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Notice

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

For full support, please see the complete document, Avaya
Support

Notices for Hardware Documentation, document number 03—
600759.

For full support, please see the complete document, Avaya
Support

Notices for Software Documentation, document number 03—
600758.

To locate this document on our website, simply go to http://
www.avaya.com/support and search for the document
number in the search box.

Documentation disclaimer

“Documentation” means information published by Avaya in
varying mediums which may include product information,
operating instructions and performance specifications that
Avaya generally makes available to users of its products.
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 its hardware and
Software (“Product(s)”). 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. Please
note that if you acquired the Product(s) from an authorized
Avaya reseller outside of the United States and Canada, the
warranty is provided to you by said Avaya reseller and not by
Avaya. “Software” means computer programs in object code,
provided by Avaya or an Avaya Channel Partner, whether as
stand-alone products or pre-installed on hardware products,
and any upgrades, updates, bug fixes, or modified versions.

Licenses

THE SOFTWARE LICENSE TERMS AVAILABLE ON THE
AVAYA WEBSITE,
HTTP://[SUPPORT.AVAYA.COM/LICENSEINFO ARE
APPLICABLE TO ANYONE WHO DOWNLOADS, USES
AND/OR INSTALLS AVAYA SOFTWARE, PURCHASED
FROM AVAYA INC., ANY AVAYA AFFILIATE, OR AN
AUTHORIZED AVAYA RESELLER (AS APPLICABLE)
UNDER A COMMERCIAL AGREEMENT WITH AVAYA OR
AN AUTHORIZED AVAYA RESELLER. 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 AVAYA AFFILIATE OR AN AVAYA
AUTHORIZED RESELLER; 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.

“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.

License Type(s)

Heritage Nortel Software

“Heritage Nortel Software” means the software that was
acquired by Avaya as part of its purchase of the Nortel
Enterprise Solutions

Business in December 2009. The Heritage Nortel Software
currently available for license from Avaya is the software
contained within the list of Heritage Nortel Products located
at http://support.avaya.com/Licenselnfo under the link
“Heritage Nortel Products”. 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,
or hardware provided by Avaya. All content on this site, the
documentation 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.



Virtualization
Use any one of the following: (whichever applies to Avaya
Password Reset Tool)

Option 1:

Each vAppliance will have its own ordering code. Note that
each instance of a vAppliance must be separately ordered. If
the end order customer or the Business Partner would like to
install 2 instances of the same Type of vAppliances, then 2
vAppliances of that Type must be ordered.

Option 2:

Each product has its own ordering code. Note that each
instance of a Product must be separately licensed and
ordered. “Instance” means one unique copy of the Software.
For example, if the end user customer or Business Partner
would like to install 2 instances of the same Type of
Products, then 2 Products of that Type must be ordered.

Third Party Components

“Third Party Components” mean certain software programs
or portions thereof included in the Software that 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”). Information regarding
distributed Linux OS source code (for those Products
thathave 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. You agree to the Third
Party Terms for any such Third Party Components.

Note to Service Provider

The Product may use Third Party Components that have
Third Party Terms that do not allow hosting and may need to
be independently licensed for such purpose.

Preventing Toll Fraud

“Toll  Fraud” is the wunauthorized 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.

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. 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 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 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, and “Linux” is a registered trademark of Linus
Torvalds.

Downloading Documentation
For the most current versions of Documentation, see the
Avaya Support website: http://support.avaya.com.

Contact Avaya Support

See the Avaya Support website: http://support.avaya.com for
product notices and articles, or to report a problem with your
Avaya product.

For a list of support telephone numbers and contact
addresses, go to the Avaya Support website:
http://support.avaya.com, scroll to the bottom of the page,
and select Contact Avaya Support.

COMPAS

This document is also available in the COMPAS database. The

COMPAS ID for this document is 163722,
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Counter type: Agent

Task:

All

Presence
Counter Name Description Type
- Gives the total time agents are present in the system. An
. Total time of - - -
totTLogin agent is present in the system when he has logged in for Dura
presence .
telephony,e-mail or chat.
Total time sign n . . . . L
. otal time signed o Gives the total time during which an agent is signed on to
totTSignon || for telephony or e- . Dura
mail at least one agent group for telephony, e-mail or chat.
Total Break Time Gives the total time agents are in Break Time. An agent
totTPause time activates the Break Time function. The agent does not Dura
receive any calls, e-mails or chat sessions.
Task: Voice
Calls
Number of calls
Counter Name Description Type
Total of call . . .
_ota ot calls Counts all incoming and outgoing calls. Counts all calls
totNNew (incoming and g Int
. whether they lead to a conversation or not.
outgoing)
Counts all calls that meet the following requirement:
Total of incomin incoming call. Counts all calls whether they lead to a
totNNew<- 9 conversation or not. Counts the calls that were routed Int
calls - . .
through call diversion and were not signaled on the
approriate telephones / agents.
Counts all incoming internal calls (within the PBX or
totNNew<- Total of incoming network). External calls, i.e. via a line, are not counted.
; - Int
Int internal calls Counts all calls whether they lead to an established call or
not.
totNNew<- Total of incoming Counts all calls that meet the following requirements: Int

IP Office Contact Center Counters
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Counter Name Description Type
RC calls via call incoming and assigned by call distribution. Counts all calls
distribution whether they lead to an established call or not.

#Total of Counts all calls that meet the following requirements:
totNNew<- incoming calls via || incoming and assigned by call distribution. Counts all calls Int
RC per Topic || call distribution whether they lead to an established call or not. The

per topic counter is broken down into topics

*Total of incoming || Counts all calls that meet the following requirements:
totNNew<- calls via call incoming and assigned by call distribution. Counts all calls Int
RC per AG distribution per whether they lead to an established call or not. The

agent group counter is broken down into agent groups (AG).

Counts all calls that meet the following requirements:
totNNew<- Total of incoming incoming, internal (within the same PBX or network) and Int
DCint internal calls call to agent or call number. Counts all calls whether they

lead to an established call or not.

Counts all calls that meet the following requirements:
totNNew<- Total of incoming incoming, external (i.e. via trunk line) and to agent or call Int
DCExt external calls number. Counts all calls whether they lead to an

established call or not.

Counts all calls that meet the following requirements:

incoming, assigned via call distribution and in consultation.

Total of incoming Counts all calls whether they lead to an established call or
totNNew<- consultation calls not. Example: agent A is called and consults agent B. Int
RCCons via call Agent A calls agent B via a topic. totNNew<-RCCons counts

distribution in the statistics of agent B. In case of a blind transfer to

the topic and assignment to agent B, totNNew<-RCCons

does not count for agent B.

Counts all calls that meet the following requirements:
totNNew<- Total of incoming incoming, call to agent or call number and consultation Int
DCCons consultation calls call. Counts all calls whether they lead to an established

call or not.
totNNew<- Total of Dialer Cour?ts all calls initiated by the Dialer and distributed to the

considered agent. Counts all calls whether they lead to an Int
oD calls -

established call or not.

. Counts all outgoing calls initiated by the agent. Outgoing
totNNew-> Total of outgoing and call initiated by the agent. Counts all calls whether Int

calls .

they lead to an established call or not.

Counts all outgoing calls initiated by the agent. outgoing
totNNew- Total of outgoing internally (within the PBX or network) and call initiated by Int
>Int internal calls the agent. Counts all calls whether they lead to an

established call or not.

Counts all outgoing calls initiated by the agent that meet
totNNew- Total of outgoing the following requirements: outgoing externally (i.e. via a Int
>Ext external calls trunk line) and call initiated by the agent. Counts all calls

whether they lead to an established call or not.

Counts all outgoing calls initiated by the agent. Outgoing,
totnnew- | Total of outgoing || 8 Lt e topics a5 well as outgoing ACD | Int
>RC calls via ACD gent. y 9 P gong

calls are counted. Counts all calls whether they lead to an
established call or not.

8 e Counter type: Agent
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Counter Name Description Type
Total of outgoing Counts all calls that meet the following requirements:
totNNew- consultation calls outgoing, assigned via call distribution and in consultation. Int
>RCCons via call Counts all calls whether they lead to an established call or
distribution not.

Counts all outgoing calls initiated by the agent. Outgoing,
totNNew- Total of outgoing internal or external, call initiated by the agent and not Int
>DC non ACD calls assigned via call distribution. Counts all calls whether they

lead to an established call or not.

Counts all calls that meet the following requirements:
totNNew- Total of outgoing outgoing, call to agent or call number and consultation call. Int
>DCCons consultation calls Counts all calls whether they lead to an established call or

not.

Counts all calls that meet the following requirement:

Sums of all calls . - o - - R
. . incoming call is signaled, diversions are eliminated. Counts
totNRing that were signaled - Int
all calls, regardless of whether the calls result in the
on the telephone. -
conversation or not.
Ring time total, average, and longest
Counter Name Description Type
Total ringing time Sums up all incoming ringing times at the telephone.
totTRing<- . ging Ringing time is the period during which a call is signaled || Dura
of incoming calls
at a telephone. Second calls are also counted.
Determines the average incoming ringing time for
avgTRing<- Average ringing telephqnes. Ringing time is the period during which a Dura
time call is signaled at a telephone. Second calls are also
counted.
Gives the maximum incoming ringing time for
maxTRing<- MaX|mum ringing telephqnes. Ringing time is the period during which a Dura
time call is signaled at a telephone. Second calls are also
counted.
Sums up all ringing times at the telephones. The ringing
Total ringing time times have to meet the following requirements:
totTRing<-RC . ging tim incoming and assigned by call distribution. Ringing time Dura
via call distribution || . . - . s
is the period during which a call is signaled at a
telephone. Second calls are also counted.
Determines the average ringing time at the telephones.
L The ringing times have to meet the following
. Average ringing . . - .
avgTRing<- . ? requirements: incoming and assigned by call
time via call S L . . - . . Dura
RC T distribution. Ringing time is the period during which a
distribution L
call is signaled at a telephone. Second calls are also
counted.
Gives the maximum ringing time at the telephones. The
. Maximum ringing ringing times have to meet the following requirements:
maxTRing<- . . . - . L . S .
RC time via call incoming and assigned by call distribution. Ringing time Dura
distribution is the period during which a call is signaled at a
telephone. Second calls are also counted.
. #Total of ringing Sums up all ringing times at the telephones. The ringing
totTRing<-RC . . . - . . i
times of incoming times have to meet the following requirements: Dura

per Topic

calls per topic

incoming and assigned by call distribution. Ringing time

IP Office Contact Center Counters
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Counter Name Description Type
is the period during which a call is signaled at a
telephone. Second calls are also counted. The counter is
broken down into topics (See also totTRing<-RC)
Determines the average ringing time at the telephones.
#Average ringing The ringing times have to meet the following
. time of incoming requirements: incoming and assigned by call
avgTRing=<- . - . L . . - . .
RC per Topic cglls_wa_call dlstr_lbu_tlon. Ringing time is the period during which a Dura
distribution per call is signaled at a telephone. Second calls are also
topic counted. The counter is broken down into topics. (See
also avgTRing<-RC).
#Maximum ringing || Gives the maximum ringing time at the telephones. The
. time of incoming ringing times have to meet the following requirements:
maxTRing<- . . - . L . S .
RC per Topic cglls.wa.call incoming .and asglgned .by call dlgtrlputlon. Ringing time Dura
distribution per is the period during which a call is signaled at a
topic telephone. Second calls are also counted.
Sums up all ringing times at the telephones. The ringing
*Total of ringing times have to meet the following requirements:
. times of incoming incoming and assigned by call distribution. Ringing time
totTRing<-RC . . . - . S
per AG cglls_wa.call is the period during which a call is signaled at a . Dura
distribution per telephone. Second calls are also counted. The counter is
agent group broken down into agent groups. (See also totTRing<-
RC)
Determines the average ringing time at the telephones.
*Average ringing The ringing times have to meet the following
. time of incoming requirements: incoming and assigned by call
avgTRing<- . S . L . . - . .
calls via call distribution. Ringing time is the period during which a Dura
RC per AG o L
distribution per call is signaled at a telephone. Second calls are also
agent group counted. The counter is broken down into agent groups
(AG). (See also avgTRing<-RC)
Gives the maximum ringing time at the telephones. The
*Maximum ringing ringing times have to meet the following requirements:
. time of incoming incoming and assigned by call distribution. Ringing time
maxTRing<- . . . - . S
RC per AG cglls_wa_call is the period during which a call is signaled at a _ Dura
distribution per telephone. Second calls are also counted. The counter is
agent group broken down into agent groups (AG). (See also
maxTRing<-RC)
Number of calls exceeding a defined ring time
Counter Name Description Type
Counts all calls that meet the following requirements:

Total of incoming calls incoming, assigned by call distribution and exceeding
totNExpl<- via call distribution a ringing time threshold. Counts all calls whether Int
RC that exceed the they lead to an established call or not. The ringing

specified ringing time time threshold is configured with the application

Configuration under Statistics Settings.

#Total of incoming Counts all calls that meet the following requirements:
tOtNExpl<- cglls_via_call inc_om_ing, _assigned by call distribution and exceeding
RC per Topic distribution that. ' a ringing time threshqld. Counts all calls whether ' Int

exceed the specified they lead to an established call or not. The counter is

ringing time per topic broken down into topics (See also totNExpl<-RC)
totNExpl<- *Total of incoming Counts all calls that meet the following requirements: || Int
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Counter Name Description Type
RC per AG calls via call incoming, assigned by call distribution and exceeding
distribution that a ringing time threshold. Counts all calls whether

exceed the specified they lead to an established call or not. The counter is

ringing time per agent broken down into agent groups (AG). (See also

group totNExpl<-RC)

Tptal of incoming Counts all calls that meet the following requirements:

direct calls to agent or || . - .
totNExpl<- incoming, to agent or call number and exceeding the

call number that . L= - Int
DC exceed the specified configured ringing time threshold. Counts all calls

A . P whether they lead to an established call or not.

ringing time

Number of unanswered calls
Counter Name Description Type
Counts all calls that meet the following requirements:

Total of abandoned incoming and abandoned (i.e. the call does not lead to
totNAban<- . - . . Int

incoming calls a conversation because either the caller hangs up or

the agent rejects the call).
totNAban<- Total of internal Qount; all F:alls that njegt the following requirements:
incoming, internal (within the PBX or network) and not || Int
Int abandoned calls - -
leading to a conversation.
totNAban<- Total of external _Countg all calls that meet the fo_IIowmg reqwremgnts:
incoming, external (over trunk line) and not leading to Int
Ext abandoned calls .
a conversation.
Counts all calls that meet the following requirements:

Total of abandoned incoming, assigned by call distribution and abandoned.
totNAban<- . - . -

RC incoming calls via It makes no difference whether the caller hangs up Int
call distribution before the call is answered, the agent rejects the call
or the ringing timeout has expired.

#Total of abandoned || Counts all calls that meet the following requirements:
totNAban<- incoming calls via incoming, assigned by call distribution and abandoned. Int
RC per Topic call distribution per The counter is broken down into topics (see also

topic totNAban<-RC)

*Total of abandoned || Counts all calls that meet the following requirements:
totNAban<- incoming calls via incoming, assigned by call distribution and abandoned. Int
RC per AG call distribution per The counter is broken down into agent groups (AG).

agent group (see also totNAban<-RC)

Total of abandoned Counts all calls that meet the following requirements:
totNAban<- . - . - .

DC incoming calls to incoming, to agent or call number and not leading to a Int
agent or call number || conversation.
Counts all calls that meet the following requirements:

Total of abandoned outgoing and call did not lead to a conversation. It
totNAban-> outaoing calls makes no difference whether the agent cancels the call || Int

going while ringing or whether the called subscriber rejects
the call.
Counts all calls that meet the following requirements:

Total of abandoned outgoing, internal (within the PBX or network) and call
totNAban- o . . :
~Int outgoing internal did not lead to a conversation. It makes no difference Int

calls

whether the agent cancels the call while ringing or
whether the called subscriber rejects the call.

IP Office Contact Center Counters
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Counter Name Description Type
Counts all calls that meet the following requirements:
Total of abandoned outgoing, external (over trunk line) and call did not
totNAban- . ) .
outgoing external lead to a conversation. It makes no difference whether || Int
>Ext . R
calls the agent cancels the call while ringing or whether the
called subscriber rejects the call.
totNAban- Total of abandoned Count_s all .ca.LI'Is that _meet _the following reqwremer']ts:
. . outgoing, initiated via topic call number and call did not || Int
>RC outgoing calls via CD .
lead to a conversation.
totNAban- Total of abandoned Count_s all _calls that meet the fo_IIowmg reqwrer_nents:
~DC outgoing direct calls outgoing, internal or external direct calls (not via call Int
distribution) that are not established.
totNAban<- Total of abandoned Counts all calls that meet the following requirements: Int
oD Dialer calls incoming, call initiated by Dialer and not established.
Number of rejected calls
Counter Name Description Type
Counts all calls that meet the following requirements:
. Total of rejected incoming, assigned by call distribution and rejected by
totNRej<- : X . : : >
RC incoming calls via the agent. This counter is active only on the Integral Int
call distribution Enterprise (155) PBX, a call can not be refused on the
ACM PBX.
. Counts all calls that meet the following requirements:
; #Total of rejected . - . L .
totNRej<- . . - incoming, assigned by call distribution and rejected by
incoming calls via } . . g
RC per LS . the agent. The counter is broken down into topics. This Int
- call distribution per . - -
Topic tobic counter is active only on the Integral Enterprise (155)
P PBX, a call can not be refused on the ACM PBX.
Counts all calls that meet the following requirements:

*Total of rejected incoming, assigned by call distribution and rejected by
totNRej<- incoming calls via the agent. The counter is broken down into agent groups Int
RC per AG call distribution per (AG). This counter is active only on the Integral

agent group Enterprise (155) PBX, a call can not be refused on the

ACM PBX.
totNRej<- Total of rejected _Count_s all _ca_lll_s that meet th_e foIIow_lng requirements:
- incoming, initiated by the Dialer, rejected by the called Int
oD Dialer calls .
subscriber.
Number of picked-up calls
Counter Name Description Type
Counts all calls to other agents that are picked up by the
Total of calls . , .
totNPickup<- picked up by considered agent. Counter doesn't count when the call is Int
picked up by the Realtime Information function in the
an agent Ul
Counts all calls picked up from considered agent. Other
Total of calls - . . \
. . subscribers pick up these calls instead. Counter doesn't
totNPickup-> picked up S . Int
count when the call is picked up by the Realtime
from an agent . ST
Information function in the UI.
totNPickupQueue<- Total of calls Counts all calls in the queue that are picked up by an Int

picked up

agent in the Realtime Information function before they
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Counter Name Description Type
from the could be assigned.
queue
OUTCC calls
Counter Name Description Type
Total of outgoing Counts all manually initiated outgoing topic calls by
totNNewOutCC || calls via topic - the agent, call backs from Abandoned list for topics Int
OutCC and call jobs of type preview/direct dialer
Total of established Counts all manually |n|t|ated' topic call's by the age:'nt,
. . call backs from Abandoned list for topics and call jobs
totNConvOutCC || outgoing calls via - - . . Int
; of type preview/direct dialer which where answered by
topic - OutCC L
the addressed destinations.
Total of abandoned Counts all manually |n|t|ated' topic call's by the age:'nt,
ST call backs from Abandoned list for topics and call jobs
totNAbanOutCC || outgoing initiated - - . . . Int
via topic - OUtCC of type preview/direct dialer which where not leading
P to a conversation (with the addressed destination).
Number of calls exceeding a defined ring
timeout
Counter Name Description Type
Counts all calls that meet the following requirements:
incoming, assigned by call distribution and exceeding
. . the ringing timeout. Counts all calls that are returned to
Total of incoming calls Lo . o - o
. Lo call distribution after the ringing timeout. The ringing
via call distribution . . . . f
totNExp<- timeout is defined for the agent group assigned with the
that exceed a - . - : o Int
RC o o topic configuration. The counter is also counting in case
specified ringing . R
timeout of simultaneous events, i.e. in the moment a call
distributed to an agent the agent starts on outgoing
call. In this case the call will also return to call
destribution.
#Total_ of incoming Counts all calls that meet the following requirements:
calls via call . - . I .
totNExp<- T incoming, assigned by call distribution and exceeding
distribution that Lo .
RC per - the ringing timeout. Counts all calls that are returned to || Int
: exceed a specified T o - ;
Topic A . call distribution after the ringing timeout. The counter is
ringing timeout per . .
: broken down into topics
topic
- . .
TotaI.of incoming Counts all calls that meet the following requirements:
calls via call incoming, assigned by call distribution and exceedin
totNExp<- distribution that ning, assig y 9
- the ringing timeout. Counts all calls that are returned to || Int
RC per AG exceed a specified T o - .
A . call distribution after the ringing timeout. The counter is
ringing timeout per 8
broken down into agent groups (AG).
agent group
Total of incoming calls || Counts all calls that meet the following requirements:
totNEXD<- to agent or call incoming, to agent or call number and exceeding the
DC P number that exceed a || ringing timeout. Counts all calls that are released after Int

specified ringing
timeout

the ringing timeout. This ringing timeout is configured
at the PBX.
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Number of calls with subscriber busy

Counter Name Description Type
Counts all calls that meet the following requirements:
Total of incoming incoming, to agent already busy. These calls are
totNBusy<- calls to agent either released, redirected or returned to call Int
already busy distribution. This counter is active only on the Integral
Enterprise (155) PBX.
Total of incoming Counts all calls that meet the following requirements:
internal calls to incoming, internal, agent already busy, to agent or
totNBusy<- -

DCInt agent or call call number. These calls are either transferred, Int
number with agent || redirected to call distribution or released. This counter
already busy is active only on the Integral Enterprise (155) PBX.

Total of incoming Counts all calls that meet the following requirements:
external calls to incoming, external, agent already busy, to agent or

totNBusy<- .

DCExt agent or call call number. These calls are either transferred, Int
number with agent || redirected to call distribution or released. This counter
already busy is active only on the Integral Enterprise (155) PBX.

Total of outgoing Counts all calls that meet the following requirements:
totNBusy- internal calls to outgoing, internal, destination busy, to agent or call
: : Int
>DClInt busy agent or call number. These calls are either transferred, redirected
number to call distribution or released.
. Counts all calls that meet the following requirements:
Total of outgoing : S .

totNBusy- external calls to outgoing, external, to busy destination outside of own Int

>DCExt - PBX. These calls are released. This counter also
busy subscriber . - -

counts if the call is released due to busy line.
Total of incoming Counts all calls that meet the following requirements:
totNBusy<-0OD Dialer calls to incoming and initiated by Dialer to agent already Int
agent already busy || busy.
Total of incoming
calls that are Counts all calls that meet the following requirements:
returned to call . - .
totNBusyRet<- P incoming, agent already busy, redirected to call Int
distribution - .
distribution.
because of busy
agent
Counts all calls that meet the following requirements:
Total of incomin incoming, to agent already busy and released. Calls
calls that are 9 that are returned to call distribution and released due
totNBusyDrop<- to the CallFlow (external distribution) or full queue Int
released because of || ,. L : -
busy agent (internal distribution) are also counted here. This
Y ag counter is active only on the Integral Enterprise (155)
PBX.
Counts all cases in which the telephone is connected
to busy tone or a busy telephone is called. The
following cases are counted: Busy agent or busy
telephone is called, agent goes off-hook and hangs up
Total of cases the || 1 0 S B ected party. 1tis counted oy if
totNBusyTone agent hears busy party. Y Int

tone

the agent hears busy tone for more that five (5)
seconds, so that cases in which the subscriber hangs
up before the agent are not counted. If the agent is
connected to busy tone due to a topic overload,
totNBusyTone does not count. This counter counts
only on an Integral Enterprise (155) PBX.
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Total time telephone connected with busy tone
total, average, and longest

Counter Name Description Type
Total time the Sums up all.tlmes durlng which the agent hears busy .
tone. Only times exceeding 5 seconds are counted. This
totTBusyTone agent hears busy - . - Dura
counter is active only on the Integral Enterprise (155)
tone
PBX.
. Determines the average time during which the agent
Average time the - .
hears busy tone. Only times exceeding 5 seconds are
avgTBusyTone || agent hears busy . - . Dura
tone counted. This counter is active only on the Integral
Enterprise (155) PBX.
. . Gives the maximum time during which the agent hears
Maximum time - .
busy tone. Only times exceeding 5 seconds are counted.
maxTBusyTone || the agent hears : - - - Dura
busy tone This counter is active only on the Integral Enterprise
Y (155) PBX.
Conversations and Wrap Up
Counter Name Description Type
Total of mandatory job Counts how often the agent enters a mandatory
codes entered after job code for the topic call after the Wrap Up time
totNForcedJCode Wrap Up time has is over. No further calls are assigned to the Int
expired agent during these times.
Number of conversations
Counter Name Description Type
Counts all established calls that meet the
following requirements: incoming and answered.
In the case of consultation calls a maximum of
Total number of two established calls is counted: the first call
totNConv<- incoming between the two telephones and the second Int
established calls between the original caller and the telephone to
which the call is transferred. If the two
telephones do not contact each other (blind
transfer), only one call is counted.
Counts all established calls that meet the
following requirements: incoming, answered and
assigned by call distribution. In the case of
Total number of consultation calls a maximum of two established
incoming calls is counted: the first call between the two
totNConv<-RC Int

established calls
via call distribution

telephones and the second between the original
caller and the telephone to which the call is
transferred. If the two telephones do not contact
each other (blind transfer), only one call is
counted.
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Counter Name Description Type
Counts all established calls that meet the
following requirements: incoming, answered and
#Total number of assigned _by call distribufcion. In the case of_
incoming consgltatlon calls a maximum of two established
totNConv<-RC per . calls is counted: the first call between the two
) established calls S Int
Topic - - . telephones and the second between the original
via call distribution - -
per topic caller and the telephone to which the call is
transferred. If the two telephones do not contact
each other (blind transfer), only one call is
counted. The counter is broken down into topics.
Counts all established calls that meet the
following requirements: incoming, answered and
assigned by call distribution. In the case of
*Total number of consultation calls a maximum of two established
totNConv<-RC per incom!ng calls is counted: the first call between the 1.:V\{O
AG established calls telephones and the second between the original Int
via call distribution || caller and the telephone to which the call is
per agent group transferred. If the two telephones do not contact
each other (blind transfer), only one call is
counted. The counter is broken down into agent
groups (AG).
Counts all established calls that meet the
following requirements: incoming, answered,
internal and to agent or call number within the
Total number of .
. . - same PBX. In the case of consultation calls a
internal incoming maximum of two established calls is counted: the
totNConv<-DClint established calls to . . Int
first call between the two telephones and the
agent or call -
number second between_the orlglna! caller and the
telephone to which the call is transferred. If the
two telephones do not contact each other (blind
transfer), only one call is counted.
Counts all established calls that meet the
following requirements: incoming, answered,
external (over trunk line) and to agent or call
Total number of number via trunk line. In the case of consultation
external incoming calls a maximum of two established calls is
totNConv<-DCExt established calls to || counted: the first call between the two Int
agent or call telephones and the second between the original
number caller and the telephone to which the call is
transferred. If the two telephones do not contact
each other (blind transfer), only one call is
counted.
Total of Counts all established calls that meet the
totNConv<-0OD established Dialer following requirements: incoming and call Int
calls initiated by the Dialer.
Total of outgoing Counts all established calls that meet the
totNConv-> - : - . Int
established calls following requirements: answered and outgoing.
Total of outgoing Counts all established calls that meet the
totNConv->Int internal following requirements: answered, outgoing and Int
established calls internal (within the same PBX or network).
Total of outgoing Counts all established calls that meet the
totNConv->Ext external following requirements: answered, outgoing and Int

established calls

external (over trunk line).
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Counter Name Description Type
Total of outgoing Counts all established calls that meet the
totNConv->RC established calls following requirements: answered, outgoing and Int
via call distribution || initiated via topic call number.
Total of outgoing Counts all established calls that meet the
totNConv->DC established direct following requirements: answered, outgoing, Int
calls direct calls (not via call distribution).
Counts all established calls that meet the
following requirements: outgoing, answered,
internal and to agent or call number. In the case
of consultation calls a maximum of two
established calls is counted: the first call
Total number of
. . between the two telephones and the second
internal outgoing between the original caller and the telephone to
totNConv->DClInt established calls to . . Int
agent or call which the call is transferred. If the two _
telephones do not contact each other (blind
number - .
transfer), only one call is counted. For technical
reasons, a call is counted as an established call
in the outgoing traffic on analog trunk lines as
soon as a line is seized, even if no connection is
established.
Counts all established calls that meet the
following requirements: answered, outgoing
external (over trunk line), call to external call
number. In the case of consultation calls a
maximum of two established calls is counted: the
Total of all first call between the two telephones
established (consultation) and the second between the
totNConv-=DCExt outgoing calls with || original caller and the telephone to which the call Int
external numbers. is transferred. If the two telephones do not
contact each other (blind transfer), only one call
is counted. For technical reasons, a call is
counted as an established call in the outgoing
traffic on analog trunk lines as soon as a line is
seized, even if no connection is established.
Igﬁzlvczg?:l;flgomg Count_s all esta_lblished calls that meet the_
totNConv->RCCons P following requirements: answered, outgoing, Int
distribution in - - S - .
- assigned via call distribution and in consultation.
consultation
Total of outgoing Counts all established calls that meet the
totNConv->DCCons calls in following requirements: answered, outgoing, call || Int
consultation to agent or call number and in consultation.
Counts all calls that have not been in the queue
of the topic and/or ringing at the telephone for
Total of . . .
_ established calls more than an adjustable time N before being
totNConvWait<=N answered. Calls from the queue as well as calls Int

with waiting time
<= N

directly assigned to a free agent are counted.
Direct calls to the agent call number are counted
as well.
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Counter Name Description Type
Counts all calls that have been in the queue of
the topic and/or ringing at the telephone for
Total of . -
established calls more than an adjustable time N and less than an
totNConvWait>N<=M . - . adjustable time M before being answered. Calls Int
with waiting time . .
>~ N and <= M from the queue as well as calls directly assigned
to a free agent are counted. Direct calls to the
agent call number are counted as well.
Counts all calls that have been in the queue of
the topic and/or ringing at the telephone for
Total of - - .
- more than an adjustable time M before being
. established calls
totNConvWait>M . - . answered. Calls from the queue as well as calls Int
with waiting time . -
- M directly assigned to a free agent are counted.
Direct calls to the agent call number are counted
as well.
Number of processed conversations
Counter Name Description Type
Number of inbound Number of all call; (?omp_)leted by the agent thfat satisfy
totNDone<- ACD calls completed the following conditions: Inbound, allocated via call Int
RC P distribution and ended in the interval under
by agent. . -
consideration.
Number of outbound Number of all calls_ (_:omp_)leted by the_ a_g_ent thqt satlsf)_/
totNDone- the following conditions: Outbound, initiated via a topic
ACD calls completed . . Int
>RC call number, and ended in the interval under
by agent. . -
consideration.
Conversation time total, average, and longest
Counter Name Description Type
Sums up all conversation times that meet the following
Total of incomin requirement: incoming. All conversation times at a
totTConv<- . ing telephone are taken into account. Conversation time is || Dura
conversation times - L ]
the period between establishing the connection and
the end of the call, minus the times the call is on hold.
Sums up all conversation times that meet the following
. . requirements: incoming and assigned by call
Total of incoming PR - .
. . distribution. All conversation times at a telephone are
totTConv<-RC || conversation times - . . . . Dura
via call distribution taken into account. Conversation time is the period
between establishing the connection and the end of
the call, minus the times the call is on hold.
Determines the average of all conversation times that
Average of all meet the following requirements: incoming and
avgTConv<- incoming assigned by call distribution. All conversation times at
. ) . ; ; Dura
RC conversation times a telephone are taken into account. Conversation time
via call distribution is the period between establishing the connection and
the end of the call, minus the times the call is on hold.
Gives the maximum of all conversation times that
Maximum of all meet the following requirements: incoming and
maxTConv<- incoming assigned by call distribution. All conversation times at
. ) . ; ; Dura
RC conversation times a telephone are taken into account. Conversation time

via call distribution

is the period between establishing the connection and
the end of the call, minus the times the call is on hold.

18 e Counter type: Agent

IP Office Contact Center Counters




Counter Name Description Type
Totals all conversation times that satisfy the following
conditions: Outbound. The conversation times on the

Total of all outbound . - - .
totTConv-> . . telephone are considered. Conversation time is the Dura
conversation times - L .
period between establishing the connection and the
end of the call, minus the times the call is on hold.
Calculates the average value of all conversation times
that satisfy the following conditions: Outbound. The
Average value of all ; - .
conversation times on the telephone are considered.
avgTConv-> outbound - - . - S Dura
. . Conversation time is the period between establishing
convesation times . .
the connection and the end of the call, minus the
times the call is on hold.
Shows the maximum value of all conversation times
. that satisfy the following conditions: Outbound. The
Maximum value of ; - .
. conversation times on the telephone are considered.
maxTConv-> all outgoing . . . ; L Dura
conversation times Conversation time is the period between establishing
the connection and the end of the call, minus the
times the call is on hold.
Sums up all conversation times that meet the following
Total of outgoing rgqu!ren”'lents: outgoing and a§3|gned by call
- . distribution. All conversation times at a telephone are
totTConv->RC || conversation times . - - - - Dura
via call distribution taken into account. Conversation time is the period
between establishing the connection and the end of
the call, minus the times the call is on hold.
Determines the average of all conversation times that
Average of all meet the following requirements: outgoing and
avgTConv- outgoing assigned by call distribution. All conversation times at
. . . ; . Dura
>RC conversation times a telephone are taken into account. Conversation time
via call distribution is the period between establishing the connection and
the end of the call, minus the times the call is on hold.
Gives the maximum of all conversation times that
Maximum of all meet the following requirements: outgoing and
maxTConv- outgoing assigned by call distribution. All conversation times at
. . . ; . Dura
>RC conversation times a telephone are taken into account. Conversation time
via call distribution is the period between establishing the connection and
the end of the call, minus the times the call is on hold.
Sums up all conversation times that meet the following
#Total of incoming rt_aqu_lrerr_lents: incoming a_nd a_SS|gned by call
. . distribution. All conversation times at a telephone are
totTConv<-RC || conversation times . . . . .
er Topic via call distribution taken into account. Conversation time is the period Dura
P er tobic between establishing the connection and the end of
P P the call, minus the times the call is on hold. The
counter is broken down into topics
Determines the average of all conversation times that
#Average of all meet the following requirements: incoming and
incoming assigned by call distribution. All conversation times at
avgTConv<- . . . . .
RC per Topic conversation times a telephone are taken into account. Conversation time || Dura

via call distribution
per topic

is the period between establishing the connection and
the end of the call, minus the times the call is on hold.
The counter is broken down into topics
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Counter Name Description Type
Gives the maximum of all conversation times that
#Maximum of all meet the following requirements: incoming and
incoming assigned by call distribution. All conversation times at
maxTConv<- . . . ) -
RC per Tobic conversation times a telephone are taken into account. Conversation time || Dura
P P via call distribution is the period between establishing the connection and
per topic the end of the call, minus the times the call is on hold.
The counter is broken down into topics
Sums up all conversation times that meet the following
*Total of incoming rt_aqu_lrerr_lents. incoming a_nd a_SS|gned by call
- . distribution. All conversation times at a telephone are
totTConv<-RC || conversation times - . ; . ;
- P taken into account. Conversation time is the period Dura
per AG via call distribution - .
er agent arou between establishing the connection and the end of
P 9 9 P the call, minus the times the call is on hold. The
counter is broken down into agent groups (AG).
Determines the average of all conversation times that
*Average of all meet the following requirements: incoming and
incoming assigned by call distribution. All conversation times at
avgTConv<- . . . ; .
RC per AG conversation times a telephone are taken into account. Conversation time || Dura
P via call distribution is the period between establishing the connection and
per agent group the end of the call, minus the times the call is on hold.
The counter is broken down into agent groups (AG).
Gives the maximum of all conversation times that
*Maximum of all meet the following requirements: incoming and
incoming assigned by call distribution. All conversation times at
maxTConv<- . . . . .
RC per AG conversation times a telephone are taken into account. Conversation time || Dura
via call distribution is the period between establishing the connection and
per agent group the end of the call, minus the times the call is on hold.
The counter is broken down into agent groups (AG).
Sums up all conversation times that meet the following
Total of internal requirements: incoming, internal (within the same PBX
incoming or network) and to agent or call number. All
totTConv<- . . . . .
conversation times conversation times at a telephone are taken into Dura
DCint . . ; ;
to agent or call account. Conversation time is the period between
number establishing the connection and the end of the call,
minus the times the call is on hold.
Determines the average of all conversation times that
Average of all meet the following requirements: incoming, internal
internal incoming (within the PBX or network) and to agent or call
avgTConv<- . . : .
conversation times number. All conversation times at a telephone are Dura
DCint . . . . -
to agent or call taken into account. Conversation time is the period
number between establishing the connection and the end of
the call, minus the times the call is on hold.
Gives the maximum of all conversation times that
Maximum of all meet the following requirements: incoming, internal
internal incoming (within the PBX or network) and to agent or call
maxTConv<- . . . .
DCInt conversation times number. All conversation times at a telephone are Dura

to agent or call
number

taken into account. Conversation time is the period
between establishing the connection and the end of
the call, minus the times the call is on hold.
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Counter Name Description Type
Sums up all conversation times that meet the following
Total of external - o . .
. - requirements: incoming, external (over trunk line) and
incoming - -
totTConv<- . . to agent or call number. All conversation times at a
conversation times - - - . Dura
DCExt telephone are taken into account. Conversation time is
to agent or call . S .
number the period between establishing the connection and
the end of the call, minus the times the call is on hold.
Determines the average of all conversation times that
Average of all meet the following requirements: incoming, external
external incoming (over trunk line) and to agent or call number. All
avgTConv<- . . - . .
conversation times conversation times at a telephone are taken into Dura
DCExt . . ; }
to agent or call account. Conversation time is the period between
number establishing the connection and the end of the call,
minus the times the call is on hold.
Gives the maximum of all conversation times that
Maximum of all meet the following requirements: incoming, external
external incoming (over trunk line) and to agent or call number. All
maxTConv<- . . . . .
conversation times conversation times at a telephone are taken into Dura
DCExt . . ; ;
to agent or call account. Conversation time is the period between
number establishing the connection and the end of the call,
minus the times the call is on hold.
Sums up all conversation times that meet the following
. . requirements: incoming and assigned by Dialer. All
Total of incoming - . .
- . conversation times at a telephone are taken into
totTConv<-0OD || conversation times . . - . Dura
via Dialer account. Conversation time is the period between
establishing the connection and the end of the call,
minus the times the call is on hold.
Determines the average of all conversation times that
Average of all meet the following requirements: incoming and
avgTConv<- incoming assigned by Dialer. All conversation times at a
) ) . . . . Dura
oD conversation times telephone are taken into account. Conversation time is
via Dialer the period between establishing the connection and
the end of the call, minus the times the call is on hold.
Gives the maximum of all conversation times that
Maximum of all meet the following requirements: incoming and
maxTConv<- incoming assigned by Dialer. All conversation times at a
. ) . . . . Dura
oD conversation times telephone are taken into account. Conversation time is
via Dialer the period between establishing the connection and
the end of the call, minus the times the call is on hold.
Sums up all conversation times that meet the following
Total of internal requirements: outgom_g, |n_ternal and to agent or call
outaoin number. All conversation times at a telephone are
totTConv- going . taken into account. Conversation time is the period
conversation times S - Dura
>DClInt between establishing the connection and the end of
to agent or call - - .
the call, minus the times the call is on hold. For
number . - L .
outgoing calls on analog trunk lines the ringing time
counts as part of the conversation time.
Determines the average of all conversation times that
meet the following requirements: outgoing, internal
Average of all : .
- . and to agent or call number. All conversation times at
internal outgoing . - .
avgTConv- conversation times a telephone are taken into account. Conversation time Dura
>DCInt is the period between establishing the connection and

to agent or call
number

the end of the call, minus the times the call is on hold.
For outgoing calls on analog trunk lines the ringing
time counts as part of the conversation time.
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Counter Name Description Type
Gives the maximum of all conversation times that
. meet the following requirements: outgoing, internal
Maximum of all : .
. . and to agent or call number. All conversation times at
internal outgoing . - .
maxTConv- - - a telephone are taken into account. Conversation time
conversation times - - o - Dura
>DCInt t0 agent or call is the period between establishing the connection and
9 the end of the call, minus the times the call is on hold.
number . . o
For outgoing calls on analog trunk lines the ringing
time counts as part of the conversation time.
Sums up all conversation times that meet the following
requirements: outgoing and to external number (not
. via call distribution). All conversation times at a
Total of outgoing . - . .
totTConv- - . telephone are taken into account. Conversation time is
conversation times - o - Dura
>DCExt t0 external numbers the period between establishing the connection and
the end of the call, minus the times the call is on hold.
For outgoing calls on analog trunk lines the ringing
time counts as part of the conversation time.
Determines the average of all conversation times that
meet the following requirements: outgoing and to
external number (not via call distribution). All
Average of all . . .
: conversation times at a telephone are taken into
avgTConv- outgoing . . - .
. . account. Conversation time is the period between Dura
>DCExt conversation times L .
establishing the connection and the end of the call,
to external numbers . . . -
minus the times the call is on hold. For outgoing calls
on analog trunk lines the ringing time counts as part of
the conversation time.
Gives the maximum of all conversation times that
meet the following requirements: outgoing and to
. external number (not via call distribution). All
Maximum of all . . .
. conversation times at a telephone are taken into
maxTConv- outgoing . . ; .
. . account. Conversation time is the period between Dura
>DCExt conversation times . .
establishing the connection and the end of the call,
to external numbers . . . -
minus the times the call is on hold. For outgoing calls
on analog trunk lines the ringing time counts as part of
the conversation time.
Total of all calls with Wrap Up
Counter Name Description Type
. Counts an agent's incoming and outgoing
totNWrapUp Total of all calls with conversations which are followed by Wrap Up Int
Wrap Up .
time.
totNWrapU #Total of established Counts an agent's incoming and outgoing
PP calls with Wrap Up time established calls which are followed by Wrap Up Int
per Topic . : . - .
per topic time. The counter is broken down into topics.
. Counts an agent's incoming and outgoing
totNWrapUp ?:l—lost?\lli;); sirzblﬁhi?me established calls which are followed by Wrap Up Int
per AG pLp time. The counter is broken down into agent

per agent group

groups.
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Wrap Up total, average, and longest

Counter Name Description Type

Sums up an agent's Wrap Up times. Wrap Up times are counted
for both incoming and outgoing routed calls. If a mandatory job
code is not entered at the end of the Wrap Up time, the counter
totTWrapUp ends nonetheless. Wrap Up times taken without a
call are not counted here. If the agent takes a break during the
Wrap Up time, the Wrap Up time ends when the break is
initiated. If the agent is on a call during the Wrap Up time, then
the Wrap Up time continues to be counted during the established
call; the conversation time of this established call, is determined
with the counter totTConvWrapUp .

Total of
totTWrapUp Wrap Up
times

Dura

Sums up an agent's average Wrap Up time. Wrap Up times are
counted for both incoming and outgoing routed calls. If a
mandatory job code is not entered at the end of the Wrap Up
Average time, the avgTWrapUp counter ends nonetheless. Wrap Up times
avgTWrapUp || Wrap Up taken without a call are not counted here. If the agent takes a Dura
time break during the Wrap Up time, the Wrap Up time ends when the
break is initiated. If the agent is on a call during the Wrap Up
time, then the Wrap Up time continues to be counted during the
established call.

Gives an agent's maximum Wrap Up time. Wrap Up times are
counted for both incoming and outgoing routed calls. If a
mandatory job code is not entered at the end of the Wrap Up
Maximum time, the maxTWrapUp counter ends nonetheless. Wrap Up times
maxTWrapUp || Wrap Up taken without a call are not counted here. If the agent takes a Dura
time break during the Wrap Up time, the Wrap Up time ends when the
break is initiated. If the agent is on a call during the Wrap Up
time, then the Wrap Up time continues to be counted during the
established call.

Wrap Up without call total, average, and
longest

Counter Name Description Type

Total of Wrap || Counts all Wrap Ups initiated by an agent without a call.
totNWrapUpNocCall Ups initiated Counts only if the agent is not on the phone when the Int
without a call Wrap Up time is initiated.

Sums up all Wrap Ups initiated by an agent without a

call. Counts only if the agent is not on the phone when
the Wrap Up time is initiated. totTWrap UpNoCall does
Total of Wrap || not count if the agent requests manual Wrap Up while
Up times the system is waiting for a mandatory job code or

totTWrapUpNoCall initiated during the Wrap Up time of the previous call. If the bura
without a call agent takes a break during the Wrap Up time, the Wrap
Up time ends when the break is initiated. If the agent is
on a call during the Wrap Up time, then the Wrap Up
time continues to be counted during the established call.
Calculates the average Wrap Up time initiated by an
Average Wrap agent without a call. Counts on]y if 'th'e 'a'gent is not on
Up time the phone when the Wra_lp Up time is |n|t|a}ted. If the
avgTWrapUpNocCall initiated agent takes a break during the Wrap Up time, the Wrap || Dura

Up time ends when the break is initiated. If the agent is
on a call during the Wrap Up time, then the Wrap Up
time continues to be counted during the established call.

without a call
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Counter Name Description Type
Gives the maximum Wrap Up time initiated by an agent
Maximum without a call. Counts only if the agent is not on the
Wrap Ub time phone when the Wrap Up time is initiated. If the agent
maxTWrapUpNocCall || . . D P takes a break during the Wrap Up time, the Wrap Up Dura
initiated . s .
without a call time ends when the break is initiated. If the agent is on
a call during the Wrap Up time, then the Wrap Up time
continues to be counted during the established call.
Wrap Up with mandatory job code average and
longest
Counter Name Description Type
Total time Sums up the times after Wrap Up time is over,
mandatory job during which a mandatory job code is not entered
totTrorcediCode codes not entered by the agent. No further calls are assigned to the bura
after Wrap Up. agent during these times.
Determines the average time after the Wrap Up
. time is over, the agent takes to enter a mandatory
Average time . - .
mandatory job job code for the topic. The recorded time starts
avgTForcedJCode with the end of the Wrap Up time and ends with Dura
codes not entered . ; .
after Wrap Up time the input of the mandatory job code or if the agent
logs out. No further calls are assigned to the agent
during these times.
Gives the maximum time after the Wrap Up time
. . is over, the agent takes to enter a mandatory job
Maximum time . : ;
mandatory iob code code for the topic. The recorded time starts with
maxTForcedJCode vl the end of the Wrap Up time and ends with the Dura
not entered after . ; .
Wrap Up time input of the mandatory job code or if the agent
pLp logs out. No further calls are assigned to the agent
during these times.
#Total time Sums up the times after Wrap Up time is over,
totTForcedICode mandatory job during which a mandatory job code is not entered
er Topic codes not entered by the agent. No further calls are assigned to the Dura
P P after Wrap Up, per agent during these times. The counter is broken
topic down into topics
#Average time Determines the average time after the Wrap Up
mandatory job time is over, the agent takes to enter a mandatory
avgTForcedJCode . -
er Topic codes not entered job code for the topic. No further calls are Dura
P P after Wrap Up, per assigned to the agent during these times. The
topic counter is broken down into topics
#Maximum time Gives the maximum time after the Wrap Up time
mandatory job is over, the agent takes to enter a mandatory job
maxTForcedJCode - -
er Topic codes not entered code for the topic. No further calls are assigned to || Dura
P P after Wrap Up time, || the agent during these times. The counter is
per topic broken down into topics
*Total time Sums up the times after Wrap Up time is over,
totTForcedICode mandatory job during which a mandatory job code is not entered
per AG codes not entered by the agent. No further calls are assigned to the Dura

after Wrap Up time,
per agent group

agent during these times. The counter is broken
down into agent groups (AG).
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Counter Name Description Type
*Average time Determines the average time after the Wrap Up
mandatory job time is over, the agent takes to enter a mandatory

avgTForcedJCode . -
er AG codes not entered job code for the topic. No further calls are Dura
P after Wrap Up, per assigned to the agent during these times. The
agent group counter is broken down into agent groups (AG).
*Maximum time Gives the maximum time after the Wrap Up time
mandatory job code || is over, the agent takes to enter a mandatory job
maxTForcedJCode - -
er AG not entered after code for the topic. No further calls are assigned to || Dura
P Wrap Up time, per the agent during these times. The counter is
agent group broken down into agent groups (AG).
Number of calls per job code
Counter Name Description Type
totN per JCode Total of calls per job || Counts all calls to which the same job code is assigned Int
code by the agent.
totN per JCode || #Total of calls per Counts all calls to which the same job code is assigned Int
per Topic job code per topic by the agent. The counter is broken down into topics
*Total of calls per Counts all calls to which the same job code is assigned
totN per JCode || . - -
job code per agent by the agent. The counter is broken down into agent Int
per AG
group groups (AG).
Number of job codes not entered
Counter Name Description Type
Counts the cases in which the agent does not enter a job code
. although this is expected by the system. The system is waiting
Total of job - - . .
for a job code if Job code is configured and enabled for the
totNNoJCode codes not . - g - Int
entered topic, and if the agent has the privilege Job code input but not
Mandatory job code input. totNNoJCode per AG does not count
if a job code is mandatory.
Counts how often the agent does not enter a job code
#Total of job || although this is expected by the system. The system is waiting
totNNoJCode codes not for a job code if Job code is configured and enabled for the Int
per Topic entered per topic, and if the agent has the privilege Job code input but not
topic Mandatory job code input. The counter totNNoJCode per AG
does not count if a job code is mandatory.
Counts how often the agent does not enter a job code
*Total of job || although this is expected by the system. The system is waiting
totNNoJCode codes not for a job code if Job code is configured and enabled for the Int
per AG entered per topic, and if the agent has the privilege Job code input but not
agent group Mandatory job code input. The counter totNNoJCode per AG
does not count if a job code is mandatory.
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Processing time total, average, and longest

Counter Name Description Type
Sums up an agent's conversation plus Wrap Up
. Total processing time || times for calls assigned to the telephone by call
totTService=-RC via call distribution distribution. For mandatory job totTService<-RC bura
increases until a job code is entered.
Determines an agent's average conversation plus
. Average processing Wrap Up times for calls assigned to the telephone
avgTService<- . . L . .
RC tl_me_V|a_caII by call dls_trlbutlon_. If a job code is man_datory, Dura
distribution avgTService<-RC is extended until the job code has
been entered.
Gives an agent's maximum conversation plus Wrap
maxTService<- Maxim_um processing U_p ti_mes_, for calls: assignec_zl to the telephone by call
RC tl.me.wa'call dlstrlbutlop. If a Jop code is manda'ltory,_ Dura
distribution maxTService<-RC is extended until the job code
has been entered.
Sums up an agent's conversation plus Wrap Up
#Total processing times for calls assigned to the telephone by call
totTService<-RC - . distribution. If a job code is mandatory,
. time via call - - - ] Dura
per Topic distribution per topic totTService<-RC per topic is extende.d until the job
code has been entered. The counter is broken down
into topics.
Determines an agent's average conversation plus
. Wrap Up times for calls assigned to the telephone
. #Average processing L . . .
avgTService<- . - by call distribution. If a job code is mandatory,
- time via call - S - . Dura
RC per Topic distribution per topic avgTService<-RC per topic is extended until the job
code has been entered. The counter is broken down
into topics.
Gives an agent's maximum conversation plus Wrap
#Maximum Up times for calls assigned to the telephone by call
maxTService<- processing time via distribution. If a job code is mandatory, Dura
RC per Topic call distribution per maxTService<-RC per topic is extended until the
topic job code has been entered. The counter is broken
down into topics.
Sums up an agent's conversation plus Wrap Up
*Total processing times for calls assigned to the telephone by call
totTService<-RC || time via call distribution. If a job code is mandatory, Dura
per AG distribution per totTService<-RC per AG is extended until the job
agent group code has been entered. The counter is broken down
into agent groups.
Determines an agent's average conversation plus
*Average processing || Wrap Up times for calls assigned to the telephone
avgTService<- time via call by call distribution. If a job code is mandatory, Dura
RC per AG distribution, per avgTService<-RC per AG is extended until the job
agent group code has been entered. The counter is broken down
into agent groups.
Gives an agent's maximum conversation plus Wrap
*Maximum Up times for calls assigned to the telephone by call
maxTService<- processing time via distribution. If a job code is mandatory, Dura

RC per AG

call distribution, per
agent group

maxTService<-RC per AG is extended until the job
code has been entered. The counter is broken down
into agent groups.
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Counter Name Description Type
Total of conversation | Sums up all the agent's conversation and Wrap Up
totTService<-RC || and Wrap Up times times for routed calls assigned the same job code Dura
per JCode via call distribution by the agent. For mandatory job totTService<-RC
per job code increases until a job code is entered.
Transferred calls
Counter Name Description Type
Total calls Counts all calls that are successfully transferred by the
totNTrans-> transferred by . Int
respective agent.
the agent
Total calls
totNTrans<- transferred to the || Counts all calls transferred to the respective agent. Int
agent
Number of Counts all calls transferred successfully by the
transferred calls . .
totNTrans->DC ; respective agent, direct to an agent or to a telephone Int
directly to an
number.
agent
Number of Counts all calls transferred successfully by the
totNTrans->RC transferred calls . ; . Int
- . respective agent using a topic number.
via routing
Number of .
totNTrans<-DC received direct Counts .aII calls successfully transferred directly to the Int
respective agent or telephone number.
transfers
Number of
totNTrans<-RC received Counts _aII calls succ_essfully 'Fransferred calls to the Int
transferred calls respective agent using a topic number.
via routing
. Counts all calls successfully transferred by the
. Number of blind . - . ;
totNBlindTrans-> respective agent, without connection during Int
transfers -
consultation call.
Number of Counts all calls successfully transferred to the
totNBlindTrans<- || received blind respective agent, without connection during Int
transfers consultation call.
Counts the following calls: The agent initiates a
Total calls consultation call to a "non-Call Center destination™ (i.e.
totNTrans- transferred to an un-monitored subscriber of the same PBX or via a Int
>NonCC non-call center line to a subscriber of another PBX) and transfers the
destinations call (blind transfers included). The counter also counts
if the transferred call is not established.
Total calls Counts the following calls: The agent initiates a
totNTrans->Ext transferred to consultation call via a trunk line and transfers the call Int
external (blind transfers included). The counter also counts if

subscribers

the transferred call does not lead to a conversation.
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Availability for call distribution

Counter Name Description Type
Sums up all times during which the agent is
. . present for PBX. An agent is considered
totTLogin Total time of presence present for the PBX when he is logged in on a bura
telephone.
_ Total time of availability S_ums up all times during which the agent is
totTSignOn S signed on to at least one agent group and thus || Dura
for call distribution . .
available for call distribution.
- .
To.tal g.me of Sums up all times during which the agent is
. availability for call .
totTSignOn per AG Lo signed on to at least one agent group. The Dura
distribution per agent . .
counter is broken down into agent groups.
group
Sums up all times during which the agent is
totTPause Total Break Time time signed off from call distribution with the Break || Dura
Time function.
Sums up all times during which the agent is
totTPause per Total Break Time time signed off from call distribution with the Break
. . Dura
ReasonCode code of reason Time function and entered a code of reason.
The counter is broken down into codes.
_ Total time of availability Sums up the times the ageljt is signed-on t_o at
totTAvail S least one agent group, not in Wrap Up and in Dura
for call distribution s o
telephony state "avail".
Percentage of Calculates the percentage value from the ratio
connection time (wrap- between the total connection time
(o)
YoTOccupWrapUp up time included) to (conversation time, hold time, and wrap-up perc
time of presence time) and the time of presence of the agent.
Percentage of Calculates the percentage value from the ratio
% TOCCU connection time between the total connection time Perc
P (without wrap-up time) (conversation time and hold time) and the
to time of presence time of presence of the agent.
Calls on hold and during Wrap Up
Counter Name Description Type
Total of
totNHold established calls Counts all calls that are put on hold by the agent Int
put on hold by the P y gent.
agent
totTHold Total hold time Sums up all times during which calls are put on hold Dura
by the agent.
avgTHold Average hold time Determines the average hold time of calls put on hold Dura
by the agent.
Maximum hold Gives the maximum hold time of calls put on hold by
maxTHold . Dura
time the agent.
Total of calls
totNAbanHold abandoned while Counts all calls that are abandoned by the other Int

on hold

party while put on hold by the agent.
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Counter Name Description Type
Total of calls . . . .
totNNewWrapUp during Wrap Up Counts. a.II incoming and outgoing calls while the Int
. agent is in Wrap Up state.
time
Total of answered Counts all incoming and outgoing answered calls
totNConvWrapUp || calls during Wrap - g going Int
. while the agent is in Wrap Up state.
Up time
Sums up all conversation times of calls that meet the
following requirements: incoming or outgoing, agent
Total conversation || in Wrap Up. All conversation times at a telephone are
totTConvWrapUp time during Wrap || taken into account. Conversation time is the duration || Dura
Up time between switching through the connection and the
end of the conversation or Wrap Up time. Times a call
is on hold are not counted.
Calculates the average conversation time of calls that
meet the following requirements: incoming or
Average value of . . ; .
. outgoing, agent in Wrap Up. All conversation times at
all conversation - .
avgTConvWrapUp . . a telephone are taken into account. Conversation Dura
times during Wrap || .. : . o
Up time time is the duration between switching through the
P connection and the end of the conversation or Wrap
Up. Times a call is on hold are not counted.
Calculates the maximum conversation time of calls
. that meet the following requirements: incoming or
Maximum value of . - - :
. outgoing, agent in Wrap Up. All conversation times at
all conversation . .
maxTConvWrapUp || . ; a telephone are taken into account. Conversation Dura
times during Wrap || .. . - o
Up time time is the duration between switching through the
P connection and the end of the conversation or Wrap
Up. Times a call is on hold are not counted.
Voice mails
Counter Name Description Type
Total of Counts all voice mails assigned to the agent by call
totNVM assigned voice distribution. All messages are counted whether they are Int
mails played or not.
Total of . Counts all voice mails assigned by call distribution and not
totNAbanVM || unplayed voice Int
. played by the agent.
mails
Total of reiected Counts all voice mails assigned by call distribution and
totNRejVM voice mailé rejected by the agent. This counter is active only on the Int
Integral Enterprise (155) PBX.
totNDoneVM Total of played Counts all voice mails assigned by call distribution and played Int

voice mails

by the agent.
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Preview Dialer

Counter Name Description Type
In preview dialer mode, all events are counted where a call
Total number Lo -
. - job is offered to an agent of the campaign under
totNPreview of preview - . LT - . Int
events consideration for initiation, no matter if a connection was
established with the destination subscriber or not.
In preview dialer mode, all times a call job is offered to an
totTPreview Total time in agent of the campaign under consideration for initiation are Dura
preview state added , no matter if a connection was established with the
destination subscriber or not.
. In preview dialer mode, the average time a call job is
Average time - : ;
. . . offered to an agent of the campaign under consideration for
avgTPreview in preview e : . Dura
state initiation is calculated, no matter if a connection was
established with the destination subscriber.
. . In preview dialer mode, the maximum time a call job is
Maximum time - : )
. . - offered to an agent of the campaign under consideration for
maxTPreview in preview e : . Dura
state initiation is calculated, no matter if a connection was
established with the destination subscriber.
In preview dialer mode, all events are counted where a call
Number of Lo ;i
. . . job is offered to an agent of the campaign under
totNPreviewRej || rejected . . LT . . Int
- consideration for initiation, but where the agent rejects this
preview events ; B
call job and initiation is thus prevented.
Assists
Counter Name Description Type
Total of all supervisor support (supervisor
totNAssistsReq Number of requested emergency, supervisor assistance) requested by Int

supervisor supports

the agent.
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Task:

E-Mail

E-mails
Number of e-mails
Counter Name Description Type
Counts all e-mails to the agent no matter if the mails are
totNNew New e-mails processed or not. Counts in all the intervals in which the e-mail || Int
is available and unread in agent's inbox.
#Number of Counts all e-mails to the agent no matter if the mails are
totNNew - processed or not. Counts in all the intervals in which the e-mail
. new e-mails . . : L ; Int
per Topic - is available and unread in agent's inbox. The counter is broken
per topic . .
down into topics.
*Number of Counts all e-mails to the agent no matter if the mails are
totNNew - processed or not. Counts in all the intervals in which the e-mail
new e-mails . : ) L : Int
per AG er AG is available and unread in agent's inbox. The counter is broken
P down into agent groups.
Time e-mails are not opened total, average, and
longest
Counter Name Description Type
Average time e-mails Calculates the average time e-mails remain
avgTAlert Dura
not opened unopened by the agent.
Maximum time e-mails Gives the maximum time e-mails remain unopened
maxTAlert Dura
not opened by the agent.
totTAlert per #Total time e-mails not || Sums up the times e-mails remain unopened by the
. . - - . Dura
Topic opened per topic agent. The counter is broken down into topics.
. . Calculates the average time e-mails remain
avgTAlert per || #Average time e-mails .
. . unopened by the agent. The counter is broken down || Dura
Topic not opened per topic . -
into topics.
. . . Gives the maximum time e-mails remain unopened
maxTAlert #Maximum time e-mails . .
- . by the agent. The counter is broken down into Dura
per Topic not opened per topic .
topics.
totTAlert per *Total time e-mails not Sums up the times g—malls remain l_Jnopened by the
agent. The counter is broken down into agent Dura
AG opened per AG
groups.
. . Calculates the average time e-mails remain
avgTAlert per || *Average time e-mails .
unopened by the agent. The counter is broken down || Dura
AG not opened per AG .
into agent groups.
- . . . Gives the maximum time e-mails remain unopened
maxTAlert Maximum time e-mails . -
by the agent. The counter is broken down into Dura
per AG not opened per AG

agent groups.

IP Office Contact Center Counters

Counter type: Agent e 31




Number of unprocessed e-mails

Counter Name Description Type

Counts all e-mails that were not processed nor opened by

Number of - . -
the respective agent. E-mails are returned to the topic

totNUnt unprocessed e- . . Int
- Mailbox after the max. time to accept was exceeded (by the

mails . .
agent) or if the agent deletes the e-mail.
Counts all e-mails that were not processed nor opened by

#Number of - . -
totNUnNt the respective agent. E-mails are returned to the topic

. unprocessed e- . - Int
per Topic mails per topic Mailbox after the max. time to accept was exceeded (by the
P P agent) or if the agent deletes the e-mail.
Counts all e-mails that were not processed nor opened by

*Number of - . -
totNUnNt the respective agent. E-mails are returned to the topic

unprocessed e- . . Int
per AG - Mailbox after the max. time to accept was exceeded (by the

mails per AG . .

agent) or if the agent deletes the e-mail.
Number of e-mails exceeding timeout
Counter Name Description Type
. Counts all e-mails to the agent that exceed the max. time
Number of e-mails : .
. to accept. After the max. time to accept is exceeded the
totNExp exceeding the max. S . . Int
} system redistributes the e-mails according to the task
time to accept
flow.

#Number of e-mails Counts all e-mails to the agent that exceed the max. time
totNEXxp exceeding the max. to accept. After the max. time to accept is exceeded the Int
per Topic time to accept per system redistributes the e-mails according to the task

topic flow. The counter is broken down into topics.

. Counts all e-mails to the agent that exceed the max.

*Number of e-mails . . .
totNEXxp . control time. After the max. time to accept is exceeded

exceeding the max. L . . Int
per AG } the system redistributes the e-mails according to the task

time to accept per AG . .

flow. The counter is broken down into agent groups.
Number of completed e-mails
Counter Name Description Type
totNDone *Number of e-mails Number of e-mails completed by the agent. Open e- Int
completed by agents mails which were deleted by the agent are not counted.
#Number of e-mails Number of e-mails completed by the agent. The
totNDone . . g - .
er Topic completed by agents counter is broken down into topics. Open e-mails which || Int
P P per topic were deleted by the agent are not counted.
totNDone *Number of e-mails Number_of e-mails completed by the agent. The
or AG completed by agents counter is broken down into agent groups. Open e- Int
P mails which were deleted by the agent are not counted.
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Processed e-mails

Number of processed e-mails

Counter Name Description Type
Counts all e-mails opened and closed by the
agent. E-mails that have been deleted by the
Number of . .
totNWork . agent after opening are counted too. Counts in all || Int
processed e-mails . - ; oo .
the intervals in which the e-mail is available and
unread in agent's inbox.
Counts all e-mails processed and edited by the
#Number of .
. . agent. E-mails that have been deleted by the
totNWork per Topic processed e-mails - Int
. agent after opening are counted too. The counter
per topic . . .
is broken down into topics.
Counts all e-mails processed and edited by the
*Number of .
. agent. E-mails that have been deleted by the
totNWork per AG processed e-mails . Int
agent after opening are counted too. The counter
per AG . .
is broken down into agent groups.
Counts all e-mails that did not wait longer than a
Number of . - )
- set time N in the queue of the topic and/or
o processed e-mails . - -
totNWorkWait<=N . o . pended at an agent. E-mails that waited in the Int
with waiting time .
<= N Seconds queue are counted as well as e-mails that could
be directly assigned to an available agent.
Number of Counts all e-mails that waited longer than a set
. time N and shorter than a set time M in the
processed e-mails ueue of the topic and/or pended at an agent. E-
totNWorkWait>=N<=M || with waiting time que ropic P gent. Int
- mails that waited in the queue are counted as
>Nand =M - . .
well as e-mails that could be directly assigned to
seconds .
an available agent.
Counts all e-mails that waited longer than a set
Number of - . .
rocessed e-mails time M in the queue of the topic and/or pended at
totNWorkWait>M pr o . an agent. E-mails that waited in the queue are Int
with waiting time - .
counted as well as e-mails that could be directly
> M seconds - .
assigned to an available agent.
Processing time total, average, and longest
Counter Name Description Type
Sums up all times the agent needs for processing e-mails. The
duration between opening and closing or deleting an e-mail by
Total . . . : L
. the agent is called processing time. If the active e-mail is
totTWork processing . - . Dura
. interrupted by the agent or if the agent logs out (the e-mail is
time . - . .
reactivated after the agent logs in again) these times are not
counted as processing time.
Calculates the average time the agent needs for processing e-
mails. The duration between opening and closing or deleting an
Average : - - . .
: e-mail by the agent is called processing time. If the active e-
avgTWork processing S . Dura
. mail is interrupted by the agent or if the agent logs out (the e-
time o . - . .
mail is reactivated after the agent logs in again) these times
are not counted as processing time.
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Counter Name Description Type
Gives the maximum time the agent needs for processing e-
. mails. The duration between opening and closing or deleting an
Maximum : - - . .
. e-mail by the agent is called processing time. If the active e-
maxTWork processing A . Dura
. mail is interrupted by the agent or if the agent logs out (the e-
time S . - . .
mail is reactivated after the agent logs in again) these times
are not counted as processing time.
Sums up all times the agent needs for processing e-mails. The
duration between opening and closing or deleting an e-mail by
#Total the agent is called processing time. If the active e-mail is
totTWork . . - -
er Topic processing interrupted by the agent or if the agent logs out (the e-mail is Dura
P P time per topic reactivated after the agent logs in again) these times are not
counted as processing time. The counter is broken down into
topics.
Calculates the average time the agent needs for processing e-
mails. The duration between opening and closing or deleting an
#Average e-mail by the agent is called processing time. If the active e-
avgTWork - A B
- processing mail is interrupted by the agent or if the agent logs out (the e- || Dura
per Topic . . . . - . .
time per topic mail is reactivated after the agent logs in again) these times
are not counted as processing time. The counter is broken
down into topics.
Gives the maximum time the agent needs for processing e-
mails. The duration between opening and closing or deleting an
#Maximum e-mail by the agent is called processing time. If the active e-
maxTWork . A ;
- processing mail is interrupted by the agent or if the agent logs out (the e- || Dura
per Topic . . - . - . .
time per topic mail is reactivated after the agent logs in again) these times
are not counted as processing time. The counter is broken
down into topics.
Sums up all times the agent needs for processing e-mails. The
duration between opening and closing or deleting an e-mail by
*Total the agent is called processing time. If the active e-mail is
totTWork . . . -
or AG processing interrupted by the agent or if the agent logs out (the e-mail is Dura
P time per AG reactivated after the agent logs in again) these times are not
counted as processing time. The counter is broken down into
agent groups.
Calculates the average time the agent needs for processing e-
mails. The duration between opening and closing or deleting an
*Average e-mail by the agent is called processing time. If the active e-
avgTWork . I .
er AG processing mail is interrupted by the agent or if the agent logs out (the e- || Dura
P time per AG mail is reactivated after the agent logs in again) these times
are not counted as processing time. The counter is broken
down into agent groups.
Gives the maximum time the agent needs for processing e-
mails. The duration between opening and closing or deleting an
*Maximum e-mail by the agent is called processing time. If the active e-
maxTWork . S B
er AG processing mail is interrupted by the agent or if the agent logs out (the e- || Dura
P time per AG mail is reactivated after the agent logs in again) these times

are not counted as processing time. The counter is broken
down into agent groups.
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Deferred E-mails

Counter Name Description Type
Counts all e-mails that have been deferred. In case an agent
Number of . .
defers more than one time the same e-mail, the counter
totNDeferred deferred e- - . - Int
. counts not again. In case of deferring the e-mail after the e-
mails . - .
mail was delegated, the counter counts like a new e-mail.
Total Sums up all times e-mails were deferred by an agent. In case
totTDeferred deferring the deferring agent was logged off in the meantime this time Dura
time contributes too.
Average Calculates the average time e-mails were deferred by an
avgTDeferred || deferring agent. In case the deferring agent was logged off in the Dura
time meantime this time contributes too.
Maximum Gives the maximum time an e-mail was deferred by an agent.
maxTDeferred || deferring In case the deferring agent was logged off in the meantime Dura
time this time contributes too.
Answered e-mails
Counter Name Description Type
Number of Counts the number of e-mails which are answered by an
totNAnswered answered e- agent. In case the agent send more than one answer per e- || Int
mails mail, only the first answer contributes to this counter.
Sums up all times until answering the e-mail. The time
Total - . - .
totTAnswered . . between opening an e-mail and sending the first answer Dura
answering time - .
contributes to this counter.
avgTAnswered Averagg . the average c;lura'uon between opening an e-mail and Dura
answering time || sending the first answer.
Maximum Gives the maximum time during opening an e-mail and
maxTAnswered . - - . Dura
answering time || sending the first answer.
Number of e-mails per job code
Counter Name Description Type
Number of e-mails Gives the number of e-mails assigned the same job
totN per JCode . Int
per job code code by the agent.
totN per JCode || #Number of e-mails Gives the number of e-mails ass_lgned the same_job
. - . code by the agent. The counter is broken down into Int
per Topic per job code per topic -
topics.
. Gives the number of e-mails assigned the same job
* -
totN per JCode Number of e-mails code by the agent. The counter is broken down into Int

per AG

per job code per AG

agent groups.

IP Office Contact Center Counters

Counter type: Agent e 35




Delegated e-mails

Counter Name Description Type
totNDelegate-> Number of e-mails Counts all e-mails transferred by the agent to a Int
9 forwarded by the agent call center destination (agent, topic).
totNDelegate<- Number of e-mails Counts all e-mails transferred to the agent. Int
forwarded to the agent
Availability for distribution
Counter Name Description Type
. Sums up the times agents are present for the system.
. Total time of . .
totTLogin The system considers an agent present once he logged in || Dura
presence . o
on the system with the Ul application.
Total time Sums up the times an agent is signed-on to at least one
totTSignOn signed-on for e- P ' a9 9 Dura
. agent group for e-mails.
mail
. *Total time Sums up the times an agent is signed-on to at least one
totTSignOn per . . . ;
AG signed-on for e- || agent group for e-mails. The counter is broken down into || Dura
mail per AG agent groups.
Sums up the Break Time times of agents. An agent
Total Break Time || activates the Break Time function. No further e-mails are
totTPause . S - - Dura
time distributed to the agent. The processing time of an open
e-mail is stopped.
. Sums up the times, in which the agent activated the
Total Break Time - . .
totTPause per . function Break Time in the Ul of the system and entered
time code of Dura

ReasonCode

reason

a reason for the break. The value is broken down into the
code of reason.
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Task: Chat

Chat requests

Number of chat requests

Counter Name Description Type
Incomin Count all incoming chats for the agent, regardless of whether
totNNew 9 the chats have been processed or not. The counter counts in all Int
chats . . .
intervals in which the chat request was not accepted.
Count all incoming chats for the agent, regardless of whether
totNNew #Incoming the cahts habe been processed or not.. The counter counts in all Int
per Topic chats per topic || intervals in which the chat request was not accepted. The
counter ins broken into topics.
Not processed chat requests
Times of not processed chat requests
Counter Name Description Type
Total time unanswered Sums the time the chat request had not been
totTAlert Dura
chats accepted by the agent.
Average time Calculates the average time chat remain unaccepted
avgTAlert Dura
unanswered chats by the agent.
Maximum time Gives the maximum number of agents signed-on to
maxTAlert Dura
unanswered chats the agent group of the system for chats.
totTAlert per || #Total time chats not Sums up the times chat requests remain
. - unprocessed by the agent. The counter is broken Dura
Topic accepted per topic - -
down into topics.
#Average time Calculates the average time chat request remain
avgTAlert per -
Tobic unprocessed chats per unprocessed by the agent. The counter is broken Dura
P topic down into topics.
#Maximum time Gives the maximum time a chat request of the
maxTAlert . .
- unprocessed chats per respective agent remained unprocessed. The Dura
per Topic . - . -
topic counter is broken into topics.
Number of not processed chat requests
Counter Name Description Type
Number of non- Counts chat request that where not processed or
totNUnt . Int
processed chats deleted by the respective agent.
#Number of Counts the chat requests assigned to the agent, but
totNUnt per . :
. unprocessed chats per || were not accepted or deleted by him. The counter is Int
Topic . ; .
topic broken down into topics.
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Number of chat requests with acceptance

timeout
Counter Name Description Type
Counts all chat requests to the agent that exceed the
Number of chats . . .
. max. time to accept. After the max. time to accept is
totNExp exceeding the max. . Int
. exceeded the system redistributes the chat request
time to accept .
according to the task flow.
#Number of chats Countg all chat requests to the agent 'that exceed the
. max. time to accept. After the max. time to accept is
totNExp exceeding the max. .
er Topic time to accent per exceeded the system redistributes the chat request Int
P P topic ptp according to the task flow. The counter is broken down
P into topics.
Processed chat requests
Number of chat requests in process
Counter Name Description Type
Count all chat requests that have been processed
totNWork Number of py the agent. The counter counts in all the Int
processed Chats intervals in which a chat request was processed
by the agent.
#Number of Counts gll chat re_quests pl_'oces:_‘,ed by the agent.
. Counts in all the intervals in which the chat
totNWork per Topic processed chats . . Int
. request is processed by the agent. The counter is
per topic . -
broken down into topics.
Counts all chat requests that did not wait longer
Number of - : -
rocessed chats than a set time N in the queue of the topic
totNWorkWait<=N pr o . and/or pended at an agent. Chats that waited in Int
with waiting time
_ the queue are counted as well as chats that
<= N Seconds . - .
could be directly assigned to an available agent.
Number of Counts all chat requests that did wait between
processed chats the set time N and M in the queue of the topic
totNWorkWait>N<=M || with waiting time > || and/or pended at an agent. Chats that waited in Int
N and <=M the queue are counted as well as chats that
seconds could be directly assigned to an available agent.
Count all chat requests, which have waited at
Number of least until the set time M in the queue of the
totNWorkWait>M processed chats topic and/or pended at an agent. Chats that Int

with waiting time >

M seconds

waited in the queue are counted as well as chats
that could be directly assigned to an available
agent.
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Processing times

Counter Name Description Type
Sums up all times the agent needs for processing chats. The
Total duration between accepting or deleting a chat by the agent is
totTWork processing called processing time. If the active chat is interrupted by the Dura
time agent or if the agent logs out these times are not counted as
processing time.
Calculates the average time the agent needs for processing
Average chats. The duration between opening and closing or deleting a
avgTWork processing chat by the agent is called processing time. If the active chat is || Dura
time interrupted by the agent or if the agent logs out these times
are not counted as processing time.
Gives the maximum time the agent needs for processing chats.
Maximum The duration between opening and closing or deleting a chat
maxTWork processing request by the agent is called processing time. If the active Dura
time chat is interrupted by the agent or if the agent logs out these
times are not counted as processing time.
Gives the maximum processing time of chat requests of the
respective topic. The duration between opening and closing a
#Total chat request by an agent is called processing time. If the
totTWork . . . .
per Topic processing active cha_t is mte_rrupted by the agent or if t_he agt_ant logs out Dura
time per topic (the chat is reactivated after the agent logs in again) these
times are not counted as processing time. The counter is
broken down into topics.
Calculates the average time the agent needs for processing
chat requests. The duration between opening and closing or
#Average deleting a chat request by the agent is called processing time.
avgTWork - . L .
per Topic processing If the active chat request is mterrupted t_)y the agent or if the Dura
time per topic agent logs out (the chat request is reactivated after the agent
logs in again) these times are not counted as processing time.
The counter is broken down into topics.
Gives the maximum processing time of chat requests of the
respective topic. The duration between opening and closing a
#Maximum chat request by an agent is called processing time. If the
maxTWork . . S ;
per Topic processing active cha.t is |ntgrrupted by the agent or if t'he aggnt logs out Dura
time per topic (the chat is reactivated after the agent logs in again) these
times are not counted as processing time. The counter is
broken down into topics.
Tranfered chat requests
Counter Name Description Type
totNDelegate-> Number of chats Counts all chat requ_estsf transferred by the agent Int
forwarded by the agent to a call center destination (agent, topic).
totNDelegate<- Number of chats Counts all chats transferred to the agent. Int

forwarded to the agent
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Chat requests per jobcode

Counter Name Description Type
totN per JCode [\lumber of chats per Gives the number of chats assigned the same job Int
job code code by the agent.
totN per JCode || #Number of chats per Gives the number of chats assgned the same qu
. . . code by the agent. The counter is broken down into Int
per Topic job code per topic .
topics.
Completed chat requests
Counter Name Description Type
totNDone Number of chats Number of chats completed by the agent. Chat which Int
completed by agents were deleted by the agent are not counted.
#Number of chats Number of chats completed by the agent. The counter
totNDone . - - .
er Topic completed by agents is broken down into topics. Accepted chats which were Int
P P per topic deleted by the agent are not counted.
Availability for distribution
Counter Name Description Type
. Sums up the times agents are present for the system.
. Total time of . .
totTLogin resence The system considers an agent present once he logged in || Dura
P on the system with the Ul application.
Total time . L
totTSignon signed-on for Sums up the times an agent is signed-on to at least one Dura
agent group for chat.
chat
. *Total time Sums up the times an agent is signed-on to at least one
totTSignOn per . - .
AG signed-on for agent group for chats. The counter is broken down into Dura
chat per AG agent groups.
Sums up the Break Time times of agents. An agent
totTPause Total Break activates the Break Time function. No further chats are Dura
Time time distributed to the agent. The processing time of an open
chat is stopped.
Sums up the times, in which the agent activated the
Total Break . . .
totTPause per Time time code function Break Time in the Ul of the system and entered Dura
ReasonCode a reason for the break. The value is broken down into the
of reason
code of reason.
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Counter type: telephone

Task: Voice

Calls
Number of calls
Counter Name Description Type

T_otal OT calls Counts all incoming and outgoing calls. Counts all calls

totNNew (incoming and - Int
- whether they lead to an established call or not.

outgoing)

Counts all calls that meet the following requirement:

Total of incomin incoming call. Counts all calls whether they lead to an
totNNew<- 9 established call or not. Counts the calls that were routed Int

calls . . .

through call diversion and were not signaled on the

appropriate telephones / agents.

Counts all incoming internal calls (within the PBX or
totNNew<- Total of incoming network). External calls, i.e. via a line, are not counted.

; ; Int
Int internal calls Counts all calls whether they lead to an established call or

not.

Total of incoming Counts all calls that meet the following requirements:
totNNew<- - . - - L .

RC calls via call incoming and assigned by call distribution. Counts all calls Int
distribution whether they lead to an established call or not.

#Total of Counts all calls that meet the following requirements:
totNNew<- incoming calls via || incoming and assigned by call distribution. Counts all calls Int
RC per Topic || call distribution whether they lead to an established call or not. The

per topic counter is broken down into topics

*Total of incoming || Counts all calls that meet the following requirements:
totNNew<- calls via call incoming and assigned by call distribution. Counts all calls Int
RC per AG distribution per whether they lead to an established call or not. The

agent group counter is broken down into agent groups (AG).

Counts all calls that meet the following requirements:
totNNew<- Total of incoming incoming, internal (within the same PBX or network) and Int
DCint internal calls call to agent or call number. Counts all calls whether they

lead to an established call or not.

Counts all calls that meet the following requirements:
totNNew<- Total of incoming incoming, external (i.e. via trunk line) and to agent or call Int
DCExt external calls number. Counts all calls whether they lead to an

established call or not.

IP Office Contact Center Counters

Counter type: telephone o 41




Counter Name Description Type

Counts all calls that meet the following requirements:

incoming, assigned via call distribution and in consultation.

Total of incoming Counts all calls whether they lead to an established call or
totNNew<- consultation calls not. Example: agent A is called and consults agent B. Int
RCCons via call Agent A calls agent B via a topic. totNNew<-RCCons counts

distribution in the statistics of agent B. In case of a blind transfer to

the topic and assignment to agent B, totNNew<-RCCons

does not count for agent B.

Counts all calls that meet the following requirements:
totNNew<- Total of incoming incoming, call to agent or call number and consultation Int
DCCons consultation calls call. Counts all calls whether they lead to an established

call or not.
totNNew<- Total of Dialer Couqts all calls initiated by the Dialer and distributed to the
oD calls con5|d_ered agent. Counts all calls whether they lead to an Int

established call or not.

. Counts all outgoing calls initiated by the agent. Outgoin
totNNew-> Total of outgoing and call initiatgd bg)]/ the agent. Couﬁts all (?alls whet%er ° Int

calls .

they lead to an established call or not.

Counts all outgoing calls initiated by the agent. outgoing
totNNew- Total of outgoing internally (within the PBX or network) and call initiated by Int
>Int internal calls the agent. Counts all calls whether they lead to an

established call or not.

Counts all outgoing calls initiated by the agent that meet
totNNew- Total of outgoing the following requirements: outgoing externally (i.e. via a Int
>Ext external calls trunk line) and call initiated by the agent. Counts all calls

whether they lead to an established call or not.

Outgoing, call initiated via topic call number and initiated
totNNew- Total of outgoing by the agent. Calls by the agent to topics as well as Int
>RC calls via ACD outgoing ACD calls are counted. Counts all calls whether

they lead to an established call or not.

Total of outgoing Counts all calls that meet the following requirements:
totNNew- consultation calls outgoing, assigned via call distribution and in consultation. Int
>RCCons via call Counts all calls whether they lead to an established call or

distribution not.

Counts all outgoing calls initiated by the agent. Outgoing,
totNNew- Total of outgoing internal or external, call initiated by the agent and not

- . o . Int
>DC calls assigned via call distribution. Counts all calls whether they

lead to an established call or not.

Counts all calls that meet the following requirements:
totNNew- Total of outgoing outgoing, call to agent or call number and consultation call. Int
>DCCons consultation calls Counts all calls whether they lead to an established call or

not.

Counts all calls that meet the following requirement:

Sums of all calls . - o . - R
totNRing that were signaled incoming call is signaled, diversions are eliminated. Counts Int

on the telephone.

all calls, regardless of whether the calls result in the
conversation or not.
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Ring time total, average, and longest

Counter Name Description Type
Total rinaing time Sums up all incoming ringing times at the telephones.
totTRing<- . ging Ringing time is the period during which a call is signaled || Dura
of incoming calls
at a telephone. Second calls are also counted.
Determines the average incoming ringing time for
avgTRing<- Average ringing telephqnes. Ringing time is the period during which a Dura
time call is signaled at a telephone. Second calls are also
counted.
Gives the maximum incoming ringing time for
maxTRing<- MaX|mum ringing telephqnes. Ringing time is the period during which a Dura
time call is signaled at a telephone. Second calls are also
counted.
Sums up all ringing times at the telephones. The ringing
Total rinaing time times have to meet the following requirements:
totTRing<-RC . ging tim incoming and assigned by call distribution. Ringing time Dura
via call distribution || . . - . s
is the period during which a call is signaled at a
telephone. Second calls are also counted.
Determines the average ringing time at the telephones.
L The ringing times have to meet the following
. Average ringing . o - .
avgTRing<- . : requirements: incoming and assigned by call
time via call S . o - - - . : Dura
RC T distribution. Ringing time is the period during which a
distribution L
call is signaled at a telephone. Second calls are also
counted.
Gives the maximum ringing time at the telephones. The
. Maximum ringing ringing times have to meet the following requirements:
maxTRing<- . . . - . L . S .
RC time via call incoming and assigned by call distribution. Ringing time Dura
distribution is the period during which a call is signaled at a
telephone. Second calls are also counted.
Sums up all ringing times at the telephones. The ringing
#Total of ringin times have to meet the following requirements:
totTRing<-RC . ' ringing incoming and assigned by call distribution. Ringing time
: times of incoming - . - - S Dura
per Topic calls per topic is the period during which a call is signaled at a
P P telephone. Second calls are also counted. The counter is
broken down into topics (See also totTRing<-RC)
Determines the average ringing time at the telephones.
#Average ringing The ringing times have to meet the following
. time of incoming requirements: incoming and assigned by call
avgTRing<- . S - L . ; - . .
RC per Topic calls via call distribution. Ringing time is the period during which a Dura
P P distribution per call is signaled at a telephone. Second calls are also
topic counted. The counter is broken down into topics. (See
also avgTRing<-RC).
#Maximum ringing Gives the maximum ringing time at the telephones. The
. time of incoming ringing times have to meet the following requirements:
maxTRing<- . . - . S - S .
. calls via call incoming and assigned by call distribution. Ringing time Dura
RC per Topic

distribution per
topic

is the period during which a call is signaled at a
telephone. Second calls are also counted.
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Counter Name Description Type
Sums up all ringing times at the telephones. The ringing
*Total of ringing times have to meet the following requirements:
. times of incoming incoming and assigned by call distribution. Ringing time
totTRing<-RC - - . - . S
per AG cglls.wa.call is the period during which a call is signaled at a . Dura
distribution per telephone. Second calls are also counted. The counter is
agent group broken down into agent groups. (See also totTRing<-
RC)
Determines the average ringing time at the telephones.

*Average ringing The ringing times have to meet the following

- time of incoming requirements: incoming and assigned by call
avgTRing<- . S - S ; . - . .
RC per AG cglls.wa.call dIStiiju.tIOI’]. Ringing time is the period during which a Dura
distribution per call is signaled at a telephone. Second calls are also
agent group counted. The counter is broken down into agent groups
(AG). (See also avgTRing<-RC)
Gives the maximum ringing time at the telephones. The

*Maximum ringing ringing times have to meet the following requirements:

. time of incoming incoming and assigned by call distribution. Ringing time
maxTRing<- . . . - . S
RC per AG cglls_wa_call is the period during which a call is signaled at a _ Dura
distribution per telephone. Second calls are also counted. The counter is
agent group broken down into agent groups (AG). (See also
maxTRing<-RC)
Number of calls exceeding a defined ring time
Counter Name Description Type
Counts all calls that meet the following requirements:

Total of incoming calls incoming, assigned by call distribution and exceeding
totNExpl<- via call distribution a ringing time threshold. Counts all calls whether Int
RC that exceed the they lead to an established call or not. The ringing

specified ringing time time threshold is configured with the application

Configuration under Statistics Settings.

#Total of incoming Counts all calls that meet the following requirements:
tOtNExpl<- cglls_via.call inc.om.ing, gssigned by call distribution and exceeding
RC per Topic distribution that_ _ a ringing time thresho_ld. Counts all calls whether _ Int

exceed the specified they lead to an established call or not. The counter is

ringing time per topic broken down into topics (See also totNExpl<-RC)

*Total of incoming Counts all calls that meet the following requirements:

calls via call incoming, assigned by call distribution and exceeding
totNExpl<- distribution that a ringing time threshold. Counts all calls whether Int
RC per AG exceed the specified they lead to an established call or not. The counter is

ringing time per agent broken down into agent groups (AG). (See also

group totNExpl<-RC)

Tptal of incoming Counts all calls that meet the following requirements:

direct calls to agent or || . - .
totNExpl<- call number that incoming, to agent or call number and exceeding the Int
DC configured ringing time threshold. Counts all calls

exceed the specified
ringing time

whether they lead to an established call or not.
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Number of unanswered calls

Counter Name Description Type
Counts all calls that meet the following requirements:

Total of abandoned incoming and abandoned (i.e. the call does not lead to
totNAban<- . - . . Int

incoming calls a conversation because either the caller hangs up or

the agent rejects the call).
totNAban<- Total of internal Qount; all F:alls that njegt the following requirements:
incoming, internal (within the PBX or network) and not || Int
Int abandoned calls . -
leading to a conversation.
totNAban<- Total of external _Countg all calls that meet the fo_IIowmg reqwremgnts:
incoming, external (over trunk line) and not leading to Int
Ext abandoned calls .
a conversation.
Counts all calls that meet the following requirements:

Total of abandoned incoming, assigned by call distribution and abandoned.
totNAban<- . - - -

RC incoming calls via It makes no difference whether the caller hangs up Int
call distribution before the call is answered, the agent rejects the call
or the ringing timeout has expired.

#Total of abandoned || Counts all calls that meet the following requirements:
totNAban<- incoming calls via incoming, assigned by call distribution and abandoned.

. LS . - - ; Int
RC per Topic call distribution per The counter is broken down into topics (see also

topic totNAban<-RC)

*Total of abandoned || Counts all calls that meet the following requirements:
totNAban<- incoming calls via incoming, assigned by call distribution and abandoned. Int
RC per AG call distribution per The counter is broken down into agent groups (AG).

agent group (see also totNAban<-RC)

Total of abandoned Counts all calls that meet the following requirements:
totNAban<- . - . - .

DC incoming calls to incoming, to agent or call number and not leading to a || Int
agent or call number || conversation.
Counts all calls that meet the following requirements:

Total of abandoned outgoing and call did not lead to a conversation. It
totNAban-> outaoina calls makes no difference whether the agent cancels the call || Int

going while ringing or whether the called subscriber rejects
the call.
Counts all calls that meet the following requirements:

Total of abandoned outgoing, internal (within the PBX or network) and call
totNAban- R - . :

outgoing internal did not lead to a conversation. It makes no difference Int
>Int . o

calls whether the agent cancels the call while ringing or

whether the called subscriber rejects the call.
Counts all calls that meet the following requirements:

Total of abandoned outgoing, external (over trunk line) and call did not
totNAban- . ) .

outgoing external lead to a conversation. It makes no difference whether || Int
>Ext . R

calls the agent cancels the call while ringing or whether the

called subscriber rejects the call.
totNAban- Total of abandoned Count_s all _ca_tl!s that .meet .the following reqwremer']ts:
. . outgoing, initiated via topic call number and call did not || Int
>RC outgoing calls via CD -
lead to a conversation.
totNAban- Total of abandoned Count_s all _calls that meet the fo_IIowmg reqwrer_nents:
- - outgoing, internal or external direct calls (not via call Int
>DC outgoing direct calls

distribution) that are not established.
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Counter Name Description Type
totNAban<- Total of abandoned Counts all calls that meet the following requirements: Int
oD Dialer calls incoming, call initiated by Dialer and not established.

Number of rejected calls
Counter Name Description Type
Counts all calls that meet the following requirements:
; Total of rejected incoming, assigned by call distribution and rejected by
totNRej<- . - . . . .
RC incoming calls via the agent. This counter is active only on the Integral Int
call distribution Enterprise (155) PBX, a call can not be refused on the
ACM PBX.
. Counts all calls that meet the following requirements:
. #Total of rejected . - . s .
totNRej<- . . - incoming, assigned by call distribution and rejected by
incoming calls via . . . g
RC per LS the agent. The counter is broken down into topics. This Int
- call distribution per . - -
Topic topic counter is active only on the Integral Enterprise (155)
P PBX, a call can not be refused on the ACM or IPO.
Counts all calls that meet the following requirements:

*Total of rejected incoming, assigned by call distribution and rejected by
totNRej<- incoming calls via the agent. The counter is broken down into agent groups Int
RC per AG call distribution per (AG). This counter is active only on the Integral

agent group Enterprise (155) PBX, a call can not be refused on the

ACM or IPO.
totNRej<- Total of rejected _Count_s all .ca}ll.s that meet the foIIovv_mg requirements:
- incoming, initiated by the Dialer, rejected by the called Int
oD Dialer calls .
subscriber.
Number of picked-up calls
Counter Name Description Type
Total of calls Counts all calls to other agents that are picked up by an
totNPickup<- picked up by agent. Counter doesn't count when the call is picked up Int
an agent by the Realtime Information function in the UlI.
Counts all calls picked up from the agent. Other
Total of calls . . . ,
. . subscribers pick up these calls instead. Counter doesn't
totNPickup-> picked up S . Int
count when the call is picked up by the Realtime
from an agent . ST
Information function in the UI.
Tﬁ:tlfel(;)zcalls Counts all calls in the queue that are picked up by an
totNPickupQueue<- P P agent in the Realtime Information function before they Int
from the .
could be assigned.
queue
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OUTCC calls

Counter Name Description Type
Total of outgoing Counts all manually initiated outgoing topic calls by
totNNewOutCC || calls via topic - the agent, call backs from Abandoned list for topics Int
OutCC and call jobs of type preview/direct dialer
Total of established Counts all manually |n|t|ated_ topic callfs, by the aggnt,
. - call backs from Abandoned list for topics and call jobs
totNConvOutCC || outgoing calls via - - . . Int
; of type preview/direct dialer which where answered by
topic - OutCC S
the addressed destinations.
Total of abandoned Counts all manually |n|t|ated_ topic callfs, by the age_nt,
R call backs from Abandoned list for topics and call jobs
totNAbanOutCC || outgoing initiated - - . . . Int
via topic - OUtCC of type preview/direct dialer which where not leading
P to a conversation (with the addressed destination).
Number of calls exceeding a defined ring
timeout
Counter Name Description Type
Counts all calls that meet the following requirements:
incoming, assigned by call distribution and exceeding
. . the ringing timeout. Counts all calls that are returned to
Total of incoming calls T o - o
. P call distribution after the ringing timeout. The ringing
via call distribution : . - . f
totNExp<- timeout is defined for the agent group assigned with the
that exceed a . . . : S Int
RC . o topic configuration. The counter is also counting in case
specified ringing . A
timeout of simultaneous events, i.e. in the moment a call
distributed to an agent the agent starts on outgoing
call. In this case the call will also return to call
destribution.
#Total. of incoming Counts all calls that meet the following requirements:
calls via call . - ; o .
totNExp<- o incoming, assigned by call distribution and exceeding
distribution that L A
RC per - the ringing timeout. Counts all calls that are returned to || Int
- exceed a specified Lo . o . .
Topic A . call distribution after the ringing timeout. The counter is
ringing timeout per - .
. broken down into topics
topic
- . .
Total_of incoming Counts all calls that meet the following requirements:
calls via call incoming, assigned by call distribution and exceedin
totNExp<- distribution that ning, assig Yy 9
- the ringing timeout. Counts all calls that are returned to || Int
RC per AG exceed a specified T s - -
A . call distribution after the ringing timeout. The counter is
ringing timeout per .
broken down into agent groups (AG).
agent group
Total of incoming calls || Counts all calls that meet the following requirements:
tOtNEXD<- to agent or call incoming, to agent or call number and exceeding the
DC P number that exceed a || ringing timeout. Counts all calls that are released after Int

specified ringing
timeout

the ringing timeout. This ringing timeout is configured
at the PBX.
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Number of calls with subscriber busy

Counter Name Description Type
Counts all calls that meet the following requirements:
Total of incoming incoming, to agent already busy. These calls are
totNBusy<- calls to agent either released, redirected or returned to call Int
already busy distribution. This counter is active only on the Integral
Enterprise (155) PBX.
Total of incoming Counts all calls that meet the following requirements:
internal calls to incoming, internal, agent already busy, to agent or
totNBusy<- -

DCInt agent or call call number. These calls are either transferred, Int
number with agent || redirected to call distribution or released. This counter
already busy is active only on the Integral Enterprise (155) PBX.

Total of incoming Counts all calls that meet the following requirements:
external calls to incoming, external, agent already busy, to agent or

totNBusy<- .

DCExt agent or call call number. These calls are either transferred, Int
number with agent || redirected to call distribution or released. This counter
already busy is active only on the Integral Enterprise (155) PBX.

Total of outgoing Counts all calls that meet the following requirements:
totNBusy- internal calls to outgoing, internal, destination busy, to agent or call
: : Int
>DClInt busy agent or call number. These calls are either transferred, redirected
number to call distribution or released.
. Counts all calls that meet the following requirements:
Total of outgoing : S .

totNBusy- external calls to outgoing, external, to busy destination outside of own Int

>DCExt - PBX. These calls are released. This counter also
busy subscriber . - -

counts if the call is released due to busy line.
Total of incoming Counts all calls that meet the following requirements:
totNBusy<-0OD Dialer calls to incoming and initiated by Dialer to agent already Int
agent already busy || busy.
Total of incoming
calls that are Counts all calls that meet the following requirements:
returned to call . - .
totNBusyRet<- P incoming, agent already busy, redirected to call Int
distribution - .
distribution.
because of busy
agent
Counts all calls that meet the following requirements:
Total of incomin incoming, to agent already busy and released. Calls
calls that are 9 that are returned to call distribution and released due
totNBusyDrop<- to the CallFlow (external distribution) or full queue Int
released because of || ,. L : -
busy agent (internal distribution) are also counted here. This
Y ag counter is active only on the Integral Enterprise (155)
PBX.
Counts all cases in which the telephone is connected
to busy tone or a busy telephone is called. The
following cases are counted: Busy agent or busy
telephone is called, agent goes off-hook and hangs up
Total of cases the || 10 S B etted party. 1tis counted only if
totNBusyTone agent hears busy party. Y Int

tone

the agent hears busy tone for more that five (5)
seconds, so that cases in which the subscriber hangs
up before the agent are not counted. If the agent is
connected to busy tone due to a topic overload,
totNBusyTone does not count. This counter counts
only on an Integral Enterprise (155) PBX.
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Total time telephone connected with busy tone
total, average, and longest

Counter Name Description Type
Total time the Sums up all.tlmes durlng which the agent hears busy .
tone. Only times exceeding 5 seconds are counted. This
totTBusyTone agent hears busy - . - Dura
counter is active only on the Integral Enterprise (155)
tone
PBX.
. Determines the average time during which the agent
Average time the - .
hears busy tone. Only times exceeding 5 seconds are
avgTBusyTone || agent hears busy - . . Dura
tone counted. This counter is active only on the Integral
Enterprise (155) PBX.
. . Gives the maximum time during which the agent hears
Maximum time - .
busy tone. Only times exceeding 5 seconds are counted.
maxTBusyTone || the agent hears : - - - Dura
busy tone This counter is active only on the Integral Enterprise
Y (155) PBX.
Conversations and Wrap Up
Counter Name Description Type
Total of mandatory job Counts how often the agent enters a mandatory
codes entered after job code for the VDN after the Wrap Up time is
totNForcedJCode Wrap Up time has over. No further calls are assigned to the agent Int
expired during these times.
Number of conversations
Counter Name Description Type
Counts all established calls that meet the
following requirements: incoming and answered.
In the case of consultation calls a maximum of
Total number of two established calls is counted: the first call
totNConv<- incoming between the two telephones and the second Int
established calls between the original caller and the telephone to
which the call is transferred. If the two
telephones do not contact each other (blind
transfer), only one call is counted.
Counts all established calls that meet the
following requirements: incoming, answered and
assigned by call distribution. In the case of
Total number of consultation calls a maximum of two established
incoming calls is counted: the first call between the two
totNConv<-RC Int

established calls
via call distribution

telephones and the second between the original
caller and the telephone to which the call is
transferred. If the two telephones do not contact
each other (blind transfer), only one call is
counted.
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Counter Name Description Type
Counts all established calls that meet the
following requirements: incoming, answered and
#Total number of assigned _by call distribufcion. In the case of_
incoming consgltatlon calls a maximum of two established
totNConv<-RC per . calls is counted: the first call between the two
) established calls S Int
Topic - - . telephones and the second between the original
via call distribution - -
per topic caller and the telephone to which the call is
transferred. If the two telephones do not contact
each other (blind transfer), only one call is
counted. The counter is broken down into topics.
Counts all established calls that meet the
following requirements: incoming, answered and
assigned by call distribution. In the case of
*Total number of consultation calls a maximum of two established
totNConv<-RC per incom!ng calls is counted: the first call between the 1.:V\{O
AG established calls telephones and the second between the original Int
via call distribution || caller and the telephone to which the call is
per agent group transferred. If the two telephones do not contact
each other (blind transfer), only one call is
counted. The counter is broken down into agent
groups (AG).
Counts all established calls that meet the
following requirements: incoming, answered,
internal and to agent or call number within the
Total number of .
. - - same PBX. In the case of consultation calls a
internal incoming maximum of two established calls is counted: the
totNConv<-DClint established calls to . . Int
first call between the two telephones and the
agent or call -
number second between_the orlglna! caller and the
telephone to which the call is transferred. If the
two telephones do not contact each other (blind
transfer), only one call is counted.
Counts all established calls that meet the
following requirements: incoming, answered,
external (over trunk line) and to agent or call
Total number of number via trunk line. In the case of consultation
external incoming calls a maximum of two established calls is
totNConv<-DCExt established calls to || counted: the first call between the two Int
agent or call telephones and the second between the original
number caller and the telephone to which the call is
transferred. If the two telephones do not contact
each other (blind transfer), only one call is
counted.
Total of Counts all established calls that meet the
totNConv<-0OD established Dialer following requirements: incoming and call Int
calls initiated by the Dialer.
Total of outgoing Counts all established calls that meet the
totNConv-> - : - . Int
established calls following requirements: answered and outgoing.
Total of outgoing Counts all established calls that meet the
totNConv->Int internal following requirements: answered, outgoing and Int
established calls internal (within the same PBX or network).
Total of outgoing Counts all established calls that meet the
totNConv->Ext external following requirements: answered, outgoing and Int

established calls

external (over trunk line).
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Counter Name Description Type
Total of outgoing Counts all established calls that meet the
totNConv->RC established calls following requirements: answered, outgoing and Int
via call distribution || initiated via topic call number.
Total of outgoing Counts all established calls that meet the
totNConv->DC established direct following requirements: answered, outgoing, Int
calls direct calls (not via call distribution).
Counts all established calls that meet the
following requirements: outgoing, answered,
internal and to agent or call number. In the case
of consultation calls a maximum of two
established calls is counted: the first call
Total number of
. . between the two telephones and the second
internal outgoing between the original caller and the telephone to
totNConv->DClInt established calls to . . Int
agent or call which the call is transferred. If the two _
telephones do not contact each other (blind
number - .
transfer), only one call is counted. For technical
reasons, a call is counted as an established call
in the outgoing traffic on analog trunk lines as
soon as a line is seized, even if no connection is
established.
Counts all established calls that meet the
following requirements: answered, outgoing
external (over trunk line), call to external call
number. In the case of consultation calls a
maximum of two established calls is counted: the
Total of all first call between the two telephones
established (consultation) and the second between the
totNConv-=DCExt outgoing calls with || original caller and the telephone to which the call Int
external numbers. is transferred. If the two telephones do not
contact each other (blind transfer), only one call
is counted. For technical reasons, a call is
counted as an established call in the outgoing
traffic on analog trunk lines as soon as a line is
seized, even if no connection is established.
Igﬁzlvczg?:l;flgomg Count_s all esta_lblished calls that meet the_
totNConv->RCCons P following requirements: answered, outgoing, Int
distribution in - - S - .
- assigned via call distribution and in consultation.
consultation
Total of outgoing Counts all established calls that meet the
totNConv->DCCons calls in following requirements: answered, outgoing, call || Int
consultation to agent or call number and in consultation.
Counts all calls that have not been in the queue
of the topic and/or ringing at the telephone not
Total of . - .
_ established calls longer than an adjustable time N before being
totNConvWait<=N answered. Calls from the queue as well as calls Int

with waiting time
<= N

directly assigned to a free agent are counted.
Direct calls to the agent call number are counted
as well.
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Counter Name Description Type
Counts all calls that have been in the queue of
the topic and/or ringing at the telephone for
Total of . -
established calls more than an adjustable time N and less than an
totNConvWait>N<=M . - . adjustable time M before being answered. Calls Int
with waiting time . .
>~ N and <= M from the queue as well as calls directly assigned
to a free agent are counted. Direct calls to the
agent call number are counted as well.
Counts all calls that have been in the queue of
the topic and/ or ringing at the telephone for
Total of . - .
- more than an adjustable time M before being
. established calls
totNConvWait>M . - . answered. Calls from the queue as well as calls Int
with waiting time . -
- M directly assigned to a free agent are counted.
Direct calls to the agent call number are counted
as well.
Number of processed conversations
Counter Name Description Type
Number of inbound Number of all call; (?omp_)leted by the agent thfat satisfy
totNDone<- ACD calls completed the following conditions: Inbound, allocated via call Int
RC P distribution and ended in the interval under
by agent. . -
consideration.
Number of outbound Number of all calls_ (_:omp_)leted by the_ a_g_ent thqt satlsf)_/
totNDone- the following conditions: Outbound, initiated via a topic
ACD calls completed . . Int
>RC call number, and ended in the interval under
by agent. . -
consideration.
Conversation time total, average, and longest
Counter Name Description Type
Sums up all conversation times that meet the following
Total of incomin requirement: incoming. All conversation times at a
totTConv<- . ing telephone are taken into account. Conversation time is || Dura
conversation times - L ]
the period between establishing the connection and
the end of the call, minus the times the call is on hold.
Sums up all conversation times that meet the following
. . requirements: incoming and assigned by call
Total of incoming PR - .
. . distribution. All conversation times at a telephone are
totTConv<-RC || conversation times - . . . . Dura
via call distribution taken into account. Conversation time is the period
between establishing the connection and the end of
the call, minus the times the call is on hold.
Determines the average of all conversation times that
Average of all meet the following requirements: incoming and
avgTConv<- incoming assigned by call distribution. All conversation times at
. ) . ; ; Dura
RC conversation times a telephone are taken into account. Conversation time
via call distribution is the period between establishing the connection and
the end of the call, minus the times the call is on hold.
Gives the maximum of all conversation times that
Maximum of all meet the following requirements: incoming and
maxTConv<- incoming assigned by call distribution. All conversation times at
. ) . ; ; Dura
RC conversation times a telephone are taken into account. Conversation time

via call distribution

is the period between establishing the connection and
the end of the call, minus the times the call is on hold.
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Counter Name Description Type
Totals all conversation times that satisfy the following
conditions: Outbound. The conversation times on the

Total of all outbound . - - .
totTConv-> . . telephone are considered. Conversation time is the Dura
conversation times - L .
period between establishing the connection and the
end of the call, minus the times the call is on hold.
Calculates the average value of all conversation times
that satisfy the following conditions: Outbound. The
Average value of all ; - .
conversation times on the telephone are considered.
avgTConv-> outbound - - . - S Dura
. . Conversation time is the period between establishing
convesation times . .
the connection and the end of the call, minus the
times the call is on hold.
Shows the maximum value of all conversation times
. that satisfy the following conditions: Outbound. The
Maximum value of ; - .
. conversation times on the telephone are considered.
maxTConv-> all outgoing . . . ; L Dura
conversation times Conversation time is the period between establishing
the connection and the end of the call, minus the
times the call is on hold.
Sums up all conversation times that meet the following
Total of outgoing rgqu!ren”'lents: outgoing and a§3|gned by call
- . distribution. All conversation times at a telephone are
totTConv->RC || conversation times . - - - - Dura
via call distribution taken into account. Conversation time is the period
between establishing the connection and the end of
the call, minus the times the call is on hold.
Determines the average of all conversation times that
Average of all meet the following requirements: outgoing and
avgTConv- outgoing assigned by call distribution. All conversation times at
. . . ; ; Dura
>RC conversation times a telephone are taken into account. Conversation time
via call distribution is the period between establishing the connection and
the end of the call, minus the times the call is on hold.
Gives the maximum of all conversation times that
Maximum of all meet the following requirements: outgoing and
maxTConv- outgoing assigned by call distribution. All conversation times at
. . . ; . Dura
>RC conversation times a telephone are taken into account. Conversation time
via call distribution is the period between establishing the connection and
the end of the call, minus the times the call is on hold.
Sums up all conversation times that meet the following
#Total of incoming rt_aqu_lrerr_lents: incoming a_nd a_SS|gned by call
. . distribution. All conversation times at a telephone are
totTConv<-RC || conversation times . . . . .
er Topic via call distribution taken into account. Conversation time is the period Dura
P er tobic between establishing the connection and the end of
P P the call, minus the times the call is on hold. The
counter is broken down into topics.
Determines the average of all conversation times that
#Average of all meet the following requirements: incoming and
incoming assigned by call distribution. All conversation times at
avgTConv<- . . . . .
RC per Topic conversation times a telephone are taken into account. Conversation time || Dura

via call distribution
per topic

is the period between establishing the connection and
the end of the call, minus the times the call is on hold.
The counter is broken down into topics.
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Counter Name Description Type
Gives the maximum of all conversation times that
#Maximum of all meet the following requirements: incoming and
incoming assigned by call distribution. All conversation times at
maxTConv<- . . . ) -
RC per Tobic conversation times a telephone are taken into account. Conversation time || Dura
P P via call distribution is the period between establishing the connection and
per topic the end of the call, minus the times the call is on hold.
The counter is broken down into topics.
Sums up all conversation times that meet the following
*Total of incoming rt_aqu_lrerr_lents. incoming a_nd a_SS|gned by call
- . distribution. All conversation times at a telephone are
totTConv<-RC || conversation times - . ; . ;
- P taken into account. Conversation time is the period Dura
per AG via call distribution - .
er agent arou between establishing the connection and the end of
P 9 9 P the call, minus the times the call is on hold. The
counter is broken down into agent groups (AG).
Determines the average of all conversation times that
*Average of all meet the following requirements: incoming and
incoming assigned by call distribution. All conversation times at
avgTConv<- . . . ; .
RC per AG conversation times a telephone are taken into account. Conversation time || Dura
P via call distribution is the period between establishing the connection and
per agent group the end of the call, minus the times the call is on hold.
The counter is broken down into agent groups (AG).
Gives the maximum of all conversation times that
*Maximum of all meet the following requirements: incoming and
incoming assigned by call distribution. All conversation times at
maxTConv<- . . . . .
RC per AG conversation times a telephone are taken into account. Conversation time || Dura
via call distribution is the period between establishing the connection and
per agent group the end of the call, minus the times the call is on hold.
The counter is broken down into agent groups (AG).
Sums up all conversation times that meet the following
Total of internal requirements: incoming, internal (within the same PBX
incoming or network) and to agent or call number. All
totTConv<- . . . . .
conversation times conversation times at a telephone are taken into Dura
DCint . . ; ;
to agent or call account. Conversation time is the period between
number establishing the connection and the end of the call,
minus the times the call is on hold.
Determines the average of all conversation times that
Average of all meet the following requirements: incoming, internal
internal incoming (within the PBX or network) and to agent or call
avgTConv<- . . : .
conversation times number. All conversation times at a telephone are Dura
DCint . . . . -
to agent or call taken into account. Conversation time is the period
number between establishing the connection and the end of
the call, minus the times the call is on hold.
Gives the maximum of all conversation times that
Maximum of all meet the following requirements: incoming, internal
internal incoming (within the PBX or network) and to agent or call
maxTConv<- . . . .
DCInt conversation times number. All conversation times at a telephone are Dura

to agent or call
number

taken into account. Conversation time is the period
between establishing the connection and the end of
the call, minus the times the call is on hold.
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Counter Name Description Type
Sums up all conversation times that meet the following
Total of external - o . .
. - requirements: incoming, external (over trunk line) and
incoming - -
totTConv<- . . to agent or call number. All conversation times at a
conversation times - - - . Dura
DCExt telephone are taken into account. Conversation time is
to agent or call . S .
number the period between establishing the connection and
the end of the call, minus the times the call is on hold.
Determines the average of all conversation times that
Average of all meet the following requirements: incoming, external
external incoming (over trunk line) and to agent or call number. All
avgTConv<- . . - . .
conversation times conversation times at a telephone are taken into Dura
DCExt . . ; }
to agent or call account. Conversation time is the period between
number establishing the connection and the end of the call,
minus the times the call is on hold.
Gives the maximum of all conversation times that
Maximum of all meet the following requirements: incoming, external
external incoming (over trunk line) and to agent or call number. All
maxTConv<- . . . . .
conversation times conversation times at a telephone are taken into Dura
DCExt . . ; ;
to agent or call account. Conversation time is the period between
number establishing the connection and the end of the call,
minus the times the call is on hold.
Sums up all conversation times that meet the following
. . requirements: incoming and assigned by Dialer. All
Total of incoming - . .
- . conversation times at a telephone are taken into
totTConv<-0OD || conversation times . . - . Dura
via Dialer account. Conversation time is the period between
establishing the connection and the end of the call,
minus the times the call is on hold.
Determines the average of all conversation times that
Average of all meet the following requirements: incoming and
avgTConv<- incoming assigned by Dialer. All conversation times at a
) ) . . . . Dura
oD conversation times telephone are taken into account. Conversation time is
via Dialer the period between establishing the connection and
the end of the call, minus the times the call is on hold.
Gives the maximum of all conversation times that
Maximum of all meet the following requirements: incoming and
maxTConv<- incoming assigned by Dialer. All conversation times at a
. ) . . . . Dura
oD conversation times telephone are taken into account. Conversation time is
via Dialer the period between establishing the connection and
the end of the call, minus the times the call is on hold.
Sums up all conversation times that meet the following
Total of internal requirements: outgom_g, |n_ternal and to agent or call
outaoin number. All conversation times at a telephone are
totTConv- going . taken into account. Conversation time is the period
conversation times S - Dura
>DClInt between establishing the connection and the end of
to agent or call - - .
the call, minus the times the call is on hold. For
number . - L .
outgoing calls on analog trunk lines the ringing time
counts as part of the conversation time.
Determines the average of all conversation times that
meet the following requirements: outgoing, internal
Average of all : .
- . and to agent or call number. All conversation times at
internal outgoing . - .
avgTConv- conversation times a telephone are taken into account. Conversation time Dura
>DCInt is the period between establishing the connection and

to agent or call
number

the end of the call, minus the times the call is on hold.
For outgoing calls on analog trunk lines the ringing
time counts as part of the conversation time.
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Counter Name Description Type
Gives the maximum of all conversation times that
. meet the following requirements: outgoing, internal
Maximum of all : .
. . and to agent or call number. All conversation times at
internal outgoing . - .
maxTConv- - - a telephone are taken into account. Conversation time
conversation times - - o - Dura
>DCInt t0 agent or call is the period between establishing the connection and
9 the end of the call, minus the times the call is on hold.
number . . o
For outgoing calls on analog trunk lines the ringing
time counts as part of the conversation time.
Sums up all conversation times that meet the following
requirements: outgoing and to external number (not
. via call distribution). All conversation times at a
Total of outgoing . - . .
totTConv- - . telephone are taken into account. Conversation time is
conversation times - o - Dura
>DCExt t0 external numbers the period between establishing the connection and
the end of the call, minus the times the call is on hold.
For outgoing calls on analog trunk lines the ringing
time counts as part of the conversation time.
Determines the average of all conversation times that
meet the following requirements: outgoing and to
external number (not via call distribution). All
Average of all . . .
: conversation times at a telephone are taken into
avgTConv- outgoing . . - .
. . account. Conversation time is the period between Dura
>DCExt conversation times L .
establishing the connection and the end of the call,
to external numbers . . . -
minus the times the call is on hold. For outgoing calls
on analog trunk lines the ringing time counts as part of
the conversation time.
Gives the maximum of all conversation times that
meet the following requirements: outgoing and to
. external number (not via call distribution). All
Maximum of all . . .
. conversation times at a telephone are taken into
maxTConv- outgoing . . ; .
. . account. Conversation time is the period between Dura
>DCExt conversation times . .
establishing the connection and the end of the call,
to external numbers . . . -
minus the times the call is on hold. For outgoing calls
on analog trunk lines the ringing time counts as part of
the conversation time.
Total of all calls with Wrap Up
Counter Name Description Type
. Counts an agent's incoming and outgoing
totNWrapUp Total of all calls with conversations which are followed by Wrap Up Int
Wrap Up .
time.
totNWrapU #Total of established Counts an agent's incoming and outgoing
PP calls with Wrap Up time established calls which are followed by Wrap Up Int
per Topic . : . - .
per topic time. The counter is broken down into topics.
. Counts an agent's incoming and outgoing
totNWrapUp ?:l—lost?\lli;); sirzblﬁhi?me established calls which are followed by Wrap Up Int
per AG pLp time. The counter is broken down into agent

per agent group

groups.
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Wrap Up total, average, and longest

Counter Name Description Type

Sums up an agent's Wrap Up times. Wrap Up times are counted
for both incoming and outgoing routed calls. If a mandatory job
code is not entered at the end of the Wrap Up time, the totTWrap
Up counter ends nonetheless. Wrap Up times taken without a call
are not counted here. If the agent takes a break during the Wrap
Up time, the Wrap Up time ends when the break is initiated. If
the agent is on a call during the Wrap Up time, then the Wrap Up
time continues to be counted during the established call; the
conversation time of this established call, is determined with the
counter totTConvWrapUp .

Total of
Wrap Up
times

totTWrapUp Dura

Sums up an agent's average Wrap Up time. Wrap Up times are
counted for both incoming and outgoing routed calls. If a
mandatory job code is not entered at the end of the Wrap Up
time, the avgTWrapUp counter ends nonetheless. WrapUp times
taken without a call are not counted here. If the agent takes a
break during the Wrap Up time, the Wrap Up time ends when the
break is initiated. If the agent is on a call during the Wrap Up
time, then the Wrap Up time continues to be counted during the
established call.

Average
Wrap Up
time

avgTWrapUp Dura

Gives an agent's maximum Wrap Up time. Wrap Up times are
counted for both incoming and outgoing routed calls. If a
mandatory job code is not entered at the end of the Wrap Up
time, the maxTWrapUp counter ends nonetheless. Wrap Up times
taken without a call are not counted here. If the agent takes a
break during the Wrap Up time, the Wrap Up time ends when the
break is initiated. If the agent is on a call during the Wrap Up
time, then the Wrap Up time continues to be counted during the
established call.

Maximum
Wrap Up
time

maxTWrapUp Dura

Wrap Up without call total, average, and
longest

Counter Name Description Type

Counts all Wrap Ups initiated by an agent without a call.
Counts only if the agent is not on the phone when the Int
Wrap Up time is initiated.

Total of Wrap
Ups initiated
without a call

totNWrapUpNocCall

Sums up all Wrap Ups initiated by an agent without a
call. Counts only if the agent is not on the phone when
the Wrap Up time is initiated. totTWrapUpNoCall does

totTWrapUpNoCall

Total of Wrap
Up times
initiated
without a call

not count if the agent requests manual Wrap Up while
the system is waiting for a mandatory job code or during
the Wrap Up time of the previous call. If the agent takes
a break during the Wrap Up time, the Wrap Up time
ends when the break is initiated. If the agent is on a call
during the Wrap Up time, then the Wrap Up time
continues to be counted during the established call.

Dura

avgTWrapUpNocCall

Average Wrap
Up time
initiated
without a call

Calculates the average Wrap Up time initiated by an
agent without a call. Counts only if the agent is not on
the phone when the Wrap Up time is initiated. If the
agent takes a break during the Wrap Up time, the Wrap
Up time ends when the break is initiated. If the agent is
on a call during the Wrap Up time, then the Wrap Up
time continues to be counted during the established call.

Dura
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Counter Name Description Type
Gives the maximum Wrap Up time initiated by an agent
Maximum without a call. Counts only if the agent is not on the
Wrap Ub time phone when the Wrap Up time is initiated. If the agent
maxTWrapUpNocCall || . . D P takes a break during the Wrap Up time, the Wrap Up Dura
initiated . L -
without a call time ends when the break is initiated. If the agent is on
a call during the Wrap Up time, then the Wrap Up time
continues to be counted during the established call.
Wrap Up with mandatory job code average and
longest
Counter Name Description Type
Total time Sums up the times after Wrap Up time is over,
mandatory job during which a mandatory job code is not entered
totTrorcediCode codes not entered by the agent. No further calls are assigned to the bura
after Wrap Up. agent during these times.
Determines the average time after the Wrap Up
. time is over, the agent takes to enter a mandatory
Average time . - .
mandatory job job code for the topic. The recorded time starts
avgTForcedJCode with the end of the Wrap Up time and ends with Dura
codes not entered . ; .
after Wrap Up time the input of the mandatory job code or if the agent
logs out. No further calls are assigned to the agent
during these times.
Gives the maximum time after the Wrap Up time
. . is over, the agent takes to enter a mandatory job
Maximum time . : ;
mandatory iob code code for the topic. The recorded time starts with
maxTForcedJCode vl the end of the Wrap Up time and ends with the Dura
not entered after . ; .
Wrap Up time input of the mandatory job code or if the agent
pLp logs out. No further calls are assigned to the agent
during these times.
#Total time Sums up the times after Wrap Up time is over,
totTForcedICode mandatory job during which a mandatory job code is not entered
er Topic codes not entered by the agent. No further calls are assigned to the Dura
P P after Wrap Up, per agent during these times. The counter is broken
topic down into topics.
#Average time Determines the average time after the Wrap Up
mandatory job time is over, the agent takes to enter a mandatory
avgTForcedJCode . -
er Topic codes not entered job code for the topic. No further calls are Dura
P P after Wrap Up, per assigned to the agent during these times. The
topic counter is broken down into topics.
#Maximum time Gives the maximum time after the Wrap Up time
mandatory job is over, the agent takes to enter a mandatory job
maxTForcedJCode - -
er Topic codes not entered code for the topic. No further calls are assigned to || Dura
P P after Wrap Up time, || the agent during these times. The counter is
per topic broken down into topics.
*Total time Sums up the times after Wrap Up time is over,
totTForcedICode mandatory job during which a mandatory job code is not entered
per AG codes not entered by the agent. No further calls are assigned to the Dura

after Wrap Up time,
per agent group

agent during these times. The counter is broken
down into agent groups (AG).
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Counter Name Description Type
*Average time Determines the average time after the Wrap Up
mandatory job time is over, the agent takes to enter a mandatory

avgTForcedJCode . -
er AG codes not entered job code for the topic. No further calls are Dura
P after Wrap Up, per assigned to the agent during these times. The
agent group counter is broken down into agent groups (AG).
*Maximum time Gives the maximum time after the Wrap Up time
mandatory job code || is over, the agent takes to enter a mandatory job
maxTForcedJCode - -
er AG not entered after code for the topic. No further calls are assigned to || Dura
P Wrap Up time, per the agent during these times. The counter is
agent group broken down into agent groups (AG).
Number of calls per job code
Counter Name Description Type
totN per JCode Total of calls per job || Counts all calls to which the same job code is assigned Int
code by the agent.
totN per JCode || #Total of calls per Counts all calls to which the same job code is assigned Int
per Topic job code per topic by the agent. The counter is broken down into topics.
*Total of calls per Counts all calls to which the same job code is assigned
totN per JCode || . - -
job code per agent by the agent. The counter is broken down into agent Int
per AG
group groups (AG).
Number of job codes not entered
Counter Name Description Type
Counts the cases in which the agent does not enter a job code
. although this is expected by the system. The system is waiting
Total of job - - . .
for a job code if Job code is configured and enabled for the
totNNoJCode codes not . - g - Int
entered topic, and if the agent has the privilege Job code input but not
Mandatory job code input. totNNoJCode per AG does not count
if a job code is mandatory.
Counts how often the agent does not enter a job code
#Total of job || although this is expected by the system. The system is waiting
totNNoJCode codes not for a job code if Job code is configured and enabled for the Int
per Topic entered per topic, and if the agent has the privilege Job code input but not
topic Mandatory job code input. The counter totNNoJCode per AG
does not count if a job code is mandatory.
Counts how often the agent does not enter a job code
*Total of job || although this is expected by the system. The system is waiting
totNNoJCode codes not for a job code if Job code is configured and enabled for the Int
per AG entered per topic, and if the agent has the privilege Job code input but not
agent group Mandatory job code input. The counter totNNoJCode per AG
does not count if a job code is mandatory.
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Processing time total, average, and longest

Counter Name Description Type
Sums up an agent's conversation plus Wrap Up
. Total processing time || times for calls assigned to the telephone by call
totTService=-RC via call distribution distribution. For mandatory job totTService<-RC bura
increases until a job code is entered.
Determines an agent's average conversation plus
. Average processing Wrap Up times for calls assigned to the telephone
avgTService<- . . L . .
RC tl_me_V|a_caII by call dls_trlbutlon_. If a job code is man_datory, Dura
distribution avgTService<-RC is extended until the job code has
been entered.
Gives an agent's maximum conversation plus Wrap
maxTService<- Maxim_um processing U_p ti_mes_, for calls: assignec_zl to the telephone by call
RC tl.me.wa'call dlstrlbutlop. If a Jop code is manda'ltory,_ Dura
distribution maxTService<-RC is extended until the job code
has been entered.
Sums up an agent's conversation plus Wrap Up
#Total processing times for calls assigned to the telephone by call
totTService<-RC - . distribution. If a job code is mandatory,
. time via call - - - ] Dura
per Topic distribution per topic totTService<-RC per topic is extende.d until the job
code has been entered. The counter is broken down
into topics.
Determines an agent's average conversation plus
. Wrap Up times for calls assigned to the telephone
. #Average processing L . . .
avgTService<- . - by call distribution. If a job code is mandatory,
- time via call - S - . Dura
RC per Topic distribution per topic avgTService<-RC per topic is extended until the job
code has been entered. The counter is broken down
into topics.
Gives an agent's maximum conversation plus Wrap
#Maximum Up times for calls assigned to the telephone by call
maxTService<- processing time via distribution. If a job code is mandatory, Dura
RC per Topic call distribution per maxTService<-RC per topic is extended until the
topic job code has been entered. The counter is broken
down into topics.
Sums up an agent's conversation plus Wrap Up
*Total processing times for calls assigned to the telephone by call
totTService<-RC || time via call distribution. If a job code is mandatory, Dura
per AG distribution per totTService<-RC per AG is extended until the job
agent group code has been entered. The counter is broken down
into agent groups.
Determines an agent's average conversation plus
*Average processing || Wrap Up times for calls assigned to the telephone
avgTService<- time via call by call distribution. If a job code is mandatory, Dura
RC per AG distribution, per avgTService<-RC per AG is extended until the job
agent group code has been entered. The counter is broken down
into agent groups.
Gives an agent's maximum conversation plus Wrap
*Maximum Up times for calls assigned to the telephone by call
maxTService<- processing time via distribution. If a job code is mandatory, Dura

RC per AG

call distribution, per
agent group

maxTService<-RC per AG is extended until the job
code has been entered. The counter is broken down
into agent groups.
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Counter Name Description Type
Total of conversation | Sums up all the agent's conversation and Wrap Up
totTService<-RC || and Wrap Up times times for routed calls assigned the same job code Dura
per JCode via call distribution by the agent. For mandatory job totTService<-RC
per job code increases until a job code is entered.
Transferred calls
Counter Name Description Type
Total calls Counts all calls that are successfully transferred by the
totNTrans-> transferred by . Int
respective agent.
the agent
Total calls
totNTrans<- transferred to the || Counts all calls transferred to the respective agent. Int
agent
Number of Counts all calls transferred successfully by the
transferred calls . .
totNTrans->DC ; respective agent, direct to an agent or to a telephone Int
directly to an
number.
agent
Number of Counts all calls transferred successfully by the
totNTrans->RC transferred calls . ; . Int
- . respective agent using a topic number.
via routing
Number of .
totNTrans<-DC received direct Counts .aII calls successfully transferred directly to the Int
respective agent or telephone number.
transfers
Number of
totNTrans<-RC received Counts _aII calls succ_essfully 'Fransferred calls to the Int
transferred calls respective agent using a topic number.
via routing
. Counts all calls successfully transferred by the
. Number of blind . - . ;
totNBlindTrans-> respective agent, without connection during Int
transfers -
consultation call.
Number of Counts all calls successfully transferred to the
totNBlindTrans<- || received blind respective agent, without connection during Int
transfers consultation call.
Counts the following calls: The agent initiates a
Total calls consultation call to a "non-Call Center destination™ (i.e.
totNTrans- transferred to an un-monitored subscriber of the same PBX or via a Int
>NonCC non-call center line to a subscriber of another PBX) and transfers the
destinations call (blind transfers included). The counter also counts
if the transferred call is not established.
Total calls Counts the following calls: The agent initiates a
totNTrans->Ext transferred to consultation call via a trunk line and transfers the call Int
external (blind transfers included). The counter also counts if

subscribers

the transferred call does not lead to a conversation.
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Availability for call distribution

Counter Name Description Type
Sums up all times during which the agent is
. . present for PBX. An agent is considered
totTLogin Total time of presence present for the PBX when he is logged in on a bura
telephone.
totTLogin per *Total time of presence || Sums up all times during which an agent is Dura
Agent per agent logged in on this telephone of the PBX.
. Total time of availability S_ums up all times during which the agent is
totTSignOn PR signed on to at least one agent group and thus || Dura
for call distribution . o
available for call distribution.
- .
To_tal g_me of Sums up all times during which the agent is
. availability for call -
totTSignOn per AG S signed on to at least one agent group. The Dura
distribution per agent . .
counter is broken down into agent groups.
group
Sums up all times during which the agent is
totTPause Total Break Time time signed off from call distribution with the Break || Dura
Time function.
Sums up all times during which the agent is
totTPause per Total Break Time time signed off from call distribution with the Break
. . Dura
ReasonCode code of reason Time function and entered a code of reason.
The counter is broken down into codes.
_ Total time of availability Sums up the times the ageht is signed-on tg at
totTAvail S least one agent group, not in Wrap Up and in Dura
for call distribution s o
telephony state "avail".
Percentage of Calculates the percentage value from the ratio
% TOccupWrapU connection time (with between the total connection time Perc
P PP wrap-up time) to time (conversation time, hold time, and wrap-up
of presence time) and the time of presence of the agent.
Percentage of Calculates the percentage value from the ratio
% TOCCU connection time between the total connection time Perc
P (without wrap-up time) (conversation time and hold time) and the
to time of presence time of presence of the agent.
Calls on hold and during Wrap Up
Counter Name Description Type
Total of
established calls
totNHold put on hold by the Counts all calls that are put on hold by the agent. Int
agent
totTHold Total hold time Sums up all times during which calls are put on hold Dura
by the agent.
avgTHold Average hold time Determines the average hold time of calls put on hold Dura
by the agent.
maxTHold Maximum hold Gives the maximum hold time of calls put on hold by Dura

time

the agent.
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Total of calls
totNAbanHold abandoned while Counts a!l calls that are abandoned by the other Int
party while put on hold by the agent.
on hold
Total of calls - . . .
totNNewWrapUp during Wrap Up Counts. a.II incoming and outgoing calls while the Int
. agent is in Wrap Up state.
time
Total of answered Counts all incoming and outgoing answered calls
totNConvWrapUp || calls during Wrap - g going Int
. while the agent is in Wrap Up state.
Up time
Sums up all conversation times of calls that meet the
following requirements: incoming or outgoing, agent
Total conversation || in Wrap Up. All conversation times at a telephone are
totTConvWrapUp time during Wrap taken into account. Conversation time is the duration || Dura
Up time between switching through the connection and the
end of the conversation or Wrap Up time. Times a call
is on hold are not counted.
Calculates the average conversation time of calls that
meet the following requirements: incoming or
Average value of . . ; .
. outgoing, agent in Wrap Up. All conversation times at
all conversation - .
avgTConvWrapUp . . a telephone are taken into account. Conversation Dura
times during Wrap || .. : . o
Up time time is the duration between switching through the
P connection and the end of the conversation or Wrap
Up. Times a call is on hold are not counted.
Calculates the maximum conversation time of calls
. that meet the following requirements: incoming or
Maximum value of . - - .
. outgoing, agent in Wrap Up. All conversation times at
all conversation . .
maxTConvWrapUp || . ; a telephone are taken into account. Conversation Dura
times during Wrap || .. . - o
Up time time is the duration between switching through the
P connection and the end of the conversation or Wrap
Up. Times a call is on hold are not counted.
Voice mails
Counter Name Description Type
Total of Counts all voice mails assigned to the agent by call
totNVM assigned voice distribution. All messages are counted whether they are Int
mails played or not.
Total of . Counts all voice mails assigned by call distribution and not
totNAbanVM || unplayed voice Int
- played by the agent.
mails
Total of reiected Counts all voice mails assigned by call distribution and
totNRejVM voice mailé rejected by the agent. This counter is active only on the Int
Integral Enterprise (155) PBX.
totNDoneVM To_tal of played Counts all voice mails assigned by call distribution and played Int
voice mails by the agent.
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Preview Dialer

Counter Name Description Type
In preview dialer mode, all events are counted where a call
Total number Lo -
. - job is offered to an agent of the campaign under
totNPreview of preview - . LT - . Int
events consideration for initiation, no matter if a connection was
established with the destination subscriber or not.
In preview dialer mode, all times a call job is offered to an
totTPreview Total time in agent of the campaign under consideration for initiation are Dura
preview state added , no matter if a connection was established with the
destination subscriber or not.
. In preview dialer mode, the average time a call job is
Average time - : :
. . . offered to an agent of the campaign under consideration for
avgTPreview in preview e : . Dura
state initiation is calculated, no matter if a connection was
established with the destination subscriber.
. . In preview dialer mode, the maximum time a call job is
Maximum time - : )
. . - offered to an agent of the campaign under consideration for
maxTPreview in preview e : . Dura
state initiation is calculated, no matter if a connection was
established with the destination subscriber.
In preview dialer mode, all events are counted where a call
Number of Lo .
. . . job is offered to an agent of the campaign under
totNPreviewRej || rejected . . LT . . Int
- consideration for initiation, but where the agent rejects this
preview events ; B
call job and initiation is thus prevented.
Assists
Counter Name Description Type
Total of all supervisor support (supervisor
totNAssistsReq Number of requested emergency, supervisor assistance) requested by Int

supervisor supports

the agent.
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Counter type: Team

Task: All

Counter Name Description Type

- Gives the minimum number of agents of the team in the

Minimum . - .
. . regarded interval was present, i.e. it was logged on
minNLogin || number of Y - - Int
indifferently whether they were signed in an agent group or
present agents not
Task: Voice
Calls
Number of calls
Counter Name Description Type
Total OT calls Counts all incoming and outgoing calls. Counts all calls
totNNew (incoming and - Int
. whether they lead to an established call or not.
outgoing)
Counts all calls that meet the following requirement:

Total of incomin incoming call. Counts all calls whether they lead to an
totNNew<- 9 established call or not. Counts the calls that were routed Int

calls - . .

through call diversion and were not signaled on the

appropriate telephones / agents.

Counts all incoming internal calls (within the PBX or
totNNew<- Total of incoming network). External calls, i.e. via a line, are not counted. Int
Int internal calls Counts all calls whether they lead to an established call or

not.

Total of incoming Counts all calls that meet the following requirements:
totNNew<- ; . B . I .

RC calls via call incoming and assigned by call distribution. Counts all calls Int
distribution whether they lead to an established call or not.

#Total of Counts all calls that meet the following requirements:
totNNew<- incoming calls via || incoming and assigned by call distribution. Counts all calls Int
RC per Topic || call distribution whether they lead to an established call or not. The counter

per topic is broken down into topics

*Total of incoming || Counts all calls that meet the following requirements:
totNNew<- calls via call incoming and assigned by call distribution. Counts all calls Int
RC per AG distribution per whether they lead to an established call or not. The counter

agent group is broken down into agent groups (AG).
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Counter Name Description Type

Counts all calls that meet the following requirements:
totNNew<- Total of incoming incoming, internal (within the same PBX or network) and Int
DCint internal calls call to agent or call number. Counts all calls whether they

lead to an established call or not.

Counts all calls that meet the following requirements:
totNNew<- Total of incoming incoming, external (i.e. via trunk line) and to agent or call Int
DCExt external calls number. Counts all calls whether they lead to an

established call or not.

Counts all calls that meet the following requirements:

incoming, assigned via call distribution and in consultation.

Total of incoming Counts all calls whether they lead to an established call or
totNNew<- consultation calls not. Example: agent A is called and consults agent B. Int
RCCons via call Agent A calls agent B via a topic. totNNew<-RCCons counts

distribution in the statistics of agent B. In case of a blind transfer to

the topic and assignment to agent B, totNNew<-RCCons

does not count for agent B.

Counts all calls that meet the following requirements:
totNNew<- Total of incoming incoming, call to agent or call number and consultation call. Int
DCCons consultation calls Counts all calls whether they lead to an established call or

not.
totNNew<- Total of Dialer Couqts all calls initiated by the Dialer and distributed to the
oD calls con3|d_ered agent. Counts all calls whether they lead to an Int

established call or not.

. Counts all outgoing calls initiated by the agent. Outgoin
totNNew-> Total of outgoing and call initiatged b?/ the agent. Cou)r:ts all (?alls Whet%er ° Int

calls .

they lead to an established call or not.

Counts all outgoing calls initiated by the agent. outgoing
totNNew- Total of outgoing internally (within the PBX or network) and call initiated by Int
>Int internal calls the agent. Counts all calls whether they lead to an

established call or not.

Counts all outgoing calls initiated by the agent that meet
totNNew- Total of outgoing the following requirements: outgoing externally (i.e. via a Int
>Ext external calls trunk line) and call initiated by the agent. Counts all calls

whether they lead to an established call or not.

Counts all outgoing calls initiated via topic. Outgoing, call

initiated via topic call number and initiated by the agent

. with dial button in Telephony application as well as calls
t:é'éNeW_ I;)ﬁzlv(?;zuctgomg initiated in as call back in Apandoned list. (_:aII Jo_bs initiated || Int
at the agent by outbound dialer (type preview/direct) also
counted. Counts all calls whether they lead to an

established call or not.

Total of outgoing Counts all calls that meet the following requirements:
totNNew- consultation calls outgoing, assigned via call distribution and in consultation. Int
>RCCons via call Counts all calls whether they lead to an established call or

distribution not.

Counts all outgoing calls initiated by the agent. Outgoing,
totNNew- Total of outgoing internal or external, call initiated by the agent and not

; . o - Int
>DC calls assigned via call distribution. Counts all calls whether they

lead to an established call or not.
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Counter Name Description Type
Counts all calls that meet the following requirements:
totNNew- Total of outgoing outgoing, call to agent or call number and consultation call. Int
>DCCons consultation calls Counts all calls whether they lead to an established call or
not.
Counts all calls that meet the following requirement:
Sums of all calls . - o . . R
. . incoming call is signaled, diversions are eliminated. Counts
totNRing that were signaled - Int
all calls, regardless of whether the calls result in the
on the telephone. -
conversation or not.
Ring time total, average, and longest
Counter Name Description Type
N . Sums up all incoming ringing times at the telephones.
. Total ringing time S . . . . - N
totTRing<- - - Ringing time is the period during which a call is signaled || Dura
of incoming calls
at a telephone. Second calls are also counted.
Determines the average incoming ringing time for
avgTRing<- Average ringing telephqnes. Ringing time is the period during which a Dura
time call is signaled at a telephone. Second calls are also
counted.
Gives the maximum incoming ringing time for
maxTRing<- MaX|mum ringing telephqnes. Ringing time is the period during which a Dura
time call is signaled at a telephone. Second calls are also
counted.
Sums up all ringing times at the telephones. The ringing
Total ringing time times have to meet the following requirements:
totTRing<-RC . ging tim incoming and assigned by call distribution. Ringing time Dura
via call distribution . . - . S
is the period during which a call is signaled at a
telephone. Second calls are also counted.
Determines the average ringing time at the telephones.
L The ringing times have to meet the following
. Average ringing - . . .
avgTRing<- . ’ requirements: incoming and assigned by call
time via call S L . . - . . Dura
RC T distribution. Ringing time is the period during which a
distribution o
call is signaled at a telephone. Second calls are also
counted.
Gives the maximum ringing time at the telephones. The
. Maximum ringing ringing times have to meet the following requirements:
maxTRing<- - - - - . L - S -
RC time via call incoming and assigned by call distribution. Ringing time Dura
distribution is the period during which a call is signaled at a
telephone. Second calls are also counted.
Sums up all ringing times at the telephones. The ringing
#Total of rinain times have to meet the following requirements:
totTRing<-RC . ' 1nging incoming and assigned by call distribution. Ringing time
times of incoming Dura

per Topic

calls per topic

is the period during which a call is signaled at a
telephone. Second calls are also counted. The counter is
broken down into topics (See also totTRing<-RC)
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Counter Name Description Type
Determines the average ringing time at the telephones.
#Average ringing The ringing times have to meet the following
. time of incoming requirements: incoming and assigned by call
avgTRing<- . - - L . ; - . .
RC per Topic cglls.wa.call dlstr.lbu.tlon. Ringing time is the period during which a Dura
distribution per call is signaled at a telephone. Second calls are also
topic counted. The counter is broken down into topics. (See
also avgTRing<-RC).
#Maximum ringing Gives the maximum ringing time at the telephones. The
. time of incoming ringing times have to meet the following requirements:
maxTRing<- . . - . L - S .
RC per Topic cglls_wa_call incoming _and asglgned _by call dl_strlt_)utlon. Ringing time Dura
distribution per is the period during which a call is signaled at a
topic telephone. Second calls are also counted.
Sums up all ringing times at the telephones. The ringing
*Total of ringing times have to meet the following requirements:
. times of incoming incoming and assigned by call distribution. Ringing time
totTRing<-RC . . . - . S
per AG cglls_wa_call is the period during which a call is signaled at a _ Dura
distribution per telephone. Second calls are also counted. The counter is
agent group broken down into agent groups. (See also totTRing<-
RC)
Determines the average ringing time at the telephones.
*Average ringing The ringing times have to meet the following
. time of incoming requirements: incoming and assigned by call
avgTRing<- . - - L . ; - . .
RC per AG cglls_wa_call dlstr_lbu_tlon. Ringing time is the period during which a Dura
distribution per call is signaled at a telephone. Second calls are also
agent group counted. The counter is broken down into agent groups
(AG). (See also avgTRing<-RC)
Gives the maximum ringing time at the telephones. The
*Maximum ringing || ringing times have to meet the following requirements:
. time of incoming incoming and assigned by call distribution. Ringing time
maxTRing<- . . . - . S
RC per AG cglls.wa.call is the period during which a call is signaled at a . Dura
distribution per telephone. Second calls are also counted. The counter is
agent group broken down into agent groups (AG). (See also
maxTRing<-RC)
Number of calls exceeding a defined ring time
Counter Name Description Type
Counts all calls that meet the following requirements:

Total of incoming calls incoming, assigned by call distribution and exceeding
totNExpl<- via call distribution a ringing time threshold. Counts all calls whether Int
RC that exceed the they lead to an established call or not. The ringing

specified ringing time time threshold is configured with the application

Configuration under Statistics Settings.

#Total of incoming Counts all calls that meet the following requirements:

totNExpl<- calls via call incoming, assigned by call distribution and exceeding
. distribution that a ringing time threshold. Counts all calls whether Int
RC per Topic

exceed the specified
ringing time per topic

they lead to an established call or not. The counter is
broken down into topics (See also totNExpl<-RC)

68 e Counter type: Team

IP Office Contact Center Counters




Counter Name Description Type

*Total of incoming Counts all calls that meet the following requirements:

calls via call incoming, assigned by call distribution and exceeding
totNExpl<- distribution that a ringing time threshold. Counts all calls whether Int
RC per AG exceed the specified they lead to an established call or not. The counter is

ringing time per agent || broken down into agent groups (AG). (See also

group totNExpl<-RC)

T_otal of incoming Counts all calls that meet the following requirements:

direct calls to agent or || . - -
totNExpl<- incoming, to agent or call number and exceeding the

call number that . .= - Int
DC exceed the specified configured ringing time threshold. Counts all calls

A - P whether they lead to an established call or not.

ringing time

Number of unanswered calls
Counter Name Description Type
Counts all calls that meet the following requirements:

Total of abandoned incoming and abandoned (i.e. the call does not lead to
totNAban<- . - . . Int

incoming calls a conversation because either the caller hangs up or

the agent rejects the call).
totNAban<- Total of internal _Countg all _calls that n_qe(_at the following requirements:
incoming, internal (within the PBX or network) and not || Int
Int abandoned calls . -
leading to a conversation.
totNAban<- Total of external Qount; all calls that meet the fo!lowmg reqwremgnts:
incoming, external (over trunk line) and not leading to Int
Ext abandoned calls -
a conversation.
Counts all calls that meet the following requirements:

Total of abandoned incoming, assigned by call distribution and abandoned.
totNAban<- . - . .

RC incoming calls via It makes no difference whether the caller hangs up Int
call distribution before the call is answered, the agent rejects the call
or the ringing timeout has expired.

#Total of abandoned || Counts all calls that meet the following requirements:
totNAban<- incoming calls via incoming, assigned by call distribution and abandoned. Int
RC per Topic call distribution per The counter is broken down into topics (see also

topic totNAban<-RC)

*Total of abandoned || Counts all calls that meet the following requirements:
totNAban<- incoming calls via incoming, assigned by call distribution and abandoned. Int
RC per AG call distribution per The counter is broken down into agent groups (AG).

agent group (see also totNAban<-RC)

Total of abandoned Counts all calls that meet the following requirements:
totNAban<- . - . - .

DC incoming calls to incoming, to agent or call number and not leading to a || Int
agent or call number || conversation.
Counts all calls that meet the following requirements:

Total of abandoned outgoing and call did not lead to a conversation. It
totNAban-> makes no difference whether the agent cancels the call || Int

outgoing calls

while ringing or whether the called subscriber rejects
the call.
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Counter Name Description Type
Counts all calls that meet the following requirements:
Total of abandoned outgoing, internal (within the PBX or network) and call
totNAban- S . . :
outgoing internal did not lead to a conversation. It makes no difference Int
>Int S
calls whether the agent cancels the call while ringing or
whether the called subscriber rejects the call.
Counts all calls that meet the following requirements:
Total of abandoned outgoing, external (over trunk line) and call did not
totNAban- - ) .
outgoing external lead to a conversation. It makes no difference whether || Int
>Ext . L
calls the agent cancels the call while ringing or whether the
called subscriber rejects the call.
totNAban- Total of abandoned Count_s all _cgl_ls that _meet _the following reqwremepts:
- - outgoing, initiated via topic call number and call did not || Int
>RC outgoing calls via CD -
lead to a conversation.
totNAban- Total of abandoned Count_s all .calls that meet the fqllowmg reqwrements:
~DC outgoing direct calls outgoing, internal or external direct calls (not via call Int
distribution) that are not established.
totNAban<- Total of abandoned Counts all calls that meet the following requirements: Int
oD Dialer calls incoming, call initiated by Dialer and not established.
Number of rejected calls
Counter Name Description Type
Counts all calls that meet the following requirements:
) Total of rejected incoming, assigned by call distribution and rejected by
totNRej<- . - . . . .
RC incoming calls via the agent. This counter is active only on the Integral Int
call distribution Enterprise (155) PBX, a call can not be refused on the
ACM PBX.
) Counts all calls that meet the following requirements:
] #Total of rejected . - . I )
totNRej<- . . - incoming, assigned by call distribution and rejected by
incoming calls via ; . . g
RC per LS the agent. The counter is broken down into topics. This Int
) call distribution per - - -
Topic tobic counter is active only on the Integral Enterprise (155)
P PBX, a call can not be refused on the ACM PBX.
Counts all calls that meet the following requirements:

*Total of rejected incoming, assigned by call distribution and rejected by
totNRej<- incoming calls via the agent. The counter is broken down into agent groups Int
RC per AG call distribution per (AG). This counter is active only on the Integral

agent group Enterprise (155) PBX, a call can not be refused on the

ACM PBX.
totNRej<- Total of rejected _Count_s all .ca}ll.s that meet the foIIovv_mg requirements:
- incoming, initiated by the Dialer, rejected by the called Int
oD Dialer calls

subscriber.
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Number of picked-up calls

Counter Name Description Type
Total of calls Counts all calls to other agents that are picked up by an
totNPickup<- picked up by agent. Counter doesn't count when the call is picked up Int
an agent by the Realtime Information function in the UlI.
Counts all calls picked up from the agent. Other
Total of calls - . . .
. - subscribers pick up these calls instead. Counter doesn't
totNPickup-> picked up S . Int
count when the call is picked up by the Realtime
from an agent . ST
Information function in the UI.
Ticz:tlfelgzcalls Counts all calls in the queue that are picked up by an
totNPickupQueue<- P P agent in the Realtime Information function before they Int
from the .
could be assigned.
queue
OUTCC calls
Counter Name Description Type
Total of outgoing Counts all manually initiated outgoing topic calls by
totNNewOutCC || calls via topic - the agent, call backs from Abandoned list for topics Int
OutCC and call jobs of type preview/direct dialer
Total of established Counts all manually |n|t|ated_ topic callfs, by the aggnt,
. . call backs from Abandoned list for topics and call jobs
totNConvOutCC || outgoing calls via - - . . Int
; of type preview/direct dialer which where answered by
topic - OutCC S
the addressed destinations.
Total of abandoned Counts all manually |n|t|ated_ topic callfs, by the aggnt,
o call backs from Abandoned list for topics and call jobs
totNAbanOutCC || outgoing initiated - - . . . Int
via topic - OUtCC of type preview/direct dialer which where not leading
P to a conversation (with the addressed destination).
Number of calls exceeding a defined ring
timeout
Counter Name Description Type
Counts all calls that meet the following requirements:
incoming, assigned by call distribution and exceeding
. . the ringing timeout. Counts all calls that are returned to
Total of incoming calls Lo E o - o
. Lo call distribution after the ringing timeout. The ringing
via call distribution . . . . .
totNExp<- timeout is defined for the agent group assigned with the
that exceed a . . . : S Int
RC . o topic configuration. The counter is also counting in case
specified ringing . - .
timeout of simultaneous events, i.e. in the moment a call
distributed to an agent the agent starts on outgoing
call. In this case the call will also return to call
destribution.
#TotaI. of incoming Counts all calls that meet the following requirements:
calls via call . - . o .
totNExp<- o incoming, assigned by call distribution and exceeding
distribution that L -
RC per - the ringing timeout. Counts all calls that are returned to || Int
- exceed a specified T o - .
Topic A . call distribution after the ringing timeout. The counter is
ringing timeout per 8 .
topic broken down into topics
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Counter Name Description Type
- . .
Total_of incoming Counts all calls that meet the following requirements:
calls via call incoming, assigned by call distribution and exceedin
totNExp<- distribution that ning, assig y 9
- the ringing timeout. Counts all calls that are returned to || Int

RC per AG exceed a specified T o - -

A . call distribution after the ringing timeout. The counter is
ringing timeout per .

broken down into agent groups (AG).
agent group
Total of incoming calls || Counts all calls that meet the following requirements:
tOtNEXD<- to agent or call incoming, to agent or call number and exceeding the
P number that exceed a || ringing timeout. Counts all calls that are released after Int
specified ringing the ringing timeout. This ringing timeout is configured
timeout at the PBX.
Number of calls with subscriber busy
Counter Name Description Type
Counts all calls that meet the following requirements:

Total of incoming incoming, to agent already busy. These calls are
totNBusy<- calls to agent either released, redirected or returned to call Int

already busy distribution. This counter is active only on the Integral

Enterprise (155) PBX.

Total of incoming Counts all calls that meet the following requirements:

internal calls to incoming, internal, agent already busy, to agent or
totNBusy<- -

DCInt agent or call call number. These calls are either transferred, Int
number with agent || redirected to call distribution or released. This counter
already busy is active only on the Integral Enterprise (155) PBX.

Total of incoming Counts all calls that meet the following requirements:

external calls to incoming, external, agent already busy, to agent or

totNBusy<- .

DCExt agent or call call number. These calls are either transferred, Int
number with agent || redirected to call distribution or released. This counter
already busy is active only on the Integral Enterprise (155) PBX.

Total of outgoing Counts all calls that meet the following requirements:
totNBusy- internal calls to outgoing, internal, destination busy, to agent or call Int
>DClInt busy agent or call number. These calls are either transferred, redirected

number to call distribution or released.

. Counts all calls that meet the following requirements:

Total of outgoing : S -
totNBusy- outgoing, external, to busy destination outside of own

external calls to . Int
>DCExt - PBX. These calls are released. This counter also

busy subscriber . - .

counts if the call is released due to busy line.

Total of incoming Counts all calls that meet the following requirements:
totNBusy<-OD Dialer calls to incoming and initiated by Dialer to agent already Int

agent already busy || busy.

Total of incoming

(r::t”jr:;?:ltt?)riall Counts all calls that meet the following requirements:
totNBusyRet<- incoming, agent already busy, redirected to call Int

distribution
because of busy
agent

distribution.
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Counter Name Description Type
Counts all calls that meet the following requirements:
Total of incomin incoming, to agent already busy and released. Calls
calls that are 9 that are returned to call distribution and released due
totNBusyDrop<- to the CallFlow (external distribution) or full queue Int
released because of || ,. L .
busy agent (internal distribution) are also counted here. This
counter is active only on the Integral Enterprise (155)
PBX.
Counts all cases in which the telephone is connected
to busy tone or a busy telephone is called. The
following cases are counted: Busy agent or busy
telephone is called, agent goes off-hook and hangs up
Total of cases the without dialing, or the agent hang_s up con5|derabl_y
later than the connected party. It is counted only if
totNBusyTone agent hears busy . Int
tone the agent hears busy tone for more that five (5)
seconds, so that cases in which the subscriber hangs
up before the agent are not counted. If the agent is
connected to busy tone due to a topic overload,
totNBusyTone does not count. This counter counts
only on an Integral Enterprise (155) PBX.
Total time telephone connected with busy tone
total, average, and longest
Counter Name Description Type
Total time the Sums up all.tlmes durlng which the agent hears busy '
tone. Only times exceeding 5 seconds are counted. This
totTBusyTone agent hears busy - . - Dura
counter is active only on the Integral Enterprise (155)
tone
PBX.
. Determines the average time during which the agent
Average time the - .
hears busy tone. Only times exceeding 5 seconds are
avgTBusyTone || agent hears busy . - . Dura
tone counted. This counter is active only on the Integral
Enterprise (155) PBX.
. . Gives the maximum time during which the agent hears
Maximum time - .
busy tone. Only times exceeding 5 seconds are counted.
maxTBusyTone || the agent hears : - - - Dura
busy tone This counter is active only on the Integral Enterprise
Y (155) PBX.
Conversations and Wrap Up
Counter Name Description Type
Total of mandatory job Counts how often the agent enters a mandatory
totNForcedJCode codes entered after job code for the topic after the Wrap Up time is Int

expired

Wrap Up time has

over. No further calls are assigned to the agent
during these times.
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Number of conversations

Counter

Name

Description

Type

totNConv<-

Total number of
incoming
established calls

Counts all established calls that meet the
following requirements: incoming and answered.
In the case of consultation calls a maximum of
two established calls is counted: the first call
between the two telephones and the second
between the original caller and the telephone to
which the call is transferred. If the two
telephones do not contact each other (blind
transfer), only one call is counted.

Int

totNConv<-RC

Total number of
incoming
established calls
via call distribution

Counts all established calls that meet the
following requirements: incoming, answered and
assigned by call distribution. In the case of
consultation calls a maximum of two established
calls is counted: the first call between the two
telephones and the second between the original
caller and the telephone to which the call is
transferred. If the two telephones do not contact
each other (blind transfer), only one call is
counted.

Int

totNConv<-RC per
Topic

#Total number of
incoming
established calls
via call distribution
per topic

Counts all established calls that meet the
following requirements: incoming, answered and
assigned by call distribution. In the case of
consultation calls a maximum of two established
calls is counted: the first call between the two
telephones and the second between the original
caller and the telephone to which the call is
transferred. If the two telephones do not contact
each other (blind transfer), only one call is
counted. The counter is broken down into topics.

Int

totNConv<-RC per
AG

*Total number of
incoming
established calls
via call distribution
per agent group

Counts all established calls that meet the
following requirements: incoming, answered and
assigned by call distribution. In the case of
consultation calls a maximum of two established
calls is counted: the first call between the two
telephones and the second between the original
caller and the telephone to which the call is
transferred. If the two telephones do not contact
each other (blind transfer), only one call is
counted. The counter is broken down into agent
groups (AG).

Int

totNConv<-DCIint

Total number of
internal incoming
established calls to
agent or call
number

Counts all established calls that meet the
following requirements: incoming, answered,
internal and to agent or call number within the
same PBX. In the case of consultation calls a
maximum of two established calls is counted: the
first call between the two telephones and the
second between the original caller and the
telephone to which the call is transferred. If the
two telephones do not contact each other (blind
transfer), only one call is counted.

Int
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Counter Name Description Type
Counts all established calls that meet the
following requirements: incoming, answered,
external (over trunk line) and to agent or call
Total number of number via trunk line. In the case of consultation
external incoming calls a maximum of two established calls is
totNConv<-DCExt established calls to || counted: the first call between the two Int
agent or call telephones and the second between the original
number caller and the telephone to which the call is
transferred. If the two telephones do not contact
each other (blind transfer), only one call is
counted.
Total of Counts all established calls that meet the
totNConv<-0OD established Dialer following requirements: incoming and call Int
calls initiated by the Dialer.
Total of outgoing Counts all established calls that meet the
totNConv-> - : - . Int
established calls following requirements: answered and outgoing.
Total of outgoing Counts all established calls that meet the
totNConv->Int internal following requirements: answered, outgoing and Int
established calls internal (within the same PBX or network).
Total of outgoing Counts all established calls that meet the
totNConv->Ext external following requirements: answered, outgoing and Int
established calls external (over trunk line).

Total of outgoing Counts all established calls that meet the
totNConv->RC established calls following requirements: answered, outgoing and Int
via call distribution || initiated via topic call number.

Total of outgoing Counts all established calls that meet the
totNConv->DC established direct following requirements: answered, outgoing, Int
calls direct calls (not via call distribution).
Counts all established calls that meet the
following requirements: outgoing, answered,
internal and to agent or call number. In the case
of consultation calls a maximum of two
established calls is counted: the first call
Total number of
. . between the two telephones and the second
internal outgoing between the original caller and the telephone to
totNConv->DClInt established calls to Int

agent or call
number

which the call is transferred. If the two
telephones do not contact each other (blind
transfer), only one call is counted. For technical
reasons, a call is counted as an established call
in the outgoing traffic on analog trunk lines as
soon as a line is seized, even if no connection is
established.
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Counter Name Description Type
Counts all established calls that meet the
following requirements: answered, outgoing
external (over trunk line), call to external call
number. In the case of consultation calls a
maximum of two established calls is counted: the
Total of all first call between the two telephones
established (consultation) and the second between the
-> . . . .
totNConv-=DCEXt outgoing calls with || original caller and the telephone to which the call Int
external numbers. is transferred. If the two telephones do not
contact each other (blind transfer), only one call
is counted. For technical reasons, a call is
counted as an established call in the outgoing
traffic on analog trunk lines as soon as a line is
seized, even if no connection is established.
Igltlzl\z;?::f?omg Counts all established calls that meet the
totNConv->RCCons PP following requirements: answered, outgoing, Int
distribution in - - R . .
- assigned via call distribution and in consultation.
consultation
Total of outgoing Counts all established calls that meet the
totNConv->DCCons calls in following requirements: answered, outgoing, call || Int
consultation to agent or call number and in consultation.
Counts all calls that have not been in the queue
of the topic and/or ringing at the telephone for
Total of - : .
- more than an adjustable time N before being
L established calls
totNConvWait<=N . - . answered. Calls from the queue as well as calls Int
with waiting time - -
<= N directly assigned to a free agent are counted.
Direct calls to the agent call number are counted
as well.
Counts all calls that have been in the queue of
the topic and/or ringing at the telephone for
Total of . -
established calls more than an adjustable time N and less than an
totNConvWait>N<=M - - . adjustable time M before being answered. Calls Int
with waiting time . .
= from the queue as well as calls directly assigned
> Nand <=M -
to a free agent are counted. Direct calls to the
agent call number are counted as well.
Counts all calls that have been in the queue of
the topic and/or ringing at the telephone for
Total of . - .
- more than an adjustable time M before being
. established calls
totNConvWait>M . - . answered. Calls from the queue as well as calls Int
with waiting time . -
=M directly assigned to a free agent are counted.
Direct calls to the agent call number are counted
as well.
Number of processed conversations
Counter Name Description Type
Number of inbound Number of all calls_ (_:omp_)leted by the agent thfat satisfy
totNDone<- ACD calls completed the following conditions: Inbound, allocated via call Int
RC P distribution and ended in the interval under
by agent. . -
consideration.
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Counter Name Description Type

Number of outbound Number of all calls completed by the agent that satisfy

totNDone- the following conditions: Outbound, initiated via a topic

ACD calls completed Int

>RC call number, and ended in the interval under
by agent. . :
consideration.
Conversation time total, average, and longest
Counter Name Description Type
Sums up all conversation times that meet the following
Total of incomin requirement: incoming. All conversation times at a

totTConv<- 9 telephone are taken into account. Conversation time is || Dura

conversation times the period between establishing the connection and

the end of the call, minus the times the call is on hold.

Sums up all conversation times that meet the following
requirements: incoming and assigned by call

Total of incoming distribution. All conversation times at a telephone are

totTConv<-RC || conversation times . . ; h B Dura
via call distribution taken into account. Conversation time is the period
between establishing the connection and the end of
the call, minus the times the call is on hold.
Determines the average of all conversation times that
Average of all meet the following requirements: incoming and
avgTConv<- incoming assigned by call distribution. All conversation times at
. . . ; . Dura
RC conversation times a telephone are taken into account. Conversation time
via call distribution is the period between establishing the connection and
the end of the call, minus the times the call is on hold.
Gives the maximum of all conversation times that
Maximum of all meet the following requirements: incoming and
maxTConv<- incoming assigned by call distribution. All conversation times at
. . . ; . Dura
RC conversation times a telephone are taken into account. Conversation time
via call distribution is the period between establishing the connection and

the end of the call, minus the times the call is on hold.

Totals all conversation times that satisfy the following
conditions: Outbound. The conversation times on the
Total of all outbound . - ; -
totTConv-> - - telephone are considered. Conversation time is the Dura
conversation times - L .
period between establishing the connection and the
end of the call, minus the times the call is on hold.

Calculates the average value of all conversation times
that satisfy the following conditions: Outbound. The

Average value of all : - .
9 conversation times on the telephone are considered.

-=> . . . . . .
avgTConv gcl)'lrt:/zzggon times Conversation time is the period between establishing bura
the connection and the end of the call, minus the
times the call is on hold.
Shows the maximum value of all conversation times
. that satisfy the following conditions: Outbound. The
Maximum value of ; - -
. conversation times on the telephone are considered.
maxTConv-> all outgoing Dura

Conversation time is the period between establishing
the connection and the end of the call, minus the
times the call is on hold.

conversation times
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Counter Name Description Type
Sums up all conversation times that meet the following
Total of outgoing rgqu!ren”'lents. outgoing and a§3|gned by call
- . distribution. All conversation times at a telephone are
totTConv->RC || conversation times - . . . . Dura
via call distribution taken into account. Conversation time is the period
between establishing the connection and the end of
the call, minus the times the call is on hold.
Determines the average of all conversation times that
Average of all meet the following requirements: outgoing and
avgTConv- outgoing assigned by call distribution. All conversation times at Dura
>RC conversation times a telephone are taken into account. Conversation time
via call distribution is the period between establishing the connection and
the end of the call, minus the times the call is on hold.
Gives the maximum of all conversation times that
Maximum of all meet the following requirements: outgoing and
maxTConv- outgoing assigned by call distribution. All conversation times at
. . . ; . Dura
>RC conversation times a telephone are taken into account. Conversation time
via call distribution is the period between establishing the connection and
the end of the call, minus the times the call is on hold.
Sums up all conversation times that meet the following
#Total of incoming rt_aqu_lrerr_lents. incoming a_nd a_SS|gned by call
. . distribution. All conversation times at a telephone are
totTConv<-RC || conversation times . . . . .
er Topic via call distribution taken into account. Conversation time is the period Dura
P er tobic between establishing the connection and the end of
P P the call, minus the times the call is on hold. The
counter is broken down into topics
Determines the average of all conversation times that
#Average of all meet the following requirements: incoming and
incoming assigned by call distribution. All conversation times at
avgTConv<- . . . . .
RC per Topic conversation times a telephone are taken into account. Conversation time || Dura
via call distribution is the period between establishing the connection and
per topic the end of the call, minus the times the call is on hold.
The counter is broken down into topics
Gives the maximum of all conversation times that
#Maximum of all meet the following requirements: incoming and
incoming assigned by call distribution. All conversation times at
maxTConv<- . . . ; ;
RC per Tobic conversation times a telephone are taken into account. Conversation time || Dura
P P via call distribution is the period between establishing the connection and
per topic the end of the call, minus the times the call is on hold.
The counter is broken down into topics
Sums up all conversation times that meet the following
*Total of incoming rgqu!ren”'lents. incoming apd a§S|gned by call
. . distribution. All conversation times at a telephone are
totTConv<-RC || conversation times . . ; h B
- S taken into account. Conversation time is the period Dura
per AG via call distribution o .
er agent arou between establishing the connection and the end of
P 9 group the call, minus the times the call is on hold. The
counter is broken down into agent groups (AG).
Determines the average of all conversation times that
*Average of all meet the following requirements: incoming and
incoming assigned by call distribution. All conversation times at
avgTConv<- . . . . .
RC per AG conversation times a telephone are taken into account. Conversation time || Dura

via call distribution
per agent group

is the period between establishing the connection and
the end of the call, minus the times the call is on hold.
The counter is broken down into agent groups (AG).
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Counter Name Description Type
Gives the maximum of all conversation times that
*Maximum of all meet the following requirements: incoming and
incoming assigned by call distribution. All conversation times at
maxTConv<- . . . ) -
RC per AG conversation times a telephone are taken into account. Conversation time || Dura
P via call distribution is the period between establishing the connection and
per agent group the end of the call, minus the times the call is on hold.
The counter is broken down into agent groups (AG).
Sums up all conversation times that meet the following
Total of internal requirements: incoming, internal (within the same PBX
incoming or network) and to agent or call number. All
totTConv<- . . . . .
conversation times conversation times at a telephone are taken into Dura
DCint . . ) .
to agent or call account. Conversation time is the period between
number establishing the connection and the end of the call,
minus the times the call is on hold.
Determines the average of all conversation times that
Average of all meet the following requirements: incoming, internal
internal incoming (within the PBX or network) and to agent or call
avgTConv<- . . . .
conversation times number. All conversation times at a telephone are Dura
DCint - . . . -
to agent or call taken into account. Conversation time is the period
number between establishing the connection and the end of
the call, minus the times the call is on hold.
Gives the maximum of all conversation times that
Maximum of all meet the following requirements: incoming, internal
internal incoming (within the PBX or network) and to agent or call
maxTConv<- . . . .
conversation times number. All conversation times at a telephone are Dura
DCint - . . . .
to agent or call taken into account. Conversation time is the period
number between establishing the connection and the end of
the call, minus the times the call is on hold.
Sums up all conversation times that meet the following
Total of external - o . -
. - requirements: incoming, external (over trunk line) and
incoming - -
totTConv<- . . to agent or call number. All conversation times at a
conversation times - - - . Dura
DCExt telephone are taken into account. Conversation time is
to agent or call . L .
number the period between establishing the connection and
the end of the call, minus the times the call is on hold.
Determines the average of all conversation times that
Average of all meet the following requirements: incoming, external
avaTConv<- external incoming (over trunk line) and to agent or call number. All
9 conversation times conversation times at a telephone are taken into Dura
DCExt . . ; ;
to agent or call account. Conversation time is the period between
number establishing the connection and the end of the call,
minus the times the call is on hold.
Gives the maximum of all conversation times that
Maximum of all meet the following requirements: incoming, external
external incoming (over trunk line) and to agent or call number. All
maxTConv<- . . - . .
conversation times conversation times at a telephone are taken into Dura
DCExt . . ; ;
to agent or call account. Conversation time is the period between
number establishing the connection and the end of the call,
minus the times the call is on hold.
Sums up all conversation times that meet the following
. . requirements: incoming and assigned by Dialer. All
Total of incoming conversation times at a telephone are taken into
totTConv<-0OD || conversation times P Dura

via Dialer

account. Conversation time is the period between
establishing the connection and the end of the call,
minus the times the call is on hold.
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Counter Name Description Type
Determines the average of all conversation times that
Average of all meet the following requirements: incoming and
avgTConv<- incoming assigned by Dialer. All conversation times at a
. . . . . . Dura
oD conversation times telephone are taken into account. Conversation time is
via Dialer the period between establishing the connection and
the end of the call, minus the times the call is on hold.
Gives the maximum of all conversation times that
Maximum of all meet the following requirements: incoming and
maxTConv<- incoming assigned by Dialer. All conversation times at a
. . . . . . Dura
oD conversation times telephone are taken into account. Conversation time is
via Dialer the period between establishing the connection and
the end of the call, minus the times the call is on hold.
Sums up all conversation times that meet the following
Total of internal requirements: outgom_g, m_ternal and to agent or call
outaoin number. All conversation times at a telephone are
totTConv- going . taken into account. Conversation time is the period
conversation times S - Dura
>DClInt between establishing the connection and the end of
to agent or call - - .
the call, minus the times the call is on hold. For
number . - L .
outgoing calls on analog trunk lines the ringing time
counts as part of the conversation time.
Determines the average of all conversation times that
meet the following requirements: outgoing, internal
Average of all : .
- . and to agent or call number. All conversation times at
internal outgoing . - .
avgTConv- . . a telephone are taken into account. Conversation time
conversation times - - S - Dura
>DCInt t0 agent or call is the period between establishing the connection and
9 the end of the call, minus the times the call is on hold.
number . . o
For outgoing calls on analog trunk lines the ringing
time counts as part of the conversation time.
Gives the maximum of all conversation times that
. meet the following requirements: outgoing, internal
Maximum of all - .
. . and to agent or call number. All conversation times at
internal outgoing . - .
maxTConv- - - a telephone are taken into account. Conversation time
conversation times - - S - Dura
>DClInt t0 agent or call is the period between establishing the connection and
9 the end of the call, minus the times the call is on hold.
number . . o
For outgoing calls on analog trunk lines the ringing
time counts as part of the conversation time.
Sums up all conversation times that meet the following
requirements: outgoing and to external number (not
. via call distribution). All conversation times at a
Total of outgoing . - . .
totTConv- - . telephone are taken into account. Conversation time is
conversation times - L ) Dura
>DCExt t0 external numbers the period between establishing the connection and
the end of the call, minus the times the call is on hold.
For outgoing calls on analog trunk lines the ringing
time counts as part of the conversation time.
Determines the average of all conversation times that
meet the following requirements: outgoing and to
external number (not via call distribution). All
Average of all - - -
: conversation times at a telephone are taken into
avgTConv- outgoing . . - .
. . account. Conversation time is the period between Dura
>DCExt conversation times

to external numbers

establishing the connection and the end of the call,
minus the times the call is on hold. For outgoing calls
on analog trunk lines the ringing time counts as part of
the conversation time.
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Counter Name Description Type
Gives the maximum of all conversation times that
meet the following requirements: outgoing and to
. external number (not via call distribution). All
Maximum of all . - )
. conversation times at a telephone are taken into
maxTConv- outgoing . . - ;
. . account. Conversation time is the period between Dura
>DCExt conversation times S .
establishing the connection and the end of the call,
to external numbers - g . -
minus the times the call is on hold. For outgoing calls
on analog trunk lines the ringing time counts as part of
the conversation time.
Total of all calls with Wrap Up
Counter Name Description Type
. Counts an agent's incoming and outgoing
totNWrapUp J\?rtjl CJ all calls with conversations which are followed by Wrap Up Int
pLp time.
totNWrapU #Total of established Counts an agent's incoming and outgoing
er To if:) P calls with Wrap Up time established calls which are followed by Wrap Up Int
P P per topic time. The counter is broken down into topics.
. Counts an agent's incoming and outgoing
totNWrapUp #Total_of establlshe(_:l established calls which are followed by Wrap Up
calls with Wrap Up time . . . Int
per AG time. The counter is broken down into agent
per agent group
groups.
Wrap Up total, average, and longest
Counter Name Description Type
Sums up an agent's Wrap Up times. Wrap Up times are counted
for both incoming and outgoing routed calls. If a mandatory job
code is not entered at the end of the Wrap Up time, the totTWrap
Up counter ends nonetheless. Wrap Up times taken without a call
Total of ;
totTWrapU Wrap U are not counted here. If the agent takes a break during the Wrap Dura
PP timez P Up time, the Wrap Up time ends when the break is initiated. If
the agent is on a call during the Wrap Up time, then the Wrap Up
time continues to be counted during the established call; the
conversation time of this established call, is determined with the
counter totTConvWrapUp.
Sums up an agent's average Wrap Up time. Wrap Up times are
counted for both incoming and outgoing routed calls. If a
mandatory job code is not entered at the end of the Wrap Up
Average time, the avgTWrapUp counter ends nonetheless. WrapUp times
avgTWrapUp || Wrap Up taken without a call are not counted here. If the agent takes a Dura
time break during the Wrap Up time, the Wrap Up time ends when the
break is initiated. If the agent is on a call during the Wrap Up
time, then the Wrap Up time continues to be counted during the
established call.
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Counter Name Description Type
Gives an agent's maximum Wrap Up time. Wrap Up times are
counted for both incoming and outgoing routed calls. If a
mandatory job code is not entered at the end of the Wrap Up
Maximum time, the maxTWrapUp counter ends nonetheless. Wrap Up times
maxTWrapUp || Wrap Up taken without a call are not counted here. If the agent takes a Dura
time break during the Wrap Up time, the Wrap Up time ends when the
break is initiated. If the agent is on a call during the Wrap Up
time, then the Wrap Up time continues to be counted during the
established call.
Wrap Up without call total, average, and
longest
Counter Name Description Type
Total of Wrap || Counts all Wrap Ups initiated by an agent without a call.
totNWrapUpNocCall Ups initiated Counts only if the agent is not on the phone when the Int
without a call Wrap Up time is initiated.
Sums up all Wrap Ups initiated by an agent without a
call. Counts only if the agent is not on the phone when
the Wrap Up time is initiated. totTWrap UpNoCall does
Total of Wrap || not count if the agent requests manual Wrap Up while
Up times the system is waiting for a mandatory job code or
totTWrapUpNoCall initiated during the Wrap Up time of the previous call. If the bura
without a call agent takes a break during the Wrap Up time, the Wrap
Up time ends when the break is initiated. If the agent is
on a call during the Wrap Up time, then the Wrap Up
time continues to be counted during the established call.
Calculates the average Wrap Up time initiated by an
Average Wra agent without a call. Counts only if the agent is not on
U tin?e P the phone when the Wrap Up time is initiated. If the
avgTWrapUpNocCall || . P agent takes a break during the Wrap Up time, the Wrap || Dura
initiated . I -
without a call Up time ends when the break is initiated. If the agent is
on a call during the Wrap Up time, then the Wrap Up
time continues to be counted during the established call.
Gives the maximum Wrap Up time initiated by an agent
Maximum without a call. Counts only if the agent is not on the
Wrap Up time phone when the Wrap Up time is initiated. If the agent
maxTWrapUpNocCall || . . D P takes a break during the Wrap Up time, the Wrap Up Dura
initiated . o -
without a call time ends when the break is initiated. If the agent is on
a call during the Wrap Up time, then the Wrap Up time
continues to be counted during the established call.
Wrap Up with mandatory job code average and
longest
Counter Name Description Type
Total time Sums up the times after Wrap Up time is over,
mandatory job during which a mandatory job code is not entered
totTForcedJCode codes not entered by the agent. No further calls are assigned to the bura
after Wrap Up. agent during these times.
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Counter Name Description Type
Determines the average time after the Wrap Up
Average time time is over, the agent takes to enter a mandatory
mandgtor iob job code for the topic. The recorded time starts
avgTForcedJCode Yl with the end of the Wrap Up time and ends with Dura
codes not entered . . .
after Wrap Up time the input of the mandatory job code or if the agent
logs out. No further calls are assigned to the agent
during these times.
Gives the maximum time after the Wrap Up time
. . is over, the agent takes to enter a mandatory job
Maximum time . : ;
mandatory iob code code for the topic. The recorded time starts with
maxTForcedJCode vl the end of the Wrap Up time and ends with the Dura
not entered after . ; .
Wrap Up time input of the mandatory job code or if the agent
pLp logs out. No further calls are assigned to the agent
during these times.
#Total time Sums up the times after Wrap Up time is over,
totTForcedICode mandatory job during which a mandatory job code is not entered
er Topic codes not entered by the agent. No further calls are assigned to the Dura
P P after Wrap Up, per agent during these times. The counter is broken
topic down into topics
#Average time Determines the average time after the Wrap Up
mandatory job time is over, the agent takes to enter a mandatory
avgTForcedJCode . -
er Topic codes not entered job code for the topic. No further calls are Dura
P P after Wrap Up, per assigned to the agent during these times. The
topic counter is broken down into topics
#Maximum time Gives the maximum time after the Wrap Up time
mandatory job is over, the agent takes to enter a mandatory job
maxTForcedJCode . -
er Topic codes not entered code for the topic. No further calls are assigned to || Dura
P P after Wrap Up time, || the agent during these times. The counter is
per topic broken down into topics
*Total time Sums up the times after Wrap Up time is over,
totTForcedICode mandatory job during which a mandatory job code is not entered
or AG codes not entered by the agent. No further calls are assigned to the Dura
P after Wrap Up time, || agent during these times. The counter is broken
per agent group down into agent groups (AG).
*Average time Determines the average time after the Wrap Up
mandatory job time is over, the agent takes to enter a mandatory
avgTForcedJCode . -
er AG codes not entered job code for the topic. No further calls are Dura
P after Wrap Up, per assigned to the agent during these times. The
agent group counter is broken down into agent groups (AG).
*Maximum time Gives the maximum time after the Wrap Up time
mandatory job code || is over, the agent takes to enter a mandatory job
maxTForcedJCode - -
per AG not entered after code for the topic. No further calls are assigned to || Dura

Wrap Up time, per
agent group

the agent during these times. The counter is
broken down into agent groups (AG).
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Number of calls per job code

Counter Name Description Type
totN per JCode Total of calls per job || Counts all calls to which the same job code is assigned Int
code by the agent.
totN per JCode || #Total of calls per Counts all calls to which the same job code is assigned Int
per Topic job code per topic by the agent. The counter is broken down into topics
*Total of calls per Counts all calls to which the same job code is assigned
totN per JCode || . . .
job code per agent by the agent. The counter is broken down into agent Int
per AG
group groups (AG).
Number of job codes not entered
Counter Name Description Type
Counts the cases in which the agent does not enter a job code
; although this is expected by the system. The system is waiting
Total of job - - : .
for a job code if Job code is configured and enabled for the
totNNoJCode codes not . - g - Int
entered topic, and if the agent has the privilege Job code input but not
Mandatory job code input. totNNoJCode per AG does not count
if a job code is mandatory.
Counts how often the agent does not enter a job code
#Total of job || although this is expected by the system. The system is waiting
totNNoJCode codes not for a job code if Job code is configured and enabled for the Int
per Topic entered per topic, and if the agent has the privilege Job code input but not
topic Mandatory job code input. The counter totNNoJCode per AG
does not count if a job code is mandatory.
Counts how often the agent does not enter a job code
*Total of job || although this is expected by the system. The system is waiting
totNNoJCode codes not for a job code if Job code is configured and enabled for the Int
per AG entered per topic, and if the agent has the privilege Job code input but not
agent group Mandatory job code input. The counter totNNoJCode per AG
does not count if a job code is mandatory.
Processing time total, average, and longest
Counter Name Description Type
Sums up an agent's conversation plus Wrap Up
. Total processing time || times for calls assigned to the telephone by call
totTservice=-RC via call distribution distribution. For mandatory job totTService<-RC bura
increases until a job code is entered.
Determines an agent's average conversation plus
. Average processing Wrap Up times for calls assigned to the telephone
avgTService<- . . L . . .
RC time via call by call distribution. If a job code is mandatory, Dura
distribution avgTService<-RC is extended until the job code has
been entered.
Gives an agent's maximum conversation plus Wrap
. Maximum processing || Up times for calls assigned to the telephone by call
maxTService<- - . S ; -
RC time via call distribution. If a job code is mandatory, Dura
distribution maxTService<-RC is extended until the job code

has been entered.
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Counter Name Description Type
Sums up an agent's conversation plus Wrap Up

#Total processing times for calls assigned to the telephone by call

totTService<-RC . . distribution. If a job code is mandatory,
. time via call - S . - Dura
per Topic distribution per topic totTService<-RC per topic is extende.d until the job
code has been entered. The counter is broken down
into topics.
Determines an agent's average conversation plus
. Wrap Up times for calls assigned to the telephone
. #Average processing L . . .
avgTService<- . - by call distribution. If a job code is mandatory,
- time via call - S - . Dura
RC per Topic distribution per topic avgTService<-RC per topic is extended until the job
code has been entered. The counter is broken down
into topics.
Gives an agent's maximum conversation plus Wrap

#Maximum Up times for calls assigned to the telephone by call
maxTService<- processing time via distribution. If a job code is mandatory, Dura
RC per Topic call distribution per maxTService<-RC per topic is extended until the

topic job code has been entered. The counter is broken

down into topics.
Sums up an agent's conversation plus Wrap Up

*Total processing times for calls assigned to the telephone by call
totTService<-RC || time via call distribution. If a job code is mandatory, Dura
per AG distribution per totTService<-RC per AG is extended until the job

agent group code has been entered. The counter is broken down

into agent groups.
Determines an agent's average conversation plus

*Average processing || Wrap Up times for calls assigned to the telephone
avgTService<- time via call by call distribution. If a job code is mandatory, Dura
RC per AG distribution, per avgTService<-RC per AG is extended until the job

agent group code has been entered. The counter is broken down

into agent groups.
Gives an agent's maximum conversation plus Wrap

*Maximum Up times for calls assigned to the telephone by call
maxTService<- processing time via distribution. If a job code is mandatory, Dura
RC per AG call distribution, per maxTService<-RC per AG is extended until the job

agent group code has been entered. The counter is broken down

into agent groups.

Total of conversation | Sums up all the agent's conversation and Wrap Up
totTService<-RC || and Wrap Up times times for routed calls assigned the same job code Dura
per JCode via call distribution by the agent. For mandatory job totTService<-RC

per job code increases until a job code is entered.

Transferred calls
Counter Name Description Type

Total calls Counts all calls that are successfully transferred by the
totNTrans-> transferred by . Int

respective agent.

the agent

Total calls
totNTrans<- transferred to the || Counts all calls transferred to the respective agent. Int

agent
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Counter

Name

Description

Type

Number of
transferred calls

Counts all calls transferred successfully by the

totNTrans->DC . respective agent, direct to an agent or to a telephone Int
directly to an
number.
agent
Number of Counts all calls transferred successfully by the
totNTrans->RC transferred calls . : . Int
. . respective agent using a topic number.
via routing
Number of .
. . Counts all calls successfully transferred directly to the
totNTrans<-DC received direct . Int
respective agent or telephone number.
transfers
Number of
totNTrans<-RC received Counts .aII calls sucgessfully 'Fransferred calls to the Int
transferred calls respective agent using a topic number.
via routing
. Counts all calls successfully transferred by the
. Number of blind . } . ;
totNBlindTrans-> respective agent, without connection during Int
transfers -
consultation call.
Number of Counts all calls successfully transferred to the
totNBlindTrans<- || received blind respective agent, without connection during Int
transfers consultation call.
Counts the following calls: The agent initiates a
Total calls consultation call to a "non-Call Center destination” (i.e.
totNTrans- transferred to an un-monitored subscriber of the same PBX or via a Int
>NonCC non-call center line to a subscriber of another PBX) and transfers the
destinations call (blind transfers included). The counter also counts
if the transferred call is not established.
Total calls Counts the following calls: The agent initiates a
totNTrans->Ext transferred to consultation call via a trunk line and transfers the call Int
external (blind transfers included). The counter also counts if
subscribers the transferred call does not lead to a conversation.
Availability for call distribution
Counter Name Description Type
Sums up all times during which the agent is
) . present for PBX. An agent is considered
totTLogin Total time of presence present for the PBX when he is logged in on a bura
telephone.
. Total time of availability S_ums up all times during which the agent is
totTSignOn P signed on to at least one agent group and thus || Dura
for call distribution . S
available for call distribution.
- .
To_tal F'me of Sums up all times during which the agent is
. availability for call .
totTSignOn per AG N . signed on to at least one agent group. The Dura
distribution per agent . -
counter is broken down into agent groups.
group
Sums up all times during which the agent is
totTPause Total Break Time time signed off from call distribution with the Break || Dura

Time function.
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Counter Name Description Type
Sums up all times during which the agent is
totTPause per Total Break Time time signed off from call distribution with the Break
. . Dura
ReasonCode code of reason Time function and entered a code of reason.
The counter is broken down into codes.
_ Total time of availability Sums up the times the agept is signed-on t_o at
totTAvail S least one agent group, not in Wrap Up and in Dura
for call distribution s o
telephony state "avail".
Percentage of Calculates the percentage value from the ratio
% TOccupWrapU connection time (with between the total connection time Perc
P PP wrap-up time) to time (conversation time, hold time, and wrap-up
of presence time) and the time of presence of the agent.
Percentage of Calculates the percentage value from the ratio
%TOccu connection time between the total connection time Y.
P (without wrap-up time) (conversation time and hold time) and the
to time of presence time of presence of the agent.
Availability in the team
Counter Name Description Type
Counts the number of different logged in agents of a
. Number of logged in team in the considered time interval. In case agents
totNLogin . A ;i : Int
agents logged off and logged in again in the considered interval
the counter does not count twice.
MaX|mu_m ”“mbef of Counts the number of agents of the team being in state
maxNPause || agents in Break Time . - Int
. Break Time at the same time.
at the same time
Calls on hold and during Wrap Up
Counter Name Description Type
Total of
established calls
totNHold put on hold by the Counts all calls that are put on hold by the agent. Int
agent
totTHold Total hold time Sums up all times during which calls are put on hold Dura
by the agent.
avgTHold Average hold time Determines the average hold time of calls put on hold Dura
by the agent.
Maximum hold Gives the maximum hold time of calls put on hold by
maxTHold . Dura
time the agent.
Total of calls
totNAbanHold abandoned while Counts a!l calls that are abandoned by the other Int
party while put on hold by the agent.
on hold
Total of calls - . . .
totNNewWrapUp during Wrap Up Counts all incoming and outgoing calls while the Int

time

agent is in Wrap Up state.
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Counter Name Description Type
Total of answered Counts all incoming and outgoing answered calls
totNConvWrapUp || calls during Wrap - g going Int
. while the agent is in Wrap Up state.
Up time
Sums up all conversation times of calls that meet the
following requirements: incoming or outgoing, agent
Total conversation || in Wrap Up. All conversation times at a telephone are
totTConvWrapUp time during Wrap || taken into account. Conversation time is the duration || Dura
Up time between switching through the connection and the
end of the conversation or WrapUp. Times a call is on
hold are not counted.
Calculates the average conversation time of calls that
meet the following requirements: incoming or
Average value of . . ; .
. outgoing, agent in Wrap Up. All conversation times at
all conversation . .
avgTConvWrapUp . : a telephone are taken into account. Conversation Dura
times during Wrap || ,. } . B
Up time time is the duration between switching through the
P connection and the end of the conversation or Wrap
Up. Times a call is on hold are not counted.
Calculates the maximum conversation time of calls
. that meet the following requirements: incoming or
Maximum value of . . - :
. outgoing, agent in Wrap Up. All conversation times at
all conversation - .
maxTConvWrapUp || .. . a telephone are taken into account. Conversation Dura
times during Wrap || ,. . . o
Up time time is the duration between switching through the
P connection and the end of the conversation or Wrap
Up. Times a call is on hold are not counted.
Voice mails
Counter Name Description Type
Total of Counts all voice mails assigned to the agent by call
totNVM assigned voice distribution. All messages are counted whether they are Int
mails played or not.
Total of Counts all voice mails assigned by call distribution and not
totNAbanVM || unplayed voice 9 y Int
. played by the agent.
mails
Total of reiected Counts all voice mails assigned by call distribution and
totNRejVM voice mailé rejected by the agent. This counter is active only on the Int
Integral Enterprise (155) PBX.
totNDoneVM Total of played Counts all voice mails assigned by call distribution and played Int

voice mails

by the agent.
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Task Service Factor

Counter Name Description Type
Task service Gives the task service factor in percent. The TSF is the ratio of
TSE factor in calls leading to a conversation before a configurable waiting time Perc
ercent is over (TSF threshold of the team configuration) in relation to the
P total of all assigned calls.
Task service
factor in . . .
totNTSF number of Gives the task service factor in the number of calls. Int
calls
Preview Dialer
Counter Name Description Type
Total number In preview dialer mode, all events are counted where a call
. - job is offered to an agent of the campaign under
totNPreview of preview - . LT - . Int
events consideration for initiation, no matter if a connection was
established with the destination subscriber or not.
In preview dialer mode, all times a call job is offered to an
totTPreview Total time in agent of the campaign under consideration for initiation are Dura
preview state added , no matter if a connection was established with the
destination subscriber or not.
Average time In preview dialer mode, the average time a call job is
. - 9 offered to an agent of the campaign under consideration for
avgTPreview in preview R ; - Dura
state initiation is calculated, no matter if a connection was
established with the destination subscriber.
Maximum time In preview dialer mode, the maximum time a call job is
. . - offered to an agent of the campaign under consideration for
maxTPreview in preview s : : Dura
state initiation is calculated, no matter if a connection was
established with the destination subscriber.
Number of In preview dialer mode, all events are counted where a call
. . . job is offered to an agent of the campaign under
totNPreviewRej || rejected - - LT ] . Int
review events consideration for initiation, but where the agent rejects this
P call job and initiation is thus prevented.
ASSIStS
Counter Name Description Type
Total of all supervisor support (supervisor
totNAssistsReq Number of requested emergency, supervisor assistance) requested by Int

supervisor supports

the agent.
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Task:

E-Mail

E-mails
Number of e-mails
Counter Name Description Type
Counts all e-mails to the agent no matter if the mails are
totNNew New e-mails processed or not. Counts in all the intervals in which the e-mail || Int
is available and unread in agent's inbox.
#Number of Counts all e-mails to the agent no matter if the mails are
totNNew - processed or not. Counts in all the intervals in which the e-mail
. new e-mails . . : L ; Int
per Topic - is available and unread in agent's inbox. The counter is broken
per topic . .
down into topics.
*Number of Counts all e-mails to the agent no matter if the mails are
totNNew - processed or not. Counts in all the intervals in which the e-mail
new e-mails . : ) L ; Int
per AG er AG is available and unread in agent's inbox. The counter is broken
P down into agent groups.
Time e-mails are not opened total, average, and
longest
Counter Name Description Type
Average time e-mails Calculates the average time e-mails remain
avgTAlert Dura
not opened unopened by the agent.
Maximum time e-mails Gives the maximum time e-mails remain unopened
maxTAlert Dura
not opened by the agent.
totTAlert per #Total time e-mails not || Sums up the times e-mails remain unopened by the
. . - - . Dura
Topic opened per topic agent. The counter is broken down into topics.
. . Calculates the average time e-mails remain
avgTAlert per || #Average time e-mails .
. . unopened by the agent. The counter is broken down || Dura
Topic not opened per topic . -
into topics.
. . . Gives the maximum time e-mails remain unopened
maxTAlert #Maximum time e-mails . .
- . by the agent. The counter is broken down into Dura
per Topic not opened per topic .
topics.
totTAlert per *Total time e-mails not Sums up the times g—malls remain l_Jnopened by the
agent. The counter is broken down into agent Dura
AG opened per AG
groups.
. . Calculates the average time e-mails remain
avgTAlert per || *Average time e-mails .
unopened by the agent. The counter is broken down || Dura
AG not opened per AG .
into agent groups.
- . . . Gives the maximum time e-mails remain unopened
maxTAlert Maximum time e-mails . -
by the agent. The counter is broken down into Dura
per AG not opened per AG

agent groups.

90 e Counter type: Team

IP Office Contact Center Counters




Number of unprocessed e-mails

Counter Name Description Type
Counts all e-mails that were not processed nor opened by
Number of - . -
the respective agent. E-mails are returned to the topic
totNUnt unprocessed e- . . Int
- Mailbox after the max. time to accept was exceeded (by the
mails . .
agent) or if the agent deletes the e-mail.
totNUnt #Number of
. unprocessed e- Int
per Topic - .

mails per topic

*
totNUnt Number of

or AG unprocessed e- Int
P mails per AG
Number of e-mails exceeding timeout
Counter Name Description Type
. Counts all e-mails to the agent that exceed the max. time
Number of e-mails : .
. to accept. After the max. time to accept is exceeded the
totNEXxp exceeding the max. S . . Int
; system redistributes the e-mails according to the task
time to accept
flow.

#Number of e-mails Counts all e-mails to the agent that exceed the max. time
totNEXxp exceeding the max. to accept. After the max. time to accept is exceeded the Int
per Topic time to accept per system redistributes the e-mails according to the task

topic flow. The counter is broken down into topics.

. Counts all e-mails to the agent that exceed the max.

*Number of e-mails . . .
totNEXxp . control time. After the max. time to accept is exceeded

exceeding the max. L . . Int
per AG . the system redistributes the e-mails according to the task

time to accept per AG . .

flow. The counter is broken down into agent groups.
Number of completed e-mails
Counter Name Description Type
totNDone *Number of e-mails Number of e-mails completed by the agent. Open e- Int
completed by agents mails which were deleted by the agent are not counted.
#Number of e-mails Number of e-mails completed by the agent. The
totNDone . - g - .
er Tobic completed by agents counter is broken down into topics. Open e-mails which || Int
P P per topic were deleted by the agent are not counted.
totDone || *Number of e-mails | o U 2t S e O ot groupe. Opene- | Int
per AG completed by agents 9 groups. ©p

mails which were deleted by the agent are not counted.
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Processed e-mails

Number of processed e-mails

Counter Name Description Type
Counts all e-mails opened and closed by the
agent. E-mails that have been deleted by the
Number of . .
totNWork . agent after opening are counted too. Counts in all || Int
processed e-mails . - ; - .
the intervals in which the e-mail is available and
unread in agent's inbox.
Counts all e-mails processed and edited by the
#Number of .
. . agent. E-mails that have been deleted by the
totNWork per Topic processed e-mails . Int
. agent after opening are counted too. The counter
per topic . . .
is broken down into topics.
Counts all e-mails processed and edited by the
*Number of .
. agent. E-mails that have been deleted by the
totNWork per AG processed e-mails . Int
agent after opening are counted too. The counter
per AG . .
is broken down into agent groups.
Counts all e-mails that did not wait longer than a
Number of . - )
- set time N in the queue of the topic and/or
o processed e-mails . - -
totNWorkWait<=N . o . pended at an agent. E-mails that waited in the Int
with waiting time .
<= N Seconds queue are counted as well as e-mails that could
be directly assigned to an available agent.
Number of Counts all e-mails that waited longer than a set
. time N and shorter than a set time M in the
processed e-mails ueue of the topic and/or pended at an agent. E-
totNWorkWait>=N<=M || with waiting time que ropic P gent. Int
- mails that waited in the queue are counted as
>Nand =M - . .
well as e-mails that could be directly assigned to
seconds .
an available agent.
Counts all e-mails that waited longer than a set
Number of - . .
rocessed e-mails time M in the queue of the topic and/or pended at
totNWorkWait>M pr o . an agent. E-mails that waited in the queue are Int
with waiting time - .
counted as well as e-mails that could be directly
> M seconds - .
assigned to an available agent.
Processing time total, average, and longest
Counter Name Description Type
Sums up all times the agent needs for processing e-mails. The
duration between opening and closing or deleting an e-mail by
Total . . . } L
. the agent is called processing time. If the active e-mail is
totTWork processing . - . Dura
. interrupted by the agent or if the agent logs out (the e-mail is
time . - . .
reactivated after the agent logs in again) these times are not
counted as processing time.
Calculates the average time the agent needs for processing e-
mails. The duration between opening and closing or deleting an
Average : - - . .
: e-mail by the agent is called processing time. If the active e-
avgTWork processing S . Dura
. mail is interrupted by the agent or if the agent logs out (the e-
time o . - . .
mail is reactivated after the agent logs in again) these times
are not counted as processing time.
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Counter Name Description Type
Gives the maximum time the agent needs for processing e-
. mails. The duration between opening and closing or deleting an
Maximum : - - . .
. e-mail by the agent is called processing time. If the active e-
maxTWork processing A . Dura
. mail is interrupted by the agent or if the agent logs out (the e-
time S . - . .
mail is reactivated after the agent logs in again) these times
are not counted as processing time.
Sums up all times the agent needs for processing e-mails. The
duration between opening and closing or deleting an e-mail by
#Total the agent is called processing time. If the active e-mail is
totTWork . . - -
er Topic processing interrupted by the agent or if the agent logs out (the e-mail is Dura
P P time per topic reactivated after the agent logs in again) these times are not
counted as processing time. The counter is broken down into
topics.
Calculates the average time the agent needs for processing e-
mails. The duration between opening and closing or deleting an
#Average e-mail by the agent is called processing time. If the active e-
avgTWork - A B
- processing mail is interrupted by the agent or if the agent logs out (the e- || Dura
per Topic . . . . - . .
time per topic mail is reactivated after the agent logs in again) these times
are not counted as processing time. The counter is broken
down into topics.
Gives the maximum time the agent needs for processing e-
mails. The duration between opening and closing or deleting an
#Maximum e-mail by the agent is called processing time. If the active e-
maxTWork . A B
- processing mail is interrupted by the agent or if the agent logs out (the e- || Dura
per Topic . . - . - . .
time per topic mail is reactivated after the agent logs in again) these times
are not counted as processing time. The counter is broken
down into topics.
Sums up all times the agent needs for processing e-mails. The
duration between opening and closing or deleting an e-mail by
*Total the agent is called processing time. If the active e-mail is
totTWork . . . -
or AG processing interrupted by the agent or if the agent logs out (the e-mail is Dura
P time per AG reactivated after the agent logs in again) these times are not
counted as processing time. The counter is broken down into
agent groups.
Calculates the average time the agent needs for processing e-
mails. The duration between opening and closing or deleting an
*Average e-mail by the agent is called processing time. If the active e-
avgTWork . I .
er AG processing mail is interrupted by the agent or if the agent logs out (the e- || Dura
P time per AG mail is reactivated after the agent logs in again) these times
are not counted as processing time. The counter is broken
down into agent groups.
Gives the maximum time the agent needs for processing e-
mails. The duration between opening and closing or deleting an
*Maximum e-mail by the agent is called processing time. If the active e-
maxTWork . S B
er AG processing mail is interrupted by the agent or if the agent logs out (the e- || Dura
P time per AG mail is reactivated after the agent logs in again) these times

are not counted as processing time. The counter is broken
down into agent groups.
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Deferred E-mails

Counter Name Description Type
Counts all e-mails that have been deferred. In case an agent
Number of . .
defers more than one time the same e-mail, the counter
totNDeferred deferred e- - . - Int
. counts not again. In case of deferring the e-mail after the e-
mails . - .
mail was delegated, the counter counts like a new e-mail.
Total Sums up all times e-mails were deferred by an agent. In case
totTDeferred deferring the deferring agent was logged off in the meantime this time Dura
time contributes too.
Average Calculates the average time e-mails were deferred by an
avgTDeferred || deferring agent. In case the deferring agent was logged off in the Dura
time meantime this time contributes too.
Maximum Gives the maximum time an e-mail was deferred by an agent.
maxTDeferred || deferring In case the deferring agent was logged off in the meantime Dura
time this time contributes too.
Answered e-mails
Counter Name Description Type
Number of Counts the number of e-mails which are answered by an
totNAnswered answered e- agent. In case the agent send more than one answer per e- || Int
mails mail, only the first answer contributes to this counter.
Sums up all times until answering the e-mail. The time
Total - . - .
totTAnswered . . between opening an e-mail and sending the first answer Dura
answering time - .
contributes to this counter.
avgTAnswered Averagg . the average c;luranon between opening an e-mail and Dura
answering time || sending the first answer.
Maximum Gives the maximum time during opening an e-mail and
maxTAnswered . - - . Dura
answering time || sending the first answer.
Number of e-mails per job code
Counter Name Description Type
Number of e-mails Gives the number of e-mails assigned the same job
totN per JCode . Int
per job code code by the agent.
totN per JCode || #Number of e-mails Gives the number of e-mails ass_lgned the same_job
. - . code by the agent. The counter is broken down into Int
per Topic per job code per topic -
topics.
. Gives the number of e-mails assigned the same job
* -
totN per JCode Number of e-mails code by the agent. The counter is broken down into Int

per AG

per job code per AG

agent groups.
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Delegated e-mails

Counter Name Description Type
totNDelegate-> Number of e-mails Counts all e-mails transferred by the agent to a Int
9 forwarded by the agent call center destination (agent, topic).
totNDelegate<- Number of e-mails Counts all e-mails transferred to the agent. Int
forwarded to the agent
Availability for distribution
Counter Name Description Type
. Sums up the times agents are present for the system.
. Total time of . .
totTLogin The system considers an agent present once he logged in || Dura
presence . o
on the system with the Ul application.
Total time . L
totTSignon signed-on for e- Sums up the times an agent is signed-on to at least one Dura
. agent group for e-mails.
mail
. *Total time Sums up the times an agent is signed-on to at least one
totTSignOn per . . . ;
AG signed-on for e- || agent group for e-mails. The counter is broken down into || Dura
mail per AG agent groups.
Sums up the Break Time times of agents. An agent
Total Break Time || activates the Break Time function. No further e-mails are
totTPause . S - - Dura
time distributed to the agent. The processing time of an open
e-mail is stopped.
. Sums up the times, in which the agent activated the
Total Break Time - . .
totTPause per time code of function Break Time in the Ul of the system and entered Dura
ReasonCode reason a reason for the break. The value is broken down into the
code of reason.
E-mail Service Factor
Counter Name Description Type
. Calculates the Task Service Factor in percent for the respective
Task Service . . -
: team. The time evaluated for the TSF starts with the arrival of an e-
ASF Factor in . A Perc
mail at an agent and ends when the mail is opened. By the agent
percent - .
deleted e-mails are not considered here.
Gives the number of e-mails used for calculating the TSF for the
Number of e- team. Counts for the interval during which the e-mail was opened or
totNASF || mails for the ) 9 b Int

ASF

the threshold exceeded, depending on which happens first. By the
agent deleted e-mails are not considered here.
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Task: Chat

Chat requests

Number of chat requests

Counter Name Description Type
Incomin Count all incoming chats for the agent, regardless of whether
totNNew 9 the chats have been processed or not. The counter counts in all Int
chats . . .
intervals in which the chat request was not accepted.
Count all incoming chats for the agent, regardless of whether
totNNew #Incoming the cahts habe been processed or not.. The counter counts in all Int
per Topic chats per topic || intervals in which the chat request was not accepted. The
counter ins broken into topics.
Not processed chat requests
Times of not processed chat requests
Counter Name Description Type
Total time unanswered Sums the time the chat request had not been
totTAlert Dura
chats accepted by the agent.
Average time Calculates the average time chat remain unaccepted
avgTAlert Dura
unanswered chats by the agent.
Maximum time Gives the maximum number of agents signed-on to
maxTAlert Dura
unanswered chats the agent group of the system for chats.
totTAlert per || #Total time chats not Sums up the times chat requests remain
. - unprocessed by the agent. The counter is broken Dura
Topic accepted per topic - -
down into topics.
#Average time Calculates the average time chat request remain
avgTAlert per -
Tobic unprocessed chats per unprocessed by the agent. The counter is broken Dura
P topic down into topics.
#Maximum time Gives the maximum time a chat request of the
maxTAlert . .
- unprocessed chats per respective agent remained unprocessed. The Dura
per Topic . - . -
topic counter is broken into topics.
Number of not processed chat requests
Counter Name Description Type
Number of non- Counts chat request that where not processed or
totNUnt . Int
processed chats deleted by the respective agent.
#Number of Counts the chat requests assigned to the agent, but
totNUnt per . :
. unprocessed chats per || were not accepted or deleted by him. The counter is Int
Topic . ; .
topic broken down into topics.
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Number of chat requests with acceptance

timeout
Counter Name Description Type
Counts all chat requests to the agent that exceed the
Number of chats . . .
. max. time to accept. After the max. time to accept is
totNExp exceeding the max. . Int
. exceeded the system redistributes the chat request
time to accept .
according to the task flow.
#Number of chats Countg all chat requests to the agent 'that exceed the
. max. time to accept. After the max. time to accept is
totNExp exceeding the max. .
er Topic time to accent per exceeded the system redistributes the chat request Int
P P topic ptp according to the task flow. The counter is broken down
P into topics.
Processed chat requests
Number of chat requests in process
Counter Name Description Type
Count all chat requests that have been processed
totNWork Number of py the agent. The counter counts in all the Int
processed Chats intervals in which a chat request was processed by
the agent.
#Number of Counts gll chat re_quests procesged by the agent.
. Counts in all the intervals in which the chat request
totNWork per Topic processed chats . - Int
. is processed by the agent. The counter is broken
per topic : 8
down into topics.
Counts all chat requests that did not wait longer
Number of . : -
rocessed chats than a set time N in the queue of the topic and/or
totNWorkWait<=N pr o . pended at an agent. Chats that waited in the Int
with waiting time
_ queue are counted as well as chats that could be
<= N Seconds . - .
directly assigned to an available agent.
Number of Counts all chats that did not wait longer than a set
processed chats time N in the queue of the topic and/or pended at
totNWorkWait>N<=M || with waiting time || an agent. Chats that waited in the queue are Int
>Nand =< M counted as well as chats that could be directly
seconds assigned to an available agent.
Count all chat requests, which have until the start
of processing no longer than an adjustable time N
Number of ) - )
rocessed chats waited in the queue of the topic and / or located
totNWorkWait>M P with the agent. There are both chat requests that Int

with waiting time
> M seconds

have been waiting in the queue, as well as those
who were immediately assigned, because an agent
was free.
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Processing times

Counter Name Description Type
Sums up all times the agent needs for processing chats. The
Total duration between accepting or deleting a chat by the agent is
totTWork processing called processing time. If the active chat is interrupted by the Dura
time agent or if the agent logs out these times are not counted as
processing time.
Calculates the average time the agent needs for processing
Average chats. The duration between opening and closing or deleting a
avgTWork processing chat by the agent is called processing time. If the active chat is || Dura
time interrupted by the agent or if the agent logs out these times
are not counted as processing time.
Gives the maximum time the agent needs for processing chats.
Maximum The duration between opening and closing or deleting a chat
maxTWork processing request by the agent is called processing time. If the active Dura
time chat is interrupted by the agent or if the agent logs out these
times are not counted as processing time.
Gives the maximum processing time of chat requests of the
respective topic. The duration between opening and closing a
#Total chat request by an agent is called processing time. If the
totTWork . . . .
per Topic processing active cha_t is mte_rrupted by the agent or if t_he agt_ant logs out Dura
time per topic (the chat is reactivated after the agent logs in again) these
times are not counted as processing time. The counter is
broken down into topics.
Calculates the average time the agent needs for processing
chat requests. The duration between opening and closing or
#Average deleting a chat request by the agent is called processing time.
avgTWork - . L .
per Topic processing If the active chat request is mterrupted t_)y the agent or if the Dura
time per topic agent logs out (the chat request is reactivated after the agent
logs in again) these times are not counted as processing time.
The counter is broken down into topics.
Gives the maximum processing time of chat requests of the
respective topic. The duration between opening and closing a
#Maximum chat request by an agent is called processing time. If the
maxTWork . . S ;
per Topic processing active cha.t is |ntgrrupted by the agent or if t'he aggnt logs out Dura
time per topic (the chat is reactivated after the agent logs in again) these
times are not counted as processing time. The counter is
broken down into topics.
Tranfered chat requests
Counter Name Description Type
totNDelegate-> Number of chats Counts all chat requ_estsf transferred by the agent Int
forwarded by the agent to a call center destination (agent, topic).
totNDelegate<- Number of chats Counts all chats transferred to the agent. Int

forwarded to the agent
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Chat requests per jobcode

Counter Name Description Type
totN per JCode [\lumber of chats per Gives the number of chats assigned the same job Int
job code code by the agent.
totN per JCode || #Number of chats per Gives the number of chats aSS|grled the same qu
. . . code by the agent. The counter is broken down into Int
per Topic job code per topic .
topics.
Chat service factor
Counter Name Description Type
Task Service Calculates the Task Service Factor in percent for the respective
- team. The time evaluated for the TSF starts with the arrival of a
ASF Factor in ; Perc
ercent chat request at an agent and ends when the chat is accepted. By
P the agent deleted chats are not considered here.
Gives the number of chats used for calculating the TSF for the team.
Number of - . .
Counts for the interval during which the chat was accepted or the
totNASF || chats for the ; . . Int
threshold exceeded, depending on which happens first. By the agent
ASF .
deleted chats are not considered here.
Completed chat requests
Counter Name Description Type
totNDone Number of chats Number of chats completed by the agent. Chat which Int
completed by agents were deleted by the agent are not counted.
#Number of chats Number of chats completed by the agent. The counter
totNDone . - ;i .
er Topic completed by agents is broken down into topics. Accepted chats which were Int
P P per topic deleted by the agent are not counted.
Availability for distribution
Counter Name Description Type
. *Total time Sums up the times an agent is signed-on to at least one
totTSignOn per . - .
AG signed-on for agent group for chats. The counter is broken down into Dura
chat per AG agent groups.
Sums up the times, in which the agent activated the
Total Break . - .
totTPause per Time time code function Break Time in the Ul of the system and entered a Dura
ReasonCode of reason reason for the break. The value is broken down into the

code of reason.
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Counter type: Topic

Task: Voice

Reporting from caller's point of view

Counter

Name

Description

Type

totNIncome

Total of incoming
calls to topic

Counts all first calls to the topic. Not counted are calls
transferred by agents, calls distributed to the topic due to
topic overflow, calls re-assigned via call distribution or
IVR (Automatic Agent). Calls initiated via an outbound
dialer campaign or OUTCC-generated calls are not
counted either.

Int

totNSucc

Total of
successful calls to
topic

Counts all calls answered by an agent, an automatic agent
(IVR), or an external destination. It can be determined
with the Ul configuration under "Special settings", when a
connection with an external destination is considered
successful. Only initial connections are counted.
Transferred calls are not counted. The counter counts
always within the interval in which the call contributes to
totNIncome.

Int

totNSucc<N

Total of
successful calls
with waiting time
< n seconds

Counts all calls initially answered by an agent, an
automatic agent (IVR), or an external destination within n
seconds (default 20 s, can be configured per topic with
the topic statistics basic value for totConvWait<N). Only
initial connections are counted. Transferred calls are not
counted. The counter counts always within the interval in
which the call contributes to totNIncome.

Int

totNLost

Total of lost calls
to a topic

Counts all calls that do not lead to a conversation with an
agent, an automatic agent (IVR), or an external
destination. It can be determined with the Ul
configuration under "Special settings"”, when a connection
with an external destination is considered lost. It does not
matter if the caller hangs up while in the queue or after
the call is assigned to an agent, automatic agent (IVR) or
external destination or switched busy by the system. The
counter counts always within the interval in which the call
contributes to totNIncome.

Int

totNLost<N

Total of lost calls
with cancellation
time < n seconds

Counts all calls lost within n seconds (default 5 s, can be
configured per topic with the topic statistics basic value
for totNAban<N). It does not matter if the caller hangs up
while in the queue or after the call is assigned to an
agent, automatic agent (IVR) or external destination or
switched busy by the system. The counter counts always
within the interval in which the call contributes to
totNIncome.

Int
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Counter

Name

Description

Type

CSF

Customer Service
Factor in percent

Gives the customer service factor in percent. The
customer service factor is the ratio of successful calls that
were established during a configurable waiting time (TSF
threshold) and the total of all incoming calls
(totNincome). Successful calls are connections with an
agent, an automatic agent (IVR) or an external
destination (if thus configured with the Ul configuration
under "Special settings"). Callers that hang up within 5
seconds before the call is answered are not counted. For
the calculation of the service factor the time after
welcome announcement until answering is considered.
The counter counts always within the interval in which the
call contributes to totNIncome.

Perc

totNIncomeLT

Total of incoming
calls to the last
topic

Counts all calls to the respective topic, assigned or ended
within that topic. Considered are: calls to the topic, calls
assigned to the topic due to an overflow and calls
transfered to the topic. Calls re-assigned to the topic after
an elapsed ringing timeout are not counted. Calls initiated
via an outbound dialer campaign or OUTCC-generated
calls are also not counted.

Int

totNSuccLT

Total of
successful calls to
the last topic

Counts all the calls answered by agent, automatic agent
(IVR) or external destination within the respective topic .
It can be determined with the Ul configuration under
"Special settings"”, when a connection with an external
destination is considered successful.

Int

totNSuccLT<N

Total of
successful calls
with waiting time
< n seconds to
the last topic.

Counts all the calls answered by agent, automatic agent
(IVR) or external destination within n seconds (default 20
s, can be configured per topic with the topic statistics
basic value for totNConvWait<N)within the respective
topic .

Int

totNLostLT

Total of lost calls
to the last topic

Counts all the calls within the respective topic ended
without a conversation with an agent, an automatic agent
(IVR), or an external destination. It can be determined
with the Ul configuration under "Special settings", when a
connection with an external destination is considered lost.
It does not matter if the caller hangs up while in the
queue or after the call is assigned to an agent, automatic
agent (IVR) or external destination or switched busy by
the system.

Int

totNLostLT<N

Total of lost calls
with cancellation
time < n seconds
to the last topic

Counts all the calls ended within n seconds (default 5 s,
can be configured per topic with the topic statistics basic
value for totNAban<N) without conversation within the
considered topic. It does not matter if the caller hangs up
while in the queue or after the call is assigned to an
agent, automatic agent (IVR) or external destination or
switched busy by the system.

Int
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Counter Name Description Type
Calculates the customer service factor in percent. The
customer service factor is the ratio of successful calls that
lead to a conversation during a configurable waiting time
(TSF threshold) within the considered topic and the total

. of all incoming calls (totNincomeLT) within the considered
Customer Service - . -
- topic. Successful calls are connections with an agent, an
CSFLT Factor in percent . ; - . Perc
in the last topic automatic agent (IVR) or an external destination (if thus
configured with the Ul configuration under "Special
settings"). Callers that hang up within 5 seconds before
the call is answered (short abandoned) are not counted.
Service factor calculation considers the interval from the
end of the first welcome message until answering.
Calls
Counter Name Description Type
Inbound: Counts all incoming calls to the topic under
Total of calls to a consideration. All calls that dialed the topic directly or
totNNew tobic were transferred or routed to the topic are counted. Int
P Also voice messages distributed via call distribution will
be counted.
Counts all manually initiated outgoing Topic calls for the
Total of outgoin considered topic. Calls initiated by the agent in the
totNOutCC calls via to ?c 9 contact bar via dial button as well as call back in Int
P realtime element Abandoned list are couted. Call jobs
initiated by dialer of type preview or direct also counted
Counts all calls to the topic that did not dial the topic
directly, but were redirected to the topic by call
distribution. Possible reasons are: a) the agent was
Total of calls to a sugned—off due elapsed ringing timeout, b) t_he gall is
o rejected by the agent and returned to call distribution,
totNRr topic via call o T ; Int
distribution c) it is counted for external call distribution if the call is
returned to call distribution due to a busy external
destination, d) in case of a topic-topic overflow
programmed for the CallFlow (in this case totNRr
counts in the overflow topic).
Counts all calls that were originally assigned to another
Total of calls . .
topic but transferred to the topic concerned by an
totNTrans<- transferred to . . T Int
. agent. It is also counted if the call to the topic is not
the topic .
established.
#Total of calls
transferred to Counts all calls that were originally assigned to topic n
totNTrans<- per . - .
Tobic the topic but transferred to the topic concerned by an agent. It is || Int
P concerned per also counted if the call to the topic is not established.
topic
Counts all calls of callers to the respective topic whose
. Number of first call was not established and who called the topic
totNRedial Int

redials for topic

again during the calculated period (default=30
minutes). Anonymous callers are not counted.
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Counter Name Description Type
Counts all callers to the respective topic whose first call
Number of - . .
. - was not established and who called the topic again
totNCallersRedial || redialing callers . - - . Int
. during the calculated period (default=30 minutes).
for topic
Anonymous callers are not counted.
Total of calls to o . .
totNNewOD topic initiated by Counts all calls to the topic initiated by the.DlaIer. Topic Int
. overflows and rerouted calls are not taken into account.
the Dialer
Calls to agents
Counter Name Description Type
Counts all calls to the topic assigned to agents (the call is
totNAg Total of calls signaled at the telephone) whether they are established or Int
not.
Total of calls . .
exceeding a Counts all calls to the topic that were assigned to agents and
totNExpl specified rang for more than the specified ringing time, no matter if the || Int
pec - calls are answered or not.
ringing time
Sums up the ringing times of all agents of the topic
concerned. Ringing time is the period during which a call is
signaled at a telephone. The ringing time ends as soon as one
. Total ringing of the following events occurs: a) the call is answered by the
totTRINgAg time agent, b) the caller hangs up before the call is answered, c) bura
the call is picked up by another agent, d) the agent is signed
off due to ringing timeout and call is returned to call
distribution.
- Determines the average ringing time of all calls to agents of
. Average ringing . o . . ; . .
avgTRingAg time the topic concerned. Ringing time is the period during which a || Dura
call is signaled at a telephone.
. Gives the maximum ringing time of all calls to agents of the
. Maximum . - . . : - .
maxTRingAg || . . . topic concerned. Ringing time is the period during which a call || Dura
ringing time S
is signaled at a telephone.
Counts all calls to the topic concerned that were assigned to
an agent but not answered until ringing timeout. The agent is
Total of calls signed off from the system and the call returned to call
totNEX exceeding a distribution. The counter is also counting in case of Int
P specified simultaneous events, i.e. in the moment a call distributed to
ringing timeout || an agent the agent starts on outgoing call. In this case the
call will also return to call destribution, but the agent is not
signed off.
Counts all calls to agents of the respective topic that are not
Total of calls established because: a) the caller hangs up while the call is
totNAbanAg || not answered ringing, i.e. before it could be answered by the agent, b) the Int

by agent

call is not answered and returned to call distribution after the
ringing timeout elapsed.
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Conversation and Wrap Up

Wait time until answer

Counter Name Description Type

Determines the average waiting time of all calls
to the topic under consideration, that are either
answered or picked up by another agent. The
considered time starts when the call enters the
topic (time in the queue including time of the
welcome announcement) and ends when an
agent answers (ringing time at the agent is

Average waiting included). If the call is returned to call
avgTConvWait time until distribution before it is answered, the counter Dura
answering continues to count. If a call that dials in to topic

1 and is transferred by call distribution to topic
2 before it is answered, e.g. due to an elapsed
ringing timeout, the following happens:
avgTConvWait does not count for topic 1,
avgTConvWait counts the total time for topic 2,
that is from the arrival of the call at topic 1 until
it is answered.

Gives the maximum waiting time of all calls to
the topic, that are either answered or picked up
by another agent. The considered time starts
when the call enters the topic (time in the
queue including time of the welcome
announcement) and ends when an agent
. . answers (ringing time at the agent is included).
Maximum waiting . R .
. - . If the call is returned to call distribution before
maxTConvWait time until - - Dura
answering it is answered,. thg counter. contlnugs to count.
If a call that dials in to topic 1 and is
transferred by call distribution to topic 2 before
it is answered, e.g. due to an elapsed ringing
timeout, the following happens: maxTConvWait
does not count for topic 1, counts the total time
for topic 2, that is from the arrival of the call at
topic 1 until it is answered.

Counts all calls that have not been in the queue
of the topic and/or ringing at a telephone for
more than an adjustable time N before being
answered. Calls from the queue as well as calls
Total of . -
- directly assigned to a free agent are counted. If
L established calls . .
totNConvWait<=N - - - several topics are passed before the call is Int
with waiting time L . -
=N answered then the whole waiting time is
counted (included welcome announcement time
and ringing time at the agent). This counter
counts only in the topic where the call was
answered.

104 e Counter type: Topic IP Office Contact Center Counters



Counter Name Description Type
Counts all calls that have been in the queue of
the topic and/ or ringing at the telephone for
more than an adjustable time N and less than
an adjustable time M before being answered.
Total of .
established calls Calls from the queue as well as calls directly
totNConvWait>N<=M - - - assigned to a free agent are counted. If several || Int
with waiting time . .
= topics are passed before the call is answered
>Nand <=M - . .
then the whole waiting time is counted
(inclueded welcome announcement time and
ringing time at the agent). This counter counts
only in the topic where the call was answered.
Counts all calls that have been in the queue of
the topic and/ or ringing at the telephone for
more than an adjustable time M before being
answered. Calls from the queue as well as calls
Total of . -
- directly assigned to a free agent are counted. If
. established calls . .
totNConvWait>M - - - several topics are passed before the call is Int
with waiting time L . -
~M answered then the whole waiting time is
counted (inclueded welcome announcement
time and ringing time at the agent). This
counter counts only in the topic where the call
was answered.
Counts all calls that have been in the queue of
Total of - A
- the last routed topic and/ or ringing at the
established calls . .
. _ - - . telephone for less than an adjustable time N
totNConvWaitLT<=N with waiting time ; Int
. . before being answered. Calls from the queue as
in the last topic - .
<= N well as calls directly assigned to a free agent
are counted
Counts all calls that have been in the queue of
Total of - A
- the last routed topic and/ or ringing at the
established calls . .
. _ . - . telephone for more than an adjustable time N
totNConvWaitLT>N<=M || with waiting time . - . Int
. . and less than an adjustable time M before being
in the last topic >
o answered. Calls from the queue as well as calls
N and <=M . -
directly assigned to a free agent are counted
Counts all calls that have been in the queue of
Total of - o
3 the last routed topic and/ or ringing at the
established calls . .
. - - - telephone for more than an adjustable time M
totNConvWaitLT>=M with waiting time . Int
. . before being answered. Calls from the queue as
in the last topic> ; .
M well as calls directly assigned to a free agent
are counted
Count the waiting time of all conversations,
Total of waiting which accumulated up to the inquiry in the
totTConvWaitLT time untll_ _ queue_of the last topic (LT) and/or with the Dura
conversation in subscriber called. Calls from the queue as well
last topic as calls directly assigned to a free agent are
counted.
Count the average waiting time of all
Average waiting conversations, which accumulated up to the
. time until inquiry in the queue of the last topic (LT)
avgTConvwaitLT conversation in and/or with the subscriber called. Calls from the bura
last topic queue as well as calls directly assigned to a free

agent are counted.
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Counter Name Description Type
Count the maximum waiting time of all
Maximum waiting conversations, which accumulated up to the
. time until inquiry in the queue of the last topic (LT)
maxTConvwaitL.T conversation in and/or with the subscriber called. Calls from the bura
last topic queue as well as calls directly assigned to a free
agent are counted.
Conversations and conversation times for agent
Counter Name Description Type
Total of Counts all incoming calls to the topic assigned via call
totNConvAg established calls distribution and answered by agents. Incoming calls to Int
to agents topics are counted as well as calls initiated by the Dialer.
Sums up all conversation times of the respective topic.
totTCONVA Total Conversation time is the period between establishing the Dura
9 conversation time || connection and the end of the call, minus the times the call
is on hold.
Determines the average conversation time of the
avaTConvA Average respective topic. Conversation time is the period between Dura
9 9 conversation time || establishing the connection and the end of the call, minus
the times the call is on hold.
Gives the maximum conversation time of the respective
MaxTConvA Maximum topic. Conversation time is the period between establishing Dura
9 || conversation time || the connection and the end of the call, minus the times the
call is on hold.
Conversations and conversation times for
outgoing topic calls - OUTCC
Counter Name Description Type
Counts all outgoing calls via the respective topic
Total of answered by the addressed destinations. This counter
totNConvVOULCC establ_lshed cgntalns calls initiated I_oy_ 'Fhe ag!ent in cont_act bar with Int
outgoing calls - dial button as well call initiated in the realtime element
QutCC "Abandoned Call list" as well call jobs initiated by
Outbound dialer of type preview or direct
. Sums up the conversation times of all outbound CC
Total conversation calls of the respective topic. Conversation time is the
totTConvOutCC time (outgoing via P piC Dura

period between establishing the connection and the

topic - OutCC) end of the call, minus the times the call is on hold.

Determines the average conversation time of all
outbound CC calls of the respective topic.
Conversation time is the period between establishing Dura
the connection and the end of the call, minus the
times the call is on hold.

Average
conversation time
(outgoing via topic
- OutCC)

avgTConvOutCC

. Shows the maximum conversation time of all
Maximum . ;
conversation time outbound CC calls of the respective topic.
maxTConvOutCC : . - Conversation time is the period between establishing Dura

(outgoing via topic . .
the connection and the end of the call, minus the
- OutCC) . .
times the call is on hold.
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Wrap Up

Counter Name Description Type
Total of all . . . .
totNWrapUp calls with Wrap COl_mts all established calls concerning the respective topic Int
Up which are followed by Wrap Up time.
Total Wrap U Sums up the Wrap Up times of all established calls of the
totTWrapUp time pLp respective topic. If a mandatory job code is not entered at the || Dura
end of the Wrap Up time, totTWrapUp ends nonetheless.
Determines the average Wrap Up time of all established calls
Average Wrap || of the respective topic. If a mandatory job code is not entered
avgTWrapUp Up time at the end of the Wrap Up time, avgTWrapUp ends bura
nonetheless.
Maximum Gives the maximum Wrap Up time of all established calls of
maxTWrapUp Wrap Ub time the respective topic. If a mandatory job code is not entered at || Dura
pLp the end of the Wrap Up time, maxTWrapUp ends nonetheless.
Job code
Counter Name Description Type
totN per JCode Total of calls per Coqnts all calls to which the same job code is Int
job code assigned by the agent.
Counts all cases of the respective topic in which the
Total of job codes || agent does not enter a job code although this is
tothNNoJCode not entered expected by the system. totNNoJCode does not count Int
if a job code is mandatory.
Total of . Counts how often the agent enters a mandatory job
mandatory job - - .
code for the considered topic after the Wrap Up time
totNForcedJCode codes entered - - Int
is over. No further calls are assigned to the agent
after Wrap Up - .
. ) during these times.
time has expired
Determines the average time after the Wrap Up time
Average time is over, the agent takes to enter a mandatory job
mandatory job code for the topic. The recorded time starts with the
avgTForcedJCode || codes not entered || end of the Wrap Up time and ends with the input of Dura
after Wrap Up the mandatory job code or if the agent logs out. No
time further calls are assigned to the agent during these
times.
Gives the maximum time after the Wrap Up time is
Maximum time over, the agent takes to enter a mandatory job code
mandatory job for the topic. The recorded time starts with the end of
maxTForcedJCode || code not entered the Wrap Up time and ends with the input of the Dura
after Wrap Up mandatory job code or if the agent logs out. No
time further calls are assigned to the agent during these
times.
Total time Sums up the times after Wrap Up time is over, during
mandatory job which a mandatory job code is not entered. No
totTForcedJCode codes not entered || further calls are assigned to the agent during these bura
after Wrap Up. times.
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Calls on hold and during Wrap Up

Counter Name Description Type
totTHold Total hold time Sums up all times during which calls are put on hold by the Dura
agent.
avgTHold || Average hold time Determines the average hold time of calls put on hold by the Dura
agent.
Maximum hold Gives the maximum hold time of calls put on hold by the
maxTHold || .. Dura
time agent.
Processing time total, average, and longest
Counter Name Description Type
Total Sums up the conversation plus Wrap Up times of all calls of
totTService processing the respective topic. If a job code is mandatory, totTService is || Dura
time extended until the job code has been entered.
Average Determines the average conversation plus Wrap Up time of all
avgTService || processing calls of the respective topic. If a job code is mandatory, Dura
time avgTService is extended until the job code has been entered.
Maximum Gives the maximum conversation plus Wrap Up time of all
maxTService || processing calls of the respective topic. If a job code is mandatory, Dura
time maxTService is extended until the job code has been entered.
Calls in the queue
Counter Name Description Type
Counts all calls to the respective topic which
cannot be assigned to an agent directly and
are therefore queued. If a call is returned to
totNQueued Total number of calls in the queue due to an elapsed_rlngln_g timeout Int
the queue and because no other agent is available, the
counter counts again. totNQueued also
counts if a welcome message is played to the
caller before the call is switched through.
Counts all calls which were connected to at
Total of calls in the least one announcement (VEA or IVR) while
totNQueuedAnn queue with in the queue. totNQueuedAnn also counts if a || Int
announcement welcome message is played to the caller
before the call is switched through.
Counts all calls that are connected to an IVR
Total of calls in the wher_l being queued. totNQueuedIVR is a
totNQueuedIVR ueue with IVR special case of totNQueuedAnn. The counter Int
“ does not count if the IVR script is configured
as Automatic Agent.
Total of calls in the
totNQueuedNoAnn queue without Counts all calls that were not connected to Int

announcement

any announcement while being queued.
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Counter Name Description Type
Determines the average waiting time of all
- . . calls in the queue of the respective topic in
Average waiting time in .
avgTQueued minutes and seconds. It does not matter Dura
the queue
whether the call was connected to an
announcement or not.
Determines the maximum waiting time of all
. . . . calls in the queue of the respective topic in
Maximum waiting time in -
maxTQueued minutes and seconds. It does not matter Dura
the queue
whether the call was connected to an
announcement or not.
L . . Determines the average waiting time of all
Average waiting time in - .
- calls to the respective topic that were
avgTQueuedAnn the queue with Dura
connected at least to one announcement. The
announcement . . o . .
waiting time is given in minutes and seconds.
. . . . Gives the maximum waiting time of all calls
Maximum waiting time in . .
- of the respective topic that were connected at
maxTQueuedAnn the queue with - : Dura
least to one announcement. The waiting time
announcement T - -
is given in minutes and seconds.
Determines the average waiting time of all
avgTQueuedIVR Average waiting time in calls of the respective topic that were Dura
9 the queue with IVR connected at least to one IVR script. The
waiting time is given in minutes and seconds.
Gives the maximum waiting time of all calls
Maximum waiting time in || of the respective topic that were connected at
maxTQueuedIVR the queue with IVR least to one IVR script. The waiting time is bura
given in minutes and seconds.
Determines the average
yvaltlng time of all calls_ Determines the average waiting time of all
in the queue of the topic . .
avgTQueuedNoANn calls in the queue of the topic not connected Dura
not connected to an - -
. to an announcement in minutes and seconds.
announcement in
minutes and seconds.
Maximum waiting time in || Gives the maximum waiting time of all calls
maxTQueuedNoAnNnn || the queue without in the queue of the topic not connected to an || Dura
announcement announcement in minutes and seconds.
. Counts all calls in the queue that are picked
. Total of calls picked up
totNPickupQueue up by an agent before they could be Int
from the queue -
assigned.
Counts all the calls that have not led to a
Number of calls that conversation (with an agent or an external
totNAbanQueued were placed in the 9 Int

gueue.

target), because the caller hangs up before
allocation of the query in the queue.
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Welcome announcement

Counter Name Description Type
Total of calls in the Counts all calls the were connected to a welcome
totNWelcome queue with welcome announcement (no matter if VEA or IVR) while in Int
announcement the queue.
Determines the total welcome announcement time
Total welcome - . .
. . of all calls in the queue of the respective topic. The
totTWelcome announcement time in . .t . ; Dura
welcome announcement time is given in minutes
the queue
and seconds.
Determines the average welcome announcement
Average welcome - .
. . time of all calls to queue of the topic concerned.
avgTWelcome || announcement time in - L - Dura
The welcome announcement time is given in
the queue .
minutes and seconds.
. Determines the maximum welcome announcement
Maximum welcome - -
. . time of all calls to queue of the topic concerned.
maxTWelcome || announcement time in - L : Dura
The welcome announcement time is given in
the queue .
minutes and seconds.
Unanswered calls
Counter Name Description Type
Counts all calls not leading to a conversation (with an
agent or an external destination). totNAban counts if:
a) the caller hangs up before the call is answered
Total of (while in the queue or ringing at the agent), b) the
totNAban abandoned agent is signed off from the system due to an elapsed || Int
calls ringing timeout and the call returned to call
distribution, ¢) the system releases the call or d) the
call is assigned to an external destination that does
not answer or is busy.
Total of Counts all calls (initiated manually by agent in
totNAbanOutCC aband_oned tglephone,_ call back fro_m abandonded Ils_t or preview Int
outgoing calls || dialer call job) not leading to a conversation (with the
via topic addressed destination).
Counts all calls that do not lead to a conversation
Total of with an agent or an external destination and which
totNAbanWait<=N abandoned 9 . L Int
_ have been queuing and/or ringing at the telephone
calls <= N g .
for less than an adjustable time N.
Counts all calls that do not lead to a conversation
Total of - S .
abandoned with an agent or an external destination and which
totNAbanWait>N<=M have been queuing and/or ringing at the telephone Int
calls > N and . ; -
- for more than an adjustable time N and a maximum
<=M ] -
adjustable time M.
Counts all calls that do not lead to a conversation
Total of with an agent or an external destination and which
totNAbanWait>M abandoned 9 . L Int
have been queuing and/or ringing at the telephone
calls > M . ;
for more than an adjustable time M.
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Counter Name Description Type
Counts all Dialer calls that do not lead to a
conversation with an agent. totNAbanOD counts the
Total of . L .
following cases. a) the destination subscriber cannot
totNAbanOD abandoned R - . Int
- be reached , b) the destination subscriber is busy, c)
Dialer calls . . -
in case of a drop (there is no avail agent after the
destination subscriber has been reached).
Wait time of unanswered calls
Counter Name Description Type
Determines the average waiting time of all calls to a
Average waiting topic that are not answered. The ringing time at the
avgTAbanWait time of abandoned || agent is included (the counter counts until the call is Dura
calls abandoned by the caller and not only until it leaves
the queue).
Gives the maximum waiting time of all calls of a topic
Maximum waiting that are not answered. The ringing time at the agent
maxTAbanWait time of abandoned || is included (the counter counts until the call is Dura
calls abandoned by the caller and not only until it leaves
the queue).
. Count the total of waiting time of abandoned calls
Total of waiting - . S
time of of which accumulated up to the inquiry in the queue of
totTAbanWaitLT . the last topic (LT) and/or with the subscriber called. Dura
abandoned calls in - .
. Calls from the queue as well as calls directly assigned
last topic
to a free agent are counted.
- Count the avarage of waiting time of abandoned calls
Average of waiting - . A
time of of which accumulated up to the inquiry in the queue of
avgTAbanWaitLT . the last topic (LT) and/or with the subscriber called. Dura
abandoned calls in - .
. Calls from the queue as well as calls directly assigned
last topic
to a free agent are counted.
. Count the maximum of waiting time of abandoned
Maximum of . - S
waiting time of of calls which accumulated up to the inquiry in the
maxTAbanWaitLT . queue of the last topic (LT) and/or with the Dura
abandoned calls in .
- subscriber called. Calls from the queue as well as
last topic . -
calls directly assigned to a free agent are counted.
Number of rejected calls
Counter Name Description Type
Sum of all Counts all calls that meet the following requirements: incoming,
totNRe;] incoming calls assigned by call distribution and rejected by the agent. This Int

agent.

rejected by the

counter is active only on the Integral Enterprise (155) PBX, a
call can not be refused on the PBX type ACM or IPO.

IP Office Contact Center Counters

Counter type: Topic e 111




Overload

Counter Name Description Type
Counts all calls to the topic under consideration released by the
system, i.e. connected to busy tone. All calls are counted that are
Total of distributed to Drop element as destination within the CallFlow.
totNOverl || calls during || totNOverl does not count if a caller is connected to busy tone Int
overload because there are no more free lines to the PBX. The number of
these calls cannot be recorded here. The number totOverl is
contained in the totNAban counter.
Overload total, average, and longest
Counter Name Description Type
Sums up the times during which the topic is in the state of
Total overload, i.e. during which the topic cannot accept further calls
totTOverl overload (even if no calls come in). totTOverl counts only for internal call Dura
time distribution, i.e. if the PBX distributes the calls. This counter is
active only on the Integral Enterprise (155) PBX.
Determines the average time the topic is in overload, i.e. the topic
Average . .
avgToverl || overload cannot accept additional calls. avgTOverl counts only for internal Dura
time call distribution, i.e. if the Integral Enterprise (155) PBX distributes
the calls.
. Determines the maximum time the topic is in overload, i.e. the
Maximum . .
maxToverl |l overload topic cannot accept additional calls. maxTOverl counts only for Dura
time internal call distribution, i.e. if the PBX distributes the calls. This
counter is active only on the Integral Enterprise (155) PBX.
Task Service Factor
Counter Name Description Type
Gives the task service factor in percent. The TSF is the ratio of calls
Task service leading to a conversation (totNTSF+) before a configurable waiting
TSF factor in time(TSF threshold) in relation to the total of all calls (totNTSF). It is Perc
ercent configurable if short abandoned calls contribute to TSF. The default
P value for the min. waiting time in queue for calls contributing to TSF
is set to 0. It can be configured system wide or per topic.
Determines the total number of calls for the calculation of the TSF.
Total All calls to the topic as well as all calls returned to the queue of the
totNTSE number of topic are counted. In the topic statistics, totNTSF cannot be Int
calls for the || crosschecked with totNNew plus totNRr because the information for
TSF the TSF is saved to the interval the positive or negative evaluation is
completed.
Determines the number of positive calls for the calculation of the
Number of TSF. Calls are considered 'positive’ if they are answered within a
tOtNTSF+ positive configurable waiting time (TSF threshold, can be configured per Int
calls for the || topic). It makes no difference whether the call was queued or not. If
TSF a configured welcome announcement is active, its duration time will
not be considered.
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Acceptance level

Counter Name Description Type

The acceptance level is the ratio of calls that led to a
Accessibility in || conversation, and the sum of all incoming calls. Short
percent abandoned calls, i.e. calls which have waited less than N
seconds, are not included. The value is given in percent.

%AcceptLevel Perc

First Call Resolution

Counter Name Description Type

FCR measures the percentage of customer issued calls that are
resolved in one call. An inquiry is a succession of calls to the same
topic from the same customer with each gap between call less
than a chosen time interval (Default: 72 hours). If a customer calls
again within the configured period then this is considered an
unsuccessful FCR. With every call from this customer within this
gap the period starts new. FCR is calculated as the rate of number
of positive FCR calls (totNFCR+) and the Total number of all calls
(totNFCR). Every call from each customer contributes only one
time to each gap. Only calls with known caller number contribute
to the calculation of FCR. In case of topic overflow the call
contributes for FCR in the last routed topic. In case after
connection an agent transfers the call to another topic the call
contributes not in the transferred topic. Calls which are distributed
to external destinations are handled like calls to agents. Calls,
which are routed to an IVR script type "Automatic Agent”,
contribute to FCR of the considered topic. In case the call is
transfered by the IVR script type "Automatic Agent" and customer
issue is resolved in that call, do not contribute to FCR; in this case
the calculation of FCR will be done in the transfer topic.

First Call
FCR Resolution in
Percent

Perc

Measures the total number of calls contributing to the calculation
Total number || of FCR. Counts all calls which have dialed in to the respective topic
totNFCR of calls for or which are rerouted again in waiting field. Every call from each Int
FCR customer contributes only one time to each gap. Only calls with
known caller number contribute to the calculation of FCR.

Measures the number of positive calls contributing to the
calculation of FCR. A 'positive FCR Call' is customer issued calls
that are resolved in one call. If a customer calls again within a
configure period this counter does not count. After this configured
time gab the period starts new for FCR. Only calls with known
caller number contribute to the calculation of FCR.

Number of
totNFCR+ || positive calls
for FCR

Int

Transferred calls

Counter Name Description Type

Number of calls Sums up all calls that originally dialed the topic or
totNRouted-> || overflowing from the were initiated from the topic but rerouted to Int
topic to another another topic by the call distribution.

Sums up all calls first assigned to the topic
concerned and then transferred to other topics by
an agent. Note: in a PBX network, counts only if
transferred within the same PBX.

Total of calls transferred
totNTrans-> from the topic to other
topics

Int
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Counter Name Description Type
#Total of calls
totNTrans-> transferred from this Sums up all calls that are first assigned to the topic Int
per Topic topic to other topics, per || concerned and then transferred to other topics.
topic
External destinations
Counter Name Description Type
Counts all calls to the respective topic assigned to
Total of calls to o . .
external destinations. Please note that if an internal
totNExtDest external . - L Int
S call number is configured for an external destination
destinations -
calls to this number are not counted here.
Counts all calls of the respective topic that were
Total of calls to . ;
external queued first and then assigned to an external
totNQueuedExtDest S destination. Please note that if an internal call Int
destinations from . - L
number is configured for an external destination calls
the queue -
to this number are not counted here.
Counts all established calls of the respective topic
Total of L
- answered by external destinations. Please note that
established calls . . - .
totNConvExtDest if an internal call number is configured for an Int
for external L .
A external destination calls to this number are not
destinations
counted here.
Counts all calls to the respective topic that were
Total of calls not assigned to external destinations but not answered
totNAbanExtDest answered by (caller hangs up, external dest'lnatl(')n is busy or does Int
external not answer). Please note that if an internal call
destinations number is configured for an external destination calls
to this number are not counted here.
AutoAgent
Counter Name Description Type
Number of Counts all calls to the respective topic processed by a
totNConvAutoAg || AutoAgent calls to IVR script of type AutoAgent. These calls are not Int
topic contained in totNAban.
Calls via last agent
Counter Name Description Type
Number of c_alls Counts all calls of the topic under consideration
totNReqglLastAg requested via last - Int
. that have requested the last agent routing.
agent routing
Number of served Counts all calls of the topic under consideration
totNServLastAg last agent routing that have requested the last agent routing and Int
calls have been answered by last agent routing.
Number of unserved || Counts all calls of the topic under consideration
totNNoServLastAg || last agent routing that have requested the last agent routing but Int
calls have not been answered by last agent routing.
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Abandoned Call list

Counter Name Description Type

Total of entries in the call || Counts all calls entered in the call list of the
totNCallListExt list due to external respective topic because the caller released the Int
termination call before it was established.

Counts all calls entered in the call list of the

Total of calls released by respective topic because call distribution

totNCallListSys the systgm and thu§ rejected the call. The call was released due to Int
entered in the call list
the programmed CallFlow.
. Total of calls from the Counts all calls in the call list of the respective
totNCallListConv - . . Int
call list processed later topic that led to a conversation at a later call.
Voice mails
Counter Name Description Type
Total of recorded Counts all recorded voice mails. A caller leaves a voice
totNRecVM . . - Int
voice mails mail on the IVR.
Total of voice mails || Counts all voice mails assigned to an agent by call
totNVMAg assigned to be distribution. All voice mails are counted whether the Int
played agent plays them completely or not.
totNAbanVMAg To_tal of u_nplayed Counts all voice mails assigned by call distribution that Int
voice mails are not played by the agent.
totNDoneVMAg To_tal of played Counts all voice mails assigned by call distribution and Int
voice mails played by the agent.
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Task: E-Mail

New e-mails

E-mails arriving during interval

Counter Name Description Type

Number of new e-mails. New e-mails entering the

Number of new e- . .
totNNew mails in the svstem topic are counted as well as e-mails returned by the || Int
y administrator from trash into the considered topic.

Number or e-mails Counts all e-mails that are rerouted to the topic by
totNRr rerouted to the mail distribution due to an exceeded max. time to Int
topic queue accept.

Number of e-mails Counts all e-mails assigned to another topic first but
totNDelegate<- transferred to the transferred to the topic under consideration by an Int
topic agent.

Counts all e-mails assigned to another topic but

#Number of e-mails transferred to the topic under consideration by an

totNDelegate<-

per Topic trasterred t.o the agent. The counter is broken down into topics. The Int
topic per topic . - .
number is broken down into source topics.
totNRouted<- Number of e—mall_s Cour_1ts all e-mails transferred to this topic by the Int
routed to the topic routing process (task flow).
Number of e-mails present at the beginning of
the interval
Counter Name Description Type
. Counts all e-mails for this topic which are not completed or
Number of e-mails ; . ; . .
deleted during the previous interval. E-Mails which are
present at the . . .
totNProcln L queued at topic or unopen or open in agent inbox at the end Int
beginning of the . . A .
interval of the previous interval are contributing and so still
uncompleted at begin at the considered interval.
Not completed e-mails
E-mails not completed during interval
Counter Name Description Type

Counts all e-mails that are not processed or not
Number of deleted finished, i.e. e—mail.s are m(?ved into trash and not
totNDeleted e-mails rerouted to the topic. E-mails from Overview can be Int

deleted by the administrator. Read or unread e-mails
can be deleted by an Agent.

Number of e-mails || Sums up all e-mails first assigned to the topic under

totNDelegate-> || transferred to consideration but then transferred to another topic by Int
other topics an agent.
#Number of e- Sums up all e-mails first assigned to the topic under
totNDelegate-> || mails transferred consideration but then transferred to another topic by
. - . . T Int
per Topic to other topics per || an agent. The counter is broken down into destination
topic topics.
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Counter Name Description Type
Number of e-mails Counts all e-mails transferred from this topic to other
totNRouted-> routed from the P Int

topics by the routing process (task flow).

topic
E-mails not completed at the end of the interval
Counter Name Description Type
Number of e- Counts all e-mails for this topic which are not completed or
totNProcOut mails present at deleted during the considered interval. E-Mails which are Int
the end of the queued at topic or unopen or open in agent inbox at the end
interval of the considered interval are contributing.
Completed e-mails
Number of completed e-mails
Counter Name Description Type
Counts all e-mails completed during this
Number of e-mails interval. Counted are e-mails that are moved to
totNDoneAgent completed by agents Closed after being processed. Open e-mails Int
P y ag which were deleted by the agent are not
counted.
. Counts all e-mails completed by external
Number of e-mails R - T .
destinations during this interval. Open e-mails
totNDoneExt completed by external - Int
s which were deleted by the agent are not
destinations
counted.
. Counts all e-mails completed during this
Number of e-mails . ;
interval and received on the same day. Open e-
totNDoneToday completed on the day of - . Int
- mails which were deleted by the agent are not
receipt
counted.
Number of completed e- Counts all e-mails completed during this
_ mails with a gross interval and in a time less or equal than
totNDone==N handling time <= N threshold N. Open e-mails which were deleted Int
hours by the agent are not counted.
Number of completed e- Counts all e-mails completed during this
_ mails with a gross interval in a time less than threshold M and
totNDone=N==M handling time > N and = || more than threshold N. Open e-mails which Int
M hours were deleted by the agent are not counted.
Number of completed e- || T2 3 TR S 0 e threshold M. Open
totNDone>M mails with a gross g - 9P Int

handling time > M hours

e-mails which were deleted by the agent are
not counted.
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Total processing time of completed e-mails

Counter Name Description Type
Total processing time of Sums up the processing times of e-mails completed
totTDone . . L . Dura
completed e-mails during this interval (internally completed only).

. . Calculates the average processing time of e-mails
Average processing time

avgTDone of completed e-mails gc:]rlr;/;)leted during this interval (internally completed Dura
Maximum processing time Calculates the maximum processing time of e-mails
maxTDone P 19 completed during this interval (internally completed Dura
of completed e-mails
only).
Service level
Number of completed e-mails from point of
view of customer
Counter Name Description Type

Number of successfully processed e-mails. For transfers
the counter counts only for the original topic of the
mail. Open e-mails which were deleted by the agent are
not counted.

Number of e-mails
totNSucc || completed successfully
as seen by customer

Int

. Counts all deleted e-mails that were not processed and
Number of irrevocably

totNLost . closed. For transfers the counter counts only for the Int
unclosed e-mails . . .
original topic of the mail.
Handling times of completed e-mails
Counter Name Description Type
Total gross Sumps up the gross handling times of e-mails completed
totTHandIGros handling time of during this interval. Gross handling time is the time Dura
completed e- difference between the arrival of the mail in the system
mails and completion of the mail.
Total net Sumps up the net handling times of e-mails completed

during this interval. Net handling time is the time
difference between the arrival of the mail in the system Dura
and completion of the mail, reduced by the blocking

handling time of

totTHandINet
completed e-

mails period of the original topic during the interval.
Average gross Average gross handling time of e-mails completed during
avaTHandIGros handling time of this interval. Gross handling time is the time difference Dura
9 completed e- between the arrival of the mail in the system and
mails completion of the mail.

Average net handling time of e-mails completed during
this interval. Net handling time is the time difference
between the arrival of the mail in the system and Dura
completion of the mail, reduced by the blocking period of
the original topic during the interval.

Average net
handling time of
completed e-
mails

avgTHandINet

Maximum gross Maximum gross handling time of e-mails completed
handling time of during this interval. Gross handling time is the time
completed e- difference between the arrival of the mail in the system
mails and completion of the mail.

maxTHandIGros Dura
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Counter Name Description Type
. Maximum net handling time of e-mails completed during
Maximum net S . - - : ;
handling time of this interval. Net handling time is the time difference
maxTHandINet between the arrival of the mail in the system and Dura
completed e- . . - .
. completion of the mail, reduced by the blocking period of
mails - . . .
the original topic during the interval.
E-mail Service Factor
Counter Name Description Type
Calculates the E-mail Service Factor in percent for the
ESF E-mail Service respective topic. ESF is based on the net handling time. E- Perc
Factor in percent mails deleted by the administrator or by the agent are not
taken into account.
Number of e-mails Gives the number of e-mails used for the calculation on the
totNESF ESF. E-mails deleted by the administrator or by the agent are || Int
for the ESF -
not taken into account.
Number of Gives the number of e-mails that were evaluated positively.
tOtNESF+ positively Positive means that the net handling time is below the ESF Int
evaluated e-mails threshold. E-mails deleted by the administrator or by the
for the ESF agent are not taken into account.
E-mails at agents
Counter Name Description Type
Counts all e-mails distributed to agents from the topic
tOtNA Number of e-mails Mailbox of the respective topic. totNAg counts in all the Int
9 routed to agents intervals in which the e-mail is available and unread in
agent's inbox.
. Counts all e-mails of the respective topic exceeding the
Number of e-mails . -
. max. time to accept by agents. After the max. time to
totNExp exceeding the max. . A . Int
; accept is exceeded the system redistributes the e-mails
time to accept .
according to the task flow.
totTAlertAg Total time e-mails Sums_ up the times e-mails of the respective topic Dura
unread remained unread at agents.
avgTAlertAg Average time e-mail Calc;ulates .the average time e-mails of the respective Dura
unread topic remained unread at agents.
maxTAlertAg Ma>.<|mum time e- lee§ the longest time an e-mail of the respective topic Dura
mail unread remained unread at an agent.
E-mails being processed
Number of e-mails being processed
Counter Name Description Type
Number of e-mails Counts all e-mails of the respective topic processed by agents.
totNWork - E-mails that have been deleted by the agent after opening Int
being processed .
(and processing) are counted too.
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Wait times

Counter Name Description Type
. Calculates the average time e-mails of the respective topic
. Average time - . .
avgTWait . : remained unopened. Starts counting as soon as the e-mail Dura
until processing . - L
arrives in the system until it is opened by the agent.
. . Gives the maximum time an e-mail of the respective topic
. || Maximum time . : ;i
maxTWait - - remained unopened. Starts counting as soon as the e-mail Dura
until processing . - L
arrives in the system until it is opened by the agent.
Processing times
Counter Name Description Type
Sums up the processing times of e-mails of the respective topic.
Total The duration between opening and closing or deleting an e-mail by
. the agent is called processing time. If the active e-mail is
totTWork processing . - . Dura
. interrupted by the agent or if the agent logs out (the e-mail is
time . - . .
reactivated after the agent logs in again) these times are not
counted as processing time.
Calculates the average processing time of e-mails of the respective
topic. The duration between opening and closing or deleting an e-
Average . . . . . .
- mail by the agent is called processing time. If the active e-mail is
avgTWork || processing . - - Dura
. interrupted by the agent or if the agent logs out (the e-mail is
time . - . .
reactivated after the agent logs in again) these times are not
counted as processing time.
Gives the maximum processing time of e-mails of the respective
. topic. The duration between opening and closing or deleting an e-
Maximum . : ; ; ; L
. mail by an agent is called processing time. If the active e-mail is
maxTWork || processing . . L Dura
. interrupted by the agent or if the agent logs out (the e-mail is
time . - . .
reactivated after the agent logs in again) these times are not
counted as processing time.
Answered e-mails
Counter Name Description Type
Number of Counts the number of e-mails which are answered by an
totNAnswered || answered e- agent. In case the agent send more than one answer per e- || Int
mails mail, only the first answer contributes to this counter.
Sums up all times until answering the e-mail. The time
Total . ; - .
totTAnswered . . between opening an e-mail and sending the first answer Dura
answering time - .
contributes to this counter.
Average Calculates the average duration between opening an e-mail
avgTAnswered . . . - Dura
answering time || and sending the first answer.
Maximum Gives the maximum time during opening an e-mail and
maxTAnswered . . - : Dura
answering time || sending the first answer.
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E-mails in topic queue

Counter Name Description Type
Number of e-mails in Counts all e-mails of the respective topic in the topic
totNQueued . . - L - . Int
the topic Mailbox Mailbox and not distributed imedialtly to an agent.
avgTQueued Average time in the Calculates the average time e-mails remain in the Dura
9 topic Mailbox topic Mailbox of the respective topic.
maxTQueued Maximum time in the Gives the maximum time an e-mail remained in the Dura
topic Mailbox topic Mailbox of the respective topic.
E-mails with ticket 1D
Counter Name Description Type
Counts all initial e-mails to the respective topic with a ticket ID.
Number of e- e s e .
. . . If the mail is distributed to the topic via e-mail distribution, the
totNTicketID || mails with . Int
. mail does not count here. The counter does not count
ticket ID .
forwarded e-mails.
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Task: Chat

Incoming chat requests

In the time interval incoming chat requests

Counter Name Description Type
totNNew Number of new chats Number of new incoming chat requests into the Int
system.
Number of chats Counts all chats that are rerouted to the topic by
totNRr rerouted to the topic || mail distribution due to an exceeded max. time to Int
queue accept.
Number of chats Counts all chats assigned to another topic but
totNDelegate<- transferred to the transferred to the topic under consideration by an Int
topic agent.
#Number of chats Counts all chat requests QSS|gned to aryother.toplc
totNDelegate<- but transferred to the topic under consideration by
- transferred to the ; - Int
per Topic . - an agent. The number is broken down into source
topic per topic -
topics.
Counts all chat requests that were forwarded by
Number of chats - - -
totNRouted<- . the routing process (task flow) into the considered || Int
routed to the topic .
topic.
Not processed chat requests
In the time interval not completed chat
requests
Counter Name Description Type
Counts all chat requests that are not processed and
completed. The counter counts, in case the chat request
totNDeleted Number of from the administrator in the folder Overview is deleted Int
deleted chats and thus moved to the folder Trash (if the chat request in
the subject or the agent is located) or deleted a chat
request in the folder input from the agent.

Number of chats || Counts all chat request to the topic that exceed the max.
tOtNEX exceeding the time to accept. After the max. time to accept is exceeded Int
P max. time to the system redistributes the chat requests according to

accept the task flow.

Number of chats || Sums up all chat requests first assigned to the topic
totNDelegate-> || transferred to under consideration but then transferred to another topic || Int

other topics by an agent.

#Number of Sums up all chats first assigned to the topic under
totNDelegate-> || chats transferred || consideration but then transferred to another topic by an Int
per Topic to other topics agent. The counter is broken down into destination

per topic topics.

Number of chats . . .
totNRouted-> routed from the Counts all chats transferred from this topic to other topics Int

topic

by the routing process (task flow).
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Completed chat requests

Number of completed chat requests

Counter

Name

Description

Type

totNDoneAgent

Number of completed
chats from the agent

Counts all chat requests, in the considered time
interval is completed. Accepted chat requests,
which were then deleted by the agent do not count
here.

Int

totNDone<=N

Number of completed
chats with a
processing time <=
N

Counts all chats completed during this interval and
in a time less than threshold N. Accepted chats
which were deleted by the agent are not counted.

Int

totNDone>N<=M

Number of processed
chats with waiting
time >N and <=M

Counts all chats completed during this interval with
waiting time less or equal than threshold M and
more than threshold N. Accepted chats which were
deleted by the agent are not counted.

Int

totNDone>M

Number of processed
chats with waiting
time > M

Counts all chats completed during this interval in a
time longer than threshold M. Accepted chats which
were deleted by the agent are not counted.

Int

Total processing time of the completed chat
requests

Counter Name Description Type

Sums up the processing times of chats
completed during this interval

Total processing time of

completed chats Dura

totTDone

Calculates the average processing time of chats
completed during this interval.

Average total processing time

of completed chats. bura

avgTDone

Calculates the maximum processing time of
chats completed during this interval

Maximum processing time of

completed chats Dura

maxTDone

Chat service factor

Counter Name Description Type

Calculates the Task Service Factor in percent for the respective
topic. The time evaluated for the TSF starts with the arrival of
a chat request at the topic and ends when the chat is accepted
by the agent. Chats deleted by the agent are not considered
here.

Service Factor in
percent

TSF Perc

Calculates the number of chat requests for the calculation of
the TSF. This does not include chats, which were deleted by
the administrator or agent.

Number of chats

for the TSF Int

totNTSF

Calculates the number of chat request, which are positively
evaluated. It is positive if the acceptance period is below the
TSF threshold. This does not include chats, which were deleted
by the administrator or agent.

Number of
positively
evaluated chats
for the TSF

totNTSF+ Int
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Chat requests to agents

Counter Name Description Type
Number of Counts all chat requests distributed to agents from the
totNAg routed chats to respective topic. totNAg counts in all the intervals in which Int
agents the chat request is available and unread in agent's inbox.
totTAlertAg Total time chat Sums up the times chats of the respective topic remained Dura
unread unaccepted at agents.
avaTAlertA Average time Calculates the average of the times in which chat requests in Dura
9 9 unread chats the topic under consideration were not accepted by agents.
maxTAlertAg Maximum time lees_ the longest time a chat request of the respective topic Dura
chat unread remained unprocessed at an agent.
Processed chat requests
Number of chat requests in process
Counter Name Description Type
Number of Counts all chat requests of the respective topic processed by
totNWork || processed agents. Chat requests that have been deleted by the agent after Int
chats accepting (and processing) are counted too.
Wait times
Counter Name Description Type
Calculates the average time chat requests of the respective
. Average time topic remained unprocessed. Starts counting as soon as the
avgTWait . . . ; A Dura
until processing || chat request arrives in the system until it is accepted by the
agent.
. . Gives the maximum time a chat request of the respective topic
.. || Maximum time . .
maxTWait . . remained unprocessed. Starts counting as soon as the chat Dura
until processing . - R
arrives in the system until it is accepted by the agent.
Processing times
Counter Name Description Type
Sums up all times the agent needs for processing chats. The
Total duration between accepting or deleting a chat by the agent is
totTWork processing called processing time. If the active chat is interrupted by the Dura
time agent or if the agent logs out these times are not counted as
processing time.
Calculates the average time the agent needs for processing chats.
Average The duration between opening and closing or deleting a chat by
avgTWork || processing the agent is called processing time. If the active chat is Dura
time interrupted by the agent or if the agent logs out these times are
not counted as processing time.
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Counter Name Description Type

Gives the maximum time the agent needs for processing chats.

Maximum The duration between opening and closing or deleting a chat
maxTWork || processing request by the agent is called processing time. If the active chat is || Dura
time interrupted by the agent or if the agent logs out these times are

not counted as processing time.

Chat requests in queue

Counter Name Description Type
totNQueued !\lumber of chats Counts qll chats_ of the_res_pectlve topic in the topic queue Int
in queue and not immediately distributed to an agent.
Average time in Calculates the average time chats remain in the topic
avgTQueued - . Dura
queue queue of the respective topic.
Maximum time in || Gives the maximum time a chat request remained in the
maxTQueued . - . Dura
queue topic queue of the respective topic.
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Counter type: AgentGroup

Task: Voice

Calls
Counter Name Description Type
Counts all calls assigned to agents of this agent
group either via the dialed topic or due to an
totN Total of calls overflow to this agent group (internal call Int
distribution on the Integral Enterprise (155)
PBX).

Total of calls transferred to
totNTrans-> || other topics by an agent of Counts all calls that are transferred to other Int

the respective agent group topics by an active agent of the agent group.

#Total of calls transferred
totNTrans-> || to other topics by an agent
per Topic of the respective agent
group, per topic

Counts all calls that are transferred to other
topics by an active agent of the agent group. Int
The counter is broken down into topics.

ACD calls

Counter Name Description Type

Counts all calls which are assigned to an agent of this agent

totNNew Igltlil of group. The caller hears ringing tone. Not answered Calls Int
contribute also.
#Total of Counts all calls that are assigned to an agent of this agent group.
totNNew L ;
. calls per The caller hears the ringing tone. Not answered Calls contribute Int
per Topic . . . .
topic also. The counter is broken down into topics
Unanswered calls
Counter Name Description Type
Total of Counts all calls that did not lead to a conversation
totNAban - Int
abandoned calls with an agent.
#Total of Counts all calls that did not lead to a conversation
totNAban per Topic abandoned calls with an agent of this agent group. The counter is Int
per topic broken down into topics.
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Counter Name Description Type
Counts all calls that did not lead to a conversation
Total of with an agent of this agent group and which have

not been queuing and/or ringing at the telephone

totNAbanWait==N ib_ar’lldoned calls for more than an adjustable time n. Calls from Int
- the queue as well as calls directly assigned to a
free agent are counted
Counts all calls that did not lead to a conversation
with an agent of this agent group and which have
L #Total of not been queuing and/or ringing at the telephone
frc())tl\:,:\banWalt<—N PET 1l abandoned calls for more than an adjustable time N. The counter Int
P <= N, per topic is broken down into topics. Calls from the queue
as well as calls directly assigned to a free agent
are counted
Counts all calls that did not lead to a conversation
with an agent of this agent group and which have
Total of been queuing and/or ringing at the telephone for
totNAbanWait>N<=M abandoned calls more than an adjustable time N and up to an Int
>Nand <=M adjustable time M. Calls from the queue as well
as calls directly assigned to a free agent are
counted
Counts all calls that did not lead to a conversation
with an agent of this agent group and which have
#Total of been queuing and/or ringing at the telephone for
totNAbanWait>N<=M abandoned calls q g an ging P
er Topic ~ N and <= M more than an adjustable time N and up to an Int
P - ’ adjustable time M. The counter is broken down
per topic . -
into topics. Calls from the queue as well as calls
directly assigned to a free agent are counted
Counts all calls that did not lead to a conversation
with an agent of this agent group and which have
Total of been queuing and/or ringing at the telephone for
totNAbanWait>M abandoned calls 9 g an 9ing P Int
- M more than an adjustable time M. Calls from the
queue as well as calls directly assigned to a free
agent are counted
Counts all calls that did not lead to a conversation
with an agent of this agent group and which have
#Total of been queuing and/or ringing at the telephone for
totNAbanWait>M per more than an adjustable time M. Calls from the
. abandoned calls . . Int
Topic - queue as well as calls assigned directly to a free
> M, per topic
agent are counted. Calls from the queue as well
as calls directly assigned to a free agent are
counted
Counts all calls of the agent group concerned,
that are assigned to an agent and redirected to
Total of calls that call distribution after ringing tlmequt. The counter
can count repeatedly, i.e. if a call is not answered
are returned to by two agents of the same agent grou
totNExp call distribution y 9 9 group Int

after ringing
timeout

successively, the counter counts both events. The
counter is also counting in case of simultaneous
events, i.e. in the moment a call distributed to an
agent the agent starts on outgoing call. In this
case the call will also return to call destribution.
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Wait time of unanswered calls

Counter Name Description Type
. Determines the average waiting time of abandoned
Average waiting calls assigned to agents of this agent group. The
avgTAbanWait time of abandoned '9 . gents > a9 group. - Dura
calls total waiting time consists of ringing time plus time
in the queue.
. L Gives the maximum waiting time of abandoned calls
Maximum waiting assigned to agents of this agent group. The total
maxTAbanWait time of abandoned !9 . gent: > ag group. The - Dura
- waiting time consists of ringing time plus time in the
calls, per topic
queue.
. Determines the average waiting time of abandoned
. #Average waiting . .
avgTAbanWait . calls assigned to agents of this agent group. The
- time of abandoned . . - L Dura
per Topic - counter is broken down into topics. The total waiting
calls, per topic - - L - - -
time consists of ringing time plus time in the queue.
. L Gives the maximum waiting time of abandoned calls
. #Maximum waiting . .
maxTAbanWait . assigned to agents of this agent group. The counter
. time of abandoned . - . L . Dura
per Topic - is broken down into topics. The total waiting time
calls, per topic - R - . .
consists of ringing time plus time in the queue.
ACD conversations
Counter Name Description Type
Total of established || Counts all calls that were assigned to an agent of this
totNConv - Int
calls agent group and led to an established call.
#Total of Counts all calls that were assigned to an agent of this
totNConv ; ;i :
- established calls, agent group and led to an established call. The counter is || Int
per Topic . . -
per topic broken down into topics
Conversation time average and maximum
Counter Name Description Type
Determines the average conversation time of all established calls
Average assigned to agents of this agent group by call distribution.
avgTConv || conversation Conversation time is the period between establishing the Dura
time connection and the end of the call, minus the times the call is on
hold. Direct calls to the agent or call number are not counted.
Gives the maximum conversation time of all established calls
Maximum assigned to agents of this agent group by call distribution.
maxTConv || conversation Conversation time is the period between establishing the Dura

time

connection and the end of the call, minus the times the call is on
hold. Direct calls to the agent or call number are not counted.
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Average and longest wait time of answered

calls
Counter Name Description Type
Counts all calls that have not been in the queue
Total of . L
established calls of the topic and/or ringing at the telephone for
totNConvWait<=N . - . more than an adjustable time N before being Int
with waiting time - .
<= N answered. The counter is broken down into
- topics.
Counts all calls that have been in the queue of
Total of . A
established calls the topic and/ or ringing at the telephone for
totNConvWait>N<=M . - . more than an adjustable time N and less than Int
with waiting time ; - .
= an adjustable time m before being answered.
>Nand <=M - . .
The counter is broken down into topics.
Counts all calls that have been in the queue of
Total of . L
established calls the topic and/ or ringing at the telephone for
totNConvWait>M - - . more than an adjustable time m before being Int
with waiting time - .
=M answered. The counter is broken down into
topics.
L Determines the average waiting time of
Average waiting o - .
- . answered calls. The total waiting time consists
avgTConvWait time of answered L ; - . Dura
of ringing time at the agent plus time in the
calls . . .
queue. The counter is broken down into topics.
. . Gives the maximum waiting time of answered
Maximum waiting - . . L
. - calls. The total waiting time consists of ringing
maxTConvWait time of answered : - . Dura
time at the agent plus time in the queue. The
calls - . .
counter is broken down into topics.
Counts all calls that have not been queuing
#Total of and/or ringing at an agent for more than an
totNConvWait<=N per || established calls adjustable time N. Calls that have been queuing Int
Topic with waiting time as well as calls assigned directly to a free agent
<= N, per topic are counted. The counter is broken down into
topics.
Counts all calls that have been queuing and/or
#Total of . .
established calls ringing at an agent for more than an adjustable
totNConvWait>N<=M - - . time N and up to an adjustable time M. Calls
. with waiting time . Int
per Topic = that have been queuing as well as calls
>N and <= M, per . -
tobic assigned directly to a free agent are counted.
P The counter is broken down into topics.
#Total of Counts all calls that have been queuing and/or
totNConvWait>M per egtabhshc_ad ca}lls ringing at an agent for more t'han an adjustable
. with waiting time m. Calls that have been queuing as well as calls || Int
Topic . .
> m seconds, per assigned directly to a free agent are counted.
topic The counter is broken down into topics.
HAverage waitin Determines the average waiting time of
avgTConvWait per - 9 9 answered calls. The total waiting time consists
. time of answered S ; - . Dura
Topic calls, per topic of ringing time at the agent plus time in the
’ queue. The counter is broken down into topics.
. . Gives the maximum waiting time of answered
. H#Maximum waiting - . . L
maxTConvWait per - calls. The total waiting time consists of ringing
time of answered Dura

Topic

calls, per topic

time at the agent plus time in the queue. The
counter is broken down into topics.
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Job code

Counter Name Description Type
totN per Total of calls per Counts all calls to which the same job code is assigned Int
CJCode job code by the agent.
totN per JCode || #Total of calls per Counts all calls to which the same job code is assigned Int
per Topic job code per topic by the agent. The counter is broken down into topics

Task Service Factor
Counter Name Description Type
. Determines the task service factor in percent. The TSF is the ratio
Task service . . . L .
TSE factor in of calls leading to a conversation before a configurable ringing time Y.
is over (TSF threshold of the team configuration) in relation to the
percent .
total of all calls assigned to agents of the agent group.
Task service
factor in Gives number of calls assigned to agents of the agent group
totNTSF - . . Int
number of contributing to the task service factor.
calls
Voice mails
Counter Name Description Type

Total of voice mails || Counts all voice mails assigned to an agent of this agent
totNVM assigned to be group by call distribution. All messages are counted Int

played whether the agent plays the message or not.

Total of unplayed Counts all voice mails assigned to an agent of this agent
totNAbanVM voice mails group by call distribution that are not played by the agent. Int
totNDoneVM To.tal of played Counts all voice m'alls'aSS|gned to an agent of this agent Int

voice mails group by call distribution and played by the agent.

Availability for call distribution
Counter Name Description Type

Average number Determines the average number of agents of the agent
avgNSignOn || of signed-on group signed-on to call distribution. In accordance with the || Int

agents rounding method used, values are rounded up from 0,05.

. Max_lmum number Gives the maximum number of agents of the agent group
maxNSignOn || of signed-on . o Int
signed-on to call distribution.

agents

. . M|n|.mum number Gives the minimum number of agents of the agent group
minNSignOn || of signed-on . S Int
agents signed-on to call distribution.

130 e Counter type: AgentGroup IP Office Contact Center Counters



Task: E-Mail

E-mails
Counter Name Description Type
totN Number of e-mails Counts all e-mails distributed to the respective agent Int
group.
#Total of e-mails
transferred to Counts all e-mails transferred to a certain topic by
totNDelegate- . - . .
>per Topic another topic by active agents of this agent group. The counter is Int
agents of this agent broken down into topics.
group per topic
Counts all e-mails not processed by the respective
Number of agent group and redistributed to the topic Mailbox by
totNUnt - e-mail distribution. The mails either exceeded the Int
unprocessed e-mails . ;
max. time to accept by the agent or were rejected by
the agent.
Counts all e-mails not processed by the respective
totNUNt per #Number of agent group and redistributed to the topic Mailbox by
Tobic P unprocessed e-mails e-mail distribution. The mails either exceeded the Int
P of an AG per topic max. time to accept by the agent or were rejected by
the agent. The counter is broken down into topics.
Counts all e-mails distributed to the respective agent
group exceeding the max. control time. After the
Number of e-mails max. time to accept is exceeded the system
totNExp exceeding the max. redistributes the mails according to the task flow. Int
time to accept The counter counts repeatedly, i.e. if two successive
agents of an agent group do not process an e-mail,
both events are counted.
Processed e-mails
Counter Name Description Type
totNWork Numt_)er of processed Counts all e-mails distributed to the respective agent Int
e-mails group and processed.
#Number of Counts all e-mails distributed to the respective agent
totNWork per . - ;
Tobic processed e-mails per || group and processed. The counter is broken down into || Int
P topic topics.
Processing time total, average, and longest
Counter Name Description Type
Calculates the average processing time of e-mails of the respective
agent group. The duration between opening and closing an e-mail
Average . - . - A
- is called processing time. If the active e-mail is interrupted by the
avgTWork || processing - . . Dura
. agent, if the agent logs out (the e-mail is reactivated after the
time . . . - - .
agent logs in again) or if the agent is in Break Time these times
are not counted as processing time.
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Gives the maximum processing time of an e-mail of the respective
. agent group. The duration between opening and closing an e-mail
Maximum - - . - A
. is called processing time. If the active e-mail is interrupted by the
maxTWork || processing - . . Dura
. agent, if the agent logs out (the e-mail is reactivated after the
time . . . L - .
agent logs in again) or if the agent is in Break Time these times
are not counted as processing time.
Wait time until answer average and longest
Counter Name Description Type
Counts all e-mails that did not wait longer than
Number of - - .
rocessed e-mails a set time N in the queue of the topic and/or
totNWorkWait<=N pr o . __ || pended at an agent. E-mails that waited in the Int
with waiting time = .
queue are counted as well as e-mails that could
N seconds . . .
be directly assigned to an available agent.
Counts all e-mails that waited longer than a set
Number of time N and shorter than a set time M in the
totNWorkWait>N<=M processg(_j e-malls queue of the toplc and/or pended at an agent. Int
with waiting time > || E-mails that waited in the queue are counted
N and = M seconds || as well as e-mails that could be directly
assigned to an available agent.
Counts all e-mails that waited longer than a set
Number of . . .
rocessed e-mails time M in the queue of the topic and/or pended
totNWorkWait>M pr o . at an agent. E-mails that waited in the queue Int
with waiting time > .
are counted as well as e-mails that could be
M seconds . . .
directly assigned to an available agent.
- Calculates the average waiting time of e-mails
Average waiting . .
. - . of the respective agent group. The duration
avgTWait time until - . Dura
. between the arrival of an e-mail at an agent
processing - o o .
and its opening is called waiting time.
. . Gives the maximum waiting time of an e-mail
Maximum waiting . .
. - . of the respective agent group. The duration
maxTWait time until - . Dura
. between the arrival of an e-mail at an agent
processing - o o .
and its opening is called waiting time.
Counts all e-mails that waited longer than a set
#Number of time N in the queue of the topic and/or pended
totNWorkWait<=N per || processed e-mails at an agent. E-mails that waited in the queue
. . o . - Int
Topic with waiting time = || are counted as well as e-mails that could be
N Seconds per topic || directly assigned to an avail agent. The counter
is broken down into topics.
Counts all e-mails that waited longer than a set
#Number of time N and shorter than a set time M in the
totNWorkWait>N<=M pr_ocess_e(_j e-malls queue of the topic a_nd/or pended at an agent.
er Topic with waiting time > || E-mails that waited in the queue are counted Int
P P N and = M seconds || as well as e-mails that could be directly
per topic assigned to an avail agent. The counter is
broken down into topics.
Counts all e-mails that waited longer than a set
#Number of time M in the queue of the topic and/or pended
totNWorkWait>M per processed e-mails at an agent. E-mails that waited in the queue Int

Topic

with waiting time >
M seconds per topic

are counted as well as e-mails that could be
directly assigned to an avail agent. The counter
is broken down into topics.
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Counter Name Description Type
#Average waiting Calculates the average waiting time of e-mails
. . time until between their arrival at an agent and their
avgTWait per Topic . . - . Dura
processing per opening. The counter is broken down into
topic topics.
#MaX'ml.Jm waiting Gives the maximum waiting time of an e-mail
. . time until . . . -
maxTWait per Topic . between its arrival at an agent and its opening. || Dura
processing per - . .
topic The counter is broken down into topics.
Job code
Counter Name Description Type
totN per Number of e-mails Counts all e-mails assigned the same job code by
) - Int
JCode per job code agents of the respective agent group.
totN per #Number of e-mails Counts all e-mails assigned the same job code by
JCode per per job code per agents of the respective agent group. The counter is Int
Topic topic broken down into topics.
E-mail Service Factor
Counter Name Description Type
Agent Calculates the e-mail Service Factor of the respective agent group in
ASF Service percent. The time evaluated for the ASF starts with the arrival of an Perc
Factor in e-mail at an agent and ends when the mail is opened. By the agent
percent deleted e-mails are not considered here.
Nur_nber of e- Gives the number of e-mails used for the calculation on the ASF. By
totNASF || mails for the . . Int
ASE the agent deleted e-mails are not considered here.
Availability for distribution
Counter Name Description Type
Calculates the average number of agents signed-on to
Average number of -
avgNSignon || agents signed-on to the agent group of the system for e-mails. In accordance Int
. with the rounding method, numbers are rounded up from
e-mail
0,05 on.
. Maximum Qumber Gives the maximum number of agents signed-on to the
maxNSignOn || of agents signed-on . Int
- agent group of the system for e-mails.
to e-mail
. . ""'”'m“m. number of Gives the minimum number of agents signed-on to the
minNSignOn || agents signed-on to . Int
e-mail agent group of the system for e-mails.

IP Office Contact Center Counters Counter type: AgentGroup e 133



Task: Chat

Availability for distribution

Counter Name Description Type
Calculates the average number of agents signed-on to the
Average number of -
. . agent group of the system for chats. In accordance with
avgNSignOn || agents signed-on . Int
to chat the rounding method, numbers are rounded up from 0,05
on.
. Maximum qumber Gives the maximum number of agents signed-on to the
maxNSignOn || of agents signed-on Int
agent group of the system for chat.
to chat
. . Minimum n_umber Gives the minimum number of agents signed-on to the
minNSignOn || of agents signed-on Int
t0 chat agent group of the system for chats.
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Counter type: Trunk

Task: Voice

Incoming
Counter Name Description Type
Counts all incoming, seized B channels of the line.
Incoming occupancy means that the PBX is called
Total of incoming trunk || externally on this line. The total is given for the
totNBusy<- . . . . . Int
lines seized whole line, not broken down into B channels. This
counter is active only on the Integral Enterprise
(155) PBX.
Determines the maximum number of incoming B
Maximum number of channels of the line under consideration seized
maxNBusy<- || incoming B channels simultaneously. Incoming occupancy means that the || Int
seized simultaneously PBX is called externally on this line. This counter is
active only on the Integral Enterprise (155) PBX.
Determines the minimum number of incoming B
Minimum number of channels of the line under consideration seized
minNBusy<- || incoming B channels simultaneously. Incoming occupancy means that the || Int
seized simultaneously PBX is called externally on this line. This counter is
active only on the Integral Enterprise (155) PBX.
Counts all incoming seizures of B channels of the line
under consideration, that are assigned to agents or
. . queued by call distribution. Incoming occupancy
totNBusy<- Eﬁ;il So;;r;cao?:(l)zg:et(;unk means that the PBX is called externally on this line. Int
RC calls) The total is given for the whole line, not broken down
into B channels. Calls that are connected to busy
tone due to an overload are not counted.This counter
is active only on the Integral Enterprise (155) PBX.
Determines the maximum number of incoming B
channels of the line under consideration seized
Maximum number of simultaneously. Only calls that are assigned to
maxNBusy<- incoming B chan_nels of agentsf or queued by call distribution are gounted.
RC the trunk line seized Incoming occupancy means that the PBX is called Int

simultaneously (routed
calls)

externally on this line. Calls that are connected to
busy tone due to an overload are not counted. This
counter is active only on the Integral Enterprise
(155) PBX.
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Counter Name Description Type
Determines the minimum number of incoming B
channels of the line under consideration seized
Minimum number of simultaneously. Only calls that are assigned to
minNBUSY<- incoming B channels of || agents or queued by call distribution are counted.
RC Y the trunk line seized Incoming occupancy means that the PBX is called Int
simultaneously (routed || externally on this line. Calls that are connected to
calls) busy tone due to an overload are not counted. This
counter is active only on the Integral Enterprise
(155) PBX.
Total time the Determines for how long the maximum number of
maximum number of incoming B channels (maxNBusy<-) of the respective
maxTBusy<- || . . L . . . . Dura
incoming B channels of || line is seized.This counter is active only on the
the trunk line seized Integral Enterprise (155) PBX.
. Determines for how long the maximum number of
Total time the . . .
. incoming B channels (maxRCBel<-) of the respective
maximum number of L : .
maxTBusy<- || . . line is seized. Only calls that are assigned to agents
incoming B channels of P - Dura
RC . - or queued by call distribution are counted. This
the trunk line seized - . .
(routed calls) counter is active only on the Integral Enterprise
(155) PBX.
Outgoing
Counter Name Description Type
Counts all outgoing seizures of B channels of the
trunk line. Outgoing seizure means that an external
tOtNBUSY-> Total of outgoing trunk call is initiated on this line. The total is given for the Int
4 lines seized whole line, not broken down into B channels. This
counter is active only on the Integral Enterprise
(155) PBX.
Determines the maximum number of outgoing B
Maximum number of channels of the trunk line seized simultaneously.
maxNBusy- . . . B
- outgoing B channels Outgoing seizure means that an external call is Int
seized simultaneously initiated on this line. This counter is active only on
the Integral Enterprise (155) PBX.
Determines the minimum number of outgoing B
. Minimum number of channels of the trunk line seized simultaneously.
minNBusy- ; - . -
- outgoing B channels Outgoing seizure means that an external call is Int
seized simultaneously initiated on this line. This counter is active only on
the Integral Enterprise (155) PBX.
Counts all outgoing seizures of B channels of the
totNBusy- Total of outgoing trunk tr}mk line to call d.lstr.lbutlon (e.g. calls fr.om the
. . Dialer). The total is given for the whole line, not Int
>RC lines seized (routed calls) - . . .
broken down into B channels. This counter is active
only on the Integral Enterprise (155) PBX.
Maximum number of Determines the maximum number of outgoing B
maxNBusy- outgoing B channels of channels of the trunk line to call distribution (e.g.
~RC Y the trunk line seized calls from the Dialer), seized simultaneously. This Int

simultaneously (routed
calls)

counter is active only on the Integral Enterprise
(155) PBX.
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Counter Name Description Type
Minimum number of Determines the minimum number of outgoing B
minNBUSY- outgoing B channels of channels of the trunk line to call distribution (e.g.
4 the trunk line seized calls from the Dialer) seized simultaneously. This Int
>RC - - . .
simultaneously (routed counter is active only on the Integral Enterprise
calls) (155) PBX.
Total time the maximum Determines for how long the maximum number of
maxTBusy- || number of outgoing B outgoing B channels (maxNBusy->) of the
. : R . . - . Dura
> channels of the trunk line respective line is seized. This counter is active only
seized on the Integral Enterprise (155) PBX.
Total time the maximum Determines for how long the maximum number of
maxTBusy- || number of outgoing B outgoing B channels (maxNBusy->RC) of the Dura
>RC channels of the trunk line respective line is seized. This counter is active only

seized (routed calls)

on the Integral Enterprise (155) PBX.
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Counter type: System

Task: Voice

Counter Name Description Type
Counts the cases in which all trunk lines known to
the system are seized simultaneously. If all trunk
Total of trunk lines lines of the PBX are known to the system, this
totNBusyTr . counter counts the cases in which the PBX is busy || Int
seized - . - .
for further incoming and outgoing calls. This
counter is active only on the Integral Enterprise
(155) PBX.
Counts the cases in which all trunk lines of a PBX
known by the system are seized simultaneously.
Total of trunk lines If all trunk lines of the PBX are known to the
totNBusyTr per PBX . system, this counter counts the cases in which the || Int
seized per PBX - . . .
PBX is busy for further incoming and outgoing
calls. This counter is active only on the Integral
Enterprise (155) PBX.
. . Sums up the times during which all trunk lines
Total time during - .
- known to the system are seized simultaneously.
totTBusyTr which all trunk . . - Dura
lines are seized This counter is active only on the Integral
Enterprise (155) PBX.
Total time during Sums up the times during which all trunk lines of
totTBusyTr per PBX WhICh all trl_mk a PBX known by th_e system are se_lzed Dura
lines are seized simultaneously. This counter is active only on the
per PBX Integral Enterprise (155) PBX.
Maximum time Determines the maximum time during which all
during which all trunk lines known to the system are seized
maxTBusyTr . - - - . Dura
trunk lines are simultaneously. This counter is active only on the
seized Integral Enterprise (155) PBX.
Maximum time Determines the maximum time during which all
maxTBusyTr per PBX durlng_whlch all tran Im_es of a PBX know1_1 by the sy_stem_ are Dura
trunk lines are seized simultaneously. This counter is active only
seized per PBX on the Integral Enterprise (155) PBX.
Maximum number || Determines the maximum number of B channels
maxNBusvTrPorts of seized B of all trunk lines seized simultaneously during a Int
Y channels of all period of time. This counter is active only on the
trunk lines Integral Enterprise (155) PBX.
Tota! time the Gives the total time during which the maximum
maximum number number of B channels of all trunk lines is seized
totTMaxBusyTrPorts of B channels of all ’ Dura

trunk lines is
seized

This counter is active only on the Integral
Enterprise (155) PBX.
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Counter Name Description Type
MaX|_mum time the Determines the maximum time during which the
maximum number . .
maximum number of B channels of all trunk lines
maxTMaxBusyTrPorts || of B channels of all || . . - . . Dura
. - is seized. This counter is active only on the
trunk lines is -
. Integral Enterprise (155) PBX.
seized
Sums up all topic overloads, i.e. the number of
Total of calls to - :
totNBusyOverlTo - cases customers dial a topic and are connected to || Int
busy topics
busy tone.
Counts all external calls (without call distribution)
that are rejected because the agent called is busy.
Total of calls to - - .
totNBusy<-DCEXxt All external incoming calls either to agent or call Int
busy agents - ; .
number are counted. This counter is active only
on the Integral Enterprise (155) PBX.
Total of .
totNAbanTo abandoned calls of Counts the calls of all topics that are abandoned Int
. (totNAban).
all topics
Percentage of . .
%NAbanTo abandoned calls of Determines the percentage of all calls of all topics Perc
. that are abandoned.
all topics
Percentage of Determines the percentage of incoming calls via
%NConvAg<-RC assigned calls of call distribution that are established. The assigned || Perc
all topics calls of all topics are counted here.
. Ave_rage number Determines the average number of agents signed
avgNSignOn of signed-on Int
on to the system.
agents
Number of calls Counts all calls that have requested the last agent
totNReqgLastAg requested via last . q 9 Int
. routing.
agent routing
Number of served || Counts all calls that have requested the last agent
totNServLastAg last agent routing routing and have been answered by last agent Int
calls routing.
Number of Counts all calls that have requested the last agent
totNNoServLastAg unserved last routing but have not been answered by last agent || Int

agent routing calls

routing.
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Counter type: Skill

Task: Voice

Counter Name Description Type
. Counts the number of calls per skill
Number of skill o
. o combination no matter how and where the
totNReqSKkills combinations requested . R - . Int
by calls skill combination was defined (topic,
Y Telephony, CallFlow).
totNRedSkKills Numb_er qf reduced sKill Count_s th_e nur_nber of calls per skill o Int
combinations combination with reduced skill combination.
Counts the number of calls per skill
Number of successfully o
. . combination that could be successfully
totNServSKkills processed skill . - . Int
S processed without reducing the skill
combinations T
combination.
Number of unorocessed Counts the number of calls per skill
totNNoServSkills . ' unp combination that were released before Int
skill combinations -
processing.
Number of skill Counts the number of calls per skill
totNRrReqSkills combinations necessary combination requested through rerouting, i.e. || Int
through rerouting new queuing or topic-topic overflow.
Number of skill Counts the number of calls per skill
totNOverfReqgSKkills || combinations necessary combination necessary through topic Int

through topic overflow

overflow.
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Task: E-Mail

Counter Name Description Type
Number of skill Counts the number of e-mails per skill
totNReqSKkills combinations necessary combination that were released before Int
for e-mails processing.
totNRedSKills Numb_er Qf reduced skill Count_s th_e nur_nber of e—mall_s per sk_lll _ Int
combinations combination with reduced skill combination.
Counts the number of e-mails per skill
Number of successfully .
. . combination that could be successfully
totNServSKkills processed skill . - . Int
R processed without reducing the skill
combinations o
combination.
Number of unorocessed Counts the number of e-mails per skill
totNNoServSkills . ' unp combination that were released before Int
skill combinations -
processing.
. Numb_er qf skill Counts the number of e-mails per skill
totNRrReqSkills combinations necessary o - Int
. combination necessary through rerouting.
through rerouting
Number of skill Counts the number of e-mails per skill
totNOverfReqSkills || combinations necessary combination necessary through topic Int
through topic overflow overflow.
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Counter type:
OutboundDialer

Task: Voice

Counter Name Description Type
Sums up the times during which the Dialer
initiates connections, i.e. tries to establish calls
with the target subscribers. This time ends if
. . Total active dialing either the called subscriber answers or the
totTDialActive . o Dura
time connection is canceled when the caller does not
answer within the configured ringing time. The
agents' conversation times are not counted if the
connection is successful.
. Total of initiated Counts all calls initiated by the Dialer for
totNInit . Int
calls campaign or agent.
totNInitToDo Total of initiated Count_s all calls that :_stlll have to be initiated by Int
calls still to do the Dialer for campaign or agent.
Percentage of Percentage of calls that still have to be initiated,
. S 9 . determined by the total of initiated calls still to do
%NInitToDo initiated calls still to - . Perc
do and the number of call jobs for campaign or
agent.
Determines the average number of dialing
Average number of . o -
. o attempts until the job is completed (either RPC-
avgNTries dialing attempts for e - - Int
. qualified, number of maximum dialing attempts
a job . . -
reached or configured active time exceeded).
Maximum number Determines the maximum number of dialing
. of dialing attempts attempts until the job is completed (either RPC-
maxNTries . - . - - Int
until connection qualified, number of maximum dialing attempts
established reached or configured active time exceeded).
Counts the established calls initiated by the Dialer
for campaign or agent and that resulted in a
totNClosure Total closures conversation with an agent. Calls that have been Int
qualified with ""RPC"" by the agent are also
counted.
Counts the established calls initiated by the Dialer
totNRPC Total RPC contacts that reach the target person and are qualified as Int

'RPC" (Right Party contacts) by the agent with a
Telephony.
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Counter Name Description Type
Total (.)f initiated Counts the number of initiated established calls
established calls, .
totNDrop - released by the system because no agent is Int
no agent available, .
available (dropped calls).
call released
!:’e_r_centage of . Determines the percentage of initiated
initiated established .
established calls released by the system because
%NDrop calls, no agent . - - Perc
- no agent was available in proportion to the
available, call .
number of initiated calls.
released
Total of initiated
established calls, Counts the number of initiated established calls
totNQueued - - Int
no agent available, || queued because no agent was available.
call queued
Percentage of . -
s . Determines the percentage of initiated
initiated established .
established calls queued because no agent was
%NQueued calls, no agent : ; . R Perc
- available in proportion to the number of initiated
available, call
calls.
queued
Total of initiated Counts the number of initiated calls to a busy
totNBusyDest calls to busy - Int
L destination call number.
destination
Percentage of . -
9%NBusyDest initiated calls to Determlngs the percentage of initiated calls to a Perc
R busy destination call number.
busy destination
Total of initiated Counts the number of initiated calls not answered
totNNotReachedDest by the called party within a configured ringing Int
calls not answered .
time.
Percentage of Determines the percentage of initiated calls not
%NNotReachedDest || initiated calls not answered by the called party within a configured Perc
answered ringing time.
Total of initiated
established calls Counts the number of initiated established calls
totNOnHook<N released by released within a configurable time n after the Int
external subscriber || beginning of the call.
within n seconds
Percentage of - S
N . Determines the percentage of initiated
initiated established . o .
established calls abandoned within a configurable
%NONnHook<N calls abandoned by - . Perc
. time n after the beginning of the call by the
called subscriber .
o subscriber called.
within n seconds
Total of initiated Counts the number of initiated calls abandoned
totNCancelDest calls abandoned by the target subscriber before the call can be Int
before assignment assigned to an agent.
rn(ai:?aire]gaggllzf Determines the percentage of initiated calls
%NCancelDest abandoned by the target subscriber before the Perc

abandoned before
assignment

call can be assigned to an agent.
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Counter Name Description Type
. Total of initiated Counts the number of initiated calls assigned to
totNContactFailed calls not answered Int
an agent but not answered by the agent.
by agent
Percentage of Determines the percentage of initiated calls
%NContactFailed initiated calls not assigned to an agent but not answered by the Perc
answered by agent || agent.
S Counts the number of initiated calls assigned to a
Total of initiated o
totNBusyAg busy agent (agent has e.g. initiated a new call or Int
calls agent busy . .
is called at the same time).
Percentage of Determines the percentage of initiated calls
%NBusyAg initiated calls agent || assigned to a busy agent (agent has e.g. initiated || Perc
busy a new call).
In preview dialer mode, all events are counted
where a call job is offered to an agent of the
. Total number of . . . .
totNPreview review events campaign under consideration for initiation, no Int
P matter if a connection was established with the
destination subscriber or not.
In preview dialer mode, all events are counted
. where a call job is offered to an agent of the
. . Number of rejected . . . .
totNPreviewRej - campaign under consideration for initiation, but Int
preview events - . - T
where the agent rejects this call job and initiation
is thus prevented.
In preview dialer mode, all times a call job is
Total time in offered to an agent of the campaign under
totTPreview . consideration for initiation are added , no matter Dura
preview state - - . -
if a connection was established with the
destination subscriber or not.
In preview dialer mode, the average time a call
. . job is offered to an agent of the campaign under
. Average time in - . P
avgTPreview . consideration for initiation is calculated, no matter || Dura
preview state . . . -
if a connection was established with the
destination subscriber.
In preview dialer mode, the maximum time a call
. . . job is offered to an agent of the campaign under
. Maximum time in - . R :
maxTPreview consideration for initiation is calculated, no matter || Dura

preview state

if a connection was established with the
destination subscriber.
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Counter type: IVR

Task: Voice

Counter Name Description Type
Counts all busy IVR ports of all IVR lines. The total
totNBusyPort Total of busy IVR ports || is given for all IVR lines and not broken down into Int
IVR ports.
Gives the minimum number of IVR ports of all IVR
minNFreePort Minimal of available lines busy at the same time. The number is output Int
IVR ports for all IVR lines and is not broken down according to
IVR ports.
Maximum number of . .
Gives the maximum number of IVR ports of all IVR
maxNBusyPort || IVR ports busy - - Int
. lines busy at the same time.
simultaneously
. Minimum number of Gives the minimum number of IVR ports of all IVR
minNBusyPort || IVR ports busy - . Int
. lines busy at the same time.
simultaneously
MaX|_mum time Determines how long the maximum number of IVR
maxTBusyPort || maximum number of - Dura
ports was busy simultaneously.
IVR ports busy
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Counter type: PabxlLocation

Task: Voice

Counter Name Description Type

Counts the number of calls that overflow from the
Network overflows

totNNetRel-> per PBX under consideration to other PBXs of the
from one PBX to - - Int

PBX network. The counter is broken down into target
other PBXs PBXS

Counts the number of calls that overflow from the
Network overflows to

totNNetRel-> per a PBX from other PBX under consideration to other PBXs of the Int
PBX per Topic network. The counter is broken down into target

PBXSs, per topic PBXs and topics.

totNNetRel<- per Network overflows to Counts the number of calls that overflow to a PBX
a PBX from other Int
PBX PBXS from other PBXs of the network.
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