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| CHAPTER 1. Introduction

Purpose

This document introduces the OfficeServ ACD — Reporting application and describes how to
operate the Reporting application

Document Content and Organization

This document contains six chapters and an abbreviation.

Chapter 2. Reporting
This chapter introduces the Reporting application.

Chapter 3. Server
This chapter describes about accessing and viewing IVR and ACD Server Reports.

Chapter 4. Split
This chapter describes about accessing and viewing Split Summary, Answered Wait Calls,
Abandoned Wait Calls, Talk Time Detail and Completion Code Detail Reports.

Chapter 5. Agent Configuration
This chapter describes about accessing and viewing Agent Summary, Agent Utilization,
Login/Logout, Dialed number and Completion Code Reports.

Chapter 6. Tracking
This chapter describes about accessing and viewing Call Tracking, Overflow Tracking and Lost
Call Reports.

ABBREVIATION
This chapter describes the frequently used acronyms.

© SAMSUNG Electronics Co., Ltd. 1
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Conventions

The following special paragraphs are used to point out information that should be read. This
information may be set-off from the surrounding text, but is always preceded by a bold title in
capital letters.

NOTE | Note
. Indicates additional information as a reference.

Console Screen Output

«  The lined box with “Courier New” font will be used to distinguish between the main
content and console output screen text.

“Bold Courier New” font will indicate the value entered by the operator on the console
screen.
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| CHAPTER 2. Reporting

This section describes about accessing the ACD Reporting module.
Starting the Reporting

1 Assumption: The installation steps are successfully finished.

2. Click Internet Explorer icon on the taskbar and enter the following URL in the address field
http://(Domain name)/Reporting/

NOTE | Reporting
. If the domain name is not available then enter the IP address of the web server.

OR

3. From the Windows desktop, click the Start then choose Programs » Samsung Electronics »
OfficeServ ACD » Reporting.

OR
4. Click AcPReporting Renqrting icon on the desktop.
5. Press enter. The OfficeServ ACD Login page is displayed.

6. Enter appropriate Login ID and Password.

7. Press OK. The OfficeServ Reporting Home Page is displayed to access the Reporting
features.

ROIE | Login ID
> The login ID should be registered in Supervisor prior to use. The ID "admin" is provided by default.

© SAMSUNG Electronics Co., Ltd. 11
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OfficeServ

ACD Reporting

Password |

OfficeServ ACD Reporting V3.1.2.0 | Copyright © 2008 Samsung Electronics Co., Ltd.

Dane ‘a Local intranet H 100w v
OfficeServ ACD Reporting @ 11:48:58 AM T LosouT
B Def: pervisor [ officeServ Reporting
Server

+ IVR Summary
+ ACD Summary

Split
» Split Summary
+ Answered Wait Calls
+ Abandoned Wait Calls
+ Talk Time Details
+ Completion Code Detail

Agent
» Agent Summary

+ Agent Utilization
* Agent Login/Logout

OfficeServ

Reporting

» Dialed Number
+ Completion Code Detail

Tracking

+ Call Tracking
+ Overflow Tracking
» Lost Call

Jone [ @ intermet 0wk v
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| CHAPTER 3. Server

This section describes about accessing and viewing IVR and ACD Server reports.

IVR Summary

The IVR Summary option allows the user to view the summary of IVR Server.
Accessing & Viewing IVR Summary

The below section describes how to access the IVR Summary Report page.

1. Click IVR Summary on the Reporting left pane.

2. The IVR Summary page is displayed.

3. Select Start Date and End Date.
. Click[& icon, a calendar providing a date picker is displayed.

« Select the date for the corresponding month and year.

4. select From and To timings from the dropdown list.

- NOTE | Time
I i <) The Time is displayed in 24-hr format.

5. Interval — Select the interval from the dropdown list.

RolE | Interval
: The available options are Day, Hour, 30 Minutes & 15 Minutes.

6. Click Preview to view the report.

7. The IVR Summary Report page is displayed.

© SAMSUNG Electronics Co., Ltd. 13
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OfficeServ AcCD Reporting

[ Default Supervisor

Server

+ IVR Summary
» ACD Summary

Split
» Split Summary
» Answered Wait Calls
» Abandoned Wait Calls
> Talk Time Details
> Completion Code Detail

Agent
» Agent Summary
» Agent Utilization
+ Agent Login/Logout
+ Dialed Number
» Completion Code Detail

Tracking

» Call Tracking
» Overflow Tracking
* Lost Call

[ server > IVR Summary

[7za7scce e - preooe Jes

Interval:

Day -
15 Mins

30 Mins
Hour

@ 12:22:23 PM [osouT

Done

& Local intranet H00% -

Server Summary - Microsoft Internet Explorer.

Interval: Day

IVR Summary Report
Period; 07/01/2008 - 07/11/2008, 00;00 - 24:00

07/11/2008 11:04, Report generated by Default Supervisor

Date Total MNormal Abd Tx2Phone
Total 14 14 o
07/04/2008 2 2 0
07/07/2008 12 12 o

14
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8. The details displayed are:
- Date — based on the interval type, the date field is displayed.
If Interval type is Day then the report will be date-wise.

If Interval type is Hour then the report will be hour-wise.

O O O

If Interval type is 30 Mins then the report will display every 30 minute details.
o If Interval type is 15 Mins then the report will display every 15 minute details.
Total — Shows total number of IVR Calls.
« Normal — Shows total number of regular IVR Calls.
« Abd — Shows total number of abandoned IVR Calls.

Tx2Phone — Shows total number of IVR Calls transferred to Phone.

9. click 2 to print the report.

10. click ™ to export the report to Microsoft Excel.

. ROTE | Microsoft Excel
” Microsoft and Excel are the property of Microsoft Inc.

ACD Summary

The ACD Summary option allows the user to view the summary of ACD Server.
Accessing & Viewing ACD Summary

The below section describes how to access the ACD Summary Report page.

1. click ACD Summary on the Reporting left pane.

2. The ACD Summary page is displayed.

3. Select Start Date and End Date.
. Click & icon, a calendar providing a date picker is displayed.

Select the date for the corresponding month and year.

4. select the From and To timings from the dropdown list.

© SAMSUNG Electronics Co., Ltd. 15
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5. Interval — Select the interval from the dropdown list.

; NOTE | Interval
: The available options are Day, Hour, 30 Minutes & 15 Minutes.

6. Select the seconds for the Service Level Threshold from the dropdown list.
7. Click Preview to view the report.

8. The ACD Summary Report page is displayed.

16 © SAMSUNG Electronics Co., Ltd.
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OfficeServ aco Reporting © 12:22:45 M MLOGOUT

[ Default Supervisor K server > ACD Summary

Server 07/11/2008 [EF| - [07/11/2008 |G

» IVR Summary

Interval: |Day v
rACD S
ST Service Level Threshold: sec

Split =

» Split Summary ég

+ Answered Wait Calls 25

» Abandoned Wait Calls e

» Talk Time Details 40

» Completion Code Detail ;g

55

Agent 50

70

+ Agent Summary a0

» Agent Utilization 80

100

+ Agent Login/Logout 110

» Dialed Number gen

N 150

» Completion Code Detail 180

210

Tracking 240

270

» Call Tracking 300
» Overflow Tracking

» Lost Call
Done

% Local intranet #100% T

rosoft Internet Explorer

ACD Summary Report

Period: 07/01/2008 - 07/14/2008, 00:00 - 24:00
Service Level Threshold: & sec
Interval: Day

07/14/2008 18:30, Report generated by Default Supervisor

ACD Inbound Mon-ACD Inbound

Date
Total Agt Rgst | Tx2Phone | Callback Ans Abd ans Trsf | Abd Trsf Owf Ans % Sve Lyl Awg Wait | Talk Time  Int &ns Ext Ans | Ta
Total 11 10 o 1 9 1 o o o 90.0 77.8 00:00:02 00:03:33 1 0 oo
07/01/2008 7 ¥ o a S a 0 o o 100.0 85.7 00:00:01 00:03:33 s 0| oc
07/04/2008 2 & o 2 ¢ a 0 a 1) 100.0 0.0 00:00:08 00:00:00 0 o) oc
07/07/2008 2 3 o a 1 1 0 o a s0.0 100.0) 00:00:02 | 00:00:00 0 o) oc
07/10/2008 a a ) a 0 a 1) o 1} o0 0.0 00:00:00 00;00:00 0 o) oc

© SAMSUNG Electronics Co., Ltd. 17
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9. The details displayed are:
Date — based on the interval type, the date field is displayed.
o If Interval type is Day then the report will be date-wise.
o If Interval type is Hour then the report will be hour-wise.
o If Interval type is 30 Mins then the report will display every 30 minute details.
o If Interval type is 15 Mins then the report will display every 15 minute details.
In ACD Inbound,
Total — Shows total number of inbound calls connected to ACD.

(e}

Agt Rgst — Shows total number of ACD inbound calls requested to the agent.
Tx2Phone — Shows total number of ACD inbound calls transferred to phone.
Callback — Shows total number of re-requested ACD inbound calls.

Ans — Shows total number of answered ACD inbound calls.

Abd — Shows total number of abandoned ACD inbound calls.

Ans Trsf — Shows total number of ACD inbound calls answered while
transmitted between Splits/Agents.

o Abd Trsf — Shows total number of ACD inbound calls that are not answered
while transmitted between Splits/Agents.

0 Ovf — Shows total number of unhandled inbound calls by ACD due to waiting
gueue overflow.

o

Ans % — Response ratio within specified service level objective (sec).

o

Svc Lvl — Shows total number of calls within service level threshold divided by
total number of calls answered.

0 Avg Wait — Average Waiting Time of ACD calls.
o Talk Time — Time taken to answer ACD calls.

« In Non-ACD Inbound,
0 Int Ans — Shows total number of Non-ACD inbound calls answered internally.
0 Ext Ans — Shows total number of Non-ACD inbound calls answered externally.
o Talk Time— Time Taken to Answer Non-ACD inbound calls.

« In Non-ACD Outbound,

o0 Int Conn — Shows total number of connected Non-ACD outbound calls with an
internal telephone number (Extension).

o Ext Conn — Shows total number of connected Non-ACD outbound calls with an
external telephone number.

o Talk Time — Time taken to answer Non-ACD outbound calls.

10. click B to print the report.

11. click to export the report to Microsoft Excel.

18 © SAMSUNG Electronics Co., Ltd.
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CHAPTER 4. Split

This section describes about accessing and viewing Split related reports.

Split Summary

The Split Summary option allows the user to view the summary of Split for the selected Interval
and Service Level Threshold.

Accessing & Viewing Split Summary
The below section describes how to access the Split Summary Report page.
1. click Split Summary on the Reporting left pane.

2. The Split Summary page is displayed.

OfficeServ aco Reporting Q) 05:43:40 PM WLoGouT

[ Default Supervisor B split > Split Summary

server e - - WEDE
* IVR Summary
* ACD Summary

@ Split List @ Selected List

Split
o Default Division All

» Split Summary
+ Answered Wait Calls
+ Abandoned Wait Calls

+ Talk Time Details

[

+ Completion Code Detail

«

Agent =

» Agent Summary

» Agent Utilization

» Agent Login/Logout

+ Dialed Number

+ Completion Code Detail el
P Service Level Threshold: sec

» Call Tracking
+ Overflow Tracking
* Lost Call

[# @ mternet H 00w -

3. Select Start Date and End Date.
. Click [&] icon, a calendar providing a date picker is displayed.

- Select the date for the corresponding month and year.

© SAMSUNG Electronics Co., Ltd. 19
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4. select From and To timings from the dropdown list.

5. Interval — Select the interval from the dropdown list.

I l NOTE | Interval
5 The available options are Day, Hour, 30 Minutes & 15 Minutes.

6. To Add Split:
To add all Splits, click Add All ([=]).
OR
« Select the Split from the Split List.
. Click Add ([*]) button to add the Selected Split.

7. To Remove Split:
. Click Remove All (%)) button to remove all Splits.
OR
+ Select the Split from the Selected L.ist.
- Click Remove ([+]) button to remove the Selected Split.

8. select the seconds for the Service Level Threshold from the dropdown list.
9. Click Preview to view the report.
10. The Split Summary Report page is displayed.

11. The following details are displayed, for each selected split:
Date — based on the interval type, the date field is displayed.
If Interval type is Day then the report will be date-wise.

If Interval type is Hour then the report will be hour-wise.

O O O

If Interval type is 30 Mins then the report will display every 30 minute details.
o If Interval type is 15 Mins then the report will display every 15 minute details.
« Total — Shows total number of inbound calls connected to ACD.
Agt Rgst — Shows total number of ACD inbound calls requested to the agent.
«  Tx2Phone — Shows total number of ACD inbound calls transferred to phone.

« Callback — Shows total number of re-requested ACD inbound calls.

20 © SAMSUNG Electronics Co., Ltd.
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/2 Split Summary - Windows Internet Explorer EEx
3

‘é;\-ttp;/w?.lUE".fZ.209ﬂREpthlngﬂAna\\fEtﬂrptSp\mmary‘aspx?tl:&TSD:ZUW1UU1&TED:ZUUEIUUE&ST:UUUU&ET:ZQUU&Iatzen-us&tms:lUfUlﬂZUU?;lU/UE/ZUUE;UU;24&vh:0&svc\:lB«tv\:?U&csl:% - ke
Split Summary Report
Period: 10/01/2007 - 10/06/2008&, 00:00 - 24:00
Service Level Threshold: 5 sec
Interval: Day
10/06/2008 17:44, Report generated by Default Supervisor

Date Total Agt Rast .TxQPhnne Callback Ans Abd Ans Trsf | Abd Trsf | Owf In Ovf Out | Ans % Sve Lvl | Avg Wait (Ans) | Avg Wait (Abd)
Total 20 20 o 0 4 17 o o 1 1 15.0 0.0 00:00:11 00:00:07
Default Split ) ) )
S‘ub Total 19 19. U. o 3 16 0 0 1 b § lS.‘B. U:U. UU:UU:LI UU:UU:US
ACD SvVC1
Done [ @ mmkernet F 0w -

« Ans — Shows total number of answered ACD inbound calls.

- Abd — Shows total number of abandoned ACD inbound calls.

« Ans Trsf — Shows total number of ACD inbound calls answered while transmitted
between Splits/Agents.

- Abd Trsf — Shows total number of ACD inbound calls that are not answered while
transmitted between Splits/Agents.

«  Ovf In — Shows total number of unhandled inbound calls by ACD due to waiting queue
overflow.

« Ovf out — Shows total number of unhandled outbound calls by ACD due to waiting queue
overflow.

- Ans % — Response ratio within specified service level objective (sec).

« Svcs Lvl — Shows total number of calls within service level threshold divided by total
number of calls answered.

« Avg Wait (Ans) — Average Waiting Time to answer a call.

12. click to print the report.

13. click ® to export the report to Microsoft Excel.

© SAMSUNG Electronics Co., Ltd. 21
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Answered Wait Calls
The Answered Wait Calls option allows the user to view the summary of Answered Wait Calls for
the selected Interval, Service Level Threshold and Wait Time Distribution.
Accessing & Viewing Answered Wait Calls
The below section describes how to access the Answered Wait Calls page.
1. Click Answered Wait Calls on the Reporting left pane.

2. The Answered Wait Calls page is displayed.

OfficeServ AcD Reporting @ os:asizsem mLOGOUT
[ Default Supervisor Fi split > Answered wait Calls
server [to/01/2007 ]3] - [1o/08/z005 5] [00 ] - [22 )
* IVR Summary
- ACDS \ S .
ummary @ Split List @ Selected List
Split —_—

- Default Division Al
» Split Summary

» Answered Wait Calls

+ Abandoned Wait Calls

> Talk Time Details

» Completion Code Detail

Agent

» Agent Summary
+ Agent Utilization

+ Agent Login/Logout

+ Dialed Number

r Completion Code Detail Tl
Tracking Service Level Threshold: e
<5

» Call Tracking
» Overflow Tracking

+ Lost Call
Wait Time Distribution:

(% @ mntemet EA00% -

3. Select Start Date and End Date.
« Click icon, a calendar providing a date picker is displayed.

- Select the date for the corresponding month and year.
4. select From and To timings from the dropdown list.

5. Interval — Select the interval from the dropdown list.

[3"0“ | Interval
The available options are Day, Hour, 30 Minutes & 15 Minutes.

22 © SAMSUNG Electronics Co., Ltd.
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6. To Add Split:
« Toadd all Splits, click Add All (»)).
OR
« Select the Split from the Split list.
Click Add (/*)) button to add the Selected Split.

7. To Remove Split;
Click Remove All (V) button to remove all Splits.
OR
Select the Split from the Selected List.

+ Click Remove (\*)) button to remove the Selected Split.
8. select the seconds for the Service Level Threshold from the dropdown list.

9. To select Wait Time Distribution
+ Select max time interval in the right listbox.

. Select the time interval in the left listbox.

« Click () button to add the selected interval.

: T | Interval
§ l The time interval selected in left listbox should be greater than max time interval in right listbox.

10. click Preview to view the report.

71. The Answered Wait Calls Report page is displayed.

© SAMSUNG Electronics Co., Ltd. 23
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/= Answered Wait Calls - Windows Internat Explorer

| ] http:/{107.108.72.203/ReportingAnalyst/rptans aitCall.aspx7t =T S0=2007 1001 ATED: O00EET=240084at {2007; 1 =18k 2,15, 18, 29kesl=4 v
5 =h
Answered Wait Calls
Period: 10/01/2007 - 10/06/2008, 00:00 - 24:00
Service Level Threshold: 5 sec
Interval: Day
10/06/2008 17:45, Report generated by Default Supervisor
Wait Time Distribution (sec)
Date AgtRast | Ans Ans% | Swvclvl | Avg Wait
<5 <10 <15 <20 =30 <45 <60 <90 <120 <550 | >=550
Total 20 3 15.0 0.0 00:00:11 0 0 3 0 0 0 0 0 0 0 0
Default Split
09/19/2008 4 2 50.0 0.0/ 00:00:11 o 0 2 ] a 0 0 Q o 0 0
09/22/2008 1 0 0.0 0.0/ 00:00:00 0 0 0 o a 0 0 a o 0 0
09/24/2008 3 I 33.3 0.0/ 00:00:12 0 0 1 o o 0 0 ] o 0 0
09/26/2008 s 0 0.0 0.0/ 00:00:00 0 0 0 o a 0 0 a 0 0 0
09/30/2008 2 0 0.0 0.0/ 00:00:00 0 0 0 o a 0 0 a o 0 0
10/01/2008 1 0 0.0 0.0| 00:00:00 0 0 0 a o o 0 o o 0 0
10/06/2008 3 0 0.0 0.0| 00:00:00 0 0 0 o a 0 0 o a 0 0
Sub Total 19 3 15.8 0.0| 00:00:11 0 o 3 0 t] 0 0 o o o 0
ACD SVC1
09/24/2008 1 o 0.0 0.0| 00:00:00 0 o 0 0 o 0 0 o 1] o 0
[§ € Inkernet H100% ~

12. The details displayed are:
Date — based on the interval type, the date field is displayed.

o
o
(0]

(0]

If Interval type is Day then the report will be date-wise.
If Interval type is Hour then the report will be hour-wise.
If Interval type is 30 Mins then the report will display every 30 minute details.

If Interval type is 15 Mins then the report will display every 15 minute details.

Agt Rgst — Shows total number of ACD inbound calls requested to the agent.

Ans — Shows total number of answered ACD inbound calls.

Ans % — Response ratio within specified service level objective (sec).

Svcs Lvl — shows the total number of Calls within service level threshold divided by total
number of calls answered.

Avg Wait — Average Waiting Time to answer a call.

Wait Time Distribution (sec) — Displays number of calls lasted less than 5 seconds, 10
seconds ... and longer than 180 seconds.

13. click to print the report.

24
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14. click to export the report to Microsoft Excel.

Abandoned Wait Calls

The Abandoned Wait Calls option allows the user to view the summary of Abandoned Wait Calls
for the selected Interval, Service Level Threshold and Wait Time Distribution.

Accessing & Viewing Abandoned Wait Calls
The below section describes how to access the Abandoned Wait Calls page.
1. Click Abandoned Wait Calls on the Reporting left pane.
2. The Abandoned Wait Calls page is displayed.

3. Select Start Date and End Date.
Click [&& icon, a calendar providing a date picker is displayed.

« Select the date for the corresponding month and year.
4. select From and To timings from the dropdown list.

5. Interval — Select the interval from the dropdown list.

ROZE | Interval
: The available options are Day, Hour, 30 Minutes & 15 Minutes.

6. To Add Split:
. To add all Splits, click Add All ((=)).
OR

© SAMSUNG Electronics Co., Ltd. 25
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OfficeServ ~co Reporting

[B Default Supervisor

Server
+ IVR Summary

* ACD summary

Split
+ Split Summary
* Answered Wait Calls
» Abandoned Wait Calls
+ Talk Time Details
+ Completion Code Detail

Agent
+ Agent Summary
+ Agent Utilization
» Agent Login/Logout
+ Dialed Number

+ Completion Code Detail

Tracking

+ Call Tracking
+ Overflow Tracking
+ Lost Call

ﬁ Split > Abandoned Wait Calls

ez T - raoes Joy [wo)- ()

@ Split List @ Selected List

& Default Division All

Wait Time Distribution:

© 05:45:43 PM

WLosaut

[3 @ mternet

H100% v

Select the Split from the Split List.
Click Add (I*]) button to add the Selected Split.

7. To Remove Split:

Click Remove All ((«]) button to remove all Splits.

OR

Select the Split from the Selected List.

Click Remove (%) button to remove the Selected Split.

&. To select Wait Time Distribution

Select max time interval in the right listbox.
Select the time interval in the left listbox.

Click () button to add the selected interval.

[3 NOTE |

Interval

The time interval selected in left listbox should be greater than max time interval in right listbox.

9. Click Preview to view the report.

10. The Abandoned Wait Calls Report page is displayed.

11. The details displayed are:
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- Date — based on the interval type, the date field is displayed.
o If Interval type is Day then the report will be date-wise.

o If Interval type is Hour then the report will be hour-wise.

{2 Abandoned Wait Calls - Windows Internet Explorer =3
(& f;tpgfltll1EIB‘7_2‘ZEIQ_J_Rapurl\ng_fAn.?_\ySF_/thAdealtC.;\LEpﬂll=&TSD=ZDD71DD1&TED=2DDE1EIEIE-&ET=EIEIEIEI&ET=24EIEI&Iat=Enrus&tm5=1EIfEIlﬂ2EIEI7;lEIfEIﬁfZEIEIE;EI_E_I)_Z‘!&Vh=D&svd=&tvl=7D&dsl=1i%Sdii?f12_, 15,18, 298csi=% } ¥
:
Abandoned Wait Calls
Period: 10/01/2007 - 10/06/2008, 00:00 - 24:00
Interval: Day
10/06/2008 17:47, Report generated by Default Supervisor
Wait Time Distribution (sec)
Date AgtRast | Abd Abd % | Avg Wait
<5 <10 <15 <20 < 30 <45 <60 <30 <120 <550 | >=550
Total 20 17 85.0 00:00:07 14 0 1 o 0 0 2 0 0 0 0
Default Split
09/19/2008 4 2 50.0| 00:00:30 0 0 0 a 0 1 0 a a 0
09/22/2008 1 1 100.0| 00:00:04 0 0 0 o of 0 0 o of 0
09/24/2008 3| 2 66.7| 00:00:00 2| 0 0 0 of of 0 0 o of 0
09/26/2008 5| 5 100.0| 00:00:00 [ 0 0 0 o of 0 0 o of 0
09/30/2008 2| 2 100.0| 00:00:06 0 1 0 ol o 0 0 ol ol 0
10/01/2008 1 100.0| 00:00:00 1 0 0 0 ol of 0 0 o o 0
10/06/2008 3| 3 100.0| 00:00:00 3| 0 0 0 of o 0 0 o of 0
Sub Total 13 16 84.2| 00:00:05 1 0 1 0 a o 1 0 o a 0
ACD SVC1
09/24/2008 ! 1 100.0| 00:00:45 of 0 0 0 of of 1 0 of of 0
Done L @ mternet H 100 v

o If Interval type is 30 Mins then the report will display every 30 minute details.
o If Interval type is 15 Mins then the report will display every 15 minute details.
« Agt Rgst — Shows total number of ACD inbound calls requested to the agent.
+ Abd — Shows total number of abandoned ACD inbound calls.
« Abd % — Ratio of number of abandoned calls to the total number of ACD inbound calls.
« Avg Wait — Average Waiting Time to answer a call.
«  Wait Time Distribution (sec) — Displays number of abandoned calls lesser than 5 seconds,

10 seconds ..., and longer than 180 seconds.

12. click to print the report.

13. click ¥ to export the report to Microsoft Excel.
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Talk Time Details

The Talk Time Details option allows the user to view the Talk Time details of the answered calls.
Accessing & Viewing Talk Time Details

The below section describes how to access the Talk Time Details page.

1. Click Talk Time Details on the Reporting left pane.

2. The Talk Time Details page is displayed.

OfficeServ AcD Reporting @ os:48:44 PM W LosauT

[ Default Supervisor ¥ split > Talk Time Details

server 7767 iy - Eoeranes ey [ ] - (2
» IVR Summary
» ACD Summary

@ Split List @ Selected List

Split
o Default Division All

» Split Summary

» Answered Wait Calls

» Abandoned Wait Calls

+ Talk Time Details

» Completion Code Detail

Agent

» Agent Summary
» Agent Utilization

» Agent Login/Logout

» Dialed Number

» Completion Code Detail Interval:

Tracking

» Call Tracking
» Overflow Tracking
» Lost Call

(& @ mntemet HA00% -

3. Select Start Date and End Date.
« Click icon, a calendar providing a date picker is displayed.

« Select the date for the corresponding month and year.
4. select From and To timings from the dropdown list

5. Interval — Select the interval from the dropdown list.

[3"0“ | Interval
The available options are Day, Hour, 30 Minutes & 15 Minutes.
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6. To Add Split:
- To add all Splits, click Add All ([#])
OR
« Select the Split from the Split List.
. Click Add (I*]) button to add the Split.

7. To Remove Split:

. Click Remove All ([+)) button to remove all Splits.
OR
« Select the Split from the Selected List.
« Click Remove ([+]) button to remove the Selected Split.

8. Click Preview to view the report.

9. The Talk Time Details Report page is displayed.

{2 Talk Time Details - Windows Internet Explorer

& hetp:/{107.108.72.209/Reporting/ AnalystirptTakTimeDst, asp:7t1=8TSD=200710018TED=20081 00685 T=00008E T=24008/st=en-usékms =10/01/2007; 10/06/2008;00; 248 h=08svcl=Bevi=T0Rcs=% v
= = =]
Talk Time Details
Period: 10/01/2007 - 10/06/2008, 00:00 - 24:00
Interval: Day
10/06/2008 17:49, Report generated by Default Supervisor
Talk Time Distribution (sec)
Date Ans | Talk Time |
i <30 <60 <90 <120 <150 <180 <210 < 240 <270 <300 | »=300
Total 3 00:00:19 1 2 o o 0 0 [ o 0 0 0 0
Default Split
09/19/2008 2| 00:00:13 1 1 0 0 o o 0 0 Q o 0 o
09/24/2008 1| 00:00:06 o 1 0 0 ] o 0 0 o ] 0 0
Sub Total 3| 00:00:19 £ 2 0 0 t] 0 0 0 t] 0 0 0
Done [ @ mmkernet F100% -

10). The details displayed are:
- Date — based on the interval type, the date field is displayed
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If Interval type is Day then the report will be date-wise.
If Interval type is Hour then the report will be hour-wise.

If Interval type is 30 Mins then the report will display every 30 minute details.

O O O O

If Interval type is 15 Mins then the report will display every 15 minute details.
« Ans — Shows total number of answered ACD inbound calls.
Talk Time — Time taken to answer ACD calls.

« Talk Time Distribution (sec) — Displays number of calls lasted less than 3 seconds, 30
seconds ... and longer than 300 seconds.

11. click 8 to print the report.

12. click ¥ to export the report to Microsoft Excel.

Completion Code Details
The Completion Code Details option allows the user to view the summary of each Completion
Code detail with respect to selected Split.
Accessing & Viewing Completion Code Detail
The below section describes how to access the Completion Code Detail page.
1. click Completion Code Detail on the Reporting left pane.

2. The Completion Code Detail page is displayed.
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OfficeServ Aco Reporting @ 0s5:50:18 PM B LoGouT

B Default Supervisor i split > Completion Code Detail

Server 10/01/2007 ]3] - [to/06/2008 |i5| [00 (] -
» IVR Summary
» ACD Summary

@ Spilit List @ Selected List

Split
o Default Division All

» Split Summary

» Answered Wait Calls

» Abandoned Wait Calls
* Talk Time Details

» Completion Code Detail

Agent

EEE

» Agent Summary

» Agent Utilization

» Agent Login/Logout

+ Dialed Number

» Completion Code Detail Interval:

Tracking
» Call Tracking
» Overflow Tracking
» Lost Call

(% € Internet F 100% -

3. Select Start Date and End Date.
. Click [&] icon, a calendar providing a date picker is displayed.

« Select the date for the corresponding month and year.
4. select From and To timings from the dropdown list.

5. Interval — Select the interval from the dropdown list.

[ENOTE | Interval
The available options are Day, Hour, 30 Minutes & 15 Minutes.

6. To Add Split:
. To add all Splits, click Add All ([=])
OR
- Select the Split from the Split List.
. Click Add ([*]) button to add the Selected Split.

7. To Remove Split:

. Click Remove All ([*) button to Remove all Splits.
OR
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« Select the Split from the Selected List.
. Click Remove ([+]) button to remove the Selected Split.

8. Click Preview to view the report.

9. The Completion Code Detail Report page is displayed.

10). The details displayed are:

- Date — based on the interval type, the date field is displayed

o If Interval type is Day then the report will be date-wise.

o If Interval type is Hour then the report will be hour-wise.

o If Interval type is 30 Mins then the report will display every 30 minute details.

o If Interval type is 15 Mins then the report will display every 15 minute details.

« Count — Shows the count for each Completion Code.

« Avg Talk — Shows the average talk duration for each Completion Code.

{2 Agent Completion Code Detail - Windows Internet Explorer A=
&) hetpifj107. 108 72.20 ystirpagentcCode, aspixiol 1 =6TSD=2007 10018 TED=20051 001 = 12007, L0j08{2008;00; =708k ]
Completion Code Details by Split
Period: 10/01/2007 - 10/06/2008, 00:00 - 24:00
Interval: Day
10/06/2008 17:51, Report generated by Default Supervisor
Default Split
MinorL Minor3 Minord
Date
Count | AvgTalk | Count |AvgTalk | Count | AvgTalk
05/19/2008 1| 00:00:16 0| 00:00:00 1| 00:00:02
08/24/2008 0| 00:00:00 1| 00:00:07 0| 00:00:00
[ @ mmkernet F 0w -

11. click to print the report.

12. click ¥ to export the report to Microsoft Excel.
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CHAPTER 5. Agent

This section describes about accessing and viewing Agent related reports.

Agent Summary

The Agent Summary option allows the user to view the summary of Agent for the selected Date,
Time, Interval and/or Working split.

Accessing & Viewing Agent Summary
The below section describes how to access the Agent Summary Report page.
1. click Agent Summary on the Reporting left pane.

2. The Agent Summary page is displayed.

& 04:05:46 PM MoGoutT

OfficeServ AcD Reporting

[@ Default Supervisor i Agent > Agent Summary

server erewzmes ey - [ereee e (o - (22

» IVR Summary

Preview

» ACD Summary

@ Agent List

@ Selected List
Split

Agent 1
Agent 2
Agent 3
Agent 4

» Split Summary

» Answered Wait Calls

+ Abandoned Wait Calls
* Talk Time Details
» Completion Code Detail

BEE

Agent

» Agent Summary

» Agent Utilization

» Agent Login/Logout

» Dialed Number

» Completion Code Detail

Tracking Working Split: [ Include
» Call Tracking Group by: @split O Date
» Overflow Tracking
» Lost Call
[ % @ ntermnet  100% T

3. Select Start Date and End Date.
. Click [&] icon, a calendar providing a date picker is displayed.

« Select the date for the corresponding month and year.
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4. select From and To timings from the dropdown list.

5. Interval — Select the interval from the dropdown list.

ROIE | Interval
: The available options are Day, Hour, 30 Minutes & 15 Minutes.

6. To Add an Agent:
Select the Agent from the Agent List.
. Click Add ([*]) button to add the Selected Agent.

7. To Remove Agent:
. Click Remove All ([#)) button to remove all Agents.
OR
« Select the Agent from the Selected L.ist.
- Click Remove ([+]) button to remove the Selected Agent.

8. To Include Working Split:

« Select the checkbox to view the report based on Split or Date.

OR

- To view the report without Split details.
9. Click Preview to view the report.

10. The Agent Summary Report page is displayed.
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= Agent Summary - Windows Internet Explorer

| https {1077 108,72, 203jR sportingiAnalyst{rptAgsnSumBy Splt aspc?t | =T SD—2NA0S01ATED—20031

T=0000GET: ) I01/2008;1 h=D0fstvi=70Rgp=S8rs=00AZ001;00A2002; 00AZ003; 0042004 “
.
Agent Summary by Split Report
Period: 09/01/2008 - 10/06/2008, 00:00 - 24:00
Interval: Day
10/06/2008 16:04, Report generated by Default Supervisor
Inbound Call Outbound Call
Efficiency
Split Date ACD Inbound Non-ACD Inbound Non-ACD Gutbound
Ans Unans | TrsfIn | Trsfout |Talk Time| A¥aTalk | o Ext  TalkTime| Int Ext | Talk Time |Talk Time | Avd Talk
| Time Time
Total 3 o o 0 00:00:19 00:00:06 2 26 00:03:47 17 3 00:01:49 00:05:32 00:00:07
Agent 1
Default Split 05/19/2008 2 0 0 0| 00:00:13 | D0:00:07 0 0| 00:00:00 0 0| 00:00:00 | 00:00:13 | 00:00:07
Default Split 0s/22/2008 o o 0 0 00:00:00 | 00:00:00 0 0| 00:00:00 1 2| 00:00:08 | 00:00:08 | 00:00:03
Default Split 0s/24/2008 1 o 0 0 00:00:06 | 00:00:06 '] 5| 00:01:54 3 0| 00:00:27 | 00:02:19 | 00:00:15
Default Split 0S/26/2008 0 a 0 0| 00:00:00 | 00:00:00 0 5| 00:00:48 3 0| 00:00:25 | 00:01:06 | 00:00:08
Default Split 0S/29/2008 o o o 0| 00:00:00 | 00:00:00 o 8| 00:00:21 0 0| 00:00:00 | 00:00:21 | 00:00:03
Sub Total 3 o 0 0| 00:00:15 | 00:00:06 o 18| 00:03:03 7 2| 00:01:00 | 00:04:07 | 00:00:08
Agent 2
Default Splic 05/24/2008 0 0 0 0| 00:00:00 | 00:00:00 0 0| 00:00:04 0 0| 00:00:00 | 00:00:04 | 00:00:00
ACD SVC1 05/24/2008 0 0 0 0| 00:00:00 | D0:00:00 2 5| 00:00:29 0 0| 00:00:00 | 00:00:29 | 00:00:04
ACD SVC1 10/03/2008 0 o o 0| 00:00:00 | 00:00:00 0 0| 00:00:00 1 0| 00:00:16 | 00:00:08 | 00:00:08
ACD SVC1 10/06/2008 o o o 0 00:00:00 | 00:00:00 ] 1| 00:00:00 7 1| 00:00:14 | 00:00:14 | 00:00:02
Sub Total 0 o 0 0| 00:00:00 | 00:00:00 2 6 00:00:33 8 1| 00:00:30 | 00:00:55 | 00:00:03
Agent 3
ACD svC2 0S/25/2008 o o 0 0| 00:00:00 | 00:00:00 o 1| 00:00:02 0 0| 00:00:00 | 00:00:02 | 00:00:02
ACD SVC2 05/26/2008 0 o o] 0 00:00:00 | 00:00:00 1] 1| 00:00:09 2 0| 00:00:19 | 00:00:28 | 00:00:09
Sub Total 0 a 0 0| 00:00:00 | 00:00:00 o 2| 00:00:11 2 0| 00:00:15 | 00:00:30 | 00:00:08
Done [ € mternet H100% <
11. The details displayed are:
Category Subcategoryl Subcategory?2 Description
Inbound Call | ACD Inbound Ans Total Number of ACD inbound calls

answered.

Unans

Total Number of ACD inbound calls
not answered.

Trsf In

Total Number of ACD inbound calls
sent to agent.

Trsf Out

Total Number of ACD inbound calls
sent from agent.

Talk Time

Total talk time taken to answer the
ACD calls.

Avg Talk Time

Average Talk Time taken to answer
the ACD calls.

Non-ACD Inbound

nt

Total Number of Non-ACD inbound
calls connected internally.

Ext

Total Number of Non-ACD inbound
calls connected externally.

Talk Time

Answered Time through Non-ACD

© SAMSUNG Electronics Co., Ltd.
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inbound calls.

Outbound
Call

Non-ACD
Outbound

Int

Total Number of Non-ACD outbound
calls connected internally.

Ext

Total Number of Non-ACD outbound
calls connected externally.

Talk Time

Answered Time through Non-ACD
outbound calls.

Efficiency

Talk Time

Total Talk Time.

Average Talk Time

Average Talk Time.

12. click B to print the report.

13. click to export the report to Microsoft Excel.

Agent Utilization

The Agent Utilization option allows the user to view the summary of Agent Utilization for the

selected Date, Time and Interval.

Accessing & Viewing Agent Utilization

The below section describes how to access the Agent Utilization Report page.

1. click Agent Utilization on the Reporting left pane.

2. The Agent Utilization page is displayed.
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OfficeServ Aco Reporting © 04:08:07 PM MLoGouT
[ Default Supervisor i Agent > Agent utilization
server (orasrz0ms ) - rowrzo0s e (o0 -
* IVR Summary
» ACD Summary 2 .
@ Agent List @ Selected List
split

All
» split Summary

» Answered Wait Calls

+ Abandoned Wait Calls

> Talk Time Details

» Completion Code Detail

EEEE

Agent

» Agent Summary
» Agent Utilization

» Agent Login/Logout

» Dialed Number
» Completion Code Detail

Interval: | Day v

Tracking
» Call Tracking
» Overflow Tracking
* Lost Call

[ €D mnternet F 100% -

3. Select Start Date and End Date.
. Click [&] icon, a calendar providing a date picker is displayed.

- Select the date for the corresponding month and year.
4. Select From and To timings from the dropdown list.

5. Interval — Select the interval from the dropdown list.

[ENWE | Interval
The available options are Day, Hour, 30 Minutes & 15 Minutes.

6. ToAdd Agent:
. To add all Agents, click Add All ([»])
OR
-« Select the Agent from the Agent List.
. Click Add ([*]) button to add the Selected Agent.

7. To Remove Agent:

. Click Remove All ([*)) button to remove all Agents.
OR
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« Select the Agent from the Selected List.
. Click Remove ([+]) button to remove the Selected Agent.

8. Click Preview to view the report.

9. The Agent Utilization Report page is displayed.

ndows Internet Explorer

& http: /107 108,72, 209/ ReportingjAnalystjrptAgentUtiization. asp7t1=&T50: ED- T=00003E ms =001 /2008; 10/06/2008;00;248 h=DakvI=7Dacsl=% ] v
Agent Utilization
Period: 09/01/2008 - 10/06/2008, 00:00 - 24:00
Interval: Day
10/06/2008 16:08, Report generated by Default Supervisor
Date (199883 10 ol ime 1ol Time | WERPP | SreRk | s, il e
Personal Break | Meal Break Rest Break Training Meeting SEprR Userl
Agent 1
09/19/2008 00:00:13 | 00:03:24 | 00:00:14 | 00:00:08 96.7 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0
09/22/2008 00:00:08 00:00:00 | 00:00:03 99.0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0
09/24/2008 00:02:19 00:00:11 | D0:03:05 55.7 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0
09/26/2008 00:01:06 ['a0:00:00 | 0002128 | 56.0| 00,00:05 | 00:00:00 00:00:00 00:00:00 | 00:00:00 00:00:00 0
09/29/2008 00:00:21 ['a0:00:00 | 02:52:34 | 14 000228 | 00:00:00 00:00:00 w000 | oo 00:00:00 0
09/30/2008 00:00:00 ['00:00:00 | 00:08:07 | 54| 00:00:27 | 00:00:00 00:00:00 00:00:00 | 00:00:00 00:00:00 0
10/01/2008 00:00:00 [ 00:00:00 [ 01| omo70e | 00:00:00 00:00:00 00:00:00 | 00:00:00 00:00:00 | 00:00:00 0
10/03/2008 00:03:15 | 00:00:00 00:00:00 0.0  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 [}
Sub Total 00:04:07 00:00:25 53.2)  00:12:47 00:00:00 00:00:00 00:00:00 00:08:43 00:00:00 00:00:00 0
Agent 2
09/19/2008 00:00:03 | 00:00:00 | 00:00:00 | 00:00:00 | 00:00:03 0.0/  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0
09/24/2008 | 00:30:57 | 00:00:33 | 00:28:44 | 00:00:00 | 00:01:40 | sa5| 00:00:08 | 00:00:00 00:00:00 00:00:00 | 00:00:00 00:00:00 | 00:00:00 0
09/23/2008 | 00:00:00 | 00:00:00 | 00:00:00 [ 00| om0z | 00:00:00 00:00:00 00:00:00 | 00:00:00 00:00:00 | 00:00:00 0
09/30/2008 00:00:00 ['a0:00:00 ss5| 000226 | 00:00:00 00:00:00 00:00:00 | 00:00:00 00:00:00 | 00:00:00 0
10/03/2008 00:23:04 | 0:00:08 | 00:00:00 | 00:00:00 | 00:22:55 | 07| omoo27 | 00w00:00 00:00:00 00:00:00 | 00:00:00 00:00:00 | 00:00:00 0
10/06/2008 00:15:15 | 00:00:14 00:00:01 | D0:00:30 96.7|  00:00:01 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0
Sub Total 01:20:49 | 00:00:55 00:00:01 | 00:33:22 58.7|  00:03:05 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0
Agent 3
09/24/2008 00:00:09 | 00:00:00 | 00:00:00 | 00:00:00 | 00:00:09 0.0,  00:00:02 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0
09/25/2008 00:02:42 | 00:00:02 | 00:00:57 | 00:00:00 | 00:01:43 36.4|  00:00:04 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0
09/26/2008 12:08:43 | 00,00:28 | 00:05:13 | 00:00:00 | 12:03:02 | 08| 000004 | 00:00:00 00:00:00 00:0000 | 00:00:00 00:00:00 | 00:00:00 1
Sub Total [12:11:32 | 0000:30 | 0000700 | 12:08554 | 08| 000010 | 00:00:00 00:00:00 00:00:00 |  00:00:00 00:00:00 | 00:00:00 1
Agent 4
06/25/2008 01:20:58 | 00:00:00 | 01:20:58 | 00:00:00 | D0:00:00 100.0  00:00:00 00:00:00 00:00:60 00:00:00 00:00:00 00:00:00 00:00:00 0
< >
Done [ & mternet H100% -

10. The following details are displayed, for each selected agent:
- Date — based on the interval type, the date field is displayed.
o If Interval type is Day then the report will be date-wise.
o If Interval type is Hour then the report will be hour-wise.
o If Interval type is 30 Mins then the report will display every 30 minute details.
o If Interval type is 15 Mins then the report will display every 15 minute details.
+ Logged in Time — Duration of the agent logged in.
 Talk Time — Time taken to answer ACD calls.
+ Idle Time — Total Time with Available Status.

«  Wrap-up Time — Total Wrap-up time.
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« Break Time — Total break time spent by the Agent.

+ Avail % — Shows Availability percentage of an Agent.

Break Details — Displays total time spent in respective Break Types:

(0]

(0]

(0]

O O O O O

Personal Break
Meal Break

Rest Break
Training

Meeting

Extended Wrap-up
Userl

User2

NOTE | Break Types
§ L Break Types description can be customized in Supervisor's System Configuration page.

11. click B to print the report.

12, click ™ to export the report to Microsoft Excel.

Agent Login/Logout

The Agent Login/Logoutoption allows the user to view the summary of Agent’s Login/Logout time

for the selected Date.

Accessing & Viewing Agent Login/Logout

The below section describes how to access the Agent Login/Logout Report page.

1. click Agent Login/Logout on the Reporting left pane.

2. The Agent Login/Logout page is displayed.
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OfficeServ Aco Reporting

B Default Supervisor h Agent > Agent Login/Logout
server fros/z0me e - [oroarzone &5
» IVR Summary
+ ACD Summary - .
@ Agent List @ Selected List
split Agent 1
i ) Agent 2
» split Summary s

+ Answered Wait Calls Agent &
+ Abandoned Wait Calls
+ Talk Time Details

» Completion Code Detail

EED

Agent

» Agent Summary
» Agent Utilization

+ Agent Login/Logout

r Dialed Number
» Completion Code Detail

Tracking

» Call Tracking
» Overflow Tracking
r Lost Call

@ 04:10:40 PM WLosaut

(9 € mntemet F100% -

3. Select Start Date and End Date.

. Click [&] icon, a calendar providing a date picker is displayed.

- Select the date for the corresponding month and year.

4. ToAdd an Agent:
« Select the Agent from the Agent List.
. Click Add ([*]) button to add the Selected Agent.

5. To Remove Agent:
. Click Remove All ([#)) button to remove all Agents.
OR
« Select the Agent from the Selected List.
- Click Remove ([+]) button to remove the Selected Agent.

6. Click Preview to view the report.

7. The Agent Login/Logout Report page is displayed.
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(= Agent Login/Logout - Windows Internet Explorer

[Ettpﬂlu%mTiszn9/RepumngtAnaIystt[@gentLngut.aspx?tl:@ﬂsn ED=20081 T=00008E J ms=09/01/2008;10/06 /2008, ;8 h—DficsI=0042001;0042002;0042003; 0042004 B ?
:
Agent Login/Logout Report
Period: 09/01/2008 - 10/06/2008
10/06/2008 16:11, Report generated by Default Supervisor
Login Time Logout Time L”E‘r?:é["

Agent 1
09/19/2008 16:25:36 09/19/2008 16:29:31 00:03:55
09/19/2008 16:33:31 09/22/2008 10:20:32 65:47:01
09/22/2008 17:59:22 09/22/2008 18:04:36 ['00:0s:12
09/24/2008 14:26:18 09/24/2008 1 ['00:00:47

08 14:38:45 09/24/2008 1 |'00:02:42
06/24/2008 14:49:22 06/24/2008 1 00:00:22
09/24/2008 14:51:55 03/24/2008 1 00:02:57
09/26/2008 13:59:58 09/26/2008 1 00:01:25
09/26/2008 14:01:26 09/26/2008 14:02:36 00:01:10
09/26/2008 14:02:40 09/26/2008 14:02:51 00:00:11
09/26/2008 14:23:56 09/26/2008 1 ['00:00:0
09/26/2008 16:27:07 09/26/2008 16:28:09 ['o0:01:02
06/26/2008 17:20:42 [
0G/26/2008 18:25:07 06/26/2008 18:25:15 ['a0:00:08
0G/26/2008 18:25:21 06/26/2008 1 00:00:08
09/26/2008 18:25:35 09/26/2008 18:25:40 00:00:05
09/26/2008 18:25:45 09/26/2008 18:25:51 00:00:06
09/26/2008 18:30:23 09/26/2008 18:30:32 00:00:09
09/26/2008 18:30:37 09/26/2008 18:30:42 00:00:05
09/26/2008 18:30:52 09/26/2008 18:30:56 [ '00:00:0¢
00/26/2008 18:35:18 09/26/2008 18:35:29 ['0oi00:11
05/26/2008 18:35:34 09/26/2008 1 ['00:00:10
00/26/2008 18:35:48 06/26/2008 18:35:54 [ 'ao:00:08
00/26/2008 18:37:23 06/26/2008 18:37:36 00:00:13
09/26/2008 18:38:03 09/26/2008 18:38:16 00:00:13
09/26/2008 18:38:20 09/26/2008 18:38:31 00:00:11
09/26/2008 18:38:37 09/26/2008 18:38:55 00:00:18
09/26/2008 18:39:12 09/26/2008 18:39:19 00:00:07
09/26/2008 18:39:25 09/26/2008 18:39:46 ['00:00:21
06/26/2008 18:39:50 09/26/2008 18:39:58 [ '00:00:08 v

[ % € mternet #H1o0% v

8. The details displayed are:
« Login Time — Shows the start time of the Agent login.
« Logout Time — Shows the end time of the Agent login.

« Logged In Time — Shows the duration of the Agent login.

9. Click to print the report.

10. click

to export the report to Microsoft Excel.

Dialed Number

The Dialed Number option allows the user to view the summary of Dialed Numbers for the
selected Date, Time and/or Dial Result.

Accessing & Viewing Dialed Number

The below section describes how to access the Dialed Number Report page.

© SAMSUNG Electronics Co., Ltd. 41



Owwnbka! CTunb He onpepeneH.

1. Click Dialed Number on the Reporting left pane.

2. The Dialed Number page is displayed.

OfficeServ AcCD Reporting

(B Default Supervisor

Server
» IVR Summary
» ACD Summary
Split
» Split Summary
» Answered Wait Calls
» Abandoned Wait Calls
* Talk Time Details
» Completion Code Detail

Agent
» Agent Summary
» Agent Utilization
» Agent Login/Logout
» Dialed Number

» Completion Code Detail

Tracking

» Call Tracking
» Overflow Tracking
* Lost Call

ﬁ Agent > Dialed Number

erewzmes ey - (oo e [co ) (24

@ Agent List

{ 04:13:28 PM MoGoutT

Preview

@ Selected List

Agent 1
Agent 2
Agent 3
Agent 4

EEEE

Dial Result:

[ Connected only

[ % @ nternet H00% -

3. Select Start Date and End Date.

. Click [&] icon, a calendar providing a date picker is displayed.

- Select the date for the corresponding month and year.

4. select From and To timings from the dropdown list.

5. ToAdd Agent:
. To add all Agents, click Add All ([=])

OR

- Select the Agent from the Agent List.
. Click Add ([*]) button to add the Selected Agent.

6. To Remove Agent:

. Click Remove All ([*)) button to remove all Agents.

OR

+ Select the Agent from the Selected List.

- Click Remove ([+]) button to remove the Selected Agent.
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7. To include Dial Result
« Check Connected Only option to include connected details.
OR

« Uncheck Connected Only option to view all details.
8. Click Preview to view the report.

9. The Dialed Number Report page is displayed.

(= Dialed Number - Windows Internet Explorer

[@ https//107,106.72, 209/Reporting)Analyst frptOutgoingDest  aspx?t 1 =BT SD=200809018TED=200810068:5 T=00008ET= I 09/01/2008; avh=0Rcet=conncs="% ~

Dialed Number

Period: 09/01/2008 - 10/06/2008, 00:00 - 24:00
Dial Result: Connected only
10/06/2008 16:13, Report generated by Default Supervisor

Most Frequently Dialed Number

No Destination | Answered | Talk Time Dial Type
1 |3201 5! 00:00:21
2 |2003 3| 00:00:04
3 |z00t 2| 00:00:19
3202 2( 00:00:07 | Consult
93201 1| 00:00:00
Destination Connect Time Disconnect Time Ring Time | Talk Time Disl Type
Agent 1
(Int) 3201 09/22/2008 17:59:38 | 09/22/2008 17:58:39 | 00:00:02 | 00:00:01

&
:50
S

93502 09/22/2008 17 09/22/2008 17 00:00:00 | 00:00:06
93202 09/22/2008 17 09/22/2008 17 00:00:01 | 00:00:01
(Int) 2002 09/24/2008 14 09/24/2008 14:53:54 | 00:00:02 | 00:00:04 |Transfer

(Int) 2002 09/24/2008 14:54:12 | 09/24/2008 14:54:26 | 00:00:01 | 00:00:17 |Conference

(Int) 2002 09/24/2008 14 09/24/2008 14 00:00:01 | 00:00:04

(tnt) 3201 09/26/2008 14 09/26/2008 14:00:54 | 00:00:02 | 00:00:11

(Int) 3202 09/26/2008 16 09/26/2008 16:27:47 | 00:00:04 | 00:00:04 | Consult

(Int) 3202 09/26/2008 16:27:58 | 09/26/2008 16:28:01 | 00:00:03 | 00:00:03 | Consult

Agent 2

(Int) 2003 10/03/2008 16:71:33 | 10/03/2008 16:21:41 | 00:00:18 | 00:00:08 | Consult

(Int) 3201 10/06/2008 12:01:51 | 10/06/2008 12:01:52 | 00:00:08 | 00:00:01 |

(Int) 3201 10/06/2008 12:02:21 | 10/06/2008 12:02:21 | 00:00:02 | 00:00:00 |

(Int) 3202 10/06/2008 12:02:28 | 10/06/2008 12:02:29 | 00:00:02 | 00:00:01

(Int) 2003 10/06/2008 12:03:15 | 10/06/2008 12:03:15 | 00:00:03 | 00:00:00

93201 10/06/2008 12 10/06/2008 12:04:08 | 00:00:03 | 00:00:00

(Int) 3201 10/06/2008 12 10/06/2008 12:12:11 | 00:00:07 | 00:00:08

(Int) 2003 10/06/2008 15 10/06/2008 15:54:43 | 00:00:04 | 00:00:01

(Int) 2003 10/06/2008 15:59: 10/06/2008 15:59:06 | 00:00:02 | 00:00:03 |

Agent 3 v
Dane [ @ intermet H100% v

10. The Most Frequently Dialed Number details are displayed:
« No — Shows the serial number.
- Destination — Shows the destination number dialed.
« Answered — Shows the number of calls answered.
« Talk Time — Shows total time taken to answer the call.

« Dial Type — Shows the dial type.

11. The following details are displayed, for each selected agent:

. Destination — Shows the destination number dialed.
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Connect Time — Shows the time when the call was connected.
Disconnect Time — Shows the time when the call was disconnected.
Ring Time — Shows the time taken before answering the call.

Talk Time — Shows total time taken to answer the call.

Dial Type — Shows the dial type.

12. click 8 to print the report.

13. click ¥ to export the report to Microsoft Excel.

Completion Code Detall

The Completion Code Detail option allows the user to view the summary of each Completion
Code detail with respect to selected Agent.

Accessing & Viewing Completion Code Detail

The below section describes how to access the Completion Code Detail page.

1. click Completion Code Detail on the Reporting left pane.

2. The Completion Code Detail page is displayed.
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OfficeServ Aco Reporting O 04:19:58 BM LoGOUT

[ Default Supervisor ﬁ Agent > Completion Code Detail

server 77z ey - [eereees Jey (oo - (28]

+ IVR Summary

" ACD Summary @ Agent List @ Selected List
split

Agent 1
Agent 2
Agent 3
Agent 4

+ Split summary

+ Answered Wait Calls

+ Abandoned Wait Calls
+ Talk Time Details

+ Completion Code Detail

GEE

Agent

+ Agent Summary

» Agent Utilization

+ Agent Login/Logout

» Dialed Mumber

+ Completion Code Detail Interval:
Tracking

+ Call Tracking

+ Oerflow Tracking

+ Lost call

[# @ mtemet 00w -

3. Select Start Date and End Date.
. Click [&] icon, a calendar providing a date picker is displayed.

- Select the date for the corresponding month and year.
4. select From and To timings from the dropdown list.

5. Interval — Select the interval from the dropdown list.

[3"0“ | Interval
The available options are Day, Hour, 30 Minutes & 15 Minutes.

6. ToAdd an Agent:
« Select the Agent from the Agent List.
. Click Add ([*]) button to add the Selected Agent.

7. To Remove Agent:
. Click Remove All ([*)) button to remove all Agents.
OR
+ Select the Agent from the Selected List.
« Click Remove ([+]) button to remove the Selected Agent.
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8. Click Preview to view the report.

9. The Completion Code Detail Report page is displayed.

&l Agent Completion Code Detail - Windows Internet Explorer

| &) httpi/f107. 108,72, 209/R eportingiAnalystrptAgerkCade, aspxPoby—Agkl—8T SD-20080901 BTED=200810) T=24008):

Completion Code Details by Agent

Period: 09/01/2008 - 10/06/2008, 00:00 - 24:00

Interval: Day

10/06/2008 16:19, Report generated by Default Supervisor

Agent 1
Minorl Minor3 Mingrd
Date T
Count | Avg Talk | Count | Avg Talk | Count | Avg Talk
09/19/2008 1| 00:00:16 0| 00:00:00 1| 00:00:02
09/24/2008 0| 00:00:00 1| 00:00:07 0| 00:00:00
Done (9 € Internet H100% -

10). The details displayed are:
- Date — based on the interval type, the date field is displayed.
o If Interval type is Day then the report will be date-wise.
o If Interval type is Hour then the report will be hour-wise.
o If Interval type is 30 Mins then the report will display every 30 minute details.
o If Interval type is 15 Mins then the report will display every 15 minute details.
+ Count — Shows the count for each Completion Code.

+ Avg Talk — Shows the Average Talk duration for each Completion Code.

11. click to print the report.

12. click ® to export the report to Microsoft Excel.
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| CHAPTER 6. Tracking

This section describes about accessing and viewing Call Tracking related reports.

Call Tracking

The Call Tracking option allows the user to view the summary of Call Tracking by Agent/Split.

Accessing & Viewing Call Tracking

The below section describes how to access the Call Tracking Report page.
1. click Call Tracking on the Reporting left pane.

2. The Call Tracking page is displayed.
Split Call Tracking

1. Follow the steps in Accessing & Viewing Call Tracking.

2. Select Start Date and End Date.
. Click & icon, a calendar providing a date picker is displayed.

« Select the date for the corresponding month and year.
3. Select From and To timings from the dropdown list.

4. Click Split button on the List section.
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OfficeServ Aco Reporting ) 0s:03:39PM LosouT

B Default Supervisor [ Tracking > call Tracking

server o200 o - vz [ [0 - (20

* IVR Summary

* ACD Summary

@ List @ Selected List

#- Default Division All

Split
» Split Summary
» Answered Wait Calls
+ Abandoned Wait Calls
+ Talk Time Details
» Completion Code Detail

Agent

EREEE

» Agent Summary

» Agent Utilization

+ Agent Login/Logout
+ Dialed Number

+ Completion Code Detail CLyDID Number: ®cir Opip startwith |

Tracking

+ Call Tracking
» Overflow Tracking
*+ Lost Call

[3 @ mntemet E 00w -

5. ToAdd Split:
- To Add all Splits, click Add All ([=])
OR
« Select the Split from the Split List.
. Click Add ([*]) button to add the Selected Split.

6. To Remove Split:
. Click Remove All ([#]) button to remove all Splits.
OR
« Select the Split from the Selected List.
- Click Remove ([+]) button to remove the Selected Split.

7. CLI/DID Number — Select the CLI or DID radio button and enter the corresponding Start
with number.

8. Click Preview to view the report.

9. The Split Call Tracking Report page is displayed.
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{2 Call Tracking - Windows Internet Explorer

£ | http:/{107. 108,72, 209{Reparting/AnalystirptCalTracking. aspsPoby=G6L =B TSD=2007 10018 TED=200810068.5T=00008E T=2+008/at=en-usttms=10/01/2007; 10/06/2008;00;24Bwh=08ntp=Canci=cs=" v

&
Call Tracking
Period: 10/01/2007 - 10/06/2008, 00:00 - 24:00
CLI Number: All
10/06/2008 18:03, Report generated by Default Supervisor
Time cLr DID Cust ID Cust Lvl Call Type Agent Wait Time | More Records | Talk Time
32017001 2002 ACD In Ans 00:00:00 |- o0:00:01 |
32017001 2002 ACD In Ans 00:00:00 |- 00:00:12
32017001 2002 ACD In Ans 00:00:00 |- 00:00:38
32017001 2002 ACD In Ans 00:00:00 |- 00:02:35
32017001 2002 ACD In Ans 00:00:00 |- 00:00:07
32017001 2002 ACD In Ans 00:00:00 |- 00:00:05
32017001 2002 [ ACD In Ans 00:00:00 |- 00:00:03 |
32027002 2003 [ ACD In Ans 00:00:00 |- 00:00:08 |
32027002 2003 [ ACD In Ans 00:00:00 |- 00:00:03 |
32027002 2003 [ ACD In Ans 00:00:00 |- 00:08:15 |
32027002 2003 ACD In Ans 00:00:00 |- 00:00:04
32017001 2003 ACD In Ans 00:00:00 |- 00:00:02
09/26/2008 32017001 2001 ACD In Ans 00:00:00 |- 00:00:05
g
09/22/2008 20017001 3502 ACD In Abd 00:00:04 |-
Default Split
09/18/2008 [32017001 5061 [ ACD In Ans Agent 1 00:00:18 |- 00:00:13 |
52027001 S061 [ ACD In Ans Agent 1 00:00:12 |- 00:00:00 |
32017001 S061 ACD In Abd 00:00:59 |-
32017001 5061 ACD In Abd 00:00:00 |-
32017001 5061 ACD In Ans Agent 1 00:00:12 |- 00:00:06 =
32017001 S061 ACD In Abd 00:00:00 |-
32017001 5061 ACD In Abd 00:00:00 |-
32017001 5061 [ ACD In Abd 00:00:00 |-
32017001 5061 [ ACD In Abd 00:00:00 |-
32017001 5061 [ ACD In Abd 00:00:00 |-
52017001 S061 [ ACD In Abd 00:00:00 |-
32017001 5061 ACD In Abd 00:00:00 |-
........ — S —y— b
Done [ % € mternet H 00w v

10. The details displayed are:
« Time — Shows the date and time of each call.
o Click to view details about the call.
0 The Cradle-to-Grave page is displayed.
o Click to print the report.

{= Cradle-to-Grave - Windows Internet Explorer.

& | htbp:ff107.108.72, 209/Reporting/analyst/subCradleToGr ave  aspecruid=2008092512130231F v
~
=
1. ACD In Ans

Queued Time: 09/25/2008 12:12:58

Customer: I - |, Level -

Queue Time: 00:00:04

Ring Time: 23:59:56

Split:

Agent:

Talk Time: 00:00:04

Disconnected Time: 03/25/2008 12:13:02
A

Jpere [# € Internet HA00% v

« CLI — Shows the Caller Line Identification Number.

« DID — Shows the Direct Inward Dialing Number.
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Cust ID — Shows Customer ID.

Cust Lvl — Shows Customer Level.

Call Type — Shows type of call ACD or Non-ACD.
Agent — Shows the Agent Name.

Wait Time — Wait time is summation of Queue Time and Ringing Time.

More Records — Provide details about the call.

Talk Time — Time taken to answer calls.

11. click B to print the report.

12. click to export the report to Microsoft Excel.

Agent Call Tracking

1. Follow the steps in Accessing & Viewing Call Tracking.

2. Select Start Date and End Date.

Click [&& icon, a calendar providing a date picker is displayed.

Select the date for the corresponding month and year.

3. Select From and To timings from the dropdown list.
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OfficeServ ACD Reporting @ osise:arpy WLoGOUT

(B Default Supervisor E Tracking > Call Tracking

Server [T Je . [roerzos Jos| (o - (228

» IVR Summary

> CEDSHIIER @ List @ Selected List

Split

Agent L
Agent 2
Agent 3
Agent 4

+ Split Summary

» Answered Wait Calls

» Abandoned Wait Calls
» Talk Time Details

» Completion Code Detail

EEE

Agent

» Agent Summary
» Agent Utilization

» Agent Login/Logout
» Dialed Number

v Ezmplzies Srz Baad CLI/DID Number: @ cu1 Opip startwith[ ]

Tracking

» Call Tracking
» Overflow Tracking
» Lost Call

% @ nternet 00 -

4. Click Agent button on the List section.

5. ToAdd an Agent:
- Select an Agent from the Agent List.
. Click Add ([*]) button to add the Selected Agent.

6. To Remove Agent:
. Click Remove All (%)) button to remove all Agents.
OR
«+ Select the Agent from the Selected List.
« Click Remove ([+]) button to remove the Selected Agent.

7. CLI/DID Number — Select the CLI or DID radio button and enter the corresponding Start
with number.

8. Click Preview to view the report.
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Call Tracking - Windows Internet Explorer

£ http:}{107.108,72,209{Reporting/AnalystirptCalTracking  aspxPoby=At =ATSD=200710018TED=2008100685T=0000AE T=24006/st=en-usitms=10/01,/2007; 10/06/2008;00;2 48w p=Cincli=ficsk ;00AZ002;0042003;00A2004 -
Call Tracking
Period: 10/01/2007 - 10/06/2008, 00:00 - 24:00
CLI Number: All
10/06/2008 17:57, Report generated by Default Supervisor
Time cLr DID Cust ID Cust Lvl Call Type Split Wait Time | More Records | Talk Time
Agent 1
/2008 32017001 5061 ACD In Ans Default Split 00:00:18 |- 00:00:13 |
09/19/2008 16:27:00 |32027001 S061 ACD In Ans Default Split 00:00:12 |- 00:00:00
09/22/2008 7001 93502 Ext Non-ACD Qut 00:00:00 |-
09/22/2008 7001 93202 Ext Non-ACD Qut 00:00:01 |- 00:00:01
09/24/2008 32017001 2001 Ext Non-ACD In Ans 00:00:02 |-
09/24/2008 32017001 2001 Ext Non-ACD In Ans 00:00:02 |- 00:00:11
09/24/2008 32017001 2001 [ Ext Non-ACD In Ans 00:00:02 |- 00:00:04 |
008 32017001 5061 [ ACD In Ans Default Split 00:00:12 |- 00:00:06 |
09/24/2008 14:52:42 | 32017001 2001 [ Ext Non-ACD In Ans 00:00:01 | Details |
08/24/2008 14:58:05 |32017001 2001 [ Ext Non-ACD In Ans 00:00:02 | Details
09/26/2008 32017001 2001 Ext Non-ACD In Ans 00:00:02 |- 00:00:01
09/26/2008 32017001 2001 Ext Non-ACD In Abd 00:00:01 |-
09/26/2008 16:27:26 |32017001 2001 Ext Non-ACD In Ans 00:00:02 | Details
09/26/2008 32017001 2001 Ext Non-ACD In Ans 00:00:01 |-
09/26/2008 18: 32017001 2001 Ext Non-ACD In Ans 00:00:01 |- 00:00:03
09/26/2008 18: 32017001 2001 [ Ext Non-ACD In Ans 00:00:01 |- 00:00:02 |
09/26/2008 18 32017001 2001 [ Ext Non-ACD In Abd 00:00:01 |- |
008 32017001 2001 | Ext Non-ACD In Abd 00:00:01 |-
008 32017001 2001 [ Ext Non-ACD In Abd 00:00:02 |-
05/26/2008 32017001 2001 Ext Non-ACD In Ans 00:00:04 |- 00:00:06 | |
09/29/2008 1 32017001 2001 Ext Non-ACD In Ans 00:00:02 |-
09/29/2008 10 32017001 2001 Ext Non-ACD In Ans 00:00:06 |- 00:00:02
32017001 2001 Ext Non-ACD In Ans 00:00:01 |- 00:00:02
32017001 2001 Ext Non-ACD In Ans 00:00:10 |-
09/29/2008 32017001 2001 [ Ext Non-ACD In Ans 00:00:07 |- 00:00:03 |
09/29/2008 32017001 2001 [ Ext Non-ACD In Ans 00:00:05 |- |
09/26/2008 32017001 2001 [ Ext Non-ACD In Ans 00:00:05 |- o0:00:02 |
Agent 2
008 8 |32017001 2002 Ext Non-ACD In Ans 00:00:13 |- 00:00:02 o
Done € mnternet H100% v

9. The Agent Call Tracking Report page is displayed.

10. The details displayed are:
- Time — shows the date and time of each call.
o Click to view details about the call.

0 The Cradle-to-Grave page is displayed.

Grave - Windows Internet Explorer

£ | http:)f107.108.72,209/Reporting/ analyst fsubCradleToGr ave, aspxPUid=200809191625420C ¥

B

1. ACD In Ans

Queued Time: 059,/15/2008 16:25:44
Customer: ID -, Level -

Queue Time: 00:00:08

ng Time: 00:00:10

Split: Default Split

Agent: Agent 1

Talk Time: 00:00:13

Disconnected Time: 05/153/2008 16:26:15

Cone EB @ Internet
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o Click 2 to print the report.
CLI1 — Shows the Caller Line Identification Number.
DID — Shows the Direct Inward Dialing Number.
Cust ID — Shows Customer ID.
Cust Lvl — Shows Customer level.
Call Type — Shows type of call ACD or Non-ACD.
Split — Shows the Split Name.
Wait Time — Wait time is summation of Queue Time and Ringing Time.
More records — Provide details about the call.

Talk Time — Time taken to answer calls.

11. click B to print the report.

12. click to export the report to Microsoft Excel.

Overflow Tracking

The Overflow Tracking option allows the user to view the Overflowed calls with respect to the
selected Split.

Accessing & Viewing Overflow Tracking

The below section describes how to access the Overflow Tracking Report page.

1. Click Overflow Tracking on the Reporting left pane.

2. The Overflow Tracking page is displayed.

3. Select Start Date and End Date.

. Click & icon, a calendar providing a date picker is displayed.

Select the date for the corresponding month and year.

4. select From and To timings from the dropdown list.

5. To Add Split:

To add all Splits, click Add All ([=]).
OR
Select the Split from the Split List.
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. Click Add ([*]) button to add the Selected Split.

6. To Remove Split:

. Click Remove All ([+)) button to remove all Splits.

OR

« Select the Split from the Selected List.

- Click Remove ([+]) button to remove the Selected Split.

OfficeServ ACD Reporting

) os:08:29PM WLosOuT

(B Default Supervisar [ Tracking > Overflow Tracking

server (/o207 163 - ooz 129 [w ). [

+ IVR Summary
" ACE Summary @ split List
Split i P

2 Default Division

+ split Summary

r Answered Wait Calls

+ Abandoned Wait Calls

+ Talk Time Details

+ Completion Code Detail
Agent

* Agent Summary

r Agent Utilization

» Agent Login/Logout
» Dialed Number

EEEE

Preview

@ Selected List

v ETEREiI Eriz Bal CL/DID Number: @cu Opio statwith [ |

Tracking
» Call Tracking
+ Overflow Tracking
+ Lost Call

(9 € mntemet F100% -
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7. CLI/DID Number — Select the CLI or DID radio button and enter the corresponding Start

with number
8. Click Preview to view the report.
9. The Overflow Tracking Report page is displayed.

10. The details displayed are:
« Time — Shows the time when the call was received by the Agent.
« CLI — Shows the Caller Line Identification Number.
« DID — Shows the Direct Inward Dialing Number.
« Cust ID — Shows Customer ID.
« Cust Lvl — Shows Customer Level.

. Original — Shows the initial split where the call was received.

« Delivery — Shows the split, where the call was delivered after the original split was

overflowed.

(= Overflow Tracking - Windows Internet Explorer

| bkt /107, 106, 72, 2013/ResportingAnsfyst kv Trcking  sspoc Pt T SO 20017 L 001 TED—2003 00585 T—0D0BET =240 at—si-ustibms—1 011 2001710411/ 2005;00; 246 b= tp—C ncli—irsl=%
= =
overflow Tracking
Period: 10/01/2007 - 10/06/2008, 00:00 - 24:00
CLI Number: All
10/06/2008 18:09, Report generated by Default Supervisor
Time cLI DID Cust ID Cust Ll Original Delivery Ovf = | Wait Time | Talk Time
09/24/2008 14:52:17 | 32017001 5061 Default Split Default Split 1| 00:00:12 | 00:00:06
Dane [ @ mntermet F100% v
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« Ovf # — Shows the Overflow Number.

«  Wait Time — Wait time is summation of Queue Time and Ringing Time.

- Talk Time — Time taken to answer calls.

X Overflow Tracking - Microsoft Internet Explarer O] x|

=
Queued Time: 07/09/2008 13:37:56 %
Customer: ID -, Level -
Overflow History

# 2riginal Owf Target Wrait Time
1 |Metwork Sales Metwork Exist 00:00:40
2 | Metworl Exist Metwork Sales 00:00:41
3 |Metworlk Sales Metwork Exist 000040
4 | Metwork Exist Metwork Sales 00:00:41
5 | Metwork Sales Metwork Exist 00:00:41
6 | Metwork Exist Metwork Sales 00:00:41

Disconnected Time: 07/09/2008 13:41:19

11. click to print the report.

12. click ® to export the report to Microsoft Excel.

Lost Call

The Lost Call option allows the user to view the abandoned calls with respect to the selected Split.

Accessing & Viewing Lost Call

The below section describes how to access the Lost Call (Abandoned Call Tracking) Report.
1. Click Lost Call on the Reporting left pane.

2. The Lost Call page is displayed.
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OfficeServ AcD Reporting ©os:10:52 PM W LosouT

[B Default Supervisar [ Tracking > Lost Call

+ IVR Summary

+ ACD Summary

@ Split List @ Selected List

Default Division All

split
+ Split Summary
+ Answered Wait Calls
» Abandoned Wait Calls
+ Talk Time Details
+ Completion Code Detail

Agent

+ Agent Summary
+ Agent Utilization

+ Agent Login/Logout

+ Dialed Number

+ Completion Code Detail CLI Number: Startwith || Abanden Threshold: [0 |sec

Tracking
+ Call Tracking
+ Overflow Tracking
» Lost Call

[§ € mternet E100% v

3. Select Start Date and End Date.
. Click [&] icon, a calendar providing a date picker is displayed.

- Select the date for the corresponding month and year.
4. select From and To timings from the dropdown list.

5. To Add Split:
. To add all Splits, click Add All ([=]).
OR
« Select the Split from the Split List.
. Click Add ([*]) button to add the Selected Split.

6. To Remove Split:
. Click Remove All ([#]) button to remove all Splits.
OR
« Select the Split from the Selected List.
- Click Remove ([+]) button to remove the Selected Split.

7. CLI Number — Enter the CLI Start with number.

&. Abandoned Threshold — Enter Abandoned Threshold time in seconds.
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9. Click Preview to view the report.
10. The Lost call Report page is displayed.

11. The following details are displayed for each split:
. CLI — Shows the Caller Line Identification number.

+ Queued Time — Shows the time when call entered the queue.

+ Duration — Shows the duration of the call in the queue in seconds.

« Result — Shows the result of the lost call which was assigned to agent to call back from

Supervisor.

+ Assign Time — Shows the time when the call was assigned to agent.

« Agent — Shows the Agent Name.

« Handle Time — Shows the time taken to complete the call.

{2 Lost Call - Windows Internet Explorer

| https {1077 108,72, 203jR sportingiAralyst ot oste sl sspH AT SD—2007 LD B TED=201061 0GRS T—0IN0RE T—24008lat—sn-usttnos—1 D/ {2007 L0/ 08 2003;010;240h—Ossth—iencli—firs% S ~
Lost Call
Period: 10/01/2007 - 10/06/2008, 00:00 - 24:00
CLI Number: All
Abandon Threshold Time: 0 sec
10/06/2008 18:11, Report generated by Default Supervisor
cl Queued Time Duration Result Assign Time Agent Handle Time
Default Split
32017001 09/19/2008 16:33:45 | 00:00:59 |New
32017001 09/19/2008 17:29:36 | 00:00:00 |New
20017001 | os/22/2008 17:55:45 | 00:00:04 |New
32017001 | 0sr24/2008 18:20:59 | 00:00:00 |New
32017001 | 0o/24/2008 18:30:29 | 00:00:00 |New
32017001 | os/26/2008 12:08:27 | 00:00:00 |New
32017001 09/26/2008 12:09:04 | 00:00:00 |New
32017001 09/26/2008 12:09:47 | 00:00:00 |New
32017001 09/26/2008 12:10:10 | 00:00:00 (New
32017001 09/26/2008 12:10:20 | 00:00:00 |New
32017001 09/30/2008 14:30:05 | 00:00:12 |New
32017001 | 0s/30/2008 14:30:21 | 00:00:00 |New
32017001 | 10/01/2008 11:25:49 | 00:00:00 |New
32017001 | 10/08/2008 16:02:24 | 00:00:00 |New
32017001 10/06/2008 16:03:21 | 00:00:00 | New
32017001 10/06/2008 16:11:18 | 00:00:00 |New
ACD SVC1
3202 09/24/2008 19:03:11 | 00:00:45 |New
Done [ € mternet H100% <

12. click to print the report.

13. click ¥ to export the report to Microsoft Excel.
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| ABBREVIATION

A
C

ACD

CLI

DID

P
IVR

HTTP

Automatic Call Distribution

Calling Line Identification

Dialed Number Identification

Internet Protocol
Interactive Voice Response

Hyper Text Transport Protocol
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