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Legal
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Notice

While reasonable efforts have been made to ensure that the information in this document is
complete and accurate at the time of printing, Avaya assumes no liability for any errors. Avaya
reserves the right to make changes and corrections to the information in this document without
the obligation to notify any person or organization of such changes.

Documentation disclaimer

"Documentation” means information published by Avaya in varying mediums which may
include product information, operating instructions and performance specifications that Avaya
may generally make available to users of its products and Hosted Services. Documentation
does not include marketing materials. Avaya shall not be responsible for any modifications,
additions, or deletions to the original published version of documentation unless such
modifications, additions, or deletions were performed by Avaya. End User agrees to indemnify
and hold harmless Avaya, Avaya's agents, servants and employees against all claims,
lawsuits, demands and judgments arising out of, or in connection with, subsequent
modifications, additions or deletions to this documentation, to the extent made by End User.

Link disclaimer

Avaya is not responsible for the contents or reliability of any linked websites referenced within
this site or documentation provided by Avaya. Avaya is not responsible for the accuracy of any
information, statement or content provided on these sites and does not necessarily endorse
the products, services, or information described or offered within them. Avaya does not
guarantee that these links will work all the time and has no control over the availability of the
linked pages.

Warranty

Avaya provides a limited warranty on Avaya hardware and software. Refer to your sales
agreement to establish the terms of the limited warranty. In addition, Avaya’s standard
warranty language, as well as information regarding support for this product while under
warranty is available to Avaya customers and other parties through the Avaya Support
website: http://support.avaya.com or such successor site as designated by Avaya. Please note
that if you acquired the product(s) from an authorized Avaya Channel Partner outside of the
United States and Canada, the warranty is provided to you by said Avaya Channel Partner and
not by Avaya.

Licenses

THE SOFTWARE LICENSE TERMS AVAILABLE ON THE AVAYA WEBSITE,
HTTP://SUPPORT.AVAYA.COM/LICENSEINFO OR SUCH SUCCESSOR SITE AS
DESIGNATED BY AVAYA, ARE APPLICABLE TO ANYONE WHO DOWNLOADS, USES
AND/OR INSTALLS AVAYA SOFTWARE, PURCHASED FROM AVAYA INC., ANY AVAYA
AFFILIATE, OR AN AVAYA CHANNEL PARTNER (AS APPLICABLE) UNDER A
COMMERCIAL AGREEMENT WITH AVAYA OR AN AVAYA CHANNEL PARTNER. UNLESS
OTHERWISE AGREED TO BY AVAYA IN WRITING, AVAYA DOES NOT EXTEND THIS
LICENSE IF THE SOFTWARE WAS OBTAINED FROM ANYONE OTHER THAN AVAYA, AN
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AVAYA AFFILIATE OR AN AVAYA CHANNEL PARTNER; AVAYA RESERVES THE RIGHT
TO TAKE LEGAL ACTION AGAINST YOU AND ANYONE ELSE USING OR SELLING THE
SOFTWARE WITHOUT A LICENSE. BY INSTALLING, DOWNLOADING OR USING THE
SOFTWARE, OR AUTHORIZING OTHERS TO DO SO, YOU, ON BEHALF OF YOURSELF
AND THE ENTITY FOR WHOM YOU ARE INSTALLING, DOWNLOADING OR USING THE
SOFTWARE (HEREINAFTER REFERRED TO INTERCHANGEABLY AS "YOU" AND "END
USER"), AGREE TO THESE TERMS AND CONDITIONS AND CREATE A BINDING
CONTRACT BETWEEN YOU AND AVAYA INC. OR THE APPLICABLE AVAYA AFFILIATE
("AVAYA").

Avaya grants you a license within the scope of the license types described below, with the
exception of Heritage Nortel Software, for which the scope of the license is detailed below.
Where the order documentation does not expressly identify a license type, the applicable
license will be a Designated System License. The applicable number of licenses and units of
capacity for which the license is granted will be one (1), unless a different number of licenses
or units of capacity is specified in the documentation or other materials available to you.
"Software" means Avaya’s computer programs in object code, provided by Avaya or an Avaya
Channel Partner, whether as stand-alone products, pre-installed , or remotely accessed on
hardware products, and any upgrades, updates, bug fixes, or modified versions thereto.
"Designated Processor" means a single stand-alone computing device. "Server" means a
Designated Processor that hosts a software application to be accessed by multiple users.
"Instance" means a single copy of the Software executing at a particular time: (i) on one
physical machine; or (ii) on one deployed software virtual machine ("VM") or similar
deployment.

Licence types

Designated System(s) License (DS). End User may install and use each copy or an Instance
of the Software only on a number of Designated Processors up to the number indicated in the
order. Avaya may require the Designated Processor(s) to be identified in the order by type,
serial number, feature key, Instance, location or other specific designation, or to be provided
by End User to Avaya through electronic means established by Avaya specifically for this
purpose.

Concurrent User License (CU). End User may install and use the Software on multiple
Designated Processors or one or more Servers, so long as only the licensed number of Units
are accessing and using the Software at any given time. A "Unit" means the unit on which
Avaya, at its sole discretion, bases the pricing of its licenses and can be, without limitation, an
agent, port or user, an e-mail or voice mail account in the name of a person or corporate
function (e.g., webmaster or helpdesk), or a directory entry in the administrative database
utilized by the Software that permits one user to interface with the Software. Units may be
linked to a specific, identified Server or an Instance of the Software.

Database License (DL). End User may install and use each copy or an Instance of the
Software on one Server or on multiple Servers provided that each of the Servers on which the
Software is installed communicates with no more than an Instance of the same database.
CPU License (CP). End User may install and use each copy or Instance of the Software on a
number of Servers up to the number indicated in the order provided that the performance
capacity of the Server(s) does not exceed the performance capacity specified for the Software.
End User may not re-install or operate the Software on Server(s) with a larger performance
capacity without Avaya’s prior consent and payment of an upgrade fee.

Named User License (NU). You may: (i) install and use the Software on a single Designated
Processor or Server per authorized Named User (defined below); or (ii) install and use the
Software on a Server so long as only authorized Named Users access and use the Software.
"Named User", means a user or device that has been expressly authorized by Avaya to access
and use the Software. At Avaya’s sole discretion, a "Named User" may be, without limitation,
designated by name, corporate function (e.g., webmaster or helpdesk), an e-mail or voice mail
account in the name of a person or corporate function, or a directory entry in the administrative
database utilized by the Software that permits one user to interface with the Software.
Shrinkwrap License (SR). You may install and use the Software in accordance with the terms
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and conditions of the applicable license agreements, such as "shrinkwrap" or “clickthrough"
license accompanying or applicable to the Software ("Shrinkwrap License").

Heritage Nortel Software

"Heritage Nortel Software" means the software that was acquired by Avaya as part of its
purchase of the Nortel Enterprise Solutions Business in December 2009. The Heritage Nortel
Software currently available for license from Avaya is the software contained within the list of
Heritage Nortel Products located at http://support.avaya.com/Licenselnfo/ under the link
"Heritage Nortel Products”, or such successor site as designated by Avaya. For Heritage
Nortel Software, Avaya grants Customer a license to use Heritage Nortel Software provided
hereunder solely to the extent of the authorized activation or authorized usage level, solely for
the purpose specified in the Documentation, and solely as embedded in, for execution on, or
(in the event the applicable Documentation permits installation on non-Avaya equipment) for
communication with Avaya equipment. Charges for Heritage Nortel Software may be based on
extent of activation or use authorized as specified in an order or invoice.

Copyright

Except where expressly stated otherwise, no use should be made of materials on this site, the
Documentation, Software, Hosted Service, or hardware provided by Avaya. All content on this
site, the documentation, Hosted Service, and the Product provided by Avaya including the
selection, arrangement and design of the content is owned either by Avaya or its licensors and
is protected by copyright and other intellectual property laws including the sui generis rights
relating to the protection of databases. You may not modify, copy, reproduce, republish,
upload, post, transmit or distribute in any way any content, in whole or in part, including any
code and software unless expressly authorized by Avaya. Unauthorized reproduction,
transmission, dissemination, storage, and or use without the express written consent of Avaya
can be a criminal, as well as a civil offense under the applicable law.

Third Party Components

"Third Party Components" mean certain software programs or portions thereof included in the
Software or Hosted Service may contain software (including open source software) distributed
under third party agreements ("Third Party Components"), which contain terms regarding the
rights to use certain portions of the Software ("Third Party Terms"). As required, information
regarding distributed Linux OS source code (for those Products that have distributed Linux OS
source code) and identifying the copyright holders of the Third Party Components and the
Third Party Terms that apply is available in the Documentation or on Avaya’s website at:
http://support.avaya.com/Copyright or such successor site as designated by Avaya. You agree
to the Third Party Terms for any such Third Party Components

Note to Service Provider

The Product or Hosted Service may use Third Party Components subject to Third Party Terms
that do not allow hosting and require a Service Provider to be independently licensed for such
purpose. It is your responsibility to obtain such licensing.

Preventing Toll Fraud

“Toll Fraud” is the unauthorized use of your telecommunications system by an unauthorized
party (for example, a person who is not a corporate employee, agent, subcontractor, or is not
working on your company's behalf). Be aware that there can be a risk of Toll Fraud associated
with your system and that, if Toll Fraud occurs, it can result in substantial additional charges
for your telecommunications services.
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Avaya Toll Fraud intervention

If you suspect that you are being victimized by Toll Fraud and you need technical assistance or
support, call Technical Service Center Toll Fraud Intervention Hotline at +1-800-643-2353 for
the United States and Canada. For additional support telephone numbers, see the Avaya
Support website: http://support.avaya.com or such successor site as designated by Avaya.
Suspected security vulnerabilities with Avaya products should be reported to Avaya by sending
mail to: securityalerts@avaya.com.

Trademarks

The trademarks, logos and service marks ("Marks") displayed in this site, the Documentation,
Hosted Service(s), and Product(s) provided by Avaya are the registered or unregistered Marks
of Avaya, its affiliates, or other third parties. Users are not permitted to use such Marks without
prior written consent from Avaya or such third party which may own the Mark. Nothing
contained in this site, the Documentation, Hosted Service(s) and Product(s) should be
construed as granting, by implication, estoppel, or otherwise, any license or right in and to the
Marks without the express written permission of Avaya or the applicable third party.

Avaya is a registered trademark of Avaya Inc.

All non-Avaya trademarks are the property of their respective owners. Linux® is the registered
trademark of Linus Torvalds in the U.S. and other countries.

Downloading Documentation

For the most current versions of Documentation, see the Avaya Support website:
http://support.avaya.com, or such successor site as designated by Avaya.

Contact Avaya Support

See the Avaya Support website: http://support.avaya.com for Product or Hosted Service
notices and articles, or to report a problem with your Avaya Product or Hosted Service. For a
list of support telephone numbers and contact addresses, go to the Avaya Support website:
http://support.avaya.com (or such successor site as designated by Avaya), scroll to the bottom
of the page, and select Contact Avaya Support.

Copyright Statement

The material in this Technical Training Guide has been prepared by ITEL. The copyright in the
material belongs to ITEL and no part of the material may be reproduced in any form without
the prior written permission of a duly authorized representative of ITEL. There are serious
legal implications for anyone seeking to reproduce the material or any part of it without ITEL’s
permission.
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Overview

IP Office Contact Center includes a powerful reporting module with a range of
features designed to enhance the capabilities of the IP Office system, providing
Real Time and Historical Reporting data.

Along with other modules of IP Office Contact Center, the reporting module can
help to determine call flow efficiency therefore helping enhance the effectiveness
of the IP Office Contact Center environment.

Those agents with the required privileges and licensing are capable of producing
both public and private reports.

Reports can be generated either manually or automatically in a wide variety of
layouts and output formats.

Supervisors and the User Role Settings

Within IP Office Contact Center it is possible to assign privileges to Supervisors
that permit them to configure other agents settings. Privileges can be assigned to
provide the agent / Supervisor with the capability to:

e Create Realtime information files and sheets, modify their settings
(Realtime).

e Be able to create, modify and configure historical reports and schedule
reports.

e View and configure the Agent Status reports

e View and configure the Contact Details reports

e Create a shift plan

e Create a Configuration Report

Supervisor Requirements
e Supervisor License

o Historical Reporting
- Profile with Privileges to configure Reports

o Realtime information
- Profile with Privileges to configure new Realtime

information files

- Supervisor functions, to make changes to agent profiles

In order to gain access to the reporting functions of IP Office Contact Center,
Agents who are supervisors or Administrators will require their Profiles/Privileges
to be amended to provide access to the various reporting functions.
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Administrators can logon and change privileges defined in the Configuration

Module. Reporting is configured under two tabs; Reporting and Realtime

Information:

(1) Agent privileg

| Configuration
| Task Flow Editor

| Variables
| Others

Agent
Reporting

| Ui | E-Mail
| Reattime Information

— Team P P
Reporting
Topic Trunk line
Agent group Outbound ACD
Agent VR
[ Show alias orly Skl
Team System
Telephone FEXs

=

Automatic reparting Delete data

EE

— Team

Queue call Redirect

Reattime information
Remote functions
[¥] Ot of office notice

B E

| Trunk reattime information

o

==

— Supervisor
Configuration
Silent Manitoring

Agert History
| Supervisor Emergency
Supervisor Assistance

E =

Set report parameters @ Age_nt privileg
- Supenvser Agent | ur | E-mail Corfiqursti | Varab ok )
- -IVigll IgUratian vanaoles QK
Definition Reporting I Realtime Information Task Fow Editor | Cthers
Cancel

— Agent P

[#] Callback from call list Pick up call

Delete from call list Call Redirect

i
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Agent Privileges — Reporting Tab

@BI Agent privileges —— ﬂ
Agent L ui E-Mail | Configuration | Variables |
Reparting Realtime Information I Task Fow Editor I Cthers

— Team
P P
Reporting [l
Topic Trunk line
Agent group Outbound ACD
Agent IVR
Show alias onby Sheill

Team System
Telephone FEXs

b Automatic reparting Delete data
Set report parameters

N — Supervisor

f Definition

al

Team Privileges
— Team —
Reporting .
- The agent can access and use the Reporting module.

A, P office Contact Center A P Office C nter

File Goto Help File Goto Telephony Help

IPEL Reporting - File View I

P New folder . New report |f Edit m

Delete |B [,  Supervision

Folder

[ 2l reports - Without
" predefined reports [RO] Wlth Repomng
1 01_agent reports [RO] Rep_ortlng privileges
& 02_AG reports [RO] privileges
- 03_System reports [RO]
' 05_Topic reports [RO] J i P I

Wait Time Dialed Topic

[¥] Topic - The agent can create reports relating to Topics.

As with the Topic privilege, the agent can be given additional privileges to create
other reports when the relevant check box is selected. In similar manner, privileges
to generate reports can be removed by selecting the required check box.
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JlAgemigowe _ The agent can create reports relating to Agent Groups.

JlAgent  _ The agent can create reports relating to Agents.

| Agent

JiShewsliasenly _\When selected the agent name is not displayed, if the agent
has an alias assigned, the alias is displayed. If no alias is configured, an automatic
generated pseudo name (like GeneratedAgentl) is displayed.

| Team - The agent can create reports relating to Teams.

7] Teleph
P _ The agent can create Telephone reports.

- . . . '
Automatic repoting _ The agent can configure automatic reports.

| Set report parameters ) . .
- The agent can adjust the report period of predefined reports.

/I Tunkline  _ Not supported with IP Office Contact Center.

/10utbound A0 The agents can create reports relating to outbound ACD calls. i.e.

Dialer Campaigns.

7] IVR - The agent can create reports relating to IVR.

7] Skl - The agent can create reports relating to assigned Agent and Topic
skills.

V| System - The agents can create system reports.

/IFBXs - The agent can create reports on configured PBX’s.

7| Delete data

- The agent can delete reporting data covering a defined period.
Supervisor Privileges

Supervisor

| Definition . .
- The agent can use file manager to configure new reports.
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Agent Privileges — Realtime Information Tab

(& Agent privileges — e S|
Agent | 1 | E-Mai Corfiguration | Varables ]
Repaorting Realtime Information Task Fow Editor ] Cthers ]

Cancel
Agent
Fl
Callback from call list [ Pick up call [
Delete from call list I Call Redirect
Queue call Redirect [
Team
P

Fealtime information [
Remate functions Trunk realtime information
Out of office notice Agent History

Supervisor
Configuration Supervisor Emengency
Silert Monitaring Supervisor Assistance

Agent Privileges

Agent
[V|Calback frm calllist . The agent can use the Call back function.

Delete from call list )
- The agent can delete calls from the call list.

Fiskwpeal  _ The agent can use the Pickup call function.

WICal Redreet _ The agent can use the Call Redirect function.

[V]Queve cal Redrect The agent can use the Queue Call Redirect function. This

allows an agent to distribute waiting calls from the queue to a free agent.
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Team Privileges

— Team

Realtime infarmation

- The agent can use the Realtime Information module.

time information  Help

Inspector - Topic_Default

g Save @ Cancel | 3= Properties | Realtime information files E Full scre

-l Sext element & Without Realtime

s Value element Infc_:rmatwon
= Longest Wait Time (topic) [Telephony] D”VHEQES
Longest Wait Time (topic) [E-mail]
With Realtime :

1% variable Information J) ¢ a I
--[[11] variable privileges
Tag W
-[%] Tag

T woierine |
= Agent status list (AG) [Telephony] Wait Time Dialed Topic
2= Agent status list (AG) [E-mail]

= i etatue lict fA2Y [Chat]

VIRematefunctions  _ The agent can use Remote Functions

el The agent can configure the Out of hours notice for another

agent for whom he/she is authorised. The agent also requires the Agents privilege
relating to Variables to be assigned.

@ Agent privileges —— ﬂ
l
Reporting | Reattime Information | Task Flow Edtor | Others |
Agent | ui | E-Mail | Configuration Variables
[¥] Configuration 1 [[] Assign values B
P P P P
Global vl IVR script @]
Topic V] Bdemal destinations (V]
Agent group vl

Agents vl
PBXs /‘tﬂ
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Eile Goto Home Help

Agent Portal
Preview - Home_Standard_en

Home files B8 Edit

Message-Board (Glohal)

g

Hello ...
N
M Agent Statistics Agent1EdJ - Out of office notice
Break Time: 0:00:00 Signed On Time:  2:49:0<4 ‘ ‘
Calls: offered: u] completed: u]
E-Mails: completed: 0

AgentiEdJ - Agent History (Period: today)

Date Tirne | Address | Called address Original topic Last topic Task type| Mote | Subje.,

(91 Trunk resttme nfomation Not supported with IP Office Contact Center.

IAgent History _ The agent can view agent history from another agent (with
authorization).

Supervisor Privileges

Note: To utilize Supervisor privileges the IP Office Contact Center user must be
assigned a Supervisor license.

Supervisor

] Corfiguration _ 1y agent can configure system wide and individual real time

information.

A PO ontact Center

File Goto Realtime information Help

Agent Portal g q a -
e Realtime Information - File View

Supervision El Full screen m Work area El Separate realtime information

Folder Realtime Information files

- All realtime information Mame 4 | pr—

pl“re=0=C Without Supervisor [l AG_pefault Public
Configuration Fill Topic_pefault Public
privileges

ime information  Help

Realtime Information - File View

0 New folder . Mew rea\tlma\nformatlonl Z Edit ||:| Duplicate I I Delete I E‘ Full screen IE‘ Wark area E Separate realtime information

_ acattineliiiormationifilcs
' All realtime information

Narme &
-.{i Predefined

[l AG_Default

With Supervisor =
.Tuplc_Dafault Fublic

Configuration
privileges
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[¥] Silent Monitoring . . L L
- The agent can utilize the Silent Monitoring function in the

telephone contact bar.

vy

]
@_ JIE e~ (N ) D
@

Last Routed Topic

Configuration contact bar

Customer History

Contact bar
[]Default
Available elements: Selected elements:
!
up Extend Wrap
Emergency B Up
‘E Add
End Wrap Up
DTME B Remove
m Down
1 code "
Toggle
- B The Silent Monitaring
I./ p\'\ =| element has to be manually
«hy) v added to the contact bar
: < Silention. o
Call recording on: A
(element: recording) m
shaow only authorized topics {element: Call)

V] Supervisor Emergency _ 1, agent can use the Supervisor Emergency function.
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A P Umce

File Goto Tele

Agent Portal

Supervision

JIEICe~ (N ) P (1

VW

Configuration contact bar

Contact bar

[ Default
Customer History Available elements: Selected elements:

ol )y [G E

Up End Wrap Up
Add
L& Remove J code
DTMF
PN
(®)
N J J Down S
SilentMon.
Toggle The Supervisor Emergency
=/| element has to be manually
¢l ! added to the contact bar
. & Emergency -
Call recording on: A
{element: recarding}
show only authorized topics (element: Call}

Eianntannl  Not Supported in IP Office Contact Center.
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4

54 3 J)E) (e~ m 9 (1
(:T! www

~F

Subject

Contact bar

[[] Default
< Available elements: Selected elements:

DTMF

Separator

M

Toggle

Wrap Up

(DR N—
Assistance Dow =|| | The Supervisor Assistance
E"Eﬂg Wrap element has to be manually

. added to the contact bar

RPC

| End Wrap Up i

Call recording an:
(element: recording)

[[] show anly authorized topics (element: Call)
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Additional System wide settings affecting reporting

Within the system configuration there are a number of settings that can affect how
both Realtime and historical data is displayed.

e System
o Reporting Settings
o Delete reporting Data
o Realtime Information Default Values
e Service
o Reporting Filters
o Special Settings
e Agent Group
o Reporting /Realtime Information settings
e Topics
o Reporting /Realtime Information settings

1. Click the System link to gain access to Reporting settings, Delete
Reporting Data and Realtime information default values.

A |P Office Contact Center

Eile Goto Help 0:08 / 0:00 Supervisor (8001) ¥
Agent Portal S0 Service Windows  Help

. General...
Wiew: -

Time off...
GD Reporting settings... ] £ Profile ] @Team ] [Z5] Customer ]
' Extemal d Delete Reporting Data... Announcement script ] @IVR ] E Break Time code ] SEPBX ]

FECHAP sen|

Realtime information default values... l 3 Telephone (S Telephone group l e Chat server l

Variables... -
Name Edit...
~ . - g rEAMLTEE S R e PR o ) \’Lﬁ‘t B candP B e

2. The Report Settings dialogue box contains multiple tabs; General,
Telephony, Email and Chat.

3. Under the General tab there are a number of global configuration settings
for reporting. These are described below.
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b Repaorting settings

General "ﬁ Telephory | B E-mail | % Chat |
Reporting method: Interval-related reporting

Calc. period aof time: 15 v | min

The reporting data iz available in the following

Starting time Calculated time period [min]
03072014 130716 15

[]Run compression

Current rezolution: 900
Srmallest interval: G0
1. Compress to smallest interval after:

2. Campress to ane day after:

Delete reporting data automatically

after days

Reporting Settings - General

e Reporting method: Interval-related (default) or Back Office (configured
during the installation of IP Office Contact Center).

= Interval reporting: The Interval reporting option permits the saving
of conversation times, call times and other times in their respective

intervals.

Note: If you change the reporting type, you can no longer evaluate old data.
You must restart the PC for the change to take effect.

e Calc. period of time: Shows the system default reporting duration in
Minutes, only this time interval is considered in historical reporting. For
periods after this value the data for the last interval is stored into Database.
TSF (Task Service Factor) thresholds are set under System >Realtime
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Information default Values, they are valid for realtime and historical
reporting.

e Run compression: Settings for compressing the data, to maximize
database storage space.

e Delete Reporting Data automatically: will purge any Statistical data
stored after the set period (period cannot be less than 90 days, Default 400
days). Task report data is controlled through the Task Report.

Telephony System Wide Report Settings

e Telephony tab - values can be defined relating to counters that can be
utilized when reporting:

o Topics
o Agent groups
o Agents

Ring Time for Topic, Agent group and Agent: when this time is
exceeded details can be displayed in reports. Calls with a ring time
exceeding this configured time will contribute to the counter totNExp1 in
historical reporting, whereas no contribution is made to realtime
information.

Ring time can be defined between 0 and 240 seconds.

[ Reporting setting

General € Telephony lEIE—rnaiI ] o Chat ]

Ring time 10 8 tot M Exp
) Topic
@ Agent group
_) Agent
LT — s e PR

Based on whichever option is selected, there are further settings that can be
configured relating to the basic values for counters.
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General ﬁTeIephurr'_.r =1 E-mail ]‘Chat ]

Ring time 10 5 totNExp 1
@ Topic
() Agent group
() Agent i i
System Wide Report settings
Set basic values far the following counters... TOF all TOpICS Can_ b.e COﬂfIgUI’Ed
Number of conversations in relation to statistical
information:
1st wait time: <= 4] g tot MConvWait<=N
Wait time = 5s and <= 10 s totNConvWait=M==M e Number of
Conversations
Znd wait time = 1M s tot NCanvWait =M
e Number of Unanswered
Mumber of unanswered calls Calls
3. wait time <= 4] 5 tot M AbanWait<=M _
- _ e OD (Outbound Dialer):
Wait time >5sand <= 103 tot N AbanWait =M<=M Number of Calls ended
4 wait time > 1M s tot NAbanWait =M by external party

QD0 Number of calls ended by extemal party

5. Conv. time < 4 g -

General ﬁTelephnrr'_.r =1 E-mail ]‘Chat ]

Ring time 10 5 totMNExp 1
i) Topic
(@ Agent group ) )
) Agent System Wide Report settings
for all Agent Groups can be

Set basic values for the following courters. . configured in relation to
Mumber of conversations statistical information:

1st wait time <= 5 totMConvWait<=N

wait time g onviia e Number of
Wait time > 5sand <= 103 tot NCanvWait =M<=M Conversations
2nd wait time = M s tot NCanvWait =M
e Number of Unanswered
Calls

Mumber of unanswered calls

3. wait time <= 5 5 bot M AbanWait<=N

Wait time >5sand <= 103 tot N AbanWait =M<=M

4 wait time > M0 s tot M AbanWait=M
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General f%TEIEp:uhc:nrr'_.r =1 E-mail ]ﬁ[ﬁhat ]

Ring time 10 g totMNExp 1
i) Topic

() Agent group

I:@':I ﬂgent

System Wide Report settings
for all Agents can be configured

in relation to statistical
st wait time <= 3 s totNConv\Wait<=N information:

Set basic values for the following counters. ..

MNumber of conversations

Wait time > 5z and <= 103 tot MCanvWait =M <=M
e Number of
2nd wait time > 10 g tot MConyWait =M Conversatlons

e Qutbound Dialer:
Number of Calls ended
by external party

QD: Mumber of calls ended by extemal party

5. Conv. time < 4] g -

There are also system wide settings for both Email and Chat, where additional
Topic, Agent group and Agent defaults can be defined.

General ﬁTE|ED|‘|DI‘ﬁ’ lEIE—maiI ] i Chat ] K

II

Ring time 10 5 totMExp 1 Cancel

(7 Topic
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Delete Reporting Data

A, P Office Contact Center

File Goto Help

Agent Portal

BN Service  Windows  Help

General...

Time off...

Name

Agert Defg
Agent Supe
Realtime Oy

Variables...

Tag list...

Reporting settings...
Delete Reporting Data...

Realtime information default values...

Configuration report...

PP S L .

FEVEA
le

/

| @

l @ Team

This feature provides the option to purge the Statistical database.

| Warning: Once the Reporting data has been deleted it cannot be recovered.

To use this feature, a profile containing the Privilege to Delete data (Reporting

Tab) is required.

(@) Agent privileges

i

Agent ul | E-Mail

Realtime Information

Team

Reparting
Topic
I Agent group
Agent

Show alias only
Team
Telephone

F‘
]

Automatic reporting

] Configuration

] Wariables
] Task Fow Editor

| Others

Trunk line
Outbound ACD
IVR

Skeill

System

PBXs

Delete data

|
l

o S mpongernges 0% Lo b 8aa et

| Note The agent can delete the reporting data for a defined period.

1. Select the System dropdown menu and click on the Delete Reporting Data

link.
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File Goto Help

Agent Portal S)rslem Service Windows Help

General...

h o
Time off...
Reperting settings...

Delete Reporting Data... ] @Team

Realtime information default values...
Varigbles,.
‘“}@'h‘-“m*-bm“w.“ "j

2. The Delete Reporting Data dialogue box is presented.

Cal ™
Delete Reporting Data ﬁ
p |

Delete all statistical data up to: _
Ok
e =
Cancel

L= N

3. Click on the calendar icon to select the date or manually type the date into
the field.

(@ Delete Reporting Data

Delete all statistical data up to: F 1

01/04/2014 [~

Cancel

| April 2014 4
Mon Tue Wed Thu Fri Sat Sun

1) 2 3 4 5 6
7 8 9 10 1 12 13
14 15 16 17 18 19 20
2 2 B 4 25 26 2
8 29 30 1 2 3 4
5 6 7 8 9 10 11

(] Today: 14/05/2014

4. Click OK to continue. A warning message appears requesting conformation
on Data Deletion. To delete the reporting data, click the Yes button.

i = ™y
Delete Reporting Da_ &J

I.-"'_"\-. Do you really want to delete the reporting data
"W of the period specified?
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Agent Group Reporting Settings

1. To configure specific Agent group report settings click on the Agent group
tab from the configuration screen.

A |P Office Contact Center

File Goto Help

Agent Portal Configuration Systern  Service  Windows Help

1]

MWiE: <Al

&1L Workplace

l

nouncement I @ Announcement script I %’ VR I ,E Break Time code ] SEPBX

J "*Courrtry ] {; Telephone ] ETelephone group ] &Chat serv
) ] @ Topic £ Agent ] 4 Profile l @Team ] [EZ] Customer
Name Virt. ... Tel Email  Chat PBX -
Admin X PBXServer
Marketing X PBXServer
Sales X PBXServer
Support X PBXSe

-v-."‘“""‘"‘-“ vy R R PO e 'x" 'Y ,..»WET.‘ ey

2. Double click on the required group or click the Edit button.

Configuration  System  Service Windows Help

iew: <Al -

&Workplace ] 41 Announcement ] @Mnouncement script ] @IVF{ ] P' Break Time code ] JLPBX ] FECHAF server ] %VE}\ ]

« Country ] (:8F Queue device | &= Telephone ] {5 Telephone group ] T Chat server ] %y Chat script

()] l @ Topic Eﬁ!\geﬂ{ group l ¥ Agert ] 42 Profile l @Team ] [E3] Customer l [ Extemal destination ]
MName Virt. ... Tel Email Chat PEX
e X o
Marketing X PBXServer &
e w : o omermsse |
Support @ X PBXServer
Warehouse X PBXServer

e Y T R U W G TG S SRR _mu

3. The Edit screen is displayed. Click on the Telephony tab, then click on the
Reporting/RT info button.

[Agent group] Sales - Edit
General | €® Telephory

Diplay:  Saks
Number: 0| _-* %porting;’F{T Info

A T ol icinimes. s citamct . e samtin e sintte bRt s B i e . g

1

4. The Reporting / real-time information settings dialogue is now displayed,
with the relevant tabs available. To use the default settings ensure that the
Use default values check box is selected.
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({1 Reporting/Realtime information settings

lo. Reporting l 2, Realtime Information K

il

Use default values Cancel

MNumber of conversations
st wait time <= B g tot NCormyWait<=N

Wait time > 65 and == 10s tot NCanvWait =M <=M
i, oo ot e . oien gt T Ry

5. On the Reporting tab, by unchecking the default values tick box, thresholds
can be defined in relation to the Number of Conversations and the
Number of Unanswered Calls.

{§0) Reporting/Realtime informaticn settings

lie Reporting l {2, Realtime Information 0K

)
oK |
DUSE default values

Set basic values for the following counters. ..

Mumber of conversations

15t wait time: <= 6 g totNConvWait<=N
Wait time > 6sand <= 10 s tot NCanvWait =M <=M
2nd wait time > M s tot NCanvWait =M

Number of unanswered calls

3. wait time <= 5 g botM Aban Wait<=N
Wait time > bsand <= 103 tot N AbanWait =M<=M
4 wait time = M0 g tot N AbanWait =M

"ot M i IR ot P e e i b

6. Selecting the Realtime Information tab, there is again the option to Use
default values, which is checked by default.

(&) Reporting/Realtime information settings -

lo. Reporting G4 Realtime Information *'/
lze default values

W ait time threshald for TSF: 00:20 [mm: 23]
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7. To specify the settings for the Realtime Information, uncheck the default
values tick box. The Wait time threshold for TSF (Task Service Factor)
can now be defined. After the time set has expired (in minutes), the value
for the TSF is reset to 100% and a new calculation is made. In addition, the
Wait time threshold for dynamic TSF can also be configured. This
threshold also effects historical reporting.

The Wait time threshold for TSF - Any calls which have a waiting time until
being answered less than this configured value, will contribute to the Task
Service Factor as a "positive” call. In historical reporting shown as counter
totNTSF+).

TSF (Task Service Factor) is calculated for all calls arriving in the
considered interval. The length of the interval is shown in the Calculating
time period field. Valid values for the Calculating time period are: 1,5, 30
and 60 minutes. After the time set has expired, the value for the TSF is reset
to 100% and a new calculation is made.

The DTSF (Dynamic Task Service Factor) is also evaluated for an interval
length defined as the "Calculated time period". For the calculation of DTSF
only calls from the last time frame are considered, there is no reset of the

DTSF value.
(&) Reporting/Realtime information settings -
li. Reporting %2 Realime Information l

@Jse default values ﬂ
W ait time threshold for TSF: [rrn: 2z]
W ait time threshold for denamical TSF: [rom; 23]
Mindestwartezeit fur TSF bei dAbbruch: IZI [z3]

Calculating bime peniod: 5 mm
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Topic Reporting Settings
The same process applies to Topic Reporting Settings.

1. From the configuration screen, select the Topic tab, then choose the Topic
for which Reporting settings are to be altered and either double click on the
topic or select and click on the Edit button.

A |P Office Contact Center

Eile Goto Help 2147 0:00 Scott (8004)

Agent Portal Configuration  System  Service Windows Help

ﬁ iew: <Al

8L, Workplacs ] 43 Announcement 1 @Announcemant seript ] @IVR ] E Break Time code I SE€PEX ] FECHAP server ] FEVEA

J < Country (§F Queue device ] = Telephone ] 5 Telephone group ] T Chizt server ] S Chit script
) fﬁﬂgen{ group ] 2 Agert ] £ Profile ] @Team ] [E5] Customer ] [ Extemnal destination

Name Tel E-mail Chat  MNumber Acti.. PBX E-mail address
Company Main Menu X 7006 * PBXServer

N S ] X PBeer
Topic2 X b 7002 X PEXServer
To_pi 3

X 700: X PBXServer
D I i o et g A e AR, e &

2. The Edit screen is displayed. Select the Telephony tab and then click on
the Reporting/RT info button.

@ [Topic] Tepicl - Edit

General fTeIephnn*_.r l K

Access code: Postdial (1-digit) : Cancel

Topic Mumber: 700 1 - "
Reporting /R Tlnfa

ol

ent group: Sales .
Lo f ﬂi e i I i L omet A o dan BRT d g A e

3. The Reporting / real-time information settings dialogue is displayed, as
shown previously for the Agent group settings.

4. Inrelation to Reporting tab, there is an additional setting called the
Number of Calls extended by an external party. This relates to the
Outbound Dialer (OD) and the number of seconds configured as a
threshold, which allows a call to be considered as ended, if shorter than the
set time. Calls with a conversation time less than this configured time and
that are released by customer are added to counter totNOnHook<N
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(&) Reporting/Realtime information settings @
li. Reporting l {2, Realtime Information
[7] Use default values Cancel

Set basic values for the following counters. ..

Mumber of conversations

1st wait time <= 5 g tot NConvWait<=N
Wait time > 5z and == 10= tot MComvWait=MNz=M
2nd wait time = LLLI tot MConvWait>M

Mumber of unanswered calls

3 watt time <= 5 s tot M AbanWait<=M
Wait time > 5z and == 10= tot M AbanWait=MNz=M
4 wait time > LLLI totMAbanWait>M

QD Mumber of calls ended by exdemal party

. Conv. time < 5 8

b

5. Selecting the Realtime Information tab, there is again the option to Use
default values. (checked by default).

(&) Reporting/Realtime information settings -

li. Reporting ‘4 Realtime Information */
=2 default values

W ait time threshold for TSF: 0020 [mm:zz]

6. To specify the settings for Realtime Information, uncheck the default values
tick box. The Wait time threshold for TSF (Task Service Factor) can now
be defined. After the time set has expired (in minutes), the value for the TSF
is reset to 100% and a new calculation is made. In addition, the Wait time
threshold for dynamic TSF can also be configured. This threshold also
effects historical reporting.

Wait time threshold for TSF - Any calls which have a waiting time until being
answered less than this configured value, will contribute to the Task Service
Factor as a "positive" call. In historical reporting shown as counter
totNTSF+).

TSF (Task Service Factor) is calculated for all calls arriving in the
considered interval. The length of the interval is shown in the Calculating
time period field. Valid values for the Calculating time period are: 1,5, 30
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and 60 minutes. After the time set has expired, the value for the TSF is reset
to 100% and a new calculation is made.

The DTSF (Dynamic Task Service Factor) is also evaluated for an interval
length defined as the "Calculated time period". For the calculation of DTSF,
only calls from the last time frame are considered, there is no reset of the

DTSF value.
(&) Reporting/Realtime information settings -
li. Reporting 2, Realtime Information l
EJSE default values ﬂ

W/ ait time threshald for TSF: 00:20 [mm: 23]
"W/ ait time threzhold for dynamical TSF; [00:20 [mm:zz]
Mindestwartezeit fur TSF bei Abbruch: D [22]

Calculating time period: B marn
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Configuring Reporting Filters

When configuring reports, it is necessary to select single or multiple Counters,
which are then used to collate and display the required information in Historical
reports. Counters are then grouped together under various Filters.

Using the Reporting Filter option at system level, it is possible to set system wide
filters for counters.

These Filters can then be applied to different Types, such as Agent, Agent Group,
etc.

The screen capture below shows the filters that are available for selection.

N
Ij_ Reporting filters ﬁ
Type Agent
Dlaler
=l A Wiy
PEXs )
Skill combination [ Mame
System @ Abbrey.
Team
Telephone
T opic
Trurk ling
1| i | b

‘r'ou selected a total of 1173 counters.

%

When selecting the Type, a series of tabs become available which cover All,
Telephony, E-mail or Chat. Below each of these tabs are the Filters, shown as a
heading. When expanding each heading, the available Counters can then be seen.
The Filters available include:

All, with Presence Filter and three counters

IP Office Contact Center Reporting 102014 33



IP Office Contact Center Reporting

-
. Reporting filters

=

Tvpe [.-’-‘-.gent V] [ Qk. ]
—— | |
@ < [ € Telephony | B E-mail | T Chat|

B — Preserce Wi
totT Lagin (71 Mame
tatT Signon
@) Abbrey.
totT Pause ‘\ : re
1 i [ »

“'ou zelected a total of 17135 counters.

F

Under Telephony, Email and Chat there are a number of multiple Filters

and large amounts of Counters.

-
li. Reporting filters

===

- - B =

tatt M e -Int
tattNew<-RC
totMMew<-AC per Topic
tothMew<-RC per &G
tatHMew<-DClnt
tottNew<-DCE st
tatbMew<-RCCons

R tattdM ee N e
1 |

B

4|

totTLogin

tatT Signdn *’/

1 bt T Sinnln ner AR
L

‘You selected a total of 1135 counters.

< |

You selected a total of 1179 counters.

Type [Agent V] [ oK ]
|@D <.QII>| € Telephory II‘EI E-mail li. Reporting filters — &= i ﬂ
B — ral- |
El= Type [Agent V] [ oK J
tatMew
ot M e - (

-
| @ <alb | € Telephory| = E-mal li i Reporting filters

- - B - -

it

Type [Agent

o)

ok |

[@ <t | € Telephony | = E-mail| "Se Chat |

lotME®p

totMExp per Topic
B

T
o

4| i |

B — Chat renussts e Wiew
B[4 I ) Name
tatMMew |E

@ Abbrev.
totMMew per T opic """--.. | - e
=]
]
7]
Elf

“ou selected a total of 1119 counters.

Cancel
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To configure Filters/Counters:

1. From the configuration screen, select Service and then Reporting Filters

from the drop down menu.

0 Configuration  System |BE30E Windows  Help
Reporting Filters..,
Yigw <&l e =
Special Settings...
[
m] @-}NR ] L L il Telephone Settings...
@ |STwc K
Announcement Modules..,
Lm@wm n-..-.\__%‘-—--hdwﬂ -

2. This will present the Reporting filters dialogue box. It is possible to change
the View, relating to the Counters, from the default ‘Abbrev’ (relating to
abbreviations) to ‘Names’. When changed to Name, the counter can easily
be read as it is displayed as descriptive text.

n =

Type [.&genl

4
[
=

@ <Al & Telephun_l,ll B E-mail I b

Chal

=
totTLogin
totT Signon
totTPausze

4| n

You selected a total of 1135 counters.

Wiew
1 Mame
(@) Abbrey.
Tope [ﬁ«gent "] [ Ok, ]
@ <t | € Telephony | = E-mail | e Chat|
=] Wiew
Total time of presence @ Mame

Total time zigned on for telephony or e-mail
Total Break Time time

() Abbrey.
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3. There are considerably more counters available under the Telephony tab.
In this example, 1135 counters have been selected for use across the

system.

Type [.-’-‘«gent

@ <al| € Telephory |E E-mail | % Chat|

Cancel

=
|

FiH HFHFEFEEH

A

UL

I You selected a total of 1135 counters.

Renaming Counters

Wigw
) Mame
@ Abbrev.

]

1. If you want to modify the name of a selected counter, double click on the

counter.
kL Reporting filters E
Type IAgent j oK I
@ <aly € Telephory | = E-mail| % Chat| ﬂl
tatMExpl <-RC per Topic ;I iew
totMExp1 <-RC per AG " Name
[ tothExp1<-DC = & Abbrew.

= ] Humber of unanswered calls

tathlAbans-
tothAbans-Int
tatabar-Ext
totNaban<-RC
tatMabans-RC per Topic
totMAbane AT per 4G
tothAban<-DC

|

Double Left Click

‘fou selected a tatal of 1119 counters.
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2. The Overwrite Counter Name dialogue box is displayed.

{-} Overwrite Counter Mame

MHew counter name far tattaban<- 0k

|| Delete

dis

Cancel

3. Enter you new name for the counter and click OK.

{2} Overwrite Counter Name |

Mew counter name for tothAban<-

IT::utaI number of incoming calls that were abandoned

Delete |
Cancel |

4. The new name will be shown in the displayed reports and export files,

together with the original name in brackets.

Ik Reporting filters Ed

Type I.t'-\gent

@ <ty € Telephony | =1 Email | e Chat|

4 DKI

maxT Rings-RC per AG
= [#] Mumber of calls exceeding a defined ring time
totME xpl <-RC
totME «p1<-RC per Topic
totHE xpT1<-RLC per AG
botHExpT<-DC
I Mumber of unanswered calls
Total number of incoming calls that were abandoned [fatMaban<-|
totMAban<-lnt
totHAban<-Ext
totMahan:-RC
[ bathdshane BT e T anie I

<

2l

You selected a total of 1119 counters.

Cancel |

Special Settings

1. For Service Report configuration settings, select the Service link followed

by Special Settings.
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File Goto Help

Agent Portal

Configuration System BECWIEE Windows Help

f
J/

View: <Al

Reporting Filters...
Special Settings...

g Break Time code Telephone SettingX..
@  SToc
Announcement Mo
Nane PBX...
Company Main Menu Country Setting...
Topic1 Queue Device...
T°°f°2 Telephone...
Topic3
Topic4 DPD Telephone group...
TopicAA CHAP Server...

2. The Special Settings dialogue box is displayed.

(@ Special settings

] &llow changing topic names

[] &llow changing agent aroup names

B

Reporting from caller's point of view

Minimun team size:

Count connections with external destinations as successiul

Reporting type
(®) Interval reporting

() Back office reporting

Reporting/Realtime Information

Time slot for redialing:

-
ddhh

Time zlot for First Call Resolution [FCR]:

Last/Current agent rauting functionality
) System-wide

(®) Topic-specific

Send automatic reporting as E-mail to...

SMTP server

The settings available are as follows:

\J\l\l\l\l\li —g

PPN N S SR R Ny W L TN TRgpeee N

a) At default, Agents cannot change the Topic or Agent group hames
unless the boxes are checked. The Administrator can change both
the Topic and Agent group names without the boxes being ticked.
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(&) Special settings

[ &llovs changing topic names

[ ]Allow changing agent group names

E

Minirum team size;

b) Reporting from caller's point of view: It's possible to select
whether connections with external destinations are to be counted as

successful.

(&) Special settings

[ ] Allow changing topic names
[ ] &llow changing agent group names

s

kdirirnLm team size:

=3

Reparting fram caller's point of view

Count connections with external destinations as successful

Reparting type

c) Reporting Type: the options are either Interval reporting or Back
office reporting. The Interval reporting allows the conversation, call
and other times to be saved in their respective intervals. Whereas the
Back office reporting stores all counters in the intervals for the call
that entered the IP Office Contact Center system. Changing these

settings requires a system reboot.

(&) Special settings

[ ] &llows changing topic names

[ ] Allow changing agent group names

s

Reporting from caller's point of wiew

kdirirnLm team size:

Reparting tupe
(®) Interval reporting

() Back office reporting

Reparting/Realtime Infarmation

Cancel

Count connections with external destinations as successful

=
-

Note: If the reporting type is changed, it is no longer possible to evaluate old data.
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d) Reporting/Realtime Information: The two settings for this aspect are
Time slot for redialing and Time slot for First Call Resolution.

The Time slot for redialing setting applies to callers who call again
into the system within the time period specified, after the first call was
not answered. Calls inside the time period are not classified as
redialed in case the first call was answered.

The Time slot for First Call Resolution (FCR) literally counts that first
call as having been completed, or resolved, if there is no further call
from the party once the time period has expired. The available time

setting is between 1 hour and 7 days. Default is 3 days.

(@

[ ] &llows changing topic names

special settings

Fieporting from caller's point of wiew

Count connections with external destinations as successful

Reporting type
(®) |nterval reporting

() Back office reporting

[ ] &llows changing agent group names
Minirnurn tearn size: Ijl :

Reporting/Realtime Information

Tirne zlat far redialing: [hh:mm]
Time slat for First Call Resolution [FCR] det b

Note: Should the IP Office Contact Center server be restarted, when the time slots
restart any previous calls within the slot times are not considered for the statistics.
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Supervisor Interface
Supervision Taskbar Access.

The views available to a supervisor are dependent on the privileges applied to their
User profile.

-

=

@D Agent privileges I
Agent [A]] E-Mail | Confiouation | \arizhl | L | -
Reattime Information (&) Agent privileges — &J
ez P Agert | ut | E-Mai Configuration | Variables |
; Reporting Realtime Information Task Flow Editor Cthers
| | |
Topic Agent =
Agent group Callback from call list Pick up call
Agent Delete from call list Call Redirect
[¥] Show alias onty [¥] Queue call Redirect
Team Team -
Telephone Realtime information
Automatic reporting Remote functions Trunk reattime irformation
Set report parameters Out of office notice Agent History
LD ED Supervisor
Definition Configuration Supervisor Emergency
Silent Monitoring Supervisor Assistance
e Bl s e T s AT e b it A AR, i ot

Below is an example of a User Account with access to the Realtime Information
screen. The supervisor will have access to default reports and have the ability to
create new reports, as well as manipulate and create realtime reporting
information.

File Goto Realtime information Help 0/ 0 Supervisor (8001)

B New folder . MNew realtime information ‘ f Edit rm Duplicate @ Delete ‘ E‘ Full screen lﬂ‘ Work area E Separate realtime information

Al realtime information Mare & | Type

Cozichined .AG_DefauIt Public

.Topic_DEfauIt Public

Administration
AVA) Supervisor status: Logged in (8001) Time logged-in 1:10  Time on Break Time 0:00
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The Icons in the Supervision Taskbar relate to the following:

IEEEE

New folder

Py
®
D
3
o
_|
o
=3
o
o
o
o
S
o

. Mew realtime information

Edit

|E| Duplicate

m‘ Delete

Full screen

@ Warl area

1. Realtime Reports

2. Reporting

Agent Status

| El Separate realtime information

IP Office Contact Center Reporting

Realtime information using the built in RT
reports or custom reports.

Historical Reporting of IP Office Contact
Center activity, using either the built in RO
reports, or creating customized reports.

Historical Agent Activity based on an individual
Agents or All, using Activities, Log In/Out, Sign

Reports On/Off, Break Time, Wrap Up time without call,
and All.
4. Contact Details Historical Call Activity also providing individual
Report call tracing details based on Topic and type.
5 Error List Lists any errors or failure to communicate

within the Reporting package.

New Folder Creates a new Folder

New Real Time Creates New Realtime File
Information (Private or Public)

Edit To add or remove Elements
Duplicate Copy current Folder/Sheet
Delete Removes the report (with

confirmation request)

Takes the report window to

Full Screen
Full Screen

Work Area K_e_eps menu and taskbar
visible

Creates a detached floating
version of the currently
selected Realtime File

Separate Realtime
information
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Realtime — Predefined / Default Reports

1. When accessing the Realtime Information, there is a list of Folders and
a Predefined folder. When opening this folder, the Realtime
Information files view on the right will display two default files. These
are AG_Default (Agent Group) and Topic_Default. To use either of
these files simply double click on the file name.

A |P Office Contact Center

File Goto Realtime information Help 0-48 1 0:00

Agent Portal . i i i
gent Forta Realtime Information - File View

Supervision Newr Folder . Ne

Full screen Iﬂ‘ Work area El

ealtime information Edit |E| Duplicate Delete |

@ Folder Realtime Information files

All realtime information Mame & | Type
- Predefined .AG_DefauIt Public
.TDpic_DefauIt Fublic

-

gl ol et e PR o et e A et apetbian it il i aien, Pk _-;

2. A dialogue box is displayed, from which an Agent Group or Topic
relating to the report can be selected.

Agent group selection

<All= Topic selection

Agent group A
Admin <All>
Marketing
Sales
Support

Warehouse

Topic &

Company Main Menu
Topicl

TopicZ

Topic3
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Sign on to / off from AG

It is possible to change Agent states within the Real-time Screens. The following
example, demonstrates the ability to Sign on an agent to an Agent Group and
conversely sign them off from an Agent Group.

1. To sign in and out Agents within an Agent group, right click on the Agent
and from the drop-down menu select Sign on to AG.

Viewer - AG Default [Sales]
Realtime information files ° Edit E‘ Full screen

Sales - Agent status (AG) (Telephony)

Right Click
e flan @ Bob ’
w Sign on to AG
Sign off from AG

Ernd Break Time

Break Time
. Login
Sales - Agent status list (AG) [Telep Logout
Marme | Login state| i state dura.| iy, Fick up ode | int-"ext| Topic
Bob  Si-on 00:19:05 Ay Qut of office natice
Alan  Pres. 00:00:06 Avail. a0...
karen Pres. 00:00:08 Aoail. 30...

.

P P R rux*.m_r“-*-_

2. Toremove an agent from an Agent group, right click and select Sign off
from AG.

Viewer - AG_Default [Sales]
Realtime information files f Edit E' Full screen

Sales - Agent status (AG) (Telephony)

| [ I

@ Alan @ Sign on to A%

Sign off from AG

End Bresk Time

Break Time

Login
Sales - Agent stat L?gu—m

Pick up
Marme| Login state ot of office notice Ma, | Break Time code | int.."ext| Topic
Bob Si-on 00:17:11 Avall. a0...
Alan  Si-on 00:17:13 Avall. ao...
Karen Si-on 00:16:43 Avall. a0..

__'-M B Y T E \r—u-.—-lm“-h—“._‘..._.’uu- -.rﬂ-"‘-‘""-
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3. When selected, the Logout option removes the agent from the group
unlike the Signoff/On option which makes an Agent present but not
available to answer a phone call. Select the Agent, right click and select
Logout from the drop down menu.

Viewer - AG_Default [Sales]
Realtime information files ‘;9 Edit E Full screen

Pt
t
¢

| M Baob
Sign on to AG

Sign off from AG

End Break Time

Break Time 3

Loin
Logaut

L

phony]

Mame | Log Cal
Pick up
Ot of office notice

state | TND.| Break Time code

Alan  Si- ail. 80...

- il A canh it . - sane nolh 4D GPFRS M’

4. To login an agent, select the agent then right click and select Login.

Viewer - AG_Default [Sales]
Realtime information files . Edit E Full screen

Sales - Agent status (AG) (Te

Alan x Bob
@

Sign on to A%
Sign off from A5
End Break Time
Login

Logout
Call
Name| Lagin state| W state dura.| e, Fick up ode | intf’ext| Topic

Alan  Si-on 4:23:36:42 Av Out of office notice

Y *‘ il s it i, "‘r e P '

Aoe 5 f
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Out of office notice

Another feature available to the Supervisor is the ability to create an Out of office
notice for an Agent.

1. From within the Realtime Screen, right click on an Agent and from the
drop down menu select Out of office notice.

Viewer - AG_Default [Sales]
Realtime infarmation files 59 Edit E' Full screen

Sales - Agent status (AG) [Tl

ey

B Signonto AG
Sign off from &G
End Break Time

@ alan x Bob

Login
Loagyost
. il
Sales - Agent status list (AG) [Teleg Pick up
Marme | Login state| W, state dura.| WI Cut of office notice l:u:ude | intfext| To
Alan  Si-on 4:23:40:27 Avail. 80...

it g L AP e PP

2. An Out of office message dialogue box is displayed for the selected
agent. The message created can be up to 254 characters in length and
can contain alphanumeric and special characters. Click OK to assign the
message to the Agent.

F T
Cut of office message for Karen M

At the dentists until 15:30. |

[ (] I [ Cancel I
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Break Time

When in the Realtime information screen, a supervisor can also place Agents in
and out of Break Time.

1. To place an Agent on a Break, right click on the Agent and from the drop
down menu select Break Time. An additional sub menu is displayed,
where you can assign a reason for the break. These codes are
discussed in greater detail in the next section.

.
Viewer - AG_Default [Sales]

Realtime information files ©° Edit E‘ Full screen

tatus {AG) (Telephony)

ren

' Sign onto A%
Sign off from A5
End Break Time
Break Time Lunch
Login " Mesting
Logout Personal
Sall Conference Cal Tire code | intdext | Top
Pick up I
Out of office natice Avail.  80...
- UTEUTIE Avail. 80...

2. If an Agent is already in Break Time, the supervisor can override this
status by selecting the Agent, right clicking and from the drop down
menu selecting End Break Time.

Viewer - AG_Default [Sales]
Realtime information files /° Edit El Full screen

il Right Click : elepno

A

':l alan |x Bob ‘ ‘@ Karej
Sign on to &G

Sign off from &G
End Break Time
Login

Loagout
Caill

Pick up
oot of office natice

ahony]

state | TNu:u.| Break Time co
all. g0... Meeting
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Break Time Codes

Break Codes are a global setting available to all agents and supervisors, assigned
as a reason for changing their status to Break Time. The list can updated by
anyone with the assigned privileges. By default there are no Break Time Codes
assigned and the setting to use Break Codes is disabled.

Configuring IP Office Contact Center to use Break Time Codes

1. To configure the use of Break codes, click on the Go to command and
choose Configuration.

A |F Office Contact Center

File Goto Healtime information  Help

1 Home
2 Telephony

3 Realtime information
4 Reporting

5 Agent Status Report=
E Contact Detail Reports
7 Error List
8 Configuration

9 Ul config

10 Task Flowy Editor

11 I¥R-Editor

12 Dialer

13 E-Mail configurstion
14 Texthlock admin

15 Address book admin

tate| W.state dura.| W,

Alan P 00:11:25 A

il P ol e

2. Then select the System command and select General from the drop
down menu.
A P Office Contact Center

File Goto Help

Agent Portal Syslern ervice  Windows
Supervision [N | General...

Help

Time off...
@ &L Workplace Reporting settings... l & IVR
e - wﬂaww~w«.w-mkﬂ.‘@’
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3. The System Settings screen is displayed. Check the tick box to Use
break codes, which will make the codes available to all agents
throughout the system. Then click OK.

Fa = ™
({3 System Settings -y E ﬁ

System English (U54)
[] Use break codes

Ilze call list at topic

K.eep call izt entries for; 24:00  [khomm)

L S . oy

Adding Agent Break Time Codes
Once the Use of Break Codes has been enabled, the configuration of the codes is

carried out under the Break Time code tab. In this area of configuration, new
codes can be added for use by Agents.

Scott (8004) «

<Al

*Country ] (& Queue device ] = Telephone ETelephcne group ] ‘Chat server "’&Uﬂat script

@D ] @Topic ] [ﬁﬂgem group ] .ﬂ Agent ] Q i ) Team EZ] Customer ] ' Extemal destination
&L Workplace ] 49 Announcement ] @Announcement script ] @IVR SEPBX ] FHECHAP server ] G VEA

N e T T S RS ST e
Options available are:

Edit - Make changes to any existing Break Time codes

Create - Add new Break Time codes

Delete - Removes any code, with a request to confirm deletion
Refresh - Updates the screen, displaying any changes

IP Office Contact Center Reporting 102014 49



IP Office Contact Center Reporting

Wiew: <Al -
@ ] @ Topic ] [ﬁﬂgerﬁ group ] .ﬂﬂgent ] 42 Profile ] @Team ] [E2] Customer ] ' Extemal destination ]
* Country l (:4f Qusue device ] =) Telephone ] ETelephone group ] ‘Chat SErVer
%Woﬂ(place ] 49 Announcement ] @ﬂnnouncemem script ] @IVR ."_:‘2 Break Time code l SEPEX ] FECHAP server ] ﬁ‘u"Eﬂ ]

MName Edit...
Corference Call /
Lunch ‘/ Create...
Meeting B Break Time Code Configuration - Create @
Personal
| Cancel
Refresh
Press F1 for Help. NUM

1. Click on the Create button in the Break Time code screen. The Break Time
Code Configuration screen is displayed. Enter a description for the new
code and then click OK.

l-:\f -
;

gu“Queue device ] = Telephone ] CETelephone group l %Chat server l %Chat script l
3 l B Agent group l ¥ Agent ] 42 Profile | &5 Team | E2)Customer l ' Bxdemal destination

q_iﬁouncernerrt ] @Announcemerrt script l @“}IVF{ E Break Time code I SEFBX l FECHAP server ] FHVEA l

™ Edit ...

Th A

\’ P, Break Time Code Configuration - Create @

o

E
"é Break Time ______.--'r Delete
o
! Administration work] | [ Cancel l

e

)
|

P A P o R . oYY oy TIPSy P

2. Continue to add codes as required.
Using Break Time codes
The Break Time Code can be applied by individual Agents when changing their
status to Break Time as illustrated previously, or by the supervisor from the
Realtime information screen.
Agent Screen

1. When viewing the Agent screen, the Agent can change their status using

the drop down menu and can select Break Time. Once this is selected, the
Break Time screen will appear showing a drop down selection to assign the
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reason for the break. Once the reason code has been chosen, click Break

Time.

A P Office Contact Center
0:04 7 0:00 Supervisor (8001)

Agent Portal Loggout
Message-Board {Global) Break Time
. Sign off from all AGs
Where does this go then
Agmin

File Goto Home Help

J Agent Statist| Break Time Supervisor - Out of office notice
Currently Offline pleaze call Pete, Cheers

Break Time:
Select a reason for the absence and click on "Break Time".

Calls:

-

E-Mails: C
lLL.I.r'Id"I

A Lunch
Supervisor -, - Bresk Time
| Last topic | Task type| MNote | Subje. |

Personal
Off Breal: Time

Date | T T

Supervision

Administration

2. The Agent status icon then changes to a Red mug.

0:19/ 0:03 Supervisor (8001) =

Agent status telephony

3. To revert back to an ‘available’ status, click on the Agent Status icon, then
on the Break Time screen, click on the Off Break Time button.

Break Time

Select a reason for the absence and click on "Break Time",

]

Close

[Conference Call
Break Time
') On Break Off Break Time
Time

4. The Agent status icon then reverts back to a green circle with a tick
(Available).
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Supervisor Screen:

A supervisor can observe and obtain additional information when an agent
changes their status. If for example an Agent sets their status to Break Time, the
Supervisor can move their cursor over the Agent status button, which will present
additional informational, giving details of the agent and their current state.

Viewer - AG_Default (2) [Sales]
Realtime information files ./~ Edit E‘ Full screen

Sales - Agent status (AG) (Telephony)
‘e Alan

TelGrp1 - Phone state (Telephony)

‘@ 8001‘ ‘e 8002‘ ‘ b 4 8003‘

i] Bob ‘x Karen

Mame: Bob [PBXServer]
Reason code for absence Lunch
Terminal no.: 8004 [PBXServer]

Sales - Agent status list (AG) [Telephony]

Marme | Lagin state| W, state dura.l W, state | TND.| Break Time code | int,fext| Topic

Bob P 00:00:32 Avail. 80... Lunch
Alan  Pres. 2:16:36:18 Avail. 80...

o i R .\_\_\rn*‘ ol o ol ot et A |y e AE | gt | ol ol . e .

Default Topic Realtime Screen
To select a real time screen that will used by default:

1. Toreturn to the Realtime Information files, simply click on the option from
the Tool bar.
A |P Office Contact Center
File Goto Realtime information Help
Agent Portal

Viewer - AG_Default [Sales]
Supervision Realtime information files | Edit E' Full screen

Sales - Agent status (AG) (Telephony)
@ Alan x Bob x Karen

— el . Y ¥ = -y “‘nr"."‘#"m*u‘

2. Next select the Predefined folder, double clicking Topic_default from the
list of files available.
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Realtime Information - File View

B new folder [l Wew realtime information | o Edit 5] Duplicate [i] Delete | (] Full screen [4l] Work area [u]

Folder Realtime Information files

All realtime information

Mame « | Type
Fechnes IAG Default Public
Topic_Default Public

pic_ I |

W WY P T R S S S SN SOP g e

3. Select the Topic for which you want to view the real-time information, and
click OK.

Topic selection

<All=

Topic &

Company Main Menu
Topicl

Topic2

Topic3

Topicd DPD

TopicAA

4. This will then display Realtime information for the Topic, including any
gueued calls, Agent group status, etc.

A P Ofice C Center

File Goto Realtime information Help Supervisor (8001) -

GEEFEE Viewer - Topic_Default [TopicZ]

Supervision Realtime information files .~ Edit [7] Full screen
Topic2 - Queue [Telephony]

TT | TCS | Mo, | Announcement| Announc, script

Administration
AVAV

3

2 Supervisor status: Logged in (3001}

Time logged-in 1:50 Time on Break Time 0:00
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Supervision

Real Time Reporting

]

If the information displayed by the default Realtime information reports is
insufficient for a Supervisor's requirements, then either of these reports can be
selected or duplicated to produce a base report. The base report can then be used
as a starting point for more comprehensive Realtime information. Alternatively, by
right clicking in the Folder and from the dropdown selecting New, it is possible to
create Realtime files from scratch and determine whether to make the files
publically available or private.

Even though Realtime reporting within the IP Office Contact Center provides up to
date information about the status of the IP Office Contact Center system, not all
object states can be monitored in a realtime manner. The realtime states are
available in different formats, including alphanumeric, graphical and tabulated
form.

Features of Realtime Reporting
e Supervisor access to configuration of Realtime reports.
e Various displays for Realtime information.
e Ability to create, modify and delete Realtime information files.
e Ability to manage, create, change and delete folders and files.
e Interaction with those Agents being monitored.

Objects of IP Office Contact Center that can have their Status
monitored:

e Topic

e Agent

e Agent Group
e Team

e PBX

e Voice unit

IP Office Contact Center Reporting 102014 54



IP Office Contact Center Reporting

Layout of Supervision Screen

ntact Center

File Goto Realtime information  Help Superv

Agent Portal

Realtime Information - File View

B New folder . MNew realtime information | & Edit |_:| Duplicate m Delete | E Full screen Il Work area El Separate realtime information

_} Realtime Information files

#m Al realtime information Mame & | Type |

~{ Predefined Bl new realtime information Public

New realtime information (2)  Public
.Sales Group Availability Public

=\
rwsorstatus:NotIogged in to the telephane (8001} Time logged-in 6:15  Time an Break Time 0:08
Tool Bar Icons Description
B New folder Creates a New Folder ready for RT Sheets
Bl New realtime information Creates a new RT File, ready for configuration
& Edit Opens edit screen for currently selected single report
IT Duplicate Duplicates currently selected RT File
[l oelete Deletes selected File or Folder
1| Full sereen Opens the RT Folder in main screen without sidebar
[1l] Work area Opens the RT in an area including sidebar for navigation

[il] Separaterealtimeinformation  Opens selected RT file in its own separate window

Navigation — Additional Options

1. When accessing the Realtime Information — File View, by right clicking in
the Folder panel, additional options are displayed to create a New Folder,

or File.
Realtime Information - File View
B Mew folder . New realtime information | f Edit I_D Cuplicate m Celete | E‘ Full screen m Work area El .
Folder Realtime Information files
- All realtime information Name & | Type |
& ] Fredsfined ' .AG_Default Public
ey Folder (public) .T —— —
] Folder (private) ST uole
Al
Delete File (puklic) A
h‘ Rename File (private)
Private
Refrezh f
ey e A et o ﬂ‘,,M-ﬂ%uﬂmM““-J‘*“\.’*
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2. In a similar manner, right clicking in the Realtime Information files panel
displays additional options for the creation of new public or private files.

Realtime Information - File View

B new folder . New realtime information | / Edit @ Duplicate ‘@ Delete | E| Full screen E Worlk area m Separate realtime infor
_ All realtime information MEmiE e | Type
il Predefined .AG_DefauIt Public
.Topic_Default Public
Open »
’ ey File (public) ’
N3 a File (ptivate)
Copy
Paste
Delete
Rename
Duplicate
Private
Refresh
o gttt g RS s A G ot A A A e b el b ath A HHJ

3. Once a New realtime information file has been created (the name of which
can be changed), select the file, right click and choose Edit. Alternatively
select and click the Edit button on the Tool bar.

Realtime Information -File View
M Mew folder . Mew realtime informaton | f Edit 7] Duplicate m’ Delete | E‘ Full screen m Work area El Separate realtime inforg
Bm All realtime information Marme &
.l Predefined .AG_DefauIt ;
.Topic_DefauIt
‘New realtime information Public :
Open +
Ecit '
ey 4 t
o 4
Copy. )
Paste
Delete )
Rensme .
Duplicate
Private
Refresh
I s g AR et ot At el i i ot B ”d&m“}

4. The newly presented view is where the Realtime Screen is created.
Elements are added to working area by selecting the icon for the Element
from the Elements panel and dragging them to their required position in the
Work area on the right. The properties of the element are then modified to
ensure that the required data is displayed.
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Inspector - New realtime information

g Save @ Cancel | 2 Properties | Realtime information files E‘ Full screen IE‘ Waork area | B O ™~ |

[=-{im Text element

ﬁ Label

s Value element

s Longest Wait Time (topic) [E-mail]
----- % Hyperlink

----- @ E-mail to contact

----- ) Out of office notice

--,7% Variable

-=: Agent status list (AG) [Telephony]
=1 Agent status list (AG) [E-mail]

Tool Bar Icons Description

b= save Any changes need to be saved prior to viewing the report
® cancel Cancels back to File View

4= Properties Sets the default properties for the current Folder

s Longest Wait Time (topic) [Telephony]

s

m

Realtime information files Na_vigates back to File View

1] Full screen Opens up RT Folder in main screen without sidebar

[al] Work area Opens up RT in an area including sidebar for navigation
ke Navigation Arrow/ Mouse

0 o™~ Selecting either allows the user to draw a line or a square

Configuring the Realtime Sheet(s) Properties

1. Properties for the Real-time working area can be accessed by selecting the
option from the Tool bar, or by right clicking on the working area and

selecting Properties.

g Save ® Cancel |

Elements

IP Office Contact Center Reporting

Inspector - New realtime information

Realtime information files E' Full screen m Work area
] Right Click

=-iim e)d: element J+ o 2 Sslect sl
Label T W
--------- value element R Copy
--------- Longest Wait Time (topic) [Telephom, Aricd
--------- Langest Wait Time (topic) [E-mail] R Delete
----- % Hyperlink o =
----- h E-mail to contact Broperties ..
----- ) Out of office notice T
e _'-I\.Fq;'qble anthn o s R gt i A e b M
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Properties options available:

Realtime information file | I |

Mare: |AG_DefauIt |

Size of work area

- Type of default

O liemz idth: 1280

() Agent group Height:
() Agent

() Team

() warkplace

) PEX

O IvR

[ QK ” Cancel ]

[ ] Realtime information sheet [:_

RT Information | ] |

Grid
width:

[ (o174 ” Cancel ]

l I
Fant
PVErdana v|

e ]

| Presentatian

Line

Background

Color: ‘:]
Imag D 8

[ QK ” Cancel ]

IP Office Contact Center Reporting

Realtime information file

Allows you to change the name of the
Realtime file, select the type of default for
the sheet, and to alter the size of the
work area.

Realtime Information Sheet

The name of the individual Realtime
Sheet can be set, as it is possible for the
Realtime information to consist of
multiple sheets.

For layout purposes, you can enable or
disable the grid view, as well as set the
size of the grid squares.

Presentation

The Presentation tab allows for the
customization of Font, Line and
Background for the sheet. And if so
required, the Background can use either
a solid Color or image.
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2. To switch from the Inspector view, where the sheet is being designed to the
actual view, click on the Work area button in the Tool bar.

Inspector - New realtime information
g Save ® Cancel | 2 Properties | Realtime information files E‘ Full screen m Work area

[=-fim Text element i Sales - Agent status list (AG) [Telephony] i

[ Label I Lagin state | Break Ti de | int/ext| Direction | Topic| &G
_________ walue element | ame| ogin sta E| rea Ime code | INGex | Ire |Dn| DD|C|

--------- Longest Wait Time (topic) [Teleph
--------- Longest Wait Time (topic) [E-mail]
----- % Hyperlink

----- @ E-mail to contact

----- ) Out of office notice

----- .= Wariable

-I174] wariable
----- “» Tag
-] Tag

Lists
e : Agent status list (AG) [Telephony]

| Topicl I

m

3. The screen changes to Viewer and displays the elements added during the
creation of the sheet. The Viewer display is used as both a preview of the
Realtime configuration and the actual Realtime display itself. Therefore if
any changes are required to the sheet’s layout and configuration, simply
click on the Edit button in the Tool bar to return to the Inspector View.

Realtime information  Help

Agent Portal . . . A
Viewer - New realtime information

Supervision Realtime information files / Edit [5] Full screen

Sales - Agent status list (AG) [Telephony]

Name| Login state| Break Time code | int."ext| Direction| Topicl AG

Topicl - Queue [Telephony]

Topic| Mo.

Karen
Bob
Alan

Si-on

Sales - Agent status {AG) (Telephony) TelGrp1 - Phone state (Telephony)

‘@ Alan ‘x Bob ‘ ‘x karen

gl i bl s s e e e Bt W maten e gl et g

FYWE W
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Tool Bar Icons Description

Realtime information files Navigates back to File View

¢ Edit Opens edit screen for currently selected single report
H] Full sereen Opens up RT Folder in main screen without sidebar

Configuring a Realtime report for use with an Agent Group:

This section will demonstrate the creation of a simple Realtime Screen to report on
a single Agent Group, in this example the ‘Sales Group’.

1. Open Realtime Information — File View.

Supervisor (8001) ¥

Realtime Information -Fil

B B New folder [l New mation | Bl Edit [l Duplicate [l Delete | Bl Full screen [l W Bl separat

i All realtime information Narme | Tvee |
- Preds

il vew realtime information public
Jill New realtime informationz Public

_ SRR ,wﬂuw‘w‘“ﬂ.&* M--__A‘wr“_M.mr.»-&\d4__ﬁ_H\’..‘_.ﬂm. N

2. To create a new Realtime screen, click on the New Realtime Information
icon.

Realtime Information - File View

| Type
Mew realtime information Fublic
Mew realtime information2 Fublic

Mew realtime information (2 Fublic

RREE N e S «ﬂ-m-w““‘ M'KT—* wn s honaliis

IP Office Contact Center Reporting 10 2014 60




IP Office Contact Center Reporting

3. Enter a name for the New realtime information file.

7
Realtime Information files

Name a | Type |
.New realtime information Public
.New realtime information2 Publlc

Realume Information files

Name a | Type
.New realtime information Public
ales Group Availabili Public

4. Highlight the new file and click the Edit icon or right click on file and click
Edit to continue.

| Type

w realtime information Fublic

Groune Availahili Public
Open ]
Edit

ey k

Cut
Copy
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5. The Inspector View properties can be displayed by right clicking on the
Working area and selecting Properties or by clicking the Properties button.

Inspector - Sales Group Availahility

Save @ Cancel | = Properties Realtime information files Full screen @ Work area | [% hS |

Elements ] Select 4l
= Text element - :

Label ) Copy

----- value element ] A

----- Longest Wait Time (topic) [Telephony] Delete

----- Longest Wait Time (topic) [E-mail] ’ I

o . Propeties ...
----- i Hyperlink

----- tey E-mail to contact

----- %) out of office notice

----- Variable

D Wariable

----- o Tag

----- Tag

-0 Lists

----- Agent status list (AG) [Telephony]

----- Agent status list (AG) [E-mail]

----- Agent status list (AG) [Chat] L

o et StatS st eam). [Tgenhonid o A |l aessm mstin o aabbtfe s e

6. From the Properties dialogue box, the following can be configured:

Properties . . . .

e T | Realtime information file:

tarme: ¢ Name: Change File name if required

Type of defauft——— Size of work area . . .
© nane it o Slze_ of work area: T_he size of the
® i _ working area can be defined.
() Agent group Height: .
O agent e Type of default: select the parameter to
SR be reference by default by elements
O pex added to the working area.
) IVR

Properties Realtime information Sheet:
: Realtime information sheet S . i
o 1rformation ¢ Realtime Information: Amend the Sheet
s name
e Grid: check the box to display the grid
Height:

as per width and height custom settings
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l H ] Fresentation

Font

|Verdana Vl

o )

Line

Background:

Caolor: i:]

Irnag E] x

Add RT information sheet

Copy BT infarmation sheet
Inzert BT infarmation sheet

Delete RT infarmation sheet

Realfime nfarmation sheet 1 J

Presentation:

Font: Change how the Font is displayed
in size, format, color and layout

Line: Change the line properties,
thickness and color

Background: Default White background
can be changed in color and an image
inserted instead

It is also possible to create additional
Realtime information sheets

Realtime information file [

| |

MName: |Sales Group Availabili

~ Type of default
(s) Maone

() Topic

() Agent group
() Agent

() Team

() Workplace
) PBX

) IuR

Size of work area

width:

Height;

i

” Cancel ]

IP Office Contact Center Reporting
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7. Now that the properties have been configured, it is time to start adding the
required Elements to the sheet(s), using Drag & Drop.

Inspector - New realtime information (3)
g Save ® Cancel | 2 Properties ‘ Realtime information files E‘ Full screen m Work area | B O |

g Hyperlink -

h E-mail to contact
- %] Out of office notice
-47% Variable

[T variable
- Tag
-1%| Tag

I Lists

~=! Agent status list (AG) [Teleph
=: Agent status list (AG) [E-mail
gent status list (AG) [Chat]
gent status list (team) [Telg|
gent status list (team) [E-mq
gent status list (team) [Chat—
Queue [Telephony]

-=! Queue [E-mail]
~=: Queue [Chat]

==! Conversations per AG (topic)

»

m

m

umber of opened e-mails pe
Skill combination

~=: Abandoned Call list

| Tables

~=: Agent group table

Realtime information sheet 1

8. Elements: these are added individually to the Realtime information Sheet(s)
and their properties configured to provide the required Realtime data.
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- Text element
-85 Label
“ Walue element

- Longest Wait Time (topic) [E-mail]
% Hyperlink

@ E-mail to contact

%) out of office notice

-8 Wariable

-{[T}] variable
- Tag
- %| Tag

=i Lists
~=: Agent status list (AG) [Telephony]
Agent status list (AG) [E-mail]

Agent status list (AG) [Chat]

Agent status list (team) [E-mail]
: Agent status list (team) [Chat]

! Queue [Telephony]

! Queue [E-mail]

: Queue [Chat]

Conversations per AG (topic)

--=: Skill combination
--=: Abandoned Call list
=l Tables

-=! MAgent group table
- Dialer table
Line table
Topic table
PEX table
=1 IVR table
= Graphics elements
-J#E Image
E Group

Bar chart

Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]

- Waiting e-mails (topics) [E-mail]

- @ Individual status LED

- @ Individual status parser

O Pie chart

--=5 Agent status (AG)

Agent status (team)

Phone state

Active agents (AG)

TSF (topic)

TSF (team)

Accept level (topic)

-1l Accept level per shift (topic)

-=: Network overflows [Telephony]

=-{| Other elements

* Agent History

-k Remote functions

@ Internet browser

-~ 2% Supervisor Assistance

e B Supervisor Emergency

- Longest Wait Time (topic) [Telephony]

Agent status list (team) [Telephony]

Number of opened e-mails per AG (topic)

Longest Wait Time (topic) [Telephony]

»

m

IP Office Contact Center Reporting

Each element has its own properties
that can be configured to provide a
customized display of IP Office Contact
Center real time events.

The Elements are grouped as follows:

a.

Text Element: used to provide a
reference or title for other
elements and/or areas of the
Realtime Sheet

Lists: are usually tables defined
through their properties to show
current Realtime data relating
to Agents, Queues,
Conversations, emails, Skill
combinations and abandoned
calls.

Tables: are wusually defined
through their properties to show
current Realtime data relating
to Agent Group, Dialer, Line,
Topic PBX and IVR.

Graphic Elements: are used to
add graphical representation of
IP Office Contact Center
statistics.

Other Elements: additional
element categories relating to
Agent History, Remote
Functions, Browser, Supervisor
Assistance and Emergency.
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Element Icon

Description

Text element

Text Elements can be wused to display
alphanumeric status, references and titles

AE Label

Used for titles and to label Elements such as
Value Element, name for the report

Value element

Displays a specified Counter Value against a
selected Object heading:

e Topic
e Agent

e Agent Group

e Team
e PBX
e IVR

Longest Wait Time (topic) [Telephony]

Displays a user defined timer against selected
Topics

*J 0Out of office notice

Adds Realtime information to Supervisor and
Agent Screens about an Agents Out of Office
Notification. Maximum size up to 254 characters.

Displays in an Agent's Home or Telephony area.

Synchronization between screens when are
details changed by Agent and Supervisor

Displays a selectable variable that can be
configured with a minimum and a maximum

Variable value. It also has an option to hide the slide

control, and start a marquee.
D Wariable

Displays as either name with value or as a
window display (slider)
Collects information attached to a call, even if a
call is forwarded to another agent. The
information gathered can be in the form of values

Tag or text.

Tag Tags can be system or user-defined in the IP

Office Contact Center. System Tags are
configured in the IP Office Contact Center and
are always attached to a call.

IP Office Contact Center Reporting
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Lists

These are tables that display the states and
values for objects such as agents, shown in rows
and columns. Properties for each table allow for
customization of columns with the Realtime
information. Other Properties include hiding the
headings for tables. Headings display the name
of the object and the name of the Realtime
information. Also task type shown in square
brackets with the name of the realtime
information: [T] for Telephony and [E] for E-mail

Agent status list (AG) [Telephony]
Agent status list (team) [Telephony]

The list displays agents and their information,
available for:

e Agent Group
o Telephony or e-mail
e Agent status

o Telephony or e-mail.

Queue [Telephony]

Displays details for calls in the queue of the
chosen topic.

Conversations per AG (topic)

This realtime information element shows the
number of established calls for the selected topic
broken down into agent groups. The names of the
agent groups with the respective numbers of calls
are displayed in a table. The values are reset at
the end of the calculated period. You can display
an additional total line.

Skill combination

This realtime information element shows the skill
combinations.

Abandoned Call list

This realtime information element displays the
abandoned calls for a selected topic.

Tables

Displaying information on states and values for
objects i.e. agents displayed in rows and
columns.

Properties for customization are available which
includes hide the heading for tables, which
includes the Title and type [T] stands for
Telephony and [E] stands for E-mail.

Agent group table

A list of Agent Groups.

Dialer table

A customizable list of Agent, topic or Campaign
Dialers with user defined properties.

IP Office Contact Center Reporting
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A customizable list of Lines with user defined

Line table .

properties

. A customizable list of Topics with user defined

Topic table .

properties

A customizable list of PBX with user defined
FBX table .

properties

A customizable list of IVR with user defined
I'VR table

properties

Graphics elements

Graphic elements can be used to customize the
way Realtime information is displayed.

Can be used to insert Logos and images to

i 1 . :
i 1mage enhance Realtime Reporting
Use a bar chart to display IP Office Contact
Center data. Values are displayed and bars
change color to indicate exceeded thresholds.
Bar chart e Yellow is used to indicate a warning.

e Red is used to indicate an Alarm.

Threshold points are shown as a dotted line.

Longest Wait Time (topic) [Telephony]

Use a bar chart to display Email wait times.
Values are displayed and bars can change color
to indicate exceeded thresholds.

e Yellow is used to indicate a warning.

e Red is used to indicate an Alarm.

Threshold points are shown as a dotted line.

Queue (topics) [Telephony]

Displays the number of calls in the queue
presented to topics as bar chart.

Waiting calls of all selected topics are calculated.

@ Individual status LED

Displays as an LED with the ability to change
color dependent on the properties configured
against Agents and Topics

® Individual status parser

Displays as an LED with the ability to change
color dependent on the properties configured
against an Agent Group.

{:} Fie chart

The Pie chart element, can display different
values for individual agents or agent groups
dependent on the properties configured.

IP Office Contact Center Reporting
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] Agent status (AG)
Agent status (team)

Phone state

Displays a Realtime grid showing icons depicting
the states of agents. Buttons display for each
agent. They change icon dependent on the
Agent’s current state.

Also available for team and Phone Status.
Properties can be configured for special actions
(sign-on, sign-off).

Active agents (AG)

TSF (topic)

Accept level (topic)

Accept level per shift (topic)

Graphical displays to view how values change
within a defined time period.

Time on the X-axis (T).

Range value is shown on the Y-axis.

Within  the display a curve represents
progression.

Type is displayed in square brackets as part of
the Realtime information: [T] stands for
Telephony and [E] stands for E-mail.

Other elements

£ Remote functions

Remote functions show all configured agents with
task type voice (not available for Email and chat).
This is displayed in real time.

If the agent is logged-in on a terminal, the
physical number of the terminal and the
configured agent groups are displayed.

You can also log agents in or out and sign them
on to or out of agent groups.

You can set a pause for an agent or end pause.

@ Internet browser

Internet browser can be added to Realtime
information. Within Properties it is possible to
specify a fixed URL or determine a URL with a
tag.

IP Office Contact Center Reporting
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Supervisor Assistance

Supervisor Emergency

Agent assistance provides an agent with the
capability to request supervisor support during a
call. Two types of support are available:

¢ Silent monitoring
e Supervisor Emergency

Coaching and Supervisor Assistance are not
supported in IP Office Contact Center 9.0.x.

Process for a supervisor

For configuration of supervisor emergency,
please refer to the IP Office 9.0 IP Office Contact
Center Telephony User Interface Configuration
Task Based Guide.

Properties: Agent status (AG)

Realtime [nformation ]

This as an example of the

Medium

. Show title
(&) Telsphony

) E-mail

«| Call with double-click
() Chat .

Agent group:
{ Sales

|

Display content

(&) all agents

() Present agents

[[] show number instead of name

properties screen for the Agent
Status (AG) element. Options
available for this Element include:

4. Medium
o Telephony
o Email
o Chat

[ skill filter

o 5. Agent Group Dropdown —

E—— option to select which group
—_— to display against
R - 6. Display Content — either All
Agents or Present Agents

7. Skill Filter
8. Number of Columns:

Automatic or Enter value n:

9. Sort Options: Alphabetical

e One common area of interest for supervisors relates to assessing the real
time status of agents within a group. i.e. which agents are available, who is
on a call, who is on a chat session, who is in break time status etc.

e To display this information on a Realtime Screen, we can utilize the Agent
Status Element. It is also possible to have multiple instances of the same
element on the Realtime screen to cover various Agent groups.

IP Office Contact Center Reporting
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e Each element can be set to display a separate agent group. In this example,
the Realtime screen shows Agent status for the Sales Agent group.

Sales Group Availability

"
s - Agent status (AG) (Telephony) TelGrp1 - Phone state (Telephony)

; |x Alan > Bob |x Karen

. ‘)( EUUIHX 3002| ‘ » 3003||X 8004‘

The following examples illustrate the use of a number of Elements that can be

added to a Supervisors User Interface to enhance their real-time reporting
capabilities.

For further details relating to the configuration of the User Interface, please refer to

the IP Office Contact Center Telephony User Interface Configuration Task
Based Guide.

Agent Status (AG) element

1. To add an Agent Status element to the Realtime Screen, you must be in
inspector (Edit) view. From this view select the elements list and under
Graphics elements, right click and drag the Agent Status (AG) element on
to the working area. Right click on the Element and select Properties.
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Text element
Lists
Tables
Graphics elements
[{Z 1mage

Group

Bar chart

- E-E-8

Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]
Individual status LED
Individual status parser
pie chart
Agent status (AG)
Agent status (team)
Phone state
Active agents (AG)

TSF (topic)

TSF (team)

Accept level (topic)

Accept level per shift (topic)
Network overflows [Telephony]
=-flll Other elements

Longest Wait Time (topic) [Telephony]

Realtime Information [[IFFRie)

Sales Group Availability
E—rT——

:‘)(man ‘)(anh HxKar’er\

X
E

Bropertiss k

[¢] Show title
®) Telephony
E-rnail
| Call with double-click
Chat =
Shaw number instead of name:
Agent group:

[soe
Display cantant
* Al agents
| Present agents
[ Shll filter —798¥ M
Add
Ezchange

Humber of columns———————————
© Agtomatic

2. The Properties dialogue box is displayed.

Realtime Information

r Medium

(s) Telephany

E-rnail

() Chat

Show title

[] call with double-click

[] show number instead of name

-~ Agent group:

~ Display content

(») &l agents

() Present agents

[ Skill filter

Add ..
Delete

Exchange

r Number of column

Automatic

r Sort

IP Office Contact Center Reporting
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3. In this example, Telephony information is to be displayed. Therefore ensure
that the Telephony radio button is selected.

Properties: Agent status (;

| Realtime Information

e Show title

») Telephony

() E-mail

; [] call with double-click
() Chat

[ sShow number instead of name

-~ dgent group:

‘_.\ Jd-uﬂ-.__u _’-\ ‘\__‘M A ’-..A-_A“-...J““‘\.

S

4. Click the Select button. Select the required Agent Group then click the OK
button.

Properties: Agent status (AG) Agent group selection
perties: Agent status (AG)

Realtime Information Telephony

- Medium Show title Agent group &
() Telephony dmi
Admin

O E-rnail |
i i Marketi
[ call with double-click arketing

() chat Sales
[] Show number instead of Support
Warehouse

-~ Agent group:
oo

~ Display content
() All agents

() Present agents

r[#] skill fitter

Lelete

Exchange

——8 o [ ]

MNumber of columns ‘

[ () Automatic

5. The agents within the group can be called by double clicking on their
associated element. To activate this feature, select the Call with double

click check box.
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Froperties: Agent status (AG)

Realtirne Information

~ Mediurn

(o) Telephony
() E-mail
() Chat

Show title

Call with double-click

[ ] Shaw nurber instead of name

-~ &gent group:

Sales

6.

ataonnin AP A~ ettt T e S s W, P A

If required, the element can also be configured to display the associated

number rather than agent’s name. To activate this feature, click the Show
number instead of name check box.

Properties: Agent status (AG)

Realtirne Information

~ Medium

(®) Telephony
() E-rnail
() Chat

Show title

Call with double-click

Show nurnber instead of name

~ hgent group:

Sales

e en s '\.x-’-\-"—-ﬂ\_\“‘ e

2 W ey W

7. By selecting either the All agents or Present agents radio button, you can

determine whether all agents
agents that are currently sign

Properties: Agent statu

assigned to the group are displayed or only
ed on are displayed.

Realtime Information

- Medium
(») Telephony
() E-rnail

() Chat

-~ dgent group:

Sales

Sales - Agent status (AG) (Telephony) ="

‘ X alan ‘ X Bob ‘ ‘@ Karen

Shaw title

[] call with double-click

[] Show number instead of name

‘ All Agents ‘

- Display content
(®) all agents

() Present agents

Sales - Agent status {AG) (Telephony) ="

-] skill filter
Add ...

SpeaksFrench
SpeaksItalian

pame Al e depat o L \__E;.I:hanq.eD--.

Delete

IP Office Contact Center Reporting

Present Agents (signed on)
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Skills can be assigned against an agent. For example, you may wish to add
skills for an agent relating to their capability to speak a particularly

language.

Creating and Assigning Skills
Before skills can be assigned to an agent or group they must first be

created.

1. Save the existing configuration, then navigate to the Configuration view.

2. Select System, followed by Tag list.

A |P Office Contact Center

File Goto Help

& Break Tim

® |9

Name
Administrat
Alan

Bob

Dave
Scott
Supervisor

Agent Portal BN Service  Windows  Help

General...

Time off...

Reporting settings...

Delete Reperting Data...

Realtime information default values...
Wariables...

Tag list... /
Configuration report...

Availability for Tasks (default)...

Skill overview...

Interface for staff planning...
Task Reports...
Shift plan...

Break Time code

3. Click the Add button.

B T T N s NP

(@) Defined tags P
Name Type Data type Resalution il Ok
a.absenceMote <Gystems String |E|
c.nChained <System: MHumber Integer
c.queuePrio <Spstemns Nurnber Inkeger Add
c.waitT atal <System: Mumber Integer d
CC WoiceMsgM ame <System: String / Change ...
CCMWoiceMsegProceszed <System: String Delets
CCE_Actual_dnnounce_Time <Syztem: MNumber Integer
CCK_AgentDevice_|d <System: String
CCK_AgentMame Uszer String
CCK_Announce_nteruptable  <System: MHumber Integer
CCK_Called_Address <Syztemy String
CLCK_Caller_Mame <System: String =

IP Office Contact Center Reporting
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4. Inthe Name field, enter a name to identify this skill.

@D Tag - Create @

Mame; SpeaksFrench ok

Syztern-epecific
@ Uszer-defined
0 Skill

Data type: ’String -

[7] Can be changed by CGI server

[] Ovenwrite-protection

Appling Tags into Task resulting from Conference/Transfer
Taq from
@ Ignore
") Apply, where applicable ovensrite
(0 Apply anly if transfered, where applicable ovenurite

() &pply only if not available in the original task.

5. Click the Skill radio button, followed by the OK button.
@ Tag - Edit S

Mame: SpeaksFrench

Syztem-specific

) User-defined
) Skill

Datatype: | Mumber

J Hesulutiun:‘.wht P S S NPT

6. Click the OK button.

@ Defined tags PS
Mame Type [rata type Fesolution - 0K
0D51_MozZndRoute Uszer Murnber Integer
ODSI_OrigDialer <Sypstem: Stiing /
ODSI_0OucCld <Sypstem: Shing Add
ODSI_TExceedSec <Sypstem: Druration in...

ODSI_TPreviewSec <Sypstem: Diuration in.. Change ...
ODSI_TReminderSec <Sypstem: Druration in... Delete
0D5I_TwrapupdlSec <System: Diuration in... =

OrderCode <Sypstem: Shing |i|

q.ocLength <Sypstem: Mumber Integer

Script_w ait <Sypstem: Mumber Integer

skilF actor Uszer Mumber Integer

SpeakszFrench Uszer Stiing =
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7. Repeat this process to add additional skills.

8. Navigate to the Agents tab. Select the Agent who is to be assigned the skill
then click the Edit button.

Karen (8003) +

Agent Portal Configuration  System  Service Windows Help

B Break Time code S | 3%

U KRN ;

Name /T Email
Administrator

Viewr <> -

| ¥ vEn | @ courty | g Queve device | 6= Telephane | ¢ Telephone group | Ty Ozt server % Chat script |
Profie | §)Tean | ECustomer | (7 Extemal destination | & Workplace | 3 Anmounc emert | [@) Announcement script | &7 IVR

Chat Number PBX. Email address

PBXServer
PBXServer
FEXServer

Supervisor

Bl G _JERY P YRR SIS R YT SC e Lt SR S T NPV L

9. Select the Skills button.

£} [Agent] Bob - Edit

General |.Tx=.-|va|::-hu::ar1).r I
Sytemname:  Bob Teskes

Telephaormy
Login name: Bob [F] Email 2nd password...

[7] chat
Skills...
— Availability..

[] Autom. sign on through Windows user account
Usemame:

Daomain,/computer:

Alias:

Language: <System language>

L g e At Ml spte

10.Click the Add button.

r@ Agent skills ﬁw
sl |
S Love
) e
/ Delete
L A c
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11.Select the previously configured skill. Then click the OK button.

@ Select skill _— - u

MName

SpeaksFrench

k. "\“Umw*m“km "

12.The Agent Skills dialogue box is displayed. A skill level can be assigned to
the agent to define their particular competence. To assign a skill, click on
the Level field and enter a number between 1 and 100. (This figure is a
percentage). Click the OK button.

—
t skill =
(i3 Agent skills .
s |
Sheill Level
i SpeaksFrench _Ja0 |

g
8

Delete

|

13.Repeat the process to assign additional skills to the agent.

(i Agent skills - e 25|
Skl |
Skl Level Cancel

1%

\ ' Delete

14.Click the OK button.
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& [Agent] Bob - Edit =

General | fig Telephony
Task

Telephony
Login name: Baob [] Email 2nd password...

—
Variables...
[ Autom. sign on through Windows user account
Sklls...
Usemame:

Availability...

System name: Bob

Domain/computer:

Alias:

Language: <System language>

Last name: Bob Title

) Ms.
First name: .

Employee 1D:

Cost center:
Privileges...

Predefined profile: ~ <None> [ —
onZaton...

15.Repeat this process to assign skills to other agents as required.

16.The Agent Status element can now be edited and the skill selected. Select
the element that was previously placed on the Working Area. Right click and
select Properties.

Telephony inspector - Example Telephony View

g Save ® Cancel ‘ g: Properties ‘ Telephony files | kO~ |m Preview
-l Text element

Label

== Value element

s Longest Wait Time (topic) [Telephony]

h E-mail to contact

%) Out of office notice
174 variable

(7] variable
-0y Tag
{%| Tag

Lists
=: Queue [Telephony]
Abandoned Call list
=-{im Graphics elements
Image
Group
Bar chart
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]
-~ @ Individual status LED
~{D) Pie chart
Agent status (AG)
Agent status (team)
Phone state
ther elements
Customer History
=0 Direct call
@ Internet browser
=% Supervisor Assistance
=% Supervisor Emergency

Customer Number Reference

Delete

‘ Eropemes..*

TR

H
H
H
O

=8 |

an gt A Y A B r 0 i B A L s s dananieati oo, A oniand T by, M\’*Mr—\*d—'f
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17.Select the Skill filter check box and click the Add button.

Properties: Agent status (AG)

Realtime Information

~ Mediurn
(») Telephony
() E-rnail
1 Chat

Shaw title

Call with double-click

-~ &gent group:

Show nurnber instead of name

Sales

~ Display content

all agents

() Present agents

-+ Skill filter

Delete
Exchange
I Murmber of columns
ol A e e o il PRV PURIY . o P P T P SR S

18.The previously configured Skill is displayed. Select the skill then click OK.

Skill a
SpealesFrench

Cancel

IP Office Contact Center Reporting
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19.The assigned skill is displayed.

Properties: Agent status (AG)

Realtime Information

- f‘-"!EdILII'I'I Shaow title
(») Telephony

s

() E-mail
. Call with double-click
) £hat

Show number instead of name

-~ &gent group:

~ Display content

(e all agents

-

() Present agents

- [w] Skill filter

| Add ...
SpeaksFrench Delete
4 T 3 Exchange
- et pReaie o ORI i e — N B . el e ]

20.Click the OK button.

21.The number of columns on which the agents are displayed can also be

defined.
- ) o Sales - Agent status {AG) (Telephony) =
SpeaksFrench Delete -
SpeakslItalian & X alan
4 I 3 i Exchange I =

F
w
=
o
=]

MNurnber of column

() Autornatic

For example, defined as two columns

Sort

Sales - Agent status (AG) (Telephony) =

‘ » alan ‘ » Bob ‘ ‘@ Karen

i OK ] i Cancel

P . & P vey Wy

‘ Columns Automtically assigned ‘
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22.Click the OK button.

Realtime Information

PT:dI.:T h Show title
(s) Telephony
() E-mail

() Chat Call with double-click
L Lha

Show number instead of name

- #égent group:

Sales

~ Display content
(®) All agents

() Present agents

| Add ...
SpeaksFrench Delete
4 m | » Exchange

- Number of column

(s) Automnatic

() ngolumns e I:I

- Sort

(s) Alphabetical
Freely defined

) skills

Ok | Cancel |

23.Click the Save button.

Telephony inspector - Example Telephony View
I+ save © cancel | 2 Properties ‘ Telephony files | [ =N “ﬂ‘ Preview

Text element Customer History
abel
# Value element
== Longest Wait Time (topic) [Telephony]
- Longest Wait Time (topic) [E-mail]
{eq E-mail to contact
%] Out of office notice
.* Variable

-[[F] variable < [
@ Tag = —
-[%] Tag

=-fim Lists

: Queue [Telephony]
=: Abandoned Call list
Graphics elements

ﬂ Image
Bar chart

Longest Wait Time (topic) [Telephony] -
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]
-~ @ Individual status LED

@ Pie chart
~+2% Agent status (AG) i Sales - Agent status (AG) (Telephony) i

Agent status (team) 5
- Phone state
£-f Other elements | XK alan | XK Bob ‘ ‘ ¥ Karen
- Customer History 1

=0 Direct call
-3 Internet browser
Supervisor Assistance
Supervisor Emergency

Date | Time | Called address | original tapis | Last topic | Last agent | wate

Customer Number Reference

Inbound

mn
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24.Click the Preview button.

Telephony inspector - Example Telephony View
[ save @ cancel | i Properties | [Z] Telephony files || Jy =1 . |

[=--fl Text element
- Label

Value element o

Longest Wait Time (topic) [Telephony]

s Longest Wait Time (topic) [E-mail]

- E-mail to contact

X] Out of office notice

1'% Variable
-[IF] variable < m ] !

%] Tag
-l Lists

Queue [Telephony]
Abandoned Call list

-l Graphics elements
m Image — - - - — - . . . L . .
To- : : Customer Number Reference

Bar chart

- Longest Wait Time (topic) [Telephony]
== Longest Wait Time (topic) [E-mail]

- Queue (topics) [Telephony]

Preview

Customer History
| Time | Called address

‘ Last agent ‘ Mote

‘ Original topic | Last topic

m

Waiting e-mails (topics) [E-mail]

-~ @ Individual status LED o . . . B . .
@ Fic chart
i Sales - Agent status {AG) (Telephony) .

S Agent status (AG)
Agent status (team)
i 1 Alan ‘ Bob ‘ ‘ Karen
-l Other elements | X X X

Phone state
A Customer History
~=o Direct call
~&3 Internet browser

5% Supervisor Assistance
Supervisar Emergency

Inbound

Agent Portal

f
J/

)

v
Preview - Example Telephony View

Telephony files /7 Edit
B : !
- Customner Mumber Reference

Sales - Agent status (AG) (Telephony)

‘x alan ‘X Bob ‘ |@ Karen

i
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26.To view further details relating to the Agent’s status, hover the mouse over
the agent’s icon. In this example, Agent Karen is available on extension
8003 and has skills relating to speaking French 70 and Italian 80.

Preview - Example Telephony View

Telephony files f Edit

Customer Name
Custo

Sales - Agent status (AG) (Telephony)
x Alan x Bob @ karen

Marne: Karen [PEXServer]
Terminal no.: 8003 [PBXServer]

Skills:
SpeaksFrench 70
Speaksltalian 80

~mesntnsmdli s M ottt . ghotie o o aon,

asdp At AP

27.Click the expand icon to view additional status icons.

MNon-ACD, Wrap Up

absent without call

Sales - Agent status (AG) (Telephony)

Mo ACD call during Wrap
up

‘@ Alan

‘x Bob ‘ ‘@ Karen

Present, signed off

Break Time Cutgoing non-ACD

available

Signed off by

ap Up without call ACD blocked

QO] [#] [@) [*

Example of an internal ringing call

Present, non-ACD Wrap Up with call

Q) o 9«Ll@ @

Sales - Agent status (AG) (Telephony) conversation
Present, non-4CDringing ﬁ ACD ringing
Present, non-ACD .
autgoing oall J ACE conversation
Mon-ACD conversation 9 ACD outgoing

Preview

w

Mon-ACD ringing
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Phone State Element

The status of Telephones used by IP Office Contact Center users can be viewed.
Telephone status information such as whether the user’s telephone is out of
service, whether it is being used for an internal or external call without an agent
being logged in, can be viewed by creating a Telephone Group and then
assigning the group to a Phone State element.

| Note: Telephone refers to an IP Office User (not an extension) \

1. To create a Telephone Group, from the configuration interface select the
Telephone group tab and click the Create button.

Karen (8003)

<Al -

u
@ | ®Topc | HRAsertgow | PAgem | {iPwiie | §PTeam | E@Cusomer | (7 Extemaldestnation | #Workplscs | j Amnouncement | [#Amnouncementseipt | gFIVR |
B Break Time code | >gpBx | 2ECHAP server | ¥VEA | & Country | tighueue device | =3 Telephone # Telephone group ]’.:,chm server | % Chat scapt |

e S S P T il oY et A ettt T g g st g

2. The Create page is displayed, enter a name for the Telephone Group.

#5 [Telephone group] - Create @
G| -
Name: TE'GFDH"
Assigned phones Cther phones:
Number PBX s Number PBX
2001 PBXServer
2002 PBXServer
8003 PBXServer
2004 PBXServer
8005 PBXServer

41.From the Other phones panel, select the phones to be assigned to the
team. Multiple phones can be selected by holding down the Ctrl key and
selecting each phone as required. Click on the left facing arrow button.
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-
#i5 [Telephone group] - Create

i

General |
Mame: TelGm1 /
Assigned phones Other phones:
MNumber PBX e

PEBXServer

42.The phones are assigned as team members. Click the OK button.

,
ﬁ [Telephone group] - Create u
e |
Neme:  TelGmT
Assigned phones Other phones:
Number PBX [ e || Number PEX
8001 PBXServer | . | 2004 PBXServer
8002 PBXServer —
8003 PBXServer
8005 PEXServer
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43.The configured Telephone Group is displayed.

Karen (8003) ~

Agent Portal

ﬁ View <Al -
@ | @Topic | HAgentgoup | B Agent | fiProfle | fYTeam | EQCustomer | 7 Exemaldestnaion | @Workplace | i Amnouncement | [@ Anouncement scipt | VR |
J B Break Time code | 3cPex | FECHAF server | 28 ven | 4 Courtry | b4 Queve device | 0= Telephone 5 Telephone group | T Crat server | T Chat scrpt
Nams Edt
TG —

Delete:

R P Y S P NP P NPT P T TP SRR L

44.Navigate to the Telephony View.

IP Offic ontar

oto Help

juny
[=]
3
o

Telephany ‘_'%
Reattime information \
Reporting :
Agert Status Reports C ] fﬁﬁgeﬂt group
Cortact Detail Reports | serex

Error List

& Configuration

eI L L T E o L L

4&4#J-

9 U config

10 Task Flow Editor

11 MWR-Editor

12 Digler

13 E-Mail configuration
14 Texthlock admin

15 Address hook admin

45. Select the duplicated file to be edited, and then click the Edit button.

Telephony - file view
i New folder ) New file [l Mew quick bar file | o Edit IT] Duplicate [i] Delete | [al] Preview

Telephony files

{5 All Telephony files Name & |

Example Telephony View
" FirstScreen_Standard_de [RO]
[l uickbar_Standard [RO]

./ Telephony_standard_en [RO]

oo . - P <t sl g5 A el e 0t nam el R et a s At o B A B
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46.Click on the Phone state element and drag it to the Working Area.

e

Telephony inspector - Example Telephony View
Save ® Cancel | Prupemes‘ Telephany files ‘ [} ~ “1‘ Preview
Tag
Tag

=] Text element -
IS Lbel . . - .o . .o . .o .
Value element | totiabanshift[T] 4
Longest Wait Time (topic) [Telephony] 5 . P P . - . - .
s Longest Wait Time (topic) [E-mail] | . o o . o . o .
- E-mail to contact
%) Out of office notice
1% Variable . . .o .o . .o . .o .
| L74] variable
»

(]

Queue [Telephony]

R Abandoned Call list
=] Graphics elements
- Tmage Subject
Group
Bar chart
Longest Wait Time (topic) [Telephony]
Lengest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]
-~ @ Individual status LED

Supervisor Emergency

Directcall Py L %&) o
&3 Internet browser (Ve
Supervisor Assistance (Y % %
- . .

Inbound l < m b

47.The Properties dialogue box is displayed. Click the Select button.

Froperties: Phone

Realtime Information

~ Telephone group; Show title
- [ Call with double-click
~ Mumber of columns [ Show name instead of call number

(e Autarnatic

() ngolumns e I:I

[ Ok ] [ Cancel

—
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48. Select the previously configured Telephone Group. Click the OK button.

Choose telephone group

Telephone group &

Team 1

TelGrpl

[ ok ][ coneel |

49.The phones within the group can be called by double clicking on their
associated element. To activate this feature, select the Call with double
click check box.

Properties: Phone state

Realtirme Infarmation
~ Telephone group: Show title
Call with double-click
- Mumber of columns [] Show name instead of call number

(®) Autornatic

-::--ll HED|UI‘I'IHS i I:I

[ ok ][ cancal ]
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50.If required, the element can also be configured to display the associated
number rather than agent’s name. To activate this feature, click the Show
number instead of name check box.

Realtime Infarmation

~ Telephone group:

TelGrpl

Shaw title

Call with double-click

- Murnber of colurmns

(s) Automatic

ﬁD Show name instead of call number

[ oK ][ Cancel ]

51.Click the OK button.

Realtime Information

Show title

- Telephone group:

TelGrpl

Call with double-click

~ Murnber of colurnns

(e) Automatic

[] Show name instead of zall number

” Cancel ]

—_— % 0K

52. The Telephone Group element is displayed.

Telephony inspector - Example Telephony View
save (§ cancel | Telephany files | | i

= Text element
- Label
Walue element
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
- E-mail to contact
-] Out of office notice
Variable
-] variable
- Tag
Tag
=il Lists
Queue [Telephany]
i Abandoned Call list
=l Graphics elements
~4a Image
Group
Bar chart
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]
@ Individual status LED
D Pie chart
Agent status (AG)
Agent status (team)
Phene state
= Other elements
Customer History
Direct call
-&73 Internet browser
Supervisor Assistance
Supervisor Emergency

Properties |

| [al] Preview

1 QU

-
| TelGrp1 - Phone state (Tel.
Subject

m
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53.Click the Save button.

Telephony inspector - E

[ save @ cancel | 52

ext element

mple Teleph:
Properties | Telephony files | YERR |m Preview

| . tothabanshifT] 4

« Longest Wait Time (topic) [Telephony]
ww Longest Wait Time (topic) [E-mail]
$e E-mail to contact

%] Out of office notice

Variable

{77 variable
W Tag

m

i Queue [Telephony]
: Abandoned Call list
1 Graphics elements

m Image Subject

Group

== Bar chart

== Longest Wait Time (topic) [Telephony]
~mm Longest Wait Time (topic) [E-mail]
== Queue (topics) [Telephony]
== Waiting e-mails (topics) [E-mail]
@ Individual status LED
D Pie chart
2% Agent status (AG)

= Agent status (team)
Phone state

=il Other elements
A Customer History
=c Direct call
€3 Internet browser

Supervisor Assistance
Supervisor Emergency

54.Click the Preview button.

Telephony inspector - E le Telephony View
B save @ cancel | 27 Properties | Telephany files | kO ~ Hﬂ‘ Preview
=i Text element -
| abel X . . . . . . .
* Value element ‘
“ Longest Wait Time (topic) [Telephony]
« Longest Wait Time (topic) [E-mail]
fe E-mail to contact
%) out of office notice

tatMabanshift 1] B

41t Variable
[4] variable
.. @ Tag
%] Tag

=: Queue [Telephony]
< Abandoned Call list
- Graphics elements

Image Subject
i P
Bar chart
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]
Individual status LED

=5 Agent status (AG)
Agent status (team)

2% Phone state

=i Other elements

L Customer History

=0 Direct call

€73 Internet browser
Supervisor Assistance
Supervisor Emergency
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55.The configured element is displayed.

Agent Portal

L
J

J

Vv

Preview - Example Telephony View

Telephony files // Edit

Topicl - Abandoned Call list
tothAbanshifT] [

| name Date Time SYSAC EXTAC
0

- N TelGip1 - Phone state...

m

Customer History
Time Called address Original topic Last topic Last agent Mote Subject

Sales - Agent status (AG) (Telephony)

Customer Number Referance

56. Click on the expand icon and the status icons are displayed.

out of Service Mon-ACD conversation

TelGrp1 - Phone s..

iZall diversion set Non-ACD ringing

Mon-ACD, Wrap Up

Free, no agentlogged in. without eall

Zonversation, no agent ACD call during Wrap

logged in

c=

o
p

Ringing, no agentlogged

in outgoing non-A4C0

outgeing call, no agent

logged in Available

Present, signed off ACD blocked

Break Time Wirap Up with call

Signed off by systern ACD ringing

Wrap Up without call ACD conversation

Present,non-ACD

conversation ACD outgaing

Present,non-ACD
conversation

Present, non-ACD ringing IE‘ Preview

Present,non-ACD
outgoing call

ACD outgoing
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Agent Status States

Absent

X

~|[C [O][=] @] [*]

Present, signed off
Break Time
Signed off by system

wrap Up without call

Present, non-ACD
conversation

Present, non-ACD ringing

=

Present, non-ACD
outgoing call

Mon-ACD conversation

Mon-ACD ringing

CESES

Agents List

o Mon-ACD, Wrap Up
without call

Mo ACD call during Wrap
Up

©

O E@Ee@

Qutgoing non-ACD

Available

ACD blocked

Wirap Up with call

O

ACD ringing

ACD conversation

ACD outgoing

Preview

LTINS

Phone Status States

Qut of Service

Call diversion set Mon-ACD ringing

Free, no agent logged in. ithout call

Conversation, no agent
logged in

S [x] (=] [€]

o=
oo

Ringing, no agent logged

s Qutgoing non-ACD

)

Qutgoing call, no agent

Available
logged in

ACD blocked

Present, signed off

Break Time

Qo0 E@ e B E

Wirrap Up with call

Signed off by systemn ACD ringing

Wirrap Up without call ACD conversation

Present, non-ACD
e

onversation ACD outgoing

N O] (D] [=] [@ [«]
S

Present, non-ACD ringing Prewview

)

LN

- Present,non-ACD
outgaing call

N

Mon-ACD, Wrap Up
W

Mon-ACD conversation

ACD call during Wrap

The Agents List provides a supervisor with a real time summary of the status of
agents assigned to a particular agent group. The status of all agents or only those
agents that a currently signed into a group, can be displayed.

To add an agents list to the working area:

1. From the Inspector View, click and drag the Agent status list (AG)
[Telephony] element onto the working area.
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A |P Offic ct Center

File Goto altime information

Agent Portal

Inspector - New realtime

g Save ® Cancel | &— Properties | :=| Realtime information files E Full screen IE Work areal kO ~ |

nents
i Text element

. Label
walue element
= Longest Wait Time (topic) [Telephony]
~aew Longest Wait Time (topic) [E-mail]

% Hyperlink
ﬁ E-mail to contact
%) Out of office notice
[+ variable

.

e T T W VRTY ST gy ¥

I
I
. -
Click and Drag M
Agent status list (AG) [Teleph{ % ’I
Agent status list (AG) [E-mail] Lo r al
- Agent status list (AG) [Chat] "
i gbaemhaisus st (feami Teleghorsd, PPRY S e I S S PP

2. The Properties dialogue box is displayed.

Realtirme Information

Agent group: Show title

Display content

(s) All agents

() Present agents

Invisible columns Wisible agent columns:

EEES

Mame

Login state <=

W.state dura.

W.state

THo. ] up

Break Time code

CutOfOrder

Reserve Down

Invisible columns ‘isible task columns:
EEES

Term state

int/ext ==

Direction

ACD

Topic up

AG

Task dura.
Down
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3. ATitle can be displayed by selecting the Show Title check box.

Properties: Agent status list (AG) [Telephony]

Realtime Information

~ Agent group: Show title

- Display content

(») All agents

{ ... Present agents
g il T DS wﬂ_‘?.\ il ik, et A o o e bl ol Al

4. Select the Agent group button. Then select the group to be monitored and
click the OK button.

Agent group selection

Telephaony

Agent group
=Default=
Admin
Marketing
Sales

Support
Warehouse
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5. The selected group is displayed.

Properties: Agent status list (AG) [Telephony]

Realtime Information

-~ &gent group:

[ | |

l’ Display content

‘:’.',-ﬂa_g@\tiﬁ-unv"" e B e A L\\.h o i . o |

Show title

6. All agents or only signed on agents can be displayed, by clicking the
required radio button. In this example all agents will be displayed and
monitored in realtime.

Properties: Agent status list (AG) [Telephony]
Realtirne Information
- Agent group: Show title

- Display content

() All agents

() Present agents

T T W T ¥

7. The parameters to be viewed in the list can be defined by selecting the
required parameter from the Invisible Columns panel and clicking the right
facing arrow to move the parameter to the Visible agent columns panel.

Properties: Agent statu ) [Telephony]

Realtime Infarmation ]

Agent group:

Show title

Display content
@ Al agants

() Present agents

Invisible columns Wisible agent columns:
|
<<

Name
Login state
W.state dura.
W.state
TNo. Up
Break Time code
QutOfOrder
Reserve DuIn
Invisible calumns Wisible task colurnns:
e
Term state
int/ext ES34
Direction
ACD
Topic Up
AG
Task e
Down
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Note: Descriptions of the parameters are displayed by moving the cursor over the
parameter and a pop up description is displayed.

Invisible calurnns

Up

Visible agent calurmns:

Mame

Login state
W.state dura.
W.state

TMa.

OutOfOrder

Duration of agent state l

Break Time code

the OK button.

8. The parameters will be moved to the Visible agent columns panel. Click

Invisible columns Wisible agent columns:
i}}
W.state dura. Mame
W.state == Login state
OutOfOrder TNa.
Reserve Break Time code
Up
Down
Invisible calurmns Visible task calumns:
i}}
int/ext Term state
ACD =< Direction
Topic
AG
Up Task dura.
Down
~

” Cancel I

IP Office Contact Center Reporting

10 2014 97




IP Office Contact Center Reporting

9. The configured Agents Status list is displayed.

Realtime information  Help Karen (8003) ~

| Mame| Login stalel TND“ Break Time code | Term state Dirat:tmn‘ Tnpic‘ AG| Task dura,

ongest Wait Time (topic) [Telephony]
== Longest Wait Time (topic) [E-mail]
% Hyperlink

E-mail to contact

X) out of office natice
L0t Variable

~[7] variable
- Tag
-[8) Tag

Agent status list (AG) [Telephony]
Agent status list (AG) [E-mail]

~ime pasnimtatendnt LAGR IRNatl o 0t gt [ g it gttt A i st il A A e o O i i il i

10.Click the Save button.
B, I LTCE LONACcT Lenier
File Goto Realtime information Help

Agent Portal . . .
i Inspector - New realtime information 2}

Supervision

=-{# Text element

Label

..... s« Value element

----- s Longest Wait Time (topic) [Telephony] .
----- s Longest Wait Time (topic) [E-mail] '
----- % Hyperlink '
----- h E-mail to contact 1
----- ¥ Out of office notice |
s A QD " bt s, g St . g

11.Click the Work Area button to display the configured element within the
Work Area.

nter
altime information  Help

Agent Portal

Supervision B save @ cancel |g: Properties | Realtime information files | Full screen Work area | E O |

View in work area

Text element

Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Hyperlink
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12.The configured Agent status list is displayed.

File Goto lealtime information  Help

Agent Portal Viewer - New1

Supervision Realtime information files ﬁ Edit E| Full screen

Sales - Agent status list (AG) [Telephony] f
Name| Lagin state| W .state dura. | Wi state | THa. | Break Time code | OutOfOrder| Reserve
Bob No
Alan  Si-on 00:02:08 Awail. goo2 No

Karen Si-on 00:00:37 ACD 8003 No

Agent Group Table Element

An agent group table allows a supervisor to view real time data relating to one or a
number of agents groups. Similar tables area available to display for example,
Topic, Dialer and PBX statistics.

To create an Agent Group Table:

1. From the Inspector View, click and drag the Agent group table element
onto the working area.

Karen (8003) ~

Text element Sales - Agent status list (AG) [Telephony]

‘| Mame | Login state | W.stste dura, | W.state | Tho. | Break Time code | Outoforder | Reserve

: Agent status list (AG) [Telephony]
: Agent status list (AG) [E-mail]

: Agent status list (AG) [Chat]

: Agent status list (team) [Telephany]

: Agent status list (team) [E-mail]

: Agent status list (team) [Chat]

: Queue [Telephony]

: Queue [E-mail]

Queue [Chat]

: Conversations per AG (topic)

: Number of opened e-mails per AG (topic)

bl A N O RPN NI b Rk W G ol i, et
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2. The Properties dialogue box is displayed.

Properties: Agent group table

Table
Show title [] Hide details
[] Hide total
— A&gent groups
teme |
Delete
Up
Down
— Select columns
Available information: Wisible information:
Telephony
| - EESS
Singon ag. [T]
Availagent [T]
Act.ag. [T]
RC[T] e
ECRC [T]
Wrap Upagent [T] =
FCWC ag. [T]
Break Time ag. [T]
Avg.Availagent [T]
Avg.Act.ag. [T]
Avg.RC [T]
Avg.ECRC [T] Up
Avg.Wrap Upagent [T]
Avn. FCWC an. [T1 i Dawn
[ QK ] I Cancel ]

3. The table can be configured to show a title and hide details and totals by
selecting the required check boxes.

Properties: Agent group table

Table

Show title [] Hide details

[] Hide tatal

— Agent groups

|
MWMMMWWW\
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4. To define the Agent Groups that will be monitored and displayed in real
time, select the Add button.

Properties: Agent group table

Tahble

Show title [] Hide details

[] Hide total

— Agent groups

Marne |

Delete

5. Select the groups as required. Multiple groups can be added by holding
down the keyboards Crtl key and selecting the required groups. Once the
groups have been selected, click the OK button.

Agent group selection

<All=

Agent gQroup
Admin
Marketing
Sales

Support
Warehouse
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6. The selected Agent groups are displayed.

Properties: Agent group table

Table

Show title [] Hide details

[] Hide total

— Agent groups

Marne | Add...
Admin Delete
Sales

S L S B et e it . o e s P P R A

7. The parameters to be viewed in the table can be defined by selecting the
required parameter from the Available Information panel and clicking the
right facing arrow to move the parameter to the Visible Information panel.

T LS .-.---._-v"’:[ g, = pissen. B Rt L S 0 RS IO

R . P - I R St
Down

— Select columns I

Available information: Yisible information:

Telephony

RC[T]

FCWC ag. [T]
Avg.Availagent [T]
Avg.act.ag. [T] | ==<
Avg.RC [T]

Avg.ECRC [T]
Avg.Wrap UpAgent [T]
Avg. FCWC ag. [T]
iSingon ag. [T]
Availdgent [T]

ECRC [T]

Wrap UpAgent [T] p
Break Time ag. [T]

m

i Diown

[ (o]4 ][ Cancel ]
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8. The selected parameters are displayed. Click the OK button.

L S e e e -~ =, el —_— ) —, - e - .
'..-[...-- Fa = s - |v Dl:lﬂl'l = - - 'F ot F T n— it
— Select colurnns
Awvailable information: Misible information:
Telephaony
=

| | = | | Act.ag. [T]
RC [T] FCWC ag. [T]

Avg.Availtsgent [T] Singon ag. [T]
Avg.Act.ag. [T] ; _ Availfgent [T]
Awg.RC [T] | === Wrap Upagent [T]
Avg.ECRC [T] | | Break Time ag. [T]

Avg.Wrap Upagent [T)]
Awvg. FCWC ag. [T]
ECRC [T]

Up

Diown J ~

File Goto Realtime information  Help 4:157 0:00 Karen (8003) ~

Agent Portal

Inspector - New1
I save @ Cancel | 2 Properties | Realtime information files ] Full screen [al] Werkarea | [y = - |

] Lo}
- ts
: Agent status list (AG) [Telephony]

gent status list (AG) [E-mail]

Sales - Agent status list (AG) [Telephony]

‘| mame| Login slate‘ W state dura.‘ Wstate |TND.‘ Break Time code | Qutoforder | Reserve

gent status list (AG) [Chat]
C\ gent status list (team) [Telephony]
; gent status list (team) [E-mail]

gent status list (team) [Chat]

onversations per AG (topic)

umber of opened e-mails per AG (topic)

A kill combination h ]
bandoned Call list | Agent group table 4

Agent gruup‘ Act.ag m| FCWC ag. [T] \ Singon ag m| Availagent m\ Wirap UpAgent [T]‘ Break Time ag. [T] \
Admin
Sales

- Graphics elements
& Image
i
Bar chart
Longest Wait Time (topic) [Telephany]
Longest Wait Time (topic) [E-mail]

o I T g Vet sttt St ol ~rcn e s o o i ol A GO i, G s N i g A g
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10.Click the Save button.

A P Office

FEile Goto [time information  Help

Agent Portal
—— Inspector - New1

sion = save & cancel

o —

- Text element

=: Agent status list (AG) [Telephony]
<= Agent status list (AG) [E-mail]
-=: Agent status list (AG) [Chat]

=: Agent status list (team) [Telephony]
ctabis LA BN it e, e L

+— Properties | Realtime information files

11.Click the Work Area button to display the configured element within the

Work Area.

rmation  Help

ve © cancel | 2 Properti Realtime information files []] Full sereen [al] Werkarea || | =

416/ 0-00

.

Al Text element
A Lists

Sales - Agent statu- list (AG) [Telephony]

ent status list (AG) [Telephony] | Wame | Login staj

ent status list (AG) [E-mail]

ent status list (AG) [Chat]

ent status list (team) [Telephony]
ent status list (team) [E-mail]
ent status list (team) [Chat]
ueue [Telephony]

W.state dura, | Wostste | THo.| Break Time code | outoforder | Reserve

onversations per AG (topic)
mber of opened e-mails per AG (topic)

Admin
| sales
0 0 0 0

12.The configured Agent group table is displayed.

Sales - Agent status list (AG) [Telephony]

Bob No
Alan  Si-on 01:56:00 Avail. 80... No
Karen P 00:00:21 Avail. 80... Administration... No

Marme| Login statel W ostate dura‘l W ostate ‘ TNo‘l Break Time code | OutOforder | Reserve

ill combination
andoned Call list E Agent group table

Agent group| Act.ag, [T]| FCW ag. [7]| singen ag. [1]| Availagent [T]| wrap Upagent [T]| Break Time ag. [T1|

[ 0

S e S Y i

Agent group table

Admin o0 0 0 0 0
Sales o0 0 1 1 0
o o 1 1 o

Agent group | Act.ag, [T]| FCWC ag. [T]| Singan ag. [T]| Availagent [T]| wrap Upagsnt [T]| Break Time ag, [T]

1
1
2

IP Office Contact Center Reporting

il e gt B s, e T re e e HPY N S S

W Ay Ny Wy, Ahapns Wbt b

10 2014 104



IP Office Contact Center Reporting

Individual Status (parser) element

The Individual Status (parser) element can be utilized to generate warnings and
alarms when a defined number of agents have a certain status. For example, an

alarm status can be set that will be triggered when a defined number of agents are

in a Break Time status.

To add an Individual Status (parser) element to the working area:

1. Select the Individual status (parser) element and drag it onto the working
area.

Realtime information  Help

Inspector - New1

[ save © Cancel | $ Properties | Realtime information files (| Full screen [ul] wWorkarea || Jp 0

ent status list (AG) [Telephony]
ent status list (AG) [E-mail]
ent status list (AG) [chat]

(
(
(tea
(
(

Text clement Sales - Agent status list (AG) [Telephony]

Name| Login s(ate‘ W state dura | W.state ‘ TND.‘ Break Time code | OutofOrder | Reserve

onversations per AG (topic)
mber of opened e-mails per AG (topic)

Agent group table

4 Graphics elements
% Image Admin

Group Sales

Bar chart 0
-mm: Longest Wait Time (topic) [Telephony]

o it Time (topic) [E-mail]

0

[

48 Tables Agent group| Act.ag, [T]| FOWC ag, [T] | singen ag. [T1| Availagent [T1| wrap Upagent [T] | Break Time ag, [T]

0 0 0

D Fie chart B
i° Agent status (AG) 0,
Agent status (team) 2 ’
state o /
ive agents (AG) ., s
TSF (topic) R P

TSF (team)
Accept level (tapic)
SV SN

At A ot e, et st S A g o IR i poan By N AN i g Ty

2. The Properties dialogue box is displayed.

Parser configuration

~[«¢] Mame - Operators
I = equal -
| <> not equal
= less
- Warning <= less than or equz =
> greater
== greater than or ..—
OR OR
Al AND  AND =
4 | 1 |
Variable
- Objects

AG

[ QK I[ Canoel I

IP Office Contact Center Reporting
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3. Enter a name for the element or deselect the Name check box if a name is
not required.

Properties: Individual status parser

- [#]| Marme - Cperators

Farser configuration

= equal -

Aagent Break Time Status
<= not equal

s less
- Warning == less than or equz E
= greater
| == greater than or ..
OR OR

e i el e _sll® el *"ﬂ"’."'"'*m "-un:"‘-r"«ﬂ‘*:f- i

4. The element can monitor either an Agent Group or Topic. Click on the
required AG or Topic button. In this example an Agent Group will be
monitored, therefore the AG button has been selected.

Properties: Individual status parser

Parser configuration

’ Marme ~ Dperatars
. = equal -
Agent Break Time Status
<= not equal
< less
- Warning == less than or equg/™
= greater
== greater than or ..
OR OR
AMD  AND -
~ Alarm
4 I 3
\ [ Yariable ]

~ Objects \

FAG | [ Topic |

T T Y - ‘-'ﬂ-_"-'\._.m__.*’-\.ﬂ.--\.j"-\'.-\._‘_\._f'*"‘\ G o eieton Al e e s,

IP Office Contact Center Reporting 10 2014 106




IP Office Contact Center Reporting

5. Select the required group and click the OK button.

Agent group selection

<All= -

Agent group &

Admin
Marketing

Sales
Support

Warehouse

oK ][ Cancel ]

6. The selected group is displayed along with a list of objects that can be
assigned against a warning and an alarm.

T e ._/ [ s s PR —t N e s -"T'H'c. h;:_“". y = " - 2
[ Variable ]
~ Objects
agiSales) | ac | [ Topic |
| | n

AgACD WebChat Mumber of signed-on agents E

AgACD Email Mumber of signed-on agents

AgACD oice Mumber of signed-on agents

AgActive WebChat Mumber of active agents

Aghctive Email Mumber of active agents

AgActive Yoice Mumber of active agents

AgACW oice Mumber of agents in Wrap Up

Aghlert Email Mumber of agents with unopened e-mails &

L I 3
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7. Click in the Warning field, and then double click on the object to be utilized.
In this example, the Number of agents on Break Time object has been

selected.
Properies: Individual status pars
Parser configuration
[¥] Mame - Operators
’ = equal -
Agent Break Time Status
<= not equal
< less
-~ Warning = <= less than or equg™
/ > greater
| V4 »= greater than or ..
OR OR
AND AND =
- Alarm
£l m |3
I Wariable ]
- Objects
agiSales) AG ] [ Topic ]
-
AgFree webChat Number of available agents
AgFree Email Number of available agents
AgFree oice Number of available agents L
AgPause WebChat MNumber of agents on Break Time 3
I} Email MNumb i
AgPause \oice Number of agents on Break Time
| AgSpeech Email Number of agents with opened e-mails
AgSpeech Woice Number of conversations via call distribution -
4 nr 3
I 0K ] I Cancel ]

8. The object is displayed in the Warning field.

Properties: Individual status parser

Farser configuration

~[#] Warne

Agent Break Time Status

~ Warning

ag(Sales).AgPause[voice]

~ Blarm

IP Office Contact Center Reporting

) ‘#ﬁ Y N ;Ur

~ Dperatars

= equal -
< not equal
< less
<= less than or equs E
= greater
»= greater than or ..
OR OR
AND  AND
4 Ll 3
e A T s )
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9. The number of agents on break time that will trigger the warning can now be
defined. Click after the object text then double left click on the required
Operator. In this example, a warning is required when greater than or equal

to 2 agents are on break time.

Properies: Individual status parser

Farser configuration

~[#] Mame

Agent Brealk Time Status

- Warning

ag(Sales).AgPause[voice]

~ Blarm

- Dperators
= equal -
<= not equal
- less
<= less than or eque =
1 = greater
== greater than or ..
OR OR
AMND  AMD -
4 I 3
[ Yariable ]

Objects
: L‘ sl o M -0 b T R [N s .. B b B _Lr"

10.The Operator is displayed. Click after the operator, and then enter the
required warning value. In this example 2 has been entered.

Properties: Individual status parser

Farser configuration

[+ Mame

Agent Break Time Status

~ Warning *

agl{Sales).AgPause[vaice] == 2

~ dlarm

-~ Dperators

= equal -
<= not equal

less
= less than or equa
greater
= greater than or . —
OR OR

AND  AND =
1 | >|

IP Office Contact Center Reporting
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11.Repeat this process to define the Alarm status. In this example, an alarm is
required when more than 3 agents are on Break Time.

Properties: Individual status parser

Farser configuration

[+ Mame - Operataors
i = equal -
Agent Break Time Status
< not equal
< less
- Warning <= less than or equa
greater
agf=ales) AgPause[voice] ==2 == greater than aor ..
R QIR

gy AND  AND =
4 | ¥

|ag(SaIes}..ﬁ.gPause[vnice] =3 |

[ Variable ]

Objects
X -L‘ﬂﬂﬁﬂlﬁ'ﬁ‘b-.__a__ G WY YRR ST O ST S R e wL

12.Click the OK button.

Properties: Individual status parser

Parser configuration

] Mame - Cperatars

. = equal -
Agent Break Time Status
<> not equal

< less
- Wiarning <= less than or equa
= greater
ag(Sales) AgPause[voice] ==2 - greater than or ..
OR QR

e AND  AND =
1| [ »

agiSales).agPause[vaoice] == 3 |

I VYariable ]
- Objects

ag(Zales) [ as ] [ Topic ]

| | | 2
Aghlert Woice Murmber of calls via call distribution
AgFoC Woice Murmber of agents with mandatory job code
AgFree webC... Mumber of available agents
agFree Ermail Murmber of available agents
agFree Woice Murmber of available agents
agPause webC... Mumber of agents on Break Time
AgPause Email Murnber of agents on Break Time
agPause Voice Murnber of agents on Break Time
agspeech Email Murnber of agents with opened &-rails ;I
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13.The configured element is displayed. Click on the Save button.

BTILET

Help

[time information

Inspector - New1

Fiements
i Text element

i Lists
Agent status list (AG) [Telephony]
Agent status list (AG) [E-mail]
Agent status list (AG) [Chat]

Agent status list (team) [Telephony]
Agent status list (team) [E-mail]
Agent status list (team) [Chat]
Queue [Telephony]

Conversations per AG (topic)
Number of opened e-mails per AG (topic)
Skill combination
=1 Abandoned Call list
[+~ Tables
= Graphics elements

Group

Bar chart

Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]

- Waiting e-mails (topics) [E-mail]

- @ Individual status LED

- @ Individual status parser

0 Pie chart

Agent status (AG)

Agent status (team)

g Save ® Cancel | &= Properties | :i=| Realtime information files E‘ Full screen m Work area | O ~ |

= S NP W ISPl e SRR L S W TR

¢

Sales - Agent status list (AG) [Telephony]

Mame | Login state| W, state dura.| W state | TND.| Break Timé

Agent group table

Agent group| Act.ag. [T]| FCWC ag. [T] | Singon ag. [T]| Ava
Admin
Sales

o o o o

14.Click the Work Area button to display the configured element within the

Work Area.

A PO

Eile Goto Realtime information  Help

Agent Portal

416/ 0:00

4 Text element
4 Lists
= Agent status list (AG) [Telephony]
gent status list (AG) [E-mail]

gent status list (AG) [Chat]

gent status list (team) [Telephony]
gent status list (team) [E-mail]
gent status list (team) [Chat]

| Mame| Login sta

Sales - Agent statu- list (AG) [Telephony]

Wstate dura, | Wstate | Tho, | Break Time code | outoforder | Reserve

onversations per AG (topic)
umber of opened e-mails per AG (topic)
kill combination

=: Abandoned Call list

£l Tables

=: Agent group table

| admin
Sales
0

IP Office Contact Center Reporting

{ Agent group table

| agent gruupl Act.ag. [T]‘ FCWC ag. [T] | Singon ag. [T]| availagent [T]‘ Wrap UpAgent [T]‘ Break Time ag. [T] \

T L S Ry

0 o 0 o o
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15.The configured Agent group table is displayed.

A IPOfi ntact Center

File Goto Realtime information Help

Agent Portal

Viewer - New1
Supervision Realtime information files ./ Edit E‘ Full screen

(]

Sales - Agent status list (AG) [Telephony]

Name| Laogin state| W state dura.| W state | TND.| Break Time code | OutOfOrder| Reserve

Bob
Alan

80...
80...

02:51:48 Avail.

00:56:09

Si-on

Administration...

Avail.

Karen P

Agent group table

gent group .ag. ag. ingon ag. vaildgen rap UpAgen realk Time ag.
Agent Act.ag. [T]] Fowe ag [T = [T1| availagent [T]| wrap Upagent [T]| Break T [T

Admin 0 a a a a 1
Sales 0 0 1 1 0 1
1] o 1 1 o 2

PR WS WL WL TV EVY S Y

Agent Break Time Status E

R i T R CRC RS

16.The status color will change as the number of agents in break time
increases or decreases.

Agent Break Time Status E

Agent Brealk Time Status

Agent Brealk Time Status e
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17.The warning and alarm thresholds are displayed by moving the cursor over
the element.

Goto Realtime information Help

Agent Portal 5
= Viewer - New1

Supervision [Z] Realtime information files |

Edit || Full screen

Sales - Agent status list (AG) [Telephony]
Name| Login state| W,state dura.l W.state | TNo.l Break Time code | OutOfOrder | Ress

Bob No
Alan  Si-on 03:00:21 Avail. 80... No
Karen P 01:04:42 Avail. 80... Administration... No

Ay B

Agent group table

Agent group| Act.ag. [T]| FCWC ag. [T] | Singon ag. [T]l AvailAgent [T]I Wrap UpAgent.§
Admin 0 0 0 0 0
Sales 0 0 1 1 0

0

Agent Break Time Status
Warning: ag(Sales).AgPause[voice] >= 2 I

Alarm: ag(Sales).AgPause[voice] >= 3
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Active Agents (AG) Element

The Active Agents (AG) element is a graphics element that will monitor for
example the percentage of agents that are currently on an IP Office Contact
Center call. The information is displayed in a graph format with the X axis defined
time and the Y axis defined as the percentage of available agents on a call.

To add an Active Agents (AG) element to the working area:
1. Click on the Active Agents (AG) element and drag it to the working area.

File Goto Realtime information  Help 4:31/ 112 ™

[ save © Cancel | §Z Properties | 5] Realtime information files || Full screen [l] Workarea || [y 01

i Text element Sales - Agent status list (AG) [Telephony]
 Agent status list (AG) [Telephony] Mame| Login state | W .state dura, | Wstate | Tho.| Break Time cade | Outoforder | Reserve

: Agent status list (AG) [E-mail]

: Agent status list (AG) [Chat]

: Agent status list (team) [Telephony]

: Agent status list (team) [E-mail]

: Agent status list (team) [Chat]

: Queue [Telephony]

Queue [E-mail]
i Queue [Chat]
i Conversa tions per AG (topic)

T L WO S TR

: Number of opened e-mails per AG (topic)
=: skill combination
=: bandoned Call list Agent group table

=; bl " eeman Agent graup| Act.ag. [T1| FCWC ag. [T1| Singon ag. [T1| Availagent [T]| Wrap UpAgent [T1| Break Time ag. [T]
raphics elements
G Image Admin
Group Sales
el Bar chart 0 0 0 0 0 0

Longest Wait Time (topic) [Telephony]
= Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
= Waiting e-mails (topics) [E-mail]
@ Individual status LED
.. @ Individual status parser
D Fie chart

Agent Break Time Status [

TSF (topic)

"Ll TSF (team) ) N/ 22
Accept level (topic) . [}
11l Accept level per shift (topic) . Ao e

=: Network overflows [Telephony]  me o _Joe® 0 0 e

#im other elements
A Agent History

ils Remote functions

ool M sl e M BT i e NS s i it g S i gt ol g ppmiete

>
\u,w-x‘“

2. The Properties dialogue box is displayed.

fgent group:

i

Show |abel
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3. Click the Select button.

Properties: Active agents (AG)

Realtime Information [ " " l

Agent group:

Show label

[ ok ][ cancal |

4. Select the required Agent group then click the OK button.

Agent group selection

Telephony -

Agent group &
<Default=
Admin
Marketing
Sales

Support
Warehouse
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5. The visual format of the graph can be assigned from the Chart tab.

Properies: Active agents (AG)

[ | chart |

| l

- Graph
Line color /
Fill colar

Zhart background

U

- |Backaround

Window background

[

Ok ” Cancel ]

6. The Axis font color and size can be defined from the Axes tab.

Properties: Active agents (AG)

[ I

-1 axis labels
Jerdana \
8 B e u
~[ | Axis value display
Verdana
8 B e u

~[ | Axis width and color

o
=

(a1 ” Cancel ]

IP Office Contact Center Reporting
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7. Click on the Scaling tab.

Properies: Active agents (AG)

[ EEE sealina |
N

- r-axis ,
Mo, of increrments i \
Mo, of marks for increments n

- ¥-axis

Time interval a0:10

Scale to fixed values

Yalue interval Q000

Scale interval 00:00

| ok || cancal |

8. Click on the Y- Axis check box and the number of increments and
incremental marks on the Y axis can be defined.

[ ] Scaling

Y-axis

Ma, of increments 10

Mo, of marks for increments

[[]*-axis
B T BRSSP S ER R x.”“‘l"'ﬁ—m;
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9. Click the X- Axis and enter the required values for the X Axis Time Interval,

Value Interval and Scale Interval. Click the OK button.

~[#] r-axis

Scaling

Mo, of increments

Mo, of marks for increments 1

~[v] m-axis

Time interval

00:10

[] Scaleto fixed values

Value interval

Scale interval

00:10

01:00

_hcm

“ Cancel I

10.The configured element is displayed. Click the Save button.

-

Realtime information  Help

=8

Agent status list (AG) [Telephony]
Agent status list (AG) [E-mail]
Agent status list (AG) [Chat]
Agent status list (team) [Telephony]
Agent status list (team) [E-mail]

Agent status list (team) [Chat]

Queue [Telephony]

Queue [E-mail]

Queue [Chat]

Conversations per AG (topic)

Number of opened e-mails per AG (topic)
Skill combination

Abandened Call list

#im Tables

W Graphics elements

- Image

E Group
Bar chart
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]

® Individual status LED

@ Individual status parser

D pie chart

= Agent status (AG)

Agent status (team)

Phone state

Active agents (AG)

TSF (topic)

TSF (team)

Accept level (topic)

Accept level per shift (topic)

=i Network overflows [Telephony]

W Other elements

-, Agent History

£ Remote functions
£ Internet browser
2% Supervisor Assistance

3% Supervisor Emergency

IP Office Contact Center Reporting

§ Sales - Agent status list

(AG) [Telephony]

Marme | Login stats | Wostate durs, | Woststs | Thio, | Bresk Time code | outoforder | Reserve

H Agent group table

Sales

Agent group| Actag, [T]| FOWE ag. [T] | singan ag, [T]| Availagent [T]| Wrap Upagent [T]| Break Time aa, [T]
Admin

AgentBreak Time Status [

AcdAgents (Sales)

N
IR

bl

(15:42)

Time

(15:52) -

B P S e e NP E USRS S e S e 4)
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14.Click the Work Area button to display the configured element within the
Work Area.

nter
time information  Help

Agent Portal

Inspector - New1
SLEERECUNN [ save (8 Cancel | $= Properties | Realtime information files | Full screen [ul] werkarea || [y =

Elements

Text element i Sales - Agent status list (1G) [Telephony]
Lists
gent status list (AG) [Telephony]
gent status list (AG) [E-mail]
gent status list (AG) [Chat]
gent status list (team) [Telephony]
gent status list (team) [E-mail]

‘| Mame| Login state| iy shhite dura.| W state | TNo.l Break Ti

IPC nt; enter

File Goto Realtime information  Help

Agent Portal Viewer - Newl

Realtime information files y Edit E‘ Full screen

Sales - Agent status list (AG) [Telephony]

Name| Login state| W state dura.| W state | TND.| BEreal Time code | OutOfOrder| Reserve
Bob

Alan P 00:05:07 Avail. 80... Lunch No

(;'\A Karen Si-on 00:04:41 Avail. 80... No

Agent group tahle

Agent group| Act.ag, [T] | FCWC ag. [T] | =ingon ag. [T] | Availagent [T] | Wwirap Upagent [T] | Breal Time ag. [T]

Admin 0 0 1 1 0 0
Sales 0 0 1 1 0 1
o o 2 2 0 1

Agent Break Time Status E

AcdAgents (Sales)

o
&
Latn
o
| I
T

(23:45) (23:55)
Time
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In this example there are two agents signed into the Sales Group.

Sales - Agent status list (AG]) [Telephony]

Name| Login statel Wi state dura.| W state | TND.l Break Time code | OutofOrder | Reserve

Bob Na
IAIan F 00:07:19 Avail. 80... Lunch No

Karen Si-on oo:00:31 ACD 80... I \ No
r \

Agent Alan is on break time

~ T

Karen is on an I[POCC call

P e 0

Agent group| Act.ag. [T] | FCwC ag. [T] | Singon ag. [T]l Availdgent [T]l Wrap UpAgen T]| Break Time ag. [T]

Admin 1 0 1 0 v] 0
Sales 1 0 1 0 0 1
2 0 2 0 o 1

Therefore a 100% of the
agents who were available

to take a call, are on an
IPOCC call

Agent Break Time Status E

AcdAgents (Sales)

(23:45) (23:55)
Tirne
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Sales - Agent status list (AG) [Telephony]

Bob

t

Agent Karen is taking

[alan  si-on 00:00:35 Avail. 30...
| Karen si-on 00:01:00 ACD

Namel Login state| W state dura.| W state | TND.| Break Time code | OutOfOrder | Reserve

Alan has returned from
lunch and is no longerin a

another I[IPOCC call

Agent group table

Admin 1 0 1
Sales 1 0 2
2 ] 3

Agent groupl Act.ag. [T]l FCW Z ag. [T] | Singon ag. [T]| Availfgent [T]| Wrap UpAgent [T]l break Timme ag. [T]

break time status

Agent Break Time Status E

AcdAgents [(Sales)

Therefore 50% of the
agents who are

available to take a call,

v/ are on an IPOCC call

o
&
B
[}
I N N O O |
rrrrrrrrrrt

4

Tirne

(23:55)

IP Office Contact Center Reporting
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Historical Reporting

Historical reporting reflects the data created on completion of an activity, whether it
is a call in/fout, email, or chat activity.

Through the use of report evaluations, on a continuous or scheduled cycle, it
possible to ensure the continued quality of telephone and e-mail services.

By using IP Office Contact Center’s reporting utility, it is possible to identify those
peak times of usage that can be counteracted by the coordinated redistribution of
resources.

Historical reporting offers the ability to plan for seasonal or event-related increases
in calls or e-mail activity in a proactive manner.
Types of Report Available
Detailed reports can be created to produce information relating to:
e Agent reporting
e Agent group reporting
e Telephone reporting
e Dialer reporting
e Line reporting
e Skill combination reporting
e System reporting
e Team reporting
e Topic reporting
e PBX reporting
e Voice unit reporting

Production of Historical Reports available
e Manual reporting — Adhoc, created as and when required.

e Automatic reporting — Scheduling reports to on a date/day and time.

Types of historical reporting

e Private —reports can be created for sole use of the creator.

e Public — reports created can also be made available to all with access to
reporting.

Time Periods

e Time frame — The reporting period can be defined.
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e Resolution of time axis — groups the reports in to more manageable sized
sections. Options available are Months, Weeks, Days, Total period, and
User-defined (hour and minute).

Report Display

e Tabular presentation — Elements added to a report can present the
required data in a tabular format. Elements have configurable properties,
who, when, what.

e Graphical display — Other elements provide a graphical representation as
a line graph, bar chart, or pie chart, though not available for all agent group
and topic counters.

Report Outputs

e On Screen display - Reporting results can be displayed on the user’s
monitor.

e Exporting reporting — Reports can also be exported. Start by naming the
file, add a date time stamp as required, and then select the report Export
destination. The following file formats are available:

o Microsoft® Excel

o CSV (Excel)

o PDF

o RTF (Rich Text Format)

Export Reports

- Export

Export file  03_Call profile

[] Mame of export file with date and time

Export folder  Ci%FrogramDatatreporting dats, E]
~ Qutput medium —, - Excel macro

[[] Excel

[ csv Macro file

D ECF Macro nam

|:| RTF

[ (814 ][ Cancel ]
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Reporting Methods

During the configuration of the system the default reporting method can be
selected, choices available are either interval-based or Back Office reporting.
(Mixed operation is not advisable).

Interval reporting

The Interval reporting option lets you save conversation times, call times and other
times in their respective intervals.

Back office reporting

The Back office reporting option stores all counters in the intervals in which the call
entered the system.

Note: If you change the reporting type, you can no longer evaluate old data. You
must restart the PC for the change to take effect.

Current Reporting method

To view the current configured mode,
1. Click System, followed by Reporting settings.

A P Office Contact Center

File Goto Help 087 0 Supervisor (8001) ~

Agent Portal Configuration [R5 E0ME Service Windows  Help

: General...
WView: -

A

Time off...
@ | Reporting settings... | ] £ Profile ] &) Team ] [£5] Customer ]
J ' Bdemal d Delete Reporting Data... \nnouncement script ] £ VR ] B Break Time code ] SEPBX ]
FECHAP sery Realtime information default values... l =3 Telephone 55 Telephone group ] T Chat server l

Variables... -
MName Eat...
Iwr“ A pplFralisipe ot geand™ o a0 Ragen s ghotm \"&J\‘W“\M

3. The General Tab is displayed, along with the current Reporting Method, in
this example: Interval-related reporting

1 Reporting setting:

General | €* Telephony ] =1 E-mail ]'ﬁ[ﬁhat ]

Repaorting method: Intervalrelated reporting

Cale. perod of time: 15 * | min
e, xw"“" S ,ﬁ,’*—"“‘ P S R e
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Creating a Historical Report from System Default Reports

IP Office Contact Center has a selection of default reports that can be copied and
manipulated to create a report as required by the Supervisor.

1. Click on the Reporting icon in the sidebar to start historical reporting.

A |P Office Contact Center
File Goto Help

Agent Portal

Reporting - File Yiew
Supervision B MNew folder . Mew report | f Edit m‘ Delete | El Full screen @ Work area

Folder

Bm Al reports
¥ | Predefined reports [RO]

2. Next Click on the + to expand the Default report selection, allowing for the

selection of default report Folders. Each folder contains a number of default
reports.

A |P Office Contact Center
File Goto Help

Agent Portal q . q
S Reporting - File View

Supervision B Mew folder . Mew report | f Edit '@' Delete | E‘ Full screen @ Work area

Folder

Pm Al reports
El. Predefined reports [RO]
i 01_Agent reports [RO]
' 02_AG reports [RO]
' 03_System reports [RO]
H 05_Topic reports [RO]
' 06_Workforce_Management [RO]
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e Agent Reports

Agent break Time

Agent Presence

Agents Events

Agent Overview

Agent In/Out

Agent AG (Agent Group)

e AG Reports (Agent Groups)

AG call profile

AG: average time to accept
AG: average time of presence
AG: call and e-mail TSF

AG: overview

e System Reports

Max. wait time
Topic information

e Topic Reports

Topic Load
Topic Report
Call Profile

Call Cancellation
Service Level
Tasks

Topic Overview

Workforce Management

IEX
Verint

3. Right Click Menu Options

Open
Generate
Export
Edit

]

[Ey

Cut
Copy.
Paste

Delete
Rename
Duplicate

Private

Refresh

I WYWark &res
Full *iewy

File {puklic)
File: (private)

IP Office Contact Center Reporting

Select either: Public — Generally
available to all those with
supervisors privileges

Or Private — Only available to
creator of the report
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4. To create a report, select the (RO) Read Only report, for example the Agent
AG (RO). Right Click to produce the on screen menu and select Duplicate,
to produce a copy of the base report.

Reporting files
Marne | Maodified | Status | CwWner | F'rin:n...| Bt | Tyvpe
I-I.Dl_ﬂgent Break Time [RO] 03/05/2006 0% System 5 Mo Public
I-I.DE_Agent presence [RO] 22/06/2006 0% System 5 Mo Public
I-I.DS_Agent events [RO] 22/06/2006 0% System 5 Mo Public
I-I.Dﬂ-_ﬂgent averview [RO] 22/06/2006 0% System 5 Mo Public
I-I.I]S_Agent infout [RO] 22/06/2006 0% System 5 Mo Public
11°06_Agent AG [RO] 22/06/2006 0%  System 5 No  Public
/ Open 3

Generste

Export

Ediit

ey 4

CLt

Copy

Paste

Delete

Fename

= [Duplicate
Private
Refresh

L ‘u_w x“«__t*mw,**m ___‘.....i..*-ﬂh.“

5. Rename the report as required.

Reporting files

Marne | Maodified | Status | Ciwmner | F‘riu:u...| Auto. . | Type
I-I.Dl_ﬁkgent Break Time [RO] 08/05/2006 0% System 5 Mo Public
I-I.DE_Agent presence [RO] 22/06/2006 0% System 5 No Fublic

- .

ul 03_Agent events [RO] 22/06/2006 0% System 5 No Fublic
I-I.Dq-_ﬁkgent overview [RO] 22/06/20086 0% System 5 No Public
I-I.DS_Agent infout [RO] 22/06/20086 0% System 5 Mo Public
u'ne Lgent A Ion] 22ne/o00e A Syctern g Mo Eublic
[IR)06 Agent AG 16/04/2014 0% System 5 No Fublic

Tt s i e e i S, ﬂ..r."“ “n sl o, i b, A
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Reporting files
Mame & | Maodified | Status | Cner | F‘riu:u...| Auto.. | Type
I-I.Dl_ﬁkgent Break Time [RO] 03/05/2006 0% System 5 Mo Fublic
- .
il 0Z2_Agent presence [RO] 22/06/2006 0% System 5 Mo Public
- .
sl 03_Agent events [RO] 22/06/2006 054 System 5 Mo Public
I-I.D4_Agent overview [RO] 22/06/2006 0%a System 5 Mo Public
I-I.EIE_Agent infout [RO] 22/06/2006 0% System 5 Mo Fublic
*0f Agent G [BO] 22082008 0es Syetem = Mo Eublic
ul Agent Groups Sales 16/04/2014 0% System 5 Mo Fublic

B SRPPVSTRIEE el o o e L P

6. Reports can be created as a system wide resource or as Private one for
Supervisor that created them.

ul " 05_Agent infout [RO] 22/06/2006 0% System 5 Mo Public
I-I'EIE_Agent AG [RO] 22/06/2006 0% System 5 Mo Fublic
Il Agent Groups Sales 16/04/2014 0% Supervisar 5 Mo Private

Note: A private report is indicated by a padlock symbol adjacent to the report
name.

e Agent Groups Sales
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7. Next highlight the report, right click and select Edit.

Reporting files

Mame & | Modified | Status | Cner | F‘riu:u...| Auto... | Type
I-I.Ul_ﬂgent Break Time [RO] 03/05/2006 0% System 5 Mo Public
- .
sl 02_Agent presence [RO] 22/06/2006 0% System 5 Mo Fublic
I-I.US_Agent events [RO] 22/06/2006 0% System 5 Ma Public
- . .
ul 04_Agent overview [RO] 22/06/2006 0% System 5 Ma Public
I-I.UE_Agent infout [RO] 22/08/2006 0% System 5 Mo Public
w* 06_Agent AG [RO] 22/06/2006 0%  System 5 Mo  Public
il Agent Groups Sales 16/04/2014 0% System 5 Mo Public

Open k

Generate

Export

Edlit

[y k
Al

Reporting - File View
B New folder . New report

Delete | E‘ Full screen Iﬂ‘ Work area El Export

Folder Reporting files

il All reports Mame & | Modified | Status | Owner | Prio...| Auta.. | Type
Predefined reports [RO] W' 01_Agent Break Time [RO] 08/05/2006 0%  System 5 No  Public

il 01_Agent reports [RO] " 02_Agent presence [RO] 22/06/2006 0%  System 5 Ne  Public

! 02_AG reports [RO] 1°03_Agent events [RC] 22/06/2006 0%  System 5 No  Public

% 03_System reports [RO] ul*D4_Agent overview [RO] 22/06/2006 0%  System 5 No Fublic

% 05_Topic reports [RO] 11" 05_Agent infout [RO] 22/06/2006 0%  System 5 No  Public

----- - 06_Workforce_Management [RO] w06 Agent AG [RO] 22/06/2006 0% System 5 No Public

I ul Agent Groups Sales 16/04/2014 50%  System 5 No Public

e g o Y o e M A iy I ANy ot sttt v g g

8. The default format for the report is displayed.
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Inspector - Agent Groups Sales
g Save ® Cancel | o: Basic data | File wview E‘ Full screen Iﬂ‘ Wark area
MName 1 Agent Groups Sales
Elements Date created : 16/04/2014 17:00:34
=| Basic data Editor  Systemn

Qﬂ Logo Period 1 17/05/2006 23:00 - 18/05/2006 23:00
=] Label
Table
Pie chart
& 3D pie chart
Line graph
E Bar chart
----- == Dividing line

tothConw=-RC per Topic
Date Agent  Topicl  Topic?  Topicd  Topicd

totTConw=-RC per Topic

Date Agent  Topict Topic2 Topic3 Topic4

L

L
i
L

'l

4

tothl 20 per Topic 4
Date Agent  Topici Topic2 Topic3 Topicd k
i

- g '“M.“-"‘-w\rﬂ‘“'\narﬂ. s, r.‘*‘ﬁ#mmm.ﬂﬁ-m _apentlin ) i J

9. To use the report in its current format, right click on each table and the
following pop appears, click on Properties to configure as required.

Properties...
Delete

10. Settings: contains the default name and type of report e.g. Agent. The
priority level can be changed from the default setting of 5.
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Settings [

[ output |

| Agent |

Private
Public

Agent

Priority:

5 -

Reparting name:

Select the type of reporting:

Agent Groups Sales

Do you wantthe reporting to be accessible by vou
exclusively ar by all users in the system?

I

QK

) (o ]

11.Period: The reporting date and time period can be defined. It is possible to

use the settings from the basic data. Alternatively, manual configure the
reporting time period. For example 23:00 1% April 2014 — 23:00 16" April

2014.

[ﬁ Period | Il

[] Use settings from basic data

| Agent |

- Start - End
{ April 2014 ' { April 2014 '
- -
Von Tue Wed Thu Fri Sat Sun Von Tue Wed Thu Fri  Sat Sun
3l 2 3 4 5 6 a1 1 2 3 4 5 6
7 8§ 9 10 11 12 13 7 8 9 10 11 12 13
M 15 16 17 18 19 20N 1 15 17 18 19 20
2 2 23 M4 25 26 27 2 2 3 M4 3 26 27
2% 29 330 1 2 3 4 2% 29 330 1 2 3 4
5 6 7 & 9 10 11 5 6 7 & 9 10 11
Set Date Range for reporting
and Inclusive times
- Restrict to
Days: Mon“Tue“Wed“Thu“ Fri ][}ut/][}tm"]
Time Periods & New Entry X Delete
Beginning | End | Duration |
08:30 12:30 04 h 00 Min
13:30 17:30 04 h 00 Min
Selective Reporting Times and Days of the Week as
per the above Date Range
I QK ]I Cancel ]

12.Output: Defines how the report will display the reporting data:

o Resolution of Time Axis - options for time include, Months, Weeks,
Days, Total and User Defined

IP Office Contact Center Reporting

10 2014

131



IP Office Contact Center Reporting

o Table View - offers the option to break down the data dependent on
the type of option chosen:

= Agent grouped by each agents activity

= Time grouped by dates.

= Technical Total - Mathematical calculations adding together all
details, so if a call covered two time periods in a report it would
be counted twice.

= Logical Total — The calculation considers whether the call
covered more than one period. For example, if a conversation
takes place over two time periods, in the logical total the
number of conversations are counted as 1

Cutput [ " ]
- Resolution of time axis—— | |- Table wiew

(1 Manth . —
— anth= Broken down into: () Agent
(o) Weeks .
- 1 Time
() Days
() Total period [ ] Technical subtotal
() User-defined: [] Technical total

Hours minutes [] Logical subtotal

[ (a4 ” Cancel ]

13.Counters: These are types of information that will be displayed within the
Table when the report is generated.

14.Available Counters window: displays the counter tabs and counter folders
containing counters available for this report, tabs available include; All,
Telephony, Email and Chat.

15.To modify current counters, select the Counter Tab, followed by the
Counter Folder. Then select the required counter and click on Add, no
requirement to change then leave as default

Note: The definitions for current system supported counters can be found in the following
Avaya Guide ‘IP Office Contact Center Statistics Counter: Compass ID: 163722’
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Properies

|

][ ] Counters [—]

e

Available counters

[ Tl [

rs

- Total of calls (incomin

- Total of incoming calls

- Total of incoming inte| =
- Total of incoming calls
- #Total of incoming 2
- *Total of incoming ca

- Total of incoming inte

- Total of incoming ext

- Total of incoming con

- Total of incoming con

- Total of Dialer calls

- Total of outgoing call:

- Total of outgoing inte =

3

Celete

Current counters

Counters

#Total number of incoming esl
#Total of incoming conversatic
£Total of established calls with

Current counters

Counters

Task

totNConv=-RC per Topic Tele
totTConv=-RC per Topic Tele
totNACW per Topic

Tele

Description

Counts all established callz that meet the following reguirements:
incoming, answered and assigned by call distribution. In the case of
consultation calls a maximum of two established calls is counted: the
first call between the two terminals and the second between the
original caller and the terminal to which the call is transferred. If the two
terminals do not contact each other (blind transfer), enly cne callis
counted. The counter is broken down into topics.

Change from Abbrev to Name
for a better understanding of
Current Counters, a description
iz also available

[ ok

][ Cancel ]

16. Additional information:

o # Symbol in front of a counter means a counter is broken down in to

Topics

o * Symbol in front of an extension means it is broken down in to Agent

Groups

Note: Neither symbol can be used for graphical representation.

17.Agent (Reporting type): The options displayed are dependent on the type
of report that was selected in the first instance. In this example, an agent
was selected therefore all the Agents and Agent groups are displayed

IP Office Contact Center Reporting
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Available elernents Current elernents
Agent [Agent] Administrator
[Agent] Alan

[Agent] Karen

Cawve
Scott \ [Agent] Supervisor

=- Rernove

[ Ok ][ Cancel ]

18.0nce all of the reporting settings have been defined, click the OK button.

19.Click the Save button.

A |P Office Contact Center

File Goto Help

Agent Porial

Inspector - Agent Groups Sales

Supervision Save @ Cancel | Basic data File view Full screen @ Work area

4 Marne » Bgent Groups Sales
_lements Date created : 08/05/2014 20:30:50
-=| Basic data Editar ! System ;
..... @ Logo Period ' 02/04/2014 23:00 - 17/04/2014 2

----- [Z| Label
% Table oo e s e S
Pis chart t:ﬂ‘-:;f_rutnv:.RC pelr];'tuéjlc ) )

@ _____ ) 3D pie chart ] il Topic1 Topic2

‘. Line graph Administrator  Week 1472014 0 Ei

@-ﬂrhﬁw ol Gl . e PR AER0 I o i a0 A

20.To view the Report in the Work Area, click the Work Area button.
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Marne  Agent Groups Sal
Date created @ 035052014 20:
Editar L System

Feriad L 02/04/2014

A Logo 100 - 17/04/2014 2

LG

(2| Label

% Table S e e

Pie chart totMCany=-RC per Topic
) 3D pie chart Agent Date Topict Topic2

Line graph Administrater  Week 142014 0 0
@-ﬂ'.—hﬂ&*" oAl . s e B AR 2D A o i i AP -

21.Click the Generate button.
A |P Office Contact Center
File Goto Help
Agent Portal

Reporting display: Agent Groups Sales
Supervisio File view , Edit E' Full screen «* Generate

@ Name: Agent Groups Sales
Date created: 05/23/2014 16:46
Owner: System
Period: 04/02/2014 15:00 to 04/17/2014 15:00

**hﬂ*‘m.u’h“wuﬂ"‘w-"

22.The Report will be generated and displayed. Dependent on the Reporting
period defined etc, the report can take up to a minute to display.

Karen (8003) ~
SIFTUEED File view ' Edit [7] Full screen v Generate
@ Name Agent Groups Sales
Date created: 05/23/2014 16:47
Qwner: System
Period: 04/02/2014 15:00 to 04/17/2014 15:00
[tetNConv<-RC per Topic [Tel] 05/23/2014 16:47
[@ lagent Date Topicl
- § 15/2014 R
|GeneratedAgent4 13/2014 -
14/2014 -
C’\ 15/2014 -
E [GeneratedAgents 13/2014 1
14/2014 T3
15/2014 2
— {Generatedagents 13/2014 —
= 14/2014 - |E
7Y 15/2014 -
lGeneratedAgent? 13/2014 -
14/2014 -
15/2014 -l
[totTConv<-RC per Topic [Tel] 05/23/2014 16:47
|Agent Date Topicl
15/2014 - n
[GeneratedAgents 13/2014 00:00:03
14/2014 00:01:02
15/2014 00:00:28 [
|GeneratedAgent6 13/2014 - i
14/2014 i
3503014
[totNACW per Topic [Tel] 05/23/2014 16147
|{Agent Date Topicl
[GeneratedAgent1 13/2014 - -
14/2014 ~
15/2014
|GeneratedAgenta 13/2014
14/2014
15/2014
[GeneratedAgent3 13/2014
14/2014 E
15/2014 T
|GeneratedAgents 13/2014
14/2014
15/2014
|GeneratedAgents 13/2014
14/2014 -
15/2014 B o
13/2014 -
14/2014 -
15/2014 - -
NPT LV R NPT S e S spee e PRSI SRS IR SRR P WIVERTE PSR S S
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Custom Reporting

There may be circumstances when a standard report does not provide the data set
required from the current data available, and even though standard reports can be
copied and edited to reflect the required data, it is also possible to create your own
report. The following provides details on how to create a custom report.

1. From the User Interface, select Go to and choose Reporting from the
menu.

A |P Office Contact Center

File Goto Realtime information Help

2 Telephony ation - File View

3 Reattime information Mew realtime information
4 Reporting
5 Agent Status Reportz

E Cortact Detail Reports
LT o s 9 Attt o o o g

2. Select either All reports or a Folder if created to store the reports (in the
example shown, a new folder has been created called New Reports).

3. In Folder window or Reporting Files Window, either right click and select
New and then either File (Private) or File (Public) from the options menu,
or click New Report icon in the tool bar.

A, [P Office Contact Center

File Goto Help

Agent Portal . . .
el Reporting - File View

Supervision

Falder (public)
Falder (private)

File: (puklic)
File (private)

Private ;
Refresh
T R U e a7
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4. The new report appears in the Reporting files panel to the right. Rename the
report before continuing.

Reporting - File View

B New folder . New repaort | f Edit m Delete | E Full screen @ Waork area El Export

i Al reports Mame & | Maodified | 3

.{lll New Reports ul| Calls to Topic 1| 09/05/2014 1?

BH Predefined reports [RO]
.. 01_Agent reports [RO]
.. 02_AG reports [RO]

“oa o 3, SAATITCRREROL . e B s o B Vs e gt i e

5. Select the new report and click Edit from the tool bar or right click and
select Edit from the options menu.

r

Reporting files

Mame & Modified | Status | Cner s

ul Calls to Topic 1 09/05/2014 100% Svstemt

Open 4
Generate
Export

Eclit

[ L4

Cut
Copy.
Paste
s A . b dntin M o s B . b

6. The Basic data dialogue box appears, relating to the properties of the new
report. Three tabs are also available, the first of which is Settings.

a. Settings: Provides the opportunity to change from Public to Private
or vice versa, select the type of reporting; i.e. Agent, Agent group,
etc. Set the Priority (Priority for report if two sheduled reports are to
run at same time default 5).
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Basic data

Settings

Reporting name: Calls to Topic L

Do you want the reporting to be accessible by you
exclusively or by all users in the system?

() Private
(1 Public

Select the type of reporting:

Agent

Agent group
Dialer
VR
PEXs
Skill combination
System
Team
Telephone

op
Trunk line

T LY T P L e R e e

b. The next tab is Period: This relates to the date and time period that
this report is to cover. Select a Start date and time from the calendar
(even though the time settings show a 24 hour period by default), and
repeat this for the End date and time. You can also restrict the report
to exclude days that are not covered, as in weekends, etc.
Automatic reporting allows for the creation of a report schedule,
where you will need to set a Start Date and Time, then define the
cycle for the scheduled report, i.e. Monthly or User defined — day(s)
and hour(s).

Basic data
| Period | |
- Start - End
i May 2014 [ i May 2014 [
Tod
Sat  Sun Vion Tue Wed Thu Fri Sat  Sun
2 29 30 3 4 28 29 30 4
10 11 5 6 7 11
17 18 12 13 14 18
24 25 19 20 21 25
31 1 26 21 28 1
7 8 2 3 4 8
0200 5 17:59 =
- Restrict to -] Autamatic reparting
Days: [Mon”Tue”Wed“Thu“ Fri ][}e(][}gﬁ’] Start date: Start time:
10/05/2014 00:00 :
Time Periods % New Entry ¥ Delete Cycle:
— . Monthly
Beginning | End | Duration | User-defined:
00:00 23:59 1 Day EI Day(s)
0:00 =+ Hour(s)
£ S S T, .'-‘-"‘\““—-arx_.-‘._,'ﬁ“4...‘_,\__..... PR e wre— W
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c. Output: This relates to the Resolution of time axis and also the
Table view. For the time axis, the available settings are:

e Months

e Weeks

e Days

e Total period

e User-defined: in Hours and minutes.
i. Options available for the Table view include:
e Topic
e Time
e Technical Total
e Logical Total

Basic data
Cutput
~ Resolution of time axis——— - Table view
() Months . :
‘_J Broken down into: () Topic
) Weeks P
(») Time
1 Days

(®) Total period
() User-defined: [] Technical total

Hours . minuteas

Logical total

L Ok l[ Cancel ]

Once the settings have been defined, click OK to close the Basic data screen.

7. There is a list of Elements that can be dragged into the Report Work Area.

A P Office Contact Center

File Goto Help

Agent Portal -
S Inspector - Calls to Topic 1

Supervision save (3 Cancel | Basic data

File view Full screen [al] Work area

Elements

| S l
r}

Bar chart

----- & 30 pie chart
1 g Line graph
- Diyiding line

e bl antie sttt pin e B, _getehatmiinn e Ny S W a
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8. Basic Data: The Basic data for the report can be added to the Work area,
which will detail the Name, creation date, Editor of the report and Time
period covered. To add the Basic data Element, click and drag the heading
to the desired position in the Work area.

A P Office Contact Center

File Goto ﬂelp

Agent Portal .
gentrona Inspector - Calls to Topic 1

Supervision g Save ® Cancel g: Basic data | File wiew E| Full screen |E| Wark area

SN lckandOraciuuuy

.
BE| 5asic data i 1
..... ) Date created @ 09/05/2014 16:44:04 :
_____ '* . {Editar 1 Systemn 1
B LW iPeriod i 01/05/2014 09:00 - 09/05/2014 17:59 |

% Pie chart

----- & 3D pie chart
Line graph
Bar chart
- Diyiding ling

e Y e N e P v R W RS S N SV \)—j

9. Logo: Follow the same procedure to add a corporate Logo or Image. Once
you drag the Logo heading to the Work area, you will be presented with the
Properties screen for the Image, allowing you to browse for a suitable
image or logo to use. Once selected, click OK to input the image.

A P Office Contact Center

File Goto Help

Agent Portal .
4 Inspector - Calls to Topic 1

1| Full screen [l Work area

o
,,,,,, . \Reflection jpa
Pie chart -

@ 3D pie chart \

: Calls to Topic 1
eated : 09/05/2014 15:57:29

S =), 3
..[# Line graph o E
Bar chart () [ Goaries » Pictures » =y | gidei. P
i..=== Dividing line - - -
Organze v [ZOpen v  Syncv  Sideshow  Print  » s~ 0@ :
¢ Favorites = Pictures library o ’
B Deskiop Includes: 2 locations
G| 3 oowniens
1 Recent Places ]
& vocal Disk (C) i | ‘ E
~i Libraries |
4] Documents New folder Snagit Shots Maenan Folly
\ & Music r —— _—— |
| o i, -, S I e :
il aghe . -t . il i Pictuses
B video: I
Reflection Sunset Kusadasi
/™ Computer -
J  Reflection tate: ® Aways available Tags Addatag
IPGFide  Date taken: 01/10/20121648
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10.Label: It is possible to add a Label (or Heading) to the report. The maximum
number of characters for the Label is 256. Click and drag the Lable heading
to the Work area, and right click to select and change the Properties of the
Label, which provides the ability to change the format of the text used.

A |P Office Contact Center

File Goto Help 0:00/ 1:15

Agent Portal .
il Inspector - Calls to Topic 1

Supervision [ save ® Cancel I o Basic data | [ File view []

Propetties...
WO Delete

}
Name : Calls to Tope 1
D)
E )
"

B loco
i % Pie cha

S
@ 3D pie cha’?"t

- Line graph
2 Bar chart

.= Dividing line

P{ | Presentation
[¢] Font

[Tlmes New Roman Greek

‘»D Background ‘

Color;

[ 0K ][ Cancel J

11.Simply click in the Label box to write in the text that you wish to use.

ITEL Training Topic| >

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,, i %

Marme 1 Calls to Topic 1 )

Date created : 09/05/2014 15:57:29 A
Editor 1 System

Period 1 01/05/2014 09:00 - 09052014 17:59 }

+

R v NPT W e S S ey . S S Y g g e ’}

12.Another Element to be added is Table. Click and drag the Table element
into the Work area.
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A |P Office Contact Center

File Goto Help 0:00/ 1:18

Agent Portal

1 Inspector - Calls to Topic 1
Supervision  |EEEEYSY © cancel | ;

| Full screen j\ Work area

ITEL Training Topic 1
Call Report

Basic data | [i=] File view |

=

1

Pie cl Name : Calls to Topic 1
@ 3D piegl sk, Date created : 09/05/2014 15:57:29
%«_ﬁ Line grabQ ’ Editor : System
{1.l| Bar chart '\ Period 1 01/05/2014 09:00 - 09/05/2014 17:59
=== Dividing line \\

/
k\»"\’“-"w-‘f’"“ y I

L ¥ T GRITSNY CNUpY 3 S v I SR NP S SV e ST T

13.Multiple tables can be added to a single report, each of which has a set of
properties to be configured, or the tables can be left to use Basic data. The
properties for the Table include:

a. Settings: This is where you can select the type of reporting for the
Table, for example Topic, Agent, etc. Also the option is available to
change the Priority, the default of which is 5.

b. Period: This is the Start and End date for the report period. By
default it will use the same setings as defined in the Basic data, but
can be defined to the individual Table. (These are the same options
as seen previously for the Basic data Properties.)

c. Output: Visual layout in relation to Axis and table view. These
options are again similar to the Basic data properties.

Properties

Use settings from basic data
- Fesolutig Properties

[

] Qutput [

Mo

Wed Output

Da D Use settings from basic data

Tot - Resolution of time axis———— - Table view
) Manth ) .

Use ‘jJ antns Broken down into: () Topic
) weeks P

f - (m Time

() Days

() Total period

() User-defined: [] Technical total

N PP — Hours . minutes

Logical total
e Y, ST e, et et A et il e
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d. Counters: The Counters relate to the data that is to be displayed in
the Table. The Available counters list shows a number of Counters
relating Calls, Agents, Queues, Announcments and more. Opening
each of the available titles then presents a further list of the Counters
relating to them.

In the example below, the Reporting from caller’s point of view
heading was selected, and then the Counter totNIncome. But you
will then see that the Counter is detailed in the Descripition,
assisting you to select which counters are to be used. The same
principle applies to E-mail and Chat counters. Select the Counter you
wish to use and click on the Add -> button to assign it to the Current
counters list.

[ " " ] Counters [—]

Available counters Current counters

Telephony Counters Task type

= -

p

- totNSuce

- tothSucc <N
- tothLost

- totMLost <N |
- CSF Add -=
- totNIncomel T
- totNSucd T

- totNSucd T<M
- totMLostlT

- tothLostL T <N
- CSFLT

m

Delete

4 I [ 2 4 WL I

Wigw

‘o
E 1

1 Marme

Description

(®) Abbrew,

Counts all first calls to the topic. Not counted are calls transferred by -
agents, calls distributed to the topic due to topic overflow, calls re-
assigned via call distribution or WU (Automatic Agent). Cals initiated via

an outbound dialer campaign or OUTCC-generated calls are not counted
either.

| ok [ cancal |

e. The Counters settings also allow you to View the Counters by Name
or by Abbreviation. The listed Current counters can also be arranged
in order, using the Up and Down buttons to move the selected
Current counter through the list.
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[ " " ] Counters

Available counters Current counters

Telzplisiy Counters
- il Total of incoming calls to topi 2
il Total of lost calls to a tnpic} Drowin
+ [Total of successful calls to topi|
: Total of calls
. £ Total of calls not answered by
i Total number of calls in the gu
<. Maximum waiting time in the g
4
N
- -
1‘. I 3 4 Inr F

Wiew
Counts all calls answered by an agent, an automatic agent (WU}, oran . ) Abbrev.
external destination. It can be determined with the Ul cenfiguration
under "Special settings”, when a connection with an external
destination is considered successful. Only initial connections are
sl o S N sl ot Tl e i gl el AT i e e g

f. Topic, Agent, Team, etc.: The last tab in the Table properties will be
dependant on the type of reporting that the Table is based upon.
Once the element has been added, click OK.

| Period | output | [ gere | | Perind | I [ Toric |

Current elements Available elernents Current elements

Tarie Topicl

I g |
Company Main Menu

Topic2 -ann

Topic3
Topicd DPD

TopicAA

Available elernents

A it
SEE = Dowin

Administrator
Alan
Bob

Properties

} Agent group I

Awvailable elernents Current elements

& it

Admin
Marketing

— [ Settings | Period | Output | [ |

Support

Warehouse Available elements Current elements B

J1 R LR |

IVR

-

R B WU P Ty S U SPY LE N N VS R
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14.Further Elements can be addded to the report, including Pie chart, 3D Pie
chart, Line graph and Bar chart. The procedure for adding these elements
follows a similar pattern to that of adding a Table.

a. Click and drag to the Work area, and a Properties dialogue screen
will be displayed. Configure the Settings, Period, Counters, etc.
and click OK to add the chart or graph to the report.

0:00/ 4:49

g Save ® Cancel ‘ g: Basic data | Filg]

[ [a] I.I::
Elements total 0 '
Basic data Log. to Doy

Reparting name: Calls to Topic 1

Do you wantthe reporting to be accessible by you
exclusively or by all users inthe system?

Private
Public

Select the type of reporting:

Priority:

b, i '\,'LMH"“-H-‘ Wy el

L TYE S r‘ “n el WY N WO SR Sy ey f’&’(ﬂt“::"'"w:wmf"&'"" S R ol b

I

15.When you are happy with the format of the report, click on the Save button
in the Tool bar to save the changes. The report will then be available to run
as with other reports.
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Automatic Reporting

Automatic reporting is calculated at the time specified by the user/ supervisor, with
the specified cycle and required output type.

For automatic reporting to take place the Avaya IP Office Contact Center
Statistic Scheduler service has been started on the IP Office Contact Center
server or another computer in the network.

£} Services [_ (O[]
Fle Action View Help

L ENEE =TT

£ Services (Localy €}, Services (Local)
IPOCC Statistic Scheduler Mame | eseription | status | startup Typs | 4|
GLIPOCC Rod Archie avaya IP Office Contact Center Archiver stated  Manual
Start the service (ELIPOCC Rod CommandEx...  Awaya IP OFfice Contact Center Command Executer (Far use with Scheduler in UM Archiving) Started Manual
(SLIPOCC Rod Reposery fwaya TP OFfice Contact Canter Reparting Server started  Manual
Description: avaya IP Office Contart Center Reporting Automation Server (for use with Scheduler in UM Archiv...  Started  Manual
Awvaya IP Office Contact Center Statistic . Awaya IP OFfice Contack Center Scheduler Started Manual
Scheduler Awaya TP Offics Contact Center Statistic Generator Ssrver Started  Manual
OCC Trace Server Avaya IP Office Contact Center Trace System Started Automnatic
LIPOCC UlSessionManager  fwaya TP Dffice Contack Center LlSessionManager Stop webcomponents Started  Manual
ELIPOCC UM ClientAdapter  Avaya IP Office Contact Center UM Clientadaptepescr [958 Started Manual
Awaya IP OFfice Contact Center UM Databas Resume Started  Manual
Avaya IP Office Contact Center UM LockMotifyAccess S oot Started  Manual
awaya IP Office Contack Center UM Service bo pull emalt ol Taske b Starked  Manoal
Avaya IP Office Contact Center UM Server — Started Manual
. Awaya IP Office Contact Center SMTP Connector Refresh Started  Manual
OCC UM TextTemplate... Avaya IP Office Contack Center UM TextBlockServer De: Properties Started Manual
OCC UM UmrConfigSer.,. Awaya IP Office Contact Center UM ConfigServer Desci ——————————— Started Manual
OCC UM UMRTaskserver  Avaya IP Office Contact Center UM Taskserver Descript Help Started Manual
OCC YEA Avaya IP Office Contact Center YWoice Extension Adapter Started Manual
OCC Watchdog Avaya IP OFfice Contact Center Watchdog supervises several applications Started Autornatic
sec Policy Agent Internet Protocol security {IPsec) supports network-level peer authentication, data origin authenti, .. Manual
R For Distribuked Tr... Coordinates transactions between the Distributed Transaction Coordinator (MSDTC) and the Kern... Manual
sLink-Layer Topology Disc,., Creates a Metwork Map, consisting of PC and device kopology (connectivity) information, and met.., Manual
Gk Microsoft (NET Framewo,.. Microsoft JMET Framework NGEM Manual
ChMicrosoft (NET Framewa... Microsoft .MET Framewark NGEM Manual
{EkMicrosoft Fibrs Channel ... Registers the platform with all svailstle Fibrs Channel Fabrics, and mainkains the registrations, Marual _
rls PP FLISET Tribinkon  Wlananoc Tokosnok ©ECT SECET o cinme fanmm e comnbox ko sormeko SCET bavook do ieoe 6 b Mr -l _"J

Extendsd 4 Standard /
[start service IPOCC Statistic Scheduler on Local Computer

1. Follow the standard procedure to create a report with the required settings
and elements.

2. Select the Basic Data button.

A

File Goto

Agent Portal

Supen File view Full screen IE‘ Work area

Mame : Topic DD report

Date created @ 13/05/2014 10:47:15

Editor 1 System

Period 1 01/04/2014 00:00 - 09/05/2014 23:59

|t o et o P A s st sl

3. Click the Period tab.
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- Start - End
i Apkil 2014 [ i May 2014 [
o o] (]
Won Tue Wed Fri  5at  Sun Vlon Tue Wed Thu Fri Sat Sun
31 1 2 3 4 5 6 28 29 30 1 2 3 4
7 8 g 10 1 12 13 5 6 7 g g 10 1
14 15 16 17 18 19 20 12 13 14 15 16 17 18
A 2 23 24 25 26 27 19 20 21 22 23 24 25
28 29 30 1 2 3 4 2 27 28 29 30 31 1
5 6 7 8 g 10 11 2 3 4 5 [ 7 8
00:00 = 2359 5
- Restrict to [ ] Autaratic reporting
Days: iMon“Tue“Wed]iThu“ Fri “ Sat"Sun] Start date: Start time:
Time Periods #+ Hew Entry ¥ Delete Cyole:
Monthly
Beginning | End | Duration | User-defined:
00:00 23:59 1 Day EI Day(s)
0:00 = Hour(s}
I QK ] I Cancel ]

4. Click the Automatic reporting check box.

[ ] Period [ ]
- Start - End
1 August 2014 ! 1 August 2014 !
- N =
vlon Tue Wed Thu Fri  Sat Sun vion Tue Wed Thu Fri Sat  Sun
28 29 30 21 1 2 3 28 29 30 31 1 2 3
4 5 6 7 g 9 10 4 5 4 7 g 9 10
1 12 13 14 15 16 17 1 12 13 14 15 16 17
1 19 20 21 322 23 24 18 19 20 21 22 23 24
25 26 27 28 29 30 3N 25 2% 27 23 29 30 A1
1 2 3 4 5 6 7 1 2 3 4 5 6 7
00:00 = Q =

Automatic reporting

- Restrict to
o ()G || s smeume
31/08/2014 = 08:00 =
Time Periods # New Entry X Delete Cycle:
- ; () Monthly

S | B | DUFEHER | (®) User-defined:
00:00 23:59 1 Day EI Day(s)

1:00 -5 Hour(s)

I QK ” Cancel ]
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5. Define the required date and period that the report will be produced.

- =tart

! August 2014 )

Wion Tue Wed Thu Fri Sat  Sun
28 29 30 3N 1 2 3
4 5 6 7 8 9 10
11 12 13 14 15 16 17
18 19 20 21 22 23 24

- End

! August 2014 )

wWlon Tue Wed Thu Fri Sat  Sun
28 29 30 31 1 2 3
4 5 6 7 8 9 10
1 12 13 14 15 16 17
13 19 20 21 22 23 24

35 % 27 ¥ 249 30 31 25 2/ 27 2@ 2 30 31
1 2 3 4 5 6 7 1 2 3 4 5 6 7
00:00 23159
- Restrict to - [+] Automatic reporting
Days: [ Mon ” Tue " Wed" Thu “ Fri “ Sat “ Sun ] Start date: Start time:
31/08/2014 + 08:00
Time Periods & New Entry ¥ Delete Cycls:
() Monthly
Beqginning | End | Ciuration | ) User-definad:
00:00 23:59 1 Day i EI Day(s)
1:00 5| Hour(s)
I Ok ][ Cancel ]

6. Click the Output tab.

Resolution of time axis

() Months
() weeks
() Days

(») Total period

o Wafpedafinade s . o g

IP Office Contact Center Reporting

Table view

-

Broken down into: _- Topic

(=) Time

. TRcRnicalll®™ . S di . st sin i as®
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7. Enter a name in the Export file field.

Basic data
Qutput

~ Resolution of tirme axis———— - Table view
(1 Maonth : ,
- mmens Broken down into: () Topic
) wWeeks o
] (w1 Time
(1 Days

(®) Tatal period
() User-defined: [] Technical total

Hours . minutes

[] Legical total
e

-~ Export _4./—

Export file Auto Rep 1 * |

[ Mame of export file with date and time

Excel rmacro Qutput medium L
L

P Y RS, L a LGB I8l POE [ JLRTE o oo

8. Select the required formats under Output medium

. Elxﬁ,o-&,----.,,.-_, T N o S ST S SR S o N SURRRT S
Export file Auto Rep 1 |
[] Mame of export file with date and time /
- Excel macro Qutput medium /

wene [ || Do Oesv @ O e
Macro name I:I Scheduler| H This PC I

|| additionally send as an Email.
Ta: | |

Subject: | |

SMTF server: rmail.abccornp.com

i oK ” Cancel ]

9. In the Scheduler field enter the name of the computer on which the
Reporting Scheduler process is running.
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. .-Exprl:lr'/t/ St e T e e e e T LAt T —
Export file Auto Rep 1
[] Mame of export file with date and time
~ Excel macro Qutput medium =
Macro file | | [] Exeel [] c3v FD RTF
Macro name | | scheduler {czc0251206 || This PC I

-[ ] Additionally send as an Email.

To: | |

Subject: |

SMTP server: rail .abccomp.com

[ (o] 4 ][ Cancel ]

10.To additionally send the report as an email, click the Additionally send as

Email check box.

e . iy
i VA LT

Expﬂ.ar—_'t"-' ¥ G ot v et T — ST o

Export file Auto Rep 1

[] MWare of expart file with date and time

Excel macro Qutput medium
Macro file | || | O] Excel [] csv PDF [ RIF
Macro name | | Scheduler |.:z.:|:|2512|:|5 || This PC I

~ |« | ddditionally send as an Email.

To: | |

Subject: |

SMTP server: rail.abccomp.com

(0] ][ Cancel ]

11.In the To field enter the email address to which the reports will be sent.

IP Office Contact Center Reporting

10 2014 150




IP Office Contact Center Reporting

e T el b B T e =2

[] Excel

. --;Elwl.ﬂmﬂ‘;;u____._.;hg;.__ﬂ

Macro file | |

] gsv PDF

=

[] RTF

B T A

£pmnt

Macro name | |

scheduler [c2c0251206

This PC

~[#] Additianally send as an Email.

t‘/

To: |I:Dh|@a|:uc.cn.uk

Subject: |

SMTP server:

rmail.abccomp.com

12.Enter a Subject for the reports.

e e T ST T S T e B T

| | [] Excel

Macro file

] gsv PDF

S,

=
- T

[] RTF

Macro name | |

scheduler [c2c0251206

This PC ]

~[#] Additianally send as an Email.

Ta:

|I:n:||:||@a|:|c.cn.uk e

|Autu:| Reports 1 F

Subject:

SMTP server:

rmail.abccomp.com

Note: The SMTP details will only be displayed if they have been configured under

Services > Special Settings.

Configuration  System B0 Windows  Help

Reporting Filters...

1

(#) Special settings (— )
[7] Al changing topic names

[7] &llows changing agert group names

Minimum team size:

Special Settings... Reporting from caller's paint of view
@'D eTupic . am | [E3]Cust Count connections with external destinations as successful
Telephone Settings...
Announcement Module, [ Fepitim e
PBX... } @ Interval reporting
Country Setting... b () Back office reporting
Queue Device...
T Fieporting/F ealtime Information
T g Time slat for redialing: 0:30 [hhimm)
CHAP Server... A Time slat for First Call Resolution (FCR): 300 ddhh
VEA..
Access Code Agents... Last/Current agent routing functionality
Access Code Topics... - @) System-wide
() Topic-specific
E-mail Settings...
, Send automatic reporting a3 E-mail to...
Chat server... '
Chat settings... SMTP server mail. abccomp. com
N L N S o T T S iy
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13.Click the OK button.

Cutput

- Resalution of time axis - Table wiew
(1 Manth . — .
BmEns Broken down into: ) Topic
() Weeks o
] (®) Time
() Days
(s) Total periad
() User-defined: [] Technical total
Hours minutes
[] Logical total
~ Export
Export file Auto Rep 1
[] Mame of export file with date and time
~ Excel macro Cutput medium
wewotte [ || O e Oesv Blor O
Macro name |:| Scheduler [c2c0251206 |i This PC l
- [«#] Additionally send as an Email.
To: |b0b|@abc.co.uk |
Subject: |Auto Reports 1 N |
SMTP server: rnail.abccomp.com

0K ]i Cancel ]

14.The reporting will be generated automatically at the specified time.

Automatic reporting are

located in C:\Documents and Settings\All

Users\Application Data\reporting data
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Agent Status Reporting

This reporting feature provides agents who have the required privilege and
authorization, the facility to view a summary of agent activity data relating to:

The Agent’s name.

The Time Stamp relating to when the activity occurred.

When an agent logged in or out of their assigned groups.

Whether the agent is currently signed in or off.

Whether they are in break time.

Whether they are in Wrap up time without an active call.

Additional Information, for example relating to the IP Office Contact Center
extension the agent utilized during this Time Stamp period.

8. The Task Type, for example Voice.

NoUkRWNE

Karen (8003)

Agent Port
Agent Status Reports
5 n
@ Start  [13 May 2014 §::]
g Stop 13 May 2014 §::]
Agent  [all v
Activity [all ~
(da)
p-
2 Search
L Create Excel
?A Page [2 /5 9o te (& ss= 3 Create CSV
e N N @ O
o Agent name Time stamp Login/logout Sign on/sign off Break Time Wrap Up without call Additional info Task Type
Karen 5/13/14 6:13:03 PM Sign off Sales
Ka 5/13/14 6:13:03PM  Logout
Ka /13/14 6:13:23 PM  Login 2003
Ka /14 6:13:23 PM Sign on Sales
Supervisor | 5/13/14 12:31:42 AM Sign off Admin y
Supervisor | 5/13/14 12:31:42 AM  Logout Voice
Supervisor Login 3001 Voice
Supervisor Sign on Admin Voice
Supervisor Sign off Admin Voice
Supervisor Logout Voice
Supervisor Login 3001 Voice
Supervisor Sign on Admin Voice
Supervisor Sign off Admin Voice
Supervisor Logout Voice
Supervisor Login 3001 Voice

The use this report, a user requires the Agent Status Report privilege. To assign
this privilege from an administrative account:

1. Select Go to followed by Configuration.

A IP Office Contact Center

File Goto Help
1 Home
2 Telephony
3 Realtime information New report | [ S
4 Reporting
5 Agent Status Reports
6 Contact Detail Reports
7 Error List

& Configuration
9 Ul config
10 Task Flow Ecitor

11 IWR-Eclitar

12 Disler
13 E-Mail configuration
14 Texthlock admin

15 Address book admin
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2. Click the Agent tab, select the required agent and then click the Edit button.

A P office Contact Center

402/ 0:00 H Administrator ()~

B corfiguration System Service Windows Help

View: | <on- |
@ Countty F Queue device | 6= Telephane | @5 Telephane group | e Chat server i Chat seript

|
@ | @t |Beongow [ Fogen [Qroie | §DTen | Eowoner | 7 Ewemalcestnsion | @werkslsce | 3 amourcemert | [Bamourcmentseipt | PR | B Break Tirecode | 3GPEX | 2ECHARsener | 2@VEA |

[[Name T [Tel [E-mail [ chat [ tiurmber [[Pext [ E-mal address

Supervisor X PEXServer
x FBXServer Creale..
X PEXServer L‘
X PEXServer Delete
bl PEXServer
® PBxServer

Y e o e I I e P s S NN S SO Sy

3. Click the Privileges button.

4 [Agent] Karen - Edit [ |
General | £ Telephony |

Task |
Systemn name: o =S Pazzword... | Cancel
¥ Telephary
Lagin name: I~ E-mail Znd password...l
[~ Chat -
. ) Wariables... |
Autom. sign on through Windows user account

Skils... |
Username: I
Ayailability... |
D omain/computer: I j wallaDility

Alias: I

Language: I <Syztem language: j

Last name: lKaren— Title———
First name: l— © s,
M. {
Employee [D: l—
Cost center: l—
Privileges..

Predefined prafile: |<None> -
1ECEEE PGS J Authorization... |
Address book IStandard VI

4. Select the Others tab and ensure that the Task Reporting Agent Status
Reports privilege is checked. Click the OK button.

{:) Agent privileges

Fir I Ui E-b4 ail I Configuration il spiah i I

Reporting | Realtime Information I Tazk Flow Editor Others

Cancel

-
-

¥ Dialer W | ¥ MR-Editor i
W ddress book adrmin I
T azk reparting
v gent Statuz Feports Jv v Start/stop reparts v
¥ Cantact Detail Reports v

A A Al ol R M A B ol S i, P
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5. Click the OK button.

4 [Agent] Karen - Edit

General | ﬁ Telephory I

System name: IKaren

Lagin name: IKaren

Automn. zign an through 'windows user account

T azk typez
v Telephony
[~ E-mail

[ Chat

Paszword. ..

Znd| passwar

J

Yariahles...

Ok

Cancel |

|lzername: I

- .wumw.xlrx.vaah, '—A#i“dﬁ'—

Skills...

Ay ailability. .

t

The configured agent can now access the Agent Status Report.

6. Click the Go to link followed by Reporting.

A P Office Contact Center

2 Telephony
2 Realtime information
4 Reporting
Agent Status
Cortact Detail R
Error List
Configuration
9 Ul config

10 Task Flow Editor

11 I"R-Editor

12 Cialer

13 E-Mail configurstion
14 Texthlock admin

15 Address book admin

o |~ [T |
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7. Click the Agent Status Reports icon in the Task Bar.

IP Office Contact Center

Filter settings:

Start Tuesday, May 13, 2014

Stop Tuesday, May 13, 2014

Agent all -

=l

Activity I Login/logout

Search

<
3

Page |1 /2 GOiD |« =< == =| ’
I S SR S S

8. The Agent Status Reports interface is displayed.

4:09/7 0:00
gent Portal -
Agent Status Reports
S on
Filter settings: K
|E| Agent with Agent Status
Start  [13 May 2014 | .
Reports privilege
Stop  [13 May 2014 iz
Agent |all
Activity
2 X Search
Ch
Create Excel
A Page [5 go to |« << >> > Create CSV
Agent name Time stamp Login/logout Sign on/sign off Break Time Wrap Up without call Additional info Task Type
Karen 5/13/14 6:13:03 PM Sign off Sales Voice
Karen 5/13/14 6:13:03 PM | Logout Voice
Karen 5/13/14 6:13:23 PM | Login 8003 Voice
Karen 5/13/14 6:13:23 PM Sign on Sales Voice
Supervisor 5/ Sign off Admin Vaoice
Supervisor | 5/ Logout Voice
Supervisor 3/ Login 8001 Voice
Supervisor |5/ Sign an Admin Voice
Supervisor 5/ Sign off Admin Voice
Supervisor 5/ Logout Vaoice
Supervisor | 5/ Login 8001 Voice
Supervisor 3/ Sign on Admin Voice
Supervisor | 5/ 9:11 PM Sign off Admin Voice
Supervisor | 5/13 9:11 PM | Logout Voice
Supervisor 5/13/14 5:40:04 PM | Login 8001 Vaoice
Administration i
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Report Filter Settings

9. The period of time to which the report will apply, can be defined by selecting
the Start button and selecting the reporting start date.

A |F Office Contact Center

File Goto Help

Agent Portal |
Supervision
@ Filter settings: @‘/

Start |13 May 2014 |

Stop 13 May 2014 Ma v
Agent IKaren ~ IEU‘M i \
Activity Ia” ﬂ Sun| Mon Tue Wed Thu Fri Sat
i 2 3
Search 4 5 6 7 8 9 10
11 12 14 15 16 17
18 19 20 21 22 23 24
25 26 27 28 29 30 31
: p.
il madia 8. Sl A B ik NN bttt s sl Sl sl AN

10.The Start of the reporting period is displayed.

A |IP Office Contact Center
File Goto Help

Agent Portal

Supervision
Filter settings:

Start |03 May 2014

Stop |13 May 2014 |E

Agent |I{aren ﬂ

= Activity |all v

1{_‘

s § Search
g
—

¢}

o o A g . i A T oty et sl
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11.The end of the reporting period can also be selected by clicking the Stop
button and selecting the required date.

A, P Office Contact Center

File Goto ﬂelp

Agent Portal

Supernvision
Filter settings:

Start |08 May 2014 |@
Stop 13 May 2014 IE
Agent IKaren d May =

]
Activity |all | v| |2[J14:|v

Sun Mon Tue Wed Thu Fri Sat
Search 1 2 3
4 5 6 7 8 9 10
11 12 [13] 14 15 16 17
18 19 20 21 22 23 24
23 26 27 28 29 30 31

L WOUUIY P PR GOV ey

B0 Ll [Tl AT PR, i g petin g e A
12.The selected reporting period is displayed.

A |P Office Contact Center
File Goto Help

Agent Portal

Supervision
Filter settings:

Start

08 May 2014

[ul]

Stop 12 May 2014 1 | B f
Agent  |Karen [+
- Activity |[all [v]
1 Search
O et g o N oy T Sty
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13.The agent to which the reporting filters will be applied, can be selected by
clicking on the Agent drop down box and selecting the required agent.

A |P Office Contact Center

File Goto ﬂelp

Agent Portal

Supervision i
|E| Filter settings:
Start |08 May 2014 P |@
Q Stop 12 May 2014 -~ |@
Agent [N | _
Activity :i:lann'nmstratcr —-
Bob
Dave
Duck
Hank
Scott !
Supervisor
all o>

1 go to < =L = = )
-ige‘ﬁw ,-'—-LM'V‘ l.h__.-.—-."“ et -

| Note: Agents are only listed, where the user has authorization.

14.The Activity to which the reporting filter is applied, can be defined by clicking
the Activity drop down box and selecting the activity as required. All or
individual activates can be selected. In this example, all activities have been
selected.

Contact Cente
File Goto ﬂelp

Agent Portal

Supervision
Filter settings:

Start 03 May 2014 ,

Stop 12 May 2014 |@

)
Agent [oren o] / {
{
{

Activity [T~ |

Login/logout
Sign onfsign off
Break Time

Wrap Up without call

ndhath o P B st B i drnsmisadl
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15.0nce all filters have been defined, click the Search button and the filter is
applied and records displayed.

4:44] 0:00

Karen (8003) =~

Start  [08 May 2014 |7
Stop 12 May 2014 | B
Agent |Karen
Activity |all
o \
Create Excel
Page [L /3 |9 te |« << >> > Create CSV
Agent name  Time stamp Login/logout Sign on/sign off Break Time Wrap Up without call Additional info Task Type
Karen 5/8/14 12:43:02 AM Siagn off Sales Voice
Karen 5/8/14 12:43:02 AM  Logout Voice
Karen 5/8/14 3:32:27 PM  Login 8003 Voice
Karen 5/8/14 3:32:27 PM Sign an Sales Voice
Karen 5/8/14 6:09:51 PM Sign off Sales Voice
Karen 5/8/14 6:09:51 PM  Logout Voice
Karen 5/8/14 8:39:37 PM  Login 8003 Voice
Karen 5/8/14 9:39:37 PM Sign on Sales Voice
Karen Sign off Sales Voice
Karen Logout Voice
Karen Login 8003 Voice
Karen Sign on Sales Voice
Karen Sign off Sales Voice
Karen 5/8/14 11:26:04 PM Logout Voice
Karen 5/8/14 11:41:44 PM  Login 8003 Voice
Administration £

16.The user can scroll through the pages of the report by entering the required
page number in the Page field and clicking the go to button.

A P Office Contact Center
File Goto Help

Agent Fortal

Supervision

Filter settings:

Start |08 May 2014 |E
Stop 12 May 2014 J::
Agent Karen

Activity [all

/

Page g,@ TEE | =< == =|

Search

Shang, Ain, A ikt e s By,
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17.They can also click the arrow buttons to move through the pages of the
report.

File Goto Help

Agent Portal

Supervision

Filter settings:

Start |08 May 2014 |E

Stop 12 May 2014 |@

Agent |Karen

Activity [all

Search

Shan M A il e s Sin,

Page |2 /3 N |€ =< == =|

|

Exporting Report Data

The filtered report data can be exported in an Excel or CSV format.

er

Karen (8003) ~

Agent Portl Agent Status Reports

Supervision
Filter settings:

Start |08 May 2014 I
Stop  [12 May 2014 I
Agent |Karen
Activity |all I~]

Search

Create Excel

page2_ |3 |92t < cc e > Create CSV

Records:

1. To export the report in Excel, filter the report as detailed previously and then
click the Create Excel button.

Karen (8003)

Agent Status Reports

Start |08 May 2014 |8

Stop 12 May 2014 | ]
Agent [karen ~
Activity |all
Search
\reate —
page[2__ /3|92t < << > Create CSV

Records:
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2. Click the Save button and save the file to the required location.

File Download [

Do you want to open or save this file?

Mame: AR-20140513-1624 xIs

Type: Microsoft Excel 97-2003 Worksheet

From: training

|| | Open || Sawe Cancel |

harm your computer. f you do not trust the source, do not open or

l@ While files from the Intemet can be useful, some files can potentially
sawe this file. What's the sk ?

3. The report is created.

Home Insert Page Layout Faormulas Data Review View Add-Ins
= & cu Arial 10 - A A = % B =¢ Wrap Text General - ﬂ] ﬁ Bad
= 53 Copy - =
Pajte J’Format Painter B I U- — M A N @Merge & Center @ % SR (:68 _;9_8 Fc:r:ndaig;ngalv asF?r:EIaet' I Explanatory ...
Clipboard [F] Font [F] Alignment ] Mumber F] S
P12 ML 5| |
A B = D E F G H J K L
1 Start 5/8/14 7:00:00 AM
2 Stop 512114 7:00:00 AM
3 Agent Karen
4 Activity all
£
5 4
T Karen 5/8/14 12:43:02 AM Sign off Sales Voice
8 Karen 5/6/14 12:43:02 AM  Logout Voice
9 |Karen 5814 3:32:27 PW Login "B003 WVoice
10 Karen 51814 3:32:27 PM Sign on Sales Woice
11 Karen 5/8/14 6:09:51 PM Sign off Sales Woice
EKaren 5/8/14 6:08:51 PM Logout Voice
13 Karen 5/8/14 9:39:37 PM Login 5003 Woice
14 Karen 5/8/14 9:39:37 PM Sign on Sales Woice
15 Karen 5814 11:23:50 PM Sign off Sales Woice
16 Karen 5/8M14 11:23:50 PM Logout Woice
17 Karen 5/8M14 11:24:14 PM Login 3003 Voice
18 Karen 5/8/14 11:24:14 PM Sign on Sales Voice
19 Karen 5/8/14 11:26:04 PM Sign off Sales Voice
20 Karen 5/6/14 11:26:04 PM  Logout Voice
21 Karen 5/8M14 11:41:44 PM Login "B003 WVoice
22 Karen 5814 11:41:44 PM Sign on Sales Woice
23 Karen 5/9/14 12:03:20 AM Sign off Sales Woice
24 Karen 59114 12:03:20 AM  Logout Woice
25

KECT.*-WWZWM“’M" e AR N M ‘nq-”u?iiw-i e T
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4. Repeat this process to export the report in CSV format.

5:337 0:00 Karen (8003) ~

Agent Porta

Agent Status Reports

Supervision

Start |08 May 2014 | B

Stop  [12 May 2014 | B [ Fite Downtoad e |

Agent  |Karen

~] i 2
Activity [all De you want to open or save this file?

E Mame: AR-20140513-1647 zip
Search
Type: zip Archive
From: training

[ Open ] [ — [ e ] Create Excel

Page2  |/3|90'° PR Create CSV
I@ ‘While files from the Intemet can be useful, some files can potentially
. hamm your computer. If you do not trust the source, do not open or
LEEITE | save this file. What's the risk?
Agent name Time stamp Login/logout Sign on/sign of —— = — —
Karen 5/8/14 11:41:44 PM Sign on Sales Voice ’
st b i g e i A B At A sttt g A sl Y AN Byt |

5. The report is created and contained within a zipped folder.

6. Once extracted the file can be opened.

InutiJ EdwardJones\De @H—ZUMDSB—IGH. i -
Wiwalnut\Users\Edwal WDes Ziph

File Edit WView Favorntes Tools Help

g == 7 o w ¥ i

Add  Extract Test Copy Move Delete Info

? (@& vwwalnut\Users\Edward)ones\ Deskto pWAR-20140513-1647 ziph

A B C D E F G H 13
1 Start 05/08/2014 07:00 2
2 |stop 05/12/2014 07:00 3
3 Agent Karen
4 |Activity all
=
6 Agentname Time stamp Login/logt Sign on/si Break Tim Wrap Up v Additiona Task Type
7 |Karen 05/08/2014 00:43 Sign off Sales Voice
8 Karen 05/08/2014 00:43 Logout Voice
9 Karen 05/08/2014 15:32 Login 8003 Voice
10 Karen 05/08/2014 15:32 Sign on Sales Voice
11 Karen 05/08/2014 18:09 Sign off Sales Voice
12 Karen 05/08/2014 18:09 Logout Voice
13 Karen 05/08/2014 21:39 Login 8003 Voice
14 Karen 05/08/2014 21:39 Sign on Sales Voice
15 Karen 05/08/2014 23:23 Sign off Sales Voice
Ragpite.. . aetonngdan i aad doaast | Al e e g s g g iaiie
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Contact Details Reporting

The Contact Details Report provides detailed information regarding every call, chat
or email the agent has been presented within a defined period. This report
provides a breakdown of caller details, the topics that have been dialed, the length
of the call, the agents who handled the call etc.

To use this report, a user requires the Contact Detail Report privilege.

£} Agent privileges

Agent | ]l | E-tdail | Configuration Mzt
Reparting I Realtime |nfarmation | T azk Flow Editor Others
Cancel

P P
I Dialer W | ¥ IVR-Edior v
v &ddress book admin v
= Task reporting
¥ Agent Statuz Feports v ¥ Start/stop reports v
v Cortact Detail Reports v

e e A o - ik it s o P At A gh. f -

Please refer to the Agent Status Report section for details relating to assigning
privileges to an agent.

1. To access the report, click the Contact Detail Reports icon from the Task
Bar.
A |POffice Contact Center
File Goto Help

Agent Fortal

Connection’s details

Connection's details '
Details Time stamp CallerfSender Caller/Se

Q 5713014 12:27:20 AM 01244670211

4 | m
“ b, P sttt gqn—-\m,g-t"*--w..}i
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2. The Contact Detail Report interface is displayed.

Contact Detail Reports

e
=
2 7
&
3
2
a
8

b':I:‘

hargeable time

R
LPPOLLP §

Note: Only contacts that have arrived at topics for which the user has authorization
are displayed.

Report Filter Settings

3. The period of time to which the report will apply, can be defined by selecting
the Start button and selecting the reporting start date.

IP Office Contact Center

File Goto Help

Agent Portal

Supervision
Filter settings:

Start 04 May 2014 | B

|| « [May 7 .

|2U‘14 hd

Stop 15 May 2014

Topic IaII [~

sun Mon Tue Wed Thu Fri Sat
Task type all e 1 2 3

i

Caller/Sender 4 5 6 7 8 9 10 :
11 12 13 14 [15]|16 17

Selected addressg 18 19 20 21 29 23 04 3

25 26 27 28 29 30 31

Search

L ‘Aﬂ-"\—n_l gt A e at e AR s . g pnns, ol b -l

IP Office Contact Center Reporting 102014 165



IP Office Contact Center Reporting

4. The Start of the reporting period is displayed.

A P UMCe LONtact Lenter

File Goto Help

Agent Portal

Supervision
Start 04 May 2014 | B
Stop 13 May 2014 | B :
Topic |a||
Task type all

CallerfSender
Selected address

Search

BN LN e r-u--ﬂ"‘."“"""' L ’._r-‘“‘-u.

5. The end of the reporting period can also be selected by clicking the Stop
button and selecting the required date.

Agent Portal
Supervision
Filter settings:
start 04 May 2014 I
Stop 15 May 2014 I
Topic |a|| . IMEY »
Task type all |2UM.
o ] T W T 1=
Caller/Sender Sun [Mon Tue Wed Thu Fri Saff
12 3
Selected address 4 5 5 7 8 9 10 '
11 12 13 14 [15]16 17
Search 18 19 20 21 22 23 24
25 26 27 28 29 30 31
i, '
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6. The selected reporting period is displayed.

A |F Office Contact Center

File Goto Help

Agent Portal

Supervision

Filter settings:

Start [04 May 2014 |@
Stop 15 May 2014 Il |@
Topic IaII

Task type all

Caller/Sender

Selected address

Search

Mt Ao Mg M i e

7. The Topic to which the reporting filters will be applied, can be selected by
clicking on the Topic drop down box and selecting the required Topic.
A |P Office Contact Center
File Goto Help
Agent Portal
Supervision

Iﬂl Filter settings:

Start

Stop 15 May 2014 _~ |@
O _ &
Topic

Task type

04 May 2014

Caller/Sender

Selected address

Search

By rtatnn it M apen st s dafior i, e %\‘Mﬁ\_\’l—.#

| Note: Only Topics for which the user has authorization, are displayed.
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8. The Task Type to which the reporting filter is applied, can be defined by
clicking the Task Type drop down box and selecting Telephone, Email or
Chat. Please note that the options available for selection are determined by
the Task Types that the agent has been configured to perform. In the
example below, the agent has been configured for all three Task Types, but
only Telephone has been selected for this filter.

A |P Office Contact Center

File Goto Help

Agent Portal

Supervision

"

Start 04 May 2014 IE
Stop 15 May 2014 /_

/ L
Topic |T|:|::i|:l v
Task type [Telephone|k%

Caller/Sender

Selected address

ET
Tel ehune

Search

el e . M Holigp i, ekt bonn ol i, J‘*

9. The Call/Sender to which the reporting filter is applied, can be defined by
entering the customer’s Telephone number in the Call/Sender field.
A |IP Office Contact Center
File Goto Help

Agent Portal

Supervision
Filter settings:

Start 04 May 2014 | B

Stop 15 May 2014 | B
Topic |Tcpicl ﬂ

Task type ITEIEphan o

Caller/Sender 01z 12

|
Selected address
A | Search
¥ i Pttt A e P Gt i,
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10.By using a * as a placeholder, the number can be filtered to display all
numbers ending with specific digits. For example, to display all numbers that
end in 212, *212 would be entered.

A |P Dffice Contact Cente

File Goto Help

Agent Fortal

Supervision
Filter settings:

Start 04 May 2014 | BB
Stop 15 May 2014 |
Topic |T|:|::i|:].

Task type Telephone

Caller/Sender *212

Selected address |

Search

QT TG WL N ¥

-l . A ot B an it e o el P

11.The numbers or destination addresses for e-mail, can be viewed in the
report by entering these details in the Selected address field.

A P Office Contact Center

Filter settings: '
Start 04 May 2014 IE
Stop 15 May 2014 IE

»

File Goto Help

Agent Portal

Supervision

Topic |T|:|::i|:l
Task type ITE|E|:|‘|I3I'|E.

Caller/Sender *212 &-"
Selected address |

Search
ol i A AP B . e sl P «I"“*,’j
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12.0nce all filters have been defined, click the Search button.

A |P Office Contact Center

File Goto Help

Agent Portal

Supervision
Filter settings:

Start 04 May 2014
Stop 15 May 2014
Topic |T|:|::i|:].

Task type ITE|E|:|‘|CI'|E.
Caller/Sender *212
Selected address

FEE ‘\

13.The filter is applied and the records are displayed.

]
el
~L

1]

—d

wan A nptn Rttt s b AT, AN,

|
|

Contact Detail Reports

st s g ra Ml AN B i Mk A A g I A AP g R M At g N ., S ARl A AR b i, BN e M

IP Office Contact Center Reporting

10 2014 170




IP Office Contact Center Reporting

14.The user can scroll through the pages of the report by entering the required
page number in the Page field and clicking the go to button.

A, |P Office Contact Center

File Goto Help

Agent Portal

Supervision
|E| Filter settings:

Start 04 May 2014 | B
Stop 15 May 2014 |E
Topic ITcpicl

Selected address

Search

—

{ La

2 Task type all
. L Caller/Sender
N

E‘A

Page |2 f2 ga to |« == == =|

15.They can also click the arrow buttons to move through the pages of the
report.

A |P Office Contact Center
File Goto Help

Agent Portal

Supervision

@ Filter settings:

Start 04 May 2014 |

Stop 15 May 2014 |
E
— Topic |T|:|:i|:1

Task type all
-“P.‘

Caller/Sender

Selected address

»

Search

~4

E‘A
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Exporting Report Data

The filtered report data can be exported in an Excel or CSV format.

Karen (8003) ~

Contact Detail Reports

Filter settings:

Start 04 May 2014 ]
Stop 15 May 2014 [}
Topic Topict v

Task type Telephone[ v
Caller/Sender
Selected address

Search

page[2_ ;2| 9010 B

Create Excel
Create CSV

Details Time stamp Task type_Caller/Sender Selected address Original topic Connection status Number of customer records Number of customer connections Chargeable t
Y T Y. iy S U s ot W SR B b T P AR P

Records:

1. To export the report in Excel, filter the report as detailed previously and then
click the Create Excel button.

Karen (8003) ~

Contact Detail Reports

Start 04 May 2014 i ]
Stop 15 May 2014 i ]
Topic Topicl v

Task type Telephone| v
Caller/Sender
Selected address

Search \
Create Excel

Create CSV

page 2 ;2| 90t < <<>> =

Records:

Details Time stamp
- 3

R Lt N I e N ety

Task type_cCaller/Sender Selected address Original topic Connection status Number of customer records Number of customer connections Chargeable t

2. Click the Save button and save the file to the required location.

Hie Deownload [

Do you want to open or save this file?

] Name: CR-20140515-1056.xls
| u]

Type: Microsoft Excel 97-2003 Worksheet

From: training

Cpen ] [ Save Cancel J

harm your computer. f you do not trust the source, do not open or

|@ While files from the Intemet can be useful, some files can potentialby
L
= save this file. What s the rgk?
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3. The report is created.

‘CR-20140515-1056 [Compatibilty Mode]

Home | Insert  Pagelayout  Formulas  Data  Review  View  Ad £
BRI Genert - sad Good Neutral B I
Parte oy ormat vinter | [B) £ U EMerge & center - &3~ % 7 | 4B Condional Format EET= otonatory .. Note | [atio= e e so 2 e
Cipposra 8 Font 5 Alignment 3 Number 8 ceis diting
AL - £ | start ~
B c D E F G Gl i 1 K L = |
1 [Start T574114 7:00:00 Al =
2 Stop '5/15/14 7:00:00 AM
3 Topic Topict
4 Tasktype all
5 Caller/Sender
6 Selected address
7
8
9 §/6/14 60456 PM  Telephone 001 001 Topict ‘AbandenedAlerting 1 0 9 3
10 §/6/14 6:14:03PM  Telephone 001 7001 Topict AbandenedAlerting 1 0 6 2
11 §/6/14 9.35.08PM  Telephone 001 7001 Topict AbandenedAlerting 1 0 4 "9
12 5/6/14 9.35:48PM Telephone 001 7001 Topict AbandenedAlerting 1 0 15 20)
13 5/6/14 111050 PM  Telephone 004 7001 Topict AbandenedQueuedAnnounce 1 0 5
14 5/6/14 111204 PM_ Telephone 004 7001 Topict AbandenedQueuedAnnounce 1 0 Gl
15 §/6/14 11:1313PM  Telephone 004 7001 Topict ConnectedQueuedAnnounce 1 0 9 B
16 5/7/14 123253 AM  Telephone 12 21 700 Topict AbandenedQueued 1 0 0 ] ]
17 5/9/14 14248 A Telephone 50 7001 Topict AbandenedAlerting 1 0 0 0 0 gl
18 5/9/14 144.24 M Telephone 50 7001 Topict AbandenedAlerting 1 0 0 72 k] 2
19 59/14 11:2234 PM_ Telephone 79 95 7001 Topict ConnectedDirect 1 1 0 0 3
20 5/9/14 11:2317PM  Telephone 79 98 7001 Topict ConnectedDirect 1 1 0 13 4 3
21 5/10/14 1.0024 M Telephone 2 212 700 Topict AbandenedAlerting 1 0 "8 20
22 §/10/14 1.01.01AM  Telephone 12 212 700 Topict AbandenedQueuedAnnounce 1 <3 42
23 5/10/14 1.0129AM  Telephone 79 e 7001 Topict AbandenedQueuedAnnounce 1 % 2
24 5/12/14 621.07PM  Telephone 2 211 7001 Topict AbandenedQueuedAnnounce 1 19 25/
25 5/12/14 62200 PM  Telephone 2 211 7001 Topict AbandenedQueuedAnnounce 1 B i
26 5/12/14 62227 PM  Telephone 2 211 7001 Topict AbandenedQueuedAnnounce 1 il 17,
27 5/12/14 62314 PM  Telephone 2 211 7001 Topict AbandenedQueuedAnnounce 1 a7 52
20 5/12/14 62415 PM  Telephone 2 702 7001 Topict AbandenedQueuedAnnounce 1 8 54|
29 5/12/14 62537 PM  Telephone 77 e85 7001 Topict AbandenedQueuedAnnounce 1 1 7]
30 §/12/14 62544 PM  Telephone 2 211 7001 Topict AbandenedQueuedAnnounce 1 i K5
31 §/12/14 6:25.03PM  Telephone 2 211 7001 Topict AbandenedQueuedAnnounce 1 7 77
32 §/12/14 6.2542PM  Telephone 77 e85 7001 Topict AbandenedQueuedAnnounce 1 29 36
33 §/12/14 11.06.06 PM _ Telephone 14120 7001 Topict AbandenedAlerting 1 0 8 30,
34 §/13/14 1227.20 AW Telephone 2 211 7001 Topict AbandenedAlerting 1 ] 3 3
35 5/13/14 12:28:17 AM_ Telephone 2 211 7001 Topict AbandenedAlerting 1 ] % 4
36 5/13/14 12:28:37 AV Telephone 2 211 7001 Topict AbandenedAlerting 1 ] % 7
37 §/13/14 1229:35 AM_ Telephone 2 211 7001 Topict AbandenedAlerting 1 0 7 )
39
40

4. Repeat the process to export the report in CSV format.

Agent Portal - 7
= Contact Detail Reports
Su on
=
Start [04 May 2014 |
Stop [15 May 2014 |
Topic Topicl Tv]
Task type Telephone| v|

-9 caller/Sender | |
e
Selected address [ | File Download =)

Search Do you want to open or save this file?

@ Name: CR-20140515-1100.zip
A Type: zip Archive

From: training

Create Excel

Create CSV

2|99 < cex> 3

Page

Records: |

open | [ Sawe | [ Cancal |

Details Time stamp Task type Caller/Sender Selected address Original topic While files from the Intemet can be ussful. soms files can potertialy |l of customer connections Chargeable tim
harm your computer. If you do not trust the source:, do not open or
Q  s/6/14 Telephone 8001 7001 Topicl save this file. What s the nsk? 0
QA s/e/14 Telephone 8001 7001 Topicl L 0
Q| 5/6/14 Telephone 8001 7001 Topict AbandonedAlerting 1 0 0
Q@ s/e/14 Telephone 8001 7001 Topicl AbandenedAlerting 1 0 0
Q,  5/6/14 11:10:50 PM Telephone 8004 7001 Topict AbandonedQueuedAnnounce | 1 0 0
SPEPA D R TR RSP SLSPREPER Y YRS ER N W e G R USRS e S

5. The report is created and contained within a zipped folder.
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Z]

201405

6. Once extracted the file can be opened.

File Edit View Favorites Tools Help

d o= v o o= X i

Add Extract Test Copy Move Delete Info

MName Size Packed Size Modified Creat

@:CR sy

Iﬁ | @ Wwalnuth Users\Edward)onesh Desktop'\ CR-20140515-1100.zip\, i

4009 794 2014-05-1511:00

A — T

vome | et Pgelmow  fomus  Data  Review  Wew  Adsin =@ 1

u:] B ot oo AN == ® Sweete Genrl . jil:a g [womal | Bad Good —— T T [ | E tosen- 7{ a }
— Zacomy ) N . . B @ru- -

Pt promatpang B L U Ec B A EER FE Eueceacoe- 8-y o (34 Condbon) il check cen  JERRE cell Note T et Dete fomat | T Sots feaa p

Clipbaara = fen g siignment : Humber = ceir Eating
Nap -& 13
. 0 < o € v a W 1 3 . M [ ] o 0 a R 5 T U v w x ¥

1 start 05/04/2014 07:-00 4
2 stop $/15/14 7:00:00 AM
3 Topic Topicl
4 Tasktype all t
5 Caller/sender t
6 Selected address

7
& Time sump Task type. c Selected ¢ Original teConneti ac Customer Customer Customer Number. Total wra Di  cor Dialer con Voice mai Network overflow
S 05/06/201418:04 Telephone 801 7001 Topic  Abandone 1 [} ) s o 0 13 0 o 0 oves Mo No No No No 0
10 05/06/2014 18:14 Telephone 8001 7001 Topicl  Abandone 1 [ o 15 o [ 2 [ o [ 0 vYes No No No No No 0
11 05/06/2014 21:35 Telephone 8001 7001 Topici  Abandone 1 [] ) 1 o ] 13 0 o 0 Oves N No No No No 0
12 05/06/201a 21:35 Telephone 001 7001 Topict  Abandone 1 [ o 15 o o 0 o o o oves o No No No N o
13 05/06/2014 23:10 Telaphone 8004 7001 Topici  Abandone 1 [} ) [} o 0 15 0 o 0 oves Mo No No No No 0
14 05/06/2014 23:12 Telephone 3004 7001 Topicl  Abandone 1 [] o [ () [ 1n [ o [ 0 Yes No No No No No [
15 05/06/20123:13 Telephone 004 7001 Topiel  Comnecter 1 1 o [ 19 o 8 o o o oves N No No No No o
16 05/07/2014 00:32 Telephone 120 1 7001 Topict  Abandone 1 [ ) [} 3 0 s 0 o 0 oves Mo ves  No No No 0
17 05/03/2013 0042 Telephone @4 7001 Topict  Abandene f [ o 1 o o n o o o oves  mo No No No N o
18 05/03/2014 01:44 Telephone W4 7001 Topicl  Abandone 1 [ o 2 0 0 2 0 o 0 oves Mo No No No No 0
13 05/03/201423:22 Telephone 790 55 7001Topicl  Commecter 1 1 o 1 7 o 1 o o o Oves Mo Yes Mo No No o
|20 05/09/2014 23:23 Telephone 79 55 7001 Topicl  Connectes 1 1 o 13 14 o 13 o 0 o 0 Yes Nao Yes No No No o
i1 0s/10/201401:00 Telephone 16 12 7001 Topicl  Abandone 1 [ o 18 o ) 20 ) o 0 Oves  vss  Yes Mo No No 0
22 05/10/2014 01:01 Telephone 12 12 7001 Topicl  Abandone 1 [ 36 [ o [ a2 [ o 0 0 ves Yes Yes No No No 0
53 05/10/201401:01 Telephone 791 85 7001 Topicl Abandone 1 [] 6 [] o ] 12 ] o 0 O¥es  Yes  Yes N No No o
s os/12/2m4 18221 Telephone 12 1 7001 Topicl  Abandone f [] 1 [] o o S o o o oves  ves  ves  mo No N o
55 05/12/201418:22 Telephone 1% 1 7001 Topicd  Abandone 1 [ 8 [} 0 0 1 0 o 0 Oves  Yes  Yes Mo No No 0
|26 05/12/2014 18:22 Telephone 12 11 7001 Topicl  Abandone 1 [ a [l o [ a7 [ o [ 0 Yes Yes Yes. No No No [
127 05/12/2014 18:23 Telephone 12 11 7001 Topicl  Abandond 1 ° a7 ° o o 52 o 0 o 0 Yes Yes Yes Nao No No o
8 0s/12/201418:24 Telephone 16 w2 7001 Topict  Abandone 1 [ a5 [} o ) 54 [ o 0 Oves  vss  Yes Mo No No 0
23 05/12/2014 18:25 Telephone b i85 7001 Topicl  Abandone 1 [ a [ o [ a7 [ o 0 0 ves Yes Yes No No No 0
A AL it gt . e n ot g i n bty | g it S et [) R A Y15 il P et 1D At R i o P crias I 0, By
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Avaya Documentation
e http://support.avaya.com/

Avaya IP Office Contact Center Task Based Guides
e |P Office Contact Center Configuration Maps

IP Office Contact Center Installation

e |P Office Contact Center Telephony User Interface Configuration
e |P Office Contact Center Task Flow Editor -Telephony

e |P Office Contact Center Reporting

e [P Office Contact Center IVR Scenarios

e |P Office Contact Center Contact Recorder Configuration

e [P Office Contact Center Email & Chat Service

e |P Office Contact Center Maintenance

e |P Office Contact Center Dialler Configuration

Please note, only the IP Office Contact Center Task Based Guides listed above

are available from Avaya. Further IP Office Task Based Guide documentation as

listed below is available directly from ITEL. http://www.iteluk.com/

ITEL IP Office 9.0 Task Based Guides

Initial Installation

IP Office Configuration Maps

IP Office Hardware Installation

IP Office Initialisation

IP Office Manager

IP Office Voicemail Pro Initial Installation Guide

IP Office Small Community Networking

IP Office Customer Call Reporter Initial Installation Guide
IP Office Server Edition Configuration

IP Office Security Policies

©o NGO~ ®DNE

UCM

10. IP Office Unified Communications Module
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Core Telephony

11.
12.
13.
14.
15.
16.

IP Office Telephony and Call Routing

IP Office Short Codes Summary

IP Office Hunt Group Setup and Operation

IP Office Conferencing

IP Office IP Telephony Guide

IP Office Computer Telephony Integration — 1st Party

Users, Telephone & Softphone Configuration

17.
18.
19.

IP Office Configuring IP Office Phones and User Accounts
IP Office Call Handling
IP Office Configuring the IP Office Softphone

Auto Attendant & Voicemail

20.
21.
22.
23.

IP Office Embedded Voicemail (Intuity Mode) Flowchart
IP Office Auto-Attendant Setup and Operation

IP Office Embedded Voicemall

IP Office Embedded Voicemail Flowchart

Voicemail Pro

24.
25.

IP Office Voicemail Pro Summary Guide
IP Office Voicemail Pro — Voicemail User Guide

One X Portal & IP Office Applications

26.
27.
28.
29.
30.
31.

IP Office One X Portal Guide

IP Office One X Mobile Preferred Implementation
IP Office Plug-in for Microsoft® Outlook®

IP Office MS Lync Plugin

IP Office Avaya Flare

IP Office One X Mobile Essential

Customer Call Reporter — CCR

32.
33.

IP Office Customer Call Reporter Configuration Guide
IP Office Customer Call Reporter Wallboard Guide

Contact Store & Receptionist Console

34.
35.

IP Office Contact Store
IP Office Receptionist Console
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Maintenance

36. IP Office Backup and Restore
37. IP Office System Status Application
38. IP Office Upgrading from IP Office 8.1FP1 to 9.0
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