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Legal 

 
© 2014 Avaya Inc.  
All Rights Reserved. 

 
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 

http://support.avaya.com/
http://support.avaya.com/LicenseInfo
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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/LicenseInfo/ 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. 

http://support.avaya.com/LicenseInfo/
http://support.avaya.com/Copyright
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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. 

 
 
 
 
 
 
 
 
 
 
 
 

http://support.avaya.com/
http://support.avaya.com/
http://support.avaya.com/
http://support.avaya.com/
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IP Office Contact Center Reporting 
 

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: 

 Create Realtime information files and sheets, modify their settings 

(Realtime). 

 Be able to create, modify and configure historical reports and schedule 

reports. 

 View and configure the Agent Status reports 

 View and configure the Contact Details reports 

 Create a shift plan 

 Create a Configuration Report 

Supervisor Requirements 

 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: 
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Agent Privileges – Reporting Tab 

 

 
 
Team Privileges 
  

 - The agent can access and use the Reporting module. 
 

 
 

 - 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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- The agent can create reports relating to Agent Groups. 
 

 - The agent can create reports relating to Agents. 
 

 - 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 GeneratedAgent1) is displayed. 

 - The agent can create reports relating to Teams. 
 

 - The agent can create Telephone reports. 
 

 - The agent can configure automatic reports. 
 

 - The agent can adjust the report period of predefined reports. 
 

 - Not supported with IP Office Contact Center. 
 

 - The agents can create reports relating to outbound ACD calls. i.e. 
Dialer Campaigns. 
 

 -  The agent can create reports relating to IVR. 
 

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

 - The agents can create system reports. 
 

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

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

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

 

 
 
Agent Privileges 
 

 - The agent can use the Call back function. 
 

 - The agent can delete calls from the call list. 
 

 - The agent can use the Pickup call function. 
 

 - The agent can use the Call Redirect function. 
 

 - 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 
 

 - The agent can use the Realtime Information module. 
 

 
 

 - The agent can use Remote Functions 
 

- 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. 
 

 
 



IP Office Contact Center Reporting   

IP Office Contact Center Reporting                                                                                10 2014    16 
   

 
 

 - Not supported with IP Office Contact Center. 
 

 - 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. 

 

 - The agent can configure system wide and individual real time 
information. 
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 - The agent can utilize the Silent Monitoring function in the 
telephone contact bar. 
 

 
 

 - The agent can use the Supervisor Emergency function. 
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 - Not Supported in IP Office Contact Center. 
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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. 
 

 System 
o Reporting Settings 
o Delete reporting Data 
o Realtime Information Default Values 

 Service 
o Reporting Filters 
o Special Settings 

 Agent Group 
o Reporting /Realtime Information settings 

 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. 
 

 
 

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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Reporting Settings - General  
 

 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. 

 

 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. 
 

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

 

 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 
 

 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. 

 

 
 

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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System Wide Report settings 
for all Topics can be configured 
in relation to statistical 
information:  
 

 Number of 
Conversations 
 

 Number of Unanswered 
Calls 
 

 OD (Outbound Dialer): 
Number of Calls ended 
by external party 

 

System Wide Report settings 
for all Agent Groups can be 
configured in relation to 
statistical information:  
 

 Number of 
Conversations 
 

 Number of Unanswered 
Calls 
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System Wide Report settings 
for all Agents can be configured 
in relation to statistical 
information: 

 

 Number of 
Conversations 
 

 Outbound Dialer: 
Number of Calls ended 
by external party 

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

 
 
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. 
 

 
 

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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2. The Delete Reporting Data dialogue box is presented. 
 

 
 

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

 

 
 

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

 

 
 

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

 
 

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

 

 
 

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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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. 

 

 
 

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

 

 
 

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

 

 
 

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

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

 
 

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. 
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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.  
 

 
 
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 
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Under Telephony, Email and Chat there are a number of multiple Filters 
and large amounts of Counters. 
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To configure Filters/Counters: 
 

1. From the configuration screen, select Service and then Reporting Filters 
from the drop down menu. 

 

 
 

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.   
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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. 

 

 
 

Renaming Counters  
 

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

 
 
 

Double Left Click 
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2. The Overwrite Counter Name dialogue box is displayed.  
 

 
 

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

 
 

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

 
 

Special Settings 
 

1. For Service Report configuration settings, select the Service link followed 
by Special Settings. 
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2. The Special Settings dialogue box is displayed. 

 

  
 
The settings available are as follows: 
 

a) At default, Agents cannot change the Topic or Agent group names 
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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b) Reporting from caller's point of view: It’s possible to select 
whether connections with external destinations are to be counted as 
successful. 

 

 
 

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. 

 
 

 
 

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. 

 
 

 
 

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.  

 

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. 
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The Icons in the Supervision Taskbar relate to the following: 

 
1. Realtime Reports                               

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

 
2. Reporting       

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

 

3. Agent Status 
Reports                       

Historical Agent Activity based on an individual 
Agents or All, using Activities, Log In/Out, Sign 
On/Off, Break Time, Wrap Up time without call, 
and All. 

 

4. Contact Details 
Report                      

Historical Call Activity also providing individual 
call tracing details based on Topic and type. 

 
5. Error List                                            

Lists any errors or failure to communicate 
within the Reporting package. 

 
Realtime Tool bar Icons 
 

 
New Folder Creates a new Folder 

 
New Real Time 
Information 

Creates New Realtime File 
(Private or Public) 

 Edit To add or remove Elements 

 Duplicate Copy current Folder/Sheet 

 
Delete 

Removes the report (with 
confirmation request) 

 
Full Screen 

Takes the report window to 
Full Screen 

 
Work Area 

Keeps menu and taskbar 
visible 

 
Separate Realtime 
information 

Creates a detached floating 
version of the currently 
selected Realtime File  
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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.  

 

 

2. A dialogue box is displayed, from which an Agent Group or Topic 

relating to the report can be selected.  
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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.  

 

 
 

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

 
 

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

 
 

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. 
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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. 
 

 
 

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.   

 

 
 
 
 



IP Office Contact Center Reporting   

IP Office Contact Center Reporting                                                                                10 2014    48 
   

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.  
 

 
 

2. Then select the System command and select General from the drop 
down menu. 
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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. 
 

 
 

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.  
 

 
 
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 
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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. 
 

 
 

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.  

 

 
 

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

 
 

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.  
 

 
 

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. 
 

 
 

Default Topic Realtime Screen 
 

To select a real time screen that will used by default: 
 

1. To return to the Realtime Information files, simply click on the option from 
the Tool bar.  

 

 
 

2. Next select the Predefined folder, double clicking Topic_default from the 
list of files available. 
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3. Select the Topic for which you want to view the real-time information, and 
click OK. 
 

 
 

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

 Supervisor access to configuration of Realtime reports. 

 Various displays for Realtime information. 

 Ability to create, modify and delete Realtime information files.  

 Ability to manage, create, change and delete folders and files. 

 Interaction with those Agents being monitored. 

 

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

 Topic 

 Agent 

 Agent Group 

 Team 

 PBX 

 Voice unit 
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Layout of Supervision Screen 

 
 

Tool Bar Icons Description 

 Creates a New Folder ready for RT Sheets 

 Creates a new RT File, ready for configuration 

 Opens edit screen for currently selected single report 

 Duplicates currently selected RT File 

 Deletes selected File or Folder 

 Opens the RT Folder in main screen without sidebar 

 Opens the RT in an area including sidebar for navigation 

 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.  
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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. 

 

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.  

 

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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Tool Bar Icons Description 

 Any changes need to be saved prior to viewing the report 

 Cancels back to File View 

 Sets the default properties for the current Folder  

 Navigates back to File View 

 Opens up RT Folder in main screen without sidebar 

 Opens up RT in an area including sidebar for navigation 

 Navigation Arrow/ Mouse 

 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.  
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Properties options available: 

 

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.  

 

 

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. 
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Tool Bar Icons Description 

 Navigates back to File View 

 Opens edit screen for currently selected single report 

 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. 

 

2. To create a new Realtime screen, click on the New Realtime Information 
icon. 
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3. Enter a name for the New realtime information file. 

 

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

 

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

 

 

Realtime information file: 

 Name: Change File name if required 

 Size of work area: The size of the 
working area can be defined. 

 Type of default: select the parameter to 
be reference by default by elements 
added to the working area. 

 

 

Realtime information Sheet: 

 Realtime Information: Amend the Sheet 
name 

 Grid: check the box to display the grid 
as per width and height custom settings 



 IP Office Contact Center Reporting 

IP Office Contact Center Reporting  10 2014     63 

 

 

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 
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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. 

 

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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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 

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

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

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

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

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

 

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

 
Displays a specified Counter Value against a 
selected Object heading: 

 Topic 

 Agent 

 Agent Group 

 Team 

 PBX 

 IVR 

 
Displays a user defined timer against selected 
Topics 

 

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 
value. It also has an option to hide the slide 
control, and start a marquee.  

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 
or text.  

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. 
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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 

 

The list displays agents and their information, 
available for: 

 Agent Group 

o Telephony or e-mail 

 Agent status 

o Telephony or e-mail. 

 
Displays details for calls in the queue of the 
chosen 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. 

 
This realtime information element shows the skill 
combinations. 

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

 

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. 

 A list of Agent Groups. 

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

 
A customizable list of Topics with user defined 
properties 

 
A customizable list of PBX with user defined 
properties 

 
A customizable list of IVR with user defined 
properties  

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

 
Can be used to insert Logos and images to 
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.  

 Yellow is used to indicate a warning. 

 Red is used to indicate an Alarm. 

Threshold points are shown as a dotted line. 

 

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

 Yellow is used to indicate a warning. 

 Red is used to indicate an Alarm. 

Threshold points are shown as a dotted line. 

 

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

Waiting calls of all selected topics are calculated. 

 

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

 

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

 

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

 

 

 

 

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. 

  

 

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 can be added to Realtime 
information. Within Properties it is possible to   
specify a fixed URL or determine a URL with a 
tag. 
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Agent assistance provides an agent with the 
capability to  request supervisor support during a 
call. Two types of support are available:  

 Silent monitoring  

 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. 

 

 

This as an example of the 
properties screen for the Agent 
Status (AG) element. Options 
available for this Element  include: 

 
4. Medium 

o Telephony 
o Email 
o Chat 

 
5. Agent Group Dropdown – 

option to select which group 
to display against 
 

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  

 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. 

 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.  
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 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. 

  
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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2. The Properties dialogue box is displayed. 
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3. In this example, Telephony information is to be displayed. Therefore ensure 
that the Telephony radio button is selected. 
 

 
 

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

 
 

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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6. 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. 
 

 
 

7. By selecting either the All agents or Present agents radio button, you can 
determine whether all agents assigned to the group are displayed or only 
agents that are currently signed on are displayed. 
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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. 
 

 
 

3. Click the Add button. 
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4. In the Name field, enter a name to identify this skill. 
 

 
 

5. Click the Skill radio button, followed by the OK button. 
 

 
 
6. Click the OK button.  

 

 



 IP Office Contact Center Reporting 

IP Office Contact Center Reporting  10 2014     77 

 

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. 

 

 
 

9. Select the Skills button. 
 

 
 

10. Click the Add button. 
 

 
 
 
 

 



IP Office Contact Center Reporting   

IP Office Contact Center Reporting                                                                                10 2014    78 
   

11. Select the previously configured skill. Then click the OK button. 
 

 
 
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. 

 

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

 

 
 
14. Click the OK button.  
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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. 
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17. Select the Skill filter check box and click the Add button. 
 

 
 

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

 
 
20. Click the OK button. 

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

defined. 
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22. Click the OK button. 
 

 
 

23. Click the Save button. 
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24. Click the Preview button. 
 

 
 

25. The Agent Status (AG) element is displayed. 
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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. 

  

 
 

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

 
 

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

 
 

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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42. The phones are assigned as team members. Click the OK button. 
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43. The configured Telephone Group is displayed. 
 

 
 
44. Navigate to the Telephony View. 
 

  
45. Select the duplicated file to be edited, and then click the Edit button. 
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46. Click on the Phone state element and drag it to the Working Area. 
 

 
 

47. The Properties dialogue box is displayed. Click the Select button. 
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48. Select the previously configured Telephone Group. Click the OK button. 
 

 
 
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. 
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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. 
 

 
 

51. Click the OK button. 
 

 
 
52.  The Telephone Group element is displayed. 
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53. Click the Save button. 
 

 
 

54. Click the Preview button. 
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55. The configured element is displayed. 
 

 
 

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

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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2. The Properties dialogue box is displayed. 
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3. A Title can be displayed by selecting the Show Title check box. 

 

 

4. Select the Agent group button. Then select the group to be monitored and 
click the OK button. 
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5. The selected group is displayed. 
 

 
 

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. 
 

 
 

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. 
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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. 
 

 
 

8. The parameters will be moved to the Visible agent columns panel. Click 
the OK button. 
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9. The configured Agents Status list is displayed. 
 

 
 

10. Click the Save button. 
 

 
 

11. Click the Work Area button to display the configured element within the 
Work Area. 
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12. The configured Agent status list is displayed. 
 

 
 
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. 
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2. The Properties dialogue box is displayed.  
 

 
 

3. The table can be configured to show a title and hide details and totals by 
selecting the required check boxes. 
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4. To define the Agent Groups that will be monitored and displayed in real 
time, select the Add button. 

 

 
 

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. 
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6. The selected Agent groups are displayed. 
 

 
 

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. 
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8. The selected parameters are displayed. Click the OK button. 
 

 
 

9. The configured Agents group table is displayed. 
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10. Click the Save button. 
 

 
 

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

 
 

12. The configured Agent group table is displayed. 
 

 
 



 IP Office Contact Center Reporting 

IP Office Contact Center Reporting  10 2014     105 

 

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. 

 

 
 

2. The Properties dialogue box is displayed. 
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3. Enter a name for the element or deselect the Name check box if a name is 
not required. 
 

 
 

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

 
 

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

 

 
 

8. The object is displayed in the Warning field. 
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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. 
 

 
 

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

 

 
 
12. Click the OK button. 
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13. The configured element is displayed. Click on the Save button. 
 

 
 

14. Click the Work Area button to display the configured element within the 
Work Area. 
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15. The configured Agent group table is displayed. 
 

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

increases or decreases. 
 

 
 
 
 
 
 
 
 
 
 
 
 



 IP Office Contact Center Reporting 

IP Office Contact Center Reporting  10 2014     113 

 

17. The warning and alarm thresholds are displayed by moving the cursor over 
the element. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 



IP Office Contact Center Reporting   

IP Office Contact Center Reporting                                                                                10 2014    114
  
  

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. 

 

2. The Properties dialogue box is displayed. 
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3. Click the Select button. 

 

4. Select the required Agent group then click the OK button. 
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5. The visual format of the graph can be assigned from the Chart tab. 

  

6. The Axis font color and size can be defined from the Axes tab. 
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7. Click on the Scaling tab.  

 

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

 

10. The configured element is displayed. Click the Save button. 
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14. Click the Work Area button to display the configured element within the 
Work Area. 
 

 
 
15. The configured Active Agents graph is displayed.  
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In this example there are two agents signed into the Sales Group. 
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Historical Reporting 

Historical reporting reflects the data created on completion of an activity, whether it 
is a call in/out, 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: 

 Agent reporting 

 Agent group reporting 

 Telephone reporting 

 Dialer reporting 

 Line reporting 

 Skill combination reporting 

 System reporting 

 Team reporting 

 Topic reporting 

 PBX reporting 

 Voice unit reporting 

 

Production of Historical Reports available 

 Manual reporting – Adhoc, created as and when required.  

 Automatic reporting – Scheduling reports to on a date/day and time. 

 
Types of historical reporting 

 Private – reports can be created for sole use of the creator. 

 Public – reports created can also be made available to all with access to 
reporting. 

 
Time Periods 

 Time frame – The reporting period can be defined. 
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 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 

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

 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 

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

 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) 
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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. 

 

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

 

 
 

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.  
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 Agent Reports 
 

 Agent break Time 

 Agent Presence 

 Agents Events 

 Agent Overview 

 Agent In/Out 

 Agent AG (Agent Group) 

 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 

 System Reports 
 

 Max. wait time 

 Topic information 

 Topic Reports 
 

 Topic Load 

 Topic Report 

 Call Profile 

 Call Cancellation 

 Service Level 

 Tasks 

 Topic Overview 

 Workforce Management 
 IEX 

 Verint 

 
3. Right Click Menu Options 

 

 

 

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. 
 

 
 
5. Rename the report as required. 
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6. Reports can be created as a system wide resource or as Private one for 
Supervisor that created them. 

 

 
Note: A private report is indicated by a padlock symbol adjacent to the report 
name.   
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7. Next highlight the report, right click and select Edit. 

 

 
 

8. The default format for the report is displayed. 
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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. 

 

 
 
 

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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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 1st April 2014 – 23:00 16th April 
2014. 
 

 
 

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 
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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 
 

 
 

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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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 
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18. Once all of the reporting settings have been defined, click the OK button. 
 

19. Click the Save button. 
 

 
 

20. To view the Report in the Work Area, click the Work Area button. 
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21. Click the Generate button. 
 

 
 

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. 
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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. 
 

 
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. 
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4. The new report appears in the Reporting files panel to the right. Rename the 
report before continuing. 
 

 
 

5. Select the new report and click Edit from the tool bar or right click and 
select Edit from the options menu. 
 

 
 

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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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). 
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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: 

 Months 

 Weeks 

 Days 

 Total period 

 User-defined: in Hours and minutes. 
i. Options available for the Table view include: 

 Topic 

 Time 

 Technical Total 

 Logical Total 
 

 
 

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. 
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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. 

 

 
 

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. 
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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.  
 

 
 

11. Simply click in the Label box to write in the text that you wish to use. 
 

 
 

12. Another Element to be added is Table. Click and drag the Table element 
into the Work area. 
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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. 
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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. 
 

 
 

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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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. 
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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. 

 

 
 

 
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.   
 

 
 

1. Follow the standard procedure to create a report with the required settings 
and elements. 
 

2. Select the Basic Data button. 
 

 
 

3. Click the Period tab. 
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4. Click the Automatic reporting check box. 
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5. Define the required date and period that the report will be produced.  
 

 
 

6. Click the Output tab.  
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7. Enter a name in the Export file field. 
 

 
 

8. Select the required formats under Output medium  
 

 
 

9. In the Scheduler field enter the name of the computer on which the 
Reporting Scheduler process is running. 
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10. To additionally send the report as an email, click the Additionally send as 
Email check box. 
 

 
 

11. In the To field enter the email address to which the reports will be sent. 
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12. Enter a Subject for the reports. 
 

 
 

Note: The SMTP details will only be displayed if they have been configured under 
Services > Special Settings. 
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13. Click the OK button. 
 

 
 

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: 
 

1. The Agent’s name. 
2. The Time Stamp relating to when the activity occurred. 
3. When an agent logged in or out of their assigned groups. 
4. Whether the agent is currently signed in or off. 
5. Whether they are in break time. 
6. Whether they are in Wrap up time without an active call. 
7. 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. 

 

 
 
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. 
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2. Click the Agent tab, select the required agent and then click the Edit button. 
 

 
 

3.  Click the Privileges button. 
 

 
 

4. Select the Others tab and ensure that the Task Reporting Agent Status 
Reports privilege is checked. Click the OK button. 
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5. Click the OK button. 
 
 

 
 
The configured agent can now access the Agent Status Report.  
 

6. Click the Go to link followed by Reporting. 
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7. Click the Agent Status Reports icon in the Task Bar. 
 

 
 

8. The Agent Status Reports interface is displayed. 
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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.  
 

 
 

10. The Start of the reporting period is displayed. 
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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. 

 

 
 

12. The selected reporting period is displayed. 
 

 
 
 
 
 
 
 
 
 
 
 
 



 IP Office Contact Center Reporting 

IP Office Contact Center Reporting  10 2014     159 

 

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. 
 

 
 

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. 
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15. Once all filters have been defined, click the Search button and the filter is 
applied and records displayed. 

 

 
 

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. 
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17. They can also click the arrow buttons to move through the pages of the 
report. 
 

 

Exporting Report Data 

 
The filtered report data can be exported in an Excel or CSV format. 

 
 

1. To export the report in Excel, filter the report as detailed previously and then 
click the Create Excel button. 
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2. Click the Save button and save the file to the required location. 
 

 
 

3. The report is created. 
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4. Repeat this process to export the report in CSV format. 
 

 
 

5. The report is created and contained within a zipped folder. 
 

 
 

6. Once extracted the file can be opened. 
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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.  
 

 
 
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. 
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2. The Contact Detail Report interface is displayed.  
 

 
 

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.  
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4. The Start of the reporting period is displayed. 
 

 
 

5. The end of the reporting period can also be selected by clicking the Stop 
button and selecting the required date. 

 

 
 
 
 
 
 
 
 
 



 IP Office Contact Center Reporting 

IP Office Contact Center Reporting  10 2014     167 

 

6. The selected reporting period is displayed. 
 

 
 

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. 
 

 
 

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. 

 

 
 

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.  
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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. 
 

 
 

11. The numbers or destination addresses for e-mail, can be viewed in the 
report by entering these details in the Selected address field. 
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12. Once all filters have been defined, click the Search button. 
 

 
 
13. The filter is applied and the records are displayed. 
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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. 
 

 
 

15. They can also click the arrow buttons to move through the pages of the 
report. 
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Exporting Report Data 

 
The filtered report data can be exported in an Excel or CSV format. 
 

 
 

1. To export the report in Excel, filter the report as detailed previously and then 
click the Create Excel button. 
 

 
 

2. Click the Save button and save the file to the required location. 
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3. The report is created. 
 

 
 

 
 

4. Repeat the process to export the report in CSV format. 
 

 
 

5. The report is created and contained within a zipped folder. 
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6. Once extracted the file can be opened. 
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Avaya Documentation 

 http://support.avaya.com/ 

Avaya IP Office Contact Center Task Based Guides 

 IP Office Contact Center Configuration Maps 

 IP Office Contact Center Installation 

 IP Office Contact Center Telephony User Interface Configuration 

 IP Office Contact Center Task Flow Editor -Telephony 

 IP Office Contact Center Reporting 

 IP Office Contact Center IVR Scenarios 

 IP Office Contact Center Contact Recorder Configuration 

 IP Office Contact Center Email & Chat Service 

 IP Office Contact Center Maintenance  

 IP 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 

1. IP Office Configuration Maps 

2. IP Office Hardware Installation 

3. IP Office Initialisation 

4. IP Office Manager 

5. IP Office Voicemail Pro Initial Installation Guide 

6. IP Office Small Community Networking 

7. IP Office Customer Call Reporter Initial Installation Guide 

8. IP Office Server Edition Configuration 

9. IP Office Security Policies 

 
 

UCM 

10. IP Office Unified Communications Module 
 

 

 

 

http://support.avaya.com/
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Core Telephony 

11. IP Office Telephony and Call Routing 

12. IP Office Short Codes Summary 

13. IP Office Hunt Group Setup and Operation 

14. IP Office Conferencing 

15. IP Office IP Telephony Guide 

16. IP Office Computer Telephony Integration – 1st Party 
 

 

Users, Telephone & Softphone Configuration 

17. IP Office Configuring IP Office Phones and User Accounts 

18. IP Office Call Handling 

19. IP Office Configuring the IP Office Softphone 

 

Auto Attendant & Voicemail 

20. IP Office Embedded Voicemail (Intuity Mode) Flowchart 

21. IP Office Auto-Attendant Setup and Operation 

22. IP Office Embedded Voicemail 

23. IP Office Embedded Voicemail Flowchart 
 

Voicemail Pro 

24. IP Office Voicemail Pro Summary Guide 

25. IP Office Voicemail Pro – Voicemail User Guide 

 
One X Portal & IP Office Applications 

26. IP Office One X Portal Guide 

27. IP Office One X Mobile Preferred Implementation 

28. IP Office Plug-in for Microsoft® Outlook® 

29. IP Office MS Lync Plugin 

30. IP Office Avaya Flare 

31. IP Office One X Mobile Essential 
 

Customer Call Reporter – CCR 

32. IP Office Customer Call Reporter Configuration Guide 

33. IP Office Customer Call Reporter Wallboard Guide 

 
Contact Store & Receptionist Console 

34. IP Office Contact Store 

35. 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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