NEC’s UC for Business white paper

In today’s fast paced communications
center environment, information is
power.

NEC’s UC for Business reporting
capabilities provide data that is
meaningful and easy to analyze so that
managers can accurately measure
contact center and voice messaging
performance. Managers get the
statistical output needed to make
informed management decisions,
prioritize goals and set performance
standards. Administrators can review
general system operation statistics,
configuration details, usage, call
frequency and duration.
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NEC’s UC for Business (UCB) on-board database collects ‘cradle-to-grave’ statistics on
every facet of every call — whether phone, email, fax, web chat or callback. In contrast to
many other reporting packages you can report on all types of communication within
your enterprise from the one platform, with your choice of more than 200 predesigned

reports and graphs.

UCB Reports were designed by our customers for real business practice, to inform
management about the entire enterprise, covering all staff from executives and
knowledge workers through contact center agents to the console operator.
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Overview

Operator Reports enable you to analyze Console
use statistics. Choose specific operators, queues
or Indials to be included in your report.

Queuing Reports make it easy to analyze how
queues and agents are handling customer
contacts. You can also review general system
operation and call frequency or duration.

Voice Messaging Reports assist you to analyze
how users are utilizing their mailboxes and to
review your system configuration.

Security privileges control your ability to log in and
generate reports.

Report Categories

CT Control queues and prioritizes calls to your
contact center. Agents can log out or take a break
from Agent Desktop. Once CT Control recognizes
that an Agent is available to take delivery of a call, it
then routes the call to Agent Desktop.

Reports are divided into the following main
categories.

e Detailed Reports - Overviews information on a
short-term basis, i.e., daily.

e Historical Reports - Reviews information on a
long-term basis, i.e., monthly or weekly.

e Voice Messaging reports - Reviews voice
messaging and mailbox use information.

e  Operator Reports - Reviews operator calls and
Console use information.

o Fax Reports - Overviews information about
inbound and outbound fax usage.

e Personal Reports - You can set up your own
Personal reports section for commonly used
reports. Batch and schedule reporting are
available.

Queuing Reports

Queuing Reports’ deliver the comprehensive
management information that contact center
managers need to effectively manage their
operations and staff. Information comes in a variety
of easy-to-understand formats including charts and
graphs. Information can be provided on a per
agent basis. From the time the contact arrives at
the organization through to the time it terminates,
valuable data is being collected about each call and
the agents who handle it.

Ensure operating parameters can be measured and
improved by using UCB’s complete reporting
package that makes accessing critical information
simple and efficient, regardless of whether the
contact was a Phone call, Email, Web Chat or a
Web Callback request.

Features

e Total flexibility to configure and run reports
based on any operating parameter and time
period required.

e Access to both detailed and historical reporting
data for additional reporting options and long-
term trend analysis.

e Full multimedia reporting capabilities, on a per-
queue and per agent basis.

o Report Wizards to simplify the report
generation process with On-Line Help
information on what each report covers.

e Every detail of every call into the contact center
can be reported on.

e Reports can be scheduled. You can schedule a
predefined Personal Report to run every day,
week, or month, or print automatically.

e Access to all reports and user records is
controlled by security settings; some users may
benefit from running Presence/Productivity
reports and can be restricted to viewing their
own data only.

1Reports functionality is built into the CT Control
module.
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Benefits

e Costs are reduced, revenues increased and
customer satisfaction is improved by ensuring
your Call Center is staffed appropriately for call
volume fluctuations, reducing abandonment at
peak times.

e Agent productivity is increased because
Supervisors can monitor the service levels of
these media types in the same way they
currently manage phone calls.

e All agents can be reviewed and assessed
against quantitative standards and evaluated,
therefore providing valuable management
information to improve contact center
performance.

o Wrapup code reports analyze the impact of
marketing campaigns, for example, the
increase in call volumes at the time the
advertisement was run.

e Managers are provided with the tools they
need to solve problems, for example, why did
the abandoned call rate increase by 10%?

e System setup reports offer contact center
managers a simple overview of contact center
configuration. Easily printed, these reports
allow managers to make notes against
configurations, not only as a hard copy, but
also in soft copy within UCB’s Administrator
itself.

e Scheduled Reports reduces repetitive
interaction by a reports user, saving valuable
time.

Detailed Features

Standard reports and graphs
e Detailed reports with associated graphs
e Historical reports with associated graphs

e  System reports

Details of every call
e Wait time
o Talktime

e Abandoned calls

e Total calls by queue or agent

e Agent the call was delivered to

After call Worktime

Queuing report categories

There are six general categories of Queuing reports
available within UCB. These include:

e Detailed queuing reports
e Historical queuing reports
e System reports

e Personal reports

e Media Viewer

e Fax

Detailed reports

Detailed reports use records that are stored for a
limited amount of time. These enable managers to
report on individual call statistics or specific agent
activity and investigate the overall performance of
the contact center. The report types available are:

Queue Performance

This report evaluates the contact center’s
performance on a call-volume-per-queue basis,
including daily averages, total calls for each queue
and whether the target answering time for the
contact center is being met.

Queue Traffic Analysis

This report provides statistics on queue calls by
time period e.g., by the hour, and gives subtotals.
Managers can identify times of peak call volume
and schedule resources around these periods, and
compare the time slots for different days or same
days in previous weeks e.g., compare call volumes
daily between 7am and 8am or compare Monday
volumes between 7am and 8am.

Queue Traffic Comparison

This report provides statistics on a group of queues
by time period e.g., by the hour. The Queue Traffic
Comparison also provides a breakdown of the
service level achieved within these time periods.
Managers can identify times of peak call volume
and schedule resources around these periods and
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discover how many calls a team or department
have handled during the different time slots. They
can also indicate the time slots where the Service
Level is unsatisfactory, and peak times when call
volumes are high.

Queue Service Level

This report provides a periodic shapshot of the
Service Level on a per-queue basis. The Service
Level is a single figure that represents answering
performance for the queue, requiring no further
analysis. Comparing this report with the queue
traffic analysis report allows managers to analyze
how their service level has been affected during call
peaks and troughs throughout the day.

Queue Multimedia

This report provides a breakdown of total calls by
media type. Supervisors can also obtain
information on individual queues via the Queue
Performance report but if they want a
representation of general call center activity, the
Queue Multimedia report provides the best
overview of total activity by media type.

Queue Transferred Calls

This report provides information on calls that have
been delivered via the queue to an agent and then
transferred onwards. It is a good tool to track
whether callers are being dealt with by the right
agent, agents that need up-skilling or advanced
functionality is required for the caller (such as CLI
routing and Preferred Agent).

Agent Performance

This report examines the performance of contact
center agents individually with daily averages and
totals for each agent as well as the details of each
call. Managers can help agents reach performance
criteria expectations and can recognize top
performers.

Agent Activity

This report is a timeline report to identify agents’
activities on a given day. The Agent timeline shows
what the agent was doing and for what amount of
time.

Agent Availability

This report shows the net availability of agents and
details all actions that made agents unavailable for
calls. Managers can assess why service levels are
not being achieved, and comparing Queue Traffic
with Agent Availability they can modify the contact
center’s shift times or procedures to maximize
performance

Agent Snapshot

This reports breaks down Agent activity by time
period with regard to total queue, direct, outbound
calls, Abandons, Average Talk, Average after Call
Worktime, Handle Time, and Average Staff
available by time period.

Agent Summary

This report monitors the performance of agents
both overall and in detail. Managers can identify
Agent availability, Call type and Call duration and
use the summary to aid training and procedure
planning.

Agent Multimedia

This report provides statistics for individual agents
across multiple media types. Managers can identify
the different types of calls/contacts agents are
handling, and their frequency.

X-Seconds

This report provides an alternative report of your
gueue performance by totaling call wait times into
time slots. This is useful when you need to measure
queue performance based on an "unacceptable
wait time" in your queue. The

X-Seconds report also is helpful for analyzing
abandoned calls.

Callback Analysis

This report matches Callback peaks with traffic
peaks in the queues. This report also demonstrates
the efficiency of the Callback process and its
resolution.

Call Type Analysis

This report illustrates contact center traffic for each
agent and compares agents’ daily performance.
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Call Tracking

This report provides start-to-finish data for phone
calls based on specified parameters. Calls are
grouped by date, by time. This report shows calls
by any (or combinations) of the following:

e Agent or groups of agents — calls made or
received while logged in

e Queue (or queue groups)
e Phonebook — company and /or contact
o CLI

Using the call tracking report, managers can trace
a call from beginning to end and plan
improvements for customer service techniques and
general telephony standards of service.

Wrapup Code

This report lists every call and call subtotals, with
Wrapup code information, hourly, daily and for the
specified report period. The summary consists of
hourly, daily and overall bands, and the total
summarizes daily and overall bands.

Agent Wrapup Code

This report matches the Wrapup codes entered
against inbound calls by agents. Managers can
determine how many calls were repeats,
complaints, successful resolutions, new sales or
results from the latest advertising campaign. They
can also see the proportion of calls that actually
have a Wrapup Code ascribed, and identify agents
who are not entering Wrapup codes against calls.

Queue Wrapup Code

This report can show the kind of calls that are
received and handled by queues. Displays calls
broken down by Wrapup codes i.e., how many
calls were quotes, re-queries, complaints,
successful resolutions or the result of a recent
advertising campaign

Departmental Inbound and Departmental
Outbound

These reports measure the inbound and outbound
traffic on department extensions and queues so
that users can determine the frequency and nature
of inter-department traffic. This report provides

details of every call transaction for the specified
department.

Held Calls

This report provides statistics for held calls,
showing how its time is broken up between talk,
hold, and wait time. For each call, it shows how
long the call is held for compared to how long the
agent spends actually talking with the caller.

Indial Calls

This report shows an hourly summary of call origin
on your Indial numbers by:

e number of call types received
e date and distribution of calls

e average time that this type of call spent waiting
in the queue

e average time the call took to be answered after
being delivered to an agent

e average time spent talking to this type of caller

Indial Performance

This report measures the traffic on Indial numbers.
It also includes queue-specific breakdowns of calls
for each Indial number.

Indial Traffic Analysis

This report provides an overview of Indial call
activity by queue for a contact center, specifically
call frequency, call wait time and length, and
abandoned calls. Using this report, you can analyze
Indial call traffic to determine the busy and quiet
times for your contact center, and to allocate your
resources and schedule breaks accordingly.

Auto Attendant Option

This report provides statistics on how many times
each Auto Attendant key option was selected by
callers, for each queue.

Estimated Time to Answer (ETA) Performance

This report evaluates how well a contact center is
responding to calls, based on the ‘Estimated Time
to Answer’ announced to callers. Specifically, this
report measures how well the promised answer
time for the contact center is being met. The report
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evaluates phone calls only, because emails and
web Callbacks do not currently receive ETA
announcements.

Mode Change

This report displays details of queue mode
changes, including manual and automatic changes
and which user performed the change. The report
parameters can be defined by time and queues.

Historical Queuing Reports

Detailed records are automatically archived at
midnight. The archived information is typically kept
in a detailed format for up to four months before
being automatically being converted into summary
form for use in historical reports. Some of the most
typically used historical reports include:

Queue Historical

This report compares queue analysis on all
archived data and provides queue traffic analysis
comparisons on data that is older than the archive
period. Managers can drill-down on interesting
events and create a long term view of queue
performance.

Queue Historical Average

This report provides the same information as the
Queue Historical Report, only the summary values
are shown as averages instead of totals. Managers
can perform queue traffic analysis on averaged
daily call data that is older than the archive period.

Agent Historical

This report compares totals of all agents over a
time frame that is older than the archive period.

Agent Historical Average

This report provides the same information as the
agent historical report but compares average
values. Managers can drill-down on interesting
events and compare agent average analysis on all
archived data.

Callback Queue Historical

This report provides the same information as the
Callback Analysis report, but over a longer period.
Managers can analyze Queue Callback using
historical data.

Callback Agent Historical

This report provides similar information to the
Callback Analysis report but subtotals data by
agent. Managers can analyze Callbacks on a per-
agent basis, using historical data.

Indial Historical

This report measures the traffic for individual Indial
numbers to your Queues using historical data.
Examples

Selections of commonly used reports are shown
below.
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Queue Traffic Analysis Report
For Quauws(s) "Support {SEV T p
For the parcd (5/D6/2007 - D). Types A, €, Q°, Min Abnd "Defsult’, Report Interval 807, Detsil ‘Summary’

Date From T Calls Ring Talk  Total Talk Wiait Max Wait ACw Abnd Abnd
Rate

5/ 06/ 2007 E-00:00 B:59:58 2 07 57 5:55 008 0:11 0-40

5/06/2007 9:00:00 9:59:59 3 002 0:35 2:44 002 0:03 0:10

506/ 2007 10:00:00  10:58:58 ) [iFic] 1:-58 17:54 020 0:27 0:37

506/ 2007 11-00:00  11:55:55 2 [iEic) 0:-58 1:56 0-14 0:35 0:40

5/ 06/ 2007 12:00:00 12:59:58 3 005 114 342 0:16 0:39 0:17

5/06/ 2007 13:00:00 13:58:5% 2 0:08 1:43 37 0:06 0:07 035

5706/ 2007 14:00:00 14:58:58 & 0:05 351 2307 0:17 0:3% [

5706/ 2007 15:00:00 15:58:589 2 003 0:33 1:05 0:0d 0:05 010

506/ 2007 16:00:00  16:58:58 2 [iFic] 1:-38 318 0:-03 0:03 0:10

5/06/ 2007 17:00:00 17:58:5% 2 0:37 0:38 2 100.00%

5/06/2007 33 0:0d 2:02 1:03:06 015 0:39 0:25 2 6.06%

&/0&/ 2007 B-0D:00 B:58:58 4 0:05 1:33 5:33 010 0:13 015

&/06/ 2007 S:00:00 9:59:55 5 0-0d 4:00 19:59 0:-13 0:32 0:38

&/ 06/ 2007 10:00:00 10:58:5% 4 003 1:30 601 0:03 0:05 [

& 06/ 2007 11:00:00 11:58:58 4 0:05 4:41 1544 010 0:25 018

&/ 06/ 2007 12:00:00 12:58:59 3 0:0d 0:40 Z:01 0:04 0:07 [

&/06/ 2007 13:00:00  13:55:58 5 0-0d 1:58 9:52 007 0:15 0:18

&/06/ 2007 14:00:00  14:59:58 5 005 0:-38 3:08 007 0:19 0:18

&/06/ 2007 15:00:00 15:5&:58 1 003 oI T 003 0:03 0:10

&/ 06/ 2007 16:00:00 16:58:5% 2 003 17:02 34:03 0:03 0:04 0:10

&/06/ 2007 18:00:00  1B:55:55 1 2:38 2:I8

6/06/2007 34 0:02 3:15 1:47:15 0:12 2;28 0:19

7706/ 2007 B:00:00  B:5%:50 5 0:05 5 H 0:50 040

= &
Figure 1. Queue Traffic Analysis Report Figure 2.  Queue Performance Report

Perf Report T
Queue Performance Repor
For Queue(s) 'Cperator (0), Support (89523)"
For the period (12/06/2007 - 12/06/2007), (0:00:00-23:59:59), Types'1, A, @', Min Abnd 'Default’, Detail ‘Al Details'
Date Arrival Type User ID Extension CLI Calls Ring Talk Total Talk Wait ACW  Prime  Abnd
Agents
12/06/2007 8:43:34 Q 89556 89556 +1 (349) 555 4232 0:01 0:14 0:05
12/06/2007 9:46:34 Q 89556 89556 +1 (940} 276 9922 0:01 0:26 0:04
12/06/2007 9:49:37 Q 89586 89566 +1 [949) 544 2366 0:10 0:29 0:10
12/06/2007 9:52:10 Q 89618 89518 +1 [949) 555 2477 0:07 6:18 0:07 b
4 0:05 1:52 7:27 0:07
12/06/2007 8:17:56 Q 89652 89652 +11714) 544 2333 0:05 0:41 0:17 0:40
12/06/2007 8:21:42 (Q 89652 89552 +1 (949) 555 4422 0:04 0:30 0:15 0:40
12/06/2007 8:42:24 Q89618 89518 +1 (949] 444 5697 0:10 309 0:10 0:10 1
12/06/ 2007 8:53:12 Q89618  G0618 +1 (343 555 8077 0:05 5:16 0:05 0:10 1
12/06/2007 9:01:31 Q 89618 89618 +1 (949) 276 9944 0:03 0:47 0:04 0:10 1
12/06/2007 9:03:59 Q 89652 89552 +1 [714) 555 2234 0:04 2:43 0:16 0:40 1
12/06/2007 9:10:20 Q 89610 89610 +1 (949) 444 5666 0:01 0:40 0:13 0:40 1
12/06/2007 0:12:14 Q 89610 89510 +1 (714) 555 4489 0:06 0:27 0:17 0:40 1
12/06/2007 9:12:46 Q89652 89552 +1 (949 555 faad 0:02 0:29 0:14 0:40 1
0:30 1
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Figure 3.

Figure 4.

Agent Perf Report |
For Agent{s) 'Support Team (3)'
For Queue(s) 'Operator (0), Support (89523}, Support Queues (134)' ‘
For the period (12/06/2007 - 12/06/2007), (0:00:00-23:59:59), Min Abnd '0', Min Outgoing '0', Detzil 'All Details'
Date Arrival Type Queue Extension CLI Ring Talk Wait ACW Tran
Dest
12/06/2007 9:49:37 Q Q 89566 +1 (949) 555 4332 0:10 0:29 0:10
12/06/2007 10:19:44 Q 89523 89566 +1 (949) 544 B4B4 0:02 7:09 0:02 0:10
2 0:06 3:40 0:06 0:05
12/06/2007 10:11:26 A 89523 89582 +1 {949) 555 6268 0:08 0:19
12/06/2007 10:12:05 Q 89523 89582 + 714) 544 3222 0:08 13:53 0:19 0:40
12/06/2007 10:26:57 Q 89523 89582 H (714) 43 1784 0:06 0:37 0:17 0:40
3 0:07 715 0:18 0:40
12/06/2007 8:55:02 Q 89600 89610 +1 (345) 443 6565 0:04 5:15 0:15 0:40
12/06/2007 9:10:32 Q 89523 59610 +1 (949) 555 7758 0:01 0:40 0:13 0:40 B96E
12/06/2007 9:12:25 Q89523 39610 + [949) 448 2244 0:06 0:27 0:17 0:40
12/06/2007 9:13:56 Q 89600 89610 +1 (714) 555 4656 0:02 3:16 0:14 0:40
4 0:03 2:25 0:15 0:40 1

m -

Agent Performance Report

Agent Activity Report
For Agent(z) "AlanM (8557Z), SaniayM ( BSEEEY
For the period (12062007 - 12062007)

Date Start Finish Activity Duration Queue Extension Delay Class

11:23 10 Login

17062007 0255 8:08:30 Cutbound 0:34 8963 47
12/06/2007  &0524  8:05:59 Beak 0:35

12062007 20501 8:06:10 Break 0:09

12062007 21208 8:18:49 Queue 0:41 85523 83T o0 47
12062007 2T 82223 Qe 0:30 8523 8%x2 o0 47
12062007 208 S:2:10 Queus 202 83600 s8R ®10 47
17062007 83040 8:31:04 Cutbound 0:24 8963 47
1Z06/ 2007 84523 8:46:55 Direx 0 8963 47
1Z06/ 2007 84740 8:38:46 Direx 11:06 8963 47
1Z06/2007 F0E1L 5:05:54 Queus 2:43 853 8963 010 47
1Z06/2007 S 1113 5:12:42 Direx 1:25 8963 47
1Z06/207 F12F  5:13:26 Queus 0:25 8523 8963 010 47
12062007 %4325 10:1%35 Break 36:00

10:21:29 Queue

8:04:53 Login
12/0§' 2007 %059 9:33:26 Login 1:48:27
12/06/2007  ®053E  8:05:35 Beak 0:02
12/06/2007  &OE54  8:17:19 Beak

13062007 2185 8:Z:52 Direx

8:35:04 Cutbound
9:10:41 Ci

Agent Activity Report



NEC’s UC for Business white paper reports

Multimedia Reporting

Reports

This table shows which reports are available for
each media

Queue Performance

Queue Traffic
Comparison

Queue Multimedia

Agent Activity

Agent Snapshot

Agent Multimedia

Callback Analysis

Call Tracking



NEC's UC for Business white paper reports

Wrapup Code

Agent Wrapup

Departmental
Outbound

Indial Calls

Indial Traffic
Analysis

ETA Performance

Queue Historical

Agent Historical
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Agent Historical
Average

Callback Agent
Historical

Agent Setup

Graphs

10
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Graphs

Once a report is run it can be transformed into
graphical format that is bright and easy to
understand. A variety of graph types are available
depending on your requirements. The following
UCB reports once run, offer associated graph
views.

Queue
Performance

Queue
Service Level

Queue
Historical

Agent
Historical

Operator
Performance

11
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Graph Definitions

Calls and
Abandons

Wait Time

Ring Time

Talk Time

Call
Duration

Abandoned
Calls

A comparison of all answered and
abandoned calls for selected
queues.

Wait time is measured from the time
the call first enters the telephony
switch to when the agent picks up
the receiver.

Ring time is measured from when
the agent's phone starts ringing to
when it stops ringing.

Talk time is measured from when the
agent's receiver is picked up to
when the agent's receiver is
replaced.

Accumulations of call wait time, ring
time and talk time. Effectively, the
period of time from when a call
enters the system to when the caller
hangs up.

Abandoned calls are those where, at
any point after entering the queue or
being delivered to an agent, the
caller hangs up. Calls abandoned in
less than the value specified as the
Minimum Abandon time (in the setup
parameters) will be ignored.

Abandonment
Rate

Longest Wait

Call
Distribution

Total Calls

Service Level

The percentage of the total
incoming calls in the queues that
were abandoned.

Longest period a call went
unanswered in this queue.

Proportion of total calls to your
contact center (given any
exclusions) to each queue.

Total calls received for these
queues/agents.

Service Level achieved by each
selected queue for each selected
interval. This is the only graphical
option available for the Service
Level reports.

12
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Examples

of Graphs

Figure 5.

Call Distribution
For the period (4/06/2007 - 8/06/2007)
For Queue(z) ‘Operator(0}, Aust Support(89522), Suppert(289523), 0800 Zeacom(29
800y

m e

Queue Performance: Call Distribution
graph [3D]

M 0) 3081 %

W (59522) .68 %
[ (s9523) 38.94 %
W (39600) 2157 %

Call Duration (miss)

Figure 6.

Average Call Duration
For the period (4/06/2007 - 8/06/2007)

For Queue(s) "Operator(0), Aust Support(83522), Support(83523), 0800 Zeacom(28%600)

W Qusues: Talk

[ Ring Time
W Wait Time

Queues

Queue Performance: Call Duration graph
(3D]

13
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Running a Queuing Report

Parameters

The following features allow managers to better
define the parameters for their report:

Media type(s) — phone, emalil, fax, web chat,
web Callback

Start and end date, and specific time the report
should cover

Queue number(s) to include
Queue group(s) to include

Call types - (e.g., | = Inbound queue calls, O =
Outbound calls2, A = Abandoned calls3).

Agent(s) to include

Agent group(s) to include

2 Managers can select a minimum outgoing duration —

so that all outgoing calls shorter than the time
specified here would not be included in the report.

3 Managers can also select a minimum abandoned time

so that calls that hang up before the time specified are
not included in the report as ‘Abandoned calls’

Level of detail
Empty Records

e By default, only records that exist will be
printed. Selecting 'show empty records' will
show zeros against a period when there are no
calls to report on.

Detail Level
There are 4 options of detail level for each report:

e Monthly breakdown — One line of totals per
month

e Totals only — One totals line per queue/agent

e Summary — A totals line per queue/agent and a
total line per day

e All details — A totals line per queue/agent, total
line per day and one line for each record

14
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Setup

In this example Queue Performance Report
parameters are shown:

Report: Queue Performance

Date

(%) Absolute:  From start date to end date | 4/06/2007 |+ || 8/06/2|

() Relative:

Cuon [ 1] w [

TDY (Today)

BCW (Beginning of current week)
BCM {Beginning of current month)
BCY (Beginning of current year)

D - yy (Subtract yy days)
D +yy (Add yy days)
M-vyy (Subtract yy months)

Time M +yy (Add yy months)
For each day: - - Y -y (Subtracty years)
From start time to end time |12:DD:DDa.m. ¥ | |11:55:55|J.rn. ¥ | ¥ +y (Add y years)
Include
8 Queues
Queues: Queue Groups:
D Name ~ D Name
(183051 Cpertor @ [] 134  Queue Group
e [ 89519 Console Operator Ad od
[] 29666 SDCust Service
85730 Sales Call types
|:| 83731 Cust Service Exclude types: Include types:
89732 Tech Support |- IVR » R
O i N - Network 3 C - Calback
P - Picked & - Abandoned
F - Recovered
= T - Transfer —
v Y - Mailbox A
General i,
[ Include time periods in which no callz occur
Totals Only lazlzat |Tota|s Only W | Include hold time in the talk time
Summary I:I f ]
Totals Onily Ok
Monthly Breakdown r 7
9— T [0]4 Cancel | Advanced |

Figure 7. Configuration Parameters

A variety of date selection criteria is available to allow users to
define the period the report will cover. Absolute allows you to

o specify the actual calendar date; Relative allows you to specify the
date relative to the day you run the report and Custom allows you
to specify a formula using the parameters shown

e Include the Queues or Queue Groups you want to report on by
checking the appropriate boxes

©

Choose the call types to be included in the report

6 Choose the detail level required
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Voice Messaging Reports

Voice Messaging Reports* assist Administrators to
identify any areas of the system that require
maintenance or users that need assistance. The
report use records from your system's voice
messaging configuration and voice messaging
usage activity. Here you can view the voice
messaging setup and mailbox usage.

Voice Messaging Reports are designed to be run
daily or weekly. The recommended run frequency is
included with each report.

Features

e View and document the Voice Messaging
system setup

o View details and status of each available
mailbox

e Configure and run reports based on time
period required

e Use Report Wizards to simplify the report
generation process with On-Line Help
information on what each report covers

Benefits
e Analyze how users are utilizing their mailboxes

o FEasily identify and provide assistance to
mailbox users that have not set their mailbox
up correctly.

e Administrators are able to use these reports to
analyze any area of the system that require
maintenance e.g. A mailbox user has an
unusually high number of messages taking up
a large amount of disk space, or a user has left
the company but their mailbox has not been
deleted.

* Voice Messaging Reports are built in to the Voice
Messaging module.

Mailbox Profile

This report shows the current configuration of each
available mailbox in the system. It provides details
such as the user’s currently active profile, which
standard greetings have been customized by the
user and whether the user is using scheduled or
manual Presence profiles. Use this report to identify
which users have not activated their mailbox, are
not using it correctly or require setup assistance.

Mailbox Summary

Run this report to review the current message
status for all mailboxes in the system. The report
provides a summary of the message status such as
the number of new, saved and deleted messages
in each mailbox. Use this report to identify any
mailboxes that may require assistance or have an
unusually high number of new messages and how
old these messages are.

Notification Attempts

The Notification Attempts report provides an
historical view of outbound notification statistics.
Voice Messaging can be set up to notify any pre-
specified address (dependent on user security
settings) when a message is left in a mailbox. Users
can set up a number of notification ‘profiles’ to
notify different types of destination (extensions,
pagers, telephones, email) or different numbers.
This report is useful to identify which address a
notification was sent to and when the user logged
in as a result of that notification. This report can
also help to identify whether a user’s notification
settings are resulting in unnecessary toll call
charges.

Voice Messaging Auto-Attendant Option

Run this report to analyze your Voice Messaging
Auto Attendant actions over a specified period of
time. This report is typically used for company,
queue, or departmental mailboxes.

16
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Voice Messaging Usage

Run this report to review voice messaging use and
access history for all voice mailboxes. This can
provide a daily summary of voice malil traffic for
your entire system. This report can provide
information for the current date, or historical
information for dates within the past three months.

Mailbox Profile Report Example

@ Personal User ID numbers. They will use this
number when they log in to the system.

This column shows whether a user has
recorded their mailbox name or not. It is

@ important that this is recorded as this name is
used to play the mailbox owner’s name in their
own voice both to callers and to other internal
users to identify who a message is from.

The “busy greeting” is played to your callers
when your phone is busy. This column shows

@ whether a user has recorded a personalized
greeting or whether they are using the default
system “busy greeting”.

Mailbox Profile Report
User ID Name Current Profile Mailbox Schedule|
Name On
9551 @ Nick Tucker @ =In the Office> Yes No
9552 Martin Bone Tuesday in the buildin Yes Yes
9554 Tony Wiley Tue In Yes No
9557 Peter Bonika <In the Office> Yes No
9558 Alex Ingram <At My Desk=> Yes No
9561 Jon Watkins Tuesday Yes Yes
9562 David Lyon In the Offics Yes Yes
9563 Grant Stuart <In the Office> Yes Yes
9565 Belinda Hudse| In Tuezday Yes Yes
9568 Richard Thomgs <In the Office> Tes No
9570 Tim TOCker In Meeting Yes Yes

Figure 8. Mailbox Profile Report

Busy
Greeting

< Personal>
<Personal>
<Personal>
<Personal>
= System Generated>
<Personal=
<Personal>
= System Generated>
<Personal>

<Personal=,

17
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Notification Attempts Report
Example

Voice Messaging can be set up to notify any pre-
specified address when a message is left in your
mailbox. You can set up a number of notification
‘profiles’ to notify different types of destination (i.e.
extensions, pagers, telephone, email) or different
numbers.

o The type of notification sent — e.g. Dial(number),
Pager, Email, Forward etc.

e The destination number or address that the
notification was sent to

e Result of each notification attempt

Date Time HNotification Type Nofification Address
7/0&/2007 11:27:47 Dizl S1[TIT)BEG 4322

7/06/ 2007

5/06/2007 15:51:09 Dial S1[717) 276 9922
5/06/2007

&/06/2007 11:58:13 Emeil howard hane@abemail com
6/06/ 2007

5/06/2007 10:53:32 Dial +1[343) 544 2650
5/06/2007

O o

Figure 9. Notification Attempts Report

Notification Attempts Report

For the period (4/06/2007 - 8/06/2007), (0:00:00-23:59:53), Report Intarval '60, Detail 'All Details'

18
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Running a Voice Messaging Report

The Mailbox Profile and Mailbox Summary reports
are static. They report the current mailbox
configuration and message status for all mailboxes
in the system. Simply select the report you require
and it will automatically run.

Parameters

All mailboxes in the system are automatically
included in the report. The following features allow
managers to better define the parameters:

e Absolute start and end dates

o Relative date— choose a day or other period
relative to today

e Custom date — use a formula to customize
parameters for a relative period (i.e. relative to
today)

e  Specific times of each day the report should
cover

Level of detail
Empty Records

e By default, only records that exist will be
printed. Selecting 'show empty records"' will
show zeros against a period when there are no
calls to report on.

Detail Level
There are 4 options of detail level for each report:

e Monthly breakdown — One line of totals per
month

e Totals only — One totals line per mailbox

e Summary — A totals line per mailbox and a total
line per day

e All details — A totals line per mailbox, total line
per day and one line for each record

19
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Fax Reports

Features

Fax Reports® provide accountability and control of
fax communications which increase customer
satisfaction. The reports provide summary and
detailed information on Fax delivery and sending.

e Reports can be run on all inbound and
outbound faxes

e CLlI and the details of the contact (if available)
are reported for Inbound faxes received

e Reports can be run on a per mailbox or queue
basis

o Details for faxes received by queues and/or
personal mailboxes

e  QOutbound reports provide information on how
many pages were sent, the number of attempts
and the result of each attempt

e Queuing reports include reply information from
Inbound queue faxes

e Report Wizards and On-Line Help

Benefits

e Details of how many pages were received and
when are provided on a per mailbox basis

e Users can choose between summary
information and optional full details of fax
activity

o Names are provided in addition to CLI
information when a match is found in the
Phonebook

e Wizards and Help simplify the report generation
process and provide information on what each
report covers

Inbound Queue Fax

This report provides statistics on call volume and
sender details when faxes have been received by a
queue.

Outbound Queue Fax

® Fax Reports are built in to the Fax Queuing and Fax
Messaging modules

This report provides information on faxes sent as
replies from queue faxes.

Fax Destination

The Fax Destination Report allows you to list fax
transmissions sent to selected fax numbers.
Outbound Fax Messaging

The Outbound Fax Messaging Report allows you to
report on faxes that have been sent on a per
mailbox basis.

Outbound Queue Fax

The Outbound Queue Fax Report allows you to
report on faxes that have been sent on a per queue
basis.

20
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Inbound Fax Messaging Report Example

o Number of fax pages received into the user’s
mailbox

The CLI details of the contact sending the
fax (if available)

available and matches a Phonebook contact)
The company name from the Phonebook

record (provided CLI is available and
matches a Phonebook contact)

9 The name of the contact (provided CLI is

For b od =) ‘Batbara Taglar [SSTE)
For the period [ 1/052 ) =2 9], Detal Dretnils’
Date Time Pages [CLI Caller Company
o578 Barbeara Taylor
5/05/2007 7.32:41 1 | 1 (949 528 3560 Jae Rokingan 5 Compeny
1 1
05,2007 11:05:36 1 +1 (945) 522 3600 Mery Devies MEC Unified Solutians, Inc.
1 1
1405/ 2007 11:34:13 i + (343 522 27T Mariba Browmne Mertar Co
14705/ 2007 1h58:56 L HE1 (2) T2 B2O0 Calum Smihe NEC Unified Solutions, Inc
14705/ 2007 18:02:50 1 +1 (3450 355 2600 Lauta Pond NEC Unified Sslutians, Inc.
1 3
15/05/2007 13:58:01 3 +1 (9480 2002220 Al Datan Foix il
3 1
1905/ 2007 4 21:48 1 +1 (5450 473 7300
1
14_?007 i1: y# T—
Q (3 o

Figure 10. Fax Messaging Report
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Inbound Queue Fax Report Example

o

Q
(3]
Q

Figure 11. Fax Queuing Report

Name of the Queue that received the fax

CLI details of the contact sending the fax (if
available)

Name of the contact (if CLI matches a
Phonebook entry)

Company name of the contact (if CLI
matches a Phonebook entry)

Inbound Queue Fax Report

Date Time Pages cu Caller
L +1 (948) 555 5600 Jos Dewies
1
2/05/2007 7:5%37 t +1 (9453 2769920 Mariba Show
1
&/05/2007 143042 1 +1 (2489) 277 Sa06 dazegh Sryihe
&/0s/z007 16:95:48 i +1 (5439) 485 5500 Wary Stuert
1
7i0s/2007 1124 1 +1 (948) 477 2000 Blarbéra Devis
1
14/05/ 2007 15055 1 +1 (843) 356 3528 Paula Moore
i
17/0% 2007 150535 L o1 [(844) B22 2680 Michaed Smith
1
18/05/2007 ST 1 61 (2) 72207222 i Maior
1E/0S/ 2007 22:574T i +1 (943) 277 2506 Joseph Smyine
A . "‘—M\ i
i

NEC Unifled Splutkans, Inc.

Merdor Co

ABC Companniy

[Fax Mailer Co

HEC Unilied Solutions, Inc.

NEC Unified Solutions, Inc.

A Company

B S

2] (3]

| e

22
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Outbound Fax Messaging Report Example
o User mailbox that the fax was sent from
9 Number of pages that were sent

e Number of attempts made for this fax

@ Result of the attempt

MadBo] e ETd

For the perio 7

8/05/2007 13:53:08
8/03/2007 13:38:39 1 (949) 555 42332
8/05/2007 14:05:15 41 (949) 2762920
8/05/2007 14:11:26 +1 (349) 2765920
8/0572007 14:17:38

Outbound Fax Messaging Report

(5578}, Angela Jenking (B

7}, [0:00:00-23:59:58), Datad 'all Details'

Date Tieme Pages CLI Caller Coampany Brtempt

NEC Unified Solutions, Inc.

Paula Moors WEC Unifled Solutions, Inc.
Laura Brawn ABC Comgany
Laura Brown BB Company

B Company

Result

Qutbound Fax Summ ary

Humber of Successful Attempts
Humber of Failed Attempts
Humber of Retrias

Humber of Cancalled Faxes
T

S wWE e

Figure 12. Fax Messaging Report

23



NEC’s UC for Business white paper reports

Operator Reports

Operator Reports® enable you to report on
individual operator and Console use statistics daily
and assist you to easily identify ‘hot spots’.
Resources can then be scheduled accordingly to
handle calls during these busy periods. Reports
can be grouped on a per Indial basis and broken
down into time intervals so Managers can easily
identify ‘hot spots’ and schedule their resources
accordingly.

Features

e Evaluate call volume performance on a per
operator basis

e Measure how well calls are being answered
within target answering times

e Analyze each call for each operator
e Group calls on a per Indial basis in the report

e Configure and run reports based on specific
time of the day/date

e Operator Performance Graphs

e Choose specific Operators, Queues or Indials
to be included in the report

e Break reports into time intervals
e Report Wizards
e On-Line Help

Benefits

e Use your summary reports to aid training and
procedure planning

e Breaking a report down into time intervals
allows you to more easily identify busy periods
and therefore schedule your resources
appropriately

e Report Wizards simplify the report generation
process

e Use On-Line help for report information, how to
use a specific report and helpful hints

® Console Reports are built in to the Console Module

Console Performance

The Console Performance Report provides data so
that you can assess call volume performance on a
daily basis per Indial. You can determine how well
your target answering time for your contact center
is being met by viewing daily averages and totals
for each Indial. Run a detailed report to view
individual calls.

Console Traffic Analysis

This report provides a snapshot of the Operator's
call activity, with calls grouped by Indial for the
Operator queue. Break the report into (e.g. 60-
minute) intervals to easily identify busy periods.

Console Service Level

This report provides a periodic snapshot of the
Service Level on a per Indial basis. It reviews trends
in service levels based on time of day. The Service
Level is a single figure that represents answering
performance for each Indial, requiring no further
analysis. The parameters used to calculate the
service level are taken from the Operator queue.

Console Transferred Calls

The Console Transferred Calls report identifies
incoming calls transferred to another destination by
a Console Operator. The calls are grouped by
transfer destination i.e. all calls transferred to
extension 5555 will be grouped together.

Console X Seconds

Use X Seconds for an alternative report of your
Console performance by totaling call wait times into
time slots. Use this where you need to measure
Operator performance based on an "unacceptable
wait time" in the Operator queue. Also use X
Seconds for analyzing abandoned calls.

Alternatively, change your setup parameters to
simply divide your data into calls that queued and
calls that had immediate delivery.

Operator Call Type Analysis

The Console Call type analysis report illustrates
contact center traffic for each Operator. You can
use this report to compare daily performance of
Operators. List all Operators and results on the
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same page, as an alternative format to the
Operator Summary Report.
Console Performance Report Example

Operator Performance This example of a Console Performance report has

The Operator Performance report examines the been run in Summary format to provide daily
individual performance of your contact center statistics.

Operators. Daily averages and totals for each
Operator, and the details of each call, enable you to
help your Operators reach your performance
criteria expectations and to recognize your top
performers. A minimum call duration buffer is
available.

Report is summarized by each Indial
selected in the report parameters

Total calls per day summarized by Indial,
including a grand total for all Indials
Operator Summary Average wait time per day and total
average for the period reported on

© ©0 ©

The Operator Summary report monitors the
performance of your Operators overall and in detail.
Use this report to summarize operator availability, Percentage of calls answered within target

call type and call duration. This report prOVideS a answering time as Conﬂgured against the
full breakdown of an Operator’s shift. queue

©

Console Performance Report

Qu
For the period [4/0& 2007 - 8/06/2007), ( &, 7, Min 2bnd 'Default’, Detail 'Summ ary’ @

Queue Name Date Arrival Type Agent Extn Number Calls Ring Talk Wait Prime Abnd Abnd Rate Target|
Agents
[Il-l)id: Internal calls |

0 Cperator 5 06/ 2007 El 0:02 45 0:08 1 11.00% | 75 00%|
0 Operator & 06/ 2007 19 0:02 05 0:14 3 16,00% | 5600%
a Operator o 7/ 06/ 2007 z 0:13 2 100, 0

0 Cperator & 06/ 2007 @ 2 0:07 x19 0:13 1 30, 00%:

0 Operator 32 0:02 0:57 0:12 7 22.00% [60.00%

In-Dial: {5555) Main Number |

o Cperator 406/ 2007 1 0:26 1 100, 00
0 Cperator 506/ 2007 20 0:03 43 0:10 40, 00%
0 Cperator & 06/ 2007 20 0:02 218 0:08 1 500% | 63 00%|
0 Operator 7/ 06/ 2007 16 0:04 2:52 0:09 6,009
0 Cperator § 06/ 2007 21 0:05 058 0:08
0 Operator 78 0:03 1:39 0:09 2 2.00% [28.00%

110 0:02 1:20 0:10 9 8.00% [26.00%|
f \

——— /-—

Figure 13. Console Operator Report
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Running a Console Report

Certain Console reports are designed to be run
daily. Others, such as the Operator Summary
report, can be run on a weekly or monthly basis.
The recommended run frequency is included with
each report

Parameters

Depending on the report type Console reports
require you to select Queues, Indial numbers or
particular Operators you wish to include in your
report.

All Queues, Indials and Operators that belong to
the company you have access to are automatically
available for selection in your report. The following
features allow managers to better define the
parameters:

e Absolute start and end dates

o Relative date— choose a day or other period
relative to today

e Custom date — use a formula to customize
parameters for a relative period (i.e. relative to
today)

e Specific times of each day the report should
cover

Level of detail

Empty Records

e By default, only records that exist will be
printed. Selecting 'show empty records' will
show zeros against a period when there are no
calls to report on.

Detail Level
There are 4 options of detail level for each report:

e Monthly breakdown — One line of totals per
month

e Totals only — One totals line per mailbox

e  Summary — A totals line per mailbox and a total
line per day

e All details — A totals line per mailbox, total line
per day and one line for each record

Console Report Parameters Example

@ Optionally specify a fixed daily start and end
time

@ Quickly select report parameters by selecting
a period relative to today

Choose specific Indial numbers you wish to
@ include in your report

Report: Operator Call Type Analysis

Date

(O Absolute: I| | | I_@
(%) Relative: w

(@ Eisr Today

cul |Vl N

Include La;t mortth

a Agerts F Last year

Indizle:

D Name

L Intemal calls
[ %#*3.. Gold Class VIP Cust

[]% 3. D800
B 5. Main Number
[0 % 5.. support

Figure 14. Operator Report Configuration Parameters
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reports

Media Viewer

The Media Viewer’ provides the ability to review
details of chat, email and fax conversations. It
allows you to go back and review the
“conversations” that occur for specific call media.
Contact Centers and their Customers can feel
confident knowing that their communications are
being dealt with and can be tracked.

The Media Viewer Preview window allows you to
review a specific call and its associated details e.g.,
a copy of the delivered fax. These can be saved to
a disk or printed.

Features

The ability to go back and review the
“conversations” that occur for specific call
media.

In the case of Fax, both the initial fax image as
well as any fax-back images would be
captured and presented as the “conversation”
all.

Email Queuing stores the communications from
the customer and the agent.

In the case of Phone and Web Chat, the
conversation is stored as one record for each
call, as the conversation is more dynamic.

The Media Viewer Calls window lists the calls
(based on search criteria), providing an
overview of the call details: the agent who
received the call, Caller ID if received and
gueue name/number that the call was delivered
from.

" The Media Viewer is built into the CT Control Module

The Media Viewer Preview window allows you
to review a specific call and its associated
details.

Emails archived to the data server, or internal
database, can be viewed by the Media Viewer,
accessible via the standard Reports
application.

Under each record, any subsequent
“conversation” records are shown.

Conversations can be saved or printed from
the File Menu or toolbar.

Filter controls to limit the conversations shown.

Benefits

Managers can confidently track any email on
record, allowing them to follow up on any
anomalies or issues under discussion.

Archiving provides security for the customer
and the contact center that all communications
are being dealt with.

The effect of archiving is similar to that of
conversation monitoring or recording, which
are both credited with maintaining a high
standard of effort and performance from
contact center staff, who are aware of the
possibility of a conversation being opened, and
read by management.

All details of a specific call can be viewed e.g. a
copy of the fax.
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Media Viewer Example

o
Q

A wizard allows you to define the report
parameters

You can save the report topics or topics and
replies to a file

Once the report has been generated, you
can limit the view by date, contact, agent or
media

Detail lines show call information such as the
agent who received the call, date received,
queue it was delivered from, CLI if available

or email address

¥ Media Viewer

: Fle View Hzlp
O_W 3 @ Daie fia v | Conlact |4l v | Agerk |4 ¥ 9
g — |
Contacts
Date Time Bgent Court | Conkact Oueue *
4 8/M5/2007 11:07:24 am. Paula Moare g barbara.chavw @necuni.. Sales Emall (SALESINECUNIFIED.COM)
4 BA52007 42814 pm Faula Moame 2 stesnen,stuart @necuni.. | Salez Emal (SALES@MECUNIFIED.COM)
A 3/052007 23057 a.m. Pals Meaie | kake. davies@abcompa., Sales Emal (SALES@MECUNIFIED.COM)
4 3/05/2007 2522 pm Paula Moare 2 hazel. brawne@comnpana, Sales Emal (SALES@MMNECUNIFIED.COM)
A10006/2007 B2 am Paula Moae 3 lawa.daviesBnecuni... Sales Emal (SALES@MECUNIFIED. COM)
| A10J06/2007 110204 am Paula Moo 4 orag, pal@abocompany .. Saks Emal (SALES@NEC! ML

Figure 15. Media Viewer

o Select a contact detail line to view more
information

The preview pane shows the details of the

0

e contact. In this example the agent’s reply to

the customer’s email is shown.

28



o=

NEC’s UC for Business white paper reports

Paulz Moaie
Paula Macre

P Hew Aeguest [H1263E]

Sl 20000

Senderzno informetion
From: "sbrownedabocompany. com®

Queue: Camments
Sales Emal (SALES@NECUNIFIED.COM)

Date: 11052007 8:32:48 a.m,

Hallo Stephanis

Web demanstrations

Kind regards

Figure 16. The Media Viewer Preview window

Launching the Media Viewer

If a user is logged in to Reports they can launch the
Media Viewer from the Reports Tools menu. In
addition users can have the Media Viewer shortcut
on their PC Desktop. Clicking on the shortcut will
activate the login screen. Using their personal login
maintains security. The user name and password,
and security privilege for Reports (set in the
Administrator application) control login rights to
Media Viewer.

Parameters

e Absolute start and end dates

e Specific start and end times of each day within
the date range selected

e Which clients are to be included in the report

e Which agents are to reported on

e Which media type you wish to report on (Email,
Chat, Fax)

Level of detail

Calls Window

e This window displays a list of all conversations
that match the parameters entered in the
Wizard or Setup dialog

Thank you for expressing interest in subscabing to NEC Customer Mews. recenang a CO-Rom Product Demonstration and attending future NEC

I have forwarded your request on to the Account Manager in your region who will contact you to amange this.

/

W
[ ]

Details include the following columns:

e Type (icon): Shows whether the call is a
Chat, Email or Fax

e Date: the date of the first call in the
conversation

e Time: the time of the first call in the
conversation

e Agent: The agent who took the calls

e Count: the number of items in the
conversation

e Caller: the phone number, email address,
or Chat identifier of the external party

e Queue: the queue that the calls were
delivered through

Preview Window

All parts of the conversation are listed
separately (e.g. initial delivery to agent, agent

reply)

Double-click a conversation to view details in
the Message window
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System Reports

System Reports® are run to document the current
system configuration and settings of the contact
center. Administrators can analyze this data to fine-
tune system configurations, identify any users that
may require assistance or export the data for use in
other applications.

Features

e Reports are generated based on the
Administrator data

o Most system reports are available in .csv
format

e Announce reports provide information on
announcement port traffic and what types of
calls and how the ports are being utilized

e Track changes made to the system
configuration

Benefits

e The ability to save in .csv format allows
Administrator to export the report for use in
other applications

e Most reports do not require parameters to be
entered

e Administrators can view calls that experienced
announcement delays and therefore analyze
whether configuration adjustments need to be
made for certain parts of the day or whether
there is a need for additional ports in the
system

e |dentify who made changes to the system
configuration and when those changes were
made

Agent Setup

The Agent Setup Report documents the current
Agent configuration

8 System Reports are built into the CT Control module

Announce Exception

Run this report to view all calls that experienced a
delay in their announcement. It is generated based
on call data, not on system data saved in
Administrator.

Announce Usage

Run this report to view a breakdown of how the
Announce ports are being used. This provides a
detailed record of all announcements that have
played and the types of calls and actions that the
announcements were related to.

Audit Trail

This report enables the user to track all changes to
the current system configuration. Changes are
made to objects within the application and the
report identifies the type of change made.

Auto Attendant Setup

Run this report to document your current Auto
Attendant configuration.

Class Setup

Run this report to document your current Agent
Class configuration.

Customer Query Setup

Run this report to document your current Customer
Query configuration and entries.

Delivery Pattern Setup

Run this report to document your current pattern
configuration.

Group Setup

Run this report to document your current Report
Group configuration.

Line Setup

The Line Setup Report documents your current line
configuration. This report describes all available
lines; phone lines, email lines, and other lines.

Phonebook Setup

Run this report to document your current
Phonebook configuration and entries.
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Progress Setup

Run this report to document your current Progress
announcement configuration and entries.

Query Database Setup

Run this report to document your current Query
Database configuration.

Queue Setup

The Queue Setup Report documents your current
Queue configuration.

Site Notes

The Site Notes report shows all of the information
text associated with setup items (entered by
clicking the "i* icon at lower left of the edit window
for the item in Administrator.) Some examples of
ltems with information text are announcements,
queues, patterns, and classes.

Wrapup Setup

Run this report to document your current Wrapup
Template and/or code configuration.
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Presence Reports «  Reporton...

Two Presence Reports are available for all *  Selected Users and/or Departments

enterprise users, regardless of whether they are o Specified dates and times of day

part of the contact center, depending on their «  Callactivity — how many calls were

PErmissions: received/made over a period, of what type:
1. Presence inbound, outbound etc
2. Call History e Presence Profiles — how much time was

Presence reports provide. . spent in meetings, away from your desk

«  Management of self and staff o Absenteeism — how many eays you’re your
staff away sick or on vacation?
e Access to all reports and users is controlled by
security settings so people can be restricted to
viewing their own records, or managers may

wish to monitor staff

Include
| a Users
Uszers:
Mame Department
& Belle Peters o 1 Suppart
a Ben Adams
a Bill Rogers
a Dave Johnston ] Profile Type ~
In the Office 9
Out of Cffice
[ Out of Office - On Vacation
Out of Office - Sick
: |_| Crret s 1
LY > < >
General
Bxclude abandons
Detail level:
Minimum outgo I:I
| o i Il ncel Advanced

Figure 17. Presence Report configuration
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Call History Report

For Usar(g) "
For Department(s) 'Markeating'
For the period (24/02/2008 - 28/03/2008), (0:00:00-23:59:59), Min Outgoing '0', Detail 'Monthly Breakdown'

Date Arrival  Type  Queue Extension Calls Ring Talk Wait ACW Transfer Max Talk
Destination

Mar/ 2008 25 0:035 2:10 7137
23 0:05 2:10 7:37

Mar/ 2008 134 0:04 1:47 1 17:49
124 o:04 1:47 i 17:49

Mar/ 2008 B 0:02 3132 332
35 0:02 3:32 3:32

Mar/ 2008 28 0:05 3122 14:24
28 D:05 3:22 14:24

Mar/ 2008 1

‘

Mar/ 2008 a7 0:03 1:13 1 12:56
a7 0:03 1:13 i 12:56

Figure 18. Call History Presence Report by

Department
Call History Report
For User(s) 'Barbara Stuart'
For Department(s) "
For the perod (25/03/ 2008 - 28/03/2008), (0:00:00-23:59:59), Min Outgoing '0', Detail 'Summary’
Date Arrival Type Queue Extension Calls Ring Talk Wait ACW Transfer Max Talk

Destination

28/03/2008 58 0:04 1:29 12:28
27/03/2008 30 0:04 1:43 1 7:50
26,/03/2008 31 0:05 212 13:23
25/03/2008 15 0:02 2:09 17:49

Figure 19. Call History Presence Report for me



NEC’s UC for Business white paper reports

Presence
For the period (26 February 2008 - 26 February 2008)
For User(s) Bella Stuart

Out of Office - On Wacation

OQut of Office - Sick

Figure 20. Presence Profile Graph

[Jinthe Office - At my Desk 29%
Il Out of Office - On Yacation 20%
I Out of Office - Sick 20%

B In & Meeting - 15%

I Ot of Office - 9%

Wl In the Office - Away 7%

In the Office - &t My Desk

In the Office - Away
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Personal Reports

Personal reports® reduce repetitive interaction and
ensure reports are always available on time when
they are due. Customized reports can be created
for a particular scenario or analysis and allow
supervisors or managers to re-use a set of
parameters whenever they wish, without re-
specifying them each time the report needs to be
run. These reports can also be scheduled to run
automatically — a significant time saving factor for
both Managers and their Supervisors.

For example, configure performance reports to be
run weekly, for each queue or queues report group
that is of interest, with the appropriate parameters
set. By specifying a relative date (e.g., from the
beginning of “last week” to the end of “last week”),
no parameters need to be altered in order to run
the same report on a regular basis.

Features

¢ Right-click pop-up menus enables straight
forward selection when adding a new report

e Wizards and On-Line Help

e Configure and save reports using absolute,
relative or custom date formats

® Personal Reports are built into the CT Control module

e Report names can be customized
e Reports can be created for any media type
e Modify report parameters at any time

Schedule Personal Reports to run every day, week,
or month.

Benefits

e The use of relative or custom dates means no
parameters need to be altered in order to run
the same report regularly

e Wizards offer effortless selection of parameters
for your report profile

e The ability to customize the name of a report
means you can select the right report at a
glance, already knowing the parameters that
will be selected e.g. “Support Agent
Performance for last week”

e Scheduling your personal reports reduces
repetitive interaction and means reports are
always available on time. They can be saved in
a preset location, printed or emailed
automatically
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Example - Adding a new Personal Report

Personal Reports already configured and

available

Pop-up menus which enable simple selection

of new Report Profile

All reports the logged in user can access can

be customized and saved as a Personal

Report

System

Perzonal

ﬁ Support Wkly

a Weekly Agent Summary

& Agentpaiy

Add Report

Detailed Queuing
Historical Queuing
Voice Messaging

Conzole

a Support Agent Perform

Fax
System

@ Monthly Indial Report

Sort Ascending

Sort Descending

/

ﬁ Queue Historical
ﬁ Queue Historical Average
a Agent Historical
a Agent Historical Average
& Callback Queue Histarical

& agentactivity \

|1 suppert Call Type Analysis

& Callback Analysis weekly

244 Mailbox MNotification

Figure 21. Personal report

& Callback Agent Historical

8 In-Dial Historical
N
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Example - Using the wizard to customize a
Personal Report

o Choose a name for your Personal Report

Select Relative, and drop down the list to choose

a day or other period relative to today. This
e enables the user to easily run this report on

demand without the need to specify particular date

parameters each time

9 Choose parameters for your Personal Report

Create Report Profile Wizard - Agent Performance

Select profile details o

Alizs of repart: rlgem Performance last week|
Media:

=¥ Web Chat

= Qutbound Phone Queuing
¥ Fax

| Emai (SMTP)

Create Report Profile Wizard - Agent Performance

From start time to end tim}

m Relative Date

12

Select the date range and time period you wish to report on

For &ll days within the date range chosen, choose the time period within each day to report
an:

Figure 22. Personal Reports Parameters
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= Today
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3 Vesterday Create Report Profile Wizard - Agent Performance

[+ Last week . , .

! Choose which queues and/or queue groups you wish to be

# Lastmonth included in the report

% Last year - - .
D Name: ID Name
[ =1 MARKETI Marketing %191 Marketing Queues
[1 =1 SALES@Z... Sales Email [ & 186 Suppart Email Gu..
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