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MiVoice Office 400 CCS Overview

In general terms, the MiVoice Office 400 CCS is made up of a number of different browser apps
that you can use to display, monitor, examine, and analyse the way that your Call Center is
performing today and in the past.

s &) CCS Supervisor &) CCS Monitor &) CCS Wallboards v Page~ Safety Tooks+ @+

oM |tel ‘ MiVoice Office 400 CCS Wallboard - remote pc

Call Center Skill 41

Calls Waiting 0 Calls Waiting 0
Offered 9 Answered 5
Answered 7 Lost Calls 0
Lost Calls 2 Total Agents 2
Busy Agents 0 Available Agents 2
Available Agents 3 ~ Agents in Ring 0 J |

Skill 42 Skill 43

Lost Calls Calls Waiting 0
Total Agents Offered 2
1
1

Available Agents Answered

Agents in Ring L_ost Calls

The Wallboard App allows you to create visual displays of data in the browser in much the same
was as you used to do on wallboards of old. A flexible layout and selective statistics option gives
you great flexibility when choosing which data to display for what ACD Skill groups, and the
fullscreen mode means when you run the app on a PC with a large monitor you can maximize the
size of the displayed information.



J/ [0 €Cs Monitor x Y[ €C5 Supervisor x [ CCS Administrator x %
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The Monitor App opens a dynamic window onto your Call Center. Real time information is
presented in a convenient, easy to understand format that means you can 'see' everything that is
going on in your Call Center and quickly respond to any problems or hiccups. Using this App you
can log any of your agents on or off as required, or finish their break time or wrap-up processing
automatically if you need to.



(=] ﬁ
CCS Monitor x| [ CCS Supervisor x Y[ CC5 Administrator \

« C' | [ server-pc:8l/supervisor/index.html#/charts
S Apps [ CCSWallboards [ CCSMonitor [ CCS Supervisor

(21 M |tel ‘ MiVoice Office 400 CCS Supervisor : systemuser G O O
Overview Charts Reports
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The Supervisor App gives your the tools to create the charts and reports you need to analyse in
depth how your Call Centre is performing. Flexible data selection options means you can widen or
narrow your examination to suit your needs. Charts and reports can be printed if required, and all

reports can be exported into Excel so you can take advantage of the extensive data manipulation
options available in that program.



} [E=EE)
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Users

- o
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Skill 41 rJ
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New Password

Apply

The Administrator App provides you with a simple interface to set up and maintain various
configuration options for MiVoice Office 400 CCS.
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Installation

1= Setup - MiVoice Office 400 C X

Welcome to the MiVoice Office
400 CCS Setup Wizard

This will install Mivaoice Office 400 CCS v2.0.0.0 on your
computer.

If you have not yet created a network drive mapped to the
'Users' directory on the Mivioice Office 400 CCS Server
computer then please do so now.

Setup Wizard will attempt to stop any Mivoice Office 400 CCS
services that are running. There may be a slight delay while
the services are shutdown.

It is recommended that you dose all other applications before
continuing.

Click Next to continue, or Cancel to exit Setup.

[ MNext = ]I Cancel I

Installation is simple. All files are installed on the Server PC only, there is no need to install any files
on any other PC. There is no need to setup a mapped network drive, as there was when installing
Aastra 400 CCS v1, nor do you need to changed the advanced server settings, as you did with v1.

Run the 'setup.exe’ as Administrator and follow the instructions as you find them.
Please note, the setup program will attempt to close any CCS programs that are still running. This

Is an automated process which usually works but we recommend that you manually shut down all
CCS programs before installing to ensure there are no unforeseen problems,



Setup Options

The 'Full Installation' option is exclusively for new MiVoice Office 400 CCS installations. Choosing
this option for a site that already has Aastra 400 CCS v1.x installed will cause errors when the setup
tries to create Window's services. Unlike with Aastra 400 CCS v1.x, you CANNQOT install the Full
system onto a PC that does not also have the OIP server installed on it; this is because MySQL
does not support remote access and CCS must access the MySQL database. If you install the full
system onto a different PC it will not run up becuse it will not be able to access it's designated
MySQL database. The installation program will assertain whether you already have a version of CCS
installed and you will see a suitable installation option.

i3 Setup - MiVoice Office 400 CCS

MiVoice Office 400 CCS Installation
Which components should be installed?

Select the companents you want to install; dear the components you do not want to
install. Clidk Mext when you are ready to continue.

@ Full Installation Option 268.7 MB
Lo (@) Install MiVoice Office 400 CCS 268.7 MB

Current selection requires at least 2694 MB of disk space.

[ < Back ][ MNext = ][ Cancel

Full option for new installations.



i3 Setup - MiVoice Office 400 CCS

MiVoice Office 400 CCS Installation
Which components should be installed?

Select the components you want to install; dear the components you do not want to
install, Clidk Mext when you are ready to continue.

@ Maintenance Installation Options 248.0 MB
i (@ Upgrade MiVoice Office 400 CCS w2.0.0.x 243.0 MB

Current selection requires at least 248, 7 MB of disk space.

[ < Badk ][ Mext = ][ Cancel

Maintenance option for existing v2.x CCS installations

i5! Setup - MiVoice Office 400 CCS

MiVoice Office 400 CCS Installation
Which components should be installed?

Select the components you want to install; dear the components you do not want to
install. Click Mext when you are ready to continue,

@ Maintenance Installation Options 230.0 MB
i (@) Upgrade Aastra 400 CCS vl.x 280.0 MB

%

Current selection requires at least 280, 7 MB of disk space.

[ < Back ][ MNext = ][ Cancel

Maintenance option to upgrade a v1.x CCS installation

There is a maintenance option to upgrade a Aastra 400 CCS v1.x system. If your Aastra 400 CCS
has not yet been updated to v1.2.0.0 then we suggest you do so before trying to upgrade it to

v2. Earlier versions will upgrade but it's possible there are database differences which may make it
impossible to sync the vl.x database to the new v2 database.



After selecting the components to install you will be asked where to install the App and the App
database if doing a Full installation, or where the Aastra 400 CCS was installed if upgrading.

MiVoice Office 400 CCS Installation
Where can Setup install the Mivioice Office 400 CCS Application files?

Setup will install the MiVoice Office 400 CCS Application files into the following
folder,

C:\Program Files (x88) \mitel\ccs400 | Browse... |

| [ < Badk ][ Mext = ][ Cancel ]

When installing a new CCS v2.x or upgrading an old v1.x, you will have the option to check the
"Hide Personal data" button. This will hide all individual agent performance data for both online
and offline sources (dynamic and historic). Check this box if you want to hide agent data from ALL
users. This option cannot be altered programatically once the installation is complete.

i5! Setup - MiVoice Office 400 CCS

MiVoice Office 400 CCS Installation
Where can Setup install Mivoice Office 400 CCS database files?

Setup will install database files into the following folder,

C:'Program Files (x3a) \mitel\ccs400 | Browse. .. |

We recommend that you use the default path.

To continue, dick Mext. If you want to select a different folder, dick Browse.

Check this box if you want to hide all personal agent data in the CCS, both in

reports and real-time.
ﬁide personal data

< Back ][ Mext = ][ Cancel




If you are updating a CCS v1.x installation you will be asked to locate the old v1 database. The
installation process will display an option but you can amend it if it is incorrect.

i3 Setup - MiVoice Office 400 CCS

MiVoice Office 400 CCS Installation
Where is the Aastra 400 CCS database located.

Setup will sync the new v2 database with the w1 database in this folder.

MEORDOMNAICT users public\aastralocs400 | Browse... |

If the Aastra 400 CCS database was installed into a different folder, dick Browse.

To continue, didk Mext,

< Back ][ Mext = ][ Cancel

MiVoice Office 400 CCS Installation
Setup is now ready to beqin instaling MiVoice Office 400 CCS on your computer,

Click Install to continue with the installation, or dick Back if you want to review or
change any settings.

Setup type: »
MiVoice Office 400 CCS Installation

Selected components:
Install Mivoice Office 400 CCS
Full Installation

| [ < Back ][ Instail ][ Cancel

After all the component application files have been installed, two programs are automatically run by
the install process.



For both full installations and upgrades, the first dialog to open will be the OIP Logon dialog. See
OIP Logon dialog for an explanation of the fields and what to enter.

If you are upgrading a v1.x CCS system, the next dialog to open will be the SQL Sync diualog,
allowing you to sync your v1.x database with your new CCS v2 database. See Upgrading from CCS
vl.x for more details about this. Otherwise, if you are doing a full installation, the SQL Database
Create dialog will open next.

Both these dialogs will run automatically after a second or two and will create/upgrade the CCS v2
database in the MySQL database. In both cases, do not cancel or otherwise stop these programs
until they have completed what they are doing.

E. MiVoice Office 400 CCS SQL Database Create o L= B 28 |

SOL Databaze Create in Progress

Creating MyS0L databaze and tables

A Full installation adds a new Windows service, called 'MiVoice Office 400 CCS Service'. This service
is configured to be included in the OS start up routine but you can amend the service's properties
manually if you require in the OS Services dialog.

When upgrading, the existing 'Aastra 400 CCS OIP Interface' service remains in use but instead the
new MiVoice Office 400 CCS programs will be run by the service instead of the old v1.x programs.

The second 'Aastra 400 CCS Service Monitor' service is no longer used and should be disabled. To
disable the service, first open the Task Manager and select the 'Services' tab.



T '
1% Windows Task Manager Elﬂlg
File Options View Help
| Applications | Processes | SEMVICES | Performance | Metworking | Users |
-~
Mame PID)) =~
Aastra400CCs SEEH
Azstra400CCSMonitor
] AelookupSve
i ALG 330
i AppIDSvc
Appinfo 830
I AppMgmt
aspnet_state
I AudioEndpointBuilder 256
AudioSry 320
AxInstsY
BDESWC
BFE 114
BITS
Browser aa80
bthsery
CertPropSvc 3a0
dr_optimization_v2.0,50727_32
dr_optimization_v2.0,50727_64
Ar_nntimization wd 030037 il
a4 | m | b
[
|
Processes: 62 CPU Usage: 1% Physical Memony: 37%
Click the 'Services' button to open the Services dialog.
- - — W 5]
File Action View Help
@ DolHm »enw
4, Services (Local) . Services (Local)
Aastra 400 CC5 Service Monitor Name : Description Status Startup ™ *
( Aastra 400 CCS OIP Interface Started Manual

Start the service g{, Aastra 400 CCS Service Monitor

’,.e, ActiveX Installer (AxInst5V) Provides Us... Manual

(% Adaptive Brightness Manitors a... Manual

(%, Application Experience Processes a..  Started Manual

(% Application Identity Determines ... Manual

% Application Information Facilitates t...  Started Manual

(% Application Layer Gateway Service Provides su...  Started Manual

(% Application Management Processes in... Manual

(% ASP.MET State Service Provides su... Disabled
% Rackaround Intellinent Transfer Service Transfers fil... Manual 7

4 mn | 3

Esxtended /f\ Standard f

=




Select 'Aastra 400 CCS Service Monitor' from the list of services. If it is running, then stop it. Right
click on the item for the drop down menu of options.

[ Senvic P P =

File Action View Help

&= |[EE = H&E »mnmwp

Aastra 400 CC5 Service Monitor Name g Description Status Startup ™ *
-%Aastra 400 CC5 OIP Interface Started Manual

Sertthe senice o Aosira 400 CCS Scppuieuee— Ml
-%Active.”(lnstaller (& Start Provides Us... Manual
. Adaptive Brightne Stop Meniters a.. Manual
-%Application Experi Pause Processes a..  Started Manual
-%Application Identit Resume Determines ... Manual
-%Applicati on Inform Restart Facilitates t...  Started Manual
-%Application Layer Provides su..  Started Manual
. Application Mana All Tasks b Processes in.. Manual
te)) ; ;
@ASP.NEI' State Sen Refresh Provides su... Disabled
5 Rackaround Intelli Transfers fil... Manual 7
‘ ; ] r

Prope
Esxtended /r\Standardf mﬁh
Opens the properties dialog box for the current selection. REfF

Click 'Properties' and the properties dialog will open.

.
Aastra 400 CCS Service Monitor Properties (Local Computer) 8

GE‘"'E‘E||LogDn|Hemva}r|Dependend&a| I

Service name: Aastrad0CCSMaonitor
Display name: Aastra 400 CCS Service Monitor

Description: ‘ -

Path to executable: [
C:Program Files (c86) aastraCCS400Mprograms™CCS Service Monitor exe

Startup type: iﬂw vi

Automatic (Delayed Start)
Help me configure : Automatic
- Manual

Service status: o

[ Start ] | Stop | | Fause | | Resume

You can specily the start parameters that apply when you start the service
from here.

Start parameters:

[ ok )| Cancel |[ sy |

-

From the 'Startup type' drop down list select 'Disabled' and the 'Apply' the change.



[ I = R

File Action View Help

e |EHc= HE »wnwp
o=~ |
Aastra 400 CC5 Service Monitor Name g Description Status Startup ™ *
{J; hastra 400 CCS OIP Interface Started  Manual
ﬁ Aastra 400 CCS Service Monitor Disabled
5, ActiveX Installer (fadnstSy) Provides Us... Manual
-%Adaptive Brightness Manitors a... Manual
-%Application Experience Processes a... Manual
.%Application Identity Determines ... Manual
.%Application Information Facilitates t...  Started Manual
-%Application Layer Gateway Service Provides su...  Started Manual
-%Application Management Processes in... Manual
.,{";;}ASP.NI:—I' State Service Provides su... Disabled
:mi Rackaround Intellinent Transfer Qi'r;virp Transfers fil... | Manua}l i
Esxtended /r\Standardf

The service will new show as 'Disabled’ in the Startup column. This same process can be used to

change the start up type of the MiVoice Office 400 CCS Service if required.




OIP Logon dialog

MiVoice Office 400 CCS OIP m ]
SE
e 4°Language Options
OIP Server Address o__ Server Address IIocthosl
Uszernarne Ioipadmin
OIP Username and Password °~ ——— P I— { |
Port |81
CCS Web Sener Port &—E—F on

This is the OIP Server Logon dialog where you do enter the details that the MiVoice Office
400 CCS will use to connect to OIP and communicate with web browsers..

Click OK and the details will be saved. When the MiVoice Office 400 CCS starts up the OIP
Server and Web Server will uses these details.

o OIP Server Address

Server Address IIn:n::thn:nst

This is the IP address on the local network of the PC which has OIP installed. 'localhost' can
be used when OIP is installed on the same PC as the MiVoice Office 400 CCS Server, other
wise a normal IP address, such as '192.168.1.104', is required. If you are upgrading an Aastra
400 CCS v1.x system this field will already be populated with the required address.

° OIP Username and Password

|lzermame Iu:uipadmin

Paszward I

This a valid OIP Server User Name which has admin rights and that user's password. If the
User does not have admin rights then MiVoice Office 400 CCS will not function correctly. If
you are upgrading an Aastra 400 CCS v1.x system these fields will already be populated with
the required Username and password.

o CCS Web Server Port

Part |a1

The MiVoice Office 400 CCS Web Server requires it's own port to communicate. Enter a port
number which is not used by any other application or service.

In computer networking, a port is a software device serving as a communications endpoint
in a computer's host operating system. A port is always associated with an IP address of



a host and the protocol type of the communication, and thus completes the destination
or origination address of a communications session. You must enter a valid, unused

port number in this field. You may need to discuss this with your netwrok or systems
administrator to avoid conflicts. A default will be suggested but it may not be suitable for
your system.

o Language Options
e o =l

At any time the User can click a language icon and the application will reload all language
strings in the language selected.



Upgrading from CCS v1.x

MiVoice Office 400 CCS uses a brand new MySQL database, just like OIP. When upgrading an
Aastra 400 CCS v1.x system up to v2 you can import your existing v1.x database into your new v2
database. The sync works by creating a new v2 MySQL database and then importing the data from

your old v1.x database.

SOL Databaze Sync in Progress

Click the start button and the sync will start, or wait for a second and it starts automatically.

S0L Database Sync in Progress

rocezzing Y5 ERYER-PChzershpublichaastratoczd 00hdatahconfighocappatom. de

ST
Cancel

Syncing a small database will take just a few seconds, but if you have a large number of historical
calls in the vl.x database, it will take some time to import this data. There is no bulk import option,

each call record has to be imported individually.



Date and Time Format

MiVoice Office 400 CCS requires that the Short time format of the PC be '"HH:mm', which is 24 Hour
format.

If it is not set to '"HH:mm' the MiVoice Office 400 CCS Report system will not work properly.
The Short date format can be set as required.

However, due to a known bug with date and time formats in Windows 7, 8, and 10, MiVoice Office
400 CCS receives an incorrect time format until you actually CHANGE the date and time format. It
does not matter which region the format is changed to, it can be any of those listed, and you can
change it back to your preferred format right afterwards. What's important is that the change to the
new format is APPLIED.

You HAVE to do this step, but ONLY once. Afterwards, the correct 24 hour time format is always
sent to MiVoice Office 400 CCS, even after a complete re-install.

The date and time format is changed in 'Region and Language', which can be found in Control
Panel > Clock, Language, and Region.



Formats | Location I Keyboards and Languages | Mministlatiue|

Format:

|English (United Kingdom) -

Date and time formats

Short date: | dd/MM/yyyy -|

Long date: ’dd MMM iy vl |
Short time: ’Hl-kmm "]

Long time: ’HH:mm:ss "l

First day of week: ’Mundaﬂ_.r vl

What does the notation mean?

Exarnples

Short date: 24/05/2011

Leng date: 24 May 2011

Short time: 11:39 i
Long time: 11:39:14 i

| Additional settings...

Go online to learn about changing languages and regional formats

| ok || Cancel || pph

IMPORTANT. You must also set the administrative short time format so that the MiVoice 400 CCS
services use the 24h format. After setting the format for the user, follow these steps. First, click the
Administrative tab.



| Formats | Location I Keyboards and Languages| Mminiﬁtive |

Welcome screen and new user accounts

View and copy your international settings to the welcome screen, system
accounts and new user accounts,

I '@Cup}rseﬁings... I

Tell me more about these accounts

Language for non-Unicode programs
This setting (system locale) controls the language used when displaying
text in programs that do not support Unicode,
Current language for non-Unicode programs:

English (United Kingdorm)

’ '@ Change system locale...

What is systern locale?

Then click the Copy

settings button.



| Formats | Location I Keyboards and Languages| Administrative |

Welcome screen and new user accounts

View and copy your international settings to the welcome screen, system
accounts and new user accounts,

’ '@Cup}rsﬁtings... ]
Loy’

Tell me more about these accounts

Language for non-Unicode programs
This setting (system locale) controls the language used when displaying
text in programs that do not support Unicode,
Current language for non-Unicode programs:

English (United Kingdorm)

’ '@ Change system locale...

What is systern locale?

On the dialog that opens, check the Welcome screen and system accounts check box.



- .
'.‘.i Welcome screen and new user accounts settings ﬂ

The settings for the current user, welcome screen (system accounts) and new
user accounts are displayed below.

Current user
Display language: English
English (United Kingdom) - United Kingdom
English (United Kingdaom)
United Kingdom

Input language:

Format:

Location:

Welcome screen

Format:

Location:

Format:

Location:

Display language:
Input language:

Mew user accounts
Display language:
Input language:

English

English (United Kingdom) - United Kingdom
English (United Kingdaom)

United Kingdom

English

English (United Kingdom) - United Kingdom
English (United Kingdaom)

United Kingdom

Mew user accounts

Copy your current settings to:
%Welcume screen and system accounts

The new user accounts display language is currently inherited from the

welcome screen display language.

| ok | | Cancel

Click OK and Apply the changes.



Firewall settings

It's important to give the CCS Web Server permission to communicate through the firewall on your
PC. If not the CCS browser Apps will not work on any PC other than the server PC because the
server will not be able to respond to any requests from remote PCs. This persmission can be set via
the control panel. Select 'System Security / Windows Firewall / Allow a program through Windows
Firewall'" .

| R e
@Ov|% v Control Panel » Systern and Security » v |4

Control Panel Home .
‘?; Action Center
Review your computer's status and resolve issues '@ Change User Account Control settings
Troubleshoot common computer problems | Restore your computer to an earlier time

® System and Security
Metwork and Internet

Hardware and Sound ‘ Windows Firewall

Check firewall status | Allow a pregram through Windows Firewall

Programs
User Accounts and Family M,‘ Slyﬂem i )
Safety * View amount of RAM and processor speed Check the Windows Experience Index

Appearance and @A”DW remote access | See the name of this computer I@Dwice Manager

You may have to click a further option depending on which version of Windows you are running.

ﬂ Windows Firewall

« - T ﬂ' » Control Panel » Systemn and Security * Windows Firewall

Help protect your PC with Windows Firewall

Control Panel Home

Windows Firewall can help prevent hackers or malicicus software frem gaining access to your PC through the

Allow an app or feature Internet or a network.
througf, Windows Firewall
) Changetiotification settings l e Private networks Connected ()
® Turn Windows Firewall on or )
off Metworks at home or work where you know and trust the people and devices on the network
Restore defaults
G Windows Firewall state: On
®) Advanced settings . . . .
Incoming connections: Block all connections to apps that are not on the list
Troubleshoot my network of allowed apps
Active private networks: B etwork

Eventually you will see alist of programs/apps that need permission to communicate throug the
firewall. In the list locate 'ccswenserver.exe'. You must check both the public and private checkboxes
for this program.



# System and Security » Windows Firewall » Allowed apps v

Allow apps to communicate through Windows Firewall
To add, change, or remove allowed apps and ports, click Change settings.

What are the risks of allowing an app to communicate? | QChange settings

Allowed apps and features:

Marme Private  Public ™

M| 30 Builder

¥ App connector
O BranchCache - Content Retrieval (Uses HTTF) O O
[JBranchCache - Hosted Cache Client (Uses HTTPS) O O
[JBranchCache - Hosted Cache Server (Uses HTTPS) O O
O BranchCache - Peer Discovery (Uses WSD) O O
[¥] Cast to Device functionality
ccswebserver.exe
] Contact Support E
[¥] Core Metworking
Delivery Optimization
DIAL protocol server .
Details... Remove

Allow another app...

You may need to click 'Change settings' before being allowed to modify the settings.

Allow apps to communicate through Windows Firewall
To add, change, or remove allowed apps and ports, click Change settings.

What are the risks of allowing an app te communicate? @Change ﬁiings

Allowed apps and features:

Mame Private  Public "™

™| 30 Builder

Make sure both options are checked for 'ccswebserver.exe' and apply the changes by clicking 'OK'
at the bottom of the window.



Allow apps to communicate through Windows Firewall

To add, change, or remove allowed apps and ports, click Change settings.

What are the risks of allowing an app to communicate? E;Change settings

Allowed apps and features:

Marne Private  Public ™

30 Builder
App connector

[JBranchCache - Content Retrieval (Uses HTTP)
[JBranchCache - Hosted Cache Client (Uses HTTPS)
[JBranchCache - Hosted Cache Server (Uses HTTPS)
[ BranchCache - Peer Discovery (Uses W5D)

Cast to Device functionality

ccswebserver.exe

Contact Support

Core Metworking

Delivery Optimization

DIAL protocol server ~

RERNE-EOODOR
ODREESEROOO0ORR

| Details... || Remove |

| Allow another app... |




Adding export destinations

When creating schedules for report exporting, a user must enter the pathname of a destination
folder where the data files will be placed, you select a destination for the export data from the
displayed list of destinations.

Destination
Mame

CJUsers/Public/miteliccs400/data/Rep v
Mame

—- Select destination pathname —
C/Users/Public/mitel/ccs400/data/Reports
C/Users/Public/mitel/ccs400/data/ Temp
C-/Users/Public/mitel/ccs400/data/Reports/systemuser
C:/Users/ F"ublicfmitelr’ccsd[}[}fdatamepnnﬁﬁest user

M oar et Filn emmemn o Fmrmmn b

The destinations are added to the system using the program CCSDESTINATIONS.EXE, found in
the ../ccs400/programs folder. This is done because there is no way an app running in a browser
can validate a folder pathname, so we have to add them using this external program.

Two default destinations are added during the installation process, '../ccs400/data/reports' and "../
ccs400/data/temp’. It's likely that at some point you will want to add your own folder pathnames
to the list. Run the exe and the dialog below will be displayed, or something similar depending on
your OS version (win10 in the following screenshots).

3 Scheduled reports export destinations — d pod

Destinations

C:Users Public/mitel fccs400,/data/Reports
C: Users Public/mitel fccs400/data  Temp

| Browse. .. || Add || Remaove |

Use the browse button to select or create a new folder.



Browse For Folder >

k- Local Disk (C:)

» data
-H

» MIMINT
PerflLogs

> Prograrn Files

» Program Files (x86)
Reports
W Uzers
> gnesys
» Public
> Windows

Caral

When you are happy, click OK. The folder pathname is now in the pathname field below the list of
destinations.

) Scheduled reports export destinations — O >

Destinations

Z: /Users Public/mitel foccs400 /data /Reports
C: Users Public/mitel fccs400/data  Temp

C:\data'\Reports

You have to click the 'Add" button to actually add the pathname to the list of destinations.



3 Scheduled reports export destinations — O *

Destinations
C: Users Public/mitel fccs400/data /Reports

1 Users Public/mitel focs400 /data Temp
C:/data/Reports

|C \data'\Reports |

| Browse... || Add || Remove |

If you change your mind just select the pathname in the list and click the 'Remove’ button.

) Scheduled reports export destinations — O >

Destinations

Z: fUsers Public/mitel foccs400/data /Reports

C:Esers&ubliﬁmit&l‘m%ﬂ‘daiﬁ‘ emi

|C \data'\Reports |

| Browse... || Add || Remove |

A dialog pops up warning you that if you remove a destination, any schedules that reference that
destination may not work as you expect.

Warning X

Removing a destination may invalidate scheduled report
exports. Do you wish to continue?

Yes | | Mo | | Cancel




Click 'Yes' and the destination is removed. You will not be able to remove the first two default
pathnames in the destination list.

Error ot

9 You cannot remove the defaut destinations




Getting Started

Know your browser! MiVoice Office 400 CCS is a suite of single page applications that run within
your browser. The apps have been tried and tested in the latest versions of Internet Explorer, Google
Chrome, and Mozilla Firefox (2015). Other browsers are available, but the apps may not work in
older browsers, specifically those that do not support HTML5 and CORS. For instance, any version
of IE before v9 does not support CORS so cannot be used to run the apps. We recommend that
before you start using the CCS apps you update your chosen browser to the latest available version.

Single page application just means that when using the app you do not need to navigate between
pages in your browser, like you would on a web site for instance. If you have used an EXE program
in Windows before you know how a single page application works, it's just like a EXE program. Load
the app by entering the required URL in the browser address bar and you won't need to navigate
away from that address or open new tabs or windows, the application does it all for you.

You'll need to know either the COMPUTERNAME or the IP address of the PC that has the CCS Web
Server installed on it, as well as the port number the Web Server been configured to use. Ask your
network administrator for this information before proceeding. Read Finding the Apps for details of
how to find the various Apps from the browser.

Remember that just closing the browser or navigating to a new page is not the same as logging
out of a CCS app. Read Logging in and out to find out why logging out is so important and
remember the option for Revoking licenses if you suddenly find that you can't open as many
instances of an App as your CCS License allows.

We have an FAQ and a Troubleshooting section which you may find useful if things don't go as you
expect.



faq.html#cors

System User

A new MiVoice Office 400 CCS installation includes a default System User. This user has the
username 'systemuser' and the password 'systemuser'. Once you have installed the MiVoice
Office 400 CCS we recommend you change this default set up. You have two options, change
the password of the default System User, or change the designated System User to a new User
altogether. For either option you must log on first to the MiVoice Office 400 CCS Supervisor App
using the default System User username and password. Then open the MiVoice Office 400 CCS
Administrator App, follow this link to see how to do this.

In the MiVoice Office 400 CCS Administrator App choose the Users tab. If you are happy to just
change the default System User password, all you need to do is select the User 'systemuser’

from the drop down list, enter a new password with confirmation, enter the default password
('systemuser’) and then click the Apply button.

Users

systemuser ¥ M

Language

g English .

Skill 41

£y

%

Skill 42

Y

Skill 43

New password

Enter new password

Confirm password

Confirm new password

Current password

Enter current password

Apply

Follow this link for more details of this process.



Finding the Apps

Browsers require an address, or URL, to tell them which HTML page or resource to load into the
browser window. In the address bar of the browser you enter the required URL.

URL is an acronym for Uniform Resource Locator and is a reference (an address) to a resource on
the Internet or LAN. An URL has two main components: Protocol identifier and resource name.
The protocol identifier you will be most familiar with is '"HTTP', and a resource name you may know
could be something like 'www.facebook.com'.

To load a CCS App in your browser you need to enter the necessary URL in the address bar.
All CCS Apps use the HTTP protocol, so the address always starts with 'http://'*

The first part of the resource name will be the COMPUTER NAME  of the PC which has the CCS
Web Server running on it, and the PORT NUMBER you entered during installation for the Web
Server to use. This will be in the format 'PC-NAME:PORT-NUMBER'. So, the first part will be like this,
'http://pc-name:pc-port/'

You do not put 'www." in front because you are not accessing the World Wide Web, all CCS App
files are held locally on your LAN.

To open an overview page with links to all the MiVoice Office 400 CCS Applications, enter the
following resource addess into the address bar of your browser.

'http://pc-name:pc-port/index.html’

The following web page will be displayed, if you entered the right address.



[ MiVoice Office 400 CCS C %

« C' [ server-pc8l/indexhtml
=5 Apps E CCSWallboards = CCS Monitor - CCS Supervisor — CCS Administrator

(2 M | tel Mivoice Office 400 CCS Overview

MiVoice Office 400 CCS Wallboard App

MiVoice Office 400 CCS Supervisor App

MiVoice Office 400 CCS Monitor App

This simple page provides links to each of the MiVoice Office 400 CCS Applications.

You can enter the actual address of the particular App you want to load, instead of the overview
page, if you wish. Depending on which App you want to load, there are 3 different options, for the
Wallboard, Monitor, and Supervisor App. They all take the same format, 'appname/index.html'.

So, putting it all together, the URL for the Wallboard App will be 'http://pc-name:port-number/
wallboard/index.html’, the Supervisor App URL will be 'http://pc-name:port-number/supervisor/
index.html', and the Monitor App URL will be 'http://pc-name:port-number/monitor/index.html".
Enter either of these three URLs directly into your browser address bar to load the relevant CCS

App.

The Administrator App is only accessible as a menu item option within the CCS Supervisor App.

" You can usually omit the 'http://' part of the address URL as the browser will automatically ‘assume’ it is using the HTTP protocol.

™ The IP address of the PC may also be used, if known. The IP address is in the format '999.999.999.999' and will be set by your
network administrator.



Logging in and out

Your main CCS License includes a number of Supervisor and Wallboard licenses. These indicate how
many different Supervisor and Wallboard Apps you can have running across your LAN at any one
time. Each active CCS license, whether Supervisor or Wallboard, has an application key associated
with it that the browser uses to identify itself when communicating with the CCS Web Server. See
Browser sessions and licenses for more details of how CCS manages licenses and application keys.

When you load a CCS App into the browser it first checks to see if there is an active application

key already associated with the browser, checking the browsers LocalStorage data for any active

key details. If it finds a valid application key the App will automatically log itself on. If there is no
active key a logon dialog is displayed for you to log on with. Your browser may remember details of
previous login attempts and auto-fill fields for you.

Supervisor Login Dialog

User Name ?

systemuser

Password

Wallboard Login Dialog

Wallboard Name

remote-pc

Language

gz English .

The Supervisor login dialog is slightly different to the Wallboard login dialog. The Wallboard App
login requires a wallboard name and the language to use. You can enter any name you wish, but
the name is mainly required to identify the App in the event that you want to revoke it's license,
so we recommend you use something relevant and easy to identify, the COMPUTERNAME of the
PC you are running the App on is one simple solution. Also select the language you want thein
Wallboard App from the drop down list of options, choose from the list of available languages. The



Supervisor App log in requires a valid User name and Password combination. See Administrator for
more details of how to create Users and modify user account details. The language used will be the
language you have configured for the User. If you make a mistake, an error dialog is displayed.

Login Error

The Username or Password you entered is incorrect

It's important to log out properly when closing or navigating away from any of the Apps. Simply
click the white circle in the header navigation bar, on the right hand side of the bar, to Logout.

Skill 42

This action will properly release the license slot you were using for the App and allow other people
to log onto the App using the freed up license slot.

If you try to login and there are no available license slots, because you have already reached your
CCS License limit, a warning dialog is displayed.

Login Error

There are no free Licenses available

Use the Revoke option to free an existing active supervisor or wallboard license.




To free a License, either log it off manually or use the revoke option. See Revoking licenses for more
details.



Browser sessions and licenses

Your CCS License includes supervisor and wallboard license slots that limit the number of Supervisor
and Wallboard Apps you can run across the LAN at any one time. The basic online CCS License
includes 1 supervisor license and 1 wallboard license, but you can add additional supervisor and
wallboard licenses if you require them. They are not interchangeable, you can't open the Supervisor
App using a free wallboard license slot or vice versa.

The Supervisor, Monitor and Administrator Apps all require a supervisor license, but you can open
all three Apps in the same browser at one time using just a single supervisor license slot. You will
have to log on once, in the first App you load, but afterwards the other Apps will use the active
application key details stored in LocalStorage from the first logon to auto-logon.

The Wallboard App uses wallboard license slots, of course, but even if you open the Wallboard App
in a browser that already has an active Supervisor App with it's own application key, you will still
need a free wallboard license slot to log on.

When you first log on to a CCS App in your browser the CCS Web Server will issue an application
'key' for the CCS License slot associated with the App, whether Supervisor or Wallboard. The key is
then included in all http calls from the App to the CCS Web Server for license authentication. This
key will be valid for all tabs and windows opened in the same browser, so although the CCS Apps
are all designed as single page applications and do not open different tabs or windows during
normal use, you can open multiple tabs manually that all reference the same CCS App URL if you
want. This means, for instance, that it's possible to have two CCS Monitor App windows open in the
same browser at one time, or two CCS Wallboard Apps if you choose.

These multiple windows, or sessions, are all 'sandboxed' inside the browser which means they all
reference the same data space, and they all use the same application key issued during the initial
log on. What's valid for one is valid for all. You only use a single CCS License slot but you have
several versions of the App open in the browser.

However, this is not true if you open two different browser, say Internet Explorer and Google
Chrome, on the same PC and then open the same CCS App in both. In this case, the CCS Web
Server issues two separate application keys, using up two CCS licenses. There is no crossover
between different browsers.

Closing the browser or navigating away from the CCS App URL is not the same as logging off,
active licenses remain active when this happens, but they are treated slightly differently depending
on whether they are Supervisor licenses or Wallboard licenses. Wallboard licenses always remain
‘active' until they are either revoked manually or deliberately logged off. When you enter the
Wallboard App URL into your browser, the App will first check to see whether the application key
details in browser LocalStorage are associated with an active license slot and if so will continue
without requiring you to logon again. This is so that you can include the browser in the PC's
start-up process and get the Wallboard App to open up automatically when the PC is rebooted.
Supervisor licenses remain active as long as you have a browser window open on the App's URL,
but if you close the browser or navigate away without specifically logging off, a Supervisor license
remains active for only 30 minutes before it is automatically revoked by the CCS Web Server.



Revoking licenses

This is an administration option that you will need to use only very occassionally. You have only a
limited number of supervisor and wallboard license slots, as indicated in your main CCS License,
and it's important that you do not have a situation where a license slot is 'stuck’, active in the CCS
Web Server but unaccessible from the browser. This would mean you are unable to open as many
Supervisor or Wallboard Apps as your CCS License allows.

In fact, supervisor licenses are invalidated automatically after 60 minutes inactivity so it's very
unlikely that you will need to revoke a 'stuck' supervisor license.

However, wallboard licenses are never automatically invalidated, they remain active until either
logged off or revoked. This may cause a problem if, for instance, the browser's LocalStorage data is
cleared down. If this happens the Wallboard App's active application key details are lost. The license
will remain active in the CCS Web Server but the Wallboard App will have no way of retrieving

the application key associated with the license. This means the license slot is active but unusable.
To solve this use the Revoke Active License option from the drop down menu, available in the
Supervisor, Monitor, and Wallboard Apps.

G O O

Revoke Active License

Use the Revoke option to free
an existing active supenvisor ar
wallboard license.

)
v

Help Contents

Getting Started

FACQ

Troubleshooting

About

<Ill

A simple dialog will open offering you the chance to revoke either active wallboard or active
supervisor licenses, depending on which App you call it from.



Revoke Wallboard License

Active Wallboards

Mo License selected

Click the drop down button and a list of all relevant active license slots will be displayed. In the
case of wallboard licenses, it will be a list of the wallboard names you chose when logging on, for
supervisor licenses it will be the user names.

Active Wallboards

Mo License selected M
remote-pc

my wallboard name

Select the name connected with the license you want to revoke and click Submit. The license is
immediately revoked, freeing up the license slot for use.

If you do revoke the wrong active license, wallboard or supervisor, one which is still being used

by an App on the LAN, the application key being used by that App will no longer be valid and an
Login Error dialog is displayed. The user must log in again to continue. This is the case for both the
Supervisor and Wallboard App.



Login Error

Authentication Error

This license is no longer valid. It may have been revaked by another user. You must login again to
activate a new license




Check List

« Have you set the Short Time format on your PC to HH:mm?

« Have you changed the Time format region (see Date and Time
Format for details)?

« Have you given the CCS Web Server permission to communicate
through the firewall?

« Have you got the COMPUTERNAME or IP address of the CCS Web
Server PC?

« Have you got the port number for the CCS Web Server?

« Have you updated your browser to the latest version?

« Have you sync'd your CCS v1 database?

« Have you changed you CCS System User settings?




Apps

[ MiVoice Office 400 CCSC x

€« C | [4 server-pc8l/indexhtml
1 apps 7 CCSWallboards & CCS Monitor — CCS Superviser — CCS Administrator

oo M tel MiVoice Office 400 CCS Overview

MiVoice Office 400 CCS Wallboard App

MiVoice Office 400 CCS Supervisor App

MiVoice Office 400 CCS Monitor App




Supervisor

The Supervisor App is the place you go to examine your Call Center performance in more detail,
especially over the previous days and months and years. The Supervisor App has all the charting
and reporting tools you need to explore all aspects of ACD Skill and Agent performance within your
Call Center, for as far back as you have data available.

T CCS Superviser

€« C | [ server-pc:81/supervisor/indexhtml#/overview =

i1 Apps = CCS Supervisor j CCS Wallboards

> Ml[el ‘ MiVoice Office 400 CCS Supervisor : systemuser Cj G O
Cwerview Charts Reports
?

Call Centre Activity Overview

Today

I 01:24

Skill 41 s 00:00

- I N
Skill 42 00:00

I 01:18
Skill 43 B 00:05

I—

When you first enter the Supervisor App address (URL) in the browser, the browser checks
LocalStorage to see if there is an active application key already associated with the browser, if so it
will auto-logon, if not you will have to logon again. See Logging in and out for more details of how
to log on to the Supervisor App.

When the Supervisor App first loads, the Overview Tab is the first displayed. Other tabs include the
Charts Tab and the Reports Tab.

The navigation bar drop down menu provides a range of different configuration options. Go to
Supervisor Options for more details of the different configuration options.







Overview Tab

The Overview tab provides you with a simple graphical display showing activity in the Call Center
for the period you have selected. It shows where calls are arriving in the Center, which ACD Skill are
handling the most calls, which are losing or overflowing calls because they have limited resources,
and each ACD Skill's call handling performance. It's not a detailed view, just broad strokes. Further
examination can be done on the Charts or Reports tabs.

Options Slide Out °— —rH

Incoming Calls e S—

Processed Calls e —

Senice Level 077-

— Skill 43 -~

01:11

|

— CCS Supeniser % = ces Monitor x ' T ccs Wallboards m

« C | [} server-pc:81/supervisor/indexhtml#/overview o=

32 Apps [T CCSWallboards = CCS Monitor ™~ CCS Supenvisor

o0 Mitel ‘ MiVoice Office 400 CCS Supervisor : systemuser O G O

Ovenview Chart Reports

Call Centre Activity Overview 777_9 Date
Today ————
— O
— 00:40
Skill 41 00:00
_— B | °Cal\sBreakdown
- .

Skill 42 = o001

0044
00:00

3 o Call Handlings Averages

]

o Options Slide Out

Click this arrow once to slide out the options available for this display. This is slightly
different to selecting an item from a drop down menu on the navigation bar. The single
click option has been included on all Supervisor tabs to make it easier and much quicker to
access the tab's options, something that you may need to do frequently when generating
charts and reports.

Go to Overview Options for details of the options available.

Date

Today



This will be the period that the Overview statistics are prepared for. Usually it will be for the
current day, 'Today', but you can choose any relative date, like 'Yesterday' or 'Last Week', as
well as a specific date range if you require it. See Overview Options for details of how to
change the period that the statistics are prepared for.

o Incoming Calls

—

This arrow indicates the number of calls that have arrived for the period chosen. The height
of the arrow is sized proportionally to the total number of calls that have arrived at the Call
Center, so an ACD Skill with a larger arrow has received more calls than an ACD Skill with a
smaller arrow. The two colours displayed in the arrow here show direct calls and overflowed
in calls to the ACD Skill, each colour band sized proportional to the total number of calls
arriving at the ACD Skill. The top colour, (green in this image), indicates calls arriving directly
at the ACD Skill, and the bottom colour, (red in this image), indicate the number of calls
overflowing in from other ACD Skills

The colours are configurable on a per user basis, see the Administrator Colours tab for
details of how to change a User's colour palette.

o Processed Calls

This circle represents the total number of calls actually processed by the ACD Skill, not
overflowed out or lost calls, and is sized for each ACD Skill proportionally to the total
number of Call Center calls. Larger means more calls, smaller means less.

The colour of the circle is configurable on a per user basis, see the Administrator Colours
tab for details of how to change a User's colour palette.

o Calls Breakdown



A simple histogram showing the calls handling breakdown for the ACD Skill, the full height
of the histogram representing 100% of calls handled. The three colour bands shown

above indicate answered, abandoned, and overflowed out calls, each colour band sized
proportionally to the total.

The colours are configurable on a per user basis, see the Administrator Colours tab for
details of how to change a User's colour palette.

o Service Level

A simple histogram to graphically show the ACD Skill's service level percent. The histogram
is sized proportionally, 100% is full height. Bigger is better, smaller is worse.

The colour of the histogram is configurable on a per user basis, see the Administrator
Colours tab for details of how to change a User's colour palette.

o Call Handlings Averages

00:44
B o000 ‘

A simple guage to show average call handling performance for the ACD Skill. The guage
shows averges for answer, abandon, talk, and wrap-up, the whole making up average call
duration, which is displayed in the centre of the chart (black font). In the above image
average call duration is 00:44 seconds. The red figure below is the average time to abandon.

The colours used to represent different averages are configurable on a per user basis, see
the Administrator Colours tab for details of how to change a User's colour palette.




° Tooltips

> @

-

Skill 41
Skill 41
Offered
Original 8 Cwerflowed In 2
Handled
Answered 49 Abandoned 0
COwverflowed Out 1 Transferred Cut 0
Performance
Service Level % 90%  Awvg. Call Time 00:40 . 01
Ava. Answer 00:04 Awvg. Abandon 00:00
Skill 42 00

Move the mouse cursor across the overview tab page and some helpful information is
displayed in a large tool tip.



Overview Options

The options you set here will be the default Overview options that the Supervisor App uses
when it's opened initially. They are written into the browsers LocalStorage repository. They can

be changed at any time, of course, and the changes are written immediately to LocalStorage to
become the new default Overview settings.

_ . i\ Close slide out
Overview Options

Include selected only

Select ACD Skills 0\ Skill 41 7

Skill 42 ]

Skill 43 ]

Relative Dates

Overview Date
Oday - \o
Date Rar ge o\ Date Range

2015-05-11 2015-05-11

Time Range

Time Range &’/ 07:00 v 18:00 v

o Close slide out

This is the 'close" icon for the Overview tab options slide out panel. It's slightly different from
the configuration option panels close icon, the 'X', because this panel never really closes as
such, instead it really just slides out of the way, to the left of the browser window, hence the

'<". This means the panel slides in and out much more quickly than the configuration panels
and is easy to use when it's accessed frequently.

o Select ACD Skills



Mame Select

Skill 41 #
Skill 42 |«
Skill 43 #

You may wish to exclude certain ACD Skills from the Overview tab. Just check those ACD
Skills you want to see, uncheck all others. Only checked ACD Skills will be displayed on the
Overview tab. This is a display option only.

e Overview Date

Relative Dates

Today v

When entering dates for reports, charts, and the overview, it's possible to select what are
known as relative dates.



Relative Dates

This Week ¥

Date Range
Today
Yesterday

Last Monday
Last Tuesday
Last Wednesday
Last Thursday
Last Friday

Last Saturday
Last Sunda

Last Week
This Month
Last Month
This Quarter
Last Quarter
This Year
Last Year

These relative dates are calculated with regard to the current date so that they remain

relevant to the period intended over time, unlike actual dates which cover only a specific
period.

o Date Range

Date Range

2015-05-11 2015-05-11

Although relative dates are flexible and remain relevant over time, there may be a case
where you need to enter a specific range of dates. You can type a date directly into the date
field, or click on the date field and a calendar control will drop down below the field. Use

the mouse to select a date, scrolling between months via the <> arrow icons at the top of
the control,



Date Range

‘ 2015-05-08 2015-05-12
< May 2015 >
sun Mon Tue Wed Thu Fri Sat v

| 26 27 28 29 30 O1 DE:

03 04 05 o7 m 09
Apply
10 11 ﬂ 13 14 15 16

17 18 19 20 21 22 23

24 25 26 27 28 29 30

or click the May 2015 field to bring up a different control that allows you to quickly scroll
between months and years.

Date Range

‘ 2015-05-08 ‘ 2015-05-12

-4 20@ ?

‘ v
Jan Feb Mar Apr

Apply

May Jun Jul Aug
Sep Oct Nov Dec

Time Range

Time Range

0v:00 r 18:00 r



To exclude calls that occur outside of the normal working hours of the Call Center, which
may otherwise affect performance measures, add a start and end time to the Overview
options. All data outside these times is ignored.

Time Range

07:00 v

00:30
01:00 -
01:30
02:00
02:30
03:00
03:30
04:00
04:30
05:00
05:30
06:00
06:30
07:30
g0 W
08:30
09:00
09:30
10:00 -

2

You can't type directly into the start and end time fields, instead use the drop down time
selector to change the times.

o Apply

Apply

Remember to Apply any changes, otherwise when you close the slide ou tpanel all changes
will be lost.



Charts Tab

The Charts tab provides you with the tools to graphically examine your Call Center performance,
both as a whole and as it's different components. Choose from 18 different charts covering the Call

Center, ACD Skills, Agents, Customers, wrap-up codes, and Break Time codes.

When you first open the Supervisor App, there will be nothing displayed on the Chart tab because

you have yet to set the default Chart tab options.

( oo [ |
/ == €CS Supervisor x
S = —
<« C' | [3 server-pc81/supervisor/indexhtml#/charts ¥ =
it Apps I CCSWallboards = CCSMonitor ™~ CCS Supervisor — CCS Administrator
5
b Mltel ‘ MiVoice Office 400 CCS Supervisor : systemuser O G O
Overview Charls Reports
Optians siide out g Call Centre Calls Analysi ?
a entre Calls Analysis
15/05/2015 to 15/05/2015 between 07:00-18:00 T
0
0
0
Top chart w0
L Answered
0 B Cverflowed Out
o Lost Galls
-0
0
%, % %, 0. 7, 2, 3, %, 3, “a, >, 8,
% % % £J % % % @ % % % %
ime
0
=0
»
g0
o
g ) M Queued
g M Ringing
30
=] Conversation
S Wrap Up
0
% %, %, ‘e, , 2, 2, =, s, 8, >, G
% % % % % % % % % % % %
me
< I

] "”-a Chart Title

H— 0 Bottom chart

= o Export Chart icon

o Options slide out

<TODO>: Insert description text here...

Chart Title

Call Centre Calls Analysis

15/05/2015 to 15/05/2015 between 07:00-18:00

<TODO>: Insert description text here...

Top chart
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<TODO>: Insert description text here...

Bottom chart

Avg. Duration (secs)
Lbdbdoddbdooooo

<TODO>: Insert description text here...

° Export Chart icon
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<TODO>: Insert description text here...
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Chart Options

The Chart Options slide out allows you to describe the chart that you want to see. Choose the chart

type, set the date and time ranges, along with any extra data required for the chart you selected,
then press Generate and the described chart is displayed.

As well as describing the chart you want, the options you set here will also be the default Chart
options that the Supervisor App uses when it's opened initially. They are written into the browsers
LocalStorage repository. They can be changed at any time, of course, and the changes are written
immediately to LocalStorage to become the new default Chart settings.



Charts Options

Select chart from list

Choose Chart type H

Include selected only

Call Centre Calls Analysis

Name

Call Center

Relative Dates

Relative Dat
Flatve ates Yesterday

Date Range

2015-05-12

Time Range

Time Range 07:00

Period (mins)

Band 1 (sec)

Report Bands
Band 2 (sec)

Band 3 (sec)

4
Al
Select
v

v
2015-05-12
18:00 v
- 2 +
- 15 +
- 30 -
- 45 +

Close slide out

/olncluded items

‘o Date Range

—

4@enerate

o Close slide out




This is the 'close' icon for the Chart tab options slide out panel. It's slightly different from
the configuration option panels close icon, the 'X', because this panel never really closes as
such, instead it really just slides out of the way, to the left of the browser window, hence the
'<". This means the panel slides in and out much more quickly than the configuration panels
and is easy to use when it's accessed frequently.

o Choose Chart type
Select chart from list ?

Call Centre Calls Analysis v

Used the drop down list to select the type of chart you want to display.

Select chart from list ?
Skills Calls Handling v
Call Center

| »

Call Centre Calls Analysis

Call Centre Calls Handling

Call Centre by Skill Calls Handling

Call Cenire by Agent Calls Handling
Skill Group

Skills Calls Analysis

Skills Performance Analysis

Skills by Agent Calls Handling

Skills by Agent Calls Handling (Pie)
Agent

Agent Calls Analysis

Agent Calls Handling

Agent Wrap Up Codes Analysis

Agent Break Codes Analysis Iy
Wrap Up L

Wrap Up Codes Analysis

Wrap Up Codes by Agent Analysis

Wrap Up Codes by Skill Analysis -

in all there are 18 different charts, listed in full here



Call Center

Call Centre Calls Analysis

Call Centre Calls Handling

Call Centre by Skill Calls Handling

Call Centre by Agent Calls Handling
Skill Group

Skills Calls Analysis

Skills Calls Handling

Skills Performance Analysis

Skills by Agent Calls Handling

Skills by Agent Calls Handling (Pie)
Agent

Agent Calls Analysis

Agent Calls Handling

Agent Wrap Up Codes Analysis

Agent Break Codes Analysis
Wrap Up

Wrap Up Codes Analysis

Wrap Up Codes by Agent Analysis

Wrap Up Codes by SKill Analysis
Breaks

Break Time Codes Analysis

Break Time Codes by Aagent Analysis

Most will result in two charts being displayed, in the top and bottom half of the screen, but
one or two will only display a single full screen chart. See Charts for details of the individual
chart types.

Included items

Include selected only

Mame

LY

Call Center



Depending on which chart type you select, this box will hold a list of all items for that type.
Here the user has selected a Call Center chart so all that we see in the list is 'Call Center’,
but if the user had selected an ACD Skill chart then the list would include all ACD Skills the
user has access to view,

Include selected only

Name Select
Skill 41 %
Skill 42 O
Skill 43 O

Like wise, when the user selects a wrap-up code chart, the list will include all the wrap-up
codes in the Call Center.

Include selected only

Name Select
Product Query O
Sales Query (]

Support %

Technical Query

O

O

Wrong Number

Any item selected will be included in the data for the chart, and unchecked items will be
excluded.



o Relative Dates

Relative Dates

Yesterday v

When entering dates for reports, charts, and the overview, it's possible to select what are
known as relative dates.

Relative Dates

This Week ¥

Date Range
Today
Yesterday

Last Monday
Last Tuesday
Last Wednesday
Last Thursday
Last Friday

Last Saturday
Last Sunda

Last Week
This Month
Last Month
This Quarter
Last Quarter
This Year
Last Year

These relative dates are calculated with regard to the current date so that they remain

relevant to the period intended over time, unlike actual dates which cover only a specific
period.

° Date Range

Date Range

2015-05-12 2015-05-12

Although relative dates are flexible and remain relevant over time, there may be a case
where you need to enter a specific range of dates. You can type a date directly into the date
field, or click on the date field and a calendar control will drop down below the field. Use

the mouse to select a date, scrolling between months via the <> arrow icons at the top of
the control,



Date Range

‘ 2015-05-08 2015-05-12
< May 2015 >
sun Mon Tue Wed Thu Fri Sat v

| 26 27 28 29 30 O1 DE:

03 04 05 o7 m 09
Apply
10 11 ﬂ 13 14 15 16

17 18 19 20 21 22 23

24 25 26 27 28 29 30

or click the May 2015 field to bring up a different control that allows you to quickly scroll
between months and years.

Date Range

‘ 2015-05-08 ‘ 2015-05-12

-4 20@ ?

‘ v
Jan Feb Mar Apr

Apply

May Jun Jul Aug
Sep Oct Nov Dec

o Time Range

Time Range

0v:00 r 18:00 r



To exclude calls that occur outside of the normal working hours of the Call Center, which
may otherwise affect performance measures, add a start and end time to the chart options.
All data outside these times is ignored.

Time Range

07:00 v

00:30
01:00 —
01:30
02:00
02:30
03:00
03:30
04:00

04:30 ||
05:00

2

05:30
06:00 :
06:30

07:30
g0 W
08:30
09:00
09:30
10:00 -

You can't type directly into the start and end time fields, instead use the drop down time
selector to change the times.

o Period

This field serves two slightly different purposes, depending on which chart you have selected.
In most cases, the field will remain disabled.

Period (mins) - 2 +

When you select either the Skills or Call center call handling charts, the field is enabled. In
this case, the period you select is used to group calls by the waiting time before they are
answered, abandoned or overflowed.

Period (mins) - 2 +

You can enter a number directly into the field or click the + and - buttons to increment or
decrement the number with the mouse.
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Wait Time (secs)

The top chart is for a period of 2 minutes and the bottom chart is for a period of 5 minutes.
Notice how the X axis labels reflect the chosen period. Importantly, the data for both charts is
the same, it's just the grouping of calls that is different.

If you select any of the following reports: Calls analysis for Calll center, Skills, Agents, Wrap
up or Break time codes. Skills performance analysis, the period field will be enabled. This time
you can enter the time duration you wish data to be grouped into betwen the start and end
times you enter. The choices are 5, 10, 15, 30, and 60 minutes. Form instance, set the period
to 30 minutes

Period (secs) - 30 +

and the chart data is grouped into 30 minute divisions
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Change the period to 60 minutes

Period (secs) - 60| {B



and the chart data is grouped into 60 minute (hour) divisions
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o Report Bands

Band 1 (sec) = 15 +
Band 2 (sec) - a0 +
Band 3 (sec) = A5 +

This is an option field for ACD Skill and Call Center Call Handling charts, when you select
these charts the field is enabled, otherwise it remains disabled. The times you enter are used
to group calls by their waiting time before they are answered or overflowed.

Band 1 (sec) - 10 +
Band 2 (sec) - 30 +
Band 3 (sec) - 40 +

The bands are used to draw a pie chart, with a slice for each band, a slice for calls offered
directly, a slice for calls that waited longer than the band 3 time you enter, and a slice for
abandoned (Lost) calls.

M Cffered Directly

M Queued < 15 (secs)
M Queued < 30 (secs)
M Queued < 45 (secs)
B Queued >= 45 (secs)
M Lost



M Offered Directly

M Queued < 10 (secs)
M Gueued < 30 (secs)
M Cueued < 40 (secs)
M Queued == 40 secs)
M Lost

Offered directly calls are those calls that have no waiting time at all (0 seconds).
The calculation for the different slices is as follows:

slice 1 - calls with no waiting time (0 seconds)

slice 2 - calls with waiting time >= 1 seconds and < Band 1 value

slice 3 - calls with waiting time >= Band 1 value and < Band 2 value

slice 4 - calls with waiting time >= Band 2 value and < Band 3 value

slice 5 - calls with waiting time >= Band 3 value

slice 6 - all lost calls

If there are no calls in a particular band the slice is not drawn.

o Generate

Click the Generate button to display the charts with the options you have entered.



Charts

Charts are usually displayed in pairs on the Chart tab, top and bottom, each using at the same
parameters you have set in the chart options panel. Depending on which chart you select there are
a number of different chart options you can set up. You can include or exclude items, such as Skills
and Agents, and you can enter a specific date range with actual dates, or you can select a relative
date, such as 'Today' or 'This Month' and the App will work out the actual dates when the chart is
generated. Setting a start and end time defines the period during the day that will be included in
the data, anything outside these times will be excluded.
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There are some standard features which are true for all displayed charts.

The chart title will include the various options you have set in the Options slide out, including the
Chart type, date and time ranges, and the items, such as agents or skill groups, that you selected.



Agent Calls Analysis

01/04/20135 to 30/04/2013 between 07:00-13:00
for : Bernd Jobes, Erich Hermann, Gordon Drew, Mick Gibbs

Hover the mouse cursor over any part of a chart and a tool tip will be displayed with extended
details relevant to whatever it is that the cursor is hovering over.

Call Centre Calls Analysis

01/05/2015 to 13/05/2015 between 07:00-18:00

Calls : 14:00
- Offered 21 F
Answered 16
- Overflowed Out 3
Lost Calls 2
- Service Level% 76% - 1 Averages : 12:00
Queued 0o:00
 Ringing 00:03
Conversation 01:10
Wrap Up 0o:10
))"5’0 Ib'f’o {?f’o )"7'5’0 )'?f’o ’6‘3’0 ’0‘5’0 ’)‘5’0 "-?50 {?‘5’0 ’?‘?’a
Time Time

You can turn individual data sets on or off as it suits you. Simply click the small coloured square in
the chart legend to turn a data set off, or on if it's already next.
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The chart is redrawn when you turn data sets on or off. Notice that the Y axis has changed after the
'‘Answered' data set was turned off in the image above. This is a useful feature if, as sometimes can
happen, one particular set of data is much larger than others and as such 'drowns' out the other
data because it forces the Y axis to be too large.
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You can turn off more than one data set at a time if you wish, just click the coloured squares in the
legend. A data set remains off until you either click it back on or redraw the chart.

Any chart can be exported, as data, to xlIsx format. Click the export icon(s), found at the bottom of
the Chart tab. See Exporting Charts for details.




Descriptions
Charts are split into 5 categories. In each category are the following charts:
Call Center

 Call Center Calls Analysis

 Call Center Calls Handling

 Call Center by Skill Calls Handling
 Call Center by Agent Calls Handling

Skill Group

« Skills Calls Analysis

» Skills Calls Handling

« Skills Performance Analysis

« Skills by Agent Calls Handlling

« Skills by Agent Calls Handling (pie)

Agent

Agent Calls Analysis

Agent Calls Handling

» Agent wrap-up Codes Analysis
» Agent Break Codes Analysis

wrap-up

» wrap-up Codes Analysis

« wrap-up Codes by Agent Analysis
» wrap-up Codes by Skill Analysis

Breaks

» Break Time Codes Analysis
» Break Time Codes by Agent Analysis



Information



Call Center Calls Analysis

The top stacked bar chart shows the numbers of calls answered, abandoned, and overflowed out
for the whole Call Center between the date and time range entered in the chart options panel. Calls
are grouped into hour periods between the start and end times entered in the chart options panel.
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The bottom chart shows the averages for queue, ring, conversation (talk), and wrap-up time for the
Call Center and the same date and time ranges as previously set up in the chart options panel.

If you hover the mouse over a data series, tooltips will be displayed with additional data for the

specific item.



Analysis
een 07:00-18:00

I

Calls : 15:00 Averages : 15:00
Offered 40 Queued 00:01
Answered 23 | Ringing 00:05
E\fetﬂéml';'eu Out : Conversation 01:10
ost Calls ; |

| Wrap U 00:09

Service Level % 72% P |

_ 1 | - '
R . | |
,!'?f:’c:' ’1—'!‘% ’t?%

As with all thebar charts, individual data series can be turned off or on by clicking the series legend
on the right side of the charts. Also, the data used to generate the charts can be exported into

XSLX format by clicking the export icon at the bottom right of the chart tab. See Exporting Charts
for details.




Call Center Calls Handling

The top stacked bar chart shows the breakdown of calls waiting times for the whole Call Center
during the start and end date and times entered in the chart options panel. The calls are grouped
according to the period duration you entered in the chart options panel. In the chart below the
period is 2 seconds, so the first column is all calls answered, abandoned, or overflowed in less than
2 seconds. The next column is calls that waited from 2 to less than 4 seconds, the next from 4 to
less than 6 seconds, and so on. The last item in this series is for calls waiting 28 seconds or more.
There will always be 15 columns to the series, calculated using the period entered, and the last item
will include all calls that do not fit in the earlier bands.
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The bottom chart is a pie chart showing the proportions of all answered, abandoned, and
overflowed out ACD calls waiting in the time bands you set in the chart options panel. In this charts
the bands are set at 15, 30, and 45 seconds. The first slice of the pie is all calls that have no wait
(queue + ring) time at all. The next slice is all calls that waited for less than band 1 (15) seconds,
the next slice is all calls that waited band 1 (15) seconds or more but less than band 2 (30) seconds,
the fourth slice is all calls waiting band 2 (30) seconds or more but less than band 3 (45) seconds,
and the fifth slice is all calls waiting band 3 (45) seconds or more. The final slice is all calls that were
eventually abandoned.

As with all the bar charts, individual data series can be turned off or on by clicking the series
legend on the right side of the charts.
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Wait Time (secs)

If you hover the mouse over a data series, tooltips will be displayed with additional data for the
specific item.

Wait Time (secs) : 00:04
Offered 30
Answered 28
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There are two export icons because these charts use different data sets, one for each chart.

L

See Exporting Charts for details of how to export the data for these two charts.




Call Center by Skill Calls Handling

The top pie chart shows the proportion of the total number of ACD calls that were offered to each
of the selected ACD Skills between the date and time range you entered in the chart options panel.
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The bottom stacked bar chart shows the averages of Queue, ring, conversation (talk) and wrap-up
time for each of the ACD Skill you selected in the chart options panel. As with all charts, hover the
mouse over a slice or column for more detail about that particular data.
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The chart data can be exported to XSLX format using the export icon at the bottom of the page
and individual data series in the bar chart can be turned off or on by clicking the series legend on
the right side of the chart.



Call Center by Agent Calls Handling

The top pie chart shows the proportion of the total number of ACD calls that were offered to each
of the selected ACD Agents between the date and time range you entered in the chart options
panel.
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The bottom stacked bar chart shows the averages of ring, conversation, wrap-up, break, non ACD in
and non ACD out time for each selected ACD agent. As with all charts, hover the mouse over a slice
or column for more detail about that particular data.
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The chart data can be exported to XSLX format using the export icon at the bottom of the page
and individual data series in the bar chart can be turned off or on by clicking the series legend on
the right side of the charts.

** not available if Hide Personal Data option set during installation.



Skills Calls Analysis

The top stacked bar chart shows the numbers of calls answered, abandoned, and overflowed out
for all the ACD Skills selected between the date and time range entered in the chart options panel.
Calls are grouped into hourly periods between the start and end times entered in the chart options

panel.
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The bottom stacked bar chart shows the averages for queue, ring, conversation (talk), and wrap-
up time for the selected ACD Skills and the same date and time ranges as previously set up in the
chart options panel.

If you hover the mouse over a data series, tooltips will be displayed with additional data for the
specific item.
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As with all the bar charts, individual data series can be turned off or on by clicking the series
legend on the right side of the charts.
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Also, the data used to generate the charts can be exported into XSLX format by clicking the export
icon at the bottom right of the chart tab. See Exporting Charts for details.




Skills Calls Handling

The top stacked bar chart shows the breakdown of calls waiting times for the selected ACD Skills
for the period between the start and end date and times that you entered in the chart options
panel. The calls are grouped according to the period duration you entered in the chart options

panel.
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In the chart below the period entered is 5 seconds, so the first column is all calls answered,

abandoned, or overflowed in less than 5 seconds. The

next column is calls that waited from 5 to

less than 10 seconds, the next from 10 to less than 15 seconds, and so on. The last item in this
series is for calls waiting 01:10 (70) seconds or more. There will always be 15 columns on the chart,
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The bottom pie chart shows the proportions of all answered, abandoned, and overflowed out ACD
calls in the waiting time bands you set in the chart options panel. In this charts the bands are set at
10, 20, and 30 seconds. The first slice of the pie is all calls that have no wait (queue + ring) time at
all. The next slice is all calls that waited for less than band 1 (10) seconds, the next slice is all calls
that waited band 1 (10) seconds or more but less than band 2 (20) seconds, the fourth slice is all
calls waiting band 2 (20) seconds or more but less than band 3 (30) seconds, and the fifth slice is all
calls waiting band 3 (30) seconds or more. The final slice is all calls that were eventually abandoned,
regardless of how long they waited.

If you hover the mouse over a data series, tooltips will be displayed with additional data for the
specific item.
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Individual data series in the top bar chart can be turned off or on by clicking the series legend on
the right side of the charts.
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There are two export icons because these charts use different data sets, one for each chart.

XLS XLSE

See Exporting Charts for details of how to export the data for these two charts.







Skills Performance Analysis

The top stacked bar and line chart shows the ACD calls answered, abandoned, or overflowed out
of all the selected ACD Skills between the date and time range you selected in the chart options

panel. The overall service level % for all selected ACD Skills is shown by the marked line.
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The bottom bar chart shows the number of calls answered, the average answer time, and the

service level % for all selected ACD Skills.

As with all the bar charts, individual data series can be turned off or on by clicking the series

legend on the right side of the charts.

Time



The X axis of the top chart is calculated using the start and end times you entered in the chart
options page. The period between the start and end times will be divided into hourly blocks and
data grouped accordingly.

Time Range

07:00 v 15:00 v

If you change the times and re-generate the chart the X axis will change to reflect the changes you
made.
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The start time remains the same in the screenshot above, but we've set the end time to 15:00,
instead of 18:00, so the chart X axis finishes at 15:00 instead of 18:00. All charts where 'Time" is the
X axis can be changed in this manner.

If you hover the mouse over a data series, tooltips will be displayed with additional data for the
specific item.

Calls : 10:00 Skill 42
Offered 26 Averages
Answered 22 Queued 00:01
Overflowed Out 3 Ringing 00:09
Lost Calls 15 Conversation 0049
Service Level% 849, M Wrap Up 00:07

T — Service Level% 57%

& g”) " ) Skill 42
() (i o
Skill Group




Also, the data used to generate the charts can be exported into XSLX format by clicking the export
icon at the bottom right of the chart tab. See Exporting Charts for details.




Skills by Agent Calls Handling

The top stacked bar chart will show the ACD calls answered and lost for each ACD Agent that
handled any ACD calls for any of your selected ACD Skills between the date and time range that
you entered in the chart options panel. One entry per agent.
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The bottom stacked bar chart will show an entry for each ACD agent showing the call performance
averages for that agent, ring, conversation (talk), and wrap-up times.

As with all the bar charts, individual data series can be turned off or on by clicking the series
legend on the right side of the charts. Also, if you hover the mouse over a data series, tooltips will
be displayed with additional data for the specific item.
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And, of course, the data used to generate the charts can be exported into XSLX format by clicking
the export icon at the bottom right of the chart tab. See Exporting Charts for details.

** not available if Hide Personal Data option set during installation.



Skills by Agent Calls Handling (Pie)

The top pie chart shows the proportion of calls offered to each ACD Agent that handled any ACD
calls for any of your selected ACD Skills between the date and time range that you entered in the
chart options panel.
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The bottom pie shows the average call handling duration (ring, conversation, wrap-up time) for
each ACD Agent that appears in the top chart, each slice representing the average as a proportion
of the sum of averages for all agents.

If you hover the mouse over a data series, tooltips will be displayed with additional data for the
specific item.
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Pie chart data items can't be turned off, like bar chart data items can, but you can export the

chart data into XSLX format by clicking the export icon at the bottom right of the chart tab. See
Exporting Charts for details.

** not available if Hide Personal Data option set during installation.



Agent Calls Analysis

The top stacked bar will show the ACD calls answered and lost (abandoned) for each selected ACD
Agent between the date and time range you entered in the chart options panel. Calls are grouped
into hourly periods between the start and end times entered in the chart options panel.
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The bottom stacked chart shows the average times for queue, ring, conversation (talk), and wrap-up
for all ACD Agents that handled ACD calls during the period, grouped into the same hourly periods.

If you hover the mouse over a data series, tooltips will be displayed with additional data for the
specific item.
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As with all the bar charts, individual data series can be turned off or on by clicking the series
legend on the right side of the charts. Also, the data used to generate the charts can be exported
into XSLX format by clicking the export icon at the bottom right of the chart tab. See Exporting

Charts for details.

** not available if Hide Personal Data option set during installation.



Agent Calls Handling

The top stacked bar chart shows the calls handled by each of the selected ACD Agents between the
date and time range you entered in the chart options panel, it includes ACD and Non ACD calls.
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The bottom stacked chart shows the average call handling times for each selected ACD Agent,
including Non ACD call average handling time and average time in Breaks. As with all the bar
charts, individual data series can be turned off or on by clicking the series legend on the right side
of the charts.
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If you hover the mouse over a data series, tooltips will be displayed with additional data for the
specific item. Also, the data used to generate the charts can be exported into XSLX format by
clicking the export icon at the bottom right of the chart tab. See Exporting Charts for details.




** not available if Hide Personal Data option set during installation.



Agent wrap-up Codes Analysis

The top bar chart includes all the wrap-up codes that were entered during post call processing
by the selected ACD Agents between the date and time range you entered in the chart options
panel, showing how many times each was entered. Codes can only be entered when a ACD call is
answered.
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The bottom stacked bar chart shows the average duration for ring, conversation (talk), and wrap-
up for each of the wrap-up codes. As with all the bar charts, individual data series can be turned off
or on by clicking the series legend on the right side of the charts. If you hover the mouse over a
data series, tooltips will be displayed with additional data for the specific item. Also, the data used
to generate the charts can be exported into XSLX format by clicking the export icon at the bottom
right of the chart tab. See Exporting Charts for details.

** not available if Hide Personal Data option set during installation.



Agent Break Codes Analysis

This is a single bar chart with all different break codes entered by the selected ACD Agents between
the date and time range you entered in the chart options panel, showing the number of times each
code was entered and the average duration of the break time for each code.
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As with all the bar charts, individual data series can be turned off or on by clicking the series
legend on the right side of the charts. If you hover the mouse over a data series, tooltips will be
displayed with additional data for the specific item. Also, the data used to generate the charts can
be exported into XSLX format by clicking the export icon at the bottom right of the chart tab. See
Exporting Charts for details.

** not available if Hide Personal Data option set during installation.



wrap-up Codes Analysis

The top bar chart shows the number of times one of the selected wrap-up codes was entered by an
agent during post ACD call processing between the date and time range you entered in the chart
options panel. The counts are grouped into hourly periods between the start and end times you
entered.
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The bottom stacked chart shows the average times for ring, conversation (talk), and wrap-up for
all the calls where one of the selected wrap-up codes was input in post call processing during the
same period and grouped into the same hourly periods.

As with all the bar charts, individual data series can be turned off or on by clicking the series
legend on the right side of the charts. If you hover the mouse over a data series, tooltips will be
displayed with additional data for the specific item. Also, the data used to generate the charts can
be exported into XSLX format by clicking the export icon at the bottom right of the chart tab. See
Exporting Charts for details.



wrap-up Codes by Agent Analysis

The top bar chart has an entry for each ACD Agent who entered at least one of your selected wrap-
up codes between the date and time range you entered in the chart options panel, showing how
many calls the ACD Agent handled where one of the selected wrap-up codes was entered.
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The bottom stacked bar chart shows the average duration for ring, conversation (talk), and wrap-up
for each of the ACD Agents, using only those ACD calls where one of the selected wrap-up codes
was entered. As with all the bar charts, individual data series can be turned off or on by clicking the
series legend on the right side of the charts. If you hover the mouse over a data series, tooltips will
be displayed with additional data for the specific item. Also, the data used to generate the charts
can be exported into XSLX format by clicking the export icon at the bottom right of the chart tab.
See Exporting Charts for details.

** not available if Hide Personal Data option set during installation.



wrap-up Codes by Skill Analysis

The top bar chart has an entry for each ACD Skill which handled at least one ACD call where a
selected wrap-up codes was entered during post call processing, between the date and time range
you entered in the chart options panel, showing how many calls the ACD Skill handled where one
of the selected wrap-up codes was entered.
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The bottom stacked bar chart shows the average duration for ring, conversation (talk), and wrap-
up for each of the ACD Skills, using only those ACD calls where one of the selected wrap-up codes
was entered. As with all the bar charts, individual data series can be turned off or on by clicking the
series legend on the right side of the charts. If you hover the mouse over a data series, tooltips will
be displayed with additional data for the specific item. Also, the data used to generate the charts
can be exported into XSLX format by clicking the export icon at the bottom right of the chart tab.
See Exporting Charts for details.



Break Time Codes Analysis

This is a single bar chart with all the selected Break Codes between the date and time range you
entered in the chart options panel, showing the number of times each code was entered and the
average duration of the break time for each code, grouped into hourly periods between the start
and end times entered in the chart options panel.

Break Time Codes Analysis ?

01/06/2015 to 23/06/2015 between 07:00-18:00
for: Assistance, Called Away, Comfort Break, Scheduled Break

120

100

a0

=]
=]

-
o

=]
=1

Breaks
Avg. Break

Break count/ average duration
[ N 5]
o o =]

(]
o

o

07:00 08:00 09:00 10:00 11:00 12:00 13.00 14:00 15:00 16:00 17:00 18:00
Break

XLS

As with all the bar charts, individual data series can be turned off or on by clicking the series
legend on the right side of the charts. If you hover the mouse over a data series, tooltips will be
displayed with additional data for the specific item. Also, the data used to generate the charts can
be exported into XSLX format by clicking the export icon at the bottom right of the chart tab. See
Exporting Charts for details.



Break Time Codes by Agent Analysis

The single bar chart has an entry for each ACD Agent who entered at least one of your selected
Break Time codes between the date and time range you entered in the chart options panel,
showing how many times the agent entered any of the selected codes and the average duration of
those breaks.
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As with all the bar charts, individual data series can be turned off or on by clicking the series
legend on the right side of the charts. If you hover the mouse over a data series, tooltips will be
displayed with additional data for the specific item. Also, the data used to generate the charts can
be exported into XSLX format by clicking the export icon at the bottom right of the chart tab. See
Exporting Charts for details.

** not available if Hide Personal Data option set during installation.



Exporting Charts

It's possible to export any of the charts displayed on the Chart tab into XLSX format if you wish. Of
course, it's the data used to create the chart that is exported, not the chart itself. The resulting XLSX
file can then be accessed in Excel like any other spread sheet and you can create your own charts in
Excel using the same data used in the Charts tab.

At the bottom of the Charts tab you will see one or two small icons.
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These are the export icons. I

When you click the export icon an xlsx file will be created from the data used to display the charts
you see on the tab. If there are two icons, the left hand one exports the data for the top chart,
while the right hand one exports the data for the bottom chart. If there is only one export icon
then it means there is only one set of data for both charts.

Depending on the browser you are using and how you have it set up, you may be asked to select a
destination for the xlsx file, and be given the chance to alter the export file name
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or the file may be automatically saved to a download folder. Either way, the file can then be
opened in Excel or any other application that understands the xIsx format, and the data processed
accordingly.
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This is a screen grab of the Mac OS X version of OpenOffice working with an xIsx file exported from
the CCS Supervisor App. In fact, if you look carefully you'll notice it's the same data used to create
the chart in the screen shot of the Charts tab at the top of this page. We exported the data to xIsx
format, saved the file to a disk and then copied it onto a MAC computer, which we opened in the
OpenOffice application. This demonstrates nicely the huge flexibility the export option provides you,
allowing you to easily spread data from the CCS Apps throughout your organisation.



Reports Tab

The Reports tab gives you the tools to explore the historical performance of your Call Center in
great detail. There are 31 different standard reports, grouped into Skill, Agent, Wrap-up Code,
Break Time Code, and Customer reports. Named reports will also be shown if you have created any,
always at the head of the list of available reports.

When you first open the Supervisor app, there will be nothing displayed on the Reports tab
because you have yet to choose a report. The first thing to do is click the 'Report options' slide out
icon at the top left hand of the tab. Jump straight to Report Options for more details of how to
enter different options and generate a report.

= CCS Supenviser x

L C' | [1 server-pc8l/supervisor/indexhtml#/reports ve| =
i3 Apps T CCSSupenvisor [T CCSWallboards
5
x Ml[el | MiVoice Office 400 CCS Supervisor : systemuser O G O |
C Charts Report
7
Report options slide out 0_7_77 R
ACD skilsataGlance b (@remmue
07/06/2015 to 13/06/2015 between 07:00-18:00
for : Skill 41, Skill 42, Skill 43
Skill Name Offered  |Overflowed Out OverflowedIn  Short Calls Short PickedUp  PassedtoMon  Rejected Deflected
Abandons
4 | 0 2 0(<2) 1(<2 0 0 0 0
Skill 42 2 ‘ 1 0 0(<2) 0(<2) 0 0 0 0
Skill 43 2 ‘ 0 0(=2) 0(=2 i} 0 0
Grand Totals 8 ‘ 2 2 0 1 0 0 0 1
Report area ef_,,_i_ -
o Report Export icon
K C »
-~

o Report Title

ACD Skills at a Glance

07/06/2015 to 13/06/2015 between 07:00-18:00
for - Skill 41, Skill 42, Skill 43

The report title will include information about the selection parameters used to generate the
report. It will include a unique title that identifies the type of report i.e. ACD Skills or...



ACD Agents Customer Activity

22/06/2015 to 22/06/2015 between 07:00-15:00

for: Bernd Jobes, Erich Hermann, Gordon Drew, Mick Gibbs

ACD Agents.
It will include the start and end date for the report, as well as the start and end times. It

willl also include all the items you selected to report on, whether ACD Skill, ACD Agent, or
whatever

Wrap Up Codes at a Glance

22/06/2015 to 22/06/2015 between 07:00-18:00
for : Product Query, Sales GQuery, Support, Technical Query, Wrong Number

e Report options slide out

This will open out the Report Options panel, sliding out from the left side of the window.



(b1 Mltel MiVoice Office 400 CCS Supervisor : systemuser

Reports Options
Select Report from list 7 ACD Agents a-t a Glance
ACD Agents at a Glance v 22/06/2015 to 22/06/2015 between 07:00-18:00

for : Bernd Jobes, Erich Hermann, Gordon Drew, Nick Gibbs
Include selected only

vg. Answer  Avg. Call Time Avg. Talk Avg.WrapUp  Service Level Abandoned Avg. Abandon Transfel

% Out

Bernd Jobes v

00:01 01:18 01:05 00:10 33% 1 00:00 0

00:06 01:21 01:.02 00:12 100% 0 00:00 0
Erich Hermann v

00:07 01:29 01.07 00:15 100% 0 00:00 0

00:10 01:22 01.03 00:09 100% 0 00:00 0
Gordon Drew v

00:06 01:23 01:04 00:12 83% 1 00:00 0
Nick Gibbs v

Relative Dates

Today v

Date Range
2015-06-22 2015-08-22

Time Range D
07:00 v 18:00 v

ALS

In the Report Options panel you are able to enter the parameters for the report you want.
See Report Options for more details of how to enter the different options.

Report area

Skill Mame Offered Overflowed Out  Overflowed In Short Calls Short Picked Up Passed to Non Rejected Deflected
Abandons ACD
Skill 41 4 | 0 2 0(=2) 1(=2) 0 0 0 0
Skill 42 2 | 0 D(=2) D(=2) 0 0 0 0
Skill 43 2 | 0 0(=2) 0i=2) 0 0 0
Grand Totals 8 | 2 2 0 1 0 0 0 1




The report, once generated, will appear in the area in a grid format.

Depending on the report type you select, and the width of your browser window, it's likely
that some columns of the report grid will overflow the available space. In which case you can
scroll across the grid to see the hidden columns.

7
ACD Skills at a Glance

22/06/2015 to 22/06/2015 between 07:00-18:00
for: Skill 41, Skill 42, Skill 43

Skill N\ame Offered t Level Calls that Avg. Abandon = Transferred In Transferred | Overflowed Out Overflowed In Short Calls Short
Queued Out Abandons
Skill 41 3 |[in 18) 1 00:00 i 0 0 0 0(=2) 0(=<2)
Skill 42 1 |[in 18) 0 00:00 0 0 0 0 0(=2) D(=2)
Skill 43 3 |in 10) 1 00:05 0 0 i 0 0(<2) 0(=2)
Grand Totals 7 |% 2 00:05 0 0 0 0 0 0
1 —F v

Most reports have 'fixed' columns on the left hand side, meaning you never scroll these off
the screen, they remain visisble. Usually the grouping columns are fixed so you alway sknow
what the data you are looking at refers to.



Skill Name Year

Skill 41 2015
Sub Totals

Skill 42 2015
Sub Totals

Skill 43 2015

Month

June

Sub Totals

June

Sub Totals
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D
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12
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12
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7
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In the example above, the four group by columns, Skill Name, Year, Month, and Day remain
fixed while the rest of the grid scrolls.

Sometimes you may want to see data in a different order to that presented. In which case
you can drag and drop columns around the grid to suit. Simply hold the mouse button down
while hovering over a column to drag and then unclick to drop it where you want it.

Skill Name Offered

Skill 41
Skill 42
Skill 43

~ W =W

Grand Totals

Skill Name Offered

Skill 41
Skill 42
Skill 43

~ | w | =

Grand Totals

Answered

[ B SRR

Answered

= R )

Abandon- ]

R
0 00:10
1 00:04
1 00:08

Avg. Answer | Avg. Call Time
00:06 01:26
00:10 0122
00:04 0118
00:06 01:22

ver I Avg. Call Time

01:26
01:22
0118
01:22

Abandoned

Service Level
%

100% (in 15)

100% (in 15)

66% (in 10)
88%

Service Level
k]

100% (in 15)

100% (in 15)

66% (in 10)
88%

Calls that
Queued

1

]
1
2

Calls that
Queued

1

0
1
2

Avg. Abandon Transferred In
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00:00
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00:05

o o o o
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00:00
00:00
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00:05

o o o o
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Out
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Out

0

0
0
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These drag and drop changes are not permanent. If you generate the report again they will
be lost, and they are not included when exporting or printing the report.

o Report Export icon

XLS

This icon allows you to export the report you have generated to XSLX format for use in
Excel or other spreadsheet packages. See Exporting reports for details of how to export the

reports.




All reports can be exported.



Report Options

The Report Options slide out allows you to describe the report that you want to see. Choose the
report type, set the date and time ranges, along with any extra data required for the report you
selected, then press Generate and the described report is displayed.

As well as describing the report you want, the options you set here will also be the default Report
options that the Supervisor App uses when it's opened initially. They are written into the browsers
LocalStorage repository. They can be changed at any time, of course, and the changes are written
immediately to LocalStorage to become the new default Report settings.



Reports options

Select report from list
Select report type °—
v

ACD agents analysis

Include selected only

Name Select &

LY

Bernd Jobes

LY

Erich Hermann

®

Gordon Drew

LY

Nick Gibbs

Relative date

Relative dates o/ Today -

Date range

2016-02-11 2016-02-11

Time range

07:00 ¥ 18:00 v

Period (secs)

ha
+
.

‘

Select days to include in report

Select days to include Select days -

Group report by -

Group report by m’/l - Group report by - - v

m Generate 1

Close slide out

——°Create named report

40 Report items

Date range

Time range

o o

Report period

,_—oGenerate




Close slide out

This is the 'close" icon for the Report tab options slide out panel. It's slightly different from
the configuration option panels close icon, the 'X', because this panel never really closes as
such, instead it really just slides out of the way, to the left of the browser window, hence the
'<'. This means the panel slides in and out much more quickly than the configuration panels
and is easy to use when it's accessed frequently.

o Select report type

Select report from list

ACD agents analysis v

Used the drop down list to select the type of report you want to generate.

Select report from list ?

ACD skills analysis

ACD skills
ACD skills at a glance
ACD skills calls handling
ACD skills calls breakdown
ACD skills service level
ACD skills abandoned calls
ACD skills agent handling
ACD skills agent breakdown
ACD skills customer activity
ACD skills wrap-up analysis L]
ACD skills calls waiting
ACD skills agent logon activity
ACD agents
ACD agents at a glance
ACD agents analysis
ACD agents skill handling
ACD agents skill breakdown
ACD agents service level
ACD agents customer activity M

| »

in all there are 31 different reports, in 6 different catergories, listed in full here



ACD skKills
ACD skKills at a glance
ACD skills analysis
ACD skKills calls handling
ACD skills calls breakdown
ACD skills service level
ACD skills abandoned calls
ACD skills agent handling
ACD skills agent breakdown
ACD skKills customer activity
ACD skills wrap-up analysis
ACD sKills calls waiting
ACD skills agent logon activity

ACD agents
ACD agents at a glance
ACD agents analysis
ACD agents skill handling
ACD agents skill breakdown
ACD agents service level
ACD agents customer activity
ACD agents wrap-up analysis
ACD agents break time analysis
ACD agents logon activity
ACD agents non-ACD activity
ACD agents completed calls

Groups
Agent groups at a glance
Agent groups agent activity
Agent groups skill activity
Agent groups ACD performance
Agent groups non-ACD performance
Customers
Customers at a glance
Wrap-up
Wrap-up codes at a glance

Break
Break time codes at a glance

o Create named report

Named reports are used mainly for automatically exporting reports to a required format.
See Named reports for details of how to create a named report, and see Schedules Tab for
information of how to export a named report automatically.

o Report items



Include selected only

Name Select
Bernd Jobes td
Erich Hermann td
Gordon Drew td
Nick Gibbs 4

Depending on which report type you select, this box will hold a list of all items for that type.
Here the user has selected an ACD Skill report so we see listed all the ACD Skills that the
user has permission to view, but if the user had selected a wrap-up Code report then the list
would include all the wrap-up Codes in the Call Center,

Include selected only

Name Select
Product Query ]
Sales Query ]

Support %

Technical Query

O

Wrong Number O

Any item selected will be included in the data for the report, and unchecked items will be
excluded. IMPORTANT: If no items are selected, when the report is generated ALL items will
be included in the report.



° Relative dates

Relative date

Today v

When entering dates for reports, charts, and the overview, it's possible to select what are
known as relative dates.

Relative Dates

This Week T

Date Range
Today
Yesterday

Last Monday
Last Tuesday
Last Wednesday
Last Thursday
Last Friday

Last Saturday
Last Sunda

Last Week
This Month
Last Month
This Quarter
Last Quarter
This Year
Last Year

These relative dates are calculated with regard to the current date so that they remain

relevant to the period intended over time, unlike actual dates which cover only a specific
period.

o Date range

Date range

2016-02-11 2016-02-11

Although relative dates are flexible and remain relevant over time, there may be a case
where you need to enter a specific range of dates. You can type a date directly into the date
field, or click on the date field and a calendar control will drop down below the field. Use

the mouse to select a date, scrolling between months via the <> arrow icons at the top of
the control,



Date Range

‘ 2015-05-08 2015-05-12
< May 2015 >
sun Mon Tue Wed Thu Fri Sat v

| 26 27 28 29 30 O1 DE:

03 04 05 o7 m 09
Apply
10 11 ﬂ 13 14 15 16

17 18 19 20 21 22 23

or click the May 2015 field to bring up a different control that allows you to quickly scroll
between months and years.

Date Range

‘ 2015-05-08 ‘ 2015-05-12

-4 20@ ?

‘ v
Jan Feb Mar Apr

Apply

May Jun Jul Aug
Sep Oct Nov Dec

Time range

Time range

07:00 v 18:00 v



To exclude calls that occur outside of the normal working hours of the Call Center, which
may otherwise affect performance measures, add a start and end time to the report options.
All data outside these times is ignored.

Time Range

07:00 v

00:30
01:00 —
01:30
02:00
02:30
03:00
03:30
04:00

04:30 ||
05:00

2

05:30
06:00 :
06:30

07:30
g0 W
08:30
09:00
09:30
10:00 -

You can't type directly into the start and end time fields, instead use the drop down time
selector to change the times.

° Report period

Period (secs) = k +

This is an option field for ACD Skills Calls Waiting report, when you select this report the
field is enabled, otherwise it remains disabled. The period selected is used to group calls by
the waiting time before they are answered, abandoned or overflowed. The report will create
6 separate bands using the number you enter here and group calls into these bands, using
the calls time to answer and time to abandon to select which band to include it in.

Period (mins) - 2 +

You can enter a number directly into the field or click the + and - buttons to increment or
decrement the number with the mouse.



o Select days to include

Select days to include in report

Select days -

You can exclude any calls received on particular days of the week from your report if you
wish.

This may be useful if, for instance, you want to exclude unanswered calls to you Call Center
at the weekend when nobody was present.

From the drop down list, select those days you want to include in the report. No calls
received at the Call Center on any unchecked day will be included in the report, even if
those calls handled by logged on ACD Agents.

Select Days to include in report

5 days selected -
# Monday

¥ Tuesday

 Wednesday

¥ Thursday
¥l Friday

[J Saturday

[ Sunday

You may wish to track particular trends in your Call Center, such as whether there are more
calls on a Monday than usual or whether calls on Friday take longer to handle than calls
during the week. In which case, check no other day except 'Monday' and only calls received
by the Call Center on any Monday in the date range will be included in the report.



Select Days to include in report

1 days selected -
¢l Monday

[ Tuesday

[ Wednesday

[J Thursday
[ Friday

[ Saturday

[ Sunday

The list will tell you how many days have been selected.
Select Days to include in report

1 days selected v

Only if at least one day is checked will any unchecked days be excluded. By default no days
at all will be checked in the drop down list.



Select Days to include in report

Select Days -
[J Monday

) Tuesday

Ll Wednesday

) Thursday
[ Friday

() Saturday

[l Sunday

If all days are unchecked then instead of all days being excluded, which may be what you
would expect but which would also result in no data being collected for the report, all days
are automatically included in the report.

Unchecking all days will improve the time it takes to process the SQL query that collects the
report data, so we've made this the default.

m Group report by

Group report by -

- Group report by - - v

Some reports, like the 'at a Glance' reports, do not have any group by options. They are
summary reports which have a single line for each item and perhaps Grand Totals if you've
set that option in the Configure Report Options.

Some reports can be grouped to make the data more relevant and easier to interpret. In
that case, you will see the following Group Report By field

Group Report By -

- Group Report By - - v



You now have the option to select a group by option for the report. If you do not choose
any option, the default will be the first in the dropdown list.

Group Report By -

SkillY ear:Month v

SKill
SKillY ear

Skill:Year:-Month
Skill-Year:Month:Day >
Year

Year:Skill

Year:Month:Skill
Year:Month:Day:Skil

Grouping affects how the report appears when generated.

Skill Name Year Month Offered Answered Avg. £
2015 June 4 3 0o
Sub Totals 4 3 0o

Sub Totals 4 3 0o

Skill 42 2015 June 2 1 oo
Sub Totals 2 1 0o

Sub Totals 2 1 0o

Skill 43 2015 June 2 1 i
Sub Totals 2 1 0o

Sub Totals 2 1 0o

Grand Totals g 5 0o

Changing the grouping changes the report, even though the data remains the same.

Group Report By -

Year:Month:Skill v

SKill

SkKillY ear

SkillY ear:Month
SkillY ear:-Month:Day
Year

Year:Skill
Year:Month:Skill
Year:Mont l ay SKill




Year Month Skill Name Offered Answered Avag. Al

June Skill 41 4 3 00
Skill 42 2 1 0o

Skill 43 2 1 00

Sub Totals ] 5 0o:

Sub Totals ] 5 0o:

Grand Totals ] 5 0o:

The Group By options you see will be relevant to the type of report you have selected
above. For example:

Select Report from list 7
ACD Agents Customer Activity v
Group Report By -
YearAgent:Customer r

Agent:Customer
Agent:Customer’Year
Agent:Customer’Y ear:Month
Agent:Customer’ ear:Month:Da
ent.Customer

Year:Month:Agent:Customier
Year:Month:Day Agent.Customer

Year Agent Name Customer Offered Answered Avp. A
Name

Erich Hermann | Bernd Jobes 2 1 oo:

Sub Totals 2 1 0o:

Gordon Drew Bernd Jobes 2 2 oo:

Sub Totals 2 2 0o:

Sub Totals 4 3 0o:

Grand Totals 4 3 0o:

o Generate



Click the button to generate the report you have selected with all the options you have
entered.



Named reports

A named report is created by the user, based on one of the standard CCS report. The user gives
the report a unique name and all the report option parameters that are selected in the Report
Options slide out are added to the named report. When the named report is generated these
saved parameters are used. Any of the standard reports can be used as a base report, and a user
can create any number of named reports based on the same standard report if they choose, each
having the exact same or completely different report option parameters if they choose. Named

reports are user based, so a user will only see their own named reports when they log on, never
any other user's named reports.

Select report from list

ACD skills calls handling v

To create a named report simply select a standard report from the drop down list on the Report
Options slide out, then click the New button.

Include selected only

Add named report

Mamed ACD skills calls handling

The 'Add named report' field, pre-populated with a default name for the report based on the name
of the selected standard report, will replace the drop-down list of reports, and two new buttons,
Add and Done, will replace the New and Generate buttons. Any name can be entered to replace

the default name, the only restriction being that no other of the user's named reports can already
be using the same name.

Add named report

enter your own unique name here

We recommend that you use descriptive names to make it easier to identify the report in other
parts of the app.

Include selected only



Add named report

skills calls handling|

At this point you can simply click the Add button and, provided the name is unique, a new named
report is added for you, which will have all the currently selected report option parameters saved
along with it.

Inrlhnde celartad nnbe

Information : Successful

If the operation is successful, a small message box informs you it, otherwise you will see an error
message box warning you that the name you entered was not unique.

Error : This name is in use. Enter a different
name.

If you did not select anything in the Report options items table, you will also see a small
information box telling you that nothing was selected and that when the named report is generated
all items will be included in the report.

Information : If no item is selected then all
items will be included by default

Once added you can select the new named report from the drop-down list of available reports,
shown as a member of a new report group, called Named, that will have been added to the drop-
down list.



Select report from list

skills calls handling v

Named
skills calls handling h‘
ACD skills
ACD skKills at a glance
ACD sKills analysis
ACD skills calls handling
ACD skills calls breakdown
ACD skills service level
ACD skills abandoned calls
ACD skills agent handling
ACD skills agent breakdown
ACD skills customer activity
ACD skills wrap-up analysis
ACD sKills calls waiting
ACD skills agent logon activity
ACD agents
ACD agents at a glance
ACD agents analysis
ACD agents skill handling
ACD agents skill breakdown -

 »

The Named group will always appear at the top of the drop-down list, with the listed named
reports sorted into Skill, Agent, Agent Group, Customer, Wrap up code and Break Time code order.

The Named group will not be shown if there are no named reports, either because you have not
yet added any or because you have removed them all.

Select report from list

skills calls handling T

Based on ACD skills calls handling

Remove Generate

Include selected only
When you select a named report from the list, a small label will appear below the selected report
telling you which standard report the named report is based on. At the same time, all the report
option parameters that were saved along with the named report will be selected in the various
option fields. You can immediately generate the named report by clicking the Generate button in
the same way as you would generate a standard report.



skills calls handling
11/02/2016 - 11/02/2016 between 07:00-13:00
for: Skill 41, Skill 42, Skill 43

Skill name Offered Answered Service level % Calls that Avg. queue Avg.ring Avg. talk Avg. wrap-up Avg.agent Avg. trunk Avg. call time
queued
[ 5 83% 0 0000 00:05 02:32 0015 0252 0237 02552
Skill 42 2 2 100% 0 00:00 00:06 01:07 00:10 01:23 01:13 0123
Skill 43 3 2 66% D 00:00 00:05 01:02 00:10 01:17 01:07 0117
Grand totals 1 9 81% 0 00:00 00:05 01:53 00:12 0z:11 01:58 0z

The unique name you gave the named report will be displayed in place of the standard report
description that is usually shown, but other than that there is no difference between generating a
named report and the standard report it is based on.

You can change the parameters of any named report as you can for standard reports. If any
parameter changes, it could be a new start time, a new relative date, or a change in the selected
items,

Select report from list

skills calls handling v

Based on ACD skils calls handling

Remove Generate

Include selected only

Name Select
Skill 41 |
Skill 42 Lﬁ
Skill 43 |

an Apply button will appear next to the Remove button.



Select report from list

skills calls handling v

Based on ACD skills calls handling

@
Include selected only

n

Mame Select

Skill 41 I
Skill 42 O
Skill 43 I

If you click Apply then the changes you made to the report parameters will be saved to the
selected named report and the next time you select it from the list all the new parameters will be
shown and, importantly, the new parameters are the ones that will be used when the named report
is next generated, either manually or automatically.

7

skills calls handling
11/02/2016 - 11/02/2016 between 07:00-18:00
for: Skill 41, Skill 43

Skill name Offered Answered Service level % Calls that Avg. queue Avg. ring Avg.talk Avg. wrap-up Avg.agent Avg. trunk Avg. call time
queued
Skill 41 & g 83% 0 00:00 00:05 02:32 00:18 02:52 02:37 02:52
Skill 43 ) 2 66% b 0 00:00 00:05 01:.02 00:10 01:47 01:.07 0147

Grand totals 9 7 7% 0 00:00 00:05 02:06 00:13 02:25 0z:11 02:25

If you do not click Apply, but instead select another report on the list or move to another App
tab, all changes will be ignored and the named reprot parameters will remain as they were. The
only thing you can't change is the name of the named report. The screenshots below show the
procedure.

First you select the required standard report and click New, then, when you have entered a suitable
unique name and set all the report parameters to what you require, click the Add button to create



the named report, and finally, select the named report from the drop-down list to see which
paramters have been set.

Reports options Reports options
? ?
Select report from list Add named report
ACD agents logon activity - agents logon activity report for this week
Include selected only Include selected only
Name Select ™ Name Select ™
Bernd Jobes [+ Bernd Jobes |
Erich Hermann O Erich Hermann (]
Gordon Drew [+ Gordon Drew |
Nick Gibbs (] Nick Gibbs a
Relative date Relative date
This week v This week v
Date range Date range
2016-02-07 2016-02-11 2016-02-07 2016-02-11
Time range Time range
07:00 v 18:00 v 07:00 A 18:00 v
Period (secs) 5 + Period (secs) 7 ¥
Select days to include in report Select days to include in report
5 days selected - 5 days selected -
Group report by - Group report by -
Date:Agent:Skill v Date:Agent:Skill v
Add named report
agents logon activity report for this week
=2
ﬂ@d Done



Reports options

Select report from list

Select report from list
agents logon activity report for this week v

agents logon activity report for this week v .
Based on ACD agents logon activity

3

Named
skills analysis
skills at a glance
skills calls handling Include selected only
Named Agent groups at a glance

Named Wrap-up codes at a glance

Named Break time codes at a glance Bernd Jobes 7]
ACD skills
ACD skills at a glance
AGCD skills analysis Erich Hermann (]
ACD skills calls handling
ACD skills calls breakdown
ACD skills service level Gordon Drew 7]
ACD skills abandoned calls
ACD skills agent handling
ACD skills agent breakdown Nick Gibbs O
ACD skills customer activity
ACD skills wrap-up analysis <
Relative date Relative date
Today M This week v
Date range Date range
2016-02-25 2016-02-25 2016-02-07 2016-02-11
Time range Time range
07:00 v 18:00 v 07-00 ¥ 18-00 v
Period (secs) - 2 + Period (secs) - 2 +
Select days to include in report Select days to include in report
Select days M 5 days selected -
Group report by - Group report by -
- Group report by - - M Date:Agent:Skill v

m Generate Generate

and when generated the new named report takes the parameters you have saved with it.



Logon date Agent name
2016-02-08 Gordon Drew
Sub totals
2016-D2-10 Gordon Drew
Sub totals
2016-02-11 Gordon Drew
Sub totals
Grand totals

Skill name

Skill 41

Sub totals

Skill 41
Sub totals

Skill 41

Sub totals

agents logon activity report for this week
07/02/2016 - 11/02/2016 between 07:00-18:00

Logon time Log off date
09:48:13 2016-02-08
10:45:19 2016-02-08
13:51:50 2016-02-08
15:47:16 2016-02-08
16:02:59 2016-02-08
16:49:54 2016-02-08
09:40:08 2016-02-10
09:56:16 2016-02-11
16:08:12 2016-02-11
16:22:19

for : Bernd Jobes, Gordon Drew

Log off time Logged on for
10:44:33 56:20
131818 02:32:59
15:46:59 01:55:00
16:02:46 15:30
16:40:44 4645
19:00:20 02:10:26

08:37:09

08:37:09

19:00:41 00:20:33

09:20:33

09:20:33

15:65:42 05:50:26
16:21:48 13:36
00:00

06:13:02

06:13:02

24:10:44

You can remove a named report at any time. Simply click the Remove button.

Select report from list

Include selected only

?

Monthly Agent groups agent activity v

Based on Agent groups agent activity

Group 1

Group 2

Select ™

[+

™|

Monthly Agent groups agent

01/02/2016 - 11/02/2016 between 07:00-1:
for: Group 1, Group 2

Answered Avg.answer = Avg.calltime Service level%  Abanc
27 00:.05 03:.20 81% €
26 00:05 03:18 89% 3
53 00:05 03:19 85% g
a7 nn-Ne n2-an o440l =

A dialog will appear warning you that the named report will be competely removed from the

database.



o) Mitel | v

Remove named report

Reports options

Femove the selected item, all references to this item will be removed completely from the database

Select report from list Cancel

Monthly Agent groups agent activity v

Based on Agent groups agent activity

Remove Generate

Include selected only

T |

B 27 00:05 03:20 B81% 6 00:06 ]
Erp] “ 2 00:05 03:18 89% 3 00:05 0
At this point you can cancel the operation or remove the named report completely.
Reports options
? ACD skills at a glance
" 11/02/2016 - 11/02/2016 between 07-:00-18:00
Information : Successful »%
for;: ACD skills ata glance
Select report from list
ACD skills at a glance v
m V. answer Avg. call time | Service level % Calls that Abandoned Avg. aba
Include selected only I::? queued
00:04 02:52 100% 0 0 ool
Name Select T 00:07 0127 100% 0 0 000l
B 00:05 01:17 56% 0 1 00D
||
Group 1 - 00:05 02:17 88% 0 1 00:0

Once removed, the named report cannot be accessed again and even if it was included in a
schedule, it will not be generated the next time the schedule runs. See Schedules Tab for more

details about schedules and how they work with named reports.



Descriptions

The reports are split into 6 categories. In each category are the following reports.
ACD Skills

» ACD Skills at a Glance

» ACD Skills Analysis

» ACD Skills Calls Handling

» ACD Skills Calls Breakdown

» ACD Skills Service Level

» ACD Skills Abandoned Calls

» ACD Skills Agent Handling **

» ACD Skills Agent Breakdown **
» ACD Skills Customer Activity

« ACD Skills Wrap-up Analysis

» ACD Skills Calls Waiting

» ACD Skills Agent Logon Activity **

ACD Agents

« ACD Agents at a Glance **

« ACD Agents Analysis **

« ACD Agents Skill Handling **

e ACD Agents Skill Breakdown **

e ACD Agents Service Level **

e ACD Agents Customer Activity **
« ACD Agents Wrap-up Analysis **
» ACD Agents Break Time Analysis **
« ACD Agents Logon Activity **

« ACD Agents Non ACD Activity **
» ACD Agents Completed Calls *8

Groups

e Agent Groups at a Glance

e Agent Groups Agent Activity **

« Agent Groups Skill Activity

» Agent Groups ACD Performance

» Agent Groups Non ACD Performance
Customers

» Customers at a Glance

wrap-up

* Wrap-up Codes at a Glance

Break Time



» Break Time Codes at a Glance

** Reports not available if Hide Personal Data option set during installation.



Grouping and Totals

Some reports are summary reports that are not grouped and do not have sub totals. These are the
‘At A Glance' reports for ACD Skills, ACD Agents, Customers, wrap-up Codes, and Break Time Codes,
and the ACD Agent Completed Call report

Group Report By -

- No Group By options - v

You will see 'No Group By options' in the 'Group Report By' field of the Report Options slide out.
The report generated will have just one summarized entry for each selected item, and in the 'At a
Glance' reports, grand totals if you've set that option in the Report Options Configuration.

Skill Name Offered Answered Avg. Answer  Avg. Call Time | Service Level%  Calls that Abandoned = Avg.Abandon = TransferredIn | Transferred  Overflowe
Queued Out

13 11 00:07 01:27 849% (in 15) 3
Skill 42 8 4 00:07 00:51 50% (in 15) 0

Skill 43 7 5 00:07 RE 71% (in 10) 2
Grand Totals 28 20 00:07 01116 8% 5

00:04
00:00
0003

w oo
e o o o
e o o o
[ A

00:03

An example of the 'ACD Skills at a Glance' report is shown above to illustrate a report with no
'‘Group By' options.

When you select a report that does have Group By options then the 'Group Report By' field in the
Report Options slide out will show the following text

Group Report By -

- Group Report By - - v

Different types of report can be grouped in different ways to suit your needs. The 'Group Report
By' drop down list will hold all the grouping options that are available for the selected report.

Group Report By -

- Group Report By - - v

Skill

SkillY ear

SkillY ear:Month
SkillY ear:-Month:Day
Year

Year:SkKill
Year:Month:Skill
Year:Month:Day:Skill




Group Report By -

- Group Report By - -

SKill:Customer
Skill:Customer:Year
Skill:Customer:Year:-Month
Skill:Customer:Year-Month:Day
Year:Skill:Customer
Year:Month:Skill: Customer

Y ear:Month:Day Skill:Customer

Group Report By -

- Group Report By - -

Agent SEkill

Agent:SKill:Year
Agent:SKill:Year:Month
Agent:Skill-Year-Month:Day
Year:Agent Skill
Year:Month:Agent:Skill

Y ear:Month:Day-Agent:Skill

You select the grouping option that gives you the report you want. Some examples follow of the
same report but with different group by options.

Group Report By -

SKill

SkillYear

SkillYear:Month
SkKill-Year:-Month:Day
Year

Year Skill
Year-Month:SKill
Year-Month:Day:Skill

Group Report By -

Skill-Year:Month

SKill

SKill-Y ear
SKill-Year:Month
SkKill-Year:-Month:Day
Year

Y ear:Skill
Year:Month:SKkill

Y ear:Month:Day:Skill

Skill Name Offered
Skill 41 4
Skill 42 2
Skill 43 2

Grand Totals 8
Skill Name Year
Skill 41 2015
Sub Totals
v Skill 42 2015
Sub Totals
Skill 43 2015
Sub Totals
Grand Totals

Answered

Month

June
Sub Totals

June
Sub Totals

June

Sub Totals

Avg. Answer | Avg. Call Time  Servic

0o:07
0o:10
0o:08
00:07

Offered

=R R R N R R R S

01:55
01:24
01:48
01:48

Answered

T R U R U % ]

hnmmom o~

Avg. 2

0o
00
00
0o
00
0o
0o
0o
0o
0o



Group Report By -

Year Month Skill Name Offered Answered Avg. Al

Year:Month:Skill v

. June Skill 41 4 3 00:
SkKill
Skill-Year Skill 42 2 1 oo
Sk@ll:‘r’ear:l‘ﬂonth Skill 43 2 1 oo
Skill-Year-hMonth:Day
Year Sub Totals 5 00:
Year: Skil i Sub Totals 5 00:
Year.Month:Skill
Year:Mont ay:SKiII Grand Totals 8 5 00:

The data is the same but the different grouping options generate reports that present the data in
different ways.



Information



ACD Skills at a Glance

ACD skills at a glance
01/01/2015 to 05/11/2015 between 07:00-18:00
for : Skill 41, Skill 42, Skill 43

Skill name Offered Answered Avg. Avg. call Service Calls that Abandoned Avg. Transferred  Transferred Overflowed Overflowed inc. Short calls Short Picked-up Passed to non- Rejected Deflected outg..
answer | time  level% | queued abandon inc. outg. outg. abandons
2 |97 00:04 0113 |@2%an15)| 37 2% 00:06 0 0 15 a7 0(<2) 12 7 0 5 0
Skill 42 147 ‘ a8 00:04 0120 B65% (in 15) 24 19 00:05 0 [ 30 17 0(=<2) 3(=2) 15 1 1 0
Skill 43 122 ‘ a0 00:04 01:10 72% (in 10) 28 22 00:05 0 [ 10 0 0(<2) 5(<2) 5 0 2 42
Grand totals 507 ‘ 385 00:04 01:14 73% 89 67 00:05 0 0 55 54 0o 12 37 1 8 42

xs

This report has no Group By options, it is available in summary format only and includes the
following information:

» ACD Skill Name
« Offered

« Answered

o Avg. Answer

» Avg. Call Time

« Service Level %
« Abandoned

» Avg. Abandon

« Overflowed Out
« Overflowed In

« Transferred In

« Transferred Out
« Short Calls

« Short Abandons
» Picked Up

« Passed to Non ACD
» Rejected

« Deflected

Example report printout:



Report Parameters

ACD skills at a glance

From: Thu, 1 Jan 20156 printed on: Fri, & Mov 20156
To: Fri, 6 Nov 2015 at: 14:14:51
Between: 07:00-18:00
Reporton: Skill 41, Skill 42, Skill 43
Skillname Offered Answered Abandoned Overflowed Service Avg.call Avg. Avg. Short Short
outg. level % time answer abandon calls abandons
Skill 41 238 197 28 15 Bzﬁéb[in 01:13 00:04 00:08 0 4
Picked-up 17 Passed to non-ACD 0
Overflowed inc. ) Transferred inc. 0
Rejected i Deflected outg. 0
Skill 42 147 98 19 30 ES%}[in 01:20 00:04 00:05 0 3
Picked-up 15 Passed to non-ACD 1
Overflowed inc. 17 Transferred inc. 0
Rejected 1 Deflected outg. 0
Skill 43 122 50 22 10 ?2_?%.:I[in 01:10 00:04 00:05 0 5
Picked-up 5 Passed to non-ACD 0
Overflowed inc. ] Transferred inc. 0
Rejected 2 Deflected outg. 42
Grand totals 507 385 67 55 73% 01:14 00:04 00:05 0 12
Picked-up v Passed to non-ACD 1
Overflowed inc. 54 Transferred inc. 0
Rejected 8 Deflected outg. 42



ACD Skills Analysis

ACD skills analysis

01/01/2015 to 05/11/2015 between 07:00-18:00

Skill name Offered Answered Avg. Avg.call Service Callsthat Abandoned Avg. Transferred Transferred Overflowed Overflowed Allagents Max.wait Nologged Short Short
answer ftime  level%  queued abandon| inc. outg. outg. inc. busy  fime onagents calls  abandons
238 197 0004 | 0113 82% a7 2 00:06 0 0 15 Ed 15 0 0 0 4
Skill 42 147 98 00:04 01:20 85% 24 19 00:05 0 [ 30 17 a 18 3 0 3
Skill 43 122 90 00:04 01:10 72% 28 22 00:05 0 [ 10 0 5 0 5 0 5
Grand totals 507 385 00:04 01:14 3% 89 67 00:05 0 0 55 54 29 18 8 0 12

Skill

Skill:Year
Skill:-Year:Month
Skill:Year:Month:Day
Year:

Year:Skill
Year:Month:Skill
Year:Month:Day:Skill

It includes the following information:

Offered

Answered

Avg. Answer

Avg. Call Time
Service Level %
Calls That Queued
Abandoned

Avg. Abandon
Transferred In
Transferred Out
Overflowed Out
All Agents Busy
Max. Wait Time
No Logged On Agents
Overflowed In
Longest Queue
Longest Answer
Longest Abandon
Short Calls

Short Abandons
Picked Up

Passed to Non ACD

for: kil 41, Skill 42, Skill 43

This report has the following Group By options:

Picked- Passedto Rejected Deflected External Longest Longest

up
17
18
5

3T

non-ACD

5
B
2

outg.

answered
0

0
0
0

queue
00:13
00:08
00:18
00:18

answer
0013
o018
00:15
00:18

Longest
abandon

00:20
00:11
00:11
00:20



» Rejected
« Deflected

Example report printout:

ACD skills analysis

Report Parameters

From: Thu, 1 Jan 2015 printed on: Fri, 6§ Mov 2015
To: Fri, 6 Nov 2015 at: 141557
Between: 07:00-18:00
Reporton: Skill 41, Skill 42, Skill 43

Offered Answered Abandoned Overflowed outg. Calls that Picked-up Passedto
Service queued non-ACD
SKkill name
Avg. Avg. Allagents Max.wait No logged level % Avg. call Rejected Deflected
answer abandon busy time on agents time
Skill 41 238 197 26 15 82% a7 17 0
00:04 00:08 15 0 0 01:13 5 0
Skill 42 147 98 19 30 65% 24 15 1
00:04 0o:05 9 18 3 01:20 1 0
Skill 43 122 ao 22 10 72% 28 5 0
00:04 0o:05 5 0 5 01:10 2 42
Cnend [nals 385 67 55 73% 89 37 1

00:04 00:05 29 18 ] 0114 B 42



Skill name Year

Skill 41 2015

Subtotals
skill 42 2015

Subtotals
Skill 43 2015

Month

June
July
August
September
October
November
Sub totals

June
duly
August
September
October
November
Sub totals

June

Offered

126

Answered

ACD Skills Calls Handling

Service level %

Calls that
queued

ACD skKills calls handling
01/01/2015 to 05/11/2015 between 07:00-18:00
for : Skill 41, Skill 42, Skill 43

Avg. queue

00:02
00:04
00:00
00:01
00:00
00:00
00:02
00:02
00:01
00:02
00:00
00:02
00:00
00:00
00:01
00:01
00:04

Avg. ring

00:05
00:04
00:04
00:04
00:05
00:06
00:04
00:04
00:08
00:05
00:07
00:05
00:04
00:09
00:06
00:06
00:05

This report has the following Group By options:

- Skill

o Skill:Year

o Skill:Year:Month

« Skill:-Year:Month:Day

e Year:

o Year:Skill

« Year:Month:Skill

* Year:Month:Day:Skill

It includes the following information:

o Offered
« Answered

o Service level %

« Calls that queued

o Avg.
o Avg.
o Avg.
o Avg.
o Avg.
o Avg.
o Avg.

Example report printout:

queue
ring

talk
wrap-up
agent
trunk
call time

Avg. talk

01:01
00:50
0206
00:32
00:45
0101
00:55
00:55
01:04
01:44
00:35
00:31
00:42
01:03
01:06
01:06
00:58

Avg. wrap-up

00:12
00:11
0011
00:12
00:10
00:15
00:11
00:11
00:08
00:07
00:10
00:10
00:40
00:10
00:08
00:08
00:08

Avg. agent

01:18
01:06
0221
00:49
0101
0123
01:12
01:12
0117
01557
00:50
00:47
00:56
0122
01:19
01:19
01:10

Avg. trunk

01:08
00:54
02:10
00:37
00:51
01:08
00:59
00:59
01:09
01:49
00:40
00:37
00:46
01:12
01:11
01:11
01:02

Avg. call time

01:19
01:06
0221
00:50
01:01
0123
01:12
01:12
01:18
01:57
00:50
00:48
00:56
0122
01:20
01:20
01:10

xs




ACD skills calls handling

Report Parameters

From: Thu, 1 Jan 2015 printed on: Fri, 6 Nov 2015
To: Fri, 6 Nov 2015 at: 14:16:44
Between: 07:00-15:00
Report on:  Skill 41, Skill 42, Skill 43
Skillmame Offered Answered Service Calls that Avg. Avg.  Avg.talk Avg. Avg. Avg. Avg. call
level % queued quele ring wrap-up agent trunk time
Skill 41 238 197 82% 37 oo:.02 00:04 00:55 0D:12 01:12 01:00 01:13
Skill 42 147 L] 65% 24 oD:02 0o:.07 01:06 00:08 01:20 01:11 01:20
Skill 43 122 a0 72% 28 00:03 00:05 00:56 00:09 01:10 01:.01 01:10
Grand totals 507 385 73% 8o 00:02 00:04 00:58 00:10 01:13 01:03 01:14



ACD Skills Calls Breakdown

ACD sKills calls breakdown

01/01/2015 to 05/11/2015 between 07:00-18:00
for: Skill 41, Skill 42, Skill 43

Skill name Offered Answered Abandoned | Overflowed  Transferred  Overflowed inc. Transferred Rejected | Deflected outg.  Recovered External External External Internal Internal Internal

outg. outg. inc. ACDcalls | answered  abandoned  overflowed | answered | abandoned | overflowed
238 197 % 15 ] a7 ] 5 ] 0 0 0 0 172 20 9
Skill 42 147 a8 19 30 0 17 0 1 0 [ 0 [ 0 89 15 26
Skill 43 122 90 22 10 0 0 0 2 42 [ 0 [ 0 90 22 10
Grand totals 507 385 67 55 0 54 0 42 0 0 0 0 351 57 a5

This report has the following Group By options:

o Skill

o Skill:Year

« Skill:Year:Month

« Skill:-Year:Month:Day
e Year:

« Year:Skill

« Year:Month:Skill

* Year:Month:Day:Skill

It includes the following information:

« Offered

« Answered

« Abandoned

» Overflowed outgoing
 Transferred outgoing
» Overflowed incoming
 Transferred incoming
» Rejected
 Deflected outgoing
» Recovered ACD calls
« External answered

« External abandoned
« External overflowed
« Internal answered

« Internal abandoned
« Internal overflowed

Example report printout:



ACD skills calls breakdown

Report Parameters

From: Thu, 1Jan 2015 printed on: Fri, § Nov 2015
To: Fri, & Nov 2015 at: 15:23:26
Between: 07:00-18:00
Reporton: Skill 47, Skill 42, Skill 43

Offered Answered  Overflowed Transferred Rejected Recovered External Internal
outg. outg. ACD calls
Skill name
Abandoned  Overflowed Transferred Deflected Answered Abandoned  Overflowed Answered Abandoned  Overflowed
inc. inc. outg. outg. outg.
Skill 41 238 197 18 0 5 0 0 0 0 172 20 9
26 37 i} o
Skill 42 147 o8 a0 0 1 0 0 0 0 80 15 26
19 17 i} o
Skill 43 122 90 10 0 2 0 0 0 0 a0 22 10
22 i} i} 42
Grand totals 507 385 55 0 8 0 0 0 0 351 57 45

67 54 0 42



ACD Skills Service Level

ACD sKills service level
01/07/2015 to 30/09/2015 between 07:00-18:00
for: Skill 41, Skill 42, Skill 43

Year Month skill name Offered Answered | Abandoned | Overflowed  Service level%  Callsthat | Avg.answer | Avg.abandon Avg.callime  Longestqueve | Longest
outg. queued answer

uly Skl 41 a9 59 8 2 85% (in 15) 1 0004 0008 01:06 0001 00:08
Skill 42 25 20 3 2 80% (in 15) [} 00:05 0004 01:57 0001 00:09

skill 42 34 2% 4 4 76% (in 10) 4 0004 0005 01:16 00:00 00:07

Sub totals 128 105 15 8 80% 7 00:04 00:08 ot:18 00:01 00:00

August Skill 41 6 5 1 0 83% (in 15) 0 0003 0005 0221 0000 00:06

Skill 42 7 [} 0 1 85% (in 15) 0 00:04 00.00 00:50 00.00 00:06

Skill 43 3 3 0 0 100% (in 10) 0 00:04 0000 01:43 0000 00:06

Sub totals I 14 1 1 89% 0 00:03 00:05 o127 00:00 00:06

September skill 41 3 27 4 1 84% (in 1) 8 0004 0006 00:50 0004 o0:12

Skill 42 25 11 13 1 44% (in 15) 0 0005 0006 00:48 0001 00:08

Skill 43 18 8 10 0 38% (in 10) 8 00:06 00.07 00:43 0003 00:15

Sub totals 75 46 27 2 5% 2% 00:04 00:06 00:48 00:04 00:15

Sub totals 219 165 3 1 75% a7 00:04 00:08 01:10 00:04 00:15

Grand totals 219 165 a3 11 75% a1 00:04 00:06 01:10 00:04 00:15

This report has the following Group By options:

o Skill

o Skill:Year

« Skill:Year:Month

« Skill:-Year:Month:Day
e Year:

« Year:Skill

» Year:Month:Skill

* Year:Month:Day:Skill

It includes the following information:

» Offered

» Answered

» Abandoned

» Overflowed outgoing
 Service level %
 Calls that queued
e Avg. answer

» Avg. abandon

e Avg. call time

» Longest queue

e Longest answer

Example report printout:



Report Parameters

ACD skills service level

From: Thu, 1 Jan 2015 printed on: Fri, 6 Nov 2015
To: Fri 6 Mov 2015 at: 141744
Between: 07:00-18:00
Report on:  Skill 41, Skill 42, Skill 43
Skillmname Offered Answered Abandoned Overflowed Service Calls Avg. Avg. Avg. Longest Longest
outg. level % that answer abandon call queue answer
queued time

Skill 41 238 167 26 15 82% (in kN 00:04 00:06 01:13 00:04 00:13
15)

Skill 42 147 ag 19 a0 65% (in 24 00:04 0o:05 01:20 00:01 0o:18
15)

Skill 43 122 ao 22 10 T2% (in 28 00:04 00:05 01:10 00:03 00:15
10)

Grand totals 507 385 67 55 73% 84 00:04 00:05 01:14 00:04 00:18



ACD Skills Abandoned Calls

ACD skills abandoned calls

01/07/2015 to 30/09/2015 between 07:00-18:00
for: Skill 41, Skill 42, Skill 43

Customer Callers® Date Callingat  into Skillgroup  for Agent Waited for
name number

25 2015-07-01 113903 SKil43 | Erich Hermann 00:06
Gordon Drew 2 2015-07-01 114005 Skill 43 Bermnd Jobes 00:03
Bernd Jobes 2 2015-07-02 123543 Skill43 | ErichHermann 00:08
Nick Gibbs 2 20150702 1254148 Skill 41 None 00:08
Nick Gibbs 2 20150702 125500 Skill 41 None 00:09
Nick Gibbs 23 2015-07-02 12:66:48 Skill 41 None 0o:11
Erich Hermann 24 2015-07-02 13:00:30 Skill 42 Gordon Drew 00:06
Bernd Jobes 25 2015-07-02 13:02:24 Skill 43 None 0o:11
Erich Hermann 24 2015-07-02 1303112 Skill 41 None 0o:11
Erich Hermann 24 2015-07-02 130357 Skill41 None 00:10
Nick Gibbs 23 2015-07-03 144424 Skill 42 None 00:08
Nick Gibbs 23 2015-07-03 1448:17 Skl 42 Bermnd Jobes 00:00
Bemd Jobes F 20150703 153336 Skill 41 Gordon Drew 00:09
Bernd Jobes 25 2015-07-09 14:16:23 Skill 41 Erich Hermann 00:04
Bernd Jobes 25 2015-07-15 11:46:35 Skill 41 Gordon Drew 00:08
Bernd Jobes 25 2015-08-24 16:36:37 Skill 41 Gordon Drew 00:05
Bernd Jobes 25 2015-09-01 10:32:22 Skill 42 Nick Gibbs. 00:03

This report has no Group By options:

It includes the following information:

» Customer name
« Callers' number
» Date

» Calling at

« into Skill group
» for Agent

« Waited for

Example report printout:

ACD skills abandoned calls

Report Parameters

From: Tue, 1 Sep 20156 printed on: Fri. 6 Nov 2015
To: Sat, 31 0ct2015 at: 14:19:00
Between: 07:00-15.00
Report on:  Skill 41

Customer name Callers' number Date Calling at into Skill group for Agent Waited for
Bernd Jobes 25 2015-09-10 122742 Skill 41 Erich Hermann 0o:01
Bernd Jobes 25 2015-09-16 16:27.44 Skill 41 Gordon Drew 0o.ov

Erich Hermann 24 2015-09-18 16:45:36 Skill 41 Gordon Drew 00:08&

Bernd Jobes 25 2015-09-21 14:16:19 Skill 41 Erich Hermann 0o:08




Skillname  Agent name

Skill 41 Bernd Jobes

Erich Hermann
Gordon Drew
Nick Gibbs
Subtotals
Skill42 Bernd Jobes
Erich Hermann
Gordon Drew
Nick Gibbs
Subtotals
Skill 43 Bernd Jobes
Erich Hermann
Gordon Drew
Nick Gibbs
Subtotals

Grand totals

This report has the

 Skill:Agent
 Skill:Agent:Year

ACD Skills Agent Handling

Offered Answered  Abandoned  Service level% Avg.answer  Avg.abandon = Avg.calltime
2 2 0 100% 00:03 00:00 01:19
39 36 3 a2% 00:04 00:04 01:08
46 41 5 89% 00:04 00:07 01:08
12 12 0 100% 00:03 00:00 00:48
% 91 8 95% 00:03 00:05 01:05
1 0 1 0% 00:00 00:00 00:00
1 1 ] 100% 00:08 00:00 01:40
4 3 1 75% 00:07 00:06 01:01
45 ES) 9 7% 00:04 00:07 01:28
52 37 1 61% 00:04 00:06 01:25
17 14 3 82% 00:04 00:05 01:08
26 18 8 69% 00:04 00:07 01:42
4 3 1 50% 00:08 00:05 01:08
2 2 0 100% 00:04 00:00 00:39
49 37 12 75% 00:04 00:06 01:08

200 165 3 % 00:04 00:06 01:10

following Group By options:

 Skill:Agent:Year:Month
« Skill:Agent:Year:Month:Day

 Year:Skill:Agent

* Year:Month:Skill:Agent
* Year:Month:Day:Skill:Agent

It includes the following information:

» Offered

» Answered

» Abandoned
 Service level %
« Avg. answer

» Avg. abandon
e Avg. call time
» Longest answer
e Longest abandon
e Longest talk

» Longest call

Example report printout:

ACD skills agent handling

01/07/2015 to 30/09/2015 between 07:00-18:00

for: Skill 41, Skill 42, Skill 43

Longest
answer

00:04
00:42
00:08
00:08
00:12
00:00
00:08
00:09
00:00
00:09
00:07
00:07
0015
00:08
00:15
00:45

Longest
abandon

00:00
00:08
00:09
00:00
00:09
00:00
00:00
00:06
00:11
00:11
00:07
00:09
00:05
00:00
00:09
00:11

Longest talk

01:03
05:04
03:19
01:07
05:04
00:00
01:02
01:04
12581
121
01:24
01:34
01:33
01:03
01:34
12:51

Longest call

01:07
05:07
03:21
01:14
05:07
00:00
01:10
o111
1256
12:55
01:31
01:40
01:38
01:07
01:40
12:55

xis



ACD skills agent handling

Report Parameters

From: Tue, 1 Sep 2015 printed on: Fri, & Nov 2015
To: Sat, 31 0ct2015 at: 14:19:28
Between: 07:00-15.00
Reporton: Skill 41, Skill 42, Skill 43

Offered Answered Abandoned Service Awvg. Avg. Avg. Longest Longest Longest Longest

Skill name::Agent name level % answer abandon call answer abandon talk call
time
Skill 41::Erich Hermann 15 13 2 86% 00:05 00:04 0045 DD12 00:08 02:18 02:30
Skill 41::Gordon Drew 18 17 2 80% 00:04 0o:07 0D0:55  DD:0B 00:08 02:11 02:15
Sub totals Agent name 34 30 4 87% 00:04 0005 00:50 o012 00:08 0218 02:30
Skill 42:Nick Gibbs 23 13 9 56% 00:05 0o:.07 0049 DOD:08 oo:11 01:13 01:20
Sub totals Agent name 23 13 9 56% 00:05 00.07 00:49 00:08 00:11 0113 01:20
Skill 43::Bernd Jobes 3 1 2 33% 00:03 00:05 0D:32 0D:03 00:07 0o:19 0o:22
Skill 43::Erich Hermann 12 g L] f0% 00:05 00:07 0o:59  DD:O7 00:09 01:09 01:13
Skill 43::Gordon Drew 2 1 1 0% 00:15 00:05 0D0:30 DD:AS 00:05 00:05 00:20
Skill 43 Nick Gibbs 1 1 0 100% 00:05 00:00 0012 D005 00:00 0o:03 oo:os
Sub totals Agent name 18 9 9 45% 00:.05 00.06 0047 00:15 0009 01.00 0113

Grand totals 75 52 22 59% 00:04 0006 0049 005 0o:11 0213 02:30



ACD Skills Agent Breakdown

ACD skills agent breakdown
01/07/2015 to 30/09/2015 between 07:00-18:00
for: Skill 41, Skill 42, Skill 43

Skilname | Agentname Offered Answered | Abandoned | Overflowed | Transferred | Picked-up Rejected | Deflected outg.  Short calls Short
outg. outg. abandons
Bemd Jobes 2 2 0 0 0 2 0 0 0 ]
Erich Hermann 39 36 3 0 0 1 0 0 0 1
Gordon Drew 45 4 5 0 0 0 0 0 0 o
Nick Gibbs 12 12 0 0 0 1 0 0 0 o
Sub totals 99 a1 8 0 0 1 0 0 0 1
Skill 42 Bemd Jobes 1 0 1 0 0 0 0 0 0 1
Erich Hermann 1 1 0 0 0 1 0 0 0 ]
Gordon Drew 4 3 1 0 0 3 0 0 0 o
Nick Gibbs 4 33 a 4 0 0 0 0 0 o
Sub totals 52 37 11 4 0 4 0 0 0 1
Skill 43 Bemd Jobes 17 i 3 0 0 0 0 3 0 0
Erich Hermann 2 18 g 0 0 0 0 1 0 ]
Gordon Drew 4 3 1 0 0 1 0 0 0 o
Nick Gibbs 2 2 0 0 0 1 0 0 0 o
Subtotals 4 37 12 0 0 2 0 4 0 o
Grand totals 200 165 3 4 0 20 0 4 0 2

This report has the following Group By options:

 Skill:Agent
 Skill:Agent:Year
 Skill:Agent:Year:Month

« Skill:Agent:Year:Month:Day
 Year:Skill:Agent

* Year:Month:Skill:Agent

* Year:Month:Day:Skill:Agent

It includes the following information:

» Offered

e Answered

» Abandoned

» Overflowed outgoing
» Transferred outgoing
 Picked-up

» Rejected

» Deflected outgoing
 Short calls

 Short abandons

Example report printout:



ACD skills agent breakdown

Report Parameters

From: Tue, 1 Sep 2015 printed on: Fri, & Mov 2015
To: Sat, 31 0Oct 2015 at: 14:43:13
Between: 07:00-18:00
Reporton: Skill 41, Skill 42, Skill 43

. Offered Answered Abandoned Overflowed Transferred Picked- Rejected Deflected Short Short
Skill name::Agent name

outg. outg. up outg. calls abandons

Skill 41::Erich Hermann 15 13 2 0 0 1 ] ] 0 1
Skill 41::Gordon Drew 19 17 2 0 0 0 0 0 0 0
Sub totals Agent name 34 30 4 0 0 1 0 0 0 1
Skill 42::Nick Gibbs 23 13 g 1 0 0 0 0 0 0
Sub totals Agent name 23 13 ] 1 0 0 0 0 0 0
Skill 43::Bernd Jobes 3 1 2 0 0 0 0 0 0 0
Skill 43::Erich Hermann 12 g s} 0 0 0 0 0 0 0
Skill 43::Gordon Drew 2 1 1 0 ] ] 0 0 0 0
Skill 43:Nick Gibbs 1 1 0 0 0 0 0 0 0 0
Sub totals Agent name 18 g ] 0 0 0 0 0 0 0

Grand totals 75 52 22 1 0 1 0 0 0 1



ACD Skills Customer Activity

ACD skills customer activity
01/07/2015 to 30/09/2015 between 07:00-18:00
for : Skill 41, Skill 42, Skill 43

Year Month skill name Customer Offered Answered | Avg.amswer | Avg.calltime |  Avg. talk Avg.wrapup  Service level% Abandoned | Avg.abandon Longest Longest talk
name answer
July skl 41 Bermd Jobes 53 50 00:04 0101 00:45 00:11 94% 3 00:08 00:08 01:14
Erich Hermann 3 1 0002 0336 0319 00:15 3% 2 00:10 0002 0318
Gordon Drew 1 0 00:00 00:00 00:00 00:00 0% 0 00:00 00:00 00:00
Nick Gibbs 12 8 00:04 01:23 01:04 00:14 66% 3 00:08 00:07 01:22
Sub totals 69 59 00:03 01:06 00:50 00:11 48% 8 00:07 00:08 03:19
Skill 42 Bernd Jobes 21 19 00:05 01:59 0147 00:07 90% 0 00:00 00:09 1251
Erich Hermann 1 0 0000 00:00 o000 00:00 0% 1 0006 o000 00:00
Gordon Drew 1 1 0005 017 0102 00:10 100% 0 00:00 0005 0102
Nick Gibbs 2 0 0000 00:00 0000 00:00 0% 2 0003 0000 00:00
Sub totals 25 20 00:05 01:56 01:44 00:07 AT% 3 00:04 00:09 12:51
Skill 43 Bernd Jobes 7 4 00:03 01:19 01:06 00:10 57% 3 00:07 00:07 01:15
Erich Hermann 2 2 00:06 00:45 00:29 00:10 100% 0 00:00 00:07 00:31
Gordon Drew 7 5 00:04 01:15 01:03 00:07 1% 1 00:03 00:05 01:05
Nick Gibbs 8 15 0004 0118 0105 0008 83% 0 00:00 o007 0134
Sub totals s 2% 00:04 01:15 ot:02 00:08 % 4 00:06 00:07 01:34
Sub totals 128 105 00:04 01:18 01:03 00:10 57% 15 00:06 00:08 12:51
August Skl 41 Bernd Jobes 5 5 00:03 0221 0208 00:11 83% 1 0008 00106 0504

This report has the following Group By options:

o Skill:Customer

o Skill:Customer:Year

o Skill:Customer:Year:Month

e Skill:Customer:Year:Month:Day
« VYear:Skill:Customer

« Year:Month:Skill:Customer

* Year:Month:Day:Skill:Customer

It includes the following information:

» Offered

e Answered

e Avg. answer

e Avg. call time

» Avg. talk

* Avg. wrap-up
 Service Level %
« Calls That Queued
» Abandoned

» Avg. abandon
e Longest answer
e Longest talk

Example report printout:



ACD skills customer activity

Report Parameters

From: Tue, 1 Sep 2015 printed on: Fri, § Nov 2015
To: Sat 31 0Oct2015 at: 14:43:35
Between: 07:00-12:00
Reporton: Skill 41, Skill 42, Skill 43

Offered Answered Avg. Avg. Avg.  Avg.  Service Abandoned Avg. Longest Longest

Skill name::Customer name answer call talk wrap- level% abandon answer talk
time up

Skill 41::Bernd Jobes 32 28 00:04 0052 0036 DO 87% 3 00:05 o012 0z2:18

Skill 41:Erich Hermann 1 0 0o:00 0000 0000 D000 0% 1 o0:08 00:00 00:00

Skill 41::Gordon Drew 2 2 00:04 0026 0006 D015 100% 0 00:00 00:05 00:09

Sub totals Customer name 35 30 00:04 0050 00:34 001 62% - 00:05 0oz 0218

Skill 42::Bernd Jobes 24 12 00:05 0052 D035 D010 50% 11 00:05 00:08 01:13

Skill 42::Erich Hermann 2 1 0o:0z 0015 0003 D00 50% 1 00:08 o0:02 00:03

Skill 42::Gordon Drew 1 0 0000 0000 0000 D000 0% 1 oo 00:00 00:00

Sub totals Customer name 27 13 00:04 0049 00:32 0010 33% 13 00:05 0o:08 01:13

Skill 43::Bernd Jobes 12 7 0D:0s 0055 0038 0010 50% ] 00:07 0015 01:09

Skill 432 Erich Hermann 1 0 0o:oo0 0000 0000 D000 0% 1 00:07 00:00 00:00

Skill 43::Gordon Drew - 2 oo:04  00:22 0011 D007 50% 2 00:07 00:05 00:19

Skill 43::Nick Gibbs 2 0 0o:00 0000 DO:0D D000 0% 2 00:05 00:00 00:00

Sub totals Customer name 19 g 00:05 0047 00:32 0009 26% 10 00:06 00:15 0109

Grand totals 81 52 00:04 0049 00:33 0010 38% 27 00:06 00:15 02:18



ACD Skills wrap-up Analysis

ACD skills wrap-up analysis
01/01/2015 to 05/11/2015 between 07:00-18:00
for : Skill 41, Skill 42, Skill 43

Skilname  Wrapupcode  Answered | Avg.answer  Avg.calltime | Servicelevel%  Callsthat | Transferred | Transferred  Longest | Longesttalk  Longestcall
queved inc. outg. answer
No code 142 0004 01:07 100% 14 0 o 0012 05:04 05:07
Product Query 13 00:05 017 100% 1 0 o 00:13 0127 0130
Sales Query 12 00:05 0206 100% 1 0 ] 00:10 09:02 0403
Support g 00:05 01:09 100% 2 0 [ 00:12 0141 0150
Technical Query 10 00:05 01:21 100% 1 0 ] 00:10 0152 0155
Wrong Number 1 00:05 01:47 100% 0 0 ] 00:10 02:08 0217
Sub totals 197 00:04 01:12 100% 19 0 o 00:13 09:02 08:03
skl 42 No code 72 00:04 0127 100% 9 0 o 00:08 1251 1255
Product Query 7 00:07 0111 100% 0 0 o 00:11 0108 01:15
Sales Query 3 00:02 00:57 100% 0 0 ) 0003 0107 01:10
Support 5 00:07 01:15 100% 0 0 ] 00:13 0118 0127
Technical Query 2 00:04 00:36 100% 0 0 ] 0008 0022 0028
wrong Numper g 00:06 00:57 88% 1 0 0 00:18 0108 01:12
Sub totals 8 00:04 01:20 a8% 10 0 o 00:18 12:51 1255
Kl 43 No code 50 00:04 0108 ag 3 0 o 00:15 0134 01:40
Product Query 7 00:05 01:10 100% 1 0 ] 0008 0103 01:11
Sales Query 5 00:04 01:47 100% 0 0 [ 0008 0207 0z:10

This report has the following Group By options:

o Skill:wrap-up

« Skill:wrap-up:Year
 Skill:wrap-up:Year:Month

« Skill:wrap-up:Year:Month:Day
 Year:Skill:wrap-up

» Year:Month:Skill:wrap-up

* Year:Month:Day:Skill:wrap-up

It includes the following information:

« Answered

o Avg. Answer

» Avg. Call Time

» Service Level %
« (alls That Queued
« Abandoned

» Avg. Abandon
» Transferred In

» Transferred Out
» Longest Answer
» Longest Talk

» Longest Call

Example report printout:




Report Parameters

From: Thu, 1Jan 2015
To: Tue, 30 Jun 2015

ACD skills wrap-up analysis

Between: 07:00-18:00

Reporton: Skill 41, Skill 43

printed on:

Fri, & Nov 2015

at: 14:45:06

Answered Avg. Avg.  Service Calls  Transferred Transferred Longest Longest Longest

Skill name::Wrap-up code answer call level % that inc. outg. answer talk call
time queued

Skill 41:-nocode 45 00:04 01:10 100% 3 0 0 00:11 01:12 01:18
Skill 41::Product Query 13 00:05 01:17 100% 1 0 0 00:13 01:27 01:30
Skill 41::Sales Query 12 00:05 02:06 100% 1 0 0 0010 0g:02 09:03
Skill 41:Support g 00:05 01:09 100% 2 0 0 00:12 01:41 01:50
Skill 41:Technical Query 10 00:05 01:21 100% 1 0 0 00:10 01:52 01:55
Skill 41:Wrang Number 1 00:05 01:17 100% 0 0 0 00:10 02:08 02:17
Sub totals Wrap-up code 101 00.04 0119 100% 8 0 0 00:13 09:.02 09.03
Skill 43:-nocode 22 00:03 01:10 100% 1 ] ] 00:09 01:12 01:21
Skill 43::Product Query 7 00:05 01:10 100% 1 0 0 00:08 01:03 01:11
Skill 43::5ales Query 5 00:04 01:17 100% 0 0 0 0o:0& 0z2:07 02:10
Skill 43 Support 5 00:04 01:28 100% 0 0 0 0o0:07 03:06 0312
Skill 43::Technical Query 11 0004 0108 100% 0 0 0 0o:08 01:31 01:39
Skill 43:Wrang Number 2 0o:01 00:43 100% 0 0 0 00:03 01:06 01:09
Sub totals Wrap-up code g2 00.03 01:10 100% 2 0 0 00:09 03.06 0312
Grand totals 153 00:04 01:16 100% 10 0 0 00:13 09:02 09:03



Skillname  Service level%  Answered

Skill 41 82%

Skill 42 85%
Skill 43 2%
Grand totals 73%

107
o8
0

385

Waiting
02

(secs)
9
20
21
80

Waiting
34
(secs)
67
28
26
121

ACD Skills Calls Waiting

Waiting
56

(secs)
44
26
27
7

Waiting
78
(secs)
25
12
13
50

ACD sKills calls waiting

01/01/2015 to 05/11/2015 between 07:00-18:00

for: Skill 41, Skill 42, Skill 43

Waiting Waiting Lost
910 >10
(secs) (secs)
7 5 41
9 3 9
2 1 32
28 ] 122

This report has the following Group By options:

Iti

Skill
Skill:Year
Skill:Year:Month

Skill:Year:Month:Day

Year:
Year:Skill
Year:Month:Skill

Year:Month:Day:Skill

Service Level %
Answered

Waiting 0-2"
34"

5-6

7-8"

9-10"

>10 (secs) "
Lost

Waiting 0-2"
34"

5-6

7-8"

9-10"

>10 (secs)

**

ncludes the following information:

Waiting
02

(secs)
18
14
13
45

Waiting
34
(secs)
3
5
3
1

*
This figure will be the 'Period (secs)' you specify in the parameter options for the report

Waiting
54

(secs)

7

Waiting

78

(secs)

5
5
6

16

Waiting
910
(secs)

5

N
6

Waiting
>10
(secs)
5
20
2
27



*%

These figures will be calculated using the 'Period (secs)' number you specify in the options.

Example report printout:

Report Parameters

ACD skills calls waiting

From: Thu, 1.Jan 2015 printed on: Fri, § Nov 2015
To: Tue, 30 Jun 2015 at: 144537
Between: 07:00-15:00
Reporton: Skill 41, Skill 42, Skill 43
Waiting (secs) Waiting (secs)
Skill name Sk Answered Lost

level % 02 34 56 78 040 >10 02 34 56 78 910 =10
Skill 41 80% 101 26 25 20 10 16 4 25 14 2 2 2 2 3
Skill 42 G65% 58 14 19 13 4 5 3 20 13 1 0 1 0 14
Skill 43 78% 52 16 16 12 [ 2 0 14 10 1 2 0 0 1
Grand totals 74% 211 56 60 45 20 23 7 GB 37 4 4 3 2 18



Skilname  Agentname  Logon date
Skill 41 Erich Hermann | 2015-11-02
2015-11-03

Sub totals

GordonDrew | 2015-11-02
2015-11-03

Logon time

09:45:56
11:33:30
14:05:52
14:28:54
14:44:36
145436
16:02:57
15:58:07

09:45:56
11:3331
14:08:52
14:28:54
14:44:36
14:54:36
15:02:57
15:58:06

ACD Skills Agent Logon Activity

Log off date

2015-11-02
2015-11-03
2015-11-03
2015-11-03
2015-11-03
2015-11-03
2015-11-03
2015-11-03

2015-11-02
2015-11-03
2015-11-03
2015-11-03
2015-11-03
2015-11-03
2015-11-03
2015-11-03

Log off time

10:00:15
135923
14:25:58
144144
14:4931
14:50:34
156750
19:00:26

19:00:15
1359:23
142558
14:41:44
14:49:31
14:59:34
15:57:50
19:00:26

Logged on for

09:14:00
02:25:00
20:00
12:00
04:00
04:00
54:00
03:02:00
16:15:00
09:14:00
02:25:00
20:00
12:00
04:00
04:00
54:00
03:02:00

ACD skills agent logon activity
01/11/2015 to 05/11/2015 between 07:00-18:00
for : Skill 41, Skill 42, Skill 43

This report has the following Group By options:

 Skill:Agent:Date
 Skill:Date:Agent
 Date:Skill:Agent
» Date:Agent:Skill

It includes the following information:

« Logon Time

e Log Off Date
e Log Off Time
» Logged on for

Example report printout:

Pxs



Report Parameters

From:

To:
Between:
Report on:

ACD skills agent logon activity

Thu, 1 Oct 2015

Sat, 31 Cct 2015
07:00-18:00

Skill 41, Skill 42, Skill 43

Skill name::Agent name::Logon date

Skill 41

Skill 412
Skill 41::Erich Hermann-2015-10-14
Skill 41z
Skill 41

Skill 41z

~Erich Hermann-2015-10-01

Erich Hermann-2015-10-12

Erich Hermann-2015-10-16
Erich Hermann-2015-10-21
Erich Hermann-2015-10-29

Sub totals Logon date

Skill 41::Gordon Drew-2015-10-01
Skill 41::Gordon Drew-2015-10-12
Skill 41::Gordon Drew-2015-10-14
Skill 41::Gordon Drew-2015-10-29

Sub totals Logon date

Sub totals Agent name

Skill 42::Nick Gibbs-2015-10-01
Skill 42::Nick Gibbs-2015-10-12
Skill 42::Nick Gibbs-2015-10-14
Skill 42::Nick Gibbs-2015-10-29

Sub totals Logon date

Sub totals Agent name

Logon time

10:34:34
09:21:.07
12:08:50
12:01:32
152219
11:40:41

10:34:35
09:18:57
12:08:51
114042

10:34:35
09:19:01
12:08:53
11:49:43

Log off date

2015-10-01
20181012
2015-10-14
2015-10-16
2015-10-21
2015-10-29

2015-10-01
2015-10-12
2015-10-14
2015-10-29

2015-10-01
20181012
2015-10-14
2015-10-29

printed on: Fri 6 Nov 2015

at: 15:08:33

Log off time

19:00:37
19:00:34
19:00:55
19:00:16
19:00:05
19:00:32

19:00:37
10:00:34
19:00:55
19:00:32

19:00:37
19:00:34
19:00:55
19:00:32

Logged on for

08:26:00
09:39:00
06:52:00
05:58:00
03:37:00
07:10:00
42:42:00

08:26:00
09:41:00
06:52:00
07:10:00
32:09:00

74:51:00

08:26:00
09:41:00
06:52:00
07:10:00
32:09:00

32:09:00



ACD Agents at a Glance

ACD agents at a glance
01/11/2015 to 05/11/2015 between 07:00-18:00
for : Bernd Jobes, Erich Hermann, Gordon Drew, Nick Gibbs.

Agentname  Offered |Answered Avg.answer = Avg.callime  Avg.talk  Avg.wrapup Servicelevel% Abandoned Avg.abandon Transferred Picked-up Rejected Deflected Breaks — Avg. | Non-ACD Avg.non-ACD  Non-ACD | Avg.non-ACD

outg. outg. break inc. inc. outg. outg.

i o007 0124 01:02 00:15 100% 0 0000 0 0 0 ] 0 00:00 0 00:00 0 00:00
Gordon Drew [ 0006 0122 0101 00:15 100% 0 00:00 0 0 0 0 1 00:02 0 00:00 0 0000
Nick Gibbs [ 00:08 0122 0103 00:10 100% 0 00:00 0 0 0 o 0 00:00 0 00:00 0 0000
Grand totals ] 00:07 01:22 01:02 00:13 100% 0 00:00 0 0 0 o 1 00:02 0 00:00 0 00:00

This report has no Group By options, it is available in summary format only and includes the
following information:

« ACD Agent Name
» Offered

e Answered

e Avg. Answer

» Avg. Call Time

» Avg. Talk

* Avg. wrap-up
 Service Level %

» Abandoned

» Avg. Abandon

» Transferred Out

» Picked Up

» Rejected

» Deflected

» Breaks

» Avg. Break

« Non ACD In

e Avg. Non ACD In
« Non ACD Out

e Avg. Non ACD Out

Example report printout:



Report Parameters

ACD agents at a glance

From: Thu, 1 Oct2015
To: Sat, 31 Oct2015
Between: 07:00-18:00

Report on: Bernd Jobes, Erich Hermann, Gordon Drew, MNick Gibbs

Answered Abandoned Service Avg.

Avg. Transferred Picked-

printed on: Fri, 6 Nov 2015
at: 15:10:17
Breaks MNon- Avg. Non-

Avg.

level% call talk outg. up ACD non- ACD non-

time inc. ACD outg. ACD

Agent name Offered inc. outg.
Avg. Avg. Avg. Deflected Rejected Avg.
answer abandon wrap- outg. break

up

Erich Hermann 3 3 0 100% 0057 00:44 0 1 0 0 00:00 0 0000
00:04 00:00 00:08 0 0 00:00

Gordon Drew 1 1 ] 100% 01:33 0111 0 0 0 0 0000 O 00:00
00:07 00:00 00:15 0 0 00:00

Nick Gibbs 2 2 ] 100% 00:56 0042 0 0 0 0 0000 O 00:00
00:04 00:00 0010 0 0 00:00

Grand totals 6 6 ] 100% 01:02 0047 0 1 0 0 0000 O 00:00
00:04 00:00 00:09 0 0 00:00



ACD Agents Analysis

ACD agents analysis
01/11/2015 to 05/11/2015 between 07:00-18:00
for : Bernd Jobes, Erich Hermann, Gordon Drew, Nick Gibbs

Agentname  Offered Answered  Avg.  Avg.call Avg.talk Avg.wrap- Servicelevel% Abandoned ~ Avg.  Transferred Pickedup Rejected Deflected Longest Longest Longest Breaks  Avg. NonACD Avg.non-ACD Non-ACD Avg.non-ACD

answer | time up abandon  outg. outg.  answer abandon call break | inc. inc. outg. outg.
1 1 07 0124 0102 00:15 100% ] o000 0 0 0 0 o007 0000 0124 0 00:00 0 00:00 0 00:00
Gordon Drew 1 1 0006 | 0122 | 0101 00:15 100% 0 00:00 0 0 0 0 0008 00:00 0122 1 00:02 0 00:00 0 0000
Nick Gibbs 1 1 o00e | 0122 | 0103 0010 100% o 00:00 0 0 0 0 00:08 00:00 0122 0 00:00 0 00:00 0 0000
Grand totals 3 3 00:07 | o01:22 | 01:02 00:13 100% o 00:00 0 0 0 0 00:09 00:00 | ot1:24 1 00:02 0 00:00 0 00:00

This report has the following Group By options:

o Agent

o Agent:Year

» Agent:Year:Month

» Agent:Year:Month:Day
* Year:

e Year:Agent

* Year:Month:Agent

* Year:Month:Day:Agent

It includes the following information:

» Offered

e Answered

e Avg. Answer

» Avg. Call Time
» Avg.Talk

* Avg. wrap-up
 Service Level %
» Abandoned

» Avg. Abandon
» Transferred Out
» Picked Up

» Rejected

» Deflected

e Longest Answer
» Longest Abandon
» Longest Call

» Breaks

» Avg. Break

« Non ACD In

e Avg. Non ACD In
« Non ACD Out



* Avg. Non ACD Out

Example report printout:

ACD agents analysis

Report Parameters

From: Thu, 1 Oct2015 printed on: Fri, § Mov 2015
To: Sat 31 Oct2015 at: 15:10:47
Between: 07:00-18:00
Reporton: Bernd Jobes, Erich Hermann, Gordon Drew, Mick Gibbs

Answered Abandoned Awvg. Service Transferred Picked- Breaks Mon- HNon- Longest Longest

talk level % outg. up ACD ACD answer call
inc.  outg.
Agentname Offered — pyq Avi. Avg.  Avg.  Deflected Rejected Avg.  Avg.  Avg.  Longest
answer abandon  wrap- call outg. break non- non- abandon
up time ACD ACD
inc.  outg.
Erich Hermann 3 3 0 00:44  100% 0 1 0 0 0 00:06 01:23
00:04 00:00 0o:08 0057 0 0 00:00  00:00 0000 0O0:00
Gardon Drew 1 1 0 0111 100% 0 0 0 0 0 oo.07 01:33
00:.07 00:00 0015 D1:33 0 0 00:00 0000 0000 DO:DD
Nick Gibbs 2 2 0 0042 100% 0 0 0 0 0 00:07 01:30
00:04 00:00 0010 0O0:R6 0 0 00:00  00:00 0000  00:00

(=]
-
o
(=]
(=]

Grand totals 6 6 0 0047 100% 0o:ov 01:33
00:04 00:00 0008  01:02 0 0 0000 0000 0000 0000



ACD Agents Skill Handling

Year Agent name Skill name Offered Answered  Avg.answer  Avg.calltime  Service level %

Bemd Jobes Skill 41 2 2 00:03

kil 42 2 1 00:08
Skill 43 49 35 00:04

Sub totals 53 38 00:04

Erich Hermann Skill41 95 8 00:04
Skill 42 5 5 00:07

Skill 43 62 40 00:04

Sub totals 162 127 00:04

Gordon Drew Skill 41 et 100 00:04
kil 42 8 7 00:05

Skill 43 13 1 00:04

Sub totals 132 18 00:04

Nick Gibbs Skill41 13 13 00:03
Skill42 108 84 00:04

Skill 43 4 4 00:04

Sub totals 125 101 00:03

Subtotals 472 384 00:04

This report has the following Group By options:

» Agent:Skill

» Agent:Skill:Year

» Agent:Skill:Year:Month

» Agent:Skill:Year:Month:Day
» Year:Agent:Skill

* Year:Month:Agent:Skill

* Year:Month:Day:Agent:Skill

It includes the following information:

» Offered

e Answered

* Avg. Answer

» Avg. Call Time
 Service Level %

« (Calls That Queued
» Abandoned

» Avg. Abandon

e Longest Answer
» Longest Abandon
» Longest Talk

» Longest Call

Example report printout:

ACD agents skill handling

01/01/2015 to 05/11/2015 between 07:00-18:00
for : Bernd Jobes, Erich Hermann, Gordon Drew, Nick Gibbs

01:19 100%
01:11 50%
01:47 7%
01:16 73%
01:13 6%
03:15 0%
01:06 84%
01:15 76%
01:15 0%
01:01 87%
01:13 6%
01:13 84%
00:48 100%
01:16 %
00:30 100%
01:10 92%
01:13 81%

Calls that
queued

0

0
5
5
7
3
6

Abandoned

Avg.abandon

00:00
00:00
00:04
00:03
00:08
00:00
00:07
00:06
00:07
00:06
00:02
00:06
00:00
00:06
00:00
00:06
00:05

Longest
answer

00:04
00:08
00:09
00:09
00:12
00:18
00:08
00:18
00:13
00:09
00:15
00:15
00:08
00:43
00:05
00:13
o0:12

Longest
abandon

00:00
00:00
00:07
o0:07
00:09
00:00
00:08
00:09
00:20
00:06
00:08
00:20
00:00
00:11
00:00
00:11
00:20

Longest talk

01:03
01:03
03:06
03:06

1% oso0s

11:30
01:34
1:39
09:02
01:18
01:33
09:02
01:07
1251
01:03
12:51
12:51

Longest call

01:07
01:11
03:12
03:12
05:07
11:44
01:40
11:44
09:03
01:27
01:38
09:03
01:14
12:55
01:07
12:55
12:55




Report Parameters

ACD agents skill handling

From: Wed, 1 Jul 2015 printed on: Fri, 6 Nov 2015
To: Wed, 30 Sep 2015 at: 15:12:.03
Between: 07:00-15:00
Report on: Erich Hermann, Nick Gibbs
Offered Answered Avg. Avg. Service Calls Abandoned Avg. Longest Longest
answer call level % that abandon  answer talk
Agent name:: Skill name time queued
Longest Longest

abandon call
Erich Hermann::Skill 41 39 36 00:04 01.08 82% 3 3 00:04 0012 05:04
o0:08 05:07
Erich Hermann::Skill 42 1 1 0o:08 0110 100% 0 0 00:00 0o:08 01:02
00:00 01:10
Erich Hermann::Skill 43 27 18 00:04 0112 65% - g8 0o:.ov 0o:.0v 01:34
00:08 01:40
Sub totals Skill name 67 55 00:04 01:09 86% 7 1 00:06 00:12 05:04
00:09 05:.07
Nick Gibbs::Skill 41 12 12 00:03 0D:48 100% 1 0 00:00 00:08 01.07
00:00 0114
Nick Gibbs::Skill 42 46 33 0004 01:28 71% 10 ] 00:07 00:09 1281
00:11 12:55
Nick Gibbs::Skill 43 2 2 00:04 00:39 100% 1 0 00:00 00:05 01:03
00:00 01:07
Sub totals Skill name G0 a7 00:03 01:15 90% 12 ] 00:07 00:09 1281
00:11 12:55
Grand totals 127 102 00:03 01:12 88% 19 20 00:06 00:12 12:51
00:11 12:55



ACD Agents Skill Breakdown

ACD agents skill breakdown
01/01/2015 to 05/11/2015 between 07:00-18:00

for: Bernd Jobes, Erich Hermann, Gordon Drew, Nick Gibbs.

Year Agentname | Skillname Offered Answered | Abandoned | Overflowed |Overflowedinc. Transferred | Transferred | Picked-up Rejected | Deflected outg.  Short calls short
outg. outg. inc. abandons
Bemd Jobes Skill 41 2 2 o 0 0 0 0 2 0 0 0 0
skill 42 2 1 1 0 1 0 0 1 0 0 0 1
SKill43 a9 35 5 0 0 0 0 o 1 5 0 0
Sub totals 53 36 6 0 1 0 0 3 1 3 0 1
Erich Hermann | Skill 41 o5 82 & 1 10 0 0 ] 4 0 0 2
skill 42 5 5 0 0 0 0 ‘ 0 0 0 0
skill 42 52 0 a 0 0 0 0 1 1 12 0 0
Sub totals 162 127 7 1 10 0 0 3 5 12 0 2
GordonDrew | Skill 41 1 100 10 0 13 0 0 o 1 0 0 1
skill 42 5 7 1 [ 0 0 0 7 [ 0 0 L o
SKill 43 13 11 z 0 0 0 0 1 0 0 0 1
Sub totals 132 18 13 0 18 0 0 & 1 0 0 2
Nick Gibbs SKill 41 3 13 ] 0 0 0 0 12 0 0 0 0
skill 42 108 n 1 2 10 0 0 2 1 0 0 1
skl 43 4 4 o 0 0 0 0 3 0 0 0 0
Sub totals 125 101 1 12 10 0 0 17 1 0 0 1
Subtotals a1z 384 a1 13 39 0 0 36 8 20 0 6

This report has the following Group By options:

» Agent:Skill

» Agent:Skill:Year

» Agent:Skill:Year:Month

» Agent:Skill:Year:Month:Day
» Year:Agent:Skill

* Year:Month:Agent:Skill

* Year:Month:Day:Agent:Skill

It includes the following information:

» Offered

» Answered

» Abandoned

» Overflowed outgoing
 Transferred outgoing
 Transferred incoming
» Picked-up

e Rejected
 Deflected outgoing
 Short calls

 Short abandons

Example report printout:




ACD agents skill breakdown

Report Parameters

From: Wed, 1 Jul 2015 printed on: Fri, 6 Nov 2015
To: Wed, 30 Sep 2015 at: 15:12:23
Between: 07:00-18:00
Report on: Erich Hermann, Nick Gibbs

Offered Answered Abandoned Overflowed Transferred Picked- Rejected Deflected Short Short
outg. outg. up outg. calls abandons
Agent name::SKill name
Overflowed Transferred

inc. inc.
Erich Hermann::Skill 41 39 36 3 0 0 1 0 0 0 1
1 0
Erich Hermann::Skill 42 1 1 0 0 0 1 0 0 0 ]
0 0
Erich Hermann::Skill 43 27 18 g 0 0 0 0 1 0 0
0 0
Sub totals Skill name 67 55 11 0 0 2 0 1 0 1
1 0
Nick Gibbs::Skill 41 12 12 0 0 0 1" 0 0 0 0
0 0
Mick Gibbs::Skill 42 46 33 g 4 0 0 0 0 0 0
2 0
Nick Gibbs::Skill 43 2 2 0 0 0 1 0 0 0 0
0 0
Sub totals Skill name G0 47 L] - 0 12 0 0 0 0
2 0
Grand totals 127 102 20 4 0 14 0 1 0 1



Agent name Offered Answered

Bemd Jobes 53 28

Erich Hermann 162 127
Gordon Drew 132 118

Nick Gibbs. 125 101
Grand totals 472 384

Abandoned

6
17
13
1
a7

Overflowed
outg.

0
1
0
12
13

ACD Agents Service Level

ACD agents service level
01/01/2015 to 05/11/2015 between 07:00-18:00
for : Bernd Jobes, Erich Hermann, Gordon Drew, Nick Gibbs.

Service level% ~Avg.answer | Avg.abandon Avg.calltme  Avg.talk  Avg.wrap-up Longest.
answer
7% 00:04 00:02 01:47 01:02 00:00 0009
T7% 0004 00:06 01:15 00:50 00:11 00:17
88% 00:04 00:05 01:14 00:57 00:12 00:15
80% 00:04 00:06 01:40 00:57 00:08 00:13
79% 00:04 00:05 01:43 00:58 00:10 00:17
ke

This report has the following Group By options:

» Agent
» Agent:Year
» Agent:Year:Month

» Agent:Year:Month:Day

* Year:
e Year:Agent
* Year:Month:Agent

* Year:Month:Day:Agent

It includes the following information:

o Offered
« Answered
e Abandoned

» Overflowed outgoing

 Service level %
e Avg. answer

» Avg. abandon
e Avg. call time

» Avg. talk

* Avg. wrap-up

e Longest answer
e Longest talk

Example report printout:

Longest talk

186
699
542
™
m



Report Parameters

ACD agents service level

From: Wed, 1 Jul 2015 printed on: Fri, 6 Nov 20156
To: Wed, 30 Sep 2015 at: 151319
Between: 07:00-18:00
Reporton: Bernd Jobes, Gordon Drew
Offered  Answered Abandoned Overflowed Service Avg. Avg.call Avg.talk Longest
level % answer time answer
Year::Month::Agent name
Avg. Avg. Longest
abandon Wrap-up talk
2015, July - Bernd Jabes 20 15 2 75% 00:04 01:12 0o:s7 0007
00:00 00:10 01:24
2015, July - Gordan Drew 30 27 3 a0% 00:04 01:14 00:55 00:09
00:086 oo:i2 03:19
Sub totals Agent name A0 42 A 82% 00:04 01:13 00:56 oo:08
00:03 00:11 03:19
2015, August - Bernd 0 0 0 0% 00:00 00:00 00:00 00:00
dobes 00:08 00:00 00:00
2015, August-Gnrdn_n 4 3 1 T5% 00:04 01:46 01:29 00:06
prew 00:05 00:13 02:07
Sub totals Agent name 4 3 1 3IT% 00:04 0146 01.29 00:.06
00:05 00:13 02:07
2015, September - Bernd 3 1 2 33% 00:03 00:32 00:1g 0o:03
dobes 00:086 00:10 00:19
2015, September—Gnrdqn 20 17 3 80% 00:04 00:51 00:35 00:15
prew 00:05 00:11 02:11
Sub totals Agent name 23 18 A BE% 00:.03 0049 00:34 00:15
00:05 0010 p02:11
Sub totals Month 77 63 11 5a% 00:03 01:08 00:51 00:15
00:04 oo:11 03:19
Grand totals 77 63 11 58% 00:03 01:08 00:51 00:15
00:04 00:11 03:19



ACD Agents Customer Activity

ACD agents customer activity
01/01/2015 to 05/11/2015 between 07:00-18:00
for: Bernd Jobes, Erich Hermann, Gordon Drew, Nick Gibbs.

Agent name Customer Offered Answered Avg. answer Avg. call time Avg. talk Avg.wrap-up Service level%  Abandoned
name
Erich Hermann 8 7 00:04 01:10 0057 00:08 87% 1
Gordon Drew 15 12 0005 0126 (TR 0008 80% 3
Nick Gibbs: 21 19 00:04 01:14 00:59 00:10 90% 2
Sub totals 44 38 00:04 0117 01:02 00:09 85% 6
Erich Hermann | Bemd Jobes 1 % 0004 0147 0101 o011 85% 15
Gordon Drew 10 0 0008 0107 0048 0012 0% 1
Nick Gibbs 23 22 00:05 01:13 00:57 00:10 95% 1
Sub totals 144 127 00:04 01:15 00:59 00:10 90% 7
Gordon Drew Bernd Jobes 102 95 00:04 01:12 00:55 00:12 92% 7
Erich Hermann 10 7 00:05 0142 0124 0012 70% 3
Nick Gibbs 19 % o005 01:16 0100 o011 84% 3
Sub totals 131 118 00:04 01:14 00:57 00:11 82% 13
Nick Gibbs Bernd Jobes 97 89 00:04 01:12 00:59 00:08 91% 8
Erich Hermann 5 4 00:04 01:03 00:49 00:09 80% 1
Gordon Drew 10 8 00:03 0054 00:44 0005 80% 2
Sub totals 112 101 00:03 01:10 00:57 00:07 83% 1"
Grand totals 431 384 00:04 01:13 00:58 00:10 85% a7

This report has the following Group By options:

Agent:Customer
Agent:Customer:Year
Agent:Customer:Year:Month
Agent:Customer:Year:Month:Day
Year:Agent:Customer
Year:Month:Agent:Customer
Year:Month:Day:Agent:Customer

It includes the following information:

Offered
Answered

Avg. answer
Avg. call time
Avg. talk

Avg. wrap-up
Service level %
Calls that queued
Abandoned
Avg. abandon
Longest answer
Longest talk

Example report printout:

Avg. abandon

00:07
00:03
00:03
00:03
00:05
00:08
00:00
00:05
00:04
00:07
00:08
00:05
00:05
00:08
00:09
00:06
00:05

Longest
answer

0008
00:09
0009
00:09
00:18
00:11
00:10
00:18
00:15
00:09
00:10
00:15
00:13
00:10
00:08
00:13
00:18

Longest talk

02:07
03:06
01:24
03:06
1139
01:07
01:34
1:39
0802
03:49
01:33
00:02
1251
01:10
01:08
12:51
12:51




ACD agents customer activity

Report Parameters

From: Wed, 1Jul 2015 printed on: Fri, § Mov 2015
To: Wed, 30 Sep 2015 at: 15:13:59
Between: 07:00-18:00
Reporton: Bernd Jobes

Offered Answered Avg. Avg. Avg.  Avg. Service Abandoned Avg.  Longes

Year::Month::Agent name::Customer name answer call talk wrap- level% abandon answer
time up

2015, July - Bernd Jobes:Erich Hermann 2 2 0006 0045 00:209 0040 100% 0 0o:00 pDo:07

2015, July - Bernd Jobes:Gordon Drew 4 3 0004 0147 0103 0010 T5% 1 00.03 00:.05

2015, July - Bernd Jobes:Nick Gibbs 11 10 00:04 0146 0101 0011 00% 1 00:00 00:07

Sub totals Customer name 17 15 0004 0112 0057 0010 B8% 2 00:01 00:07

Sub totals Agent name 17 15 00:04 0142 0057 0010 233% 2 00:01 00:.07

2015, September - Bernd Jobes:Erich 1 0 00:00 0000 0000 0000 0% 1 o0:07 00:00
Hermann

2015, September - Bernd Jobes:Gordon 1 1 0003 0032 0019 0040 100% 0 0000 00:03
Drew

2015, September - Bernd Jobes:Nick Gibbs 1 0 00:00 0000 0000 0000 0% 1 00:06 00:00

Sub totals Customer name 3 1 0003 0032 0019 0010 33% 2 00:06 D0:03

Sub totals Agent name 3 1 0003 0032 0019 000 33% 2 00:06 00:03

Sub totals Month 20 16 00:04 01:09 0054 0010 60% 4 00:04 00:07

Grand totals 20 16 0004 01:09 0054 0010 60% 4 00:04 0o:07



ACD Agents wrap-up Activity

ACD agents wrap-up analysis
01/01/2015 to 05/11/2015 between 07:00-18:00
for: Bernd Jobes, Erich Hermann, Gordon Drew, Nick Gibbs.

Agentname  Wrapupcode = Answered | Avg.answer  Avg.calltime | Service level%  Calls that Transterred
queued inc.
No code 22 0004 01:12 100% 0 0
Product Query 4 00:05 01:13 100% 1 0
Sales Query 4 00:03 01:18 100% [ 0
Support 3 00:06 01:59 100% 0 0
Technical Query 4 0007 01:13 100% [ 0
Wrong Number 1 00:08 o111 100% 0 0
Sub totals 38 00:04 01:17 100% 1 0
Erich Hermann No code 91 0004 01:16 100% 7 0
Product Query 8 00:05 01:16 100% 0 0
Sales Query 5 00:06 0151 100% 0 0
Support 7 00:05 01:08 100% 1 0
Technical Query 9 0004 01:04 100% 1 0
‘Wrong Number 7 00:06 01:08 85% 1 0
Sub totals 127 00:04 01:15 97% 10 0
Gordon Drew | Nocode 80 0004 0108 98% 8 0
Product Query 8 00:05 01:13 100% 1 0
Sales Query 9 00:05 02:03 100% 1 0

This report has the following Group By options:

Agent:wrap-up
Agent:wrap-up:Year
Agent:wrap-up:Year:Month
Agent:wrap-up:Year:Month:Day
Year:Agent:wrap-up
Year:Month:Agent:wrap-up
Year:Month:Day:Agent:wrap-up

It includes the following information:

Answered

Avg. Answer

Avg. Call Time
Service Level %
Calls That Queued
Transferred In
Transferred Out
Longest Answer
Longest Talk
Longest Call

Example report printout:

Transferred
outg.
0

Longest
answer

00:09
00:06
00:07
00:07
00:09
00:08
00:09
00:12
00:11
00:10
00:12
00:09
00:18
00:18
00:15
00:13
00:10

Longest talk

0124
01:03
0207
03:06
01:31

01:03
03:06
11:30
01:13
03:34
01:11

01:05
0208
11:39
03:19
0127
09:02

Longest call

01:31
01:09
02:10
03:12
01:39
01:11
03:12
11:44
01:47
03:35
01:20
01:14
0217
11:44
03:21
01:30
09:03



ACD agents wrap-up analysis

Report Parameters

From: Thu, 1 Jan 2015 printed on: Fri, 6 Mov 2015
To: Fri, & Nov 2015 at: 1511442
Between: 07:00-18:00
Reporton: Bernd Jobes, Erich Hermann

Answered Avg. Avg. Service Calls Transferred Transferred Longest Longest Longest

Year::Agent name::Wrap-up code answer call level%  that inc. outg. answer talk call
time queued

2015 - Bernd Jobes:-nocode 22 00:04 0142 100% 0 0 0 0o:09 01:24 01:31

2015 - Bernd Jobes::Product 4 0005 0113 100% 1 0 0 00:06 01:03 01:.09
Query

2015 - Bernd Jobes: Sales Query 4 0003 0118 100% 0 0 0 00.07 0z2.07 0210

2015 - Bernd Jobes::Support 3 00:06 0159 100% 0 0 0 0o0:.07 03:.06 0312

2015 - Bernd Jobes: Technical 4 0007 0119 100% 0 0 0 00:09 01:31 01:39
Query

2015 - Bernd Jobes:Wrong 1 0008 0141 100% 0 0 0 0o:08 01:03 01:11
MNumber

Sub totals Wrap-up code 38 o004 0147 100% 1 0 0 oo:08 03:.06 0312

2015 - Erich Hermann:-nocode a1 0004 0116 100% 7 0 0 00:12 11:39 11:44

2015 - Erich Hermann::Product g 0005 0116 100% 0 0 ] 00:11 01:13 01:47
Query

2015 - Erich Hermann::Sales g 0006 0151 100% 0 0 0 00:10 03:34 03:35
Cuery

2015 - Erich Hermann::Suppaort T 0005 0106 100% 1 0 0 0012 01:11 01:20

2015 - Erich Hermann: Technical 9 00:04 01:04 100% 1 0 ] 00:09 01:05 01:14
Query

2015 - Erich Hermann:Wrang T 0006 0108 235% 1 0 0 0018 02.08 027
Number

Sub totals Wrap-up code 127 00:04 01145 a7% 10 0 0 o018 11:38 11:44

Sub totals Agent name 166 00:04 01145 98% 11 0 0 o018 11:39 11:44

Grand totals 165 00:04 01:15  98% 1 0 0 0o:1a 11:39 11:44



ACD Agents Break Time Activity

ACD agents break time analysis
01/01/2015 to 05/11/2015 between 07:00-18:00
for : Bernd Jobes, Erich Hermann, Gordon Drew, Nick Gibbs.

Year Month Agentname | Break code Breaks Avg.break | Total breaks

June Bemd Jobes | Assistance 2 0122 0244
Gomfort Break 1 00:09 0008
Scheduled 2 0021 00:42
Sub totals 5 00:43 03:35
Erich Hermann | Nocode 4 0010 00:41
Assistance 3 0025 0117
Called Away 3 0201 05:03
Comfort Break 4 0031 0205
Scheduled 3 010 03:15
Sub totals 17 00:46 13:21
GordonDrew | Assistance 1 0033 0033

Called Away 1 0230 02:30 )
Comfort Break 1 0013 00:13
Sub totals 3 01:05 03:16
Nick Gibbs No code 1 00:02 0002
Assistance 1 00:04 00:04
Comfort Break 1 0231 0231

This report has the following Group By options:

» Agent:Break Code

» Agent:Break Code:Year

» Agent:Break Code:Year:Month

» Agent:Break Code:Year:Month:Day
» Year:Agent:Break Code

* Year:Month:Agent:Break Code

* Year:Month:Day:Agent:Break Code

It includes the following information:
» Breaks
» Avg. Break

« Total Breaks

Example report printout:



ACD agents break time analysis

Report Parameters

From: Thu, 1Jan 2015 printed on: Fri, § Nov 2015
To: Fri, 6§ Nov 2015 at: 15:15:08
Between: 07:00-18.00
Reporton: Bernd Jobes, Erich Hermann
Agent name::Break code Breaks Avg. break Total breaks
Bernd Jobes:-nocode [ 0o:08 00:53
Bernd Jobes: Assistance 2 0122 02:44
Bernd Jobes::Comfort Break 1 00:09 00:09
Bernd Jobes::Scheduled Break 2 0021 0042
Sub totals Break code 11 0023 04:28
Erich Hermann:-naocode & 00:32 04:19
Erich Hermann: Assistance 3 0025 0117
Erich Hermann::Called Away 3 0201 0603
Erich Hermann::Comfort Break 4 00:31 02:05
Erich Hermann::Scheduled Break 3 01:05 03:15
Sub totals Break code 21 00:48 16:59
Grand totals 32 00:39 2127



Agent name Logon date
2015-06-16
20150617
2015-06-18
2015-068-19

Skill name

Skill 43
Sub totals
Skill43
Sub totals
Skill 43

Sub totals
Skill 43

Sub totals
Skill 43

Logon time

11:32:49

16:01:45

11:19:22
16:50:31

10:05:15
114852
14:27:55
14:39:57
14:5327
16:26:41
154508

15:47:23
16:12:47

Log off date

2015-06-12

2015-06-16

2015-06-17
20150617

2015-06-18
2015-06-18
2015-06-18
2015-06-18
2015-06-18
2015-06-18
2015-06-18

2015-06-19
2015-06-19

ACD Agents Logon Activity

Log off time

14:37:67

19:00:44

112147
19:0045

112213
11:49:15
14:35:53
14:5325
14:58:12
16:26:44
15:46:11

15:19:00
16:4337

Logged on for

03:05:00
03:05:00
02:56:00
02:58:00
02:00
02:10:00
02:12:00
01:16:00
00:00
07:00
13:00
04:00
00:00
01:00
01:41:00
01:00
00:00

ACD agents logon activity
01/01/2015 to 05/11/2015 between 07:00-18:00

for : Bernd Jobes, Erich Hermann, Gordon Drew, Nick Gibbs

This report has the following Group By options:

e Agent:Date
» Agent:Skill:Date
» Agent:Date:Skill
» Date:Agent
» Date:Agent:Skill
» Date:Skill:Agent

It includes the following information:

« Logon Time

e Log Off Date
e Log Off Time
» Logged on for

Example report printout:

xis



Report Parameters

ACD agents logon activity

From: Sun, 1 Moy 20156 printed on: Fri, 6 Nov 2015
To: Fri, &6 Nov 2015 at: 15:16:01
Between: 07:00-18:00
Report on: Bernd Jobes, Erich Hermann
Logon date::Agent name Logon time Log off date Log off time Logged on for
2015-11-02-Erich Hermann 059:45:56 2015-11-02 19:00:15 09:14:00
Sub totals Agent name 09:14:00
2015-11-03-Erich Hermann 11:33:30 2015-11-03 135023 02:25:00
2015-11-03-Erich Hermann 14:05:52 2015-11-03 14:25:58 20:00
2015-11-03-Erich Hermann 14:28.54 2015-11-03 14:41:44 12:.00
2015-11-03-Erich Hermann 14:44:36 2015-11-03 14:49:31 04:00
2015-11-03-Erich Hermann 14:54.38 2015-11-03 14:50:34 04.00
2015-11-03-Erich Hermann 15:02:57 2015-11-03 15:57:50 54:00
2015-11-03-Erich Hermann 15:58.07 2015-11-03 19:00:28 03:.02:00
Sub totals Agent name 07:01:00
Grand totals 16:15:00



ACD Agents Non ACD Activity

ACD agents non-ACD activity

01/01/2015 to 05/11/2015 between 07:00-18:00
for: Bernd Jobes, Erich Hermann, Gordon Drew, Nick Gibbs.

Agent name Breaks Avg.break | Totalbreaks | Non-ACDinc. | Avg.non-ACD | Longest | Non-ACDoutg. Avg.non-ACD  Longest
inc. incoming outg. outgoing

1 0024 04:28 0 00:00 0000 175 00:16 12:59
Erich Hermann 21 00:48 1659 0 00:00 00:00 3 00:08 00:11
Gordon Drew 5 00:43 0338 0 00:00 00:00 15 00:08 00:22
5 00:43 0339 3 0022 00:37 4 0016 0144

42 00:40 28:44 3 00:22 00:37 230 00:15 12:50

This report has the following Group By options:

Agent

Agent:Year
Agent:Year:Month
Agent:Year:Month:Day
Year:

Year:Agent
Year:Month:Agent
Year:Month:Day:Agent

It includes the following information:

Breaks

Avg. Break

Total Breaks

Non ACD In

Avg. Non ACD In
Longest Incoming
Non ACD Out

Avg. NOn ACD Out
Longest Outgoing

Example report printout:



ACD agents non-ACD activity

Report Parameters

From: Wed, 1 Jul 2015 printed on: Fri, 6 Nov 2015
To: Wed, 30 Sep 2015 at: 151642
Between: 07:00-15:00
Report on: Bernd Jobes, Erich Hermann, Gordon Drew, Mick Gibbs

ST Breaks Avg. break Total Nm_'l-AED Avg.qon- _Longe_st Non-ACD Avg. non- Longs_zst
breaks inc. ACD inc. incoming outg. ACD outg. outgoing
Bernd Jobes G 00:08 00:53 0 00:00 00:00 g2 0o:21 12:50
Erich Hermann - 00:54 03:38 0 0000 0o:00 0 0000 0o:00
Gaordon Drew 1 00:20 00:20 0 0000 0o:00 7 0009 0o:14
Mick Gibbs 1 00:28 0028 1 0037 0037 25 Qo9 01:44

Grand totals 12 00:26 05:19 1 00:37 00:37 114 0019 12:59



ACD Agents Completed Calls

ACD agents completed calls
01/01/2015 to 05/11/2015 between 07:00-18:00
for : Bernd Jobes, Erich Hermann, Gordon Drew, Nick Gibbs

Agent name Date Skill name Started at Duration Calltype Callstatus | Customer  Dialled number  Callcode  Queuetime Ringtime Talk time | Wrap-up time
name
2015-06-12 Skill43 121103 0148 ACD Answered | Gordon Drew 43 Technical Query  00:00 00:08 0131 00:08
2015-06-16 SKill 43 10322 00:03 AGD Abandoned | Gordon Drew 43 none 0003 00:00 00:00 00:00
SKill 43 150322 00:09 ACD DeflectedOut | Gordon Drew 45 none 00:00 00:09 00:00 00:00
15:03:33 02118 Break None none Assistance 00:00 00:00 00:00 00:00
skill 43 150554 0123 AcD Answered | Gordon Drew 3 Support 00:00 00:07 0108 0010
2015-06-17 SKill 43 111028 00:55 ACD Answered | Gordon Drew 43 Sales Query 00:00 00:07 o0:2 0010
Skl 43 112043 00:43 ACD Answered | NickGibbs 43 Technical Query| 0000 00:08 0031 0010
SKill 43 16:51:03 0101 ACD Answered | Nick Gibbs 43 Product Query 00.02 00:03 0052 00:04
2015-06-18 skill 43 10:08:19 02:19 ACD Answered | Erich Hermann 43 Sales Query 00.00 00:03 0207 00:09
skill 42 14:27:58 01:19 ACD Answered | Nick Gibbs 43 Product Query 00:00 00:06 01:03 0010
143255 00:31 Outgoingnon- | DialledOut none 4 none 00:00 00:00 o031 00:00
143625 00:24 Outgoing non- | DialledOut none 4 none 00:00 00:00 0024 00:00
Skl 43 144000 00:03 ACD Rejected Nick Gibbs 43 none 0000 00:03 00:00 00:00
SKill 43 145337 00:09 ACD DeflectedOut | Nick Gibbs 43 none 00:00 00:03 00:00 00:00
145349 00:08 Break None none Scheduled 00:00 00:00 00:00 00:00
skill 42 15:45:12 00:09 ACD DeflecteaOut | Nick Gibbs 43 none 00:00 00:09 00:00 00:00
154522 00:33 Break None none Scheduled 00:00 00:00 00:00 00:00

This report has no Group By options, it is available in summary format only and includes the
following information:

« ACD Agent Name
» Date

« Skill Name

» Started At

e Duration

» Call Type

« (all Status

e Customer Name
» Dialled Number
« Call Code

e Queue Time

e Ring Time

e Talk Time

e wrap-up Time

Example report printout:

ACD agents completed calls

Report Parameters

From: Thu, 1Oct2015 printed on: Fri, & Nov 2015
To: Sat, 31 0ct2015 at: 151758
Between: 07:00-18:00
Reporton: Erich Hermann, Gordon Drew, Nick Gibbs

Agent name Date Skillname  Started at Duration Call type Call status  Customer Dialled Callcode Queuetime Ringtime Talk time Wrap-up

name number time

Erich Hermann  2015-10-01 Skill 43 10:34:38 01:23 ACD Answered Elgégg 43 none 00:00 00:05 01:08 00:10
Erich Hermann  2015-10-16 Skill 41 12:01:33 01:21 ACD Answered Elgégg 41 none 00:00 00:03 01:03 00:15
Erich Hermann  2015-10-29 Skill 41 11:40:46 00:09 ACD Answered ‘l?gégds 41 none 00:00 00:06 00:03 00:00
Gordon Drew  2015-10-12 Skill 41 10:36:01 01:33 ACD Answered ‘?gégg 41 none 00:00 00:07 01:11 0015
Nick Gibbs  2015-10-12 Skill 42 10:35:38 01:30 ACD Answered ‘l?gégg 42 none 00:00 00:07 01:13 0010
Nick Gibbs 2015-10-29 Skill 42 11:50:00 00:22 ACD Answered Bernd 42 none 00:00 00:01 00:11 00:10

Jobes



Agent Groups at a Glance

Agent groups at a glance
01/01/2015 to 05/11/2015 between 07:00-18:00
for: Group 1, Group 2

Groupname ~ Offered Answered | Avg.answer | Avg.calltime | Servicelevel% ~Abandoned | Avg.abandon Transferred | Transferred Breaks Avg.break | Non-ACDinc. | Avg.non-ACD  Non-ACD outg. Avg.non-ACD
inc. outg. inc.
iees | 1536 00:04 0114 80% 188 00:05 0 0 168 0041 12 00:22 as6 00:15
Group 2 w2 | 7ss 00:04 01:14 % 102 00:05 0 0 11 00:40 9 0022 672 0015
Grand totals 2008 | 234 00:04 01:14 78% 290 00:05 0 0 279 00:40 21 00:22 1,628 00:15

This report has no Group By options, it is available in summary format only and includes the
following information:

« Group name

» Offered

» Answered

» Avg. answer

e Avg. call time
 Service level %

» Abandoned

» Avg. abandon

» Transferred incoming
» Transferred outgoing
» Breaks

» Avg. Break

* Non ACD In

e Avg. Non ACD In

» Non ACD Out

e Avg. Non ACD Out

Example report printout:



Agent groups at a glance

Report Parameters

From: Thu, 1.Jan 2015 printed on: Fri, 6 Nov 2015
To: Fri, 6 Nov 2015 at: 15:19:30
Between: 07.00-158:00
Reporton: Group 1, Group 2

Offered Answered Avg.call Service Abandoned Transferred Transferred Breaks Non- Non-

time level % inc. outg. ACDinc. ACD

outg.

Group name Avg. Avg. Avg. Avg. Avg.
answer abandon break non- non-

ACDinc. ACD

outg.

Group 1 1888 1536 01:14 80% 188 0 0 168 12 054
00:04 00:05 00:41 00:22 00:15

Group 2 1020 748 01:.14 77% 102 0 0 11 g G672
00:.04 00:05 00:40 00:22 00:15

Grand totals 2008 2334 01:14 78% 200 0 ] 279 21 1628

00:04 00:05 00:40 00:22 00:15



Agent Groups Agent Activity

Agent groups agent activity
01/01/2015 to 05/11/2015 between 07:00-18:00
for: Group 1, Group 2

Groupname | Agentname Offered Answered | Avg.answer | Avg.calltme  Service level% Abandoned | Avg.abandon = Tramsferred | Transferred Breaks Avg.break | NonACDinc. Avg.non-ACD | Non-ACD outg. Avg.non-ACD
inc. outg. inc. outg.
BT e oo 212 152 00:04 01:17 7% 24 00:02 0 0 44 0024 0 00:00 700 00:16
Erieh Hermann 648 508 0004 0118 7% 68 0006 0 0 84 0048 0 00:00 * 0008
Gordon Drew 528 472 00:04 01:14 88% 52 00:05 0 0 20 0043 0 00:00 80 00:09
Nick Gibbs 500 404 00:04 01:10 80% 44 00:06 0 0 % 20 0043 12 00:22 160 00:16
Sub totals 1888 1536 00:04 01:43 79% 188 00:05 0 0 168 00:40 12 00:22 956 00:15
Group2 | Bemd Jobes 159 14 00:04 01:17 71% 18 00:02 0 0 33 0024 0 00:00 525 00:16
Erich Hermann 486 381 00:04 01:15 T1% 51 00:06 0 0 63 00:48 0 00:00 27 00:08
Nick Gibbs 375 303 00:04 01:10 80% 33 00:06 0 0 15 0043 9 00:22 120 00:16
Sub totals 1,020 798 00:04 01:13 76% 102 00:05 0 0 m 00:40 9 00:22 672 00:15
Grand totals 2908 2334 00:04 01:43 % 200 00:05 0 0 279 00:40 2 00:22 1628 00:15

This report has the following Group By options:

« Group:Agent

« Group:Agent:Year

» Group:Agent:Year:Month

» Group:Agent:Year:Month:Day
e Year:Group:Agent

* Year:Month:Group:Agent

* Year:Month:Day:Group:Agent

It includes the following information:

» Offered

» Answered

e Avg. answer

e Avg. call time
 Service level %

» Abandoned

» Avg. abandon

» Transferred incoming

» Transferred outgoing

» Breaks

e Avg. break

« Non ACD incoming

e Avg. non ACD incoming
« Non ACD outgoing

« Avg. non ACD outgoing

Example report printout:



Report Parameters

Agent groups agent activity

From: Thu, 1.Jan 2015 printed on: Fri, 6§ Mov 2015
To: Fri, 8 Nov 2015 at: 15:19:57
Between: 07:00-18:00
Reporton: Group 1, Group 2
Offered  Answered Avg. call Service  Abandoned Transferred Breaks Non-ACD MNon-ACD
time level % inc. inc. outg.
Group name::Agent name Avi. Avg. Transferred Avg.  Avg.non- Avg. non-

answer abandon outg. break ACD inc. ACD
outg.

Group 1::Bernd Jobes 212 152 01:A7 T1% 24 0 44 0 700
00:04 0o:02 0 0024 00:00 00:16

Group 1:Erich Hermann 648 a08 0115 T7% 68 0 84 0 g
00:04 00:08 0 00:48 00:00 0o:08

Group 1::Gordon Drew 28 472 0114 233% A2 0 20 0 a0
00:04 00:05 0 00:43 00:00 00:09

Group 1:Nick Gibbs 500 404 01:10 80% 44 0 20 12 160
00:04 00:08 0 00:43 0o:2z 00:16

Sub totals Agent name 1888 1536 01:13 79% 188 0 168 12 956
00:04 00:05 0 00:40 0022 00:15

Group 2:-Bernd Jobes 159 114 01:A7 71% 18 0 33 0 A28
00:04 0o:02 0 0024 00:00 00:16

Group 2::Erich Hermann 486 381 0115 T7% A 0 63 0 27
00:04 00:05 0 0048 0o:00 0o:08

Group 2:Nick Gibbs 375 303 01:10 80% 33 0 15 9 120
00:04 00:08 0 00:43 00:22 00:16

Sub totals Agent name 1020 798 01:13 6% 102 0 111 g 672
00:04 00:05 0 00:40 00:22 00:15
Grand totals 2008 2334 01:13 77% 290 0 2749 21 1628
00:04 00:05 0 00:40 00:22 00:15



Agent Groups Skill Activity

Groupname | Skill name Offered Answered | Avg.answer | Avg. calltime
Skill 41 884 788 00:04 o112
Skill 42 492 385 00:04 0121
Skill 43 512 350 00:04 01:10
subtotals 1888 1536 00:04 01:13
Group 2 sl 41 330 201 00:04 0110
skill 42 345 270 00:04 0122
skill 43 345 237 00:04 0109
Subtotals 1020 798 00:04 01:13
Grand totals 2,908 2334 00:04 01:13

Group:Skill

Group:Skill:Year
Group:Skill:Year:Month
Group:Skill:Year:Month:Day
Year:Group:Skill
Year:Month:Group:Skill
Year:Month:Day:Group:Skill

It includes the following information:

Offered
Answered

Avg. answer
Avg. call time
Avg. talk

Avg. wrap-up
Service level %
Abandoned
Avg. abandon
Longest answer
Longest abandon
Longest talk

Example report printout:

Avg. talk

00:55
01:07
00:56
00:58
0053
0108
00:56
00:58
00:58

Agent groups skill activity

01/01/2015 to 05/11/2015 between 07:00-18:00

for: Group 1, Group 2

Avg.wrapup  Service level%  Abandoned | Avg.abandon Longest Longest
answer abandon

0012 89% 72 00:06 00:13 00:20
00:09 8% 52 00:05 00:18 00:11
00:08 89% 64 00:04 00:15 00:08
00:10 8% 188 00:05 00:18 00:20
0011 8% 2 00:05 00:12 00:00
00:09 7% 6 00:05 00:18 L 00:11
00:08 a8% 4z 00:05 0008 00:08
00:09 % 102 00:05 00:18 00:11
00:10 8% 290 00:05 00:18 00:20

This report has the following Group By options:

Longest talk

0902
1251
0306
12:51
05:04
1251
0308
12:51
12:51



Report Parameters

Agent groups skill activity

From: Thu, 1.Jan 2015 printed on: Fri, 6 Nov 2015
To: Fri, 6 Nov 2015 at: 15:20:20
Between: 07:00-18:00
Report on: Group 1, Group 2
Offered Answered Avg.call Avg.talk Service  Abandoned Longest Longest Longest
time level % answer abandon talk
Group name:: SKill name
Avg. Avg. Avg.
answer wrap-up abandon

Group 1::5kill 41 ge4 788 01:12 0055 89% 72 0o:13 00:20 09:02
00:04 ooz 00:06

Group 1::5kill 42 492 388 01:21 01:07 78% 52 0o 0o:11 12:51
00:04 00:09 00:05

Group 1:8kill 43 512 360 01:10 00:56 60% 64 00:15 00:09 03:08
00:04 00:09 00:04

Sub totals Skill name 1888 1536 01:13 008 78% 188 oo:18 00:20 1251
00:04 00:10 00:05

Group 2::5kill 41 330 201 01:10 003 88% 24 oo:i2 00:09 05:04
00:04 oo 00:05

Group 2::5kill 42 345 270 01:22 01:08 7% 36 0o 0o:11 12:51
00:04 00:09 00:05

Group 2::8kill 43 345 237 01:09 00:56 68% 42 00:09 00:09 03:08
00:04 00:08 00:05

Sub totals Skill name 1020 798 01:13 008 77% 102 oo:18 00:11 1251
00:04 00:09 00:05

Grand totals 2008 2334 01:13 00:58 78% 280 00:18 00:20 12:51
00:04 00:10 00:05



Agent Groups ACD Performance

Agent groups ACD performance
01/01/2015 to 05/11/2015 between 07:00-15:00
for : Group 1, Group 2

Groupname  Offered Answered | Avg.answer | Avg.calltime | Avg.talk | Avg.wrap-up | Servicelevel% ~Abandoned | Avg.abandon  Longestqueue  Longest Longest  Longesttalk | Longestcall
answer abandon
1888 1536 0004 0114 oo:sa 00:10 80% 188 00:05 0004 00:18 00:20 1251 12:85
Group 2 1020 7a8 0004 0114 0058 00:10 7% 102 00:05 00:04 001 00:11 1251 1255
Grand totals 2.008 2334 00:04 01:14 00:59 00:10 T8% 290 00:05 00:04 00:18 00:20 12:51 12:55

This report has the following Group By options:

« Group

» Group:Year

e Group:Year:Month

» Group:Year:Month:Day
* Year:

» Year:Group

* Year:Month:Group

* Year:Month:Day:Group

It includes the following information:

» Offered

» Answered

e Avg. answer

e Avg. call time
» Avg. talk

* Avg. wrap-up
 Service level %
» Abandoned

» Avg. abandon
» Longest queue
e Longest answer
e Longest abandon
e Longest talk

» Longest call

Example report printout:



Agent groups ACD performance

Report Parameters

From: Wed, 1 Jul 2015 printed on: Fri, 6 Nov 2015
To: Wed, 30 Sep 2015 at: 152105
Between: 07:00-18:00
Report on: Group 1, Group 2

Offered Answered Avg.call Avg.talk Service  Abandoned Longest Longest Longest

time level % queue answer talk

Year::Month::Group name

Avg. Avg. Avg. Longest Longest

answer wrap-up abandon abandon call

2015, July - Group 1 475 420 01:18 01:03 88% 32 000 0o:09 12:51

00:04 00:10 00:04 00:09 12:55

2015, July - Group 2 267 234 01:20 01:06 87% 15 00:01 00:09 12:51

00:04 00:09 00:03 00:06 12:55

Sub totals Group name 743 654 0118 01:.04 87% 47 00:01 0009 12:51

00:04 00:09 00:03 00:09 12:55

2015, August - Group 1 64 56 01:27 01:13 87% 4 00:00 00:08 05:04

00:04 00:10 00:05 00:05 05:07

2015, August - Group 2 36 33 01:23 01:08 91% 0 00:00 00:06 05:04

00:04 00:10 00:00 0o:00 05:07

Sub totals Group name 100 a4 01:25 01:11 9% 4 00:00 00:06 05:04

00:04 00:10 00:05 00:05 05:07

2015, September - Group 276 184 00:47 00:31 65% 88 00:04 0015 02:18

! 00:04 0o:11 00:08 0o:11 02:30

2015, September - Group 147 87 00:45 00:29 50% 57 00:04 00:12 0z2:18

: 00:04 oo 00:08 0o:11 02:30

Sub totals Group name 423 271 0046 00:30 62% 145 00:04 0015 0218

00:04 00:11 00:06 0D:11 02:30

Sub totals Month 1266 1014 01:10 00:a5 79% 196 00:04 00:15 12:51

00:04 00:10 00:05 0D:11 12:55

Grand totals 1266 1014 01:10 00:55 79% 196 00:04 0D:15 12:51

00:04 00:10 00:05 00:11 12:55



Group name | External non-

Group 2

Grand totals

ACD inc.

0

Agent Groups Non ACD Performance

Agent groups non-ACD performance
01/01/2015 to 05/11/2015 between 07:00-18:00
for: Group 1, Group 2

Internalnon- | Non-ACD outg. Avg.non-ACD  Avg.non-ACD Breaks Avg. break Longest Longest
ACD inc. inc. outg. incoming outgoing

12 956 00:22 00:15 168 0041 00:37 12:59
9 672 00:22 00:15 it 00:40 00:37 12:59
21 1628 00:22 00:00 279 00:40 00:37 12:59

This report has the following Group By options:

« Group
» Group:Year

e Group:Year:Month
» Group:Year:Month:Day

* Year:
» Year:Group

* Year:Month:Group
* Year:Month:Day:Group

It includes the following information:

» External non-ACD incoming
 Internal non-ACD incoming
« Non-ACD outgoing

* Avg. non-ACD incoming

» Avg. non-ACD outgoing

» Breaks
e Avg. break

» Longest incoming
» Longest outgoing

Example report printout:



Agent groups non-ACD performance

Report Parameters

From: Wed, 1Jul 2015 printed on: Fri, & Nov 2015
To: Wed, 30 Sep 2015 at: 15:21:24
Between: 07:00-18:00
Reporton: Group 1, Group 2
External Internal Non-ACD Avg.non-  Avg. non- Breaks Avg. break Longest Longest
Groupname  non-ACD non-ACD outg. ACDinc.  ACD outg. incoming outgoing
inc. inc.
Group 1 0 4 458 00:37 00:20 48 00:26 00:37 12:59
Group 2 0 3 321 00:37 00:20 33 00:27 00:37 12:50
Grand totals 0 7 777 00:37 00:00 81 00:26 00:37 12:59



Customers at a Glance

Customers at a glance
01/01/2015 to 05/11/2015 between 07:00-18:00
for : Bernd Jobes, Gordon Drew, Erich Hermann, Nick Gibbs.

Customer Offered
name

Bemd Jobes 366 280 00:04 01:14 75% 40 00:05

‘ Answered  Avg.answer  Avg.calltime Servicelevel% Abandened | Avg.abandon
Erich Hermann 2 ‘ 18 00:04 0121 69% 8 00:07

Gordon Drew 42 30 00:05 01:00 7% 9 00:06 N
Nick Gibbs 73 57 00:04 01:14 78% 10 00:07

Grand totals 507 385 00:04 01:13 73% 67 00:05

This report has no Group By options, it is available in summary format only and includes the
following information:

e Customer Name
» Offered

« Answered

e Avg. Answer

» Avg. Call Time
« Service Level %
« Abandoned

» Avg. Abandon

Example report printout:

Customers at a glance

Report Parameters

From: Wed, 1 Jul 2015 printed on: Fri, § Nov 2015
To: Wed, 30 Sep 2015 at: 15:21:556
Between: 07.00-15:00
Report on: Bernd Jobes, Gordon Drew, Erich Hermann, Mick Gibbs

Customer name Offered Answered Avg.answer  Avg. call time Service level Abandoned Avg. abandon
Y
Bernd Jobes 159 128 00:04 01:10 79% 26 00:06
Erich Hermann 10 - 00:04 01:20 40% g 0o:08
Gordon Drew 16 10 00:04 0055 G2% - 0o:.0v
Nick Gibbs 34 23 00:04 01:21 67% 7 00:06

Grand totals 219 165 00:04 01:10 62% 43 00:06



Wrap-up Codes at a Glance

Wrap-up codes at a glance
01/01/2015 to 05/11/2015 between 07-:00-18:00
for: Product Query, Sales Query, Suppert, Technical Query, Wrong Number

Wrapupcode | Answered | Avg.answer  Avg.calitime | Avg.talk | Avg.wrapup |Servicelevel% Transferred | Transferred | Longesttalk | Longestwrap-

inc. outg. up
27 00:08 01:13 00557 00:10 100% 0 0 0127 00:15

Sales Guery 20 00:04 01:43 0127 00:11 100% 0802 0015
00:05 01:15 01:00 00:09 100% 0308 00:15

0 0

Support 0 0

Technical Query | 73 00:04 01:10 0055 00:10 100% 0 0 0152 00:15

Wrong Number | 2 0005 01:05 0051 00:09 95% 0 0 0208 00:15 &
Grand totals ‘ 111 00:04 01:16 01:01 00:09 99% 0 0 09:02 00:15

This report has no Group By options, it is available in summary format only and includes the
following information:

» Wrap-up Code

» Answered

e Avg. answer

e Avg. call time

» Avg. talk

* Avg. wrap-up
 Service level %

» Transferred incoming
» Trasnferred outgoing
e Longest talk

e Longest wrap-up

Example report printout:

Wrap-up codes at a glance

Report Parameters

From: Thu, 1 Jan 2015 printed on: Fri, & Nov 2015
To: Fri, 6 Nov 2015 at: 15:22:19
Between: 07:00-15:00
Report on: Product Query, Sales Query, Support, Technical Query, Wrong

Number
Answered Avg. Avg. Avg. Avg. Service Transferred Transferred Longest Longest
Wrap-up code answer call talk wrap-up level % inc. outg. talk wrap-up
time

Product Query 27 00:08 01:13 0o:E7 0o:10 100% 0 0 01:27 0015
Sales Query 20 00:04 01:43 01:27 0o:11 100% 0 0 0o:02 00:15
Support 19 00:05 01:15 01:00 00:09 100% 0 0 03:06 00:15
Technical Guery 23 00:04 01:10 00:55 0o:10 100% 0 0 01:52 0015
Wrong Number 22 00.05 01.05 0051 00.09 05% 0 0 02.08 0015

Grand totals 111 00:04 01:16 0101 0009 99% 0 0 09:.02 00:15



Break Time Codes at a Glance

Break time codes at a glance
01/01/2015 to 05/11/2015 between 07:00-15:00
for: Assistance, Called Away, Comfort Break, Scheduled Break

Break code Breaks Avg.break | Total breaks

7 00:39 0438
Called Away | 4 0208 0833
Comfort Break ‘ 7 00:42 0458 [}
Scheduled 6 00:45 04:31
Grand totals | 24 00:56 22:40

This report has no Group By options, it is available in summary format only and includes the
following information:

Break Code
« Breaks

» Avg. Break

Total Breaks

Example report printout:

Break time codes at a glance

Report Parameters

From: Thu, 1.Jan 2015 printed on: Fri, 6 Nov 2015
To: Fri, &6 Nov 2015 at: 15:22:39
Between: 07:00-13:00
Report on:  Assistance, Called Away, Comfort Break, Scheduled Break

Break Breaks Avg. break Total breaks
Assistance 7 00:39 04:38
Called Away 4 0z:08 0a:33
Comfort Break 7 0042 04:58
Scheduled Break 6 00:45 04:31

Grand totals 24 00:56 22:40



Column Descriptions

There follows a description of the actual statistic that each different column header in any report
refers to. Where the column header might appear in different reports types, such as ACD Skill or
ACD Agent, information will be included if the statistic is different in any of the different report
type, otherwise you may consider that the statistic is the same in each case.

Column Header Description

In ACD Skill reports, Abandoned is the count of ACD calls
that abandoned after being presented to the Skill, whether
ringing on an Agent or ringing in the queue, it does not
include calls that were deflected or overflowed out of the
Abandoned Skill.

In ACD Agent reports, Abandoned is the count of ACD
calls that were abandoned after being presented to the
Agent, it does not include rejected or deflected out calls.

Found in ACD Skill reports only, All Agents Busy is the
All agents busy count of ACD calls that were overflowed out of the Skill
because all agents were busy (overflow action).

Answered is the count of ACD calls that were answered by
an ACD Agent and it includes any short calls.

In ACD Skill reports, Avg. Abandon is the average time
ACD calls were ringing in the Skill queue or on an Agent
before being abandoned (queue + ring time).

Answered

Avg. abandon
In ACD Agent reports, Avg. Abandon is the average
time ACD calls were ringing on the Agent before being
abandoned (ring time).

Avg. agent is the average time answered ACD calls spend
on the agent side (ring, talk, wrap-up)
In ACD Skill reports, Avg. Answer is the average time ACD

calls were ringing in the Skill queue or on an Agent before
being answered (queue + ring time).

Avg. agent

Avg. answer
In ACD Agent reports, Avg. Answer is the average time
ACD calls were ringing on the Agent before being
answered (ring time).

Avg. Breaks is the average duration of an ACD Agent
break.

In ACD Skill reports, Avg. Call Time is the average duration
of answered calls, including queue, ring, talk, and wrap-up
time.

Avg. Breaks

Avg. call time
In ACD Agent reports, Avg. Call Time is the average
duration of an answered call, including ring, talk, and
wrap-up time (no queue time).

Found in ACD Agent reports only, Avg. Non ACD In is the
average duration of incoming Non ACD calls.

Avg. Non ACD In




Avg. Non ACD Out

Found in ACD Agent reports only, Avg. Non ACD Out is
the average duration of outgoing Non ACD calls.

Found in ACD skill and ACD agent reports. Average talk

Avg. talk time of answered ACD calls.

Avg. trunk is the average time ACD calls spend on the
Avg. trunk trunk side (queue, ring, talk)

Found in ACD Agent reports only, Avg. wrap-up is the
Avg. wrap-up average duration of post ACD call processing, called wrap-

up. Applies to answered ACD calls only.
B Breaks is the number of breaks taken by ACD Agents

reaks :

whilst logged on.

Call Code is either the wrap-up code entered at the end of
Call Code an ACD call or the Break Time code entered by an agent

when they go on a break. Refer to Call Type for details of
what type of call is being reported.

Callers' number

Abandoned calls report, number of incoming caller

Calling at Abanoned calls report, time the call was made
Call Status reports the significant status of the reported
Call Status call. Options include Answered, Abandoned, None

(for agent breaks), DialledOut, Rejected, DeflectedOut,
OverflowedOut.

Calls That Queued

Count of calls to the ACD Skill that received some queue
time, in other words, were not immediately presented to
an ACD Agent.

Call Type

Call Type reports the type of the reported call. Options
include ACD, Break, Incoming Non ACD and Outgoing
Non ACD.

Deflected/Deflected Out

Found in ACD Skill and ACD Agent reports, count of calls
that were deflected due to an ACD Skill action setting in
OIP Toolbox.

Dialled Number

Dialled Number is the number, if known, that was dialled
to initiate the call, whether ACD or Non ACD.

Duration

Duration is either the duration of the ACD or Non ACD
call, from start to finish, or it is the length of time the
Agent was on break.

External abandoned

Abandoned ACD calls that have an external origin.

External answer/answered

Answered ACD calls that have an external origin.

External non-ACD incoming

Incoming non-ACD calls with external origin.

External Overflowed

Overflowed out ACD calls that have an external origin.

into Skill group

Abandoned calls report, destination Skill group of the ACD
call

Internal abandoned

Abandoned ACD calls that have an internal origin.

Internal answered

Answered ACD calls that have an internal origin.

Internal non-ACD incoming

Incoming non-ACD calls with internal origin.

Internal overflowed

Overflowed outgoing ACD calls that have an internal
origin.




for Agent

Abandoned calls report, destination Agent name

Logged on for

Time that Agent was logged on for, as MM:00 or
HH:MM:00 (seconds are always dipslayed as 00)

Log Off Date

Date that Agent logged off.

Log Off Time Time that Agent logged off.
Logon Date Date that Agent logged on.
Logon Time Time that Agent logged on.

Longest Abandon

Longest time to abandon an ACD Call. Includes queue and
ring time in ACD Skill reports but only ring time in ACD
Agent reports.

Longest Answer

Longest time to answer an ACD Call. Includes queue and
ring time in ACD Skill reports but only ring time in ACD
Agent reports.

Longest Call

Longest ACD call. In ACD Skill reports it includes queue,
ring, and talk time, in ACD Agent reports it includes ring,
talk, and wrap-up time.

Longest Incoming

Longest incoming Non ACD call for the ACD Agent.

Longest Outgoing

Longest outgoing Non ACD call for the ACD Agent.

Longest Talk

Longest time an ACD call was in conversation.

Longest Queue

Longest time an ACD call was in the ACD Skill queue.

Lost

All abandoned or overflowed out ACD calls.

Max. Wait Time

Found in ACD Skill and ACD Agent reports, Max. Wait
Time is the count of ACD calls that were overflowed out of
the Skill because the call had been ringing on the Agent
for longer than the maximum waiting time set for the Skill
(overflow action)

No Logged on Agents

Found in ACD Skill reports only, No Logged on Agents is
the count of ACD calls that were overflowed out of the
Skill because there were no Agents logged onto the Skill
(overflow action).

Non ACD In

Count of incoming Non ACD calls presented to the ACD
Agent.

Non ACD Out

Count of outgoing Non ACD calls made by the ACD
Agent.

Offered

In ACD Skill reports, Offered is the number of ACD calls
answered by, abandoned on, or overflowed out of the
Skill. It does include short calls (answered or abandoned),
but does not include rejected or deflected calls as these
calls do not cause the call to leave the Skill so they are
not included in Offered, other wise they might be counted
twice.

In ACD Agent reports, Offered is the number of ACD calls
answered by, abandoned on, rejected by, picked up by,
deflected from, or overflowed out from (max wait time
only) the Agent. Rejected and deflected calls are included




in the Agent count of Offered because these actions cause
the call to leave the Agent

Overflowed In

Number of ACD calls overflowed in to the ACD Skill or
Agent.

Overflowed Out

Number of ACD calls overflowed out of an ACD Skill
because of a Call Center action set up in the OIP Toolbox.

Passed to Non ACD

Passed to Non ACD Calls are ACD Calls into a Skill that are
handled by Non ACD extensions, these could be logged
off Agents or ACD Agents that are not being monitored by
the CCS because of licensing issues.

Picked Up

ACD calls picked up by an alternative ACD Agent.

Queue Time

The length of time the ACD call spent in the ACD Skill
gueue waiting to be presented to an Agent.

Recovered ACD calls

Count of ACD calls that were recovered from the OIP logs
on CCS start up. i.e calls that were made when the CCS
system was down.

Rejected

ACD calls rejected by the ACD Agent from the handset

Ring Time

The length of time the ACD call spent ringing on an ACD
Agent.

Service Level %

Percentage of offered ACD calls that were answered within
the Service Level Threshold of the ACD Skill.

Short Abandons

Short Abandons are abandoned ACD calls with a queue
and ring time less than the short abandoned threshold of
the ACD Skill that the calls was abandoned from.

Short Calls are answered ACD calls with a duration

Short Calls (queue+ring+talk+wrapup) less than the short answered
threshold of the ACD Skill that handled the call.
. The Length of time the Agent was in conversation, for
Talk Time

ACD and NOn ACD calls.

Total Breaks

Total time ACD Agents spent in Breaks.

Transferred In

Count of ACD calls that were transferred into the ACD
Skill.

Transferred Out

Count of ACD calls that were transferred out of the ACD
Skill.

Waited for

Abandoned calls report, time caller waited before
abandoning call

Waiting

Time spent in queue or ringing before the ACD callis
either answered, abandoned or overflowed out.

wrap-up Time

The length of time the Agent was in wrap-up after an ACD
Call.




Example 1
Here is an example ACD Skills at a Glance report.

. ?
=
ACD SkKills at a Glance
22/06/2015 to 22/06/2015 between 07:00-18:00
for : Skill 41, Skill 42, Skill 43

Skill Name Offered

Skill 41 5

\
Skill 42 4|

Skill 43 3 ‘
Grand Totals 1|

Answered Avg. Avg.Call  Service Level Calls that Abandoned Avg. Transferred Tri Ov Ov Short Short Picked Passedto Rejected Deflected
Answer Time % Queued Abandon In Out Out In Calls Abandons Up Non ACD

00:05 01:24 100% (in 15) 1 00:00
o010 01:23 50% (in 15) 0
1
2

0(<2) | 0(<2) 0
00:00 0 0(<2) | 0(<2)
00:04 0118 66% (in 10)

00:05 01:22 2%

00:05 0

w o
alalole
s o o o
N oo e o
N o o
o o o o

)
o
o
o

N ow o e

0
0(=2) 0i<2) 0
0

00:05 0 0 0

This report has no group by options, each line is a summary for each selected ACD Skill. If you've
checked the grand totals box in the configure report options panel, grand totals are displayed.

Columns have been manually sized to reduce the overall width of the grid so that all columns can
be seen. If the screen width is too narrow to show all columns an overflow scroll bar will be visible.

In the 'Service Level %' column, after the individual ACD Skill value, is a bracketed figure. This figure
shows the Service Level Threshold for the ACD Skill. For example, ACD Skill 'Skill 41" has a service
level % of 100%, followed by (in 15). This means 100% of ACD calls were answered within the ACD
Skill Service Level Threshold of 15 seconds. The grand total summary of Service Level %, which is an

average of all percentages, does not include a threshold value because there is no single threshold
for this value.

In the 'Short Calls' and 'Short Abandons' columns, a similar thing can be seen. Here the short calls
threshold and short abandon calls threshold for each ACD Skill is seen in brackets after the count,
in the form (< x), where x is the threshold value and refers to a number of seconds. Again, there are
no thresholds in the grand total values because no single value works for this total value.



Example 2

Here is an example of an ACD agents skill handling report.

ACD agents skill handling

01/01/2015 o 05/11/2015 between 07:00-18:00
for: Bernd Jobes, Erich Hermann, Gordon Drew, Nick Gibbs

Year Agentname | Skill name Offered Answered | Avg.answer | Avg.calltine | Servicelevel%  Callsthat | Abandoned = Avg.abandon |  Longest Longest | Longesttalk  Longestcal -
queued answer abandon
Bernd Jobes Skill 41 2 2 00:03 01:19 100% 0 ] 0000 00:04 0000 01:03 0107
skill 42 2 1 0008 o111 50% 0 1 00:00 00:08 00:00 0103 o111
SKill 43 48 35 0004 01:17 7% 5 5 00:04 00:08 0007 030 03:12
Sub totals 53 38 00:04 01:16 73% 5 6 00:03 00:09 00:07 03:06 03:12
Erich Hermann | Skill 41 as 82 0004 o113 85% 7 e o008 0012 woo | osoe 0507
skl 4z 5 5 0007 03:15 80% 1 o 00:00 0018 00:00 1130 11:44
Skl 43 62 40 0004 0108 64% [ a 00:07 00:08 0008 0134 0140
Sub totals 162 127 00:04 01:15 76% 14 17 00:06 00:18 00:09 139 11:44
Gordon Drew | Skill 41 1 100 00:04 0118 90% 13 10 0007 0013 0020 09:02 0903
skill 42 8 7 00:05 0101 87% 1 1 00:08 00:09 0008 01:18 0127
skl 43 13 11 0004 o113 78% 1 2 0002 0015 0008 0133 0138
Sub totals 132 18 00:04 01:13 84% 15 13 00:06 00:15 00:20 09:02 09:03
Nick Gibbs skill41 3 13 0003 00:42 100% 1 o 00:00 00:08 00:00 0107 0114
skill 42 108 84 00:04 01:16 7% 13 1 00:06 0013 00:11 1251 1255
skill 43 4 4 0004 00:30 100% 1 0 00:00 00:05 00:00 0103 0107 u
Sub totals 125 101 00:03 01:10 92% 15 1 00:06 00:13 00:11 12:51 12:55
Subtotals 412 384 00:08 01:13 81% 9 a7 00:05 00:18 00:20 12:51 12:55 ©

xis

This report has group by options, see Information for details of the group by options for this
report. We have selected to group the report by Year, Agent and Skill for this example. If you've
checked the grand totals and sub totals boxes in the configure report options panel, sub totals and
grand totals are displayed.



information.html#AASA

Exporting reports manually

All MiVoice Office 400 CCS reports can be exported directly into the XSLX file format for use in
EXCEL and other spreadsheet packages that can import XSLX format files.

At the bottom of the Report Tab you'll see this icon.

XLS

This is the 'Export Report' icon and when you click it you'll be able to export the currently displayed
report to XSLX format.

Overview Charts Reports

7

'

ACD Skills at a Glance
01/06/2015 to 22/06/2015 between 07:00-18:00
for : Skill 41, Skill 42, Skill 43

Skill Name Offered Answered Avg.Answer = Avg. CallTime Service Level Calls that Aband d Avg. Aband Transferred In Transfi

% Queued Ou

52 | 43 0005 0127 82% (in 15) 9 ) 00:08 0 0

Skill 42 ar | 21 00:06 00:59 54% (in 15) 2 1 00:07 ] o

Skill 43 28 | 21 0o:04 01:02 75% (in 10) ] 2 00:04 ] o

Grand Totals 117 | 85 00:05 01:13 70% 19 12 00:05 0 0

4 3

Export to Excel E

Some browsers allow the user to decide where dowloaded files are saved, others automatically save
to a download folder. Set up the browser to suit your requirements. For this example we have set
the browser up to ask the user for a destination whenever a file is downloaded.

So, in this example, when you click the icon a small dialog opens where you can entre the
destination and file name of the exported XSLX file.



Overview Charts Reports

€ svers
%v| |, <« Downloads » Temp » CCS4 - | +3 | | Search CCS4 2 | 7
Organize Mew folder == - @
. download Folder.2 o Name ’ Date =
L flat i
[#] ACD Agents Completed Callsalsx 05/02
Skill Name Offered b _gn'esf"_s [#] ACD Agents Non ACD Activity.xlsc 28/04 | fdon  Transferredin  Transfi
|| javascript controls | Ou
K | ACD Agents Skill Activity.xdsx 02/04
Skill 41 52 | o _ [#] ACD Skills Agent Activity.xlsc 21701 0 o
. .. Rightmove Version 3 o X .
Skill 42 37 | Ml EI [ ACD Skills Agent Logon Activity.xdsx 27/01) 0 0
Skill 43 28 | - - | ACD Skills Analysis.xlsx 21/0] 0 o
Grand Totals 117 | = EC";; [# ACD Skills at a Glance.xlsx 05/01) 0 0
= ) . [ ACD Skills Customer Activity.xlsx 23/01
| settings-api-tabbed i
- 4 m +
File name: ACD Skills at a Glance - 22-06-2015 xlsx -
Save as type: | *adsx L ']
= Hide Folders Save | [ Cancel ]
4| 3

Export to Excel XL S |

The report is then converted and exported into the destination and with the file name you entered
in the dialog.

Burn Mew folder = -
it Mame : Date modified Type Size
¥ ACD Agents Completed Calls.xlsx 05/02/201515:24 KLSX File KB
|| ACD Agents Non ACD Activity.xlsx 28/04,201515:00 KLSX File 8 KB
[#| ACD Agents Skill Activity.xlsx 02/02/201514:20 XLSX File 10 KB
| ) ACD Skills Agent Activity.xlsx 21/01/201515:50 KLSX File 8 KB
[#| ACD Skills Agent Logon Activity.xlsx 27/01/201515:38 XLSX File KB
[#| ACD Skills Analysis.xlsx 21/01/201515:22 XLSX File 37 KB
| [#| ACD Skills at a Glance - 22-06-2015 xlsx 2{\'@&'2015 11:24 KLSX File TKB
|#| ACD Skills at a Glancexlsx 05/01/201511:53 XLSX File TKB
Isers) (04 [#| ACD Skills Customer Activity.xls: 23/01/201515:57 KLSX File S5KE
| Agent Calls Analysis.xlsx 14/05/201513:35 KLSX File 6 KB
ers) (P:)
(R:)

m

You can then use this file as you would any xslx file. In the screenshot below we have imported the
file into the Open Office Calc app on a MAC computer. You can see all the report fields duplicated
in the spreadsheet as rows and columns. There are too many columns to see in this screen shot,
but all the columns you see in the CCS report are there in the exported spreadsheet. We have used



the Answered column to create a small pie chart showing how many calls each Skill has answered
during the period covered by the report, which was just one day in this case.

e 00 | ACD Skills at a Glance - 22-06-2015.xIsx - OpenOffice Calc "
B-E-He B EBE % P K& & B- BN by HOEEQX @ _ [Fnd PR
& [Calibri ~ [11 [+ BT U % Wi == O-2-4A-

A2 | fx E = Skill41
A B C D E [F G H | J

i

L L L
Skill Name _ Offered Answered  Avg. Answer Avg. Call Tirr Service Leve Calls that Qu Abandoned Avg. Abando Transfer 8-
2 52 43 5 87 82| 9 6
3 Skill42 37 21 6 59 54| 2
4 Skill 43 28 21 4 62 75| 8
5 Grand Totals 117 85 5 73 70| 19 1
6
7
8

NN = ©

7
4
5
Calls Answered

10 22 July, 2015

5 21(25%)

19 43(51%

21 (25% )

25 W Skill 41 = Skill 42~ Skill 43

28 |
[W[4)(+][n] " Sheet1 |

Sheet 1 /1 PageStyle_Sheetl STD * Sum=0 @——& @ 100%

You can manipulate the data exactly as you would any other data in a spreadsheet, making reports
and charts to meet your specific needs.



Exporting reports automatically

Any report can be exported automatically, but before you can export a report automatically you
have to first create a named report based on the report you want to export, then create a schedule
and set it up to generate and export the named report, or reports, when you require. See Named
reports for details of how to create a named report, and see Schedules Tab for details of how to
create and set up a schedule.




Schedules Tab

You can automatically export one or more reports to a variety of different formats by setting up
one or more schedules. These are user based, so each user can have their own set of independent
export schedules. The new Schedules tab in the Supervisor app is where the user sets up the
automatic process. When you first navigate to the Schedules tab, you will see a screen similar to
the one shown below. No schedules have been set up so there will be nothing in the Available
schedules list on the left. On the right you will see all the named reports you have created in the
Saved reports list, which may be none. If so, you need to go to the Reports Tab to add some
named reports, otherwise there is no point creating any schedules because no reports will be
exported when the schedule runs. Jump straight to Adding a new schedule for details of how to
create new export schedules.

Available schedules w — 1

Schedule settings a—

New schedule button G”""/

o Available schedules

Start schedule at time

2016-02-15 15:30

End schedule

Select days toinclude in report

Export format

Export file name format

Sequence number

skills ata glance

skills calls handling

agents logon report for this week

Named Wrap-up codes ata glance

Named Break time codes ata glance

Named Customers ata glance

Named Agentgroups ata glance

Show saved skill reports

[ —4° Reports included in sc

hedule



Available schedules

This will show all the schedules the logged on user has already created.



Available schedules

daily reparts schedule "
skills analysis schedule

weekly logon analysis

weekly reports schedule

Schedules are user-based so each user will have their own unique list of schedules. A useful
feature is the tooltip displayed when you hover the mouse over a schedule in the list.



Available schedules

daily reports schedule -
skills analysisg:hedule

weekly logon ksalysis

weekly reports schedule

skills analysis schedule
Lastrun: 2016-02-25 Remove
Mextrun : 2016-02-26

at: 16:15

The tooltip will tell you when the schedule was last run, if at all, and indicate the expected
next run date and time.

° Schedule settings



Start schedule at time

2016-02-15 15230 r

End schedule

-Enter date-

Frequency

Select days to include in report

Select days -

Destination

Sequence number

Initially this panel will show nothing save Start schedule and at time defaults, which will be
the current date and time. All other fields will be disabled. But when a schedule is selected
these field will show the values that have been set for the selected schedule. Each setting
can be amended to suit.



Start schedule attime

2016-02-07 16:15 T

End schedule

-Enter date-
Frequency

Daily r
Select days to include in report

5 days selected -

Destination

Ci/Users/Public/mitelfccs400/data/Rep v

Export format

Pl ¥

Export file name format

Date-Reportname v

Sequence number

- 14 +

o Reports included in schedule

All named reports you have created in the Reports tab will be listed here.



Saved reports

Name Select

skills analysis

skills ata glance

skills calls handling

agents logon activity repart for this week

Mamed Wrap-up codes at a glance

Mamed Break time codes ata glance

Mamed Customers at a glance

0O 0 0 0 O 0 0o Oy

Mamed Agent groups at a glance

Show saved skill reparts
Show saved agent reports
Show other saved reports

CYRCYRCY

Initially none will be checked, but when you select a schedule all reports that are included in
the schedule will be checked.



Saved reports

Name Select
||
skills analysis O
skills at a glance s
skills calls handling OJ
agents logon activity report for this week (]
Mamed Wrap-up codes at a glance s
Mamed Break time codes ata glance s
Mamed Customers at a glance v
Mamed Agent groups at a glance s
Show saved skill reports o]
Show saved agent reports [+#]
Show other saved reports "

You may find, if you have a lot of saved named reports, that you want to limit what is
listed. You can check or uncheck the boxes below the table to turn particular types of
named report on or off. For instance, you may wish to focus only on skill based reports, just
uncheck the Show saved agent reports and Show other saved reports checkboxes.



Saved reports

Name Select
| |
skills analysis O
skills at a glance
skills calls handling ]
Show saved skill reports L}

Show saved agent reports
Show other saved reports

oo®

Now only skill based named reports are listed. To hide both skill and agent based reports,
just check the Show other saved reports checkbox.



Saved reports

Name Select
Mamed Wrap-up codes at a glance ¥
Mamed Break time codes ata glance 4
Mamed Customers at a glance ¥
Mamed Agent groups at a glance s
Show saved skill reparts ]
Show saved agent reports ]
Show other saved reports I},

No skill or agent based named reports are shown.

IMPORTANT: Hidden reports will NOT be added to a schedule when the Apply button is
pressed. Only visible selected reports are included.

One useful feature is the tooltip help that is displayed when you hover the mouse over a
named report in the list.



Saved reports

Name Select
|
skills analysis |«
skills at a glance |«
skills calls handling
agents logaon activity repart far this weelk (]
Mamed Wrap-up codes ata glance ]
Mamed Break time codes at a glance (]
Mamed Customers at a glance ]
Mamed Agentgroups ata glance (]

skills at a glance
Based on ACD skills at a glance
Relative date Today
Time range 07:00-18:00
Reporton Skill 41, Skill 42, Skill 43

Details of the named report are shown, including which standard report it is based on, the
date and time settings, and which items are included in the report.

o New schedule button

New

To add a new schedule click the New button. See Adding a new schedule for more details.




Adding a new schedule

Available schedules Available schedules
Add new schedule
New

-Enter unigue schedule name-

When you click the New button a new field is displayed, Add new schedule, along with two new
buttons, Add and Done. The schedule must have a unique name, if you try to add a name that is
not unique you sill see a warning error message box.

As well as being unique, we recommend that you use a descriptive name for your schedules. This
makes it easier to keep track of which schedules you have and when they are supposed to run.



Add new schedule

daily skills schedulg]

Once you have entered a unique name you have to configure the various options required by the
CCS Report Server. First you need to enter the start date and time for the scheudle to run.

attime
07:00 v
.Startschedule . at time 0645 "
.2[]15-[]2-23 | 11:30 ¥ Em-mjﬁ I_
0730
< February 2016 > 07:45
- 08:00
S5un Mon Tue Wed Thu Fri Sat 0815
. 08:30
21 01 02 03 04 05 06 il 08-45
09:00
or 08 09 10 11 12 13 . 09:15
' 09:30
14 15 16 17 18 19 20 09-45
10:00
21 Ezmzd 25 26 27 10:15
. 10:30
286 29 01 02 03 04 05 N 10:45
11:00
o 07 08 09 10 11 12 1115
! 11:30 &

Enter the first date that you want the schedule to be processed by the report server. From that date
on the schedule will be active. The time you enter will be the time of day at which the schedule is
run, when the reports are actually generated and exported.



End schedule

-Enter date-

< February 2016 >
Sun Mon Tue Wed Thu Fri Sat
01 02 03 04 05 06

oy 08 09 10 11 12 13
14 15 16 17 18 19 20
21 22 24 25 26 27
28 23}_”) 01 02 03 04 05

06 07 08 09 10 11 12

You may want to enter an end date for the schedule, although you don't have to. If you enter an
end date, the schedule will be automatically deleted by the report server on that date. If you do not
enter an end date, the schedule will run continually until you choose to remove it. Obviously, the
end date cannot be set prior to the start date.

Frequency

Daily v

-- Select schedule frequency -
once Dnli
Weekly

Monthly

The schedule frequency deterimes how often the schedule is run. You must choose a frequency.
Once only frequency means the schedule will be run once, at the time entered, after which it will
be automatically deleted by the report server. Daily frequency means that the schedule will be

run every day at the time entered. However, the reports in the schedule may not be generated

on any given day depending on the Days on settings you enter (see below). Weekly frequency
means that the schedule will be run every week, at the time entered, on the same day of each
subsequent week as the day the start date falls on. In the screenshot above the user has selected
the 23rd of February, a Tuesday. If the user then selects a weekly frequency, the schedule will be run
every Tuesday for as long as it is active. Monthly frequency means the schedule will be run once a
month, at the time entered. In the case of monthly frequencies, the schedule falls on the same date
of the month as the start date, so in the example above, a monthly schedule would run on the 23rd
day of February and then on the 23rd of each month thereafter.

If you select a Daily frequency then the Select days to include in report selection field will be
enabled, which otherwise is disabled.



Select days to include in report

o days selected =
A

/| Monday thname - v
| Tuesday

¥ Wednesday

| Thursday
ne farmat -- v

I Friday

‘ ] %ﬁturday

[ Sunday

This is a simple drop-down selector which allows you to trun particular days on or off. The report
server will only run daily schedules if they are turned on, if they are turned off the schedule is
ignored. If you select no days at all, the schedule assumes all days are on. But you can, for instance,
turn the weekend off by selecting only weekdays and leaving Saturday/Sunday unchecked. You can
find out more about how to use this feature in Example 1.

If you try and save a schedule without selecting a frequency you wil see a warning error message
box.

Error : You must select a frequency x

Available schedules Start schedule at time Saved reports

2016-N2-23 11-30 v

When the schedule runs, all the reports in the schedule will be generated and converted into
export files. The report server needs to know where to save these. Each schedule must have a
destination path-name for the exported files. Because the browser does not allow user apps to
access the underlying file system of the PC, you cannot enter destination path-names manually,
you must choose from a list of known destinations. Some default path-names are added
during the installation, but you can add and remove destinations from that list using the CCS
Destinations program which is installed in the programs folder during installation. See Adding
export destinations for details of how to maintain schedule destinations.




Destination

CiUsers/Public/mitel/ccs400/data/Rep v

-- Select destination pathname --
C:/Users/Public/miteliccs40 ["b-"d ata/Reports
Ci/Users/Public/mitel/ccs400Mata Temp

— Selert evnnrt fnrmat — v

Again, you must enter a destination, if you try and add the schedule without selecting one a
warning error box is displayed.

Available schedules Start schedule attime Saved reports

.
I an1z 19 92 4o . I

As well as deciding where to save the exported data, you must tell the schedule what format you
want the data to be saved as. A range of different formats are available to choose from, you need
only select one from the drop-down list of options.

Export format

xlsK ¥

-- Select export format --

xls
Csv
txt
htmil
sql
xmil
json

Failure to select an export format will result in a warnig error box when you try to add the schedule.

Available schedules Start schedule attime Saved reports

- |
amir A an iaimn -

There are a number of different format options for naming the exported data files that you can
choose from.



Export file name format

Schedulename-Reportname v

-- Select export file name format --
Reportname

Reportname-Date
Reportname-Sequence#
Reportname-Schedulename
Reportname-Schedulename-Date
Reportname-Schedulename-Sequences#

Schedulename-Reportigame

Schedulename-Reportname-Date
Schedulename-Reportname-Sequences#
Date-Reportname
Date-Schedulename-Reportname
Date-Sequence#-Reporiname

All the files exported when the schedule is run will be named according to the option you select. If
a file with the same name already exists, the report server will automatically overwrite the old file
with the new file. You must select a file name format.

Sequence number
: W

You can set a particular schedule number to be used in conjunction with the export file name
format. The sequence number will be incremented everytime it's used, but only as long as you have
chosen an export file name format that includes the sequence number, otherwise it is ignored.



Saved reports

MName Select
| |
skills analysis v
skills ata glance #|
skills calls handling
agents logon activity repaort for this week (]
Mamed Wrap-up codes at a glance O
Mamed Break time codes ata glance (]
Mamed Customers at a glance O
Mamed Agent groups at a glance _
Show saved skill reparts [+
Show saved agent reports [+#]
Show other saved reports ’

Last of all, you must select the saved reports which you want to be included in the schedule.

At least one report, of any type, must be selected, or you will get an error message box, but
otherwise there are no restictions on what you can select. A report can be included in more than
one schedule, for instance, and you can mix reports of different type in the same schedule, like
agent reports and skill reports. You can even select reports with different relative date options, such
as 'last week' and 'yesterday', if you want. Sometimes it might not be immediately obvious what a
report is from just it's name. If you hover the mouse cursor over a particular report you will see a
tooltip window open with some useful information about the report in it.



Saved reports

Name Select
||
skills analysis s
skills at a glance |«
skills calls handling
agents logon activity report for this week (]
Mamed Wrap-up codes ata glance ]
Mamed Break time codes at a alance (]
Mamed Customers ata glance ]
Mamed Agent groups at a glance (]

skills at a glance
Based on ACD skills at a glance
Relative date Today
Time range 07:00-18:00
Reporton Skill 41, Skill 42, Skill 43

The info will include the name of the standard report that the named report is based on, the
relative date which is currently configured for the report, the time range covered by the report, and
the items that have been selected for inclusion in the report. This info is very useful when you are
trying to group similar reports together into one schedule, it saves you having to go back to the
Reports tab and look at the named report in the list there to find it's options.

The checkboxes underneath the selection list allow you to turn particular types of report 'on' or 'off".
This is useful, for instance, if you have lots of named reports and just want to focus on a particular
type, like skill reports.



Saved reports

Name Select
| |
skills analysis O
skills at a glance
skills calls handling ]
Show saved skill reports [,\\-}

Show saved agent reparts
Show other saved reports

Oo®

Just uncheck the Show saved agent reports and Show other saved reports checkboxes and only
skill reports are displayed. To see other reports, neither skill or agent, just check Show other saved

reports.



Saved reports

Mame Select
Mamed Wrap-up codes at a glance v
Mamed Break time codes ata glance v
Mamed Customers at a glance 4
Mamed Agent groups ata glance v
Show saved skill reports [
Show saved agent reports (]
i

Show other saved reports I},

All skill and agent based reports will be hidden. One thing to remember, hidden reports will NOT be
included in the schedule when you Add it, even if you previously selected a report before hiding it.

Add new schedule

daily skills schedule]

When you are happy, click the Add button. Any errors will be reported, but if there are no errors,
you will see a success information box.



Information : Successful

N

Available schedules Start schedule attime Saved reports

The schedule has now been added and is immediately active. You will see it in the Available
schedules list.

Available schedules
daily skillsschedule% "

-

daily skills schedule
Next run :2016-02-24 Remove

at: 07:00

Hover the mouse cursor over it to see when it will next be run. Because this is a new schedule you
won't see a Last run date in the tooltip box, and if the Next run date is the current date, and the
time is less than the current time, the schedule will run within the next minute after being added.






Amending schedule settings

When you select an existing schedule, all the current options for that schedule are pre-configured
on the page. These are the settings that the report server will use to decide whether a particular
schedule should be processed or not.

Available schedules Start schedule at time Saved reports
daily skills schedule -
2016-03-07 18700 v Name Select
rd
End schedule skills analysis ||
-Enter date- skills ata glance 4]
Frequency skills calls handling 7]
Daily v agents logon activity report for this week O
select days to include in report Named Wrap-up codes at a glance (]
5 days selected hd Named Break time codes ata glance O
Destination

Named Customers at a glance (]

Crjusers/public/mitel/ccs400/data/Repe v -
Named Agent groups at a glance ]

Export format

XI5% v

Export file name format
&7 Reportname-Date v
m Sequence number
- 0 +
Show saved skill reports I
Show saved agent reports [#)
Show other saved reports Il

You can Remove any schedule just by clicking the button. A small warning dialog will open,

Remove schedule

Femove the selected item, all references to this item will be removed completely from the database

Remove Cancel

If you click Remove in the dialog the schedule will immediately be deleted from the database. The
named reports that are included with the schedule are not affected, and any export files that have
already been created by the schedule are also unaffected. It's just the schedule details themselves

that are removed. Click Cancel to abort the action and the schedule remains unchanged.



If you change any of the schedule's settings, you must Apply them before they become active. If
you change any option, say for instance you change the Export file name format,

Export file name format

Reportname-Sequence# v

The Apply button will appear at the bottom of the page.

Available schedules Start schedule attime Saved reports
daily skills schedule - .
2016-03-07 18:00 v Name s
!
End schedule skills analysis |+
-Enter date- skills ata glance ]
i i [+
Frequency skills calls handling L4
Daily v agents logon activity report for this week |55

Select days to include in report Named Wrap-up codes at a glance u

5 days selected v Named Break time codes at a glance 5]

Destination
Named Customers at a glance [}

C:/users/public/mitel/ccs400/data/Repe v
Named Agent groups ata glance ol

Export format
KI5x v
Export file name format
< Reportname-Sequence# v

m Remove Sequence number

o +

Show saved skill reports v
Show saved agent reports ]
Show other saved reports ]

If you don't click this button, but instead select a different schedule in the list of Available
schedules, or tab to a different page, all changes you have made will be lost, the original settings
for the schedule will be retained. Any option can be changed, although the same rules apply

as when adding a schedule, so you can't apply a change that would leave the schedule with no
included reports, for instance, or with no selected destination. Warning error boxes are displayed
with deatils of the error in these cases.

One thing to remember when applying changes to a schedule is that when they are applied, any
detail about the schedules previous run history is overwritten as well. This could lead to a schedule
being run twice on the same day. For instance, if you change the details of a schedule which has
already run that day, the last run date and next run date are reset, and the report server treats the
schedule as if it is a brand new one. If the criteria are met, the report server will run the schedule
regardless of whether it had already been run that day.



Example 1

You set up a schedule to decide when reports are generated, but it's the report options themselves
which dictate whether there is any data found when the report is actually generated.

For instance, suppose you need a report each morning when you come in which gives you a break
down of yesterday's activity. You could set up a schedule to run each night at 22:00, after the
callcentre has closed and when no more calls are likely, and include a named report with a relative
date of 'Today'. Every night at 22:00 the schedule will run and the report will be generated for all
activity 'Today'. On those days with any activity the export file you need will be created.



Available schedules
daily skills schedule

Add named report

skills calls breakdown today

Include selected only

Name

Skill 41

Skill 42

Skill 43

Relative date

Today

-

New Remove

Start schedule

2016-03-07

End schedule

-Enter date-

Frequency

Daily

at time

22:00

Select days to include in report

Select days

Destination

Select ™

Saved reports

C:/users/public/mitel/ccs400/data/Repe v

Export format

XIsx

Export file name format

Reportname-Date

Sequence number

0

Name

skills analysis

skills ata glance

skills calls breakdown today

skills calls handling

agents logon activity report for this week

Named Wrap-up codes at a glance

Named Break time codes at a glance

Named Customers at a glance

Named Agentgroups ata glance

Show saved skill reports
Show saved agent reports
Show other saved reports

Select

]

=

0O O O Obo o

RN



The thing about using 'Today' as a relative date is that there is always the chance of missing some
data because only activity up to the time you generate the report will be included, anything that
happens after you have generated the report is missed. In the example above any calls after 22:00
on the current day will be excluded. You can avoid this by using the relative date 'Yesterday' in the
named report instead of 'Today'. 'Yesterday' is complete in that it doesn't change no matter what
time of day you generate the report, all calls for 'Yesterday' are always known when a report is
generated.



Available schedules
daily skills schedule

oeEm

Add named report

skills calls breakdown yesterday|

Include selected only

Name

Skill 41
Skill 42

Skill 43

Relative date

Yesterday

Start schedule at time

2016-03-08 07:00

End schedule

-Enter date-

Frequency
Daily
Select days to include in report

5 days selected

) Monday

¥ Tuesday

¥ Wednesday

¥ Thursday
Saturday

] Sunday

s400/data/Repc v

Done

Saved reports

Name

skills analysis

skills at a glance

skills calls breakdown today

skills calls breakdown yesterday

skills calls handling

agents logon activity report for this week

Named Wrap-up codes at a glance

MNamed Break time codes ata glance

MNamed Customers at a glance

Named Agent groups ata glance

Show saved skill reports
Show saved agent reports
Show other saved reports

Select

O © Og

&

E R E R B NN
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In this example we've created another named report, exactly the same as the first except that the
relative date has been set to 'Yesterday' (obviously we could have just changed the parameter
of the first named report if we wanted). We have also changed the schedule run time to 07:00,

but we turned off Monday and Sunday, so the schedule only runs Tuesday to Saturday, and we
selected the new breakdown named report instead of the old one. So now, the schedule runs at
07:00 each morning, Tuesday to Saturday, and the report is generated for all activity 'Yesterday',
the difference being that ALL activity for 'Yesterday' is included, including calls after 22:00. Also, we
turn Monday off because on mondays 'Yesterday' means Sunday, when there are no calls to the call
centre, and we turn off Sunday for the same reason, 'Yesterday' means Saturday when there are no
calls. You could just as easily turn them on if you wanted to see if there was any randon traffic at
the weekend.

This same effect can be seen when you choose relative dates 'This week' and 'Last week'.



Add named report

skills analysis this week|

Add Done
Include selected only
Name Select =
Skill 41
Skill 42
Skill 43
Relative date
This week r
Available schedules Start schedule at time Saved reports
daily skills schedule - .
2016-03-11 21:00 v Name Select
| |
End schedule skills analysis O
-Enter date- skills analysis last week O
Frequency skills analysis this week
Weekly v skills ata glance O
Select days to include in report skills calls breakdown today ]
Select days - skills calls breakdown yesterday (]
Destination
skills calls handling O
C:/users/public/mitel/ccs400/data/Repe ¥
Export format
XIsx v
Export file name format
< Reportname-Date v
0 +
Show saved skill reports [
Show saved agent reports (]
Show other saved reports O

Apply



We create a named skills analysis report with a relative date of 'This week' and as well as selecting
this new report in the schedule, we changed the schedule frequency to Weekly, the Start schedule
date to the upcoming Friday date, and the at time to 21:00. Now our named analysis report is
generated on each Friday night at 21:00 hours. Because we have used the relative date 'This week'
in the named report, all calls to the call centre upto 21:00 on Friday night are included in the
exported data, but any calls after that time are missing.

An alternative schedule could be setup as follows.



Add named report

skills analysis last week

Add Done
Include selected only
Name Select i
Skill 41
Skill 42
Skill 43
Relative date
Last week b
Available schedules Start schedule at time Saved reports
daily skills scheduls - .
2016-03-14 06:00 v Name
End schedule skills analysis
-Enter date- skills analysis last week
Frequency skills analysis this week
Weekly v skills ata glance

Select days to include in report

Select days v

Destination

C:jusers/public/mitel/ccs400/data/Repe v
Export format
xlsx v

Export file name format

M Reportname-Date v

m Sequence number

0 +

skills calls breakdown today

skills calls breakdown yesterday

skills calls handling

Show saved skill reports
Show saved agent reports
Show other saved reports

Select

&

0 o o o o

oo®

Apply



Here the named skills analysis report has a relative date of 'Last week'. As well as selecting the

new named report, we leave the schedule frequency at Weekly as before, but we set the Start
schedule date to the date of next Monday date and the at time to 06:00. Now our named report is
generated each Monday morning at 06:00 hours. Because we are now using the relative date 'This
week' in the named report, all calls to the call centre for the previous week, Sunday to Saturday, are

included in the report, no calls are missed.



Example 2

So you want a report exported at the end of each month showing the activity and performance of
the call centre or parts thereof. Creating a monthly schedule to run at the end of each month can
be a bit tricky, should it run on the 31st or 30th of the month, but what about February and leap
years. An easy solution is to go on the first of each month but use the relative date 'Last month' in

your named reports.



Add named report

skills service level last month

Add Done
Include selected only
Name Select T
Skill 41
Skill 42
Skill 43
Relative date
Last month v
Date range
2016-02-01 2016-02-29
Available schedules Start schedule at time Saved reports
Example 1 2016-03-01 01:00 v Name Select
|
End schedule skills analysis ]
-Enter date- skills analysis last week
Frequency skills analysis this week ]
Monthly v skills ata glance O
Select days te include in repert skills calls breakdown today ]
5 days selected v skills calls breakdown yesterday (]
Destination
skills calls handling (]
C:jusers/public/mitel/ccs400/data/Repe v
skills service level last month
Export format
xlsx T

Export file name format

hé Schedulename-Reportname-Date v
Add new schedule

Sequence number
Example 2

1] +
Show saved skill reports

Add Done Show saved agent reports
Show other saved reports

0o0®



The first thing we do is create the report, or reports, that we need to run each month. In the
example above we've chosen one report, ACD skills service level, but any number can be created
and added to the schedule. We selected all the skills we want to include in the report and selected
‘Last month' in the relative date list, then added the report with the descriptive name 'skills service
level last month'. Then we went to the schedule tab and added a new schedule, which we called
‘Example 2' for obvious reasons. We selected the 'Monthly' frequency and set the start date as

the first of the next month, in this case, 1st March, 2016. After selecting the schedule destination,
export format and file name format, we selected the report we wanted to add into the schedule.
In this screenshot you can see that, because we only wanted to include a single skill report, we
hid other types of reports to reduce clutter. The named report we saved earlier, 'skills service level
last month’, is selected. Then we add the schedule and if everything is OK we see the information
message box with the 'success’ message.

Once active, on the 1st of each month, at 01:00 hours, the schedule will run and the named report
will be generated and exported to the specified destination. The report will incude the service level
data for the selected skills for the whole of the previous month, and it doesn't matter whether it
was a 31, 30, 29 or 28 day month.



Options

There are some configuration options available on the navigation bar drop down menu. When you
select the Chart tab you have the option to print the current chart, as displayed, and likewise when
you select the Report tab you have the option to print the current displayed report.

G O G O

Configure Print Options Print Current Chart

Configure Report Options Configure Print Options

Configure Report Options
Open CCS Maonitar

Open CCS Administrator Open CCS Monitor

Open CCS Administrator

Ansi
B Crran

G O

Print Current Report

Configure Print Options

Configure Report Options

Open CCS Monitor

Open CCS Administrator



Follow the links for the different options:



Configure Report Options

When you select this item the panel below slide out from the left side of the screen showing the
configurable report options.

<TODO : Topic
Reports options x 8 Close
?
Option Select

Sub Totals H Show sub totals w

Grand Totals 9,1 Show grand totals 7]
Include report parametars in export ¥ ——-—/——o Add parameters to exported report

Apply Cancel \oApply

name>

o Close

As you'll find elsewhere in the Apps, close the slide out panel by clicking this icon,
remember that any changes you make will not be applied if you close the slide out this way.

o Sub Totals

Show sub totals I

If you want to have sub totals displayed in your reports check this item. Many reports have
‘group by' options that allow you to group the data in different ways. For instance, you may
wish to group a report by ACD Skill and Date, or by ACD Skill and Agent. When you select



a group by option, if you have checked this sub totals option, the report will include sub
totals when the grouped element changes.

If selected, sub totals will also be included in printed reports and when you export a report
to Excel format (xlIsx).

o Grand Totals

Show grand totals d

This option speaks for itself. Check it if you want to see grand totals at the end of each
report, otherwise no grand totals will be included.

If selected, grand totals will also be included in printed reports and when you export a
report to Excel format (xIsx).

o Add parameters to exported report

Include report parameters in export [w#]

Check this option if you want to include header information in the exported report files.

Information exported will include the report heading, start and end dates and times, days
on, and all the items include in the report.

o Apply

Apply Cancel

As elsewhereg, it's important to apply any changes you make. If you click the close icon or
the cancel button then any changes will be lost.



Configure Print Options

When you select this item the panel below slide out from the left side of the screen showing the
configurable print options. Printing from within the browser is not as easy as it really should be,
it's certainly more complicated than printing from within an EXE. See Browser Printing for more

information about printing.
Print options x 8 Close

?

Option Select

Paper layout e\
Portrait page layout
Cne chart per page o
One chart per page ok/ perpag

Use grid layout when printing reports O

‘0 Print report as a grid

Apply Cancel — ‘a Apply

o Close

As you'll find elsewhere in the Apps, close the slide out panel by clicking this icon,
remember that any changes you make will not be applied if you close the slide out this way.

° Paper layout

Portrait page layout Ld

If you want to print with the Portrait page layout check this option. Please note, this is an
App setting, NOT a printer setting. When you print something like a chart or a report the



App will use this option to decide how to size and layout the item, but you will also have to
set up your printer separately to get the right paper orientation on your printer.

See Printing in the browser for more details of how to print from within your web browser.

o One chart per page

One chart per page

Select this option if you want the App to split the charts so only one is printed per page.
Again, this is an App setting, you will have to configure your printer separately as well to get

the results you want.

See Printing in the browser for more details of how to print from within your web browser.

o Print report as a grid
Use grid layout when printing reports J

<TODO>: Insert description text here...

° Apply
m Cancel

As elsewhere, it's important to apply any changes you make. If you click the close icon or
the cancel button then any changes will be lost.



Open CCS Administrator

Select this option to open the CCS Administrator App in a new tab or window, depending on your
browser settings. The App inherits your current logon details and license application key, so this will
not take up a second license slot.

J/ [ CCS Administrator x \ . a !

<« C | [ server-pc8l/supervisor/administrator/index.htm iy

=] M |tel MiVoice Office 400 CCS Administration : systemuser

i Apps N CCSWallboards = CCSMonitor — CCSSupervisor [ CCS Administrator

Users Colours Skill Thresholds Customers Active Licenses System

Users
new user ¥ m Remove
Language

g English .

Skill 41 =
Skill 42 s
Skill 43 Z

Change to System User

System User Password

Apply

|

See Administrator App for more details.




Open CCS Monitor

Select this option to open the CCS Monitor App in a new tab or window, depending on your
browser settings. The App inherits your current logon details and license application key, so this will
not take up a second license slot.

&~ CCS Monitor

C' | [4 server-pc:81/monitor/indexhtm

i1 Apps = CCS Supervisor j CCS Wallboards

> Ml[el MiVoice Office 400 CCS Monitor : systemuser

Erich Hermann 00:03
Gordon Drew 00:06

Nick Gibbs

Call Center SKill 41  skil42 SKill 43
- Skill 41 Skill 42 Skill 43

Service Level % D
4
Answered
5 |
M Cverflowed Out
75 5 Lost Calls
QO O O Gy O Us, O O O 7 7y 75 7y 7 Jip P 7 i T < < < .\-},
'c;'”:)"c;'”o'”c)'”c)'”y'%;'”o'”c;'”c)'”o"o'%"o"o"o"’ 00 05 0,
Calls Waiting 1]
Offered 12
a0
Answered g 50 W Queued
Lost Calls 3 40 M Ringing
20 ve
Total Agents 3 1 Conversation
Busy Agents 0 ’ %, Cr G G O O Go O O O 75 75 70 75 77 %5 g 23 7 79 < <y 0<% ren e
JJJJJJ@JJJJJ@JJJJJJJJJJ’JJJ
Available Agents 3

See Monitor App for more details.



Print Current Chart

Printing from within the browser is a more complicated process than printing from inside an EXE
program because the browser operates like a 'sandbox’, which means that apps running inside
the browser cannot reach out and setup or manipulate the printer in the same way that an EXE

program can.

It's possible to press 'Ctrl-P' or select the browser 'Print..." menu option to print the chart directly
from the Charts tab. The resulting printout will attempt to match the printed page with exactly what
you see in the browser window. It's likely that this will result in a far from satisfactory printout.

So, when viewing charts, there is a menu option that will attempt to produce a printout better

suited to your requirements*.
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Configure Print Options
01/06/2015 to 29/06/2015 between 07:00-18:00

Configure Report Options

— Open CCS Monitor

Answered

Open CCS Administrator
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You will find a 'Print Current Chart' option in the menu options. Click this option and a new Print
Chart window or tab will open, depending on your browser settings, which can be printed directly

to produce a chart print that matches the settings you have entered in the Configure Print Options
panel.




Print Options x
?

Portrait page layout
One chart per page

Apply Cancel

Checking 'Portrait page layout' and unchecking 'One chart per page' will open a Print Chart window
such as the one below.



CCS Print Chart
@}'@ server-po8l/supervisor/printchart/index.html?chart={"id"0 + & | |E' Google P| * | B ¥+ # |
Call Center Calls Analysis
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Time

The whole page is designed to print on a single A4 page in portait layout and, if your printer is set
up accordingly, will print correctly.**



Print Options x
7

Puartrait page layout i

One chart per page

If you change the print options the Print Chart window will change as well. Here we have
unchecked the 'Portrait page layout' option, so the Print Chart window will be sized for landscape
layout.




CCS Print Chart
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You may notice the slight difference in the width/height of each of the screen shots above. This
should print correctly on a single A4 sheet in landscape layout.

You can choose other options as well.



Print Options X Print Options x

? ?
Opticn Select Option Select
Portrait page layout Portrait page layout E
One chart per page

One chart per page

Apply Cancel Apply Cancel

The options on the left are for a portrait layout printout with only one chart per page, while the
options on the right are for a landscape layout printout also with just one chart per page.



CCS Print Chart
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The screen shots above show the resulting Print Chart windows of each of the options. Portrait
layout and one chart per page on the left, landscape layout and one chart per page on the right.
Only the first chart is shown in the Print Chart window, the second chart will appear on the second
page of the printouts in each case, if you need to, you can resize the Print Chart window manually
to reveal the second chart.

*
All browsers print in their own way, there is no standard process that the CCS Apps can use to give you the exact same printing experience across
all browsers. All examples in this document are created using the Mozilla Firefox browser, which we think gives the best printing experience. For your

information, currently it's not possible to consistently print reports or charts from within the Google Chrome browser,.
**

The App cannot setup the printer itself, this must be done by you, either using the browser Print Setup page or through the OS printer driver.



Print Current Report

Printing from within the browser is a more complicated process than printing from inside an EXE
program because the browser operates like a 'sandbox’, which means that apps running inside
the browser cannot reach out and setup or manipulate the printer in the same way that an EXE
program can.

It's possible to press 'Ctrl-P' or select the browser 'Print..." menu option to print the report directly
from the Reports tab. The resulting printout will attempt to match the printed page with exactly
what you see in the browser window. It's likely that this will result in a far from satisfactory printout.

So, when viewing reports, there is a menu option that will attempt to produce a printout better
suited to your requirements*.
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Print Current Report

fSiS Configure Print Options
I7-00-18:00
Configure Report Options
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1 15 0
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There are no specific report print options, as there are when printing charts. This is because the
reports are displayed on the HTML page as a large <TABLE> object, and the printing of <TABLE>
objects is largely controlled by the browser. You will have to set the printer preferences that best
suit your requirements. To achieve better printout of reports try exporting the report into XSLX
format and printing from within Excel or some other spreadsheet app.
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When you click the 'Print Current Report' option a new report window will open which can be
printed directly for a more consistent print result than just using 'Ctrl-P' on the Reports tab. The
whole page is designed to print on a single A4 page in landscape layout with the 'Shrink to Fit'

option, and if your printer is set up accordingly it will print correctly.**

e 5 ]faesm]
CCS Print Report x OF E’--

| @ server-pcsl /supervisor/printreport/index himreport={"id" "relativeDateld"" 12", "fDate""2015-06-01", tDate’s"2015-06-2", 'ime’s 070", ¢Time":"18:00", fTimeRaw's"2015-06-16T0600:26.7152", tTirmeRaw""2015-06-16T17:00:26.7152", DateRaw’s ¥ @ | | B~ Google Pl A =

01/06/2015 to 29/06/2015 between 07:00-18:00
for - Skill 41, Skill 42, Skill 43
SkilName  Offered  Answered Avg.Answer Avg.Call  Service Callsthat  Abandoned  Avg.  Transferred Transferred Overflowed AlAgents  Max.Wait Nologged Overflowed  Longest  Longest  Longest  ShortCalls  Short  PickedUp Passedto  Rejected  Deflected
Time Level % ueued Abandon in out out sy Time n Agents n Queu Answer Abandon Abandons Non ACD

Skl 41 91 7 0005 o126 81% 15 10 00.08 0 0 7 7 0 0 2% 00:13 00:13 0020 0 2 1 0 5 0

skl 42 o4 0 0005 o124 60% 5 3 00.02 0 0 2 5 1 3 8 00.02 00:18 00.07 0 2 10 1 1 0

skl 43 ES . 00:04 o111 8% 12 5 0001 0 0 5 1 0 5 0 00:18 00:09 00.05 0 4 3 0 2 20
GrandTotals 210 157 00:04 o121 7% ES 19 00:03 0 0 u 1 1 8 u 00:18 00:18 0020 0 8 14 1 8 20

The screen shot above is the whole ACD Skills at a Glance report seen in the new report window
which has been manually resized to fit everything in. It's not necessary to do this for the actual
printout. Open the browsers print preview window and you will be able to see how the report

fits onto the printed page with the settings you have entered. We recommend landscape mode

printing.
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The 'Shrink to Fit' option will attempt to resize the report so that all the columns of the report fit
on a single page. If the browser is unable to do this automatically, you can enter a custom size to
make sure all columns are included.
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The preview will show you what the report printout will look like, when you are happy click 'Print'.
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*
All browsers print in their own way, there is no standard process that the CCS Apps can use to give you the exact same printing experience across

all browsers. All examples in this document are created using the Mozilla Firefox browser, which we think gives the best printing experience. For your

information, currently it's not possible to consistently print reports or charts from within the Google Chrome browser,.
**

The App cannot setup the printer itself, this must be done by you, either using the browser Print Setup page or through the OS printer driver.



Monitor

The Monitor App is designed to provide you with familar analysis tools to monitor the Call Center
and individual Agents in dynamic real time.
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When you first enter the Monitor App address (URL) in the browser, the browser checks
LocalStorage to see if there is an active application key already associated with the browser, if so

it will auto-logon, if not you will have to logon again. See Logging in and out for more details

of how to log on to the Monitor App. Alternatively, rather than entering the URL in the browser
address bar every time, you could create a browser Bookmark to the Monitor App and add it to the
Bookmarks Bar. See Setting up a Bookmarks link for examples of how to do this in several browsers.
It's possible to open the Monitor App directly using an option found in the Supervisor App. See the
Supervisor Options section along with Open CCS Monitor for details.

The navigation bar drop down menu in the Monitor App provides a range of different configuration
options. Go to Monitor Options for more details of the different configuration options.






Overview
The Monitor App is just one single page in the browser but it includes all the real time tools that
you need to monitor your Call Center and Agents. If you are a CCS v1 user who has upgraded to v2
you will find this page quite familar. All the real time data you had in v1 is here in this Monitor App.
Follow the Details link to see more details about the specific parts of the App. The App page is split
into 3 sections.
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o Histogram Panel

Call Center Skill 41 Skill 42 Skill 43

The histogram panel is where the real time data for all ACD Skills selected in the Monitor
Configuration panel is displayed. These histograms show dynamic activity for each Skill or the
Call Center and are updated every second with new data. See the section on Skills for more
details of what these histograms show and how to make the most out of them.
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At the top of this panel all the ACD Skills you selected in the Monitor Configuration panel
will be listed. You can select any one Skill, or the Call Center if it's in the list, and a range
of dynamic data specific to that ACD Skill will be displayed. Parts of this panel are updated
dynamically each second, other parts every 15 seconds or so. See the section on Skills for
more details of what the panel shows and how to make the most out of the data.

The Histogram and ACD Skill panels can be resized using the splitter bar in-between them,
and they will resize as best they can to suit the new dimensions.
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o Agent Panel
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Every ACD agent logged onto the specific ACD Skill selected in the ACD Skill panel on the
left side of the page will be included in this panel. When the Call Center is selected, All
logged on ACD Agents are included. See the section on Agents for more details of what this
panel shows and how to get the most out of the data.

Unlike the Histogram and ACD Skill panels, the Agent panel cannot be resized directly, it is
automatically sized based on the width of the browser window
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But obviously there are limits, if the page is resized to be too small some detail may be lost
or displayed oddly.

=~ CCS Menitor

C | [ server-pc:g1/monitor/index.htm
2= Apps - CCS Supervisor j CCS Wallboards

> M|tel ‘ MiVoice Office 400 CCS Monitor : systemuser O

Bernd Jobes 5225

Erich Hermann

Call Center  Shill 41 Skill 42 Skill 43 Gordon Drew
Mick Gibbs
Call Center Skill 41 Skill 42 Skill 43
: oy
Service Level % 0 W Overflowed Out

o e A N e PN T o et

. gy
o UG e ol il a e e B R o .. M Cinnuersatinn

77 -

Combine resizing the histogram and ACD Skill panels with the whole browser window to set
up the Monitor App as it suits you.
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* The screen shots above have been reduced by up to 50% to fit them into the help file. This is not a browser

feature.
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o Help icon
?

Click the Help icon to access this online help.

a Histogram panel



These are the ACD Skill histograms, showing dynamic information about performance, active
calls and ACD Agent states. You can choose which ACD Skills to include on this panel in the

Monitor Configuration panel. See the Skills section for more details about the data displayed
in this panel.

o Panel resizing bar

|

Drag this bar up or down to resize the ACD Skills Histograms panel and the ACD Skill panel.

o ACD Skills
Call Center Skill 41 Skill 42 Skill 43

Each of the ACD Skills you selected in the Monitor Configuration panel will appear here.
Click one to select it, it will appear as white font against blue background when selected.

o ACD Skill panel
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This panel will display data for the ACD Skill you selected in ACD Skills above. When you
change the selected ACD Skill this panel changes automatically to show data for the new ACD
Skill. If you select the Call Center then data for all ACD Skills is used to populate this panel.
See the Skills section for more details about the data displayed in this panel.

° ACD Agents panel
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This panel will include all the logged on ACD Agents for the ACD Skill you selected in ACD
Skills above. When you change the selected ACD Skill this panel will automatically update
to show only those ACD Agents logged onto the new Skill. If you select the Call Center
then data for all logged on ACD Agents will be included. See the Agents section for more
details of the data displayed in this panel and how to use the various Agent features that
the Monitor App provides for you.
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A simple feature has been added to the histogram panel to allow the user to dynamically monitor

abandoned calls. Simple click on the small 'rotate' icon &> that you will find in the top right hand
corner of the histogram panel. This will switch the panel over to the Abandoned calls view.

o)
Abandoned calls
Customer Callers’ Calling at into Skill group for Agent Waited for
name number
Bemd Jobes 25 15:34.03 Skill 41 Gordon Drew 7
Bernd Jobes 25 15:34:13 Skill 43 Erich Hermann 7
Bernd Jobes 25 15:34:22 Skill 42 Nick Gibbs 6
Bernd Jobes 25 15:34:30 Skill 41 Erich Hermann 6

Skill 41 Skill 42 Skill 43

This simple view will show all abandoned calls during the current day for the selected skill. When
you change the selected ACD skill the view will automatically update with the abandoned calls for
the new skill you have just selected.
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Abandoned calls

Customer Callers" Calling at into Skill group for Agent Waited for
name number
Bemnd Jobes 25 15:34.22 Skill 42 Nick Gibbs 4]
4 3

Call centre Skill 41 m Skill 43

The view will update every 15 seconds or so, which means it may take as long as that before a
recent abandoned call is included in the list. To return to the histogram panel, click the rotate icon
in the top right hand corner of the view.

Abandoned calls =

Customer Callers" Calling at into Skill group for Agent Waited for
name number

Bernd Jobes 25 15:34:22 Skill 42 Nick Gibbs 6



Skills
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o Dynamic histogram

Each ACD Skill that you select in the Monitor Configuration panel will have a histogram
in this panel. All logged on ACD Agent and ACD call activity is represented in these
dynamically updated histograms.

Each ACD Skill histogram represents 100% of ACD call and logged on agent activity for that
Skill. The Call Center histogram will include data for all logged on ACD agents and all call

activity, both ACD and non ACD.



The height of each individual ACD Skill histogram is set as a proportion of the total number
of agents active on the PBX plus the number of all calls currently queued. As agents log
on and off and calls enter and leave the ACD Skill queue, the height of each individual
histogram will be redrawn accordingly.

Each logged on agent is represented by a single block of colour in the ACD Skill histogram.
The colour will change as the agent's state changes, from ready, to ringing, to talking, to
wrap-up, and so on. The Call Center histogram will show the 'master' or over-riding state

of each agent, while the ACD Skill histogram shows the current agent state with particular
reference to that Skill. ACD calls that enter the ACD Skill queue, not ringing yet on an agent,
will be given their own block of colour while they remain in the queue, but when the calls
rings on an agent, the queue colour block is removed and that agent's colour block changes
to the ring state colour.

Colours are taken from a palette, either the default palette shown here, or a user specific
palette that can be configured to suit each individual user's requirements. See Administrator
Colours for details of how to configure your own colour palette.

Hover the mouse cursor over a histogram for additional snapshot information about the
dynamic state of that ACD Skill. Tooltip data is not updated once shown.

o Traffic light indicator

Catcener sner (IS S

At the bottom of each histogram the ACD Skill name will be shown. The background colour
of this area will match the traffic light colours used in the Wallboards App to show service
level performance of the Skill or the whole Call Center.

o Selected ACD Skill

Call Center Skill 41 Skill 42 Skill 43

All the ACD Skills you select in the Monitor Configuration panel will appear in this list at
the top of this panel. You select one by clicking it, and it will be highlighted with a blue
background, as shown above. This selected ACD Skill is now the focus of this panel and
the Agents panel on the right hand side of the monitor window. The data and information
described below are all relevant to the ACD Skill you select in this list.

o Service level guage



Service Level %

80

This guage shows the service level percentage of the selected ACD Skill. This is the
percentage of calls answered with the service level threshold you have set for the selected
ACD Skill. Tt will be coloured using the user's traffic light colour scheme.

Service Level % Service Level %

ACD Skill statistics

Calls Waiting 0 H

Offered 5
Answered 4
Lost Calls 0
Total Agents 4

The user can display data for the selected ACD Skill by choosing from a range of different
statistics in the Monitor Configuration panel. The stats are updated in real time and the
same statistics is displayed no matter which ACD Skill is selected.
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This panel on the right side of the page will include all the logged on ACD agents for the
selected ACD Skill, or for the whole Call Center if that is selected. Where there is not enough
space to fit all the agents in, scroll bars will allow the user to move up or down the list as
required. Each agent object in the list can be expanded to show more detail. See Agents for
full details of whats in these objects and how to interactive with them.
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This chart is updated every 15 seconds and shows the numbers of calls answered,
overflowed out, or abandoned (lost) for the selected ACD Skill or Call Center over the course
of the current 24 hour period. The data is grouped into hourly periods. If you hover the
mouse over a bar additional relevant information is displayed in a tooltip.
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As with most charts in the Supervisor App, you can turn data on or off by clicking the
appropriate legend

o Calls handling chart
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This chart is updated every 15 seconds and shows the call handling averages for all
answered calls over the course of the current 24 hour period. As above, the data is grouped
into hourly periods, a feature that cannot be changed, and if you hover the mouse over any
bar on the chart additional relevant information is displayed in a tooltip. Also, data items can
be turned on or off by clicking the appropriate legend to the right of the chart.



Agents

The Agent data displayed in the main page of the Monitor App will be for logged on Agents in the
selected ACD Skill or the whole Call center. If there are no logged on Agents no data is shown.
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o Selected ACD Skill

Call Center

This is the selected ACD Skill or Call Center. All the ACD Skills you select in the Monitor
Configuration panel will appear in this list at the top of this panel. You select one by clicking
it, and it will be highlighted with a blue background, as shown above. This selected ACD Skill
is now the focus for the Agents panel on the right hand side of the monitor window. The
data and information described below are all relevant to Agents logged ontothe ACD Skill
you select in this list.

e ACD Agents

Bernd Jobes 00:05

Every logged on Agent for the selected ACD Skill will be shown here. You will see the name
and a colour block that shows the Agent's current state and the time spent in that state.
This is a dynamic block and changes in real time as the Agent state changes. The small
down-arrow can be clicked to open an extended panel with additional information for that
Agent. See below for details.



Right click on the Agent panel for menu options. Although the following screen shots are
taken with the Agent panel extended, it does not have to be extended for the menu to
open.

Nick Gibbs | o010 |

Averages

Open Agent detail window
Log Agent Off
Enter break time .

Mo active Alarms

Picked Up 0

Transferred Out 0

The right-click menu is dynamic, some options are specific to the Agent state. The top
option opens a new, separate window for this particular Agent with more information. See
Details Window for a full description. You can automatically log the Agent off if you choose,
just click the 'Log Agent Off' option.

In the screen shot above the Agent is in 'Ready' state, but you can put the Agent into
'‘Break’ state if you choose, using the 'Enter break time' option. If the Agent is already in
'‘Break’ state, this option will change to 'Exit break time', and obviously if you click it the
Agent will exit break time.



Nick Gibbs m

Averages

Open Agent detail window

Log Agent Off

Mo active Alarms

Answered 2
Abandoned 0
Picked Up 0
Transferred Out 0

If the Agent is in 'wrap-up' state you will also have the option to exit wrap-up time as well.
This option only works if you have not set a time limit to wrap-up time for the ACD Skill in
OIP Toolbox.



Mick Gibbs

Averages

Open Agent detail window

Log Agent Off

Enter break time

Exit Wrap Up time

Mo active Alarms

The final option is informative only and tells you which alarms are active for this Agent, if
any. See Configure Agent Alarms for more information about Agent alarms.

NOTE: This menu is different if the Hide Personal Data option is set during installation.



Erich Hermann -

Logoed on 15:03:21
Connected

Skill

Log agent off
Gordon Drew

Mick Gibbs
Enter break time

Mo active alarms

The Agent Detail Window option is not available.

o Expanded ACD Agent

Erich Hermann

Averages
Logged On 11:07:08
Answered g
Abandoned 0
Picked Up

Transferred Out 0



The extended ACD Agent panel shows extra data for the Agent that is specific to the
selected ACD Skill. It includes a pie chart which shows call handling averages for Agent
during the current day, including any non ACD activity if the Call Center is selected. Hover
the mouse cursor over the pie chart for a tooltip which shows the actual values for the
various averages displayed.

Gordon Drew 1207

Averages

Gordon Drew Averages

Avg. Ring 00:03
Avg. Talk 0o:18
Avg. Wrap Up 00:12

—

Logged On 09:17:04
Answered 5
Abandoned ]
Picked Up ]
Transferred Out ]

Below the pie chart is a block of colour that indicates the current state for the Agent
relevant to the ACD Skill selected. The time the Agent last logged on to the ACD Skill is
shown below the state colour block, along with some statistics that show in brief the Agents
call stats for the selected ACD Skill during the current day.

NOTE: This expanded view is different if the Hide Personal Data option is set during
installation.



?

Erich Hermann -

Logged on 15:03:21
Connected

Skill

Gordon Drew

]
Nick Gibbs ]

No statistics or time in state information is included, although you wil still be able to see the
current state of each agent.

o ACD Agent in alarm

Mick Gibbs 4410

When an Agent enters an alarm state the header bar will be show in red, as above. This
simple visual que tells you that the agent is in alarm. To see which alarm has been triggered,

right-click the mouse on the header bar for the menu. The last entry in the menu will be the
active alarms for that Agent.



Open Agent detail window
Log Agent Off
Enter break time

Active alarm - Time in Ready state

Alarms are set in the Configure Agent Alarms panel.




Details Window

You can open an Agent detail window for every agent in the ACD Agents panel. Regardless of
whether the panel is expanded or closed, right click the mouse on the required Agent's panel and
a menu of options will appear. The first item will be 'Open Agent dewtail window'. You guessed it,
click this item and the Agent detail window opens.

-qq

0027

Open Agent detail window

Erich Hermann

Grdon Drew

Log Agent Off

Enter break time

Mo active Alarms

The screen shot below shows a typical Agent detail window. The window is resizable and you can
open them for as many Agent's as you wish.

[4 server-pc:81/monitor/detail/index.html?atomid=13

Agent : Erich Hermann

Agent details F
Main state o\\
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o Agent details

Agent : Erich Hermann
Current logon at 13:09 : First logon at 10:57 - Tatal logged aon duration 05:15

This title block shows the Agent name and logon details. You can see the time the Agent
logged on for the current logon session, as well as the time the Agent first logged on today
and the total logged on time for the current day.

Main state

Ringing00:02

This first state is the main state for the Agent, which just means it's whatever the Agent is
actually doing. If the Agent is active on a non ACD call this would not show up in any ACD
Skill data because non ACD calls are not recorded as ACD Skill activity, but here you would
see it as the main Agent state.

Man-ACD Cut:01:14

Total Calls handled

Answered Abandoned Rejected Deflected Picked Up Transferred Out

12 1 0 0 0 0

Showing the overall ACD stats for the Agent, the total number of ACD calls answered and
abandoned, as well as the number of ACD calls the Agent rejected, picked up, or transferred
out.

ACD Skills
Skill 43 4 1 0 0 0 0

Skill 41 Occupied:00:02 & 0 0 0 0 0

There will be one or more entry here, depending on how many ACD Skills the Agent is
currently logged on to. Each entry will show the current day stats of all ACD activity by the
Agent in that ACD Skill, as well as the Agent's current ACD Skill state.



In the image above the Agent is active on an ACD call for ACD Skill 'Skill 43", shown as
'Ringing’, and shown as 'Occupied’ for the ACD Skill 'Skill 41'. This is because an Agent can

only process one ACD call at a time so is considered to be occupied, or unable to take calls,
in the second ACD Skill.

Mon-ACD Cut00:16

Skill 43 Occupied00:16

Skill 41 Occupied00:16

In the image above, the Agent's main state shows as a non ACD state, so both ACD Skills that

the Agent is logged on to are shown as 'Occupied’, because the Agent is not free to take any
ACD call for either Skill.

Agent call handling averages

Avg. Non ACD
Avg. Ring Avg. Talk Avg. Abandon  Avg.Wrap Up Avg.Break  Avg. Non ACD In

00:03 00:15 00:06 00:12 00:00 00:00 00:00

Some data showing average call handling for the Agent for the current day. These are

summary stats, including all ACD and non ACD calls, and average break times if the Agent
has taken any breaks during the day.

° ACD Skill call handling averages

Skill 43 00:04 00:15 00:08

Skill 41 00:03 00:15 00:00

These are the ACD call handling averages, Ring, Talk, and Abandon, for Agent ACD activity
in each ACD Skill the Agent is logged onto. 'Avg wrap-up' only appears as a summary

stat because it is not accumulated to specific ACD Skills. An Agent in wrap-up state is not
available to take ACD calls so is shown as 'Occupied’ in all ACD Skills.

Wrap Up:00:03

Skill 43 Occupied:00:35

Skill 41 Occupied:00:03




o Activity chart

40 Answered
a5 Abandoned
a0 & Avg. Ring

Avg. Talk
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This chart shows the Agent's ACD call activity for the current day, beginning at the time

the Agent first logged on, right up to the present time. The data is grouped into 10 minute
periods to make it a little easier to read and more likely to fit into a reasonably sized window.
The number of ACD calls answered and abandoned in each period is recorded, along with
averages for ring, talk, wrap-up and break times.

As with other charts, you can turn data on or off by clicking the data legend on the right.
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This may be useful because we mix averages and counts on the same chart. This can lead to
big discrepancies that may make some data hard to see. Turning off data with large values,
for instance average talk time which may be many seconds, you can then see the data which
has smaller values, such as answered, which may be quite low in any ten minute period.



Options

There are some configuration options available on the navigation bar drop down menu. Click in the
white circle numbered with a '4' to see the relevant Monitor App options.

itor : systemuser

Monitor Configuration

B
Configure Agent alarms E
G
Logged Off Agents N
. Open CCS Supervisor
@ s
Skill 43

Follow the links to the different options



Monitor Configuration

| Close panel

Monitor Configuration

Skill Group Select

%]

Call Center

ACD Skills 0\ Skill 41

Skill 42

Y

LY

%]

Skill 43

b

Displayed Statistics Select

LY

Calls Waiting

[«

Offered
. ] \e Displayed Statistics
Answered

Lost Calls

%

%

%

Total Agents

%]

Busy Agents

%

Available Agents

Apply Cancel ] ﬂ:ﬁpply or Cancel

o Close panel

Click this icon to close the panel. IMPORTANT : Any changes you have made will be lost if
you close the panel this way, use the Apply button if you want to save your changes.



° ACD Skills

Skill Group Select
Call Center v
Skill 41 td
Skill 42 td
Skill 43 td

This panel will display all the ACD Skills configured in your Call Center, as well as adding
an entry for the whole Call Center itself. Any Skill checked will appear on the Monitor main
page, as a histogram in the Histogram panel and an entry in the Skills list in the ACD Skills
panel. Unchecked Skills do not appear. Remember to Apply any changes.

e Displayed Statistics

Displayed Statistics

Calls Waiting
Offered
Answered
Lost Calls
Total Agents
Busy Agents
Available Agents

These are the statistics that appear in the ACD Skills panel for the selected Skill. ANything
checked will appear, anything unchecked will not. Remember to Apply any changes.



o Apply or Cancel

Apply Cancel

Apply changes by clicking the Apply button, or close the panel and lose all changes by
clicking Cancel.



Configure Agent Alarms

{8 Close panel
Configure Agent alarms x

Alarms o\ Existing Alarms rd
alarm one v M ___._._.—-/—o:l\larm actions

Bernd Jobes [«

Selected Agents 07
vl

Erich Hermann

Gordon Drew ¥

Nick Gibbs 7]

/o Edit condition

Time in Ready state 600 =

L. — Select a new Statistic — v 1] o m
Alarm conditions
_‘_‘_‘—-—-_._ .
\o Add condition

A Apply or Cancel

Apply Cancel —

o Close panel

Click this icon to close the panel. IMPORTANT : Any changes you have made will be lost if
you close the panel this way, use the Apply button if you want to save your changes.

Alarms

Existing Alarms

alarm one ¥



The drop down list will include all the alarms the current user has created. A user can create
as many alarms as are needed.

Existing Alarms

alarm one h
alarm one
another alarm

When you select an existing alarm all the alarm conditions are displayed and all the agents
selected for the alarm are shown in the Agents list as checked.

e Alarm actions
ewemore

You must first add a new alarm before setting conditions or selecting agents to include.
Click the 'New' button at create a new alarm. The buttons at the side of the drop down
change to 'Add' and 'Done' and the drop down list changes to become a text field.

New Alarm

— Enter new Alarm name -- @ Done

Enter a name in the 'New Alarm' field, which must be unique. If you decide not to add a
new alarm, click the 'Done’ button, otherwise click '‘Add'". If the name you entered is not
unique you will see a warning,

New Alarm

alarm one Done

but if the name is unique an empty alarm with that name will be created.



?
Reminder: Any changes will only be applied if you ‘Apply’ them. Click the "Cancel’
button to cancel all changes.

Existing Alarms

alarm two r m Remove

IMPORTANT, remember that this alarm is not saved to the database until you click the Apply
button, if you click 'Cancel' or close the panel at any time then the new alarm and any of
the conditions you entered will be lost.

o Selected Agents

Bernd Jobes td
Erich Hermann |
Gordon Drew td
Nick Gibbs !

This list will be populated with all the logged on Agents in the Call Center. Initially, when
you create a new alarm, none of the agents in the list will be selected, you must choose
those agents you wish to include in the alarm by selecting them. An agent can be included
in as many different alarms as you wish and to remove an agent from an alarm simply
uncheck the agent in the list. Likewise, to include an agent in an alarm, just check that agent
in the list.

IMPORTANT, remember that any changes you make to an alarm are not saved to the

database until you click the Apply button, if you click 'Cancel' or close the panel at any time
then any new agent selections or deselections you entered will be lost.

o Alarm conditions



Name Lower Upper

Time in Ready state 600 =
— Select a new Statistic — r 0 0 m

This list will be populated with all the different conditions you have attached to the current
alarm. Initially, when you create a new alarm, there will be no conditions in this list. You
need to add a condition.

Name Lower Upper

— Select a new Statistic — r 0 0 m

° Add condition

-— Select a new Statistic — v 0 0 m

To add a condition, first select a statistic from the drop down list. You can choose from

a range of averages or total durations for the condition. When the alarm is evaluated,

the value of this statistic for each selected agent is checked against the lower and upper
thresholds of the condition and if the value meets the condition then an alarm is raised for
that agent.



Name Lower Upper

Avg. Ready r 0 0 m
Avg. Ready
Avg. Ring h‘

Avg. Talk

Avg. Wrap Up

Avg. Break

Avg. Man ACD In
Avg. Non ACD Out
Time in Ready state
Ringing Duration
Talking Duration
Wrap Up Duration
Time in Break

Select the statistic then enter values in the 'Lower' and 'Upper' fields. The 'Lower' field
accepts only numbers, and it cannot be less than the Upper field. If you want the Upper
field to just mean 'greater than' you can enter the '>' character, otherwise enter a number
greater than the 'Lower field.

Avg. Talk v 30 = m

When you are happy with the condition, click the 'Add' button. The condition will be added
to the Alarm list of conditions. You may enter as many conditions as you want.

— Select a new Statistic — A 0 0 Add

IMPORTANT, remember that any changes you make to an alarm are not saved to the
database until you click the Apply button, if you click 'Cancel' or close the panel at any time
then any new condition you enter will be lost.

Edit condition



Name Lower Upper

— Select a new Statistic — v 0 0 Add

If you want to edit a conditon press the 'Edit' button.

Name Lower Upper
I -
— Select a new Stafistic - v 0 0 Add

You can change the selected statistic and the Lower and Upper thresholds of any condition.
When you are happy, click the 'Done' button and the changes will be displayed.

Name Lower Upper

Avg. Ready v 600| = m

— Select a new Statistic — v 0 0 Add

You can remove a condition easily by clicking the 'Remove' button.



Avg. Ready 5000 = m
-— Select a new Statistic — L 0 0 m

IMPORTANT, remember that any changes you make to an alarm are not saved to the
database until you click the Apply button, if you click 'Cancel' or close the panel at any time
then any edits will not be applied and removed conditions will remain in the alarm.

o Apply or Cancel

Apply Cancel

Apply changes by clicking the Apply button, or close the panel and lose all changes by
clicking Cancel. This includes adding new alarms, deleting alarms, adding, editing, or
deleting conditions for any alarms. All changes must be Applied or they are invalid.



Logged Off Agents

Logged Off Agents % {8 <TODO : Control Name>

Agent Name Log Agent On
<TODO : Control Name= &—l Hem iones

O

Gordon Drew (]

Apply Cancel —ﬂ <TODO : Control Name=

o <EDO : Control Name>

<TODO>: Insert description text here...

<TODO : Control Name>



Agent Name Log Agent On

Bernd Jobes U

Gordon Drew O
<TODO>: Insert description text here...

e <TODO : Control Name>
Apply Cancel

<TODO>: Insert description text here...



Open CCS Supervisor

Select this option to open the CCS Supervisor App in a new tab or window, depending on your
browser settings. The App inherits your current logon details and license application key, so this will
not take up a second license slot.

T CCS Superviser
[ = C' | [ server-pc:81/supervisor/indexhtml#/overview

i1 Apps = CCS Supervisor j CCS Wallboards

> Ml[el ‘ MiVoice Office 400 CCS Supervisor : systemuser

Cwerview Charts Reports

Call Centre Activity Overview

Today

N 0194

Skill 41 = 0000

- I N
Skill 42 00:00

I 01:18
Skill 43 B 00:05

I—

See Supervisor App for more details.



Administrator

— (CCS Administrator

=
n

&« C' | [3 server-pc81/supervisor/administrator/index.html#/users

HE Apps  For quick access, place your bookmarks here on the bookmarks bar. Import bockmarks now...

(] M Itel MiVoice Office 400 CCS administration : systemuser

Users Colours Skill thresholds Groups Customers Active licenses System

This App allows the User to add, edit, and remove various configurable settings in the MiVoice
Office 400 CCS database. Each tab is explained in detail, follow the links below.



Users

The User tab will be slightly different if you are logged on as the System User or as standard User.
The System User has the facility to add and remove Users, while a standard User only has the
facility to amend some of their own details. This section details the System User facilities, while this
section outlines the options available to standard Users.

[ T [ E |
. —
/[ €Cs Administrator x N 2 1s Y
« C' | [@ server-pc:81/supervisor/administrator/indexhtm w5 =
i Apps [I8 CCSWallboards = CCSMonitor —— CCS Supervisor | CCS Administrator
= Mltel ‘ MiVoice Office 400 CCS Administration : systemuser
Users Colours Skill Thresholds Customers Active Licenses System
| 7_,_/0 Users
Users -
- CIE
Language
User Language e—*‘ ’_7_7_ & English . !
I 7_,_,_° User's ACD Skill Groups
Skill 41 & o
Skill 42 vl
(|
Skill 43 &
Change to System User
System Usar m — " system User Password
Enter current System User Password
o °Apply or Cancel
Apply [

NOTE: If you are logged on as the System User, you must select the System User from the drop
down list of all Users in order to change the System User password. Follow this link for details of
how to change the User password.



Users

systemuser v

Language

& English .
Skill group Select

Skill 41

Skill 42

Skill 43 ¥
MNew password

Enter new password

Confirm password

Confirm new password

Current password

Enter current password

Apply

o Users

Users

NeEW user ¥ m Remove

From the drop down list select an existing user that you want to edit.

Users

systemuser v

new user

You can also add new sers by clicking the 'New' button.




Users

new user ¥ @ Remove

Enter the new User name in the 'New User' text box ....

Mew User

Enter New User Name Done

.. and click the 'Add"' when ready.

Mew User

another new user % Done

This will add a new User with the name you entered and a default password which is exactly
the same as the User name (case sensitive).

Information : This User will be added with the default password "another
new user" . The User must logon and change the default password as
required.

Users

another new user v M Remove

You can also delete a User by selecting the name from the list and clicking the red 'Remove'
button. A dialog will pop up warning you that the User is about to be removed from the
database.



Remove User Dialog

Remove User "another new user"

This User will be completely removed from the database along with all connected cc]:nﬁguraticln
settings.

Remove Cancel

IMPORTANT: This operation is immediate, there is no need to click the '"Apply' button to
make this operation final. As soon as you click 'Remove' in the opened dialog, the User is
gone.

° User Language

Language

g2 English .

This is the language of the User selected in the drop-down list. To change the User's
language, select a different language from one of those in the drop down list. Available
languages may change over time or depending on local market conditions. Only those
languages shown in the list will be available for the installed system.

Language

gk English

gt English

B Deutsch

0l Francais

= Espanaol

NOTE: Language changes are not dynamic, you must either log off/on again or reload the
App to see the changed language.

IMPORTANT: Remember to click the 'Apply' button after making a language change,
otherwise changes are lost.



o User's ACD Skill Groups

Skill 41 |«
Skill 42 |«
Skill 43 |«

N

The selected ACD Skill groups will be the only groups that the selected User will see when
they log on to any of the CCS Apps. In order to hide a Skill from a particular User, de-select
it in this list.

NOTE: The Call Center group which is used throughout the Apps always represents the
whole Call Center, regardless of the ACD Skill groups selected for the logged on User.

IMPORTANT: Remember to click the 'Apply' button after making any change to the selected
ACD Skill groups, otherwise changes are lost.

o System User

Change to System User

L]

Enter current System User Password

System User Password

The System User is considered the overall administrator of the system and is the only User
allowed to control certain configurable options. Only one User can be designated as the
System User. The new installation has a default System User with the username 'systemuser’
and with the password 'systemuser'. We recommend you change this after installing the
system. To change the password, select the default System User in the drop-down list then
change the password, follow this link to see how to change the password.

If you wish to change the designated System User from the default one, select a different
User from the drop-down list, ( follow this link for details of how to add a new User ), and
check the 'Change to System User' checkbox. You must enter the existing System User
password, which will be 'systemuser' if you are changing the default User, otherwise it will
be whatever you have set for the current System User. When you are sure the details are
correct, click the 'Apply" button.



IMPORTANT: As soon as you change the System User, the current logged on User will NO
LONGER be the System User and will have no access to System User options. The change is
immediate so if you make a mistake there will be no option to rectify it unless you log off
and log back on as the new System User you have just set up.

o Apply or Cancel

Apply

Changes to the selected User's language or ACD Skill Groups must be applied before they
are finalised. Click the Apply button to set any changes in the database, or Cancel to ignore
those changes.

IMPORTANT: Adding a new User or removing an existing User are immediate operations,
they do not need to be Applied before being finalised in the database.



Standard User

The User tab allows the logged on standard User to change their own password or the language
that is displayed when they log onto any of the MiVoice Office 400 CCS Apps.

o]

—
J T CCS Administrator x

strator/index htm | [B- Googte 2B ¥+ &

% server-pcl/supervisor/admin

) Mitel | mivoice Office 400 CCS Administration - new user

Users Colours Skill Thresholds Customers Active Licenses System

‘Amend Your Details
New Password

lew Password

4*7_,,_70 Change User Password
Confirm Password -
ifirm New Password
Current Password
Change User Language e.,,_iw
T Enter Current Password
" Language
& English .
R ,77———°Apply o Cancel

o Change User Password

Hew Password

nter New Password

Confirm Password

Confirm New Password

Current Password

Change the current logged on User or selected System User password by entering a new
one, along with an identical confirmation password, then entering the current User password

in the required field.

You must click the Apply button to see the new password change added to the database.



° Change User Language

Language
gt English .

This is the language of the current User. To change the User's language, select a different
language from one of those in the drop down list. Available languages may change over

time or depending on local market conditions. Only those languages shown in the list will
be available for the installed system.

Language

gt English .

& English
B Deutsch
0l Francais

= Espanaol

NOTE: Language changes are not dynamic, you must either log off/on again or reload the
App to see the changed language.

IMPORTANT: Remember to click the 'Apply' button after making a language change,
otherwise changes are lost.

o Apply or Cancel

Apply any changes to the database by clicking this button. If you do not apply them, any
changes you make will be lost.



Colours

The MiVoice Office 400 CCS Apps initially use a default colour scheme when displaying data
graphically, but it's possible for Users to configure their own set of colours for use by the Apps
whenever they log in. The Wallboard App will use the System User's colour scheme if there is one
configured, otherwise it will use the default scheme.

T CCS Administrator B W
€« C' | [3 server-pc:81/supervisor/administrator/indexhtml#/colours 2| =
5% Apps T CCSSupervisor 1T CCS Wallboards
o2 Mitel | MiVioice Office 400 CCS Administration : systemuser
?
Users | Colours | Skill Thresholds  Customers  Active Licenses  System L
Colour Font Colour Font
Call Handiing
i | @i
Colour Description G—*** [ Answered D #afoeSe - D white ~ | Abandoned |:| #fabdd3 v l black - —
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/.
Restore Default Colours ° Restore Defaults Cancel

o Colour Description
Colour Font

Call Handling

Answered |:| #afcehe - |:| white -

This indicates when the colour will be used in the Apps. For example; when showing
answered calls graphically all Apps will use a fill colour of '#afcc5e' and a text (font) colour
of 'white'. ANy colour can be entered, for either fill or font, and a particular colour can be
used more than once.

e Fill Colour



States

Feady

I blue - |:| white -

This is the colour that any shaded area, chart bar, line, column or pie slice, etc, will be filled

with when the Apps display the named statistic or state as a series on a chart or as an element
in some dynamic graphics.

Use the drop down arrow to open a colour selection window. Choose the colour you want and

States

Ready

Ringing

Wrap Up

Mon ACD In

Other

Service Level

States

Ready

Ringing

Wrap Up

Non ACD In

Other

Senvice Level

press the drop down arrow again to close the selection window.

l bluel v D white v | Cueued
[ | |

I#aDEEcc v thite v | Queued

Any changes you make must be applied. Apps that are already running will automatically

begin to use the new colours after then have been applied, but it takes several seconds for the
changes to filter through.



(D= M[[el MiVoice Office 400 CCS Monitor : systemuser

Bernd Jobes

Erich Hermann

Gordon Drew

Nick Gibbs

4 3

o Font Colour

Abandoned D #fabd43 - l black -

When changing a Fill colour it's important to remember the Font colour. This is the colour
of any text displayed over the fill colour, such as names, times and values. The text could be
difficult to read unless an appropriate colour is selected. You are not limited to just black or
white, any colour can be used.

Again, any changes must be applied.

o Apply changes
Apply Cancel

All changes must be applied before they will take effect. Press Cancel to return all colours to
the last applied state.

o Restore Default Colours

Restore Defaults

If you decide the scheme you have set up is no longer suitable, rather than change each
colour individually, click Restore Defaults to instantly return your colour scheme back to the
installatuion default configuration.



CAUTION: You do not need to Apply this change, your colour scheme will immediately be
returned to the default scheme when you click this button.



Skill Thresholds

Each individual ACD Skill group, and the Call Center as a whole, has a series of thresholds that
can be configured to assist in monitoring performance throughout the day. These are configurable
within the CCS Administrator App if you are logged on as the System User, otherwise this feature is

= CC5 Administrator
« @ [ [ server-pc:a1/supervisor/administrator/indexhtml#/threshol d o =
£ Apps T CCS Supervisor [TF CCS Wallboards
&0 Mitel ‘ MiVoice Office 400 CCS Administration : systemuser
?
Users  Colowrs | Skil Thresfolds | Customers  ActiveLicenses  Sysiem ?
Select Skill Group
Select Group or Call Center °
call Center
Service Level Answer Threshold
Senice Lemlﬁvesho\d}*_fiiiii_i . 20
| — 4° Short Calls - Answered
Short Answered Call Threshold [
- 2
Short Abandened Call Threshold
Shert Calls - Abandoned °
2
Service Level Percent Thresholds
——— =
}//
" Calls Waiting Time Thresholds
- - 7_,,,<° Trafiic Light Thresholds
Threshold sliders G’ 01
Logged On Agents Thresholds
Calls In Queue Thresholds
! J,,,,.°App\y Changes
Appy S

o Select Group or Call Center

Select Skill Group

Call Center

Select the ACD Skill group you want to configure from the drop down list. Whichever group
you select, the current thresholds for that group will be used to populate the fields below.

Select SKill Group

Call Center .
Call Ce
r@ ihold
Skill 41 .
‘ Skill 42 _ "
jold

Skill 43



There is also the choice of setting thresholds for the whole Call Centre, all activity in the Call
Centre weighted against the thresholds you set.

e Service Level Threshold

Service Level Answer Threshold

20 +

This value is the target time, in seconds, for answering ACD calls. Any Skill group call
answered within the threshold you set will be included in the Servce Level %, while calls
answered after this threshold are excluded.

Service Level Answer Threshold

A b
Short Answered Call Threshold

2 +
Short Abandoned Call Threshold

2 +

To alter the value, either type directly into the text field or use the plus and minus icons to
increment and decrement the value displayed.

All changes must be applied otherwise they are ignored. All currently open Apps will
automatically update with the new thresholds after you have applied them, but it may take a
few seconds to filter through.

o Short Calls : Answered

Short Answered Call Threshold

2 +

This value is the minimum time, in seconds, for an answered ACD call. Calls that take less
time than this will be ignored by all the Apps, except when the count of 'Short Answered
Calls' is specifically being displayed. This threshold can be set to O if required. It is used to
avoid including 'operational' calls in the Skill group totals. These are automatically generated
calls that sometimes have to be be created when real calls are deflected, overflowed, or
otherwise transferred throughout the exchange. Depending on how your exchange is
configured, this threshold may or may not be neccesary.



All changes must be applied otherwise they are ignored. All currently open Apps will
automatically update with the new thresholds after you have applied them, but it may take a
few seconds to filter through.

o Short Calls : Abandoned

Short Abandoned Call Threshold

2 +

This value is the minimum time, in seconds, for an abandoned ACD call. Calls that take less
time than this will be ignored by all the Apps, except when the count of 'Short Abandoned
Calls' is specifically being displayed. This threshold can be set to O if required. It is used to
avoid including 'operational' calls in the Skill group totals. These are automatically generated
calls that sometimes have to be be created when real calls are deflected, overflowed, or
otherwise transferred throughout the exchange. Depending on how your exchange is
configured, this threshold may or may not be neccesary.

All changes must be applied otherwise they are ignored. All currently open Apps will

automatically update with the new thresholds after you have applied them, but it may take a
few seconds to filter through.

° Traffic Light Thresholds



Service Level Percent Thresholds

50 f5

Calls Waiting Time Thresholds

4

015

Logoed On Agents Thresholds

58

Calls In Queue Thresholds

2D

When displaying statistics for selected Skill groups, the Wallboard App will fill the
background of each Skill group panel with a traffic light colour, either red, amber, or green.
The fill colours are a quick way of showing the actual performance of the selected Skill
based on a metric and threshold you have previously setup. This panel shows the 4 available
statistical metrics you can choose from, and allows you to set the red, amber, and green
thresholds for each statistic.

The four metrics are Service Level %, Call Waiting Time (average seconds), Logged On
Agents, and Calls In Queue. The Wallboard App uses the metric you select when deciding
which background fill colour it should use for each Skill group.

Each of the threshold sliders allows you to set upper and lower thresholds for red and
green, while amber is automatically for values between the upper and lower thresholds. The
current red and green thresholds for each metric are displayed as a number directly below
the sliders.

All changes must be applied otherwise they are ignored. All currently open Apps will

automatically update with the new thresholds after you have applied them, but it may take a
few seconds to filter through.

° Threshold sliders



50 [

Click on a slider and drag it to the left or right, the actual value of the slider is displayed
directly below it. Un-click to drop the slider and set the threshold at the displayed value.
You can set the upper and lower thresholds to the same value if required, in which case
the upper slider will 'hide' the lower slider. The minimum value for any slider is 0, and the
maximum is 100. In the case of the Service Level % and Logged on Agents metrics, lower
values are considered poorer performance than higher values, so the sliders are red for
lower and green for higher thresholds.

Service Level Percent Thresholds

Service Level Percent Thresholds

- b
38 a{b

But for Calls Waiting Time and Calls In Queue, lower values are considered better
performance and higher values worse, so sliders are green for lower and red for higher
thresholds. The slider determines the background colours used by the Wallboard App when
it checks the selected metric for each displayed ACD Skill. In the case below, if the average
Call Waiting Time of the Skill, or Call Centre, is 10 seconds or less, the Wallboard app uses
green as a fill, if it's between 10 and 50 seconds, the App uses amber, and if it's 50 or
above, red.

Calls Waiting Time Thresholds

s A

All changes must be applied otherwise they are ignored. All currently open Apps will
automatically update with the new thresholds after you have applied them, but it may take a
few seconds to filter through.

NOTE: You may change the actual traffic light colours that the Wallboard App uses, see
Colours for details, but the slider colours on this page will not change as well, they are fixed
to the default colours used for green, amber, and red.




o Apply Changes
Apply Cancel

All changes must be applied otherwise they are ignored. All currently open Apps will
automatically update with the new thresholds after you have applied them, but it may take a
few seconds to filter through. Click the Cancel button to ignore any changes you have made
and reset the displayed thresholds to the last applied values for the group selected.



Groups

The Groups tab allows the user to create groupings of agents, independently of the ACD skills the
agents log on to, for use when generating reports. When you select a group report, the data for
the report is collated from all agents that are selected as members of that group.

During the auto-initialisation that occurs when you first run the CCS, a group is auto-created and

all agents are added to it. You will see it in the list of groups as 'Group 1'. Initially all agents will

be members of this group, but you can edit, rename or remove this group if you choose. A group
must have at least one member and may not have the same name as other groups, but other than
that there are no restrictions on groups. Agents can be members of more than one group at a time,
or no group at all if you wish.

= CCS Administrator x
&« C | [ server-pc81/supervisor/administrator/indexhtml#/groups | =
£5f Apps For quick access, place your bookmarks here on the bookmarks bar, Import bookmarks now...
0 Mitel ‘ MiVoice Office 400 CCS administration - systemuser //,o Groups
_— 7
Users  Colours  Skiltresholds | Groups | Cusiomers  Activelicenses  System _— [
—
Groups _—
- o
e @ i -
Group 1
Additional details
L S S aGmupdelaMs
Automatically Added Agent Group
1“3 -—
D _° Select all or none
Bema Jobes “
oy Erigh Hermann @
ACD Agents o—*** S——
Gordon Drew @ [
777—77”“°\nc\udsd members
Nick Gibbs “
Apply or Cancel eff—***' 777

I
o Groups

Groups

- (o

Select a group to edit from the drop-down list of groups. All groups will be included in the
drop-down list, when you select a group it's details and members will be displayed



Groups

Remove

Group 2

Group 1

Additional details

Automatically Added Agent Group

ACD agents Include selected only

Bernd Jobes
Erich Hermann
Gordon Drew
Nick Gibbs

You can add a new group by clicking the New button

Groups

T e e

Add a unique group name and details, if required, as well as selecting those agents you wish
to include in the group's membership.



Mew group

— Enter new group name — Add jall=

Additional details

| -- Enter group details -- |

ACD agents Include selected only

Bernd Jobes 4
Erich Hermann !
Gordon Drew |
Nick Gibbs !

When you are ready, click the Add button. A small message box will be displayed to show
that the action was successful, the new group has been added.

Information : Successful »
Groups
Group name

If there is a error with the details you have entered, you will see a read message box
informing you of the error, and the new group will not have been added.

Groups
Group name

If you do not wiash to add the new group, click the Done button to cancel the action.



MNew group

new group %ne

Additional details

new group details

e Group name

Group name

Group 1

Type the group name here if you want to change the name of an existing group.

Groups
- [
Group name

Type name herg] ‘

You'll see the group name text in the drop down list change as well. Click Apply if you want
to make change permanent, or click Cancel to drop the changes.

o Group details

Additional details

Automatically Added Agent Group

Add some additional detail here to describe the group if required.

o ACD Agents



ACD agents Include selected only 3

Bernd Jobes 4
Erich Hermann o
Gordon Drew I
Nick Gibbs 4

Each group should have one or more members. Use the small checkbox in the title to turn
all check boxes either on or off as you require.

ACD agents Include selected only 1,

Bernd Jobes U
Erich Hermann O
Gordon Drew O
Nick Gibbs O

ACD agents Include selected only l'i
Bernd Jobes 4
Erich Hermann s
Gordon Draw s
Nick Gibbs ¥

If you try to add or amend a group with no selected members an error message box will be
displayed.



Mew group
new group ,ﬁWj Done

Additional details

new group details

ACD agents Include selected only B

Bernd Jobes o
Erich Hermann (]
Gordon Drew (]
Nick Gibbs O

Included members

Bernd Jobes |
Erich Hermann v
Gordon Drew 4
Nick Gibbs |

Check those agents you wish to be members of the selected group.

Select all or none



Include selected only

Check the box in the title bar to select or deselect all agents as you require.

Include selected only I'!*

]

(]

o Apply or Cancel
Apply Cancel

Click the Apply button to apply any changes you have made to the group's details, or click
cancel to abandon changes and revert to the previous state.



Customers
Customer numbers are the numbers of the caller making an incoming ACD call to the Call Centre.

Customer number management enables you to associate names and details to numbers directly
from the MiVoice Office 400 CCS. In this way Call Centre Management is able to directly tailor the
information associated with Customer numbers to precisely meet the handling and reporting needs
of the centre.

A Customer number will be added automatically to the database whenever the first ACD call from
the customer is processed and providing that the number has not already been added.

= <5 Administrator x

€« C | [ server-pc:81/supervisor/administrator/indexhtml#/customers w5
25 Apps T CCS Supervisor [TH CCSWallboards

oM |[el ‘ MiVaice Office 400 CCS Administration : systemuser |

?
Users Colours Skill Thresholds Customers Active Licenses System :

Customers

Customer numbers o— No Customer selected

Customer Name

Enter Customer Name °Cuslomernumher details

Customer Details

Customer Active

B S —

Cancel -
. - *o <TODO : Control Name>

I —

o Customer numbers

Customers

Mo Customer selected ¥

From the drop-down list select the number that you wish to edit. All customer numbers will
be included in the drop-down list.

e Customer number details



Customer Name
Enter Customer Mame

Customer Details

The customer name and details of the selected number is displayed in these fields, which
will remain empty if nothing is yet configured. Add a Customer name, which will be
displayed instead of the actual number in MiVoice Office 400 CCS reports. Additional
information about the customer can be added into the details field.

All changes or additions must be applied before they are saved to the database.

o Active flag

Customer Active

L4

This flag indicates if the Customer is Active or not. As numbers are added automatically it's

possible for the database to grow very large, which could lead to a lot of un-used Customer
numbers being listed when generating reports. Uncheck the active flag to mark a Customer
number as inactive and the number will no longer be included in the customer numbers list.

Customer Active

An inactive number is not deleted, if you want it to appear once more just check the active
flag. It will then be included in the report lists of customer numbers.
Remember to click the Apply button or the change will not be saved to the database.

o <TODO : Control Name>

PNl Cancel

Click the Apply button to save any changes to the database, click Cancel to reset all fields to
the last saved state for the selected Customer.



Active Licenses

This is a maintenance tab, available only to the System User, that allows for management of MiVoice
Office 400 CCS licenses. Because MiVoice Office 400 CCS Apps are browser based, it's possible

to just close a browser without logging off any Apps running at the time. This means any active
license associated with those Apps remain active when in fact they could be re-used elsewhere. Use
this simple dialog to revoke any license that is no longer being used but remains active.

= CCS Administrator

Users Colours

£ Apps T CCS Supervisor

oM Itel ‘ MiVoice Office 400 CCS Administration : systemuser |

I cCs Wallboards
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server pc

REMOTE-PC

systemuser

another new user

Active Licenses System

Wallboard

Wallboard

Supervisor

Supervisor

Apply

Cancel ——

?

B oApp\yorCance\

I —

o Active license list

SEMer po
REMOTE-FC
systemuser

another new user

‘Wallboard

‘Wallboard

Supervisar

Supervisar



All of the currently active MiVoice Office 400 CCS licenses will be listed here. You will see
all licenses, for both wallboards and supervisors, and you can revoke one or more of them,
regardless of what type they are. Just check each license you wish to revoke.

Name Type Revoke
server pc Wallboard O
REMOTE-FC Wallboard (]
systemuser Supervisar O
another new user Supervisar v

Then click Apply. The checked licenses will be revoked immediately and after a few seconds
any App still using one of those licenses will display an Login Error dialog like the one
below.

Login Error

Authentication Error

This license is no longer valid. It may have been revoked by another user. You must login again to
activate a new license

NOTE: If you check the Supervisor license that you are using it WILL be revoked and you will
see the Login Error dialog shown above. Sorry, you'll just have to login again.

° Apply or Cancel



PNl Cancel

Only when you click Apply will any checked licenses be revoked. Click Cancel to un-check all
licenses.



System

This is a maintenance tab and should only be used under instruction. Do not use this tab unless
you have been instructed in how to use the different features properly.

CCS Administrator

€ = @ [ server-pc8l/supervisor/administrator/indexhtml#/system w2 =
2 Apps - CCS Supervisor E CCS Wallboards
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Wallboard

The Wallboard App allows you to easily broadcast important Call Center data that all of your agents
can see and share.

s ) CCS Supervisor &) CCS Monitor ] CC5 Wallboards v Pagew Safetyv Tooks~ @~

coM |tel ‘ MiVoice Office 400 CCS Wallboard : remote pc

Call Center Skill 41

Calls Waiting 0 Calls Waiting 0
Offered 9 Answered 5
Answered 7 Lost Calls 0
Lost Calls 2 Total Agents 2
Busy Agents 0 Available Agents 2
Available Agents 3 _ Agents in Ring 0 J |

Skill 42 Skill 43

Lost Calls Calls Waiting 0
Total Agents Offered 2
Available Agents Answered 1

1

Agents in Ring Iq.ost Calls

There are flexible options to control the layout of the app, the ACD Skills included in the layout, the
size of the individual panels in the layout, the statistics displayed for each ACD Skill, and a traffic
light system of colours to quickly show how each ACD Skill is performing. For each selected ACD
Skill a panel is displayed showing which ever statistics you choose and coloured as to the traffic
light scheme you setup. We call these panels 'wallboards'. The app can be put into full screen mode
for maximum visual effectiveness.




Call Center

Calls Waiting
Lost Calls
Avallable Agents

- O O

To configure the layout of the wallboards click the left hand menu item circle in the navigation bar.

G O O

Configure Wallboard Panel

4 1 Configure Skills Thresholds Ski II 42

Lost Calls
Total Agents
Available Agents

oo -0

Agents in Ring
¥ p

OoOMNNOMNO

You will see a drop down menu, click the 'Configure Wallboard Panel' item for layout options. Go to
Configure Layout for details.



The 'Traffic Light' system used in the Wallboard App is quite simple. You set performance thresholds
for 'Red’, 'Amber’, and 'Green' colours, and when an ACD Skill Group or the Call Center enters or
exits yours thresholds the individual wallboards are coloured accordingly.

To set the traffic light thresholds click the 'Configure Skills Thresholds' item. Go to Setting
Thresholds for details.

To put the Wallboard app in full screen mode, click the 'Full Screen' icon. Go to Full Screen Mode
for details



Configure Layout

When you select the 'Configure Wallboard Panel' option a side panel will slide out from the left
hand side of the browser.

Configure Wallboard Panel

Call Center
Skill 41 5]
Skill 42 5]
Skl 43 5]
Number of Columns
4 .
Sevice Level % @®
Call Waiting Time
Agents Logged On O
Calls In Queue
?
G Cancel

The slide out panel shows the configuration options that let you design the layout of your
wallboards.



List of ACD Skills Configure Wallboard Panel

Select to include
Skill Group Select

Call Center ] —
Skill 41 ]
Skill 42 ]
Skill 43 ¥

Number of Columns

Layout Columns o’—’_'_ 4 .
//o Traffic Lights
—
Choose Statistical Measure

Senvice Level % B

\e Statistic

Call Waiting Time

Agents Logged On

O O O ®

Calls In Queus

Apply or Cancel &/

o Close

Click the icon to close the slide out and return to the main Wallboard App

List of ACD Skills



?

Skill group Select

Call centre 4
Skill 41 3
Skill 42 td
Skill 43 o

This table will show you all the ACD Skills in your Call Center, scrolling if there are more
Skills than can be conveniently displayed.

Next to each ACD Skill is a check box that will be checked if the Skill is currently included on
the layout, and unchecked if not. The small icon at the left of the Skill name can be selected

for drag-and-drop operation. The skills will be displayed on the screen in the same order as
you set up here. See Panel order for details of how to change the display order.

Select to include

Call Center ]

To include an ACD Skill on the layout, simply check the Skill in the list, and uncheck those
Skills that you do not want to include in the layout.

o Layout Columns

: E

The layout divides the browser window into as many 'columns' as you've selected, which
controls the width of the displayed wallboards.

For a more detailed look go to Columns and Rows.

Traffic Lights



Choose Statistical Measure

Sernvice Level %
Call Waiting Time

Agents Logged On

o O O @

Calls In Queue

The Wallboard app has a 'traffic light' colour system to show how each is performing
compared to whatever statistical measure the user has chosen to measure them against.
Four measures are available, Service Level %, Agents Logged On, Calls In Queue, and Calls
Waiting Time. See Setting Thresholds for a more detailed explanation of the Traffic Light
system.

o Statistic

Service Level % )

Select the particular statistical measure you want to monitor. This applies to all wallboards
being displayed, it's a global value across the app. Different measures can be used in
different Wallboard apps if required.

Apply or Cancel

Cancel

Do not forget to 'Apply' the changes you make, otherwise they will be ignored by the App.
Click 'Cancel' to exit the Slide out without making any changes



Panel order

7
Call centre 4
Skill 41 4
Skill 42 td
Skill 43 O

The skills will be displayed on the main Wallboard App window in the order you set here in this
Skill group table.

The main App window would look like this (above) if you left the Skill group table as it was. But if
you drag-and-drop the various entries in the table you can change this display.




I"I.'I

Skill group Select
<;’%>Call centre |
= Skill 41 !
= Skill 42 "
= Skill 43 (]

Skill group Select

I""IJ

= Skill 41 td
[@3 Drop the skill here to set the display arder
= Skill 42 td

= Skill 43 O

I"'n.'l

Skill group Select
= Skill 41 It
i= Call centre |«
= Skill 42 It
= Skill 43 O

Here the 'Call Centre' entry has been moved to come after the 'Skill 41" entry. When this change is
applied the main App window would look like this...



Items that are not selected are ignored, if you do drop a selected item after an unselected one in
the table the order is applied based on selected items only.



Columns and Rows

The Wallboard app creates a hidden column/row structure in the browser window to display the
wallboards. You choose the number of columns you want from the available drop down options,
displayed below,

Number of Columns

4
1
2
3
4
G
O
8
Agents Logged On O

while the number of rows is calculated automatically as the number of selected ACD Skills divided
by the number of columns.

The number of columns determines the width of each displayed wallboard. The browser window

is divided into as many columns you select, so the column layout you select will dictate the width
of any wallboards you display. The width cannot be changed manually other than by changing the
column layout of the Wallboard panel. If you choose 1 column, obviously, each wallboard will be

as wide as the browser window, whereas if you choose 3 columns each wallboard will one third of
the width of the browser window. The width of each wallboard is sized dynamically, if you resize the
browser window the width of each wallboard is resized accordingly to fit.
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The two images above shows the same Wallboard app with a 2 column layout and 3 selected

ACD Skills, the first image has the browser window very narrow, while the second image shows
the browser window after it has been resized. Note that the width of the wallboards has changed
when the window was resized, but the height hasn't. Height is not affected by resizing the Browser
window. See Wallboard height for more details.

You can change the column layout at any time without reselecting ACD Skills, and the heights of
each wallboard will remain unaffected even after the Wallboard app redraws the new column/row
layout.
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The image above shows what happens when you change the Wallboard app to a 3 column layout.
Only with widths of the wallboards has changed, not the heights, and all the displayed ACD Skills
remain.

It's possible to choose more columns than you have ACD Skills, it does not matter. All that happens
is that the Wallboard app has 'empty' space on the layout.
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Here's the same Wallboard app as above, with a 3 column layout, but here we have de-selected the
ACD Skill 'Skill 43", so it no longer appears. The remaining wallboards are unchanged, but where
'Skill 43" was is now empty space.



Wallboard height

While the width of each wallboard is set automatically, you can resize each wallboard separately
using the small resize icon in the bottom right hand corner of each wallboard.

Agents in Ring

Drag the icon up or down to change the height of the wallboard. Individual wallboards can have
different heights, as shown below
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But each row of wallboards has the same height as the tallest wallboard in that row, so subsequent
rows are drawn below the tallest wallboard, as you can see in the gap between 'Skill 41" and 'Skill
43" above.



If the wallboard height makes it overflow the browser window, scroll bars will be displayed.
Wallboards have to be resized individually, it's not possible to globally change the height of all
wallboards across the board.



Dynamic Sizing

When drawing the wallboards, the Wallboard app will dynamically size the data text font based on
the width of the wallboard, not the height.
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Shown above are 3 images of the same wallboard being displayed in 3 different column layouts,
first 3, then 2, and last in 1 column layout. Notice that the height of the wallboard does not change
as the width does, but the size of the text font changes with each different layout, and this may
mean that some items of data displayed on the wallboard are no longer visible.

In the final case, when the layout is set to 1 column, you would have to resize the height of both
the browser window and the wallboard to see all the data items you have selected.
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This set of images above shows such a resized wallboard in first a 1 column layout, then in 2 and 3
column layouts. You see again that the height of the wallboard doesn't change, but the width does,
and along with it so does the size of the text font.

From this you can see that the layout possibilities are very flexible but some care must be given to
ensure that the data you select is fully displayed in each wallboard. This flexibility can lead to some
unexpected results, as with the single column layout, which actually results in fewer statistics being
displayed even though the wallboard is larger than with multiple column layouts. Here the single
column layout makes the font so large that only a single stat can be fitted onto the wallboard.
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Choosing the right number of columns and resizing the browser window and the height of
wallboards may be necessary to ensure all data is displayed.



Setting Skill Group Statistics

When you first add a wallboard to the Wallboard panel a default set of statistics will be displayed,
but the user can set up each individual wallboard to display anything from a wide range of statistics
if required.

Lost Calls
Total Agents

Available Agents
Agents in Ring

U

In the bottom left hand corner of each wallboard is a small edit icon (a cog), click this to open the
Statistics dialog.
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The statistics dialog will show you all the different statistics that it's possible to display for the
selected ACD Skill or Call Center. Thos statistics already displayed in the Skill group panel will



appear in the right hand column, whille all the remaining, available statistics will appear in the left
hand column. Drag and drop statistics fromm the left hand column onto the right hand column to
add them to the panel. The screen shots below show how to add 'Answered %' to the displayed
statistics of a panel.
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Click on the cog icon and drag from the left column across to the right column.
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Click apply after the operation is completed

After



The statistic 'Answered %' has been added to the panel, but you might notice that there is not
enough room to really display all the statistics now, the last one is cropped slightly and affected by
the icons. So, click the cog icon again and check the 'Show all lines on panel' option.
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The stats are now redrawn to ensure they are all fit easily on the panel and are clearly visible. You
may wish to add a little extra formatting, in which case you can add one or more blank lines to the
panel to separate stats or group different stats together. Click the cog icon again and at the top of
thre left column you will find an entry called 'Blank line'. Drag this item in the same was as you
would a statistic and drop it into the list of stats in the right hand column.
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Calls waiting
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This item can be dropped anywhere, and you can have more than one such line if you want. When
applied, the panel will now look like this (below).



The blank line is clearly visible between the 'Offered’ and 'Answered' statistics. You change change
the title displayed at the top of the panel by opening the settings dialog and entering the required
text into the title field at the top of the right hand column.
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You can change the text displayed on the panel by editing the description of each stat in the
options panel.
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If you leave the title empty the statistics will be moved up to fill the available space.
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You can remove the blank line simply by dragging it from the right hand column back into the left
hand column.
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The same process can be used to remove stats from the panel as well as blank lines. Here the
screen shots show the 'Offered’ statistic being removed from the panel.
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Or you can change the order of the stats on the panel using drag and drop.




< Bemvice level %

4 | Calls waiting

< | Answered

Answered %
N Aswerean

£ | Abandoned |

< | COverflowed outg. |

L 4 | Service level % |

Calls waiting

< | Answerad

4 | Abandoned

4 | Overflowed outg.

0 Benvice level %

4 | Calls waiting

4 | Answered %

< Answered

< | Abandoned

4| Overflowed outg.




You may select a completely different set of statistics for each of the displayed ACD Skill groups
and the Call Center, or the same set for each. There is no limit to the number of statistics you can
select, but obviously the available space for the wallboard given the layout you have set up may
mean that some statistics are not visible. If this is the case, check the 'Show all lines on panel'
option and the stats will be redrawn to ensure they always all appear on the panel, but obviously

in some cases the panel may be so small that adjusted text can become difficult to read. The only
cure for this is to resize the panel.
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Available agents
Show all lines on panel

Agents in ring _ﬁ

Agents in talk

Agents in wrap-up



After

'‘Apply' any changes you have made, or 'Cancel' to ignore them.



Setting Thresholds

When you select the 'Configure Skills Thresholds' option a side panel will slide out from the left
hand side of the browser.
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Calls In Queue Thresholds

Apply Close

There are 4 traffic light options for measuring your Call Center and ACD Skill performance, Service
Level Percent, Calls Waiting Time, Logged on Agents, and Calls in Queue. Service Level Percent is
perhaps the most commonly used metric for measuring performance, but you can easily select
whichever option you prefer in the Configure Wallboard Layout slide out.

Initially there will be nothing selected so the displayed thresholds will all be the defaults. You must
select an ACD Skill Group or the Call Center to see the thresholds.
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o Close

Close the slide out without applying any changes to the thresholds you may have made.

° Select Group

Select Skill Group

Call Center .

Click the drop down button to see the full list of all the ACD Skills in your Call Center.
Remember, before you select a new ACD Skill Group, any changes you have already made to
the current Group thresholds must be applied, otherwise they will be lost.
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Service Level Percent is the percentage of calls answered within the service level threshold
that is set for each Skill Group. In this case, a higher value is better, because it means more
calls have been answered in threshold, so the Green threshold is the higher number.

The red button sets the 'less than or equal to' threshold for the colour Red, the green
button sets the 'greater than or equal to' threshold for the colour Green. This means
anything greater then the red value and less than the green value is coloured Amber. In the
example above, if the Service Level % ( calls answered in threshold) drops to 75 or below
the wallboard is Red, for anything between 75 and 85 it is Amber, while for 85 and above it
is Green.

This option does not set the service level threshold for the Skill Group, this just sets the Red,
Amber, and Green thresholds for the traffic light system used in the Wallboard App.

If you want to set the actual service level threshold for a Skill Group you must go to the Skill
Thresholds tab in the CCS Administrator app and set it there.
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The red and green buttons can be moved up and down the slider to the desired threshold.



Service Level Percent Thresholds Service Level Percent Thresholds
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Just put the mouse cursor on the button and hold the left button down to slide up or down.
The slider is coloured amber between the red and green buttons. The actual value being set
is displayed below each button. Remember to Apply any changes before closing the slider
or choosing another Skill Group or the changes will be lost.

n

° Calls Waiting Time

Calls Waiting Time Thresholds

Calls Waiting Time is the average number of seconds before a ringing call is answered. In
this case the Red button is the higher number, because it means the average wait to answer
is longer. The Red and Green slider buttons are reversed.

Calls Waiting Time Thresholds

5 20

But the sliders work in exactly the same way, just slide the buttons to the desired values. In
the example above if the average Call Waiting Time of less than or equal to 5 seconds the
wallboard will be Green, if it's between 5 and 20 seconds the wallboard will be Amber, and if
it's 20 seconds or more the wallboard will be Red.

° Logged On Agents

Logged On Agents Thresholds



Logged On Agents is the number of Agents logged onto the Skill ( or all agents logged on
if the Call Center is selected), and Green is the higher number because it's better to have
more agents logged on than fewer. Set the sliders in the same was as described above to

the values desired.

o Calls In Queue
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Calls in Queue is the actual numbers of calls ringing on the Skill but not yet allocated to
or ringing on a specific Agent. In this case, Red is the higher number because more calls

queuing is undesirable.

° Apply

YT Close

Remember to Apply any changes before selecting a new Skill or closing the slide out
otherwise they will be lost.



Full Screen Mode

You will see a small icon in the right hand corner of the main Wallboard App browser window, four
arrows pointing outwards from the center. This is the 'Full Screen' icon.

Lost Calls 1

Click it and the Wallboard browser will display the main window in full screen mode. This mode
differs slightly depending on which browser you are using, you may be required to approve the
full screen request before proceeding, and the background could be black or white, depending on
settings and options.
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The wallboards will be displayed on the whole of the PC monitor, in the same row/column layout
as for normal operation. In full screen mode nothing else is displayed on the PC monitor, except for
programs that have the 'Stay On Top' attribute, which will overlay the wallboards. The settings icon
cannot be used in full screen mode.
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You will be able to resize individual wallboards using the small resize icon in the bottom right-hand
corner.
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Sizes you set in full screen mode are retained when you switch back to normal view mode.

This mode is exited by pressing the ESC key.



Colour Scheme
The colour scheme for the Wallboard app gives you the flexibility to configure the three traffic
light colours, Red, Amber, and Green, to suit. These colours are used in the Monitor app and the
Supervisor app as well, where they can be configured for each User. The Wallboard app, which is
not User specific, takes the colour scheme of the designated System User, whoever that may be. To
change these colours you must change the System User colour scheme, which can be done in the
Administrator app. See Changing User Colours for details.
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How To...

How do I generate a report?

Using the Supervisor app, select the Reports Tab. At the top left hand corner of the tabbed page

there will be a small icon, , click this to open the Report Options slide out panel. Select the
report you want to generate from the list of available reports, enter the different parameters you
require, and press the Generate button. The report is displayed in the tabbed page.

How do I generate a chart?

Using the Supervisor app, select the Charts Tab. At the top left hand corner of the tabbed page

there will be a small icon, , click this to open the Chart Options slide out panel. Select the chart
you want to generate from the list of available charts, enter the different parameters you require,
and press the Generate button. The chart is displayed in the tabbed page.

How do I export a report or chart?
Just below each chart or report, on the right hand side, you will see a small icon,

Export to Excel {?

, if you hover the mouse over the icon a small 'Export to Excel' tooltip will be
displayed. All you have to do is click this icon to export either report or chart (it's the actual data
used to create the chart or report that is exported). A dialog will open giving you the chance to
manually enter a filename and destination for the exported file.
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What are named reports and how do I create a one?

Named reports are saved versions of the standard reports that have a full set of report parameters
saved with them. When you generate a named report the parameters saved with that named report
are used to extract the data for the report. You can change any of the report parameters if you
want to. Named reports can be used when you want to automatically export a report. Save the
required report parameters to a named report then include that named report in a schedule to
have the data for that report exported automatically. See the Named reports topic for more details.

How do I export reports automatically?

You can export report data automatically into any one of several different formats. You must
first create the named reports which describe the reports that you want to export, then create a
schedule which describes when and where the reports are to be exported to.

What are schedules and how do I create one?

A schedule describes how you want reports exported, when you want them exported, and where
you want them exported to. You can have many schedules and include many reports in each. In the
Supervisor app, select the Schedules Tab. You can add, edit, and remove your schedules from this
tab. There are a number of parameters from your schedule that must be entered, but the app will
guide you as much as possible. You need to have already created some named reports before you
can create a schedule. See the Named reports topic for more details about these. Once you've done
that, adding a new schedule is as easy as clicking the New button. Every minute the CCS report
server will check the settings of every schedule. If the conditions for export are true, the server

will generate each named report it finds in the schedule and export the results in the appropriate
format to the destination specified. Once processed, the schedule remains inactive until the next
time its conditions for export become true. See the Adding a new schedule topic for more details.

How can I see real time information?

How do I create a new User?

How do I change my password?

How do I change my color scheme?

How can I monitor trends in the Call Center?
How do I turn my browser into a wallboard?
How do I set an Agent Alarm?

How do I log on a Logged Off Agent?

How do I put an active agent into break time?

How do I log off an active agent?



Browser Options



Setting up a Bookmarks link

We recommend you set up bookmark links to the MiVoice Office 400 CCS Apps to make it easier to
acces them when you need to. Setting up a link is very easy and we have included details of how to
do it in either of the 3 browsers we recommend you use, if you use a different browser the process
may be slightly different.

First you have to open the app, see Finding the Apps for details of how to find the apps and open
them up in the browser. Once you have the App open in your browser press 'Ctrl-D". This will open
a small dialog in the browser.
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The three dialogs above are from IExplorer, Firefox, and Chrome respectively. You can see they

are very similar and work in the same way. IE calls it a 'Favorites Bar' while the other two refer to
the 'Bookmarks bar', but it's the same thing in each browser. The link is given a Name, which is
what is actually displayed in the bar. You can enter your own name if required, or use the default
supplied by the browser. From the drop down list underneath the Name field, choose 'Favorites' or
'‘Bookmarks' bar so that the link appears on the tool bar in the browser.
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The Bookmark bar is above the browser display area and underneath the address bar. When you
click on the bookmark the browser opens the specified App immediately.



Navigating the App

MiVoice Office 400 CCS Apps are 'single page' applications. This just means that once you have
opened a CCS App in your browser there is no more browser navigation required. All action and
activity in the App occurs on the same, single page in the browser. You will not see any 'back’ links
or breadcrumb links in any of the CCS Apps. If you do use the browser 'back’ button while using an
App it will make the browser exit the App and return to whatever page you were looking at before
you opened the CCS App.
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The base URL address never changes as you use the App because you never load new pages, there
is only one HTML file for each App, called 'index.html’, which is shown in the address bar.
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The circles at the top of the App page, in the header bar, are menu options. If the circle has a
smaller superscript red circle in it, the number in the red circle indicates how many sub menu items
there are for that menu option.
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Print Current Report

Monitor Configuration

Configure Print Options
Configure Agent alarms

Configure Report Options

Logged Off Agents
Open CCS Monitor

Open CCS Supervisor Open CCS Administrator

If there is no number it means there is only a single menu option.

There are some other navigation methods in the App.

Where ever you see a small ? icon you can access relevant Help documentation by clicking on it.
The icon is found throughout the CCS Apps.

In the CCS Supervisor App there is a small button that allows you to quickly slide out an options
dialog for entering chart and report parameters.



~: CCS Supervisor = CCS Meniter

&« C' | [} server-pc:81/supervisor/index.html#/ov

55 Apps ~- CCS Supervisor 3 CCS Wallboards
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Crerview Charts Reports

Click to see all the available Settings and Options for this tab

These dialogs are likely to be used extensively and this slide out icon just makes it so much easier
to access the dialog.

The right mouse button click event is only used in the CCS Monitor App, for accessing individual
Agent menu options.
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Open Agent detail window
Log Agent Off
Enter break time

Mo active Alarms

At other times, if you click the right mouse button it will open a browser menu that is not specific
to CCS Apps in any way.



MiVoice Office 400 CCS Monitor : systemuser

I} Save image as..
Copy image

Inspect element

Skill 41 Skill 42 Skill 43

Arnewarad

These menu options are managed and handled by the browser and have nothing to do with any of
the CCS Apps.



Reloading the App

All the MiVoice Office 400 CCS Apps can safely be refreshed or reloaded by the browser during a
logon session. Logged on user details are retained and the App will reload and continue without
requiring the user to re-logon, some configuration may have to be re-entered but the CCS Apps
retain as much configuration as possible to avoid this neccessity.

As a rule it should not be necessary to reload any of the CCS Apps during normal operation,
however, it may be that the browser fails to 'draw' the page correctly and it must be reloaded

to solve the issue. This may occur if network traffic is interrupted for any reason. The browser
constantly re-draws the CCS App page based on what data has been received across the network
from the CCS Web Server. If the traffic is incomplete or corrupted the browser may redraw the App
page incorrectly.

The simplest way to reload a page in most browsers is to press the F5 key, which works in IE,
Firefox, and Chrome. Otherwise you can locate the refresh icon on the page and click this. It is
found in different places in the different browsers.

71 http://server-pc:El wallboard/index. htrnl D~ 7 CCS Wallboards

{é : CCS Supervisor j CC5 Wallboards Refresh (F5)

s M |te|_ MiVoice Office 400 CCS Wallboard : remote pc

—_ CCS Supervisor = CC5 Monitor

1 server-pc:81/monitor/index.htm

3% Apps T CCSSupervisor 10 CCSWallboards

] Mltel ‘ MiVoice Office 400 CCS Monitor : systemuser

The images above show the reload icon as it is found in IE, Firefox, and Chrome browsers
respectively.






Printing

Printing from within a browser is a slightly hit and miss affair. It's possible to hit ctrl-p at any time
to print the current page, but this rarely works to anyones satisfaction. The only elements of the
MiVoice Office 400 CCS that are specifically intended for printing are the Chart and Report tabs in
the Supervisor App. Do not try and print charts or reports using ctrl-p in any browser, the resulting
print out will probably not be satisfactory. The Supervisor App has menu options to provide a

more suitable printing option for both charts and reports. See Print Current Chart and Print Current
Report for more details of how to print within the App.




LocalStorage

Each browser maintains it's own data space, called LocalStorage, on the PC. MiVoice Office 400 CCS
Apps use this local storage to hold information about screen layout and other configurable settings
for various users. It may be neccesary to clear the browser's local storage, something that usually
can be done from the browser's own developer console, if available, but can also be done using the
MiVoice Office 400 CCS Apps. You will not need to do this during normal use, but if you attempt to
log on and the App page remains blank or displays incorrectly, it may mean that at some time in
the past the data held in local stroage has been corrupted, or only partially saved, and the App is
trying to setup your page with faulty data

G O O

Revoke Active License

Clear Local Storage

Use this option to clear your
browsers localStorage cache
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Getting Started
FAQ
Troubleshooting

About

Load one of the Apps into the browser. This works whether you use the Wallboard, Supervisor or
Monitor App. You do not need to log on first, this option is available to logged off users as well.
Click the nav circle with the smaller superscript red circle and the number 7. From the drop-down
menu choose the option 'Clear Local Storage' and click it. This will clear the local storage of the
browser you are using, and it will work no matter which browser that is, IE, Firefox, Safari, Chrome,

etc.

This will clear any configuration settings and username-license key information that was stored in
the browser and allow you to start again from scratch.



FAQ

Why is there data missing from my reports?

It's possible that the data is missing because the short time format for the server PC has not been
changed to 24 hour. If this is so, call data is added to the database with incorrect or missing time
information which in turn means these calls may not be selected when a report is being generated.
See the help section Date and Time Format for details of how to change the short time format
correctly.

What is CORS?

The CCS Web Server is a RESTful service that communicates with the same HTTP verbs (GET, POST,
PUT, DELETE, etc.) used by web browsers to retrieve web pages and send data to remote servers.
"Cross-domain" AJAX (XMLHttpRequest) requests are usually forbidden by default because of their
ability to perform advanced request that introduce many security issues as described in cross-site
scripting. Cross-origin resource sharing (CORS) is a mechanism that allows AJAX requests on a web
page from another domain outside the domain from which the resource originated.

Why is there a delay before my data is displayed?

CCS Apps use AJAX (XMLHttpRequest) to request data from the server, which is an asynchronous
service. What that means is that when the App requests some data from the Server it cannot

then wait until that specific data is returned, it must continue processing. Data may be returned

in a different order to the AJAX requests made for that data, which in turn could lead to the App
working in an unexpected way. If you are having issues with unexpected operation and the network
is running normally and not under load, it should be possible to use the Browser page reload
option to restart (reload) the App to resolve any issues caused by the asynchronous data service.



Troubleshooting

I cannot get the apps to load in the browser, even though the server address is correctly entered in
the status bar.

Check your Windows firewall settings, make sure you have given the CCS web server permission to
communicate through the firewall. Please check the documentation for your version of the OS to
see how to do this.

The Supervisor or Monitor web apps will not let anyone log on.

In the CCS400/DATA/SYSTEM folder there is a file called actlog.xml. This holds session information
and is constantly updated so that current logon sessions are maintained if the CCS is restarted. This
file can become corrupted if the CCS is not shutdown properly and a symptom is that the web apps
do not start and there may not be any error message. If this is your problem, try shutting the CCS
down, deleting this file manually (no other), and then restarting the CCS. You should now be able to
log on.

If you have the message "There have not been any calls into the call centre yet” in the web apps.

This may be due to a known problem with SQL dates. If your short date format has a space in it,
for instance, "dd mm, yyyy", this causes an error when the date is used in an SQL statement. A fix
is intended but not available as of v2.0.0.8, a quick fix is to change the format so that it has no
spaces.
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