total Incoming ACD Calls — total number of ACD calls delivered to the Agent

e Total Incoming Non ACD Calls — total number of Non ACD calls delivered to the Agent

e Total Incoming Calls — total number of incoming calls delivered to the Agent

e Total Answered Calls — total number of ACD and Non ACD calls that were answered by the Agent
e Total Answered Non ACD Calls - total number of Non ACD calls that were answered by the Agent

e Total Lost Calls — total number of calls that were lost by the Agent (the calling party hanged up or if the

call was delivered to another destination due to an overflow no answer condition)
e Login Time —the login date of the Agent
e Logout Time — the logout date of the Agent
e Busy Time — the total length of time the Agent within a Group was Busy
e Break Time — the total length of time the Agent within a Group was in Break

e Idle Time — the total length of time the Agent within a Group was Idle
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e Wrapup Time — the total time spent by the Agent within a Group on Wrapup activities

Chart description

The pie chart is based on the percentages of the number of Incoming Calls for each Agent from Total

Incoming calls for all the Agents.
The percentage for one Agent is calculated using the following formula:

(Incoming Calls to the Agent)*100/(Total Incoming Calls to all Agents).

Filtering the report information
The filtering criteria are displayed on the first page of the report.
1. Select the Agent Report from the left pane reports list
2. Click the Filter... button. The Agent Log Advanced Filter window will be displayed

NOTE: The Filter works for Agent login sessions, not for cumulated values.
3. Select the desired filtering criteria. Select one or more parameters according to your needs.

x

o figents: I~ 1m o

[ ACD Groups: ™ Group Calls e

I Estensions: [ m W

[ Login Duration (5] iz v | and |
I Busy Time [s]is: ¥ | ard |
[~ Break Time [5) is : v | and |
I~ Idle Time [s)is : - | and |
[~ Wrapup Time (5] iz - | and |

5 Back IWI Cancel I Help |

e Agents — select the desired agents in the dropdown list (by extension or by name). In this case you will

see in your report the information only for the calls handled by the selected agents

e ACD Groups - select the desired groups from the dropdown list. In this case you will see in your report

the information related on the calls handled by the specified ACD Groups

e Extensions — select the desired extension from the dropdown list. In this case your report will provide

information on the calls handled only by the specified extension
e Login Duration (s) is — select a condition for this parameter
e Busy Time (s) is — select a condition for this parameter
e Break Time (s) is — select a condition for this parameter

e Idle Time (s) is — select a condition for this parameter
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e Wrapup Time (s) is — select a condition for this parameter

4. Click on the Next button to see the additional filtering criteria

Agent Log Advanced Filter Additional |

™ Total Incoming AC0 Calls: Mone

and |
and |
and |

[~ Total Incoming Non AC0 Calls: tone
[ Total Answered Mom ACD Calls: bone

4

4

< Back I Mext > I Cancel | Help |

e Total Incoming ACD Calls — refers to the number of the Incoming ACD Calls (the total number of ACD

calls delivered to the Agent.)

e Total Incoming Non ACD Calls — refers to the number of the Incoming Non ACD Calls (the total

number of Non ACD calls delivered to the Agent)

e Total Answered Non ACD Calls — refers to the number of the Answered Non ACD Calls (total number

of Non ACD calls that were answered by the Agent)
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5. Click on the Next button to see the additional filtering criteria

Agent Log Advanced Filter Additional i ﬂ

™ Tatal Incoming Calls: Maone ¥ | and |
I~ Total Lost Calls; Mane - | and |
[ Total Answered Calls: tone - | and |

¢ Back I Finizh I Cancel | Help

e Total Incoming Calls — refers to the number of the Total Incoming Calls (the total number of calls

delivered to the Agent.)

e Total Lost Calls — refers to the number of the Total Lost Calls (the total number of calls lost by the

Agent)

e Total Answered Calls — refers to the number of the Total Answered Calls (the total number of calls
answered by the Agent)

6. Click the Finish button to save your configuration
Time division
No time division/ Hour/ Day/ Week/ Month

Time range

Today/ This week/This month/Custom Interval
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Report sample

Print at: 02/08/2006 05:38:33 PM

nasoni Period: 01/08/2006 12:00:00 AM -31108/2005 11:59:00 PM
AGENT LOG REPORT
Agents activity - incoming calls
Laura
FUpeisur B Laura 23 264%
18 M Mihai 20 23.0%
O Hicu 10 115%
O oeea 1 1.1%
tdibai [ Razvan 17 19.5%
20 B Supemwisor 16 12.4%
Razvan Total: 57 1000%
AGENT MAME : Mihai EXTENSION: 20018 GROUP NAME : ICD Group 002
Total Incoring ACD Calls: 0 Login Time 040272006 07:2331 PM
Total Incoming Mon ACD Calls 16 Laogout Time 050272006 12:00:23 AN
Total Incorming Calls 16 Busy Time 10:15
Total Answered Calls 7 Breals Time 000
Total Answered Mon ACD Calls 7 Idle Time 266:43
Total Lost Calls 9 Wrapup Time 0:00
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Note:

When the ACD Report Server is in the Extension Mode (see The Agent Setting section), inside the Agent
Log Advanced Filter window in the Agents field you can see the Agents extensions

e T— i
¥ Agerts: o E

™ ACD Groups: [ 01

- 102

I” Edensions: [ 2m
[ 202

™ Login Duration (s}is:| [~ 125 and
[ 126

T~ Busy Time {s)is: 127

I Bresk Tmef9is: | 128 and
[ 129

I~ Idle Time i8)is : - 130 and

I~ Wrapup Time ()is : .- and |

¢ Back Nest > Cancel | Hep |

When the ACD Report Server is in the NCV Agent Mode (see The Agent Setting section), inside the Agent
Log Advanced Filter window in the Agents field you can see the Agents names (defined in the Agents Data

window).
CrrTeTe— i
¥ Agerts; I Lex E
ACDGi
8 i [ Colin Edwards
" Edensions: [" David Dramon
[~ Mike Wragon
™ Login Duration (s}is:| [~ Dan Denegen and
- [T Anne Marlyeen ’7
I Busy Time (5)s: [~ Joanne Fisher and
I~ Bresk Time ()is: |[_ Keith Robers el
[ Nathaniel Lion
I~ Idle Time i8)is : il and
I~ Wrapup Time (s)is : .- | and |
4 Back Mext > Cancel Help
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AgentlID based Report

Description

The AgentID based Report allows you to exactly monitor each Agent activity; the ID number is unique for

each Agent. AgentID based Report provides information accumulated on the user selected time period for

the user selected Agent(s) ID without regard of the used extensions and login group. The information is

grouped according to the selected time division.

The AgentID based Report displays the total value for all the displayed fields (for all the log in sessions

during the selected time period).

ACD Reports

Fields list

Create Report | Hide Report Properties |
[ CO Call Report —Agent Repart

Z System Report gent Report provides information accumulated on
€8 Group Report E hie given time period for & specific Agent.

_i Agent Repork
Filet ... |

M AgentiD based Report
Time divisiorn : € Hour ¥ Day £ Mo time division
" week  Marth

For each Agent, the report will contain the following fields (for all groups that Agent is assigned to):

Total Incoming ACD Calls — the total number of ACD calls delivered to the Agent.
Total Incoming Non ACD Calls — the total number of Non ACD calls delivered to the Agent.

Total Incoming Calls — the sum of Incoming ACD Calls and Incoming Non ACD Calls (the 2 fields
described above).

Total Answered Calls — the total number of ACD and Non ACD calls that were answered by the Agent.

Total Answered Non ACD Calls — the total number of Non ACD calls that were answered by the
Agent.

Total Lost Calls — the total number of calls that were lost by the Agent (the calling party hanged up or if

the call was delivered to another destination due to an overflow no answer condition).
Login Duration — the total length of time the Agent within a Group was logged in
Busy Time - the total length of time the Agent within a Group was Busy

Break Time — the total length of time the Agent within a Group was in Break
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e Idle Time — the total length of time the Agent within a Group was Idle

e Wrapup Time - the total time spent by the Agent within a Group on Wrapup activities

Chart description

The pie chart is based on the percentages of the number of Incoming Calls for each Agent from Total
Incoming calls for all the Agents.

The percentage for one Agent is calculated using the following formula:

(Incoming Calls to the Agent)*100/(Total Incoming Calls to all Agents).

Filtering the report information
The filtering criteria are displayed on the first page of the report.

1. Select the Agent Report from the left pane reports list

2. Click the Filter... button. The Agent Log Advanced Filter window will be displayed

NOTE: The Filter works for Agent login sessions, not for cumulated values.
3. Select the desired filtering criteria. Select one or more parameters according to your needs

x
I™ Agents: ™ Burt Livingstone v
[ ACD Groups: oA -
[ Estensions; 11 -
[ Login Duration (5] is: r | and |
[ Busy Time [s] is: v | and |
I Break Time [s)is - | and |
I~ Idie Time (5] s v | and |
[ Wrapup Time [s] is v | and |

4 Back I MHest I Cancel Help |

e Agents — select the desired agents in the dropdown list (by extension or by name). In this case you will
see in your report the information only for the calls handled by the selected agents

e ACD Groups - select the desired groups from the dropdown list. In this case you will see in your report

the information related on the calls handled by the specified ACD Groups

e Extensions — select the desired extension from the dropdown list. In this case your report will provide

information on the calls handled only by the specified extension
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e Login Duration (s) is — select a condition for this parameter
e Busy Time (s) is — select a condition for this parameter

e Break Time (s) is — select a condition for this parameter

e Idle Time (s) is - select a condition for this parameter

e  Wrapup Time (s) is — select a condition for this parameter

4. Click on the Next button to see the additional filtering criteria

Agent Log Advanced Filter Additional . il

I Total lncoming ACD Calls: Hane ¥ | and |
I TaotalIncoming Mon ACD Calls: Hone - | and |
[T Total Answered Non ACD Calls: Hone r | and |

¢ Back I et » I Cancel | Help |

e Total Incoming ACD Calls — refers to the number of the Incoming ACD Calls (the total number of ACD

calls delivered to the Agent.)

e Total Incoming Non ACD Calls — refers to the number of the Incoming Non ACD Calls (the total

number of Non ACD calls delivered to the Agent.)

e Total Answered Non ACD Calls — refers to the number of the Answered Non ACD Calls (total number

of Non ACD calls that were answered by the Agent)
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5. Click on the Next button to see the additional filtering criteria

Agent Log Advanced Filter Additional i ﬂ
™ Tatal Incoming Calls: Maone ¥ | and |
I~ Total Lost Calls; Mane - | and |
[ Total Answered Calls: tone - | and |

¢ Back I Finizh I Cancel | Help

e Total Incoming Calls — refers to the number of the Total Incoming Calls (the total number of calls
delivered to the Agent.)

e Total Lost Calls — refers to the number of the Total Lost Calls (the total number of calls lost by the
Agent)

e Total Answered Calls — refers to the number of the Total Answered Calls (the total number of calls
answered by the Agent)

6. Click the Finish button to save your configuration
Time division
No time division/ Hour/ Day/ Week/ Month

Time range

Today/ This week/This month/Custom Interval

NOTE: The Login date of the Agent must be included in the selected time range for

correct reporting. Please login/logout Agent on group(s) at least once per day for Agent
Reports to be consistent.
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Report sample

Print at: 02/08/2006 06:10:22 PM

I'Iasonic Filtered By: Period:  OLOSI2006 12:00:00 AM - 31/08/2006 11:59:00 PM

A gzents: Micn Laura Razvan Mihai

AGENT LOG REPORT

Agents activity - incoming calls

Laura

Supervisor

B Laura 23 261%
W hihai 21 238%
O Hicu 1 12.5%

[ Fazwan 17 19.3%

hihai O Supervisor 16 18.2%
Fiazwan 2 Total: 86 10007
AGENT NAME : Supervior AGENTID: 1111
O4M0E2006
Total Incoming ACD Calls; 0 ) .
Total Incoming Non ACD Calls 16 gi?n_lpﬁf:mn Lg?zg
Total Incoming Calls 14 Bregk Tine 4
Total Answered Calls 1 1l Time o
Total Answered Mon ACD Calls 1 W i i
Total Lost Calls 15 Fapup: L ume
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Making the report settings
All the settings described below will be applied to the selected report in the list.
To select the time division choose from:
e Hour — the information is grouped by hours (for example 10:00 AM, 11:00AM etc.)
e Day - The information is grouped by days
e  Week — The information is grouped by weeks
e Month — The information is grouped by months

e No time division — The information is not grouped by time units

To set the period of time the report will be generated choose in the Report Date Selection section

between Today, This week, This month or Custom Interval.

If you choose a Custom Interval, you will have to set the Start Date/Time and End Date/Time, too.

—Report date selection
" Today ™ This wesk %" This manth

= Custam Interval

Start DateyTime: iSIID?,fE‘IZIGE- j |m;51;59nm+|_|

End Date;Time: |31*n?;2nns. -] |1n:51:59 A —

W Chartan

To generate a chart in your report, according to your report settings, set the Chart on option (System

report, Group Report, Agent Report and AgentID based Report)

To select your report paper size, choose between Letter and A4 in the Paper Size field.

Paper Size: | 44 j Crrientakion: | Porkrait j

To select your report paper orientation, choose between Portrait and Landscape in the Orientation field.
(CO Call Report, Agent Report and AgentID based Report)

"Paper Forrmak
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In Schedule Options section you can set the time you want the scheduled report to be

printed/exported/emailed.

—Schedule Options
™ Hourly at minute

% Daily at kime
|5,_,,-,,:|E,\l.f j 4k ke

T weekly

at I rniruee
e =
IDE.EE.DEF‘M;,
e, =
IDE.EE.DEF‘M;,

£~ Custom Interval: EVEFY |3

S =T
|n2:26:06 P =

| Hours j

[T Frinbat  Mone

- &8

|D:'|,D|:u:ument5 and Settings\Adminis! -

¥ Export datain

I send repott ko mail |

NOTE: The maximum number of reports that can be added to schedule is 21.

To set the time for the scheduled report you can choose between:

e Hourly at minute — the report will be printed/exported/emailed every hour at the minute specified in the

corresponding field

Daily at time — the report will be printed/exported/emailed every day at the time specified in the

corresponding field

Weekly — you have to specify the day of the week as well as the time of the day the report will be
printed/exported/emailed, in the appropriate fields

Custom Interval — specify the interval (in hours or days) and the time the report will be

printed/exported/emailed

To add areport to schedule:

1. Select the report from the reports list
2. Make the desired settings
3. Click on the Add to Schedule button

To export the report and save it to a file:

1. Select the report from the reports list

2. Make the desired settings

3. Select the Export data in option

4. Click the = | button and open the file where you want the report to be saved

NOTE: The date format for the Excel [xIs] and Data Interchange Format [DIF] are not
same as the date format in the Basic Settings. Please change the date format when you
open them with application.
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To send the report by e-mail:

NOTE: Before using this feature you need to fill in all the Email Server from Reports

fields from Basic Settings
1. Select the report from the reports list

2. Make the desired settings

3. Enable the Send report to mail option

4. Type the e-mail address where you want the report to be sent, in the appropriate field
5

Click on the Add to Schedule button
The Scheduled Reports section also provides you with information on the added to schedule reports.
You can see the settings you have made for the scheduled reports:

e Report — the chosen report type
e Scheduled Info — the settings you have made in Schedule Option section

e Destination — the location where the report is exported (or the printer used to print), according to the

schedule settings

Report | Scheduled Info | Destir|
ﬂ_ Agent Report Export report ko file daily at 12:00:0,.,  CHDoc

1 | i

NOTE: For an ACD Report can be set one, two, or all of the Print, Export, and Send to
mail options at a time, in any combination.

Changing the logo picture in the report

The Client application allows you to set your own logo on the ACD Reports. The supported formats are bmp
and jpeg.

To change the logo picture:

. . Ch L
1. Go to: File> Change Logo or click on the Ml Change Logo button

2. Browse and select the picture you want to set as logo

3. Click on the Open button

Now, on every report you create the logo picture you have selected will appear.
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To change the settings for a scheduled report

1. Double-click the report name from the list. The Scheduled Report Properties window will be displayed

Scheduled #Report Properties » EI

Fiepart Fropetties | Schedule Options |

—#&gent Repork

A nent Report provides information accumolated on
n he given time period For a specific Agent.

Time Division : € Hour % Day = Mo time division
= week  © Month

— Report date zelection
" Today T Thiz week * Thiz month

™ Cuztom |nterval

S — = P |
Start D ate/Time: |31;nmznna J |12.2|149 PM =
e . 0 =]
End Date/Time: |31 JO7 2008 J |12.2|149 PM =
¥ Chart on
—Paper Format—————————————
Faper Size: | Letter j

Orientation: | Partrait j

| ] I Cancel | Aol Help

2. Select the Report Properties tab and you can make changes the items to be included in the report using

the Filter button. Also you can change the Time Division, the Report date selection and the Paper
Format

3. Select the Schedule Options tab and you can change the schedule options

4. Click Apply to save the changes

Saving a report

1. Make the desired settings for the report

2. Click the Create Report button. The Report Viewer window will be displayed
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3. Inthe Report Viewer window choose the @ Export Report button

4. Choose the format and destination of the report (select from the dropdown list Disk file to save the

report on disk)

Farmat:

I.ﬂ'-.crcubat Format [PDF]

Cancel

i

=
D estination:
=

| Disk ile

5. Choose the export options, you can save all the report pages or just a part of the report

Export Options El

—FPaoe Range
e Al

" Page Range;
From: |1 To I'I

(] I Cancel |

6. Choose the destination where to save the report

2]

Choose expott file
Sawve in: I@‘ ty Computer j L= i v

(‘=';|13.5 Flappy (A1)
(=ILocal Disk (C1)
=ALocal Disk. (D)
@'Compact Disc ()

& = File name: IHelel.pdf j l&l
y Metwark P
Save as ype: IPDltable Document Farmat [*.pdf) j ﬂl
p

7. Click on the Save button.

NOTE: The date format for the Excel [xIs] and Data Interchange Format [DIF] are not
same as the date format in the Basic Settings. Please change the date format when you
open them with application.

102 Client Software Installation Manual



Call Log

Viewing Call Log Information

To view call log information click the Call Log button in the Views>ACD window, or from the main menu
View>Go to>ACD>Call Log.

You have two options here:

e CO Based — a list of call log information based on Customer data.

e Agent Based - a list of call log information based on the Agent data.
The Lost calls are highlighted in red.

NOTE: During the NCV Agent Mode the Agent Name field shows the Agent name
associated with the Agent ID, during the Extension Mode the Agent Name field shows
the extension name defined in the PBX.

Call Log CO Based ]

Lookup fiskt [Customer =] [conterloskup ke [ Fiter. | FeldChosser|  Cesr | Bt | %

i as5d] & Agent Based| Records: From BE001 To B7333 Out of 87333 “ = = »

CallLoglD | Date/Time Completion Time | Custamer | Caller ID I Incoming/Dutgoing | Status Dialed Number | ODI/DID/MSN | e ig | A..l i | Talk Time [min) W
63 87085 09/08/2005 05:26:19PM  09/08/2005 05:27.12 PM Patrick John Molan 1003 Incoming ACD MAa 1003 N M. 4 0034 an
(S‘B 87088 09/08/2005 05:26:20 PM  09/08/2005 05:27.00 PM Jo Martin 1008 Incoming ACD MAa 10068 N M. 7 019 an
(S‘B 87087 09/08/2005 05:26:23 PM  09/08/2005 05:27.40 PM Leon Delrop Wiliams 1020 Incoming ACD MAa 1020 N M. 21 0048 an
(S‘B 87088 09/08/2005 05:26:23 PM  09/08/2005 05:27.17 PM Gica Petiescu 1027 Incoming ACD MAa 1027 N M. 28 o027 an
(S‘B 87089 09/08/2005 05:26:25 PM  09/08/2005 05:26:57 PM Earlene Bentley 1022 Incoming ACD MAa 1022 N M. 23 o021 an
(S‘B 87090 09/08/2005 05:26:27 PM  09/08/2005 05:27.34 PM Phill Curr 1016 Incoming ACD MAa 1016 N M. 17 0038 an
(S‘B 87091 09/08/2005 05:26:29 PM  09/08/2005 05:27.30 PM Michel | Gerard 1029 Incoming ACD MAa 1029 N M. 30 0037 an
(S‘B 87092 09/08/2005 05:26:29 PM  09/08/2005 05:27.33 PM Emma Thomas 1023 Incoming ACD MAa 1023 N M. 24 0039 an
(S‘B 87093 09/08/2005 05:26:29 PM  09/08/2005 05:27.14 PM Louis Amstrong 1028 Incoming ACD MAa 1028 N M. 29 oo:22 an
(S‘B 87094 09/08/2005 059:26:30 PM  09/08/2005 05:27.45 PM Owen Patrick 1030 Incoming ACD MAa 1030 N M. 31 0049 an
(S‘B 87095 09/08/2005 05:26:33 PM  09/08/2005 05:27.42 PM Teny McMahon 1019 Incoming ACD MAa 1019 N M. 20 0043 an
(S‘B 87096 09/08/2005 05:26:34 PM  09/08/2005 05:27.34 PM Sarah ‘Waterdge 1018 Incoming ACD MAa 1018 N M. 19 0023 an
(S‘B 87097 09/08/2005 05:26:36 PM  09/08/2005 05:27.21 PM Ilyssa Fradin 1000 Incoming ACD MAa 1000 N M1 0031 an
(S‘B 87098 09/08/2005 05:26:42 PM  09/08/2005 05:27.21 PM Darragh Kelly 1002 Incoming ACD MAa 1002 N M. 3 0027 an
(S‘B 87099 09/08/2005 059:26:43 PM  09/08/2005 05:28.02 PM Micu Zechem 1034 Incoming ACD MAa 1034 N M. 35 0049 an
(S‘B 87100 09/08/2005 05:26:44 PM  09/08/2005 05:27.32 PM David Bedella 1008 Incoming ACD MAa 1002 N M. 3 0034 an
(S‘B 871m 09/08/2005 05:26:44 PM  09/08/2005 05:27.58 PM llyssa Fradin 1025 Incoming Losta.. M/ 1025 N M. 28 0000 m
(S‘B 87102 09/08/2005 05:26:46 PM  09/08/2005 05:28.07 PM Jack Gleeson 1017 Incoming ACD MAa 1017 N M. 18 0044 an
(S‘B 87103 09/08/2005 05:26:47 PM  09/08/2005 05:28:01 PM Alex lonescu 1035 Incoming Losta.. M/ 1035 N M. 3B 0000 m
(S‘B 87104 09/08/2005 05:26:48 PM  09/08/2005 05:27.36 PM Martin McDougall 10m Incoming ACD MAa 1011 N M. 12 0026 an
(S‘B 87108 09/08/2005 05:26:51 PM  09/08/2005 05:27.40 PM Leonard Dobrica 1033 Incoming ACD MAa 1033 N M. 34 0038 an
(S‘B 87108 09/08/2005 05:26:51 PM  09/08/2005 05:28.05 PM Soo Hee Ding 1015 Incoming Losta.. M/ 1015 N M. 18 0000 m
(S‘B 87107 09/08/2005 05:26:52 PM  09/08/2005 05:27.23 PM Eabara Melisza Go... 1001 Incoming ACD MAa 1001 N M. 2 019 an
(S‘B 87108 09/08/2005 05:26:54 PM  09/08/2005 05:28.03 PM Flavia Masetta 1009 Incoming ACD MAa 1009 N M. 10 0040 an
(S‘B 87109 09/08/2005 05:26:58 PM  09/08/2005 05:28.12 PM Joe Hanley 1013 Incoming Losta.. M/ 1013 N M. 14 0000 m
(S‘B 87110 09/08/2005 05:26:59 PM  09/08/2005 05:27.56 PM Jozeph Michael Rye 1004 Incoming ACD MAa 1004 N/ M. 5 0048 an
(S‘B 87111 09/08/2005 05:26:59 PM  09/08/2005 05:27.40 PM Emily StevenDaly 1010 Incoming ACD MAa 1010 N M. 11 og:22 an
(S‘B 87112 09/08/2005 05:27:04 PM  09/08/2005 05:27.48 PM Kwaku Ankomah 1005 Incoming ACD MAa 1009 N/ M. B g7 an
(S‘B 87113 09/08/2005 05:27:04 PM  09/08/2005 05:27.52 PM Eabara Melisza Go... 1026 Incoming ACD MAa 1026 N/ M. 27 0034 an
(S‘B 87114 09/08/2005 05:27:05 PM  09/08/2005 05:27.45 PM Moah Margetts 1012 Incoming ACD MAa 1012 N M. 13 0024 an
(S‘B 87115 09/08/2005 05:27:09PM  09/08/2005 05:28.08 PM Earlene Bentley 1022 Incoming ACD MAa 1022 N M. 23 0045 an
(S‘B 87118 09/08/2005 05:27:09PM  09/08/2005 05:28.16 PM Karl Sheils 1014 Incoming ACD MAa 1014 N M. 15 019 UUJ
(S‘B 817 09/08/2005 05:27:12PM  09/08/2005 05:27.50 PM Jo Martin 1008 Incoming ACD MAa 1008 N M. 7 0o1e an
(S‘B 87118 09/08/2005 05:27:13PM  09/08/2005 05:28.08 PM Chailes Edwards 1007 Incoming ACD MAa 1007 N M. B 0034 an
(S‘B 87119 09/08/2005 05:27:14 PM  09/08/2005 05:27.46 PM Wizan Stelian 101 Incoming ACD MAa 1031 N M. 32 019 an
(S‘B 87120 09/08/2005 05:27:18 PM  09/08/2005 05:28.43 PM Eob Smith 101 Incoming ACD MAa 1021 N M. 22 0040 an
(S‘B 87121 09/08/2005 05:27:22PM  09/08/2005 05:28.05 PM Patrick John Molan 1003 Incoming ACD MAa 1003 N M. 4 0030 an
(S‘B Falzd 09/08/2005 05:27:23PM  09/08/2005 05:28.26 PM Louis Amstrong 1028 Incoming ACD MAa 1028 N M. 29 0048 an
(ﬁ R7123 NMNR2NNR N5 27-29 P N908/2005 N7 2818 Pk Narranh Kellu 102 Irmmmn AN A2 nnz. N N3 nr-37 !;I e

In the table below you can see the main operations you can perform:
Iltem Description
Lookup field Used to search a particular Agent, Group, Customer etc. Choose

from the list the field in order to perform search, and type a part or
the whole name for the desired information
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<enter lookup key>

The & Find button

-
The Refresh button

The mﬁlter... button
The = s Field Chooser

button

ﬂ Clear button

The
The ﬂ Export button

Fill-in with the particular information of the searched item according
to the chosen Lookup field.

Refer to the table bellow for further explanations.

After you choose the Lookup field and enter the lookup key, click
this button

Use this button to refresh the information displayed

Use this button to choose filtering criteria for the displayed data

Use this button to select the visible fields

Use this button to delete the information, you can choose to:
Delete from the List — the records will be erased from the list, but
they are still stored in the database

Delete from the Database — all the records displayed in the list will
be erased from the database

Use this button to save the information; the file type is .csv (comma
separated values).
The files with the format of csv(comma separated values) are easily

viewed and managed with applications for data in columnar format,
for example applications for spreadsheets or databases.

In the table bellow you can see explanations about the look up fields for Call Log - CO Based:

Field
Customer
Caller ID
Caller Name
Dialed Number
Trunk
DDI/DID/MSN
DNIS
ANI

Date/Time
Date

Time

Year
Month
Day

Ring Time (s)

Queue Time (s)
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Look up key

Any alphanumeric string or substring (e.g. John or Joh)
Any numeric string or substring (e.g. 5553535 or 555)
Any alphanumeric string or substring (e.g. John or Joh)
Any numeric string or substring

Any numeric string or substring

Any numeric string or substring

Any numeric string or substring

Any numeric string or substring

Use the given format for Date/Time (M/d/yyyy h:mm:ss tt)
Use the given format for Date (M/d/yyyy)

Use the given format for Time (h:mm:ss tt)

Any numeric string

Any numeric string

Any numeric string

Any numeric string (the total number of seconds you are searching
for, no matter of Timers Format Options value)

Any numeric string (the total number of seconds you are searching
for, no matter of Timers Format Options value)



Talk Time (s) Any numeric string (the total number of seconds you are searching
for, no matter of Timers Format Options value)

Wait Time (S) Any numeric string (the total number of seconds you are searching
for, no matter of Timers Format Options value)

Hold Time (s) Any numeric string (the total number of seconds you are searching
for, no matter of Timers Format Options value)

Call Duration (s) Any numeric string (the total number of seconds you are searching
for, no matter of Timers Format Options value)

Number of Overflowed Any numeric string

Number of No Answered Any numeric string

Number of Transferred Any numeric string

Number of Conference Any numeric string

In the table bellow you can see explanations about the look up fields for Call Log - Agent Based:

Field
Agent Name
Group Name
Extension
Customer
Caller ID
Caller Name
Dialed Number
Trunk
DDI/DID/MSN
DNIS
ANI

Date/Time
Date

Time

Year
Month
Day

Ring Time (s)

Talk Time (s)

Queue Time (s)

Wait Time (s)

Look up key
Any alphanumeric string or substring (e.g. John or Joh)
Any alphanumeric string or substring
Any numeric string or substring (e.g. 1001 or 01)
Any alphanumeric string or substring
Any numeric string or substring
Any alphanumeric string or substring
Any numeric string or substring
Any numeric string or substring
Any numeric string or substring
Any numeric string or substring

Any numeric string or substring

Use the given format for Date/Time (M/d/yyyy h:mm:ss tt)
Use the given format for Date (M/d/yyyy)

Use the given format for Time (h:mm:ss tt)

Any numeric string

Any numeric string

Any numeric string

Any numeric string (the total number of seconds you are searching
for, no matter of Timers Format Options value)

Any numeric string (the total number of seconds you are searching
for, no matter of Timers Format Options value)

Any numeric string (the total number of seconds you are searching
for, no matter of Timers Format Options value)

Any numeric string (the total number of seconds you are searching
for, no matter of Timers Format Options value)
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Hold Time (s) Any numeric string (the total number of seconds you are searching
for, no matter of Timers Format Options value)

Call Duration (s) Any numeric string (the total number of seconds you are searching
for, no matter of Timers Format Options value)

Agent ID Any numeric string or substring

When you select a call from the list, more information about that call can be seen in the lower half of the Call

Log — CO Based window.

NOTE: If in the PBX the Distribution algorithm is set to Ring All for a group, then the
Agent Name field will be All if the call is lost.

To choose the call log CO Based information fields to be displayed:

1. Click the CO Based tab

2. Click the Field chooser button. The Select visible fields window will be displayed

£
CallLog CO Fields CallLog Agents Fields
Fields - Fieldz -
Call Log 1D Call Log 1D
Date/Time Date/Time
+ Completion Time Completion Time +
Customer | Lgent Name |
Caller ID Group Mame
Caller Mame E stension
" Incoming/Outgaing Ring Time "
Status Talk Time
Dialed Mumnber wiait Time
[ DDIDID ASH = [ Hold Time 2
q il e
ar I Cancel |

3. Select the desired fields in the CallLog CO Fields section, from the following:

e Call Log ID - every call the system handles receives an ID number

e Date/Time — displays the date and time the call arrived in the ACD Queue or the Agent
e Completion Time — the time the call was completed

e Customer —displays the full customer name (First, Middle and Last)

e Caller ID — the customer phone number

e Dialed Number - the number the customer dialed

e DDI/DID/MSN - the DDI/DID/MSN data (number) from the public exchange (CO)
e Trunk — CO line number used for that call

e Incoming/Outgoing — type of call

e  Status - displays the call status

e Caller Name — available only if it is received from the CO

e DNIS — Dialed Number Identification Service
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ANI — Automatic Number Identification
Talk Time — the length of time the call was in conversation with Agents

Wait Time — the length of time the call waited in the ACD Queue and rang at Agent (Queue Time +

Ring Time)

Hold Time - the total time a call was placed on hold by the Agent

Ring Time — the length of time the Agent extension has rang while the call has been left unanswered
Queue Time — the period of time spent waiting in the ACD Queue

Call Duration — the total time spent in the system from the moment the call entered until it exits the

system

Number of Overflowed - the number of times the call was transferred because of overflow. Overflow

Queuing Busy is not supported.
Number of No Answered — the number of times the call wasn't answered

Number of Transferred — the number of times the call one Agent transferred the call to another

extension (Agent) or ICD Group

Number of Conference — a conference is a call with at least 3 participants. Number of Conference

increases every time when a call changes from 2 to 3 participants.

Select in the Call Log Agent Fields section, the call log extended information fields that will be displayed

in the bottom of the window, from the following:

Call Log ID - every call the system handles receives an ID number

Date/Time — displays the date and time the call arrived in the ACD Queue or the Agent
Completion Time — the time the call was completed

Agent Name - the name of the Agent that handled the call

Group Name - the group name

Extension - the extension number

Ring Time — the length of time the Agent extension has rang while the call has been left unanswered
Talk Time — the length of time the call was in conversation with Agents

Wait Time — the total time that the call waits until it is answered (speed of answer)
Hold Time - the total time a call was placed on hold by the Agent

Queue Time — the period of time spent waiting in the ACD Queue

Transferred — select Yes or No

No Answer — select Yes or No

Conference — select Yes or No

Group Overflowed From - only if the call overflowed from another ACD Group

Agent No Answer From - only in case that the call wasn’t answered by the Agent it was delivered to,

and it was transferred to the No Answer Destination
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e Extension No Answer From — the extension number of the Agent the call was transferred from in case
of No Answer

e Agent Transferred From — the name of the Agent that transferred the call
e Extension Transferred From — the extension number of the Agent that made the transfer
e Agent Transferred To — the name of the Agent the call was transferred to

e Extension/Dialed Number Transferred To — the extension or the dialed number the call was

transferred to
e Extension/Dialed Number Conference — the extension or the dialed number for the conference
e Agent ID - the Agent ID number (available only for NCV Agent Mode)
5. Click OK to enable your configuration

Note:

During the NCV Agent Mode the Agent ID field is available from the Select visible fields — CallLog Agents

Fields, see the picture bellow.

£
CallLog CO Fields CallLog Agents Fieldz
Figlds ~| | Fields -
Call Log D Group Overflowed From
DrateTime Agent Mo Answer From
+ Completion Time Extenzsion Mo Anzwer From +
Cuztormer = Agent Transferred From
Caller 1D Estension Transfemned From
Caller Mame Agent Transfered To
"‘ |neoming/Outgoing Ewtenzion/Dialed Mumber Tranzferre “
Statuz Estension/Dialed Mumber Conferenc
Dialed Murnber Custarner Fequest
[#1 DDIADID SN o [¥] &gent 1D o
T il B
2k I Cancel |
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To choose the call log Agent Based information fields to be displayed:

1. Click the Agent Based tab

2. Click the Field Chooser button. The Select visible fields window will be displayed
Select visiblefields |

CallLog Fields
Fields -
CallLogID
Date/Time
+ Completion Time !
Agent Name
Giraup Mame
Extension
¥ Custamer
Caller 1D
Caller M ame

Trunk -
<] |

ar I Cancel |

3. Select the desired fields in the CallLog Fields section. For the description of each field see the previous

procedure

4. Click OK to save your settings
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Filtering the Call Log information

You may not need to see all the call log information. In that case, you can filter the data according to your
preferences, for both CO and Agent Based (for example, if you want to see the call log information for two

particular ACD Groups during a specified period of time).
To choose the filtering criteria for the call log information:

1. Click the Filter... button. The Call Log Advanced Filter window will be displayed

x

I™ Agerts: [" Burt Livingstone i

[~ ACD Groups: I Ga =

[~ Estersions: ImIBEE! =

[~ Ring Time [s] is: v | and |

[~ Wait Time [g]) is: ¥ | and |

™ Talk Time [5)is: ¥ | and |

[~ Hold Time (3] is o | and |

I Call Status is: r

[ Start Date/Tire: |U1£‘|2£2UGE j |r11;44;ﬂaprv1+|
e 2/ <1 [0 2403 pr =
[~ EndDate/Time: |mf1¢;2uus J |u1 44:03 PM =

< Hack I Mest » I Cancel Help |

2. Enable the filtering keys according to your needs. You have the following options:

e Agents — select the desired agents in the dropdown list. In this case you will see the information only

for the calls handled by the selected agents

e ACD Groups - select the desired groups from the dropdown list. In this case you will see the

information related on the calls handled by the specified ACD Groups

e Extensions — select the desired extension from the dropdown list. In this case you will see the

information on the calls handled only by the specified extension

e Ring Time(s) is— select a condition for this parameter (for example — choose from the dropdown list
Greater and type a value — 20 for example. In this case you get the information on the calls that rang for

more than 20 seconds)
e Wait Time(s) is — see the description of the Ring Time parameter
e Talk Time(s) is — see the description of the Ring Time parameter
e Hold Time(s) is — see the description of the Ring Time parameter
e Call Status is — select the type of the call status you want to filter with

e Start Date/Time — select the start date and time for the beginning of the period you want the

information to be displayed
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3.

Call Advanced Filter Additional x|

End Date/Time — select the end date and time for the end of the period you want the information to be
displayed

Click the Next button

[~ Customer iz

[~ Caller 1D is;

|

|

[ Caller Mame is: |
[~ CO(Trunk] is: [
|

|

[ Dialed number is:

[~ DDI/DIDAMSH is:

[~ Transfered is:  Ho e
™ Conference is: Ko " Yes
[~ Mo Answer is: Mo e
[~ Incoming/Outgoing is: % [utgoing € [neoming

< Back I Finizh I Cancel | Help |

5.

Optionally, enable the desired additional filter(s) which you can see in the Call Advanced Filter
Additional window:

Customer is — displays the full customer name (First, Middle and Last)

Caller ID is— fill-in with the appropriate information of the desired customer (the Caller ID stored in the

internal database, set in the Customer Data section)

Caller Name is —fill in with the desired Caller Name

CO (Trunk) is — fill-in with the trunk number (CO line number used for that call)
Dialed number is — the number the customer dialed

DDI/DID/MSN is — the DDI/DID/MSN data (number) from the public exchange (CO)
Transferred is — select Yes or No

Conference is — select Yes or No

No Answer is — select Yes or No

Incoming/Outgoing is — type of call

Click the Finish button to perform the operation

Filtering Note

When you select more than one filtering criteria, for example Ring Time is Greater 60 and Talk Time is

Less 120, only the information about the calls that have both Ring Time is Greater 60 and Talk Time is

Less 120 will be displayed. If no calls fulfill the selected conditions no information will be displayed.
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Managing Call Log Information

Here you can find the instructions for performing the following operations on the call log information:
e Exporting to a specified file

e Deleting records

To export the data to a file:

1. Click the Export button. The Save as window will be displayed

2. Browse for the file or folder where you want the information to be saved. Type the file name in the

appropriate field. The file type is .csv (comma separated values)

3. Click the Save button to finish the operation
To delete the displayed information:

1. Click the Clear button

2. You can choose to:

Delete from the List — the records will be erased from the list, but they are still stored in the database

Delete from the Database — all the records displayed in the list will be erased from the database
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Agent Log

Viewing Agent Log Information
This tool allows you to see all log-in/log-out information for the Agents.

To access the Agent Log window click on the Agent Log button from the Views>ACD window, or choose

from the main menu View>Go to>ACD>Agent Log
For a logged-in Agent the Logout Date/Time filed is Not Logged Out.

NOTE: During the NCV Agent Mode the Agent Name field shows the Agent name
associated with the Agent ID, during the Extension Mode the Agent Name field shows
the extension name defined in the PBX.

Agent Log

Lockup ild [Login Date = & Fiter. | FiedChooser|  Clear | Egpot | %

Login Date/Time | Logout Date/Time | Agent Name | Group Mame | Extension | Login Duration {min) | Break Time (min} | Busy Time {min} | Idle Time (min} | Wrapup Time (min} -
@ 10/27/2005 05:00:57 AM 10/27/2005 0S| Sean O'Brian Marketing & Sales 221 00:34 o004 no:zz2 00:08 00:00
@ 10/27/2005 05:00:57 AM 1271, Sean O'Brian Overflow 221 00:34 0004 no:zz2 00:08 00:00
@ 10/27/2005 05:00:57 AM 1271, Chris Morton Marketing & Sales 222 o1:11 o0mos 00:57 00:02 00:07
@ 10/27/2005 05:00:57 AM 1271, Chris Morton Overflow 222 o1:11 o0mos 00:57 00:02 00:07
@ 10/27/2005 05:00:57 AM 1271, Gordon Mew...  Marketing & Sales 223 02:39 o0mos 01:20 oo:11 01:04
@ 10/27/2005 05:00:57 AM 1271, Gordon Mew...  Cwerflow 223 02:39 o0mos 01:20 oo:11 01:04
@ 10/27/2005 05:00:58 AM 1271, Monica Scott Marketing & Sales 226 02:55 o0mos 0z2:13 00:38 00:00
@ 10/27/2005 05:00:58 AM 1271, Monica Scott Overflow 226 02:55 o0mos 0z2:13 00:38 00:00
@ 10/27/2005 05:00:58 AM 1271, Tim Burt Marketing & Sales 227 03:07 0000 0z2:44 00:25 00:00
@ 10/27/2005 05:00:58 AM 1271 Tim Burt Overflow 227 03:07 0000 02:44 00:25 00:00
@ 10/27/2005 05:00:57 AM 10/27/2005 05:04:20 AM Mark Glenn Marketing & Sales 225 03:23 0000 0z:19 01:03 00:00
@ 10/27/2005 05:00:57 AM 1271 :04:20 AM Mark Glenn Overflow 225 03:23 0000 0z:19 01:03 00:00
@ 10/27/2005 05:00:58 AM 10/27]2005 05:05:07 AM Sean Mebrall Marketing & Sales 228 04:09 0000 0z:57 01:12 00:00
@ 10/27/2005 05:00:58 AM 1271 :05:07 &AM Sean Mebrall Overflow 228 04:09 0000 0z:57 01:12 00:00
@ 10/27/2005 05:00:58 AM 10/27/2005 05:07:45 AM Camilla Burton  Accounting & Pa... 229 06:47 0000 04:08 0z:41 00:00
@ 10/27/2005 05:00:58 AM 1271 Camilla Burton  Cwerflow 229 06:47 0000 04:08 0z:41 00:00
@ 10/27/2005 05:41:33 AM 1271 Alice Parker Marketing & Sales 2en 52:20 o0os 00:55 05:41 00:03
@ 10/27/2005 05:41:33 AM 1271 Alice Parker Overflow 2en 52:20 o0os 00:55 05:41 00:03
@ 10/27/2005 05:41:33 AM 1271 Sean O'Brian Marketing & Sales 221 53:15 o0os 01:22 06:03 oo:10
@ 10/27/2005 05:41:33 AM 1271 Sean O'Brian Overflow 221 53:15 o0os 01:22 06:03 oo:10
@ 10/27/2005 05:41:33 AM 1271 Chris Morton Marketing & Sales 222 53:51 o0os 01:46 06:03 00:23
@ 10/27/2005 05:41:33 AM 1271 Chris Morton Overflow 222 53:51 o0os 01:46 06:03 00:23
@ 10/27/2005 05:41:33 AM 1271 Alicia Powell Marketing & Sales 224 54:50 omos nz:42 06:29 00:00
@ 10/27/2005 05:41:33 AM 1271 Alicia Powell Overflow 224 54:50 omos nz:42 06:29 00:00
@lUfZ?ﬁ’ZUEE 05:41:33 aM 1271 Gordon Mew...  Marketing & Sales 223 5452 omos 01:53 06:17 01:03
@lUfZ?ﬁ’ZUEE 05:41:33 aM 1271 Gordon Mew...  Owerflow 223 5452 omos 01:53 06:17 01:03
@ 10/27/2005 05:41:33 AM 1271 Mark Glenn Marketing & Sales 225 54:56 oooo 03:12 06:09 00:00
@ 10/27/2005 05:41:33 AM 1271 Mark Glenn Overflow 225 54:56 oooo 03:12 06:09 00:00
@ 10/27/2005 05:41:33 AM 1271 Monica Scott Marketing & Sales 226 55147 omos 03:31 06:37 00:00
@ 10/27/2005 05:41:33 AM 1271 Monica Scott Overflow 226 55147 omos 03:31 06:37 00:00
@ 10/27/2005 05:41:33 AM 1271 Tim Burt Marketing & Sales 227 S6:36 oooo 03:59 07:02 00:00
@ 10/27/2005 05:41:33 AM 1271 Tim Burt Overflow 227 S6:36 oooo 03:59 07:02 00:00
@ 10/27/2005 05:41:33 AM 1271 Sean Mebrall Marketing & Sales e 5728 0mo4 04:25 07:19 00:00
@ 10/27/2005 05:41:33 AM 1271 Sean Mebrall Overflow e 5728 0mo4 04:25 07:19 00:00
@ 10/27/2005 05:41:34 AM 1271 Faith Morrison  Accounting & Pa... 234 B0:35 oooo 07:10 07:50 00:00
@ 10/27/2005 05:41:34 AM 1271 Faith Morrison  Owerflow 234 B0:35 oooo 071 07:50 00:00
@ 10/27/2005 05:41:34 AM 1271 Steve Wilson Accounting &Pa,.. 235 Bl:46 omos 07:37 05:29 00:00
@ 10/27/2005 05:41:34 AM 127 Steve Wilson Overflow 235 6146 00:0s 07:37 03:29 Q0:00
@ 10/27/2005 05:41:34 AM 127 David Carusso  Repair Dept, 236 61:53 0000 03:15 03:08 Q0:00
@ 10/27/2005 05:41:34 AM 127 David Carusso  Owverflow 236 61:53 0000 03:15 03:08 Q0:00
@ 10/27/2005 05:41:34 AM 127 Mark Bullock. Repair Dept, 237 62:00 00:0s 03:06 03:14 Q0:00
@ 10/27/2005 05:41:34 AM 127 Mark Bullock. Overflow 237 62:00 00:0s 03:06 03:14 Q0:00
2 10/27/2005 05:41:34 AM 27} IngridMason  Repair Dept, 239 63:13 0m00 09:14 05:26 0000
@ 10/27/2005 05:41:34 AM 127 Ingrid Mason Overflow 239 63:13 0000 09:14 03:26 Q0:00
@ 10/27/2005 05:41:34 AM 127 Jack Lincoln Repair Dept, 241 &64:53 00:0s 09:54 09:20 Q0:00
@ 10/27/2005 05:41:34 AM 127 Jack Lincoln Overflow 241 &64:53 00:0s 09:54 09:20 Q0:00
@ 10/27/2005 05:41:34 AM 127 Harrison Duval  Marketing & Sales 242 7128 00:0s 09:53 10:14 05:42
@ 10/27/2005 05:41:34 AM 127 Harrison Duval  Overflow 242 7128 00:0s 09:53 10:14 05:42
@ 10/27/2005 05:41:34 AM 10272005 06:57:03 AM Larry Barton Overflow 243 Toned 00:0s 04:29 25:21 Q0:00

e A i F e s e | Ses = = S
Item Description
Lookup field Used to search a particular Agent, Group, Customer etc. Choose

from the list the field in order to perform search, and type a part or
the whole name for the desired information
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<enter lookup key>

The & Find button

-
The Refresh button

The mﬁlter... button
The = s Field Chooser

button

ﬂ Clear button

The
The ﬂ Export button

Fill-in with the particular information of the searched item according
to the chosen Lookup field.

Refer to the table bellow for further explanations.

After you choose the Lookup field and enter the lookup key, click
this button

Use this button to refresh the information displayed

Use this button to choose filtering criteria for the displayed data

Use this button to select the visible fields

Use this button to delete the information, you can choose to:
Delete from the List — the records will be erased from the list, but
they are still stored in the database

Delete from the Database — all the records displayed in the list will
be erased from the database

Use this button to save the information, the file type is .csv (comma
separated values).

The files with the format of csv(comma separated values) are easily
viewed and managed with applications for data in columnar format,
for example applications for spreadsheets or databases.

In the table bellow you can see explanations about the look up fields:

Field
Login Date
Logout Date
Agent Name
Group Name
Extension

Login Duration (s)

Break Time (s)

Busy Time (s)

Idle Time (s)

Wrapup Time (S)

Total Incoming ACD Calls
Total Incoming Non ACD Calls
Total Answered Non ACD Calls

Total Incoming Calls

Total Lost Calls
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Look up key
Use the given format for Date (M/d/yyyy)
Use the given format for Date (M/d/yyyy)
Any alphanumeric string or substring (eg. John or Joh)
Any alphanumeric string or substring
Any numeric string or substring (e.g. 1001 or 01)

Any numeric string (the total number of seconds you are searching
for, no matter of Timers Format Options value)

Any numeric string (the total number of seconds you are searching
for, no matter of Timers Format Options value)

Any numeric string (the total number of seconds you are searching
for, no matter of Timers Format Options value)

Any numeric string (the total number of seconds you are searching
for, no matter of Timers Format Options value)

Any numeric string (the total number of seconds you are searching
for, no matter of Timers Format Options value)

Any numeric string
Any numeric string
Any numeric string

Any numeric string

Any numeric string



Total Answered Calls Any numeric string

Agent ID Any numeric string or substring

To choose the information fields you want to be displayed click the Field Chooser button and select in

the Select Visible Fields window from the following parameters:
Select visible fields |

Agentlog Fields

Fields -
Login Date/ Time

Logaout D ate/Time

» Agent Mame

Group Mame

Extenszion

Login Duration Ll
" Break Time

Buzy Time

[dle Time

wiapup Time =
4 | _>I_|

]9 I Cancel |

e Logln Date/Time

e LogOut Date/Time

e Agent Name - the Agent Name

e Group Name —the Group Name

e Extension — the extension number

e Login Duration — the total length of time the Agent was logged in

e Break Time — the total length of time the Agent was in the Break

e Busy Time — the total length of time the Agent was Busy

e Idle Time — the total length of time the Agent was Idle

e Wrapup Time — the total time spent by the Agent on Wrapup activities

e Total Incoming ACD Calls — the total number of ACD calls delivered to the Agent

e Total Incoming Non ACD Calls - the total number of Non ACD calls delivered to the Agent

e Total Answered Non ACD Calls — the total number of Non ACD calls answered by the Agent
e Total Incoming Calls — the total number of calls delivered to the Agent

e Total Lost Calls — the total number of calls hung up by the calling party before the Agent to answer

e Total Answered Calls — the total number of calls answered by the Agent
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e Agent ID —the Agent ID number (available for the NCV Agent mode)
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Filtering Agent Log Information

To choose the filtering criteria for the agent log information:

1. Click the Filter... button. The Agent Log Advanced Filter window will be displayed
Agent Log Advanced Fiter x|

I Agents: [" Burt Livingstone v

[~ ACD Groups: I~ oA -

[ Extensions: - m -

[~ Login Duration (5] is: v | and |

[~ Busy Time [s]is: - | and |

[~ Break Time [3) s : - | and |

I Idle Time [s)is : | and |

[~ Wrapup Time (5] iz - | and |

[" Start Date:Time: |25,-'n?f20[15 j ||J2;03;3? Prt =l

™ EndDate/Time: |25;n?;2aus j |c|2:03:3? PM =

4 Back I Mext > I Cancel I Help |

2. Enable the filtering keys according to your needs. You have the following options:

Agents — select the desired agents in the dropdown list. In this case you will see the information only

for the calls handled by the selected agents

ACD Groups — select the desired groups from the dropdown list. In this case you will see the

information related on the calls handled by the specified ACD Groups

Extensions — select the desired extension from the dropdown list. In this case you will see the

information on the calls handled only by the specified extension

Login Duration (s) is — select a condition for this parameter (for example — choose from the dropdown
list Greater and type a value — 20 for example. In this case you get the information on the agents logged
in for more than 20 seconds)

Busy Time(s) is — select a condition for this parameter (for example — choose from the dropdown list
Greater and type a value — 20 for example. In this case you get the information on the agents that were

busy for more than 20 seconds)

Break Time(s) is — see the description of the Busy Time parameter

Idle Time(s) is — see the description of the Busy Time parameter

Wrapup Time(s) is — see the description of the Busy Time parameter

Start Date/Time — select the start date and time of the period you want the information to be displayed

End Date/Time — select the end date and time of the desired period
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3. Click the Next button

Agent Log Advanced Filter Additional . il

I Tatal Incoming ACD Calls: More ¥ | and |
I Tatal Incoming Mon ACD Calls fone - | and |
[ Total Answered Non ACD Calls: Flane - | and |

< Back I MHext > I Cancel Help

4. Optionally, enable the desired additional filter(s) which you can see in the Agent Log Advanced Filter

Additional window:
e Total Incoming ACD Calls — refers to the number of the Incoming ACD Calls
e Total Incoming Non ACD Calls - refers to the number of the Incoming Non ACD Calls
e Total Answered Non ACD Calls - refers to the number of the Answered Non ACD Calls
5. Click the Next button

6. Optionally, enable the desired additional filter(s) which you can see in the Agent Log Advanced Filter
Additional window:

Agent Log Advanced Filter Additional ] |

I Tatal Incoming Calls: M ane ¥ | and |
[ Total Laost Calls: M ane - | and |
[ Total &hswered Callz; tane > | and |

< Back I Firigh I Cancel Help
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7.

Total Incoming Calls — refers to the number of the Total Incoming Calls
Total Lost Calls - refers to the number of the Total Lost Calls
Total Answered Calls - refers to the number of Total Answered Calls

Click the Finish button to perform the operation

Filtering Note

When you select more than one filtering criteria, for example Busy Time (s) is Greater 120 and Total

Incoming Calls Greater 5, only the information about the calls that have both Busy Time (s) is Greater

120 and Total Incoming Calls Greater 5 will be displayed. If no Agents fulfill the selected conditions no

information will be displayed.
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Appendix — Counters and Timers

ACD System

ACD System Active Counters

An active counter monitors the appropriate items that are being handled by the system at that very moment.

Name

Current Incoming
Calls

Current ACD Calls
Current Incoming
Non ACD Calls

Waiting Calls
Waiting ACD Calls
Waiting ACD Calls

In Queue

Active Answered
Calls

Current Outgoing
Calls

Log In Agents

Log Out Agents

Description

The total number of incoming calls currently being
handled by the system

The total number of ACD calls currently being
handled by the system

The total number of Non ACD calls currently being
handled by the system

The total number of incoming calls (ACD and Non
ACD) that are currently waiting

The total number of ACD calls that are currently
waiting for answer

The number of ACD calls that are currently in Queue

The total number of active answered calls (ACD and
Non ACD)

The number of active outgoing calls
The total number of Agents that are currently logged-
in the system

The total number of Agents that are currently logged-
out from the system

ACD System Cumulative Counters

Supplementary Explanation

(Current ACD Calls) + (Current
Incoming Non ACD Calls)

Calls to Agent via CO

Queue Active (ACD Calls In
Queue)

ACD and Non ACD calls

A cumulative counter monitors the appropriate items that had been handled by the system since last

counters reset.

Name

Total Incoming Calls

Incoming ACD Calls
Incoming Non ACD
Calls

Total Answered
Calls

Description

The total number of incoming calls being handled by
the system since last counters reset

The total number of ACD calls being handled by the
system since last counters reset

The total number of Non ACD calls being handled by
the system since last counters reset

The total number of answered calls (ACD and Non
ACD) being handled by the system since last
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Supplementary Explanation

(Incoming ACD Calls) +
(Incoming Non ACD Calls)

System Active (Current ACD
Calls)

Total number of calls to Agents
via CO

(Answered ACD Calls) +
(Answered Non ACD Calls)



Name

Answered ACD
Calls

Answered Non ACD
Calls

Lost ACD Calls

Total Abandoned
System Calls

Outgoing Calls

Lost ACD Calls (%)

Description Supplementary Explanation

counters reset

The total number of answered ACD calls being
handled by the system since last counters reset

Group Cumulative (Answered
Direct ACD Calls)

The total number of answered Non ACD calls being
handled by the system since last counters reset

The total number of lost ACD calls handled by the
system since last counters reset

Queue Cumulative (Lost ACD
Queued Calls) + Group
Cumulative (Total Lost ACD
Calls)

The total number of calls that were dropped before
the Threshold Time expired, since last counters reset

Group Cumulative (Total
Abandoned Calls) + Agent

Cumulative (Abandoned Calls to

Agent)

The total number of outgoing calls being handled by
the system since last counters reset

Agent Cumulative (Outgoing
Calls by Agent)

The percentage of lost ACD calls since last counters
reset

[(Lost ACD Calls) * 100/
(Incoming ACD Calls)]

ACD System Peak Counters

A peak counter displays the highest value reached by that counter since last counters reset.

Name

Peak Incoming Calls

Peak Incoming ACD
Calls

Peak Incoming Non
ACD Calls

Peak Waiting ACD
Calls

Peak Calls In Queue

Description Supplementary Explanation

The peak number of incoming calls since last
counters reset

Peak value of (Total Incoming
Calls)

The peak number of ACD calls since last counters
reset

Peak value of (Incoming ACD
Calls)

The peak number of Non ACD calls since last
counters reset

Peak value of (Incoming Non
ACD Calls)

The peak number of waiting ACD calls since last
counters reset

Peak value of (Waiting ACD
Calls)

The peak number of ACD calls waiting in Queue
since last counters reset

Peak value of (Waiting ACD
Calls In Queue)
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Queue

NOTE: The calls received at a group can be counted.

Queue Active Counters

An active counter monitors the appropriate items that are being handled by the system at that very moment.

Name

ACD Calls In Queue

Description

The total number of ACD calls that are currently
waiting in Queue

Queue Cumulative Counters

Supplementary Explanation

Group Active (Current ACD
Queued Calls)

A cumulative counter monitors the appropriate items that had been handled by the system since last

counters reset.

Name

ACD Calls In Queue

Queued Calls to
Overflow
destination

Lost ACD Queued
Calls

Abandoned Queued
Calls

Description

The total number of ACD calls that waited in Queue
since last counters reset

The total number of calls in Queue that were
transferred to the Overflow destination since last
counters reset

The total number of calls that were lost while waiting
in Queue since last counters reset

The total number of calls dropped, before Threshold
Time expired, while waiting in Queue since last
counters reset

Queue Peak Counters

Supplementary Explanation

System Cumulative (Incoming
ACD Calls)

Group Cumulative (Overflowed
ACD Calls)

Group Cumulative (Total ACD
Calls Lost In Queue)

Increments at every call that
exits the system while is waiting
in queue (before the threshold
time expires)

A peak counter displays the peak value reached by that counter since last counters reset.

Name

Peak ACD Calls In
Queue

Description

The peak number of ACD calls that were waiting in
Queue since last counters reset
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Supplementary Explanation

Peak value of (Waiting ACD
Calls In Queue)



Group

Group Active Counters

An active counter monitors the appropriate items that are being handled by the system at that very moment.

Name

Current Incoming
ACD Calls

Current Direct ACD
Calls

Current Redirected
ACD Calls
(Overflowed)*

Current Redirected
ACD Calls (Not
answered)

Incoming Waiting
ACD Calls

Current ACD
Queued Calls

Current Answered
ACD Calls

Outgoing Calls

Log In Agents

Log In Agents
(Active: Idle)

Log In Agents
(Active: Busy)

Log In Agents
(Active: Wrap-up)

Log In Agents
(Break)

Description

The number of ACD calls currently being handled by
the group

The number of direct ACD calls currently being
handled by the group

The number of calls overflowed from another group
and currently being handled by this group

The number of calls transferred (Not answered) from
another group and currently being handled by this
group

The number of ACD calls that are currently waiting for
an answer (ringing and in queue)

The number of ACD calls that are currently waiting in
the Queue

The number of active direct answered ACD calls

The number of outgoing calls that are currently being
handled by agent in this group

The total number of Agents that are currently logged-
in to the group

The number of Agents that are currently logged-in
and are in the idle status

The number of Agents that are currently logged-in are
in the busy status

The number of Agents that are currently logged-in
and are in the wrap-up status

The number of Agents that are currently logged-in
and are in the break status

Supplementary Explanation

The call to ICD Group via CO

The call from internal extension
to ICD Group

(Log In Agents (Active: Idle)) +
(Log In Agents (Active: Busy)) +
(Log In Agents (Active: Wrap-
up)) + (Log In Agents ( Break))

Increments every time a logged
in agent becomes idle (after a
break, Busy or any other state)
and decrements every time the
Agent changes the idle state into
another.

(Log In Agents) - (Log In Agents
(Active: Idle)) - (Log In Agents
(Active: Wrap-up)) - (Log In
Agents (Break))

(Log In Agents) - (Log In Agents
(Active: Idle)) - (Log In Agents
(Active: Busy)) - (Log In Agents
(Break))

(Log In Agents) - (Log In Agents
(Active: Idle)) - (Log In Agents
(Active: Busv)) - (Loa In Aaents
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Name

Log Out Agents

Description

The number of Agents that are currently logged—out

* Busy Overflow is not counted

Group Cumulative Counters

Supplementary Explanation

(Active: Wrap-up))

Increments every time an agent
logs out and decrements every
time an agent logs in (from this
group).

A cumulative counter monitors the appropriate items that had been handled by the system since last

counters reset.

Name

Total Incoming ACD
Calls

Total Redirected
ACD Calls
(Overflowed)*

Total Redirected
ACD Calls (Not
answered)

Total Incoming Non
ACD Calls

Total Incoming
Redirected ACD
Calls

Not Answered ACD
Calls

Overflowed ACD
Calls

Answered Direct
ACD Calls

Total Lost ACD
Calls

Total ACD Calls
Lost In Queue

Total ACD Calls
Lost by Agents

Total Abandoned
Calls

Description

The total number of ACD calls handled by the group
since last counters reset

The total number of calls overflowed from another
group and handled by this group since last counters
reset

The total number of calls transferred (Not answered)
from another group and handled by this group since
last counters reset

The total number of Non ACD calls handled by the
group since last counters reset

The total number of incoming redirected ACD calls
handled by the group since last counters reset

The total number of ACD calls redirected to No
Answer destination since last counters reset

The total number of ACD calls redirected to overflow
destination since last counters reset

The total number of direct answered ACD calls
handled by the group since last counters reset

The total number of ACD calls lost by the group since
last counters reset

The total number of ACD calls lost in Queue since
last counters reset

The total number of ACD calls lost (not answered) by
Agents since last counters reset

The total number of calls that were dropped before
the Threshold Time expired, since last counters reset
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Supplementary Explanation

Increments every time when an
overflowed call is delivered to the
group (the group is the Overflow
No Answer Destination)

Increments every time when an
unanswered call is delivered to
the group (the group is the
Overflow No Answer Destination)

(Total Redirected ACD Calls
(Overflowed)) + (Total
Redirected ACD Calls (Not
answered))

Agent cumulative (ACD Calls Not
Answered by Agent)

Increments every time when a

call is delivered to the Overflow
Destination because the group
was busy.

Agent Cumulative (Total
Answered ACD Calls)

(Total ACD Calls Lost In Queue)
+ (Total ACD Calls Lost by
Agents)

(Total Lost ACD Calls) — (Total
ACD Calls Lost by Agents)

Agent Cumulative (Total ACD
Calls Lost by Agent)

Increments for every abandoned
ACD call



Name

Not Answered ACD
Calls (%)

Overflowed ACD
Calls (%)

Lost ACD Calls (%)

ACD Calls Lost In
Queue (%)

Description

The percentage of ACD calls redirected to No Answer

destination since last counters reset

The percentage of ACD calls redirected to overflow
destination since last counters reset

The percentage of lost ACD calls by that group since

last counters reset

The percentage of lost ACD calls while waiting in
Queue since last counters reset

* Busy Overflow is not counted

Group Peak Counters

Supplementary Explanation

(Not Answered ACD Calls)*100/
(Total Incoming ACD Calls)

(Overflowed ACD Calls) * 100 /
(Total Incoming ACD Calls)

(Total ACD Calls Lost In Queue)
* 100/ (Total Lost ACD Calls)

A peak counter displays the highest value reached by that counter since last counters reset.

Name

Peak Incoming ACD
Calls

Peak Incoming
Direct ACD Calls

Peak Redirected
ACD Calls
(Overflowed)

Peak Redirected
ACD Calls (Not
answered)

Peak ACD Calls In
Queue

Agent

Description

The peak number of ACD calls since last counters
reset

The peak number of direct ACD calls since last
counters reset

The peak number of redirected ACD calls since last
counters reset (Overflowed)

The peak number of redirected ACD calls since last
counters reset (Not answered)

The peak number of ACD calls waiting in Queue
since last counters reset

Agent Active Counters

Supplementary Explanation

Peak value of (Current Incoming
ACD Calls)

Peak value of (Current Direct
ACD Calls)

Peak value of (Current
Redirected ACD Calls
(Overflowed))

Peak value of (Current
Redirected ACD Calls (Not
answered))

Peak value of (Current ACD
Queued Calls)

An active counter monitors the appropriate items that are being handled by the system at that very moment.

Name

Total Incoming Calls

Description

The number of ACD calls currently being handled by the Agents

Agent Cumulative Counters

A cumulative counter monitors the appropriate items that had been handled by the system since the

beginning of the login session.

Name

Total Incoming Calls

Description

The total number of incoming calls handled by the
Agent since last counters reset

Supplementary Explanation

(Total Incoming ACD Calls) +
(Total Incoming Non ACD Calls)
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Name

Total Incoming ACD
Calls

Total Incoming
Direct ACD Calls

Total Incoming Non
ACD Calls

Total Redirected
ACD Calls
(Overflowed)

Total Redirected
ACD Calls (Not
answered)

Total Answered
Calls

Total Answered
ACD Calls

Total Answered Non
ACD Calls

Total ACD Calls
Lost by Agent

Abandoned Calls to
Agent

Outgoing Calls by
Agent

ACD Calls Not
Answered by Agent

ACD Calls Not
Answered by Agent

Description

The total number of ACD calls handled by the Agent
since last counters reset

The total number of direct ACD calls handled by the
Agent since last counters reset

The total number of Non ACD calls handled by the
Agent since last counters reset

The total number of calls overflowed from another
group and handled by this Agent since last counters
reset

The total number of calls transferred (Not answered)
from another group and handled by this Agent since
last counters reset

The total number of calls answered by the Agent
since last counters reset

The total number of Non ACD calls answered by the
Agent since last counters reset

The total number of ACD calls answered by the
Agent since last counters reset

The total number of ACD calls lost (Not answered) by
the Agent since last counters reset

The total number of ACD calls lost (call dropped
before the Threshold Time expired) by the Agent
since last counters reset.

The number of outgoing calls originated by Agent

The number of calls Not answered (transferred to the
No Answer destination) since last counters reset

The percentage of calls Not answered (transferred to
the No Answer destination) since last counters reset
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Supplementary Explanation

(Total Incoming Direct ACD
Calls) + (Total Redirected ACD
Calls (Overflowed)) + (Total
Redirected ACD Calls (Not
answered))

(Total Incoming ACD Calls) -
(Total Redirected ACD Calls
(Overflowed)) - (Total Redirected
ACD Calls (Not answered))

Increments when a Non ACD call
arrives at the monitored agent.

Increments every time when an
overflowed call is delivered to the
Agent (the Agent is the Overflow
No Answer Destination)

Increments every time when an
unanswered call is delivered to
the Agent (the Agent is the
Overflow No Answer Destination)

(Total Answered ACD Calls) +
(Total Answered Non ACD Calls)

Increments when an ACD call
arrives in the Agent and is
answered by the monitored
agent.

Increments when a Non ACD call
arrives in the Agent and is
answered by the monitored
agent.

Increments when a call arrives at
the Agent and is not answered.
Doesn't increment when a call
dropped before the Abandoned
Call Threshold Time in Basic
Settings expired.

This counter increments its value
every time a call arrives at the
Agent and is hanged-up before
being answered before the
threshold time expires.

This counter increments its value
every time the Agent performs an
outgoing call.

This counter increments its value
every time a call is not answered
by the Agent and the call was
delivered to the No Answer
destination

(ACD Calls Not Answered by
Agent) * 100 / (Total Incoming



Name
(%)

Total Answered
Calls (%)

Lost ACD Calls by
Agent (%)

Agent Active Timers

Description

The percentage of calls answered by the Agent since
last counters reset

The percentage of ACD calls lost by the Agent since
last counters reset

Supplementary Explanation
ACD Calls)

(Total Answered Calls) * 100 /
(Total Incoming Calls)

(Total ACD Calls Lost by
Agent)*100/ (Total Incoming
ACD Calls)

An active timer monitors the appropriate items that are being handled by the system at that very moment.

Name

Agent Log In Time
Period

Description

The Agent logged-in time period

Supplementary Explanation

(Idle Time) + (Break Time) +
(Wrap-up Time) + (Busy Time)

Agent Cumulative Timers

A cumulative timer monitors the appropriate items that had been handled by the system since last counters

reset.
Name

Idle Time

Break Time

Wrap-up Time

Busy Time

Idle Time (%)

Busy Time (%)

Wrap-up Time (%)

Break Time (%)

Agent Average Waiting
Time for ACD Calls

Agent Average Talk Time
for ACD Calls

Agent Average Hold Time
for Incoming Calls

Agent Average Hold Time
for ACD Calls

Description

The total Agent time in the Idle status since last counters reset

The total Agent time in the break status since last counters reset

The total Agent time in the Wrap-up status since last counters reset

The total Agent time in the Busy status since last counters reset

The percentage of Agent time in the Idle status since last counters reset

The percentage of Agent time in the Busy status since last counters reset

The percentage of Agent time in the Wrap-up status since last counters reset

The percentage of Agent time in the Break status since last counters reset

The average time the ACD calls waited for an Agent answer since last counters
reset

The average Agent talk time for ACD calls since last counters reset

The average Agent hold time for incoming calls since last counters reset

The average Agent hold time for ACD calls since last counters reset
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Name Description

Agent Average Talk Time The average Agent talk time for outgoing calls since last counters reset
for Outgoing Calls

Agent Average Hold Time The average Agent hold time for outgoing calls since last counters reset
for Outgoing Calls

Agent Longest Waiting The longest time the ACD calls waited for an Agent answer since last counters
Time for ACD Calls reset

Agent Longest Talk Time The longest Agent talk time for an ACD call since last counters reset
for ACD Calls

Agent Longest Hold Time The longest Agent hold time for an ACD call since last counters reset
for ACD Calls

Agent Longest Talk Time The longest Agent talk time for an outgoing call since last counters reset
for Outgoing Calls

Agent Longest Hold Time The longest Agent hold time for an outgoing call since last counters reset
for Outgoing Calls

Call

Call Active Timers

An active timer monitors the appropriate items that are being handled by the system at that very moment.

Name Description
Call Duration The duration of the call since the call reach the system (Call type is displayed)
Call Time The duration of the call in current status (the call status is displayed)

Call Cumulative Timers

A cumulative timer monitors the appropriate items that had been handled by the system since last counters

reset.
Name Description
Total Waiting Time for The waiting time for this ACD call
ACD Call
Waiting Time for ACD Call  The waiting time for an ACD call in the Queue
In Queue
Waiting Time for ACD Call  The waiting time for an ACD call for an Agent answer
at Agent
Talk Time for ACD Call The talk time for this ACD call
Hold Time for ACD Call The hold time for this ACD call
Talk Time for Outgoing The talk time for this outgoing call
Call
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Name Description

Hold Time for Outgoing The hold time for this outgoing call
Call
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Glossary of Terms

Abandoned Call — an incoming call that exits the system before the Abandoned Call Threshold Time in

Basic Setting expires

ACD - Automatic Call Distribution — a telephone facility used for handling many incoming calls. The
ACD will recognize and answer an incoming call, will look in its database for call routing instructions, it
will send the call to a recording or IVR or will send the call to an available Agent according to the

instructions for that call
ACD Call — the incoming calls that arrive at the call center directly.

ACD Queue — is where the calls first arrive when they enter the call center and wait to be served by an
Agent. The calls in the ACD Queue will be distributed to the available Agents according to the pre-
programmed distribution patterns

Agent — each person assigned to one or more specific Group. In this document this term is referred to

as Agent
Agent Status — the current state mode of the Agent such as Busy, Idle, etc.

ANI — Automatic Number Identification — a service that provides the receiver of a telephone call with the

number of the calling phone

Break — an Agent state that indicates that the Agent is in break and is unavailable to take calls (Not
Available)

Busy — an Agent state that indicates that the Agent is unavailable to take calls

Caller ID — a telephone network feature that passes the number of the phone the caller is using to the

call center, real-time
CO - Central Office — the phone company that a local phone or phone system is connected to
Customer — a calling party of incoming calls.

DDI/DID/MSN - Direct Dial In/Direct Inward Dialing/Multiple Subscriber Numbers — a service of a local
phone company that provides a block of telephone members for calling into a company's private branch

exchange (PBX) system

DNIS - Dialed Number Identification Service — a telephone service that identifies for the receiver of a

call the number that the caller dialed

Group — a collection of Agents that share a common set of skills, such as being able to handle

customer complaints. In this document this term is referred to as ACD Group or Group
Idle — an Agent state that indicates that the Agent is available to take calls

Incoming call — a telephone call that was originated by a party remote from the local switch and that is

directed toward a party on the switch

Lost call — a call hung up by the calling party while ranging at Agent
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Monitoring — a system capability that enables a supervisor or manager to remotely monitor the Agents
activity
No Answer ACD Call — ACD call that was redirected from an agent of the group to other destination

after a specific timeout

Non ACD Call — CO incoming calls delivered directly to extensions with no ICD PBX algorithm

involvement. Conference and transferred calls are also included in this category.

Direct ACD Call — incoming ACD call that was not delivered to group due to overflow or no answer

situation

Outgoing call — a telephone call that was originated by a party associated with the local switch and that

is directed toward a remote party

Overflow ACD Call — ACD call that was redirected from the group queue to other destination after a

specific timeout

Reports — reports that track call center and agent performance over a period of time
Threshold — the point at which an action, change or process takes place

Trunk — a telephone circuit linking two switching systems. The CO line used to process a call.

Wrap-up time — a period of time (in seconds) required by an Agent after a conversation is ended, to
complete work that is directly associated with the call just completed. During wrap-up time no call will be
distributed to the Agent
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Troubleshooting

Error messages and solutions

Error Message

PBX is in initializing state

PBX is in disconnected state

Server is in disconnected

state

Server HDD has reached the
maximum limit. Server

started to delete old data.

Cannot connect to server.
Maximum number of clients
reached

Invalid restore folder

Server restarted in order to
connect to new PBX. This

client will close.

NCV Configuration was
changed other clients and
this requires application

restart. This client will close.
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Possible cause (bold) and solution

The PBX was restarted while the KX-NCV200 ACD Report Server

was connected. Wait for the PBX to initialize.

Check if the PBX is running, if the PBX is connected to the local

network, and if the IP address is correct.

Check the KX-NCV200 ACD Report Server state and check the

connection of the Client with the Server

The Database maximum size is 15GB. The Server starts deleting the
data starting with the oldest one. To save the database, perform the

Backup Client Database operation.

The maximum number of Clients that can be connected simultaneously
to the Server is 3. Check the number of Clients that are connected to the
Server.

When performing the Restore database operation make sure to select

the path where you have previously saved the information.

When changing the PBX settings the KX-NCV200 ACD Report must be
restarted.

When changing the KX-NCV200 ACD Report configuration (from Agent
Mode to Extension Mode or from Extension Mode to Agent Mode) the

application must be restarted.



Error Message

Cannot run performance
viewer when server is not

connected to PBX

Please select an option:
print, export or send mail.

Maximum number of
schedules have been

reached.

Not allowed report for
Extension Mode

configuration!

Cannot add agent based id
report schedule because

you are in extension mode.

Error 10054 when updating

server.

No data to display according
with current filtering criteria.
Please check filtering

criteria

Possible Problems

Problem

The beginning of Agent ID or
Password disappears when
exported Agent Data file is
edited with Microsoft Excel

and then imported.

It takes a long time for the

Client to start.

Possible cause (bold) and solution

The Performance Graphs section cannot be viewed if the KX-NCV200
ACD Report is not connected to PBX. Connect the KX-NCV200 ACD
Report to PBX.

Before you can add a report to schedule, you must select a schedule

option: print, export or send mail

The maximum number of reports that can be scheduled is 21.

The Agent ID based Report can only be generated if KX-NCV200 ACD
Report is in Agent Mode.

The Agent ID based Report can only be generated if KX-NCV200 ACD
Report is in Agent Mode.

You need to restart the Server. You can use the Restart button from the
Configuration section or turn OFF and then ON the KX-NCV200.

No records match the chosen filtering criteria, please check the
chosen filtering criteria or there are no records in the database for the

selected report type.

Possible cause (bold) and solution

In case the beginning of Agent ID or Password is”0”, it is deleted
when the file is edited with Microsoft Excel. Add “0” manually to the

beginning of Agent ID or Password.

The numerous call information stored on the Server can cause
delays (several minutes or several hours) when starting the Client

application.
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Problem Possible cause (bold) and solution

Server was updated and the =~ When you reopen the Client from the Server Location window choose
ACD tree shows duplicated the “Clear Client Database” option. If the problem persists, please

groups. uninstall and reinstall the Client application.

Monitoring can not be Overflow queuing busy is not supported. Calls related to Overflow
activated in case of Overflow queuing busy can not be monitored.

queuing busy.

If you change a group name in the PBX you will loose counters values and settings for that group. Also
on the filters you will get the old group name data in ACD Reports and Call Log and Agent Log when

you select new group name.

When the ACD Report Server is in Extension Mode, if you change the extension name in the PBX you
will loose counters values and settings for that extension. Also on the filters you will get the old
extension name data in ACD Reports and Call Log and Agent Log when you select new extension

name.

Please add new groups inside the TDA Maintenance Console at the end of the groups list. Otherwise

filtering by groups will not work correctly.

If an extension is logged out by the group supervisor while it has an active call then that call might not
be cleared from the ACD tree. That extension will appear as idle, but with an active call in talking state.

To remove the call, the ACD Report Server must be restarted.
In the following scenario (using a SLT phone), the call is not cleared from the ACD tree:

1. Answer an incoming call and put it on hold (flash-hook).

2. Make an outgoing call

3. Flash hook + 3 to start a conference

4. Flash hook to end the conference and start talking with outgoing

5. Hang — up.

Result: After hanging up, the incoming call is not cleared. To remove the call, the ACD Report

Server must be restarted.

If the Extension No Answer Time is equal with the Overflow Time the call is not cleared from ACD tree.
To remove the call, the ACD Report Server must be restarted.

Call information is accumulated in Server even though no Client is connecting to Server. When a Client
connects to Server, the Client will receive all call information, which it has not received yet from Server.
After the Client completes receiving the call information, its starting process will be finished. And the
Client application will be ready for users to use. Due to this reason, at the following cases, it will take

long time to start Client because there will be a lot of call information that Client has to receive.
e When Client has not connected to Server for long time.

e When the large amount of calls is on PBX even though it has not been so long time since Client

connected to Server last time.
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To make Client start faster, it is highly recommended that Client connects to Server often, or Client

keeps connecting to Server during the term, which the amount of calls is large in of a day.

e When a Client connects to Server, if the Client has not connected to Server for more than 2 days, the
Client will receive call information which is older than last 2 days from Server even after the Client
opens. Due to this mechanism, it takes time to receive all call information and display the entire call
history or create reports with entire call information. So when NCV200 is used in the environment that a
large amount of calls are, it is highly recommended that Client is connecting to Server all the time or

Client connects to Server short periodically.

The Agent Data fields limitations

Field Limitation
Agent Name Maximum 20 characters
Agent ID 4 digits (0000-9998)
Password 4 digits (0000-9999)
The tips
When creating an Agent Report or an Agent ID based Report a tip window is displayed
Tip x|

Login date of agent muzt be included in selected time
range for corect reparting.

Pleaze logindlogout agent on groups at least once per
day for agent reports bo be conzistent,

[~ Do not show this again

e If you do not wish to show this tip again you can choose the Do not show this tip again option

e The tips can be enabled from the main menu Help> Enable all tips
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Export/Import Data explanations

The exported .csv file contains only the visible fields in their displaying order. See the
table bellow with all columns and fields explanation (with the fields in the default order)

Customer Data

Exporting the Customer Data into a .csv file, which contains the following fields:

Excel Column  Field Name Field Description

A First Name Customer first name

B Middle Name Customer middle name

C Last Name Customer last name

D Caller Name Only if it is received from the CO
E Caller ID The customer phone number

When importing information into the Customer Data, you have to respect the following limitations:

Field Name Field Description

First Name Maximum 30 characters

Middle Name Maximum 18 characters

Last Name Maximum 30 characters

Caller Name Maximum 32 digits (0-9)

Caller ID Maximum 32 digits (0-9)
Agent Data

Exporting the Agent Data creates a .csv file, which contains the following fields:

Excel Column  Field Name Field Description
A Agent Name Agent Name

B Agent ID Agent ID

C Agent Password Agent Password

When importing information into the Agent Data, you have to respect the following limitations:

Field Name Field Description
Agent Name Maximum 20 characters
Agent ID 4 digits (0-9)

Agent Password 4 digits (0-9)
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Call Log — CO Based

Exporting the Call Log — CO Based creates a .csv file, which contains the following fields:

Excel Column

A

I o ™

Field Name

Call Log ID

Date/Time

Completion Time

Customer

Caller ID

Caller Name
Incoming/Outgoing
Status

Dialed Number

DDI/DID/MSN

DNIS

ANI
Trunk

Talk Time

Wait Time

Hold Time

Ring Time

Queue Time

Call Duration

Field Description

Every call the system handles receives an ID
number

Displays the date and time the call arrived in
the ACD Queue or the Agent

The time the call was completed

Displays the full customer name (First, Middle
and Last)

The customer phone number

Available only if it is received from the CO
Type of call

Displays the call status

The number the customer dialed

The DDI/DID/MSN data (number) from the
public exchange (CO)

Dialed Number Identification Service

Automatic Number ldentification
CO line number used for that call

The length of time the call was in conversation
with Agents

The length of time the call waited in the ACD
Queue and rang at Agent (Queue Time + Ring
Time)

The total time a call was placed on hold by the
Agent

The length of time the Agent extension has
rang while the call has been left unanswered

The period of time spent waiting in the ACD
Queue

The total time spent in the system from the
moment the call entered until it exits the
system
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Excel Column Field Name

T Number of Overflowed
u Number of No Answered
\Y Number of Transferred
w Number of Conference

Call Log — Agent Based

Field Description

The number of times the call was transferred
because of overflow. Overflow Queuing Busy
is not supported.

The number of times the call wasn't answered

The number of times the call one Agent
transferred the call to another extension
(Agent) or ICD Group

A conference is a call with at least 3
participants. Number of Conference increases
every time when a call changes from 2 to 3
participants.

Exporting the Call Log — Agent Based creates a .csv file, which contains the following fields:

Excel Column Field Name

A Call Log ID

B Date/Time

C Completion Time

D Agent Name

E Group Name
Extension

G Customer

H Caller ID

| Caller Name

J Trunk

K Dialed Number

L DDI/DID/MSN

M DNIS

N ANI

(@) Incoming/Outgoing
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Field Description

Every call the system handles receives an ID
number

Displays the date and time the call arrived in
the ACD Queue or the Agent

The time the call was completed
Only if it is received from the CO

The customer phone number

The extension number

Displays the full customer name (First, Middle
and Last)

The customer phone number

Available only if it is received from the CO
CO line number used for that call

The number the customer dialed

The DDI/DID/MSN data (number) from the
public exchange (CO)

Dialed Number Identification Service

Automatic Number Identification

Type of call



Excel Column

N < X s

AB

AC
AD

AE

AF

AG

AH

Field Name

Call Status

Talk Time

Wait Time

Hold Time

Queue Time

Ring Time

Call Duration

Transferred

No Answer
Conference

Group Overflowed From

Agent No Answer From

Extension No Answer From

Agent Transferred From

Extension Transferred From

Agent Transferred To

Extension/Dialed Number
Transferred To

Extension/Dialed Number
Conference

Agent ID

Field Description

Displays the call status

The length of time the call was in conversation
with Agents

The total time that the call waits until it is
answered (speed of answer)

The total time a call was placed on hold by the
Agent

The period of time spent waiting in the ACD
Queue

The length of time the Agent extension has
rang while the call has been left unanswered

The total time spent in the system from the
moment the call entered until it exits the
system

Yes/No
Yes/No
Yes/No

Only if the call overflowed from another ACD
Group

Only in case that the call wasn’t answered by
the Agent it was delivered to, and it was
transferred to the No Answer Destination

The extension number of the Agent the call
was transferred from in case of No Answer

The name of the Agent that transferred the call

The extension number of the Agent that made
the transfer

The name of the Agent the call was transferred
to

The extension or the dialed number the call
was transferred to

The extension or the dialed number for the
conference

The Agent ID number
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Agent Log

Exporting the Agent Log creates a .csv file, which contains the following fields:

Excel Column

m O O W >

Field Name

Login Date/Time
Logout Date/Time
Agent Name

Group Name

Extension

Login Duration

Break Time

Busy Time
Idle Time

Wrapup Time

Total Incoming ACD Calls

Total Incoming Non ACD Calls

Total Answered Non ACD Calls

Total Incoming Calls

Total Lost Calls

Total Answered Calls

Agent ID
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Field Description

Agent Login Date and Time
Agent Logout Date and Time
Agent Name

Group Name

The extension number

The total length of time the Agent was logged
in

The total length of time the Agent was in the
Break

The total length of time the Agent was Busy
The total length of time the Agent was Idle

The total time spent by the Agent on wrapup
activities

The total number of ACD calls delivered to the
Agent

The total number of Non ACD calls delivered
to the Agent

The total number of Non ACD calls answered
by the Agent

The total number of calls delivered to the
Agent

The total number of calls hung up by the
calling party before the Agent to answer

The total number of calls answered by the
Agent

The Agent ID number (available for the NCV
Agent mode)
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